
Indian Overseas Bank

Business Responsibility Report –  2020 - 2021
Section A: General Information about the Company

1.Corporate Identity Number:  
(CIN) of the Company Not Applicable

2. Name of the Company INDIAN OVERSEAS BANK

3. Registered Address 763 ANNA SALAI, CHENNAI 600 002

4. Website www.iob.in 

5. Email investor@iobnet.co.in 

6. Financial Year Reported 2020 - 21

7. Sectors that the Company is engaged in (industrial activity 
code-wise) Banking & Financial Services

8. List of 3 key products/services that the manufacturers 
provides (as in Balance Sheet)

a) Retail Banking

b) Corporate Banking

c) International Banking 

9. Total number of locations where: business activity is 
undertaken by the Company

No. of Locations

I. National    

II. International
3217 branches as on 31.03.2021

4 (Singapore, Sri Lanka, Hongkong & Bangkok)

10.  Markets served by the Company-Local/State/National/
International

Bank has branches in 28 States and 6 Union Territories, 
Bank has International Branches in Singapore, Hong Kong,              
Sri Lanka, Bangkok and a joint venture in Malaysia - India 
International Bank (Malaysia) Berhad (IIBMB).

Section B: Financial Details of the Company

1) Paid up Capital (INR)

2) Total Turn Over (INR) / Revenue

�:	-����	7����	�����	-�!9)&':	

4)  Total Spending on Corporate Social Responsibility (CSR) as 
7��
������	��	3����	�����	-�!	9~:

Rs. 16436.99 crore

Not applicable

For Q4: Rs.349.77 crore and FY 2020-21: Rs.831.47 Crore
No spending under CSR due to accumulated losses.
                                                                   (Rs.in Lakhs)

Sl. 
No. 

CSR activity Particulars Amount  

NA NA NIL

B:	8�0�	��	���	�
��#����0	��	5��
�	�!7��*��"��	��	>	�4�#�	��0	4���	
incurred

Not Applicable

Section C: Other Details 

1. Does the Company have any Subsidiary Company/ Companies No

2.   Do the subsidiaries implement :       
BR initiatives of the parent company       
If YES, then indicate the number of such subsidiaries.

Not applicable

3.   Do any other entity/ entities (e.g., suppliers, distributors etc.) that the 
Company does  business with, participate in the BR   initiatives of the 
Company? If yes, then   indicate the percentage of such entity/ entities 
98�00	����	��~�	��~���~�	%���			����	��~:

No
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Section D: BR Information

1. Details of Director/ Directors responsible for BR

a. Details of the Director/ Directors responsible for implementation of the BR policy/ policies

DIN Number NA

Name Ajay Kumar Srivastava

Designation �!�
"��#�	����
���

b. Details of the BR head –    as below

S. No Particulars Details

1 DIN No (if applicable) NA

2 Name Bhuwan Chandra

3 Designation General Manager & CFO

4 Telephone no. 044-28519487

5 e-mail id investor@iobnet.co.in / gmbcs@iobnet.co.in 

2. Principle-wise (as per NVGs) BR Policy / Policies (Reply in Y / N)( to check)

Sl 
No Questions
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1 Do you have a policy/ policies for principles Y Y N Y N N N Y Y

2
Has the policy being formulated in consultation 
with the relevant stakeholders?

Y Y NA Y NA NA NA Y Y

3
���0	 ���	 7���
E	 
����%	 ��	 ��E	 ��������/	
international standards? If yes, specify? *(50 
words)

Y Y NA Y NA NA NA Y Y

4
Has the policy been approved by the Board? If 
yes, has it been signed by MD/ Owner/ CEO/ 
appropriate Board Director

Y Y NA Y NA NA NA Y Y

5
���0	���	
�%7��E	��#�	�	07�
���*	
�%%�����	
��	 ���	 (���*/	 ����
���/	 
��
���	 ��	 �#��0��	 ���	
implementation of the policy? 

Y Y NA Y NA NA NA Y Y

6
Indicate the link for the policy to be viewed 
online? @

Y N NA N NA NA NA N Y

7
Has the policy been formally communicated to 
���	����#���	��������	��*	�!������	0��D����*��0·

Y Y NA Y NA NA NA Y Y

8
Does the company have in-house structure to 
implement the policy/ policies?

Y Y NA Y NA NA NA Y Y

9
Does the company have grievance redressal 
mechanism related address stakeholders’ 
grievances related to the policy/ policies?

Y Y NA Y NA NA NA N Y

10
Has the company carried out independent 
audit/ evaluation of the working of this policy by 
��������	��	�!������	����
��0·

N N NA N NA NA NA N Y
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������%7������	���	3���
E	��	$�#���%���	�"��0	��*	�"�*�����0	4����
���	��	���	��
���E2

@ www.iob.in

2a. If the answer to S. No. 1 against any principle is ‘No’, please explain why: (Tick up to 2 options)

S. No Questions P1 P2 P3 P4 P5 P6 P7 P8 P9

1 The company has not understood the 
Principles

2
-��	
�%7��E	�0	���	��	�	0����	5����	��	��*0	
itself in a position to formulate and implement 
���	7���
��0	��	07�
���*	7���
�7��0

3 -��	
�%7��E	*��0	���	��#�	����
���	��	
manpower resources available for the task

4 )�	�0	7�����*	��	4�	*���	5�����	��!�	�	%����0

5 )�	�0	7�����*	��	4�	*���	5�����	��!�	<	E���

6 Any other reason (Please specify) # & % $

# Bank does not have a separate Employees Welfare Policy. However several welfare measures for employees have been 
taken with Board approval.
& Bank does not have a separate Human Rights Policy. However, these aspects are covered under Human Resources Policies 
and Practices of the Bank
~(��D	*��0	���	��#�	�	5������	7���
E	4"�	���	�"�*�����0	�00"�*	4E	$�#���%���	��	)�*��	��	$����	)�������#�0	���	4����	�����5�*2
$ The Bank does not have a written policy but is associated with regulators and policy makers to shape public policy relating 
to banking sector
3. Governance related to BR

a. Indicate the frequency with which the Board of 
Directors, Committee of the Board or CEO to assess the 
BR performance of the company, within 3 months, 3-6 
months, annually, more than 1 year

Annually

b.Does the company publish a BR or a Sustainability 
Report? What is the hyperlink for viewing this report? 
How frequently it is published?

Yes, it is published on an annual basis. BRR could be viewed at 
website: www.iob.in

Section E: Principle-wise-performance
Principle 1: Business should conduct and govern themselves with Ethics, Transparency and Accountability

1) Does the policy relating to ethics, bribery 
and corruption cover only the company? Does 
��	�!���*	��	���	���"7/	�����	;���"��/	�"77����0/	
Contractors/ NGOs/ Others?

It covers thO��MSù�MÓ�ÐOUU�MÓ�RÕÓ�ÔOSTPÙÓ���ÓóØØUROÙÓ���LPSÕÙMLÕPÙÓ�OÕL6
w×O� �MSù� ×MÓ� PØOÙMÕRPSMURxOT� MS� âÕ×RLÓ� YPURLà� Ð×RL×� RÓ� M� ÓÕMÕONOSÕ� P%� Õ×O�
�MSù¤Ó�LPNNRÕNOSÕ�ÕP�ÖPPT�LPSTóLÕ�MST�×RÖ×OÓÕ�ÓÕMSTMÙTÓ�P%�OÕ×RLMU�ØÙML9
tices. 
w×O��MSù¤Ó�LPÙO�ÔMUóOÓ�×MÔO�ÑOOS�MÙÕRLóUMÕOT�MÓ�CóÓÕPNOÙ�COSÕÙRLRÕà'�âÕ×RLÓ'�
wÙMSÓØMÙOSLà'�wOMNÐPÙù�MST��ÐSOÙÓ×RØ6
6UU� ONØUPàOOÓ� P%� Õ×O� �MSù� MÙO� ÙOyóRÙOT� ÕP� ÕMùO� Õ×O� °SÕOÖÙRÕà� YUOTÖO� 
LPNNRÕÕRSÖ

�� To follow probity and rule of law in all walks of life;

�� To neither take nor offer bribe;

�� To perform all tasks in an honest and transparent manner;

�� To act in public interest;

�� -�	���*	4E	�!�%7��	�!��4�����	��������E	��	7��0����	4���#��"��

�� To report any incident of corruption to the appropriate agency
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���0	/	4�**��0	���	���"���*	��	�!�
"��	�	3��	������
�	
Integrity Pact to commit to take all measures necessary to prevent corrupt 
practices, unfair means and illegal activities during any stage of its bid 
or during any pre-contract or post-contract stage in order to secure the 
contract or in furtherance to secure it. 
Bank is a member of Banking Codes and Standards Board of India (BCSBI) 
and has therefore voluntarily adopted the Code of Banks’ Commitments 
��	�"0��%��0����"��E	��<>	��*	��*�	��	��%%��%���	��	��
��	��*	�%���	
enterprises – August 2015 as its Fair Practice Code in dealings with its 
customers. Complete copy of the Code is available at www.iob.in
“Citizens’ Charter” provides key information of various facilities/ services 
provided to customers in the branches of the Bank.
The Code together with the Citizens’ Charter will ensure high standards of 
accountability, responsibility and transparency in the Bank’s dealings with 
customers.
The Bank has a Whistle Blower Policy in place.
IOB Vigil: A quarterly in-house news letter to spread vigilance awareness 
5�0	��"�
��*	*"����	�"��	��<�2	
Action against Third Party Entities: Bank publishes on its intranet website 
the list of banned third party entities viz., Chartered Accountants, Valuers 
and Lawyers.  
Vigilance Awareness Week (VAW)
�;�	 ���	 �7�!	 ��������E	 ��0���"����	 ��	 ���	 
�"���E	 ��*��#��0	 ��	 7��%���	
integrity transparency and accountability in public life, observes Vigilance 
Awareness Week every year as part of the multi-pronged approach.  As per 
the directions of CVC in our Bank VAW observed from 27th October to 2nd 
November, 2020 with the theme “Integrity –a way of Life.
Introduction of Online E-Integrity Pledge – through a new initiative of 
E-Integrity Pledge process of obtaining Integrity Pledge was integrated with 
Core Banking Solutions of the Bank facilitating collecting the required data 
of the customer who is taking integrity pledge directly from the CBS. 
���������	��	��������#�	��	
�����	��*	�����0�	���	�5�����00	��#��0	��	���	0����	��	
various sensitive areas through objective type questions displayed on desk 
top of every computer monitor in the bank.

2) How many stakeholder complaints have been 
��
��#�*	 ��	 ���	 7�0�	 ����
���	 E���	 ��*	 5���	 
percentage was satisfactorily resolved by the 
management? 

If so, provide details thereof, in about 50 words or so.

We have received 89606 Customer 
Complaints in Digital services (other 
than ATM related) and Non-digital 
����0�
����0	�"�	��	5��
�	@@~	��	

the complaints were resolved to the 
satisfaction of the customers.

Shareholder Complaints

No. of complaints pending at the beginning of the 
year

1366 0

No. of complaints received during the year 89606 23

No. of complaints redressed during the year 90065 23

No. of complaints pending during the year 907 0

~	���	��	
�%7�����0	��0��#�* @@~ <��~

Principle 2:  Business should provide goods and services that are safe and contribute to sustainability throughout their 
life cycle

1. List up to 3 of your products or services whose 
design has incorporated social or environmental 
concerns, risks and/ or opportunities.

(��D	�����0	���	�����5���	����
���	0��#�
�0	5��
�	��#�	��
��7�����*	
social concerns and opportunities:

Financial Literacy

Financial Literacy is imparted through Financial Literacy Centers 
(SNEHA) established at 23 locations under Corporate Social 
Responsibility. The counsellors of these centers are educating the 
people in rural and urban ����0	5���	�����*	��	#����"0	����
���	7��*"
�0
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��*	 0��#�
�0	 �#����4��	 ���%	 ���%��	 ����
���	 ��0���"����0�	 7��#�*�	 ��
��
�����
�	 ����
���	 
�"�0�����	 0��#�
�0	 ��*	 �����	 *�4�	 
�"�0�����	 ��	
indebted individuals. They are also conducting periodical camps at 
various places. As on 31st March 2021, 74,102 credit counselling 
have been conducted by the FLCs since inception. 11,445 Financial 
Literacy camps were conducted on various aspects of Banking since 
inception. 96,636 SB accounts have been sourced and opened 
since inception.  1,295 Special camps for newly included people 
��	���	����
���	0E0��%	5���	
��*"
��*	4E	
�#�����	<�>����?	4����
�����02	
1,834 camps were conducted for the target group viz. SHGs, Students, 
Senior Citizens, Farmers and Micro & small entrepreneurs by covering 
���?����	4����
�����02

Rural Self Employment Training Institutes (RSETIs)

In line with the guidelines issued by Ministry of Rural Development, Govt 
of India, the Bank had set up total 12 RSETIs in all Lead Districts, to 
7��#�*�	��������	��	���%��0�	%�%4��0	��	�=$0�	4����
�����0	"�*��	�$���	
�*"
���*	 "��%7��E�*	 E�"��0�	 ����0��0	 ��*	 4����
�����0	 4��������	 ��	
weaker sections. The RSETIs are managed by SNEHA Trust established 
by the Bank. During the year under review, the RSETIs have trained 5775 
candidates as against the target of 5550 trainees. Bank has achieved 

"%"����#�	 0�����%���	 ��	 ��~	 ��*	 
"%"����#�	 
��*��	 0�����%���	 ��	 B�~	
5��
�	���	5���	�4�#�	���	��������	�#�����	��	�?~	��*	>�~	��07�
��#��E2

2. For each such product, provide in respect of 
resource use (energy,     water, raw material etc.)
per unit of product (optional):
i)  Reduction during sourcing/ production/ 

distribution achieved since the previous year 
throughout the value chain?

ii)   Reduction during usage by consumers 
(energy, water) has been achieved since 
previous year?

 NA

 NA

3. Does the company have proceedings in 
place for sustainable sourcing (including 
transportation)

i) If yes, What percentage of your inputs was 
sourced    sustainability?

Also provide details thereof in about 50 words or 
so  

NA

NA

���	���	����
���	7��*"
�0	��%���	��	���
�	���	������	�7���������	����2

4. Has the company taken any steps to procure 
goods and services from local & small producers, 
including communities        surrounding their 
place of work?

If yes, what steps have been taken to improve 
their capacity and capability of local and small 
vendors?

No

Not Applicable

5. Does the company have a mechanism to 
recycle products and waste? If yes what is the 
percentage of recycling of products and waste 
90�7������E	 �0	 ¹B~�	 B~�<�~:2	 ��0��	 7��#�*�	
details thereof, in about 50 words or so.

Not applicable.

Principle 3: Business should promote the well-being of all employees.

1.Please indicate the total number 
of employees

23,579 – as on 31.03.2021 as per Director’s Report
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2.Please indicate the Total number 
of employees hired on temporary/  
contractual/ casual basis

Nil

3. Please indicate the number of 
permanent women employees

8320 - as on 31.03.2021 as per Director’s Report

4. Please indicate the permanent 
number of employees with 
permanent disabilities

519 - as on 31.03.2021 as per Director’s Report

5. Do you have an employee 
association that is recognized by 
the management

 Yes 

Workmen – All India Overseas Bank Employees Union

��
��0	 	)�*���	
#��0��0	(��D	
��
��0	�00�
������

6. What is the percentage of your 
employees is members of this 
recognized employees association

���D%��	 	���	)�*��	
#��0��0	(��D	�%7��E��0	,����	 	@�2?�~

��
��0	 	)�*���	
#��0��0	(��D	
��
��0	�00�
������	 	@@2��~

7. Please indicate the Number of 
complaints relating to child labor, 
forced labor, involuntary labor, 
0�!"��	 ����00%���	 ��	 ���	 ��0�	
����
���	 E���	 ��*	 7��*����	 �0	 ��	
���	��*	��	���	����
���	E���

Sr. 
No. Category

No. of 
complaints 

pending 
as on the 

start of the 
�������#�

year

No. of 
complaints 

�#�"�"����
�����
�������#�:���

No. of 
complaints 
pending as 

on end of the  
�������#�:���

1 Child Labour/ 
forced labour/
involuntary labour

Nil Nil Nil

2 ��!"��	
Harassment 2 2 Nil

3 Discriminatory 

Employment
Nil Nil Nil

8. What percentage of your under 
mentioned employees were given 
safety & skill up-gradation training 
in the last year?

Permanent employees B�2@�~	�	9<�>@</��B�@	 	
�"��	��	<�>@<	������*	��
�"*�0	
4���	)�������	�	�!������	5����"�	*"7��
���0:

(In view of Covid pandemic, Bank could not conduct any 
trainings in Q1 of FY 2020-21. Further, due to restrictions 
on physical trainings, all trainings are conducted in 
online / virtual mode only, considering safety of our 
employees).

Permanent women 
employees

B�2>�~	 �	 9>>>�/?�<@	  	 
�"��	 ��	 >>>�	 ������*	 5�%��	
�%7��E��0	 ��
�"*�0	 4���	 )�������	 �	 �!������	 5����"�	
duplicates; 8319 – total women employees)

Casual/ Temporary/ 
Contractual employees

No Training given

Employees with disabilities >�2�<~	 �	 9�>>/B<@	  	 
�"��	 ��	 �>>	 ������*	 �%7��E��0	
5���	*�0�4������0	��
�"*�0	4���	)�������	�	�!������	5����"�	
duplicates; 519 – total employees with disabilities)

Bank is continuing to utilize the services of visually impaired staff for follow up and recovery in Retail and SME sector advances. 
-��	������	��0�	��	����<	�	�	�

�"��0	�0	7��#�*�*	��	���0�	%�%4��0	5��	"0�	���	0���5���	9����:	��	
����
�	��*	�����5	"7	���	
recovery. This initiative ensures that visually impaired staff are utilized effectively by the organization and also helps to build 
up morale.
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Principle 4 : Business should respect the interests of and be responsive towards all stakeholders, especially those who 
are disadvantaged, vulnerable and marginalized.

1. Has the company mapped 
��0	 ��������	 ��*	 �!������	
stakeholders? Yes/ no

��������*��0	���	
��00���*	����	*��������	
��������0	#��2�	$�#���%����	+������	)�0���"������	
Investors, Financial Institutions, Insurance Companies, Mutual Funds, Banks, individuals, 
etc.

Customers are segmented into large corporate, mid-corporate, Small and Medium 
Enterprises and Retail customers.

Human Resource Department looks after the interest of the Bank’s employees.

2. Out of the above, has 
���	 
�%7��E	 �*������*	 ���	
disadvantaged, vulnerable & 
marginalized stakeholders

Yes

(��D	��0	�*������*	���	*�0�*#������*�	#"�����4��	��*	%����������*	0��D�	���*��0	5��
�	
include Small and Marginal Farmers, Tenant and Leased Farmers, Landless Labourers 
and Rural Women. They are provided with special credit facilities like Kissan Credit Card, 
����	��5��	8����	����	=��7	$��"70�	3��%�	����0���0	���	����	������	93����:�	��
2

Pre Promotion Training for SC/ST/OBC and Persons with Permanent Disability (PWD) 
staff members who are eligible for promotion was conducted at various Staff Training 
Centers of the Bank.  

Internal training was imparted to 12,287 Staff. Of the total staff trained 2,411 belonged to 
Scheduled Caste (SC) and 1,192 belonged to Scheduled Tribe (ST). 

3. Are there any special initiatives 
taken by the company to 
engage with the disadvantaged, 
vulnerable and marginalized 
stakeholders. If so, provide 
details thereof.

Pradhan Mantri Jan-Dhan Yojana (PMJDY)

-��	(��D	��0	�%7��%����*	3����	�0	7��	���	*���
��#�0	��	����0��E	��	+����
��	$�#�2	��	
India. The Scheme was launched by the Prime Minister of India on 15th August 2014. 
The Bank has opened 52,76,992 BSBD Accounts out of which 42,30,678 are operative 
accounts. We have issued 38,81,642 RuPay Debit Cards in operative accounts till 31st 
���
�	 ���<	 ��*	 �
��#���*	 �@�@?�?�>	 
��*0	 9��2�~:	 ��	 ���	 �7�����#�	 3����	 �

�"��0	
under this scheme.

Financial Inclusion

Bank has engaged 2,739 Business Correspondents as per the guidelines of Reserve 
Bank of India for providing banking facilities in un-banked villages. 

-��	(��D	�0	���������	
"0��%��0	"�*��	���0"��D0��	0
��%�0	��D�	3���(��	3��(�	��*	
Pension schemes like Atal Pension Yojana.

Aadhaar Enrollment Centres

Subject to the UIDAI guidelines, the Bank has established Aadhaar Enrollment Centres 
4E	��������	�"�	������*	��*	
������*	0����	%�%4��0	��*	4E	*�7��E���	�"�	�5�	D��02	

Principle 5: Businesses should respect and promote human rights

1. Does the policy of the company on human 
�����0	
�#��	���E	���	
�%7��E	��	�!���*	��	���	
$��"7/�����	 ;���"��0/	 0"77����0/������
���0/
NGOs/Others? 

The Bank’s policies and practices do not discriminate on the basis of race, 
religion, marital status, gender, social status or any other basis prohibited 
by law.

In order to monitor and maintain good industrial relations climate in all 
���
�0/(���
��0	 ��	 ���	 (��D�	 
��
"���0/	 �"�*�����0	 ���	 �00"�*	 ���%	 ��%�	
to time regarding enforcement of discipline, policies to be followed, etc. 
Wherever dispute arises between the Employer & Employee and among 
Employees, the department amicably settles by conciliation/counseling 
members or initiates disciplinary proceedings, if required, according to 
the terms of the settlement and regulations in force to maintain industrial 
harmony.  

With regard to complaints/matters pertaining to IR matters committed by 
staff members, disciplinary action, wherever necessary, had been initiated 
against erring members to maintain discipline and harmonious industrial 
relations in the Bank.

='���)'	 ��
�����	 �������	 
��
�	 ��*	 ������*	 ����	 0�����%���	 5���	 ���	
��
������*	"����	 ���	�5��*	0����	 �����*���	7��%������	 ����0����	4�����0�	
��
2	 ��	 ��*��00	 ���	 ����#��
�0	 ��	 �%7��E��0/
��
��0	 ����"��	 
����
��#�	
bargaining with Unions/Associations..
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The industrial relations environment for the Bank remained cordial and 
conducive for achieving organization’s objectives.

The guidelines issued by the Ministry of Finance and Indian Banks 
�00�
������	5���	�����*	��	0����	%�����0	���	�%7��%����*	�!7�*����"0�E	4E	
�00"���	
��
"���0	���	���	4�����	��	�"�	�%7��E��02

Internal complaints committees were constituted at all Administrative 
���
�0	9��������	¤����	�	'�������	
��
�:	"�*��	���	��0��"
����	��	='���)'	
��
�����	�0	7��	���	��!"��	=���00%���	��	��%��	��	���D7��
�	93��#�������	
Prohibition and Redressal) Act, 2013. As per the recommendation of the 
Committees, appropriate action has been taken to redress the grievances

2. How many stakeholder complaints have been 
��
��#�*	��	���	7�0�	����
���	E���	��*	5���	7��-
cent was satisfactorily resolved by the manage-
ment?

The following are the details of employee complaints during the year 2020 
– 2021:
Complaints pending as on 31.03.2020  -  Nil
Complaints received during 2020-21     - 23  
Complaints disposed  during 2020-21    -  23
Complaints pending as on 31.03.2021

Principle 6 : Business should respect, protect and make efforts to restore the environment.

1. Does the policy related to Principle 6 cover 
���E	���	
�%7��E	��	�!���*0	��	���	$��"7/	�����	
Ventures/ Suppliers/ Contractors/ NGOs/ others.

NA

2. Does the Company have strategies/initiatives 
to address global environmental issues such as 
climate change, global warming, etc? Y/N. if yes, 
please give hyperlink for webpage etc

Bank has initiated certain important measures to protect the environment 
and prevent pollution :

In terms of national goals and socio-economic objectives, Bank endeavors 
��	��
���0�	�!7�0"��	��	0�
���0	0"
�	�0	0�
���	�����0��"
�"��	90
����0�	������	
care facilities, drinking water facilities, sanitation facilities including house 
hold water level improvement) and renewable energy, ie., for purposes such 
as solar based power generators, wind mills, micro hydel plants and for 
non-conventional energy based public utilities, viz., street lighting systems 
��*	��%���	#������	���
����
�����2

The Bank is also taking steps to increase green cover in Bank’s premises.

Measures to reduce consumption of paper through Digital Initiatives :

•  As a part of Green Initiative, the Bank is moving towards paperless 
banking, which will reduce the cost as well as save time. 

• MOBILE BANKING
Launched in the year 2009 
New version with customer friendly and enhanced features released in 
2020
Product has all the advanced features such as
o Self-registration without visiting branch
o  Login using Biometric authentication for enhanced security and 

access
o mPassbook facility available to view and download statements
o Voice assistance facility
o Deposit opening , renewal, pre-closure and closure
o Bharat Bill Payment System (BBPS) integration.
�	 3���(�/3��(�	��0"���
�	�����%���
o Pay Later/Standing Instructions facility
o Mobile Banking application in 10 regional languages
Number of registrations made till 31.03.2021 are 36.26 lakhs
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• BHIM IOB UPI

Introduced from the year 2016

By Linking Savings or Current account, customer can

c. Send money using VPA, A/c No and IFSC Code, QR Code

d. Collect money using remitters VPA

Introduced separate 6 digit PIN for each account for enhanced security.

Has the facilities of One Time mandate creation and ASBA

Number of registrations made till 31.03.2021 are 39.64 lakhs

• INTERNET BANKING

The software developed in house introduced in the year 2003

Some of features are Balance Enquiry, Transaction details, Funds 
-���0���	"0���	&�+-/'-$�/)�3�	��
�	
�����	-�!	��*	,�����E	3�E%���0	
Bill Payments, IPOs, Top Up of Prepaid Cards and Credit Card Payments

Internet Banking application in 10 regional languages

Total registrations till 31.03.2021 are 22.16 lakhs

• DEBIT CARDS

���*0	 ���	 �00"�*	 ��	 *��������	 ��#�"�0	 9$��*�	 3�����"%	 ��*	 ������"��:	
under VISA, Rupay and Master Card

Both Insta and Personalized cards are issued to customers

Green Pin (in place of Paper pin) for Debit Cards introduced.

Facility has been provided to card holders for blocking Debit Cards 
through Bank Web Site, Internet Banking and Mobile Banking.

Option given to card holders to switch ON/Off and set/modify transaction 
limit, if any, for all types of transactions - Domestic and International, 
at POS/ATMs/Ecom transactions/contactless transactions through 
Internet banking and Mobile banking.

National Common Mobility Card (NCMC) introduced in RUPAY category 
which can also be used for contactless transactions.

• Management of ATMs/Cash Recyclers/Passbook Kiosks

IOB is having 3145 machines as on 31.03.2021 of which 1927 are ATMs 
and 1218 are Cash Recyclers.

Of the total 3145 machines 2720 are Onsite and 425 are Offsite 

Out of total 3129 machines, 2700 are Branch Managed (CAPEX model) 
and 445 are vendor managed (OPEX model)

Bank is having 2109 Passbook Kiosks belonging to four vendors, 
functioning PAN INDIA

• Bank on Wheels

As part of Bank’s Commitment under EASE (Enhanced Access and 
���#�
�	�!
�����
�:�	
"�	(��D	��0	��"�
��*	�(��D	��	�����0�	9��4���	
ATMs) in 13 districts of Tamil Nadu and one district of Kerala where IOB 
is the Lead Bank besides one district in Andhra Pradesh (Vijayawada)

Each Bank on Wheel is equipped with one Cash Dispenser, one 
3�004��D	���0D	��*	BB�	8��	�
����0	���	%��D�����	��	#����"0	7��*"
�0	
of the Bank. These Screens are also utilized for delivering Financial 
Inclusion messages or any educative series to the general public.

A Business Correspondent will also available in the vehicle to popularise 
the bank schemes.
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• RTGS/NEFT 
Available for Customer and Inter Bank transactions

Customers can avail NEFT channels through Mobile Banking and NEFT 
and RTGS through Internet Banking.

NEFT & RTGS channels functioning 24 X 7

• IOB PAY
Introduced in the year 2017

Developed in house and integrated with Aggregators

The product is an integrated on line payment which offers fee payments, 
merchant payments, donations. An easy and effective way of collecting 
payments by the merchants.

Targeted to enable Online Payments for different type of merchants with 
or without merchant web site.

470 Institutions have been registered in IOB Pay.

3. Does the company identify and assess 
potential environmental risks? Y/N

Yes

4. Does the company have any project related to 
Clean Development Mechanism? If so, provide 
details thereof, in about 50words or so. Also, if 
Yes, whether any environmental compliance is 
���*·

Not applicable.

5. Has the company undertaken any other 
��������#�	��	
����	��
������E�	�����E	���
���
E�	
renewable energy, etc. Y/N. If yes, please give 
hyperlink for web page etc

Yes. Some of the initiatives taken are as follows:
�2			�����E	���
����	8��	�����	�!�"��0	��#�	4���	�����*"
�*	��	���	(��D
b.  5 Star rated electrical equipment’s are used to save energy at all our 

premises.
c. Thin Monitors are introduced.
d.  Staff are sensitized to switch off electrical gadgets / appliances when not 

in use
As far as possible, the bank is using high-end eco-friendly technology.

6. Are the Emissions/Waste generated by the 
company within the permissible limits given 
4E	 �3�(/�3�(	 ���	 ���	 ����
���	 E���	 4����	
reported?

NA

7. Number of show cause/legal notices received 
from CPCB/SPCB which are pending(i.e. not 
resolved to satisfaction) as on end of Financial 
Year

NIL 

�������#����&��?�!���!!�!��$������
�
�"������¦������
���}#�����"���
�#����:���#��:��!���#"�"��!���������!���!�}#��	�����

1.  Is your company a member of any trade and 
chamber or association? If Yes, Name only 
those major ones that your business deals with::

Bank is a member/ associated with the following:
1. Indian Banks Association (IBA)
2. Indian Institute of Banking & Finance (IIFB)
3. Institute of Banking Personnel Selection (IBPS)
4. National Institute of Bank Management (NIBM)
5. Federation of Indian Chambers of Commerce and Industry (FICCI)
6. Centre for Advanced Financial Research and Learning (CAFRAL)
7. National Payments Corporation of India (NPCI)
8. The Clearing Corporation of India Ltd (CCI)
9.  The Associated Chambers of Commerce and Industry of India 

(ASSOCHAM)
10. Swift International Banking Operations Seminar (SIBOS)
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2.  Have you advocated /lobbied through 
above associations for the advancement 
or improvement of public good? Yes/No; 

��	 E�0	 07�
��E	 ���	 4���*	 ����0	 9*��7	 4�!�	
Governance and Administration. Economic 
Reforms, Inclusive Development Policies, 
Energy security, Water, Food Security, 
Sustainable Business Principles, Others)..

The Bank from time to time has given suggestions / contribution to 
policymakers and policy-making associations on matters relating to banking 
industry.

Principle 8: Businesses should support inclusive growth and equitable development

<2		���0	 ���	 
�%7��E	 ��#�	 07�
���*	
programmes / initiatives / projects in pursuit of 
the policy related to Principle 8? If yes details 
thereof

Financial Inclusion
Our Bank has engaged 2,739 Business Correspondents under Individual 
BC model. 2,572 BCs are deployed in allotted SSAs &126 BCs in un-allotted 
SSA and 41 BCs in Urban areas. BCs are engaged in collection of small 
#��"�	 *�7�0��0�	 �����%���	 ��	 
"0��%��0	 "�*��	 ����"��D0��	 �
��%�0	
��D�	3���(�	��*	3��(��	�����%���	"�*��	��
��	3��0���	�
��%�	9�3�:�	
recovery in loan accounts including recovery in NPA/SMA accounts on 
assignment, Aadhaar seeding, third party deposits and RD instalment, 
Cash Payment and Receipts, Funds transfer etc 
It is noteworthy to state that in coordination with Government of Tamil 
Nadu, IOB Smart Card Banking has been enabling about 3.30 lakh old age 
pensioners to get their monthly pension and about 0.25 lakh Sri Lankan 
Tamil Refugees in 61 camps to obtain their monthly dole at their doorstep.
On 1st October’2018, our Bank has launched Doorstep Banking for the 
Senior Citizens in the selected Branches

Pradhan Mantri Jan Dhan Yojana (PMJDY): 
-��	 (��D	 ��0	 �%7��%����*	 3����	 �0	 7��	 ���	 *���
��#�0	 ��	 ����0��E	 ��	
Finance, Govt. of India. The Scheme was launched by the Prime Minister 
of India on 15th August 2014. The Bank has opened 52,76,992 BSBD 
Accounts out of which 42,30,678 are operative accounts. We have issued 
38,81,642 RuPay Debit Cards in operative accounts till 31st March 2021 and 
�
��#���*	�@�@?�?�>	
��*0	9��2�~:	��	���	�7�����#�	3����	�

�"��0	"�*��	
this scheme.

2.  Are the programmes / projects undertaken 
through in-house team/own foundation/
�!������	 &$
/��#���%���	 0��"
�"��0/��E	
other organization?

The Financial Inclusion programme has been undertaken through in-house 
team as well as Business Correspondents engaged by the Bank.

3.  Are there any special initiatives taken by the 
company to engage with the disadvantaged, 
vulnerable and marginalized stakeholders. If 
so, provide details thereof.

Pradhan Mantri Jan-Dhan Yojana (PMJDY)
-��	 (��D	 ��0	 �%7��%����*	 3����	 �0	 7��	 ���	 *���
��#�0	 ��	 ����0��E	 ��	
Finance, Govt. of India. The Scheme was launched by the Prime Minister 
of India on 15th August 2014. The Bank has opened 52,76,992 BSBD 
Accounts out of which 42,30,678 are operative accounts. We have issued 
38,81,642 RuPay Debit Cards in operative accounts till 31st March 2021 and 
�
��#���*	�@�@?�?�>	
��*0	9��2�~:	��	���	�7�����#�	3����	�

�"��0	"�*��	
this scheme.

Financial Inclusion

Bank has engaged 2,739 Business Correspondents as per the guidelines of 
Reserve Bank of India for providing banking facilities in un-banked villages. 

-��	(��D	�0	���������	
"0��%��0	"�*��	���0"��D0��	0
��%�0	��D�	3���(��	
PMSBY and Pension schemes like Atal Pension Yojana.

Aadhaar Enrollment Centres

Subject to the UIDAI guidelines, the Bank has established Aadhaar 
������%���	 ������0	 4E	 ��������	 �"�	 ������*	 ��*	 
������*	 0����	 %�%4��0	
and by deploying our own kits.
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3.  Have you done any impact assessment of 
your initiative? Schemes

Status of 
Enrolment 

during the year 
2020-2021

Status of 
enrolment as 
on 31.03.2021 
(Cumulative)

Schemes

3���(� 1,42,759 12,28,764 3���(�

PMSBY 2,51,822 33,51,473 PMSBY

Total 3,94,581 45,80,237 Total 

4.  What is your company’s direct contribution 
to community development projects- 
Amount in INR and the details of the 
projects undertaken

Nil

5.  Have you taken steps to ensure that 
this community development initiative is 
successfully adopted by the community? 
3���0�	�!7����	��	B�	5��*0�	��	0�2

Not applicable

Principle 9: Businesses should engage with and provide value to their customers and consumers in a responsible manner

1. What percentage of customer complaints are 
7��*���	�0	��	���	��*	��	����
���	E��� <2��~

2. Does the company display product 
information on the product label, over and 
above what is mandated as per local laws? Yes/
No./N.A/Remarks(additional information)

Not applicable

�2	 )0	 �����	 ��E	 
�0�	 ���*	 4E	 ��E	 0��D����*��	
against the company regarding unfair trade 
practices, irresponsible advertising and/or anti-

�%7�����#�	4���#���	*"����	 ���	 ��0�	�#�	E���0	
��*	7��*���	�0	��	��*	��	����
���	E���2	 )�	0��	
provide details thereof, in about words or so

Nil

4. Did your company carry out any consumer 
survey/consumer satisfaction trends?

Yes. Customer satisfaction survey was conducted by the bank for the year 
2020-21.

301


