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On the occasion of 120th Foundation Day , MD and CEQ, Sri K Satyanarayana Raju honoured our esteemend founder Sri. Ammembal
Subba Rao Pai with floral tributes acknowledging the Visionary leadership and enduring legacy of Canara Bank.
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ED SriHardeep Singh Ahluwalia at the inauguration ceremony of the newly renovated premises of Canara Institute of Bank Management
(CIBM) on3rdJuly2025.
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MD & CEO’s Message
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Dear Canarites,

In the glorious 120 years of service to the Nation, one
thread has consistently shone brightest, defining who
we are and setting us apart from our peers: our
unwavering, deep-rooted commitment to our
customers.

Customer service isn't a mere operational function; it's
the very soul of ourinstitution. It's an intricate blend of
art and science. The science lies in our robust
processes, our cutting-edge technology, and our
efficient delivery mechanisms and the art is in the
empathy we extend, the genuine connection we forge,
the intuitive understanding of unspoken needs, and
the quiet satisfaction when we've truly made a
difference in someone's life.

In an age defined by rapid technological
advancements and fierce competition, the customer's
voice resonates louder than ever with their constantly
evolving expectations. What, then, compels them to
choose Canara Bank, time and again? It's not just our
competitive products or our vast network; it's the
human touch, the assurance that they are heard,
valued, and genuinely cared for. It's the feeling that we
are not just a Bank, but a trusted partner in their life's
financial journey.

Every single interaction, no matter how small, whether
it's a smiling greeting at the branch , a seamless digital
transaction, or a thoughtful solution to a complex
challenge — these moments collectively sculpt our
customers' perception of Canara Bank. Each one of us,
from the newest recruit to the most seasoned veteran,
holds the brush that paints this picture. Your
dedication, your proactive approach, and your
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MD & CEO’s Message

willingness to go the extra mile are the colours that
create a masterpiece of service.

We've invested significantly in digital transformation,
empowering our customers with convenient,
accessible banking solutions. Yet, let us never forget
that technology serves to enhance human connection,
not replace it. It allows us to dedicate more time to
understand the nuanced needs of our customers, to
offer personalized advice, and to build relationships
that transcend transactional ties. This synergy
between digital efficiency and human warmth is our
unique strength.

| urge you to adopt a mind-set of continuous
improvement, viewing every customer interaction as
an opportunity to learn, to grow, and to innovate. Let's
not just resolve issues; let's anticipate needs. Let's not
just process requests; let's build trust. Let's remember
that behind every account number is a unique story, a
family, a dream, or a business striving for success. It is
our privilege and responsibility to support those
aspirations.

Our customers are not just the recipients of our
service; they are the very reason for our existence and
our engine for growth. Let us collectively strive
to transform good service into unforgettable
experiences, ensuring that Canara Bank remains the
preferred financial partner for generations to come.

Together, let us elevate customer service from a
priority to a passion, making Canara Bank truly

synonymous with trust, togetherness and
transformation.
Wish you all the very best

With warm regards,

K. Satyanarayana Raju
Managing Director & CEO

Shreyas - June 2025 - July 2025 | 301
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Dear Colleagues,

Let us imagine a small Role Change. At the moment you are not a banker
but a customer and you are facing some 'xyz' issues in a Bank. All you want
is someone to understand and sort it out. Not just a script-reader, or a
robotic voice, but a real person who genuinely cares. Think about the last
time you felt truly valued as a customer. Was it the speed of a transaction,
or was it the smile, the extra mile, the feeling that your concern genuinely
mattered to someone on the other end? That feeling, that human
connection, is what transforms a simple transaction into a lasting
relationship. Here, within our own walls, every single one of us has the
power to create those moments. From the first friendly greeting to the
patient explanation, to the thoughtful follow-up — each interaction
matters. It's about listening, not just hearing. People remember how you
made them feel. A positive experience can create a ripple effect. A genuine
story shared with friends and family, can build trust and bring new faces to
our door. On the flip side, a poor experience, one where a customer feels
unheard or dismissed, can quickly undo all our hard work.

This Edition of Shreyas 301 focusses on the most talked about and the
“Need of the Hour”: Customer Service”. This edition carries an exclusive
article on customer service by the Customer Service Vertical, Operations
wing. The article serves as a torch bearer and gives a bird's eye view on the
various initiatives rolled out by the Bank to elevate the customer
experience and thereby making our Bank the “Most preferred Bank to
Bank with”. Kudos to the staff who have contributed to the magazine,
sharing their thoughtful insights and personal experiences on Customer
Service.

When you close your eyes and think of Rajasthan, what comes to mind? For
me, it was just deserts and camels before reading the wonderful articles by
our contributors. Be it the majestic silhouette of grand forts against a fiery
sunset or the whispers of a folk song or perhaps the riot of colours in a
bustling bazaar and Rajasthan seems to be the next destination for the
travel enthusiast in me. Rajasthan, India's largest state, and once the Land
of the Kings, is a treasure trove of history, art, and architecture. From the
golden sands of Jaisalmer to the blue city of Jodhpur, and the pink city of
Jaipur, each town has its own unique charm. The imposing forts, stunning
palaces, bustling markets, the warm hospitality and the food culture is
artistically painted like a canvass by our contributors and it gently
transports us to the vibrant city of Rajasthan as we glide through the pages
of this edition. Come, let's explore our “Rangilo Rajasthan” - a truly
colourful, vibrant destination.

Hope you enjoy reading this special edition. As we love to hear from you,
please drop in your feedback/ comments by visiting our HM&L Webpage in
Cannet / or as mail to hohml@canarabank.com / or you can always call us
at080—22233480.

With profound admiration and gratitude

Priyadarshini R
Editor
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Customer Service at Canara Bank:
“A Commitment Beyond Transactions"

Customer Service Vertical, Operations Wing

“A Customer is the most important visitor on our
Premises. He is not dependent on us. We are
dependent on him. He is not an interruption in our
work. He is the purpose of it. He is not an outsider in
our business. He is part of it. We are not doing him a
favour by serving him. He is doing us a favour by
giving us an opportunity to do so.” —Mahatma Gandhi

We reaffirm a simple fact that financial services
institutions exist because of their customers. While
entering into a banking relationship, customers
entrust their hard-earned money, dreams and
aspirations. Hence it is important that customer
service begins with a mind-set that places the
customer expectations and experience at the centre of
every process, policy, and product design.

In the recent years there has been a paradigm shift in
the way how our customers interact with us. Financial
services are now available 24x7x365 on Omni-channel
basis at the comfort of office, home or branch. The
spectrum of products and services has expanded to
various digital platforms giving services at real time
basis. However, along with Digitalisation of financial
services a human touch factor towards customer
never fades. In the present scenario Customer
Experience is only the key differentiator that
influences customer preferences, choices and
decisions

Our Bank has always kept Customer Service at the fore
front. Moving ahead in the direction to improve the
Customer Experience further, a visionary initiative of
setting up of Our Customer Service Vertical during FY
2023-2024 was undertaken by our Top Management.
Some of the key initiatives taken by the Vertical for
enhancing Customer Service are:

1. Introduction of a Centralized Grievance
Redressal Mechanism, where all general customer
complaints, regardless of their origin are handled at

DS e - S 2025 - e 2025 1301
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Head Office centrally, and resolution is being provided
by subject experts. This centralized approach ensures
consistent quality complaint handling and resolution
across the Bank while maintaining the Turn Around
Time. The important features of this mechanism are:

» The centralized grievance redressal mechanism is a
sophisticated complaint management module
within Bank's CRM, with innovative functionalities
designed to significantly enhance the efficiency
with enhanced features such as, automated
escalation to the Internal Ombudsman, complaint
reopening option to dissatisfied complainants,
review by Top Management, feedback collection
etc.

Periodical conduction of Root Cause Analysis
(RCA) on complaints which are repetitive in
nature is conducted in coordination with
stakeholders to identify and fix the exact cause of
concern across the Bank, to curtail the
complaints.

Customer 360° view is enabled at Grievance
portal level for more precise & accurate redressal
of complaint.

» To ensure continuous improvement and enhance
customer satisfaction, Bank has implemented
feedback mechanism to collect customer
feedbacks after closure of complaints. Apart from
auto-triggering SMS & email to complainant on
closure of each complaint and requesting their
feedback on grievance resolution, calls are made to
the complainant through our Call Center and HO
officials to record their feedback responses for
further analysis to identify and address the gaps, if
any.

2. Strengthening of Bank's Call Centres-One Bank
One Number-18001030

> Call Centre acts as a single touch point for
customers and provides information/services 24*7
on a real time basis. The Call centres are functional

Shreyas - June 2025 - July 2025 | 301
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from 4 locations viz. Bengaluru, Pune, Hyderabad
and Noida. In addition to the above locations, a
dedicated call centre at Manipal is functional to
carry out activities related to GTPC Vertical.

Call Centres are presently functional in 17
languages in IVR which include Hindi, English,
Tamil, Telugu, Kannada, Malayalam, Marathi,
Bengali, Oriya, Punjabi, Gujarati, Assamese, Khasi,
Konkani and Kashmiri, Urdu and Tulu and provide
43 services.

Recently Video Call Facility for NRI customers has
beenimplemented through Call Centres.

Revamped
nking

and Strengthened WhatsApp

In alignment with the “One Bank One Number”
approach our WhatsApp Banking number has been
changed to our Toll Free Number 1800 1030 w.e.f
14.05.2025.

Presently total 79 Services are available in eight
languages i.e. English, Hindi, Kannada, Telugu,
Marathi, Gujarati, Tamil and Bengali through
WhatsApp Banking Channel.

. Web Chatbot Banking Services: “Web Chatbot

Banking Services” was launched on 20.03.2024.
This service is made available in our website
www.canarabank.com, Net Banking page and ail
App. The Chatbot is named as "AURA" (Always
Up for Reliable Assistance). AURA supports 16
non-financial services across 8 languages, i.e.
English, Hindi, Kannada, Telugu, Marathi,
Gujarati, Tamil and Bengali. More than 12 Lac
customers have utilised the Chatbot services till
date.

. Queue Management System (QMS): Bank has

implemented Queue Management System
(QMS) at high footfall identified 344 branches.
The introduction of QMS is a strategic move to
streamline the high footfall in the branches to
ensure timely and efficient service. Presently 13
services and 76 sub-services are available in QMS
device.

. CRM (Customer Relationship Management) -

“Canara Rishtey” — A robust CRM solution to
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improve customer relationship is a package
introduced in our Bank for improving service
quality, customer acquisitions and retentions, cross
selling and up selling of products and driving
business growth. CRM systems are used to track
customer data, analyse behaviour, and offer
personalized services, which enhances customer
satisfaction and loyalty. Bank has launched
following 10 modules under CRM presently

Lead Management & Opportunity Management:
It is the process of identifying, qualifying, and
nurturing potential customers before passing them
ontoasalesteam.

Campaign Management: Used by the Marketing
and Sales Development team for effective
management of campaigns.

Customer 360: This gives a 360-degree view of all
the products and accounts owned by the customer.
It displays consolidated account holding value /
investment / liability of customer in the form of
charts/ graphical formats.

Complaint Management: This module handles the
complaints that are received from the customers on
various products and services provided.

Relationship Management: This module is used for
catering the needs of the HNI customers of the
bank.

Collection Management: The Salesforce CRM
streamlines the existing process by automating
follow ups and deeper analysis of the SMA
accounts.

Card Management: This module supports effective
management of card inventory, activation, primary
and add-on card, renewals & replacements.

Call Centre Operations: This module aims to
manage the customer inbound and outbound calls
forservices requests.

Social Media Management: This integrates bank
applications and social media channels through
Loco Buzz platform to monitor social media
platforms 24x7x365 for customer queries /
negative reviews / complaints raised from any
social media channels and provide suitable
resolution to the customer complaintsin real time.

Shreyas - June 2025 - July 2025 | 301
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> Predictive Analysis & Forecasting: This module has
in-built and customizable Analytical Machine
Learning models for segmenting the customers,
Market Basket Analysis, Customer Lifetime Value,
Customer Profile, Customer behavioral Study and
categorizing the customers based on risk of churn.

. Doorstep Banking Services: Doorstep Banking
Service is being extensively promoted amongst our
customers and we have secured the Top position
among Group B of peer Banks under DBS Abhiyan
launched by PSB Alliance during 2024-2025.

. Comprehensive Employee Specific Feedback
Management -Module | is implemented to gauze
the level of customer service at branches. Our
Bank is the pioneer in the banking industry to
implement such a mechanism which captures
real time feedbacks from customers through
various modes.

. Comprehensive Employee Specific Feedback
Management -Module Il is being implemented
for obtaining feedback on employees at
administrative units and specialized units /
branches on parameters: TAT, responsiveness,
behaviour, competency and accessibility

10.Development of End to End integrated
suggestion functionality: To provide a seamless
platform for customers to share their
suggestions, and improvement ideas online
through our website thereby enhancing the
customer engagement and satisfaction by
actively implementing actionable suggestions.

11. Executives from Customer Service Vertical are
conducting Surprise visits to Branches of selected
Circles at quarterly intervals under incognito
mode to assess the level of customer service in
real time and take corrective action.

12. Training programmes with greater emphasis on
customer service aspects are being conducted
regularly in coordination with Apex Centre of
Excellence, Manipal.
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13. As per the directions issued by the Regulator a
year-long action plan has been devised to conduct
awareness programmes pan India to augment
existing efforts undertaken for awareness
initiatives, covering three broad parameters viz.
target group, theme/focus area and appropriate
delivery channel for each target group

14. Conduction of Internal and External Customer
satisfaction surveys to gather insights from our
customers and enhance our understanding of
their satisfaction levels, preferences and areas of
improvement.

The above initiatives are few projects which are
launched to improve our customer service. However,
another related aspect we would like to highlight is the
Employee behaviour towards Customers. While it
may not be possible to fulfil the demands of the
customer to their full satisfaction, no one has a right to
behave badly with the customer. Please note that our
Bank has Zero tolerance for staff misbehaviour. Such
complaints regarding staff misbehaviour will be dealt
with firmly and deterrent action will be initiated
quickly to ensure that employees don't indulge in
such misdemeanours.

As we strive to be the benchmark in banking
excellence, Customer Service remains our strategic
priority. Every Customer interaction must reflect
professionalism, empathy, and efficiency. Each
satisfied customer enhances our brand equity, drives
retention, and sets usapartasanindustryleader.

Finally, it's crucial that we cultivate a culture of
vigilance and culture of continuous improvement. Let
us all work together following the founding principles
of our Founder Shri Ammembal Subba Rao Pai with
the objective of taking our esteemed bank to a greater
height by ensuring quality customer service.

Let's stay committed and honest to our service vision,
build lasting relationships, and become the most

customer-preferred bankin the industry.

Together we CAN!!!
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Beyond the Counter:

The Human Side of BanRing

In banking, we often talk about interest rates, deposits,
and digital transformation. But if you ask me what really
matters, it is how we make our customers feel. One small
gesture, one timely help, can leave a biggerimpactthana
dozen transactions.

Let me take you back to a day that still stays fresh in my
memory.

| had just taken charge as the Branch Manager and the
Branch had been without a Branch Head for almost a
month and things were a bit piled up. | was still settling
into my cabin that day when a woman in her mid - 40s
walked in. The moment she stepped inside, she broke
downinto tears.

For a second, | didn't know what had happened. My
immediate thought was that she must have lost some
money or fallen victim to fraud. | asked her to sit down,
offered her some water, and waited for her to speak.

After a few moments, she opened up. She said, she had
lost her husband just about a month ago. They had two
daughters who were still in school. Her husband was the
only earning member. She had submitted the death claim
documents to close his savings bank account because
she was in urgent need of funds — but since there was no
Branch Manager, nothing had moved for nearly a month.
She looked tired, helpless —and honestly, | could feel the
weight she was carrying.

| took her husband's account number and started
checking the details. As | scrolled through, one small
entry caught my eye — her husband had been enrolled
under the Pradhan Mantri Jeevan Jyoti Bima Yojana
(PMJJBY), a government life insurance scheme, which
many customers don't even remember signing up for.
The premium was just X330/- a year, but it could give
%2.00 lakh in case of the account holder's death and she
had absolutely noidea aboutit.
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As | told her, and she just stared at me. “Really?” she
asked softly. | checked the eligibility, downloaded the
claim form, filled it up for her, attached the necessary
documents, and submitted the claim immediately. The
deadline for submission was very close— just a few days
left.

| requested her to wait for a few more days before closing
the account.

About fifteen days later, the claim amount of X2 lakhs
was credited to her account. | gave her a call. She came to
the branch, tears streaming down her face again— but
this time, they were tears of relief. She was so
overwhelmed that she tried to touch my feet. | gently
stopped her and said, “Your husband was our customer.
Itisthe least we could do for your family.”

Later she used that money to start a small grocery shop.
Even today, whenever she visits the Branch, she comes in
with the same gratitude and respect. And every time | see
her standing strong and independent, I'm reminded that
thisis what banking with a personal touch means. It is not
just about passbooks and processes. It is about people
and being there when they need us the most.

That day, | understood what real customer service
means. Not everything we do, shows up on reports or
dashboards. But the human touch we bring— that
empathy, that willingness to listen and help—that's what
creates lasting trust.

In an age of automation and Chatbots, let's not forget the
human behind every transaction. Sometimes, what a
customer needs most is not just a solution but someone
who listens, understands, and genuinely cares.

As bankers, we may not wear capes, but sometimes, we
do end up changing someone's world in our own quiet
way.
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Temple full of rats

be lucky if you spot a white one.

The Only Brahma Temple

the 14th century.
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INTERESTING FACTS ABOUT RAJASTHAN

The Karni Mata Temple in Bikaner, in the town of Deshnok, is dedicated to
Goddess Karni Mata. It is also home to hundreds of rats who freely roam
within the temple complex. These holy rodents are revered by their
followers as the locals believe that the rats of the Karni Mata Temple are
their ancestors. Among all these rats, people say that you are considered to

Pushkar, a quaint town in Rajasthan is home to the only Brahma Temple in
the world. Located on the banks of the holy lake, this temple dates back to
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OId Tax Regime Vs New Tax Regime
for 2024-2025

As the income tax filing season approaches, taxpayers face a
crucial decision whether to file under the "OLD" tax regime
or opt for the "NEW” tax regime. Both regimes offer distinct
advantages and understanding them is key to optimizing
one’s tax liability.

The Old Tax Regime has more options of Deductions &
Exemptions and encourages taxpayers to invest in various
tax-saving instruments to reduce their taxable income by
claiming deductions under sections like:

80C: Investments in PPF, ELSS, NPS, life insurance
premiums, home loan principal repayment, children's
tuition fees (up to X1.5 lakh).

80D: Health insurance premiums for self, family, and
parents.

80G: Donations to approved charitable institutions.

24(b): Interest on home loan for self-occupied property (up
toX2lakh).

House Rent Allowance (HRA): Significant tax
exemption for salaried individuals living in rented
accommodation.

Leave Travel Allowance (LTA): Exemption for travel
expenses.

Standard Deduction: A fixed deduction of X50,000 for
salaried individuals and pensioners.

The array of deductions (as discussed above) allows
taxpayers to align their financial goals with tax savings,
promoting investments and long-term financial security.
Individuals with substantial investments in tax-saving
schemes, home loans, and other eligible expenses often find
the old regime more beneficial, as the tax savings from
deductions can outweigh the higherslab rates.

The New Tax Regime: Simplicity and Lower Tax Rates -
Introduced to simplify the tax structure, the new tax regime
(under Section 115BAC) offers lower tax rates across various
income slabs but largely removes the common deductions
and exemptions available under the old regime. It aims to
provide a straightforward tax calculation process with fewer
compliance requirements.

Key Benefits of the New Tax Regime:

e Lower Tax Rates: The most significant advantage is the
reduced tax rates across different income brackets. This
can result in a lower tax outflow for individuals who do
not utilize many deductions.

Simplicity in Filing: With most deductions and
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exemptions removed, the income tax calculation
becomes much simpler, leading to easier filing of tax
returns and less paperwork.

Higher Exemption Limit: For the current financial year
(FY 2024-25), the new regime offers a significant benefit:
income up to X7 lakh (and effectively X7.5 lakh with the
standard deduction of X50,000) is tax-exempt for
individuals. A rebate under Section 87A of up to 225,000
isavailable.

Individuals who prefer not to engage in extensive tax
planning through investments, or those with lower incomes,
may find the new regime more advantageous due to its lower
tax rates and ease of compliance. A standard deduction of
50,000 for salaried individuals and pensioners is also
available under the new regime.

The choice between the old and new tax regimes is highly
individual-specific. Here is a quick guide to help you decide:

++ Optforthe Old Regime if:

v'You make significant investments in tax-saving
instruments (80C, NPS, etc.).

v'You have a home loan with substantial interest
payments (Section 24(b)).

v'You pay a considerable amount as house rent and are
eligible for HRA exemption.

v'You incur other expenses that qualify for deductions
(e.g., healthinsurance premiums).

v"Your total deductions under the old regime exceed the
potential tax savings from the lower rates in the new
regime.

« Optforthe New Regime if:

v'You prefer a simpler tax structure with fewer
deductionsto manage.

v'You do not make many tax-saving investments or claim
significant exemptions.

v'Your income falls within the lower brackets where the
new regime's reduced tax rates offer substantial
benefits.

v'You prioritize higher in-hand salary over tax-saving
investments.

Ultimately, the "better" regime depends entirely on your
income, investment habits, and financial goals.
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“It takes months to
find a customer...
seconds to lose one.”

Vinge Lombardi
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When Kindness Became the Cure

"I was posted to a residential branch where nearly
95% of the customers were senior citizens. Most of
the homes around the branch were steeped in
silence — occupied either by a solitary elderly
individual or an aging couple. Their children had
long settled abroad, mostly in the USA or UK —a
common reality in Hyderabad. Dealing with this
demographic came with its own set of challenges.
Years of independence and solitude had made
them sharp, emotionally sensitive, and often
intolerant of even minor lapses in service. My
predecessor had once remarked, half in jest and
half in warning: 'Here, even a sneeze at the counter
might cost you a deposit. These customers won't
hesitate to shoot off a complaint to the Prime
Minister or Finance Minister over the smallest
inconvenience.’

Mr. Ravi Narayana, a 72-year-old retired General
Manager from BSNL had the highest temper, aman
known more for his complaints than his company.
His, was a name that echoed in whispers —whispers
of impatience, sharp retorts, and cold looks. “Stay
clear of him,” the peon would say. “a few seconds
delay and he'll shout loud enough to bring the roof
down.”

"On my very first day at the branch, | witnessed
Mr. Narayana raising his voice at the Customer
Service Associate, it was over a five-minute delay in
handing over his cheque book, during an
exceptionally busy hour at the counter. Sensing the
tension, | courteously invited him into my cabin.
With a calm smile, | said, 'Sir, allow me to introduce
myself. I've just taken charge of the branch today.
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Please feel free to reach out to me directly
whenever you visit—we're here to help you as best
wecan."

| learnt about him that day that he was widowed
five years ago, with a son and daughter living
abroad. Mr. Narayana lived in a large but lonely
house, filled with furniture but not laughter. His
morning routine consisted of reading newspapers
and criticizing them, and his afternoons were spent
either fighting with the bank employees or battling
the silence within the walls of hishome.

I had known him for nearly two years at the branch.
Most staff would duck or disappear when he
approached. He would never withdraw from ATM,
he would always insist on small and fresh currency
notes for everyday use. | chose to greet him with
calmness —a smile he hardly returned, but | offered
anyway.

“Too slow! You people work like sloths,” he once
snapped for delay in a fixed deposit receipt. | looked
at him gently, “ sir...since you worked in BSNL you
know the difficulties of servers hanging down.
Please understand that we are helpless and several
others are also waiting for the service”. | politely
offered to send the deposits to his home when they
are ready. He stared for a moment, lips twitching, as
if fighting a smile. But habit won. He scowled again.
He neither trusted his neighbours nor formed any
friendshipsin the community.

Truth be told, I never saw him as a difficult man, just
a man with pain too deep to mask. Grief, when
unexpressed, often finds its voice in anger.
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One day, he told me that he hired a middle-aged
lady to help around the house, but a week later, he
angrily told me during a routine visit, “She is
encroaching into my personal space, who knows
what her intentions were so | sent her packing.”
Trust was a luxury he could no longer afford.

Then came the summer of 2020. The pandemic
gripped the city. Streets emptied. Flights stopped.
Fear became the common language, even among
strangers.

One morning, Mr. Narayana called with a trembling
voice, requesting money from his account. When |
asked if everything was alright, he hesitantly said, 'l
think I have Covid symptoms.""

| asked my peon to go collect the cheque from him
and withdraw the amount to send to him. My peon
refused saying | can't handle him and my life is
equally precious.

| asked him how much amount he required, he said
2 lakhs. | took the cheque details through
Whatsapp. His account had more than 20 lakhs
which he kept for any emergencies apart from Fixed
deposits. | withdrew two lakhs and then | walked to
his house which is just few yards away. When | just
opened the gate | saw him from the window, very
pale and frail like a broken tree limb. “Don't come
close,” he croaked. “He put the cheque in a plastic
cover. | sanitised it and took the cheque and left the
cash at his door as he insisted. | told him to get
admitted to any hospital immediately as he has no
one at home nor his children can come to take care.
His son in New Jersey and daughter in Sydney were
trapped by distance and panic.

| made calls, arranged an oxygen concentrator with
the help of a nurse | knew, and coordinated doctor
consultations through video. | kept in touch with
him regularly over the phone, offering reassurance
and checking on his recovery until he was
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completely well. | also arranged for a food supplier
to deliver meals at his doorstep. His voice grew
stronger each day, and his tone so long marked by
bitterness began to soften.

Ten days later, a miracle wrapped in morning
sunlight, he tested negative. He visited a few days
later and stood at the door with tearful eyes. “I
don't have much to give,” he said, holding a small
bouquet of hibiscus flowers from his garden. “But
please acceptthis.” | was speechless.

Mr. Ravi Narayana, who once stormed into banks
demanding perfection, was now standing with
folded hands and trembling lips. “You gave me what
money couldn't,” he said. “You gave me care, when
even my own children couldn't reach me. | didn't
trust the world, but you reminded me that some
people still serve with soul.”

From then on, Mr. Narayana changed not just with
us at the bank, but with everyone. He began
greeting the security guard with a polite nod. He
celebrated his birthday with usin the bank.

One day, he said, “You know... | used to think service
was just duty. But you showed me what real service
is —it's seeing the pain behind the impatience, and
answering with patience anyway.”

Three months later, he sent a letter to me. An
excerpt read: “When the world shut down, your
staff didn't. | was not just a customer, | was a human
being seen, heard, and helped. This is not just
banking. Thisis humanityin service.”

My colleagues asked me to frame the letter. And 1? |
didn't need a frame. That change, his gratitude was
etched in my heart forever. Because sometimes,
the most valuable account you manage is the one
where you deposit compassion and watch it earn
interestin someone's soul.

sk %k sk ok sk
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Shreyas, in homage to Canbank’s departed souls,
pray that they rest in bliss, in eternal peace.

Homage

Death, said Milton, is the golden key
that opens the palace of eternity.
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Name Staff No Designation Branch Expired on
ASHA KUMARI 106091 Officer BATHANGACHI 21-02-2025
NITIN KUMAR 108948 PROB OFFICER BILASPUR REGIONAL OFFICE 28-03-2025
RAJ SEKHAR BOSE 71485 HK CUM OFF ASST MEMARI 29-03-2025
PRAMOD K TORANE 71495 HK CUM OFF ASST MUMBAI DHARAVI 03-04-2025
VIJAY KUMAR 100342 HKCUM OFF ASST | CHHUTMALPUR 07-04-2025
SHANKAR RAMCHANDRA HIRVE | 75525 ARMED / SEC GUARD| PUNE SWARGATE 09-04-2025
LALJIBNHAI RAMABHAI DESAI 459512 CSA AHMEDABAD GHODASAR PRESTIGE BUNGLOWS| 23-04-2025
PRAKASH S/O SHARANAPPA RATHOD | 101055 HKCUM OFF ASST | CHITGOPPA 25-04-2025
JITENDRA KUMAR 717810 CSA NOHAR 16-05-2025
T BHASKAR 678380 Officer SHANKARAPALLY 21-05-2025
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Women of Jaipux:

Guardiansof Culture and Grace

“You can know a place by understanding its women —
their work, their values, their traditions.”

When we think of Jaipur, we imagine pink walls, royal
palaces, colourful markets, and traditional art. But the
real heart of this beautiful city lies with its women — the
ones who quietly carry forward its culture every day.
From mothers and artisans to leaders and teachers, the
women of Jaipur are the backbone of both tradition and
change.

Inthe busy lanes of Sanganer and Bagru, women still sitin
courtyards printing cloth by hand using centuries-old
techniques. Beautiful designs like Bandhani and Leheriya
are made with care and love, keeping old art forms alive.

Over 60% of home-based textile artisans in Jaipur are
women, many of whom balance this work with family
responsibilities. Their work is not just art — it's identity,
income and heritage passed from one generation to
another. At home, women are the first to teach culture —
through food, stories, songs, and rituals. During festivals
like Teej or Gangaur, they dress in traditional clothes,
make sweets, worship goddesses, and sing songs their
grandmothers taught them. These festivals are alive
today because of women who treat them as part of daily
life, not just yearly events. Even in modern homes, you
will find rangolis at the door, hand-stitched quilts, or
traditional music—all created or kept alive by the women
of the house.

Jaipur also has a royal history of strong women. One
name that stands out is Maharani Gayatri Devi, known
for her beauty, strength, and leadership. In 1962, she
won the Lok Sabha election with over 80% of the vote, a
record at that time. She also worked to promote girls'
education, starting one of Rajasthan's first all-girls
schools. Her life proved that women could be royal,
graceful, and bold at the same time.

Today, Jaipur's women continue to walk this beautiful
line between tradition and progress. Many are now
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starting small businesses — making jewelry, clothes, or
traditional snacks. Some have turned their homes into
home stays or cafés, where tourists can enjoy Rajasthani
food and culture. Others sell their handmade products
online, reaching customers far beyond Rajasthan.
Groups like the Jaipur Women Artisan Collective help
train and support these women, giving them confidence
and new opportunities.

One such artisan is Meena Devi from Bagru, who says, “I
started printing cloth when | was 10. Now | teach my
daughters. "This is our story, not just a job.” Her words
show how women are not just working — they are
keeping a deep connection to the past, while giving hope
for the future.Walk through Johari Bazaar or Bapu Bazaar,
and you'll see women selling bangles, printed fabrics,
and hand-stitched bags. These women might not be
famous, but they are the reason Jaipur's traditions are
still alive. Their creativity and hard work make the city
colorful, in more ways than one.

But still, there are challenges. In villages near Jaipur,
some women still don't have full access to education or
work. But the change is happening. Today, more girls are
going to school, and female literacy in urban Jaipur has
crossed 85%. Many women are joining training programs
and becoming financially independent. NGOs and
women's groups are helping them learn skills, open bank
accounts, and start small businesses.

The women of Jaipur are not just caretakers of culture —
they are creators of a better future. Whether they are
singing folk songs during Gangaur, running a small shop,
or sending their daughters to college, they are shaping a
city thatis proud of its roots and open to change.

Jaipur's beauty is not only in its buildings, but also in its
women — strong yet graceful, traditional yet forward-
looking. They are the quiet strength behind every
handmade piece of art, every festival, every home. The
soul of the Pink City wears a dupatta, and she moves with
pride, purpose, and power.
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INTERESTING FACTS ABOUT RAJASTHAN

Earliest ploughed agricultural field

Kalibangan in Rajasthan is one of the main sites of the Indus Valley
Civilization that flourished for about 450-600 years. This site has given
evidence of the earliest ploughed agricultural field. This site also gave
evidence of the earliest recorded earthquake (2600 BC), which could have
also been the reason behind the end of the civilization.
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A Eamily trip to Hyderabad —

My Daughter's Eirst Elight Adventure

One fine holiday, my husband, our two-year-old
daughter, and | set off on a much-anticipated trip
from Trichy to Hyderabad. Our daughter's first flight
made this journey all the more unforgettable and
extra-special - a milestone moment that turned our
short vacation into a beautiful and an indelible
memory.

We boarded our flight from Tiruchirappalli
International Airport, unsure of how our little one
would react. To our relief, she was absolutely
thrilled! The view from the window, and the
excitement of flying made us feel like we were
experiencingitall for the first time.

We checked into the Central Court Hotel in
Lakdikapul,- our Canara Bank’s holiday home. It was
centrally located, comfortable, and perfectly placed
for accessing all the attractions we planned to
explore.

Day 1: Temple, Lake, and Metro experience
e Birla Mandir: Our first stop was the serene
Birla Mandir, a stunning white marble temple
perched on a hill with breathtaking views of
the city. The calm atmosphere and detailed

WA e - S 2025 - e 2025 1301
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Gayathri Murugesamani
Officer

Recovery Section

Regional Office, Trichy

carvings were mesmerizing.

Hussain Sagar Lake: In the evening, we headed
to Hussain Sagar Lake and enjoyed a peaceful
boat ride. The gentle breeze and view of the
Buddha statue made it a relaxing family
moment.

Metro Ride to Hi-Tech City and IKEA: After
sunset, we hopped on the Hyderabad Metro
and made our way to Hi-Tech City. We also
visited IKEA, which was exciting for all of us.
From vibrant showrooms to the Swedish
cafeteria, it was an experience in itself.

Day 2: Journey into History and Heritage
e SalarJung Museum: We began our second day
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at the Salar Jung Museum, exploring its
impressive collection of art, artifacts, and
antiques. The intricate craftsmanship from
across the globe captivated us.

e Charminar & Bazaar: Next, we visited the
iconic Charminar, bustling with energy and
history. We walked through Bazaar, where we
couldn't resist picking up some pearls and
bangles.

e Makkah Masjid: Right next to Charminar, we
took a quiet moment to visit the historic
Makkah Masjid, one of the largest mosques in
India. Its architectural beauty and sense of
calmstood out.

¢ Golkonda Fort: In the afternoon, we climbed
up the majestic Golkonda Fort. Though
carrying our toddler up the stone steps was a
bit of a workout, the views and echo-clapping
points made it all worthwhile.

Day 3: Wild Encounters and Spiritual Calm
¢ Nehru Zoological Park: We started the day at
the Nehru Zoological Park, which was an

WA e - S 2025 - e 2025 1301

instant hit with our daughter. From lions to
elephants to monkeys, she was captivated by
the animals and loved the open space to walk
and runaround.

e Jagannath Temple: After the zoo, we visited
the beautiful and colorful Jagannath Temple —
its architecture and calm surroundings made
foralovely spiritual stop.

e Ameerpet Bazaar: In the evening, we explored
Ameerpet Bazaar, where we soaked up in the
charm of local shopping experience and picked
up some last-minute souvenirs and snacks to
bring home.

Hyderabadi Flavors — A Feast to Cherish
No trip to Hyderabad would be complete without
tasting its legendary biryani—and we made sure to
indulge. The fragrant rice, perfectly cooked meat,
and the burst of spices lived up to our expectations.

am

S :
s

ATrip to Remember

As we flew back to Trichy, our daughter was already
a more confident flyer—giggling at the clouds and
waving goodbye to Hyderabad from her window
seat. This trip gave us more than just sightseeing and
good food; it gifted us quality time as a family, first-
time experiences, and memories we'll talk about for
years.

Hyderabad welcomed us with its warmth, culture,
and charm. From spiritual landmarks to modern
hubs, boat rides to bazaars — this trip was truly a
perfect blend of everything we love.
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To solve a su-do-ku puzzle, every digit from 1 to 9 must appear in each
of the nine vertical columns, in each of the nine horizontal rows, and in

each of the nine boxes.
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Fun corner
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In this fast-moving tech world, it's easy to get lost in the digital lingo. Think you're fluent in the language of the
internet, gadgets and software? Put your tech-smarts to the test with this fun and brain-boosting quiz!

Choose the correct meaning for each term and see just how up-to-date your digital dictionary is-

DAY smm - 7 2025 - 9o 2025 1301 28

1. Cache (n)

a. Video plug-in

b. Digital Currency

c. Temporary Memory

2. Toggle (v)

a. Troubleshoot

b. Switch Between Options
c. Charge Wirelessly

3.Avatar (n)

a. Dating app

b. Pop-up blocker
c. Profile image.

4.Embed (v)

a. Fix a bug

b. Insert into a document
c. Download to a laptop

5.Beta (adj)

a. Undergoing testing
b. via Bluetooth

c. On a Desktop

6.Luddite(n)

a. technophobe

b. operating system
C. supercomputer

7.Encrypt (v)

a. convert to code

b. change password
c. upload to the cloud

8.Dox(v)

a. Go Viral

b. Join Remotely

c. Leak personal info.

Answers to the SU-DO-KU and Vocab Vault
on Page 31
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Miss. Ananya Sujit Rathod, D/o Sri. Sujit Santosh Rathod, Manager, Goa Regional
Office participated in Panaji Run 2025 organized by Rotary club Panaji Mid town and
completed 5 Km Marathon. The event was held on 02nd Mar 2025 at Dr.
Shayamaprasad Mukharjee Stadium, Panaji Goa. She was one among the youngest
participantsin Marathon.

Miss. Dwija Bajpai, D/o Sri. Prabhu Dayal Bajpai, Senior Manager, L&D centre
Dehradun, participated in Silver Zone International Olympiad and scored 1st Rank
(Class) & 27th Rank (State) in GK. She scored 3rd Rank (Class) and 88th Rank(State) in
Maths.

Baby. Malavika P, aged 1.5 years, D/o Sri. Ajay Krishnan P, Officer,
Digital Devices Monitoring section, DBS Vertical Technology
Services Wing, Head Office, received certificate from Influencer
Book of World records for handling 5 different containers
(Opening and closing).

Baby. Yogya Unni, aged 5 years, D/o Neethu Shyam, Officer, MSME section, Circle
Office, Bengaluru won Motivational Prize in "Gita Chanting Competition
2024"organised by Chinmaya Mission Thane.

Master. A Vaasan and Baby. A Vaasini, aged 2.5 years, twins of Smt. N Deepavani,
Officer, HRMS South RO Chennai, won medals in the Running Race conducted by
NIBOG (New India Baby Olympic Games 2025) sponsored by Decathlon.
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Miss. S Neha, aged 6 years, D/o Smt M. Kowsalya, Officer,
Sarkarsamakulam Branch, Coimbatore RO Il, won 1st prize in
Amazing Kids 2024-25 State Level Drawing Competition (TN and
Puducherry) conducted by THIRD GENERATION, Chennai. She has
also been awarded as Super Champ for the academic year 2024-25.

Master Abhinav R, S/o Sri. Ramamurthy A N, Senior Manager, Inspection Wing, HO
Bengaluru and Smt. Anusha KR, Customer Service Associate, Bennypete Bengaluru,
studying in class 3, has secured silver medal in 13th International Online Abacus
Competition Conducted by Brain-O-Brain Institution, Basaveswara Nagara,
Bengaluru.

Master Rohith R, aged 8, S/o Sri Raghavendra M, Divisional
Manager, LBO Chitradurga, won 42nd Rank in Karnataka State
under Spell Bee Competition.

{l )
Master Aarav Gupta, aged 7.5 years, S/o Sri. Aman Gupta, Assistant General g L__'F
Manager, RM Wing, Head Office Bengaluru has secured 3rd Rank in Indian Talent t
Olympiad Exam 2024-25.
\J v

Master Advik Raj, S/o Sri. Suneel Kumar, Chief Manager, Nangloi-Il Branch,
studying in class 5, has secured 10th Rank in International level and 3rd Rank in
Zonal level in UP and Uttarakhand in the SOF ISSO examination for “SOF
International Social Studies.”

Y
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Ms. Sneha Singh, D/o Praveen Kumar
Singh, DGM and Chief Executive,
London Branch studying in class
XlIth, received the Jack Petchey
Achievement Award, a prestigious
accolade given to young people across
London and Essex who demonstrate
outstanding personal effort, overcome
adversity, or make a positive impact on
their community. She has also been
selected by Fantasy Wings, for a real !
trial flight — an inspiring step towards
her future dreams. She has also
received Awards for Excellence in
Dance and Mathematics.
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Answers to the SU-DO-KU and Vocab Vault on page 28

SU-DO-KU Vocab Vault
517831141269 1. (c) temporary memory
14, 6|2/9/8|5|7|3 2. (b) switch between options.
3(2(9|7|5(6|14|8|1 3. (c) profileimage
619/5(4/7/1311(2|8 4. (b) insertintoadocument
811121965734 5. (a) undergoing testing
71314(11/8(216/9|5 6. (a) technophobe
916/115/3|718(4|2 7. (a) encrypt
4\5|7 8 2 9 3 1 6 8. (c) leak personalinfo
2/8/3|16(4|1|9|5|7
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New product alert

The Crest Promise: A BanRer's Story
Research & Development Section, Stratergy & Data Analytics Vertical

I've been a Relationship Manager at Canara Bank since
a long time. I've seen customers walk in with dreams,
with challenges, with questions — and every day, my
mission has been simple: to be there, to care, and to
deliver more than they expect.

But I'll never forget the day Mr. Sudhanshu Gupta
walked in.A self-made businessman, he handled
success with humility. Yet, when he spoke, | could hear
it — the strain of long queues, the weight of service
charges, the hassle of managing banking while
balancing life and business.

As | listened, | knew he needed something
different—not just banking, but something that
respected his time, his success, and his loyalty.

"Sir," I said, "you've always trusted Canara Bank. Now,
it's our turn to offer you something that truly honors
that trust—Canara Crest."

His eyes lit up with curiosity.

| told him about the priority banking services across all
branches, zero fees on more than 25 services, a
dedicated helpline that doesn't keep him waiting. |
explained how his cheque limits would expand, how
his debit and credit cards would now come with

exclusive lifestyle rewards, airport lounge access, and
premium dining experiences.

But what made Mr. Gupta truly pause was when | said:
"There's no joining fee. We don't charge you to make
you feelvalued. You already are."

From complimentary Amazon Prime to unlimited gym
access with FITPASS, golf games across the world,
duty-free shopping perks, exclusive hotel benefits,
and premium insurance coverage up to X1 crore,
Canara Crest wasn't justa product—it was a promise.

A promise that Canara Bank walks with its customers
beyond the branch, beyond the transaction —into their
journeys, their homes, their lives.

Over time, | watched how Crest changed Mr. Gupta's
world. He no longer rushed. His travels became
smoother. His weekends became richer. His life became
lighter.

And me? | wasn't just his banker. | became his trusted
partner.

Because that's what Canara Crest is really about. Not
just privileges. Not just luxury. It's about remembering
that behind every account number is a person who
deserves to be known, served, and celebrated.

Canara Crest - Where banking meets belonging. Experience the trust that travels with you.
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LEARNING AND
DEVELOPMENT VERTICAL

CIBM Manipal observed the International Day of Yoga
on 21.06.2025. Sri. Shreenath Joshi, GM and CLO,
Sri. Karthikeyan G, Assistant General Manager, faculty
members and staff actively participated in the session.

o : r

Agra Circle Office celebrated International day of Yoga
on 21.06.2025. General Manager and Circle Head
Sri. Rajni Kant, Executives and officials of Circle
participatedinthe programme.

BENGALURU

Circle Office Bengaluru organised MSME Conclave and
Importer-Exporter meet on 27/06/2025. Sri. Mahesh
M Pai, CGM and Circle Head extended a warm
welcome to all the participants and briefed about
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Bank's various schemes, new products and initiatives.
The conclave featured expert sessions on topics such
as Central Government initiatives for MSMEs,
importance of credit scores, TREDS, MSME IPOs and

dematerialization of shares.
& -

‘CLEAN TUMAKURU AND GREEN TUMAKURU’
campaign was held by RO Tumakuru for cleaning and
planting 121 trees at GHPS, Market Chowki School
Premises. The event was conducted to commemorate
120th Foundation Day of Canara bank. Sri Gangesh
Gunjan, AGM and Regional Head, inaugurated the
event by planting a tree. Sri Hanumanthappa, BEO of
Tumakuru, Sri Thimmegowda, Teachers Union
President, Sri Siddhaiah, Head master of GHPS,
Market Chowki school, staff members and students

were presentinthe occasion.
=i g Mol =+
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BHUBANESWAR

Circle Office Bhubaneswar in association with
Times of India, hosted a grand celebration to mark
the 11th International Yoga Day on 21.6.2025, at
Indira Gandhi Park, Bhubaneswar. The event was
inaugurated by Sri Jagdish Chander, GM and Circle
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Head and renowned Yoga Guru Sri Dhirendra Acharya,
who conducted the yoga session for the day.
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CHENNAI

Circle Office Chennai organized an Exporter's Meet at
Karur on 12.06.2025. The meeting was chaired by
Executive Director, Sri Bhavendra Kumar. The meet
was attended by CGM and Circle Head, Smt KA Sindhu,
and Sri Loka Krishna Kumar, AGM and Region
Head, Namakkal RO. Sri Atlas M Nachimuthu and
Sri P Gopalakrishnan from the Karur Textile
Manufacturer Exporters Association addressed the
gathering, highlighting the sector's contribution and
growth targets.

Executive Director, Sri Bhavendra Kumar visited
Chennai Circle on 11.06.2025 and chaired a Business
Review Meeting with Circle office, Regional
Offices, MSME Sulabhs and selected Branches.
Smt K.A. Sindhu, CGM, Chennai Circle, presented the
Circle's performance under key business parameters
emphasizing CASA growth, service quality and
reduction of negative branches.
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BUSNEES REVITW MERT

The Standing Committee Meeting for the month of
June 2025 was conducted on 20.06.2025 at the
Chennai Circle Office. The meeting was chaired by
CGM Smt. K.A. Sindhu and other Executives from
Operation Section. They discussed about the New
Digital initiatives of the bank viz Canara Angel, Canara
Payroll Package and Canara Aspire and the advantages

of each product.
.ml.@
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Sri Rajesh Kumar Singh, CGM, CA&R Wing, Head
Office visited Chennai Circle Office on 24.06.2025 to
conduct a comprehensive Business Review Meeting to
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assess the performance of the Circle Office and all
Regional Offices. Smt. K.A. Sindhu, Circle Head,
presented an overview of the Circle's business
performance, recent achievements, challenges, and
strategic priorities.

DELHI

As a part of CSR initiative, a Blood Donation Camp in
collaboration with the Indian Red Cross Society was
organized at Circle Office Delhi on 10.06.2025 under
the leadership of CGM, Sri. Vikram Duggal. A total of
41 staff members including the Circle Head and other
Executives participated in the camp.

GUWAHATI

ED, Sri Hardeep Singh Ahluwalia visited Guwahati
Circle on 18.06.2025 for a Review cum Business
Strategy Meeting with the Regional Offices, Mid
Corporate Branch, Retail Asset Hubs, ARM Branch,
ELBs, VLBs and LBs. A comprehensive and in-depth
overview of the performance of Guwahati Circle was
presented by Circle Head and GM, Sri Lok Nath,
highlighting the strengths and weaknesses of the
Circleand also scope for growth in different sectors.
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HUBBALI

Smt T P Jyothilekshmi, GM, Gold Loan Vertical, Head
Office, visited Hubbali Circle on 18.06.2025 to review
the Circle Performance of RAHSs, Sulabhs, and select
high-focus branches. Emphasis was placed on
achieving Circle and Regional targets for June 2025,
enhancing alignment with Bank's scoring matrix and
adopting work techniques with a focus to secure top
10 rankings within peer groups.

35

Smt Mamatha A Joshi, GM, PC Vertical, Head Office
and Sri Veerendra Babu, Circle Head and GM, Hubbali
Circle, visited Chikkodi & Belagavi RO, 0n 10.07.2025 &
11.07.2025 to participate in SHG credit linkage
programme which was held as part of an outreach
programme.

MSME Vertical Head and GM, Sri Sunil Kumar Yadav
visited Circle Office Jaipur on 21.06.2025 for an
interactive session with MSME Clients and chaired the
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Business cum Review meet. Smt Geetika Sharma, GM,
and Circle Head, RO Heads, Overseeing Executives of
advances at RO, MSME Sulabh Heads and ELB / VLB
Heads participated in the meeting.

Sri Venkatesh Prasad-GM and Sri Sunil B Joshi DGM,
Marketing & Public Relations Vertical, Head Office,
visited Jaipur Circle Office on 23rd and 24th June 2025.
Smt Geetika Sharma, GM and Circle Head, along with
the Executives of HO met Top Government officials
and discussed various Bank offerings under deposits
and loan products and areas of collaboration in public
service delivery through banking.

dolel b Canara Bank <A

(A Govemment of Indla Undertaking)

Sri. R Rajesh, GM, Credit and Prepaid Cards Vertical,
Head Office visited Jaipur Circle Office on 16th and
17th June 2025 to conduct a Review cum Business
Strategy Meet of RO's, VLBs, MCBs, RAHs and MSME
Sulabhs. During the meeting, Sri R Rajesh highlighted
Bank's focus areas mainly - CASA, RTD, Flagship
Accounts, SB Individual Growth, Retail Advances,
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MSME and Non — Interest Income, and active
participation in the ongoing campaign “Each One
Source Five”. He also stressed upon the need of
canvassing Quality Credit Cards. The performance of
Regional Offices, ELBs, VLBs, RAHs, ARMB, MSME
Sulabhs was reviewed and appropriate suggestions
were given forimprovement.

LUCKNOW

ED, Sri Hardeep Singh Ahluwalia, visited Lucknow
Circle on 05.07.2025 to conduct a Business Cum
Review Meet with COs, ROs, MCBs, RAHs, MSME
Sulabhs, ELBs and selected VLBs. The Circle's overall
performance under various parameters were
discussed for the June Quarter and the strategic
roadmap for Q2 FY 2025-26 was put forward by Sri Ajit
Kumar Mishra, GM and Circle Head. The Executive
Director shared the corporate message focussing on
strategic imperatives like utilizing “Business Around
App” and “Prosper Leads” for garnering fresh
business, slippage management (SMART75), TAT for
MSME and the role of CRO/CRM on transition from
Transactional Banking to Relationship Banking.
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MADURAI

ED, Sri Bhavendra Kumar and Smt K B Geetha, GM
from FI Vertical, Head Office, visited Madurai Circle on
13.06.2025 to review the performance of all the
Regional Offices, MCBs, ELBs, MSME Sulabhs, RAHs,
ARM Branches and select ELBs/VLBs of Madurai
Circle. All the loss making branches of the Circle were
reviewed through Webex and suggestions to increase
profitability were shared. ED emphasized upon
Flagship Account Opening and ‘Each One Source Five’
campaign. Top performing Regional Offices viz
Madurai & Thanjavur were felicitated after the review.

Madurai Circle initiated an awareness program
through Digital Mobile Van themed “Customer Right,
RBI Ombudsman Scheme & Grievance Redressal” on
18.06.2025. The Mobile Van covered the entire
Madurai City & nearby villages for a period of 5 days.
The Digital Mobile Van was flagged off by General
Manager, Smt A K Bhooma in the presence of the

Circle Executives.

International Yoga Day was observed on 21.06.2025 at
Regional Office-1, Coimbatore under the guidance of
Smt. K. R Shylaja, DGM and Regional Head. Executives
and staff members of Regional Office and local
Branches participated inthe event.
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Tamil Training Program was organised on 27.06.2025,
under the aeiges of Town Official Language
Implementation Committee, Madurai by Circle Office,
Madurai. The event was attended by staff members
from Central Government offices, Autonomous
bodies, Corporations, and PSU's in Madurai. This
program sought to suggest the significance, scope and
relevance of Tamil language among non-Tamil
speaking Central Government employees.

Sri Prabhat Kiran, CGM, Corporate Credit,
International Operation & Associates Wing, Head
Office, visited Mumbai Circle on the 18.06.2025 for a
Review-cum-Business Strategy Meeting with Regional
Offices, LCBs, MCBs. He addressed the gathering and
provided insights into the Circle's performance across
various business parameters. Credit growth strategies,
institutional strengthening, performance insights,
importance of profitability and customer
engagement, significance of connecting with
customers were the keypoints discussed upon.
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TIRUPATI

Sri Pranay Ranjan Deo, GM, SAM WING, Head Office
along with Executives from the Circle visited
institutions in and around Tirupati on 24.06.2024 &
25.06.2025 and interacted with Sri C. Selvam, IFS —
Curator, S V Zoological Park, Sri Tammineni
Venkateswarlu, Chairman - Vijaya Educational Society,
Tirupati and Sri Niranjan Babu, Principal — Seven Hills
College of Pharmacy, Tirupati to strengthen the
relationships with our Bank.

A Business Review Meet of Regional Offices, RAHs,
MSME Sulabhs, Mid Corporate Branch, CPH and VLBs
was conducted on 19.06.2025. The meeting was
chaired by Executive Director, Sri. Hardeep Singh
Ahluwalia, Sri. V S Santosh, Secretariat to the Board
and Circle Head Sri. Ajay Kumar. All RO Heads along
with RAHs, MSME Sulabhs and respective Branch
Heads participated in the meeting.

-

A Business Review Meet of Tirupati Circle was chaired
by Sri. Chakravarthi P, GM, Strategy & Data Analytics
Wing, Head Office and Sri. Panduranga Mithanthaya,
GM and Circle Head on 14.06.2025. COs, ROs &
selected Branches participated in the review meet.

On the occasion of National Reading Day, Library Day
was conducted by Official Language Cell, HRM
Section, Regional Office Ernakulum on 19.06.2025.
The program was presided by Smt Reshma Ashok
Sah, AGM. All the staff members of the Regional Office
participated in the programme.




AT HAMT MEUSEIE h dgd &g Harerd,
AEUSEIE U T Ugdh HUeh UgeT o 3fdid
YTeah T 2 foTish 22 S, 2025 @l AT &l
AT o 39 S o & SArer 3T garet &
I T SANTEHRdl o o folg 7w 9 = 9t <t s,
MEHSEIE dh 6 fheliHIaT Sl dicheTT T STATST
fohar T TR A YESI T T I I
HIIUTTRT B EATRIEU T oh | il TS, Tgud
3T YW T Wemaea off Wisia H9R 30 ¥ &
Utk Hared foan, e =i a9 @l W gAaw
2 T Yo ¥ B Wi da it eforar Iesm-fRddt
Tedt T SR f3an 3 Hated ¥ He=iar s e
e | Withd €T § AN o 3 Hael &l #sigd
H o forg o fEan Teft sf=nfiat = o & fore
T AT A &g Tesh Ha el Yaed i WSS
2EH & Wed & Ufd Haedvitel arar T ST
HEATAT T AT HATAT S HIAUTAR TAT HHATRAT
F rear fafde W@Taﬁ ED 1;11333’? 3T wHHaTrEr
FRT 9T 250 HEWdl ¥ 9T ' 9 59
il H 9T form vt sy 7 o o &
ﬁfﬁﬁm%ﬁmﬁ?ﬁﬁﬁaﬁq 31T teet a1,
TR, Terel, Befi el it it &
waﬁ'vﬁwu'{am%ﬂmﬂﬁ

i 07.07.2025 & off g T e,
FHAUTAH FeyIe < SaeTgl a1 S fhdml 39 3TaE
W gHieT ¥ ST it T fAEdT sregeyar

WA e - S 2025 - e 2025 1301

dotel aﬂﬁ Canara Bank&l

39

3ol HHRR

iy wEues fAevre, oft v e
AT UG T HEATT & ¥l U@ a
Teaea off Jater S wET | i 39 93% § U
e g, THUEUAS gAY 3T TaFT yrarey
yar gt gfed Tt &ty satedr & sty
U UMY W T THIeT 9 # |l et o
3refi o ATt ety wrferdt, gt st &
SUCTHT, SUeTdt o SR s THver $it T2 ot
TR e sEdarfedr, sEues Feyem T S
et 2025 & o AfSs HRER AMEst & ded
e sITe I JahTeT STe i fa 9 2025-
26 @t i et & fow wRAf I 40 & I A
SRR

(O, BHOPAL

EATE: O FMMFIo8n

4T TS FAR I, FRIIaEH o HIeT AT o
AU HAeE, deie ¥ fRFe 21.06.2024 &Y

" SIS AT feae” WA T 59 e # S
HATGE, 8T HAed, e Fdwumed st
YIFETe & AUl d Hu=Tar + AT foram off o<
TRIYT, 3T HETUa e, o TSl HAR, 3T ASHEH,
4t o fa, Su wemEYw, of TSiT gHU, SU
TeTgaeeh, Mo FMiteumes 3 et sufeuft 9
FRIHA T AT TBTS1 o SR T |, Hedsw
HEIYeeh, (e g IS 59 36 GANE
FareT far T wdey & @t wdeiar T 98
YT S SR 3 ey Wi foram

Shreyas - June 2025 - July 2025 | 301

v/ /

v/ /



Kt 9dg FUR, FEUEE FoyE ww At

09.07.2025 3 10.07.2025 &t T HATTT TG
&1 ST fRar T, @ & SN See sator/ e
hrATerd, THET, TARTH, SNUTH, THIHUHS Gord
3T AT SucTat/detel i THET TAT TAuASe

TTeahl T TN fumT & a1 sraia doa st
TS| TH% Y & w0 HifHaw Uer Gohst & dad
FHUTeTH Heled off Yag HAR T 3faet yqE Sfmdt
Tifaer yrof wa 3T FHrEUTeT % A, TSy
f9rer T fawmmrerer Tt SF. YR HUR wEHS H
Tfafd 3. 9] Fews Al 46 ARG T FH e diar

T i A TS e (HEem) ugd &
Tsh 9 & &7 § gad TefHd vaens e
ofiaedt smr R agavlt St ¥ 9 e 2025 W off
T | FATa-T SEUdreT (Tefdet) hr < fanar, St

WA e - S 2025 - e 2025 1301

40

e e e ifecr geg Ul $ @li| @b
YT 2T 96.15 TG T AT 24T

fai® 12.07.2025 &Y UeT & ged Wil ¥ i
Tsh HEHT § 5T a5 R foer T=g uflges
% W T TSI W SEeR g frae anhar @
&N a6 & Cdhe SiiaeieT g Hud i gioer
et s ey o foer Tear & aftas @t St
virer Furd, uRee foumT & s g sft gdior
FAR, §F T 3R & T o JymEs o 3qet HHR aAr
ST o | AT S ht 3T § TEa e o 3T
FAR 7T fagR Tw7 qRag W =t it & gomeaeh
ot orqeT HUR Fuf F TS U7 W ewer fHham 5 g
qUST & SUUd 3ieed e gfohT o
TSR 2 31 Arr fSfstest aregw & e afd
T ITAT T IS of Tohd &1 IT AT T T H
aford Tt a4 # AN B, S At S g
& AT A G| 39 UgA o d8d I oo T4t a9

— ~

wfteeer fangen, Fanen

Shreyas - June 2025 - July 2025 | 301

v/ /



__________///

i TEreford faRmar SUeor o forg Teft e ot @l
T AR S 9 S1aEY WX T o il 3 H
Teausd off 35T FAR H AR Uedr &
FHATT & ST Hevaed off AT 9t qor o=
AT SRR |

FrdTers fevre off 2ediy fife sreeparferar 7 fiAfs
19 ST 2025 i UeHT 3=l FHAed =T ST fohan 38
I IR TH & HANe AWIF ST
AT g H fer aed off gifiee St uew wilke
I T A A We il T 39 ae W iford
FiHT | Tedr 3f9el o YW weyaesd off srerg
FAR, 30 Hewaesh off e sfards afed da& o
e ST ST oF Ud a4t gafiey it
UeAT 9ifed & 3 O 3reger off S &7 g,
g JuR WAfT & gy off we U T e
e Sufeerd o)

HT S G 1209 €O RaT & 3/aE R W A
01.07.2025 Sl 3(<eT AT § SIS AT

dotel aﬂﬁ Canara Bank&l

fohar Tam =g wEwH #r eremerdr o gefid AR
g, Tevaea « sfl 94 rfemiar + 39 fiF &r
T, ST Ud Ufdasar & 9T TAMn 3 S d e
W g aTedl W ug e w1 Hahed foram off |y sf
I 2T GET W HAT Sk it 120 U1 ki MIEHET
ITAT, WIS TURRA # S el fusr aor wfasy st
IS T Th1oT STl S S o Ucdsh heant
% AMTE Sl TRl 3 |t wF AW 9raT & |y
3T S@ T | yT feam A | 3f=eT sraterd T
% T FAUASHION q9T HHAETON T T
wWh 9% & 120 9§ [ B & 3EE W FHAHe
AW ITEINE o 3faid g gIR@s ® d&
YTt W G, eie Awe & ofdid
YTt AT (HUioT, TRl shl FOHd T, HerT Srar
I BEA TS HT Gieford 21 91 2t o o 1209
ST e o TTE W Giid HAR §E, Tevaesh
Td off TR TS e U4, 3T Hea e & kAl
T 39T HAed & AU i gRET o¥ e Jgor fHar

“Land of the Kings” - Rajasthan

INTERESTING FACTS ABOUT RAJASTHAN

Before the British reigned India, the State of Rajasthan was known as
‘Rajputana’and was ruled by different Kings.
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PROSPER: Turning /Data/into/Business, Smarter & Easter!

Strategy & Data Analytics Vertical, Strategy, Resources & Govt. Services Wing

In today's fast paced and competitive environment,
timely outreach and customer-centric services are
more than just best practices — they are business
imperatives. At our bank, we've long recognized the
power of data and the role it plays in shaping
meaningful customer engagements. Taking this
vision forward, we introduced PROSPER — A lead
lifecycle management package, a modern tool to
manage, track and convert high quality analytical
leads into real business.

We are already generating analytical leads through
tools like BD360 and Business Intelligence Reports.
But PROSPER takes it a step further by serving up
high quality, high conversion potential leads — right
from consented customers to those making
enquiries elsewhere. It's like the difference between
casting a net and holding a fishing rod — Now we
know whom to contactand why.

What makes PROSPER smart?

e Only the most relevant leads make the cut.

¢ Includes customer consent info and CIC alerts
for better targeting.

¢ Real-time alerts by SMS/email when leads are
assigned to branches.

e Auto-escalationifleadsaren'tacted onintime.

e Auto-archival of stale leads after a certain
period.

® End-to-end lead lifecycle visibility — no more
chasing excel sheets!

e System-triggered customer SMS updates after
lead contact—as transparency builds trust.

Time is money — and a delay could mean a lost
opportunity. That's why every lead has a defined
Turnaround Time (TAT). If not contacted in time, it
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escalates up the ladder — from branches to ROs to
Cos. Leads stay active for a limited time period — act
fast!

Whetheryou're a Branch, RAH/ Sulabh, RO or CO
e Contactthe lead quickly, record your response
e Mark it correctly (Prospective/Not Prospective/
Unable to Contact) —no second chances!
e Track conversions, especially for “Contacted -
Prospective Leads”.

e Avoid last minute bulk updates —the system will
close dormant leads.

New Featuresyou'll love
e Leads marked as “Contacted - Positive” will now
escalate if not converted in 30 days.

* RO/CO can verify, reconfirm, or close such
leads — status gets updated as “Prospective
Verified”.

e |f still not converted within 60 days, they move
to Business Opportunity Lost

e SMS alerts to customers upon status updates,
adds a personal touch and builds engagement.

Let's make the most out of these leads —each one is
a potential customer waiting for a «call, a
conversation, or a helping hand. So,

e Check Prosper regularly

e Update status accurately

e Follow-up diligently

e Convert Smartly

Together, let's PROSPER and grow business the
smarter way!

For more details, check out the internal circulars 1C/10/2024,
1C/369/2024, 1C/416/2025.
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The Best Service is No Service

Customers are the Heart of Banking.

The ideal way to bank with a personal touch is to
create a "No Service Needed" experience.
Customers don't interact with banks because they
want to—they do so because they have to. No
customer wakes up thinking, "Today, | want to visit
branch / want to talk to customer service!" They
engage with banks for their financial needs, not to
troubleshoot problems.

Banks constantly introduce new products and
services to attract customers, often exceeding
expectations. Yet, customers don't buy these
products to deal with customer service—they buy
them for their financial requirement and success.

The Myth of Customer Relationships

There's a misconception that customers want
frequent interactions with service teams and would
like to visit branch for all their problems. In reality,
they'd rather not need service at all. The best
customers are those who never call, never visit, yet
keep returning because everything works
perfectly.

Let's examine a common frustration. A customer
needs to update his mobile number in his bank
account. He calls the toll-free number, only to be
told to visit his home branch. He goes in person,
submits a form, and is served politely. Also, he has
given feedback of 5-star rating to the employee who
attended the request.

Isn't this good service? No.

At first level, why should he visit a branch at all? The
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Samuvel S |
Senior Manager ‘
Marketing Section
Circle Office, Chennai

focus shouldn't be on how well the request was
handled but on why it was needed in the first place.
What can be done in 2 minutes via app now has
become a 2 hours' chore. Politeness can't
compensate for outdated process.

The Shift from Reactive to Proactive Banking

Banks invest heavily in customer service technology
— more helplines, more staff. But the real goal
should be eliminating the need for service entirely.
Instead of managing complaints, banks must
prevent them by; Self-Service That Works, Proactive
Problem-Solving (Solving Customers Problem
before they notice them) and Simplified Processes
(If updating contact details takes a branch visit, the
system s broken)

Happy Compliance Vs. Happy Customers

Banks often have happy compliance departments
but unhappy customers. Too much focus is placed
on how politely a problem is handled rather than
why it occurred. Frontline staff face pressure for
service quality, even when rigid processes—not
employees—are the real issue.

The Solution:

Customers' needs must be understood before they
do. Fast, Simple and Flexible Processes have to be
done digitally for all mutated works which needs
the presence of customers in person. Banking
software's should be upgraded with excellence so
that customers never need to reach outin person.

In the past, service meant waiting for customers to
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seek help. Today, true service means attending
customers' needs before they arise. The best banks
don't just solve problems—they make problems
disappear. Al & Automations, Contactless Self-
Service and Proactive Engagement are the best
solutions for making the problems disappear.

"Modern customer service isn't about fixing errors

and isn't about making customers call their
Relationship Managers for problems—it's about
designing systems where customers are in the driver
seat and solve the problems at their convenient time
through digital mode.

The Ultimate Personal Touch in Banking?
Making Service Invisible.
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Customer Service —

iBankRingiwithiajPersonalilouch

Our Bank has always been known for our good
customer service. As we expand and grow
exponentially, it is of utmost importance to further
strengthen this strength.

A few suggestions to help improve our customer
service and render a personal touch:

1. To build and develop a mutually beneficial
banking relationship with our customers, we
need to realize the importance of having the
rightintention and right mindset.

2. On one side, as services become increasingly
digital and appeal to Gen Z, we must not forget
that our old customers still prefer a human touch
to banking services. Senior citizens may not be
able to place as much trust on online banking, as
the new generation, with their hard-earned
money. While we strive to spread awareness of
our digital products, we cannot expect senior
citizens to keep equal pace with the digital
world. Machines cannot provide the comfort
that a conversation with an employee could
provide. If the machine does not work, human
beings are required to repair it. Technology can
aid but never replace the human caring touch.
Serving customers with genuine care and
concern is the only way to build long-lasting
relationships.

3. Providing traditional banking services to senior

citizens, including door step banking must be
provided impetus to. The fact that senior citizens
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may forget passwords, PIN more frequently, due
to their age, should make us more considerate
towards them. Their frustration of being unable
to cope up with the fast-paced digital world
needs to be handled with patience.
Understanding their difficulty and treating them
with respect and empathy is of utmost
importance.

Special service to senior citizens, differently
abled customers, and people with special needs
must be made available in every branch.
Employees must be trained on how to assist
them. This will provide an inclusive experience
for our diverse range of customers. Imparting
training in soft skills like empathy, kindness,
sensitivity, and maintaining a balanced mind
even amidst hectic banking hours, to
employees, would improve their efficiency to
not just deal with customers but build a long-
lasting relationship with them.

Being armed with banking knowledge would
help us enormously in satisfying customers.
Knowing where and how to access the required
information is essential to answer customer's
varied queries. Designing our website and
organizing CANNET portal in a way that
essential information can be retrieved quickly
and easily is essential. Itis also important to train
ouremployeesinthisaspect.

Help desk must be made mandatory in all
branches where all forms are easily available and
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all information is available in one desk.
Wherever required, the customer must be
assisted and directed to the right department. If
customers feel that they are not receiving
adequate accurate information, they may feel
frustrated. Providing immediate response to
customer's queries gives a fulfilling customer
experience.

Digital products — Many of our customers are
sceptical about using digital banking products
mainly because they are unaware of how it
works and are too scared of losing their hard-
earned money to frauds. This can be resolved in
two ways:

a. Having digital banking melas in branches
periodically where we teach our customers
how to use our digital products safely, could
help the customers and us significantly. The
help desk at the branches could be used as a
digital desk once in a week, to help customers
get acquainted with our mobile banking app

and Internet banking.

. Resolving cyber fraud complaints swiftly is
important to enhance people's trust in digital
banking channels.

Looking for short term gains from people won't
help us build a reliable brand. Understanding the
specific needs of customers and pitching
products that will serve them the best will help
build trust in us as financial advisors. Effective

(A Govemment of Indla Undertaking)

dolel b Canara Bank <A

10.

11.

Article

Gathering detailed feedback and suggestions
from interested customers and incentivising it
by providing reward points could be of
significant help in knowing where we need to
improve.

Ideally, we must not give any room for our
customers to complain. However, if customers
complain of ATM or passbook printing machine
not working, system being down, technical or
server error, then having enough empathy to
understand their plight, while we do our best to
get them working, at the earliest, is important.
We must strive to have minimal down time to
avoid inconvenience to customers, if our focus is
on taking the digital path ahead. Insuch cases, it
is equally important to not confront the
customer, but be courteous and polite always.

Customer complaints must not be viewed as
criticism, rather as an opportunity to build
stronger relationships. Complaints are feedback
that arises out of dissatisfaction or frustration.
Identifying the root cause of complaints will
help us build better systems and procedures,
and solving customer complaints swiftly will
result in satisfied and happy customers. Happy
customers build a brand more than - any
marketing campaign. Word-of-mouth publicity
has always helped build great brands and sustain
the brand image and value.

v/ /

Creating an unparalleled customer experience will
ensure customers never leave us, once they have
experienced our service. This will go a long way in
further strengthening our brand identity. If the
above changes are implemented not just
superficially at an implementation level, but
imbibed at the intention level, | believe, our
presence in the banking industry would only keep
strengthening year-after-year, day-after-day.

and ethical cross-selling must be emphasised.

Feedback - Gathering feedback must not be
merely a routine or formality but must be given
utmost priority to help us improve ourselves.
Empowering customers to proactively give
feedback and demand improvement from us
continually would prove to be our biggest asset.
Such customers who are committed to our

growth would be our strongest support team. ks
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Why gut healthisimportant
The gut breaks down the foods we eat and absorbs nutrients that support our body's functions. Research
shows us that our gut microbiome can affect every organ in our body. It is understood that there are links

between gut health and the immune system, mental health, autoimmune diseases and endocrine
disorders.

Signs of an unhealthy gut

Our gut microbiome can be affected by stress, too little sleep, lack of physical activity, eating too many ultra-
processed foods, smoking, drinking alcohol and taking antibiotics. The gut microbiome is also affected by
things we cannot control, such as our environment, age, birth mode and whether we were breast-fed or
bottle-fed as babies.

Some signs that one may have poor gut healthinclude:
¢ Digestive symptoms—such as gas, bloating, constipation, diarrhoea and heartburn
e Sleep disturbances or fatigue
¢ Mood/emotional state—such as high stress, low mood or anxiety
¢ Highfrequency of infectiousillnesses—such as the common cold.

How to improve our gut health?

1. Gut health and diet: Our gut bacteria are influenced by what we eat. It isimportant to give them the right
fuel to have a balanced gut microbiome. The best way to maintain a healthy microbiome is to eat a range
of fresh, wholefoods, mainly from plant sources like fruits, vegetables, legumes, beans, nuts and
wholegrains.
¢ Eat a high fibre diet: Fibre is important for our gut health for many reasons. Fibre can affect the

function of our gut, for example, the digestion and absorption of nutrients. The breakdown of fibre by
our gut bacteria can also create important products which can prevent development of gastrointestinal
conditions such as bowel cancer. Fibre has other benefits to our health apart from the gut, for example,
reducing our risk of developing heart disease and type 2 diabetes. Foods that are high in fibre include
vegetables, beansand legumes, fruit, bread and cereals, nuts and seeds.
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e Eat a diverse range of food: Eating a wide range of fruits and vegetables ensures we are including a
whole range of vitamins, minerals and nutrients in our diet. The diversity of food on our plate can help
lead to a more diverse microbiome, whichis an indicator of a healthy gut microbiome.

e Limit ultra-processed foods: Eat foods that are as close to their natural state as possible to support gut
health. While almost all foods have had some kind of processing, it is best to eat foods that are
minimally processed. These foods retain their nutritional value and do not usually have added sugar,
salt, unhealthy fats or additives such as emulsifiers and artificial sweeteners, all of which may impact
the gut. Unprocessed foods include fruits, vegetables, wholegrains, unflavoured dairy, eggs, seafood,
poultry and lean red meat. Ultra-processed foods include ready to eat snacks(veg and non veg), many
breakfast cereals, ready-made meals, sweet desserts and many packaged snacks such as chips.

¢ Drink water: Water is the best fluid to drink and provides benefits to gut health. Water assists with the
breakdown of food, so that our body can absorb nutrients. Water also assists with softening stools,
helping prevent constipation. Drinking plenty of water may also be linked to increased diversity of
bacteriain the gut.

e Eatfoods rich in polyphenols: Polyphenols are plant compounds that may beneficially impact our gut
microbiome. Foods rich in polyphenols include herbs and spices ,colourful fruits and vegetables, nuts
andseed, green and black tea, coffee, cocoa and dark chocolate.

¢ Eat slowly: Chewing food thoroughly and eating slowly may reduce digestive discomfort such as gas,
pain and bloating.

¢ Eat fermented foods: Fermented foods have undergone a process in which their sugars are broken
down by yeast and bacteria. Fermented foods include yoghurt, Idli/dosa, fermented rice
porridge(Kanji), dhokla etc.

2. Gut health and breastfeeding: Breastfeeding helps an infant develop a healthy gut microbiome, which
may help protect against certain health conditions later in life.

3. Gut health and exercise and stress: Regular cardiovascular exercise such as walking and cycling can
stimulate the muscles of the gut to move digestive contents through the body. Exercise can also positively
affect the gut microbiome. Stress can impact gut health. It's important to look after our mental health and
well being to maintain gut health. Manage stress levels by exercising regularly, getting enough sleep,
socialising, using relaxation techniques and eating well.

4. Gut health and sleep: Not getting enough or sufficient quality of sleep may impact the gut microbiome
and may contribute to digestive discomfort.

5. Gut health and probiotic supplements: It is best to improve the gut health through food and other
lifestyle factors rather than supplements. There are many nutrients in wholefoods that cannot be
packaged into a single supplement. Nutrients in foods also interact with each other in a helpful way and
thiscannot be replicated in a pill.

6. Gut health and antibiotics: While antibiotics can be very important and useful, they can also have a
negative impact on your gut microbiome. Antibiotics aim to kill the harmful bacteria when one has an
infection orillness, butin doing so they can remove some of the beneficial bacteriain the gut.
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Customer Serwvice -

BanRingwithia 'Personal Touch

Customer service is the support, assistance to the
buyers or customers or users by seller or company of
any commodity and services, before buying, during
buying and after buying along with proper advice
and guidance.

In our fast-paced, digital-first world, easy
convenience often takes the spotlight. Mobile apps,
automated systems, instant message and chat bots
have completely changed the way we handle our
finances. But even with this entire tech at our
fingertips, one thing remains unmatched and
irreplaceable: “The Human Touch” or “The
Personal Touch”.

At its heart, banking is about more than just
numbers, transactions, and accounts — it's
fundamentally about 'People'. It's about building
trust, solving problems, and helping both
individuals and businesses prosper. This is where
customer service with a personal touch becomes
not just valuable, but absolutely essential.

Why the Personal Touch Still Matters?

While digital tools provide speed and efficiency,
they often miss the mark when it comes to the
nuances of human interaction. Personal customer
service fills that missing link. Whether it's a friendly
greeting at the branch, a phone call to clarify a
financial product, offering a cup of tea or a banker
who remembers your name and financial goals,
these moments forge meaningful connections.

A personal touch reassures customers that they're
not just another account number — they're

NN s - 5 2025 - IoE 2025 1 301

56

Uday Paul

Customer Service Associate &
Kolkata Manicktala Branch

recognized, heard, valued and part of the banking
family.

Benefits of Personalized Banking Service

1. Stronger Relationships
Customers are more inclined to stay loyal to banks
where they feel understood and respected. A
personalized approach nurtures deeper, long-
lasting and trustworthy relationships that extend
beyond mere transactions.

2. Better Financial Outcomes

When bankers invest time in understanding a
customer's unique situation, they can provide more
tailored advice — whether it's selecting the right
mortgage, planning for retirement, investments or
managing debt.

3. Trust and Confidence

Transparency, empathy, and personal service
cultivate trust. And trust is the foundation of every
successful banking relationship.

What Personalized Service Looks Like

Greeting - A formal expression of goodwill to
welcome any customer.

Listening First - Taking the time to grasp a
customer's needs before jumping to solutions.

Consistency - Providing a dependable suggestion,
whether in person, over the phone, or E-mail
whenever required.

Follow-ups - Remember past interactions and
following up as promised.

Empowerment - Helping customers make informed
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decisions clearly and respectfully without judging.

Commitment - The most important one - To keep
promises and complete tasks on time. It is the
ethical standard of professionalism.

Use of technology along with Human Care

Personal service neither means to reject technology
nor a competition between the two — it means to
use this combination wisely. It is more fruitful when
digital tools are used to enhance customer service,
not replace it. And adoption of this approach will
lead us to become the best bank. For example:
Al assisted Customer Care services that route
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customersto areal person when required.

In conclusion

Any industry built on trust; Customer Service isnota
tool or mechanism but a simple philosophy. The key
point is to make sure that convenience never
replaces connection nor personal touch. No matter
how advanced the technological tools become,
people will always expect and appreciate a smile, a
name remembered and a sense that there is a
financial partner always present by their side who

truly cares.
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BanRing with A Heart:

The Power of Personal Service

The Enduring Value of Human Connection in a Digital Age

In a country as vast and varied as India—home to
over 1.4 billion people, multiple languages, and a
spectrum of economic backgrounds—banking is
not a “one-size-fits-all “service. With mobile apps,
Chatbots, and Al-driven services, we can now
open accounts, transfer money, and even apply
for loans without ever stepping into a branch. And
yet, amid this digital revolution, one thing remains
timeless andirreplaceable—'the humantouch'.

“Banking with a personal touch” isn't a nostalgic
idea; it's a strategic and emotional necessity. At its
core, banking is not just about money —it's about
trust, relationships, and life's big moments.
Whether you're buying a home, saving for your
child's education, or recovering from financial
hardship, the presence of a compassionate,
attentive banking professional can make all the
difference.

Why Personal Touch Still Matters

A 2023 report by KPMG India found that 72% of
customers in Tier Il and Il cities prefer human
interaction for complex banking services. It's not
just about comfort —it's about confidence. People
want to feel heard, valued, and understood.

In rural banking, staff often take on roles beyond
finance — they become informal advisors,
problem-solvers, and pillars of the community.
When afarmerin Maharashtra walks into a branch
looking to finance seeds for the season, what they
seek isn't just credit — they want assurance,
guidance, and a human connection.
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Take the example of Ramesh Kumar, a 61-year-old
pensioner in Uttar Pradesh who struggled to
submit his digital life certificate. At his local Canara
Bank branch, a young officer patiently guided him
through the process, offering both technical help
and a warm cup of tea. “She treated me like her
own father,” he later said., “I walked in anxious,
but left smiling.” This isn't an isolated story—it's a
testament to how banking can be both
professional and personal.

Personalized Banking in Rural India

In a drought-prone district of Maharashtra,
Santosh Patil, a small farmer, was on the verge of
abandoning farming due to crop losses. When he
visited the branch to close his Kisan Credit Card
(KCC) account, the branch manager didn't just
acceptthe form. He sat with Santosh, reviewed his
credit history, connected him with a government
subsidy scheme, and restructured the loan under
relaxed norms. Three seasons later, Santosh had a
bumper harvest — and a renewed relationship
with his bank. Branch staff should be trained to act
as financial advisors, not just service providers. A
little empathy and local knowledge can prevent
financial distress and deepen customer loyalty.

The Senior Citizen Experience

In many urban and semi-urban areas, older
customers still prefer traditional banking
methods. But aging shouldn't mean
inconvenience. During the pandemic, 76-year-old
Kamalamma from Bengaluru couldn't travel to
her bank to withdraw her pension. She contacted
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her nearby branch and the representative not only
helped her through doorstep banking services but
also set up her UPI and mobile banking, patiently
guiding her over multiple visits. Today,
Kamalamma not only checks her balance via
mobile but also pays her BESCOM bill online —
with confidence. Physical services should be
combined with digital literacy drives for senior
citizens. Make them independent, notisolated.

The Real Wealth Is Trust
While India's Fintechs revolution is rewriting

the rules of convenience, trust remains a
currency that only personal service can buy. From
a helpful bank officer guiding an elder through
paperwork to a branch manager believing in
a woman entrepreneur's dream, these moments
of humanity are what define banking with
a personal touch. Because in India, “banking isn't
just a service — it's a relationship”. And when
relationships are nurtured with care,
understanding, and a smile, they last a lifetime.

%k %k %k k% k

CUSTOMER; SERVICE|-

Poetry

BANKING; WITH| A PERSONAL, TOUCH(

A Smile at the Counter-Warm and True,
Speaks more than banners ever do.
A gentle word, a listening ear,
Brings every customer closer and near.

When service shines with honest care,
Trust and good will fill the air.
No billboard loud, No Ad so bright,
Like happy hearts that spread the light.

A Nod of respect, a mindful tone,
For Seniors who walk alone.
A little patience, a helping hand,
Goes far more than we understand.

The app may click, the tech may gleam,
But hearts remember the human team.
For every thoughtful and kind “Hello”,
Is a seed of loyalty we Sow.

So, serve with Grace and make them stay,
Let comfort guide their every day.

Every smile, let service lead,
And word of mouth will plant the seed.
Because the best publicity we find
Is a satisfied heart and a grateful mind.

Divya Balaka
Officer
Credit Review &
Monitoring Section
Pune CO
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ODE| TO GINGER.

You came like an angel to our house;
You won all hearts, left none to grouse.
Your shiny brown coat and piggy tail; : _‘ﬂ
Boundless love, your eyes unveil.
Your toy-like bark and a loving heart;
You are a stress buster that sets you apart.
When we came home, weary from the day;
You'd leap with joy and lead the way.
Stretching on the floor with your belly up;
Craving our loving rub.
A love for you resides in our hearts, so high,
If love were a cure-all, you'd never say goodbye.
Your paw prints left a memory slim;
Our hearts still ache, pain-filled to the brim.
Life will move, the flowers bloom;
The Sun and Moon will rise and gloom.
But our hearts will ache, and tears won't dry;
As days pass by, the pain won't die
Your absence is felt, a void so real;
Can time heal our hearts' ordeal?
For your loving barks, our ears will crave;
Silently, you sleep in a grave.
Immortalized in our folklore;
Your love echoes in absence evermore.
My lips, in silence, pray to God;
For you, my love, | wish to say.
After my final breath, to the heavens, when my spirit glides;
I'll softly knock, for a glimpse of you that in heaven abides.
There, you welcome me in the same funky way;
Waited so long to see this day.
Stretch on the floor with your belly up;
Longing to give you a loving rub.
Don't ruffle, my love, my pious soul.
We won't part now, let's rejoice, with our hearts and souls.

Pradeep Tandon
Ex Staff, Canara Bank
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CUSTOMER SERVICE -

BANKING WITH A PERSONAL TOUCH

Customer service implies different things in
different businesses, but it always comes down to
the same cardinal element: providing outstanding
levels of services to the clients. In the banking
industry, banks that constantly improve the
customer service, grow 3.2 times faster than the
competitors who do not. It is quite common to see
more than half of customers switching over to arival
bank after a single disappointing interaction with
the staff of their current bank.

Financial institutions such as banks spend the
highest Customer Acquisition Costs (CAC) in the
market today. Acquiring new customers can cost five
times as much as retaining the old ones. Therefore,
it is very much crucial to implement effective
customer service techniques in the banking
industry. Exceptional customer service in banking
requires the offering of personalized financial
solutions and support that not only meet but
surpass customers' expectations.

When we look back at the history of banking
industry in the early 19th century in India, due to
many socio-economic disparities in our societies,
not all the people had the access to banking
opportunities. In such an era our priced Founder
Shri Ammembal Subba Rao Pai used to go in bullock
carts across the villages to create awareness about
mobilization of resources from among the
communities for self-upliftment and to free the
people from the clutches of the unscrupulous local
loan sharks charging exorbitant interest rates and
plundering the society.

Our Founder believed in creating an institution
focused on social responsibilities. “Focus on your
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Senior Manager

Recovery Section

Regional Office East Bangalore

goals and profits will follow” was his adage. In
the very seed of our founder's vision, customer
service is first and the rest will follow and this
article “CUSTOMER SERVICE-BANKING WITH A
PERSONAL TOUCH” reiterates the paramount
importance of customer service in our banking.

Customer service has come a long way from “In-
person” service to “Artificial Intelligence (Al)” now.
Times has flown, technologies have changed, but
the one that has not changed and will never change
is customer service.

Our Mother Bank is known for the Customer Service
with Personal touch. Starting from manual days,
when it was just pen, paper and calculator, our staff
knew every customer details by heart, tallying was a
state of art for them and branch staff were like family
members of the customers.

This was possible only because of the trust earned
by our forerunners. We are now in the same relay
race, carrying the customer service torch high,
handed to us in golden plates by our noteworthy
seniors. The initial services rendered to customers
were only savings and small loans, but now we have
a number of different products and the banking
panorama has expanded several fold in the recent
years from generic to tailor made products to cater
the needs of customers.

With the economic liberalization in the early 1990s,
Multi-National Companies (MNCs) have set up their
units in several parts of India; the per capita income
has increased, development has become visible in
all segments of our society causing the money flux
among the people to reach paramount levels, thus
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giving us good opportunities to tap huge market. In
the wake of development, customer service has
seen greater heights. Let us see some of the
customer service tactics as shown below :

GREETWITHASMILE

Greeting our customers with a smile is a simple yet
mighty way to improve customer satisfaction and
build a positive customer experience. A friendly,
genuine smile makes customers feel welcome and
valued, generating a more positive and participatory
interaction.

EMPATHISING

The concept of empathy is very much crucial in
promoting a meaningful relationship and creating
exceptional experiences in customer service.
Empathy in customer service means that we need to
put ourselves in our customer's shoes and
understand their pain points. As a business, it is the
ability to understand what a customer experiences
when they use our products or services.

OFFERING HOSPITALITY

Offering snacks and beverages can be an invaluable
approach for banking businesses to increase sales of
our products, enhance customer satisfaction, and
improve retention. By offering a variety of options
and catering to different preferences, banks can
create a positive and congenial experience for their
customers, resulting in increased loyalty and repeat
business.

TRUSTBUILDING

As financial advisors, we should always be in a
position to advise them on “HOW TO DEPLOY THE
FUNDS EFFICIENTLY” and we should help them in
choosing the right loan product for their needs in a
customized way. Customers should always have the
feeling that they have come to the right bank where
their interest will be given the top priority rather
thanthe bank's profit making.

HAVING APERSONALTOUCH
We should always be in constant touch with our
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customers. In early days it was only through physical
visits, but now we are in the digital era, “ONE
TOUCH AWAY” through mobile phones. Our
customers should have the feeling that bankers are
available for them to reach out and they should feel
free to contact us without any hesitations.

RESPOND RATHER THAN REACT

As bankers, we should always think rationally and
respond to customer requests with thoughtful
consideration rather than to react to them on
impulse. As the saying goes “relationships are
brittle”, so always we have to handle it with utmost
care, putting our ego at the back seat.

FASTERTURNAROUND TIME

Whenever we receive the request from the
customer, faster solutions are to be given along with
efficient decision making, which will help the
customer to get our support in the correct time,
making him feel like “RIGHT TIME AT THE RIGHT
PLACE”.

BRAND BUILDING

We should always explain our products comparing
to the peer institutions, so as to elevate our offers
and how we stand-out in offering the best service
and make our customers feel like they have profited
and have taken the correct decision by associating
with our Mother bank, which will result in
“HIGHLIGHTING OUR BRAND”.

Some of the innovative strategies, best practices
and creative solutions to enhance our customer
services can be summed as below:

OMNICHANNEL PRESENCE 360°

Bank should be omnipresent like in phone, email,
chat, voice bots, social media, or in-person for
making the customer service seamlessly flow to the
customers. With the help of Artificial intelligence,
we can grow to greater heights in customer service
puttingthem in the utmost comfort.
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BANKIN YOURFINGERTIPS

With the increased usage of mobile, now our bank
has come up with ail-Mobile Banking App, which is
the most advanced mobile banking service
rendered to our customers, who can do banking
with it 24*7*365 days seamlessly.

LOAN-JUSTACLICK AWAY

With digitalization, more innovative compliance-
oriented websites are needed to be developed for
availing of loans by the customer in a single click,
hassle free and paperless.

WORKSHOPS ON INVESTMENTS AND BUSINESS
Bank should conduct workshops on “HOW TO
INVEST SMARTLY” and invite successful business
customers to share their success stories for the
budding entrepreneurs to take their ideologies
further to flourish in their business. Bank should
conduct brain storming sessions on the latest
developments in banking. Customers should be
consistently kept informed about the latest
products. Customer should always feel that our
bankis a partand parcel of their daily life.

AUTOMATED GRIEVANCE REDRESSAL

One of the main challenges customers face is
grievance redressal, especially on holidays. We
should have an end-to-end automated grievance
redressal system in place of human intervention for
speedy resolving of the issues faced by the
customers.

FUN,HAPPY AND INTERESTING BANKING

Customers have started spending their time, energy
and funds in various activities like sports, travel,
cooking, reading, movie watching, shopping, gold
purchase etc. With the help of Artificial Intelligence,
we can club the hobbies of the customer and help
them save funds for the particular activity; for
example, if a customer is interested in reading we
can tie up with Kindle and offer the customer with
reward points to purchase through the particular
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App. Similarly, we can encourage the customer to
save for the foreign trips and tie up with travel
agencies for end-to-end customization of the trip,
giving reward points and discounts on the trip.
Likewise, we can conduct banking quiz to
customers, encouraging them to participate and
earn reward points.

All these will help in meeting out the burgeoning
needs of funds in a phased manner. This will engage
them with our Mother Bank which helps in
improvement of CASA and customers will also earn
reward points.

GOLD PURSE

We know how crazy our lady customers are towards
gold, and with the recent steep increase in gold
prices, it is tough for anyone to purchase gold
effortlessly. To facilitate the easy purchase of gold,
we can tie up with the Jewellery Shops, channelizing
monthly savings of our customers to be converted
into gold grams, and on maturity the customer can
get the gold ornaments from shop.

MY PERSONAL EXPERIENCE WITHA CUSTOMER
While | was working in a metro branch handling
forex, we had an NRI customer, who was a retired
scientist from ISRO and settled in USA. He was in his
80s and with his pension amount he used to do a
foreign outward remittance to his own account in
USA for the family maintenance. One day, due to
some ailment, he wanted an urgent remittance from
our end towards an operation which he was
supposed to undergo within the next 4 hours.

It was day for him and night for us, | had a good
WhatsApp connect with him, and he messaged me
in WhatsApp about the urgent need of the
remittance and shared all the required documents.
The very next day foreign remittance was uploaded
for processing, but due to some compliance issues
we were unable to effect the remittance on the
same date, and | messaged him about the
compliance part.
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Meanwhile, he underwent the operation and seamlesssupport beyond the working hours. On his
messaged me the same night about the non-receipt  next visit, he transferred all the deposits he had with
of funds. He was little disturbed by the delay but still  a peer bankto our Branch and offered his gratitude.
complied with the procedure and the very next day
he received the funds. Two days later, he sent an | gotto know what job satisfaction feels like and how
elaborate mail regarding the timely support ithelpsintheinclusive growth andimage building of
extended by our Mother Bank. our Mother Bank. That, night | fell into a deep and
peaceful sleep knowing that how blessed being a
Although we did only what we were supposedtodo, Banker is! (only because of customer service with a
the customer thanked me profusely for managing personal touch). | take the utmost pride in being a
the India-USA time zone effectively, by ensuring Brand Ambassador of our Mother Bankand lownit.
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Sri Chitti Gyanasagar, CSA, Srikakulam
Branch, RO-Vizianagaram, Vijayawada Circle,
represented the Andhra Pradesh State Para
Fencing team in the National Para Fencing
Championship held at Chennai from 4th to 6th
July 2025. He secured Silver Medal in
Individual Events (Sabre & Foil), Gold Medal
(Foil category) and Bronze medal (Sabre
Category) under Team events.

Sri P Shanmugam Officer, G A Section, RO-Central,
Bangalore Circle has been nominated as the Coach
of the Indian Women Senior Hockey team.

INTERESTING FACTS ABOUT RAJASTHAN

Single hill station : The State of Rajasthan is the only State that has a single
hill station. Mount Abu is located at a distance of 1,722 m above sea level,
which is also the highest point in the Aravallis. Greenery, waterfalls and
lakes can be found in this region.

Nuclear test destination : India's nuclear test was conducted in Pokhran in
1974 under Prime Minister Atal Bihari Vajpayee's tenure. On 11th and 13th
May, India conducted a set of five nuclear tests that left the world stunned.
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Why gold Ioans could continue
to be a Iucrative bet for Ienders?

In the past half a decade, lenders scrambled to
capture the gold loan space leading to heightened
competitionin this space. Traditionally dominated
by gold loan NBFCs due to low disbursal
turnaround times, easy access and early mover
advantage, banks have made huge inroads. The
unorganized segment led by money lenders and
pawn brokers still rule this space with an
overwhelming 60% share with the rest split
between banks and non-banks. But the aggressive
entry of formal institutions is slowly changing the
equation as they manage to wean away more
borrowers to their fold.

Even amidst aggressive inroads by banks and
NBFCs, the gold loan segment is a highly under
penetrated space. India holds the largest gold
stock globally. According to 2019 data, Indian
households own 25000 tonnes of gold. It is safe to
assume that this hoard would have grown to
around 30000 tonnes by now, as we show no
inclination to slow down on gold and jewellery
purchases. Around 900 tonnes of gold are
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imported annually by India and this price agnostic,
conservatively valuing it the stockpile at $3
trillion. Domestic gold imports were S$58 billion in
FY25 testifying to the unflinching affinity towards
the yellow metal. Total gold loans by organized
lenders at Rs 12 trillion just scratches the surface
at 5% of the total stockpile in the country. This
explains the rationale behind mushrooming gold
loan lenders. And going by the huge untapped
potential, there is room for everybody and even
more entrants to co-exist. This is like standard
micro economic theory of a perfectly competitive
firm where more players gain entry lured by extra
normal profits made by existing ones. The recent
instance of a major global PE ( Private Equity)
player striking a deal for a majority stake in a
prominent gold loan NBFC testifies to the vast
potentialin this segment.

Loan against gold is a useful source of funds for the
retail borrower as well as small and medium
enterprises who need to manage their working
capital requirements. The hassle-free nature of
the product is its USP. It is a very safe collateral
with very high liquidation value and attracts no
risk weight. Asset quality is the best and everrising
gold prices mean that more loans can be availed
with the same stock and at the same loan to value
ratios. The multiplicity of lenders in this space is a
great relief to the small-time borrower who can
easily avail a gold loan from the nearest lender
without sacrificing his day's wages. Loan against
gold jewellery by banks have shown a spurt of 76%
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on a yearly basis while NBFC gold loan Assets
Under Management (AUM) continue to grow at
15-20% CAGR. Gold loans come at attractive rates
than many unsecured loan products due to the
low risks involved. While interest rates on
unsecured loans to individuals can go north of
30% in many instances, gold loans typically range
between 10-24%.

Despite the yellow metal scaling the psychological
S$3000 mark, the outlook should remain bullish if
past trends are an indication. In the past twoand a
half years gold price surged by a shade more than
60% due to a host of factors ranging from geo-
political conflicts, speculation over US interest
rate outlook and trade wars. In fact, gold price has
a strong negative correlation with US treasury
yields with speculation over a series of rate cuts by
the Federal Reserve significantly boosting its
appeal. The store of value attribute has also
contributed significantly to its growing demand
during times of uncertainty. And now the
possibility of US economy reflating due to import
tariffs comes handy for gold due to its attribute as
a hedge against inflation. Lastly, continued
demand by global central banks also help to keep
gold prices stay elevated. In 2024, central banks
purchased 1045 tonnes, marking the third straight
year of purchases exceeding 1000 tonnes. The
trend continued into 2025 with 42 tonnes bought
inthe firsttwo months of the calendar year.

Domestic gold prices are determined by
international gold prices as well as continuing
weakness of the Rupee. It is pertinent to note that
though India is a big gold consumer, its demand
does not influence gold prices much as its price is
determined in US Dollars. Factors like Central
Bank demand, dollar value, global interest rates,
cost of mining the metal etc. play a much greater
role.
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Despite gold loans being a win-win proposition for
both the lender and the borrower, some concerns
have been rightly flagged off recently by the
regulator. These relate to auctioning off of gold
without prior intimation to the borrower, lack of
due diligence with regard to LTVs, instances of
spurious gold, improper verification of ownership,
lack of clear monitoring of the end use of funds
and issues with regard to the quality of collateral.
In some cases, the regulator has barred lenders
from disbursing gold loans until the shortcomings
have been satisfactorily rectified.

According to crude estimates, temple trusts carry
another 3000 to 5000 tonnes. The fact that rulers
preserved gold for the posterity without frittering
them away is ample proof that the value of gold as
a store of value has been recognised since ages.
What if gold price falls sharply is the oft heard
qguestion. For this to happen there should be
massive selling of gold stocks. This looks like a
remote possibility now especially when overall
sentiment towards the metal is still bullish. Even if
it were to fall, the bottom would still be above
many previous peaks. For the moment, all roads
lead to gold.

(This article was published in the Economic Times dated
May 6,2025)
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INTERESTING FACTS ABOUT RAJASTHAN

Rajasthan - India's Largest State

Rajasthan is the largest State of India and was formed on 30th March 1949
The vastness of this State can be compared to that of Germany. It was
formed after 22 kingdoms and principalities merged into a single
geographical location. The total area of this State is approximately

3,42,239 sq. km.
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KATHPUTLI -
'STORY/BEHIND THE!STRINGS

“All the World's a Stage”—William Shakespeare.
This quotes takes my imagination to a dimly lighted
theatre room watching the “Kathputli ka Khel “
where the strings of the Kathputli are carefully
manipulated by the fingers of the Kathputliwala. |
could visualise the Kathputlies dressed in vibrant
coloured dress with dazzling jewels dancing at the
whims of the Kathputliwala. Shakespeare uses the
metaphor of stage to depict the life's journey.
Eventually All the world's a stage of puppets or
Kathputli. The world is not just a stage where we act
our lives, but also we are mere puppets controlled
by the forces beyond our control just like the
Kathputli are drawn by the strings in the hands of
Kathputliwala. Kathputliis often used as a metaphor
to designate the one who dances on the whims of
the string puller.

Kathputli craft is an ancient and very popular
performing arts of Rajasthan. The word Kathputli
derives from the word Kaath meaning wood and
Putli meaning lifeless dolls. This Indian art form has
its roots in the state of Rajasthan. This ancient
source of entertainment dates back to thousands of
years. It's a legendry art of storytelling. The
Kathputli shows in Rajasthan are a spectacle that
has captivated audience for generations. Kathputli
shows emerges as a captivating art form that weaves
together tradition, storytelling and craftsmanship.

The Putli are basically wooden dolls dressed
in bright coloured traditional Rajasthani attire.
These puppets are tied to strings and the artist
(Kathputliwala) make them dance with skilfully
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manipulating their hands and fingers and narrating
the folk tales. It is the Kathputliwala that
meticulously assemble the combination of wood,
cloth and strings, breathing life to these inanimate
objects. The Kathputli dance is a legendry folk
heritage of regional culture of India. A class of court
entertainers, stemming from Bhatt community are
the forerunners of this style of narration. This art
form has been passed down from generations
evolving and adapting to the changing times.

The Kathputlies have a unique look with big eyes,
colourful attire with 'gotta' work which make them
look flamboyant. The dolls are stuffed with cotton
and their head is made of wood. The lower body is
made of clothes stuffed with cotton so that they can
be easily moved with threads. The Kathputli on the
stage is the protagonist of a story and backstage, the
Kathputliwala narrates the story. The show narrates
stories mostly educating the society about the social
causes, moral values and sometimes historical tales
of valour. These shows are not just the medium of
entertainment but they also educate the society by
passing down the information in the wittiest
possible way.

The story of Kathputli dates back to some thousands
years ago where there were no televisions, smart
phones or other digital mediums and internet. The
Kathputliwala used to address the society by
narrating various stories having different themes of
love, valour, war, mundane life lessons and
sometimes even sensitive social issues like dowry,
women empowerment, illiteracy, poverty or
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cleanliness. The objective was to entertain the
audience with imparting social and moral message
to the audience. This form of art gained prominence
under the patronage of Rajput rulers who were
known for their love of arts. The Royal Courts during
that time were vibrant stages for puppet
performances combining entertainment with the
preservation of cultural narratives.

However, with the advent of digitalization we are
slowly drifting away from our cultural roots. Kids are
now glued to the smart phone and tablets. Through
this unique way of storytelling by Kathputliwala, the
kids are not just entertained but it also compels
them to think in a manner which enhances their
creativity. This art is gradually fading due to the
growing engrossmentin digital gadgets.

It is undeniable that puppetry serves as a strong
medium of cultural expression and communal
bonding worldwide. These Kathputli transcend
borders, offering timeless tales and moral lessons
that resonates across generations, fostering unity
and celebrating cultural heritage worldwide. On
21st March, every year the world celebrates
the World Puppetry day to give recognition to
puppetry as a global art form and also honour the
Puppeteers. It is a way of appreciating the artisans
who safeguard the traditions and cultural practices
and pass downitto the upcoming generations.

With the lapse of time, the entertainment
preferences of people have changed. In the hustle
and bustle of modernization, the Kathputliwala
have lost their audience. This in turn is affecting
their livelihood. Many skilled artisans unable to
sustain their livelihood are shifting to alternative
occupations. The next generation show muted
interest to take up this traditional skill leading to
slow fading away of this age old practice of Kathputli
making.

The historical significance and cultural richness of
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Kathputli is undeniable. Efforts are being made by
government to preserve this Rajasthan Kathputli art
form. The Rajasthan Kathputli has received the
Geographical Indication (GIl) Tag in 2006. This
designation recognises the unique craftsmanship
and cultural significance, ensuring protection of
their origin and quality.

Apart from Kathputli shows, they have found its way
into the architectural ornamentation of living rooms
these days. Intricately crafted Kathputli adorn walls,
ceilings and doorways adding a touch of cultural
richness to our homes. They are now used as a
decorative element reflect the deep integration of
artinourdayto day lifestyle.

NABARD has taken the initiative to provide financial
assistance to the artisans by helping them to register
and develop their skill. With their support many
artisans have been registered. Even the State
government has introduced various schemes to
promote this craft. Many self- help groups are
provided financial aids through banks to empower
them, potentially benefitting the women
entrepreneurs in this craft. The local government
and cultural organisations are organising workshops
to train the younger generation in this craft and
ensure preservation and evolution of this art form.

No initiative can be successful without active
participation and co-operation from the public. It
requires active participation of the public to create
awareness of this age old tradition, encourage
younger generation to learn this skill of Kathputli
making as a hobby or free time activity for relaxation
because there is no better form of relaxation than
art. The young generation should come forward to
take up this art and showecase it in the digital
platform to create mass awareness. Kathputlies are
an incredible art form passed down to us over the
time, which must be cherished and celebrated to
further pass on to the future generation instead of
fadingitinto oblivion.
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INTERESTING FACTS ABOUT RAJASTHAN

Colour coded cities

The most visible fact about Rajasthan is that every city in the State follows
a colour code. Jodhpur is known as the Blue City, due to blue walls of the
houses of the locals, Jaipur is known as the Pink City, Udaipur as a White

City and Jaisalmer as a Golden city.
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SIMPLICITY —/A VIBE BY ITSELF

There he was, just another face in the crowd. Be it at
a wedding or gathering, he sat there in simple dress
in a simple manner, his appearance quiet yet
profound. Nothing about him clamoured for
attention, and yet in that very stillness, he stood
apart. Fathering two kids, taking care of an aged
mother, shouldering a responsible job at a
prestigious educational institution, this Professor in
his late fifties seemed to exist in perfect harmony
with the rhythm of life, gently nudging its course
when needed, but largely allowing the flow in its
indigenous path, a path withered over years with
countless experiences. He always embraced it,
never fighting against the tides, mending them just
enough for the sail, like several others, but what set
him apart was the silence with which he did.

His journey was more of experiential than
expressional and he held all assorted strings of his
life delicately and masterfully like an artist handling
his instrument. This way he skilfully created a
beautiful music of life. Rarely did he speak, but
when he did, it was an unleash of knowledge,
unscathed and unclouded by opinion or ego,
rendering listeners speechless. The reasoning and
thoughts were crystal clear, free from social
conditioning or societal pressures.

A believer in self-reliance, he insisted that his aged
mother go about her daily chores herself ensuring
less dependency on others. Championing this cause
himself, he was self- reliant even after a fatal fall had
restricted his movements in his ripen age. Defying
all characteristics that old age brings with it like
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rigidity of character, egoism, being judgemental;
these qualities further aggravating with
impairment, we could only see him become
humbler and accepting the imperfections of life.

Amidst several wrinkles | can still see the same
twinkle in his eyes, glowing with the joy of self-found
derivations in capturing the core essence of life.
And these customised derivations, crafted by him
and proudly his own, aid him savour all
circumstances with grace.

When asked as to how he could embrace a life so
simple, he said with a smile, “There is no joy that
can ever come close to simply sitting and seeing life
pass by”. And in those words, the depth of his
journey echoed-- a life lived not in grand gestures,
butin quiet contemplation of each fleeting moment.

Each person's journey is different, shaped by
circumstances, burdens and blessings. There's no
one-fit approach to life, nevertheless the focus
should be on leading a fulfilling one, rooted in ethics.
For this one should develop one's own derivatives,
craft one's own equations, adapt, adjust and align
with one's own rhythm. Too many expectations are
hazardous. Simplicity cultivates clarity and offers
peace, not as a reward, but as a way of being. A
simple life, lived honestly and gently, allows one to
taste the rich and varied flavours of existence
without actually drowninginthem.

A HAPPY LIFE IS ALWAYS BECKONING AND
SIMPLICITY IS ITS HALLMARK.
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Short Story

Customer'Service =

BanRing:with a/Personal Touch

In this era, where the whole world is moving
towards digitalisation, human element in banking
steadily is diminishing. People are more
concerned about the targets and returns due to
high level of competition in market. Good
customer service is a crucial touchpoint that can
significantly influence a customer's perception. It
was precisely this personal touch that made
Mr Aditya (name modified) different from others.

This is a story of one polite and humble staff who
was once posted in my branch. He was newly
recruited after completing his 20 years of service
inthe Indian Air Force. Not only his way of working
was different from others, but his attitude
towards the customers was exceptional. | was
shocked to see that he greeted the customers, not
only by their names but also by their account
numbers. While doing all the transactions, he also
used to carefully listen to the needs of the
customers, which made them feel heard. Even the
stone hearted would be softened by his kind
gestures.

On a regular day when we reached our branch,
we got to know that one of our customers,
Mr. Mukesh (name modified) had expired the
previous night in a road accident. We all were in
chaos, when Mr Aditya suggested that as a
compassionate gesture we should personally
meet the family to give condolence. We reached
there to pay our last rites. While the family was
still reeling for their loss, they also showed their
gratitude towards us. Mr. Mukesh was our loyal
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Raiena Shipra Topno
Manager (Inspecting Officer)
Zonal Inspectorate

Lucknow Unit, Ranchi

customer and now his son, also being satisfied
with our services, helped us garner more business
and slowly Mr. Aditya built a good rapport with the
family.

Many years passed, we got transferred to
different places and were busy with our new
assignments. A new campaign had been launched
by our Head Office “Each one source 10”, where
each employee was supposed to bring Rs. 10 lakhs
fresh deposit. Since it was a corporate call, we all
were engrossed in fulfilling the task at the earliest.
Mr. Aditya, being posted in the administrative
office, was finding it very difficult to reach out to
any customer and was trying his best to achieve
his target. One day he got a call from an unknown
number. Reluctantly, he received the call and was
shocked when he got to know that a customer
wanted to deposit a cheque worth Rs 80 lakhs in
his bank account. On further enquiry, the
customer informed that Mr. Mukesh' s son had
referred him to Mr. Aditya for depositing the
cheque in our bank. This unknown customer,
proved to be an angel in disguise for Mr. Aditya
and he was able to complete his task on time.

This incident taught me that a good customer
service builds trust, loyalty and a long-term
relationship. It is not just limited to tea or coffee,
but also focuses on anticipating the customers'
needs and building an emotional connect to some
extent. A warm greeting, an empathic ear and a
genuine concern for the customers' needs never
goes in vain. A good customer service, is indeed a
timeless asset for the future banking.

Shreyas - June 2025 - July 2025 | 301

v/ /

v/ /



__________///

(IR TXPIX BT 3U50)

Customer:Service -
iIBanRingiwithfajPersonalyIouch

In an age where banking is increasingly digitized and
automated, the personal touch is becoming a rare
and valuable differentiator. In today's fast paced
financial world where automations are redefining
service delivery, it is easy to forget the value of a
simple smile. In the banking industry it's the personal
connect that often makes the deepest connection.

In banking industry all banks have almost similar
products but it's the way we treat customer and how
we serve that sets us apart. Customer may not
remember the interest rates or types of products we
are having but they do remember how the counter
staff or Manager made them feel while their visit. As
a branch executive, I've witnessed how a genuine
smile, or a small gesture can turn a routine
transaction into a meaningful experience. Whether
it's an elderly pensioner who needs help with mobile
banking, or a student applying for Education Loan,
they all carry expectations — not just for service, but
forunderstanding.

One moment that has stayed with me throughout,
was when a customer came in not to complain, but
simply to thank our team for the support provided
during a family emergency how we went beyond
their expectations. For them serving after 5 PM or
guiding them through mobile app on holiday was the
biggest thing we did for them. It wasn't a product we
sold or a policy we changed — it was our willingness
to listen, act promptly, and follow up. That's when |
realized: in banking, people remember how we made
them feel, not just what we did.

| remember, once a customer walked in my cabin
which was his second visit and | said Good Morning
Mr. Shah, he had a big smile knowing that | remember
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his name and this in turn added extra mileage to the
service we gave him.

In today's competitive era, where everyone is just
launching new products | feel, being empathetic and
understanding is the mantra to get trust of
customers.

Creating emotional connection doesn't require
elaborate tools— justashiftin approach:

Greet customers by name when possible.
Show empathy, especially during financial
stress.

Personalize advice based on their needs, not
just eligibility.

Celebrate small milestones like retirement of
any customer, result of their kids etc.

Personal care is not responsibility of Branch in Charge
but all the staffs must involve themselves in this. We
must create a 'Care Culture 'in our branches where
we can encourage our team to treat every walk-in as
more thanjustanumberin queue.

It is a proven fact that happier and satisfied
customers lead to higher satisfaction and further, this
also improves our reputation and increases word of
mouth referrals. Sometimes even if the customer is
furious over some issue, addressing their concerns
with care can make them forget the issue and this
approach will lead to fewer complaintsin the future.

In conclusion, while digital innovation is essential,
the personal touch is irreplaceable. As bankers, we
are not just custodians of money, but partners in our
customers' lives. And it's the personal moments that
truly define service excellence.

%k k% k
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Poem

Jaipur:s(Charm

Meneka

Senior Manager

Model Development Section,
Risk Management Wing,

HO Bengaluru

In Rajasthan's heart, a city so fair, An astronomical wonder, beyond compare.
Jaipur's history, a story to share. The observatory's instruments, a marvel to see,
Founded by Jai Singh, a King so wise, A testament to India's scientific legacy.
In 1727, a city that would rise. Nahargarh Fort's views, a sunset to see,
Jaipur's history, a story to tell, A breath-taking panorama, of Jaipur's glee.
Of battles and triumphs, of glory and fall. The fort's architecture, a blend of styles,
The city's culture, a treasure to share, A testament to Jaipur's rich cultural guiles.
A blend of traditions, that are beyond compare.
From Jai Singh to present day, Johari Bazaar's colours, a vibrant display,
Jaipur's legacy, continues to sway. A shopper's paradise, in every way.
The city's charm, a treasure to behold, The market's wares, a treasure to behold,

A place where history, and culture unfold. From jewellery to textiles, a story to unfold.
The city's architecture, a blend of styles, The music and dance, a spectacle to see,
Rajputs and Mughal, a treasure that smiles. Ghoomar and Kathputli, a performance to be.
The forts and palaces, a testament to the past, The food is delicious, a blend of flavours so fine,

A legacy that lives on, forever to last. Dal Baati Churma, and Laal Maans, a taste divine.
The camel and horse rides, a fun way to explore,
Jaipur, a city so fine, The crafts and artisans, a treasure to behold.
A blend of history, culture, and design.
Amer Fort's grandeur, a sight to see, Jaipur, a city so grand,
A majestic structure, built for royalty. A treasure trove, of history and land.
The Sheesh Mahal, a palace of glass, Jaipur's charm, a story to tell,
A mirror-like reflection, that forever will last. Of traditions, culture, and history to compel.
City Palace's beauty, a treasure to behold,
A blend of Rajput and Mughal, stories untold. The city's beauty, a treasure to behold,
The palace's gardens, a haven of peace, A place where history, and culture unfold.
A place to relax, and let the senses release. Jaipur's warmth, a welcome to all,
A city that enchants, and stands tall.
Hawa Mahal's latticework, a work of art, Jaipur's significance, a story to share,
A palace of winds, that touches the heart. A city that's rich, in history and care.
Its intricate design, a marvel to see, Its legacy lives on, a treasure to see,
A testament to Jaipur's rich history. A city that's timeless, and forever will be.
Jantar Mantar's ancient wisdom, a treasure rare, s ok ok ok ok
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Rajasthani Fresh Turmeric Curry
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Pallavi Pallav
Manager
Industrial Relations Section
HR & PR Wing, HO Bengaluru
Turmeric is not only a spice that is regularly How to make Haldi ki sabzi:
used in Indian Household but is also very 1. Heatakadhaiandaddghee.Oncetheghee
healthy. “Haldi ki sabzi” is a Rajasthani winter is hot, add cumin seeds, bay leaf, hing,
dish as turmeric has heating properties. green cardamon, clove, cinnamon,
chopped garlic cloves and green chilies.
Ingredients (Serves 4-5): 2. Once, t‘he? garlic is cooked, add onion and
e Fresh Turmeric roots (grated): 250 gm SRV 1050 Ela broyvn. .
e Ghee: 100 em 3. Add the grated turmeric and grated garlic
o g. and sauté for 15 — 20 minutes till the
* Onion: 1 pc finely chopped turmericis cooked thoroughly.
* Bay leaf: 1 pc 4. Add tomato and sauté for 2 - 3 minutes till
e Asafoetida (Hing): 1 pinch the raw flavor disappears.
e Cumin seeds: 1 tsp 5. Add fresh green peas and sauté for 2 - 3
e Green cardamom: 2 pcs. minutes.
e Clove: 2 pcs. 6. MearTwhiIe, whisk. the curd with Kashmi.ri
. . lal mirch and coriander powder (we will
e Cinnamon stick: 1 small . o .
} _ not add turmeric as it is already there in
e Garlic Cloves: 15 -20 pcs. Finely chopped the sabzi)
* Green chilly: 3 - 4 pcs. slit 7. Now, lower the flame and add the curd
e Ginger: 1inch grated mixture in small batches while
e Tomato: 1pc finely chopped continuously sauteing the sabzi till it
e Fresh Green peas: % cup (should be soft) comes to boil. . _
e Fresh Curd: 1 cup (at room temperature 8. Addsaltas per reqwrement a.nd mix. )
and not too sour) 9. Add cashevYS, cover with a lid an_d cook |.t
. ) for 5 — 7 minutes on low flame till the oil
e Kashmiri Lal mirch: 1 thsp oo
) separatesstirring in between.
¢ Cor!anderPowder: 2 tsp. 10. Switch off the flame and garnish with
* Coriander leaves (chopped): 1 thsp finely chopped coriander leaves.
e Cashew: 8 — 10 pcs (optional) 11. Serve the tasty and healthy “Haldi ki
. Salt: As per taste Sabzi” with hot Phulkas and onion/salad. )
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Book Review

THE WEALTH MONEY CAN'T BUuY

— Robin Sharma

Robin Sharma'’s latest book “The Wealth Money Can't Buy” L
is attractive for its own title. The book is from the author T'u 8 Hidden Habits
who has given International bestselling books like The | @ ive Your Richess Life

5AM Club, The Monk who sold his Ferrari etc. ,1.

The book starts with the personal message from Robin &ﬂ
Sharma which is warm and friendly. His style of writing is
unique and we feel like conversing with the author as a l“(b ng

friend or companion. It is highly philosophical but r
explained in simple terms along with anecdotes. ﬁ'\ s:l? ;

To live our richest life, Robin unveils the eight forms of

wealth. They are Growth, Wellness, Family, Craft, Rﬂbi!‘] Shﬂl‘['ﬂﬁ

Money, Community, Adventure and Service. Each form of

wealth is packed with subtopics explained with due care. MRP: 3299 | Pages: 416
Language: English | Genre: Self-Help

—
-
—
"
i-Iu

We are mostly carried away by the assumptions or thoughts we form in the society. We
are determined by the material possessions, title and fame we have in the society but
not on our inner peace and joy. Success is often defined by external standards . As we
climb up the ladder of success outwardly we may feel elated but, inside we feel empty
which leads to emptiness, excessive stress and depression. Life is looked upon with
contempt. It is rightly said by Bob Marley, “Some people are so poor, all they have is
money.”

In this book, Robin Sharma provides insight into the life changing techniques which can
be referred often and be inculcated in our daily habits to see more joy within
ourselves. During the course of reading one can feel elated and can sense the
confidence building within. This confidence and joy is infectious and leads to having
good rapport with the fellow human beings and co- workers and as a banker with
customers also. This positive attitude and inner happiness results in good team
building in the branch or admin setup thereby efficiently and effectively serving the
Customers.

It's a perfect self-help book which each one of us must read and imbibe
the contents for our better self. Happy Reading!

By S. Pavithra |
Officer, Kolar Regional Office
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ED Sri. Bhavendra Kumar met Sri. Sudhansh Pant, IAS, Chief Secretary of Rajastan on 10.07.2025 and discussed various Bank offerings
on both deposits and loan products and potential collaborations in public delivery through banking channels. Seen in the Picture GM
Smt. Geetika Sharma and Sri. Sanjay Kumar, GM(D), Jaipur Circle Office.
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GM, Sri | Panduranga Mithanthaya, Circle Head, Tirupathi, welcomed Executive Director, Sri S K Majumdar for a review of performance
for Q1 FY 2025 - 26 of the Circle on 5th July 2025.
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