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Our motto 'Make Life Simple’
inspires every initiative, ensuring
that customer convenience is
at the forefront of all that we
do. This commitment is paired
with our legacy of stakeholder
trust — a trust we deeply value
and continuously strive to
strengthen through responsible
and ethical practices.

Designed to meet the evolving financial needs of our
customers, our innovative offerings are at the heart of
our success. Bolstered with industry-first features, strong
partnerships with renowned brands, and value-driven
offers, our diversified product portfolio empowers both
everyday and aspirational spending, making a significant
impact on lives.

A seamless digital journey is our hallmark. From smooth,
secure enrolment processes to delightful, timely services,
we deliver customer-centricity by leveraging advanced
technologies. Integrations with platforms like UPI enhance
the ease and efficiency of our payment services, while
partnerships with major card networks extend our reach.

Trust is the cornerstone of our operations. We are
dedicated to protecting personal data, ensuring fair fees,
and addressing concerns proactively. Beyond serving
customers, we prioritise environmental, social, and
governance performance, ensuring our operations are
compliant, secure, and sustainable.

With a relentless focus on driving convenience/value and
reinforcing the trust placed in us by millions, we are poised
to shape an exciting future for all stakeholders. Join us as
we script the next chapter of our glorious journey.
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About the Report

We are pleased to present our maiden
Integrated Report <IR> for FY 2023-24.
This report serves as a key communication
document intended for all our stakeholders.
It provides comprehensive insights into our
operational and financial performance, as well
as its impact on our strategic objectives and
our ability to generate sustainable value. We
are committed to continually enhancing this
report by incorporating additional elements
in the future, maintaining our dedication to
building trust and fostering transparency with
all our stakeholders.

REPORTING APPROACH

During FY 2023-24, SBI Cards and Payment Services Limited
(referred to as ‘our', ‘us’, 'we' or 'Company') made a proactive
decision to adopt Integrated Reporting <IR>. Through this
report, we aim to offer stakeholders comprehensive insight
into our integrated value-creation process, rooted in the six
capitals framework aligned with the principles established by
the International Integrated Reporting Council (IIRC). These
capitals span both financial and non-financial dimensions,
comprising Financial, Service, Intellectual, Human, Social &
Relationship, and Natural Capital.

SBI Cards and Payment Services Limited

REPORTING PRINCIPLES AND FRAMEWORK

The financial information presented in this report is in line with
the requirements of:

e The Companies Act, 2013 (including the rules made
thereunder)

e The Companies (Accounts) Rules, 2014

e The Securities and Exchange Board of India (Listing
Obligations and Disclosure Requirements) Regulations, 2015

The report has been prepared in line with the <IR> framework
prescribed by the International Integrated Reporting Council
(IIRC), referencing the Global Reporting Index (GRI) and the
United Nations Sustainable Development Goals (UN SDGs).

ASSURANCE STATEMENT

SBI Card underwent a thorough internal validation process
during the development of this Report to ensure the quality
and reliability of the information disclosed herein. SGS India
Private limited, an independent external assurance provider,
has assured the BRSR Core Indicators (KPIs), in accordance
with reasonable assurance requirements based on ISAE 3000
Assurance standards. The assurance statement forms a part of
this report.
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REPORTING SCOPE AND BOUNDARY

The report contains information solely concerning the
operations of SBI Cards and Payment Services Limited, unless
explicitly stated otherwise.

REPORTING PERIOD

The reporting period for this Integrated Report is April 1, 2023,
to March 31, 2024.

OUR CAPITALS
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Forward-looking statement

Certain statements in the Report
regarding our business operations may
constitute forward-looking statements.
While these statements reflect our future
expectations, it's crucial to recognise
that various risks, uncertainties, and
other significant factors could lead to
actual results differing materially from
our expectations.
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SBI Card At a Glance

SBI Cards and Payment Services Limited

A Pure-Play of Excellence

With trust, safety, and transparency at the core of our operations, our customer-centric approach
has established us as a leading player in India’s credit card industry.

Established in 1998, SBI Cards and Payment Services Limited,
a subsidiary of the State Bank of India (SBI), is India’s largest
pure-play credit card issuer. Our relentless pursuit of excellence
across all facets of operations has been a key driver of our
success, giving us a robust customer base from the early stages
of our journey, which continues to grow.

We offer a diverse range of innovative products and services
to fulfil our customers’ evolving spending requirements. Our
commitment to delivering value to customers is rooted in our
trifold corporate ethos - Purpose, Passion, and Innovation.

We have 1.89 crore cards in force as of March 31, 2024,
making us the largest pure-play credit card issuer in India.
As of FY 2023-24, we are also the second-largest credit card
company in the country, in terms of both spends and the
number of cards.

Creating a
conducive,
collaborative,
diverse, & inclusive
work culture

Being a responsible
corporate citizen
with ESG at the
core of business
operations
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Offering innovative &
tailored products &

solutions for diverse

customer segments

How We
Create
Value

Driven by values of trust
& transparency to ensure
highest standards of
corporate governance

SBI Card is headquartered in Gurugram, Haryana. Our team,
comprising over 3,800 employees, remains dedicated to
providing world-class financial services to our customers while
creating sustainable value for all our stakeholders.

VIJAY KUMAR

Consistently
delivering
profitability
& growth

Contributing
to India's
digital credit
revolution
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OUR VALUE-CREATION FUNDAMENTALS

® @ @

Purpose Passion Innovation
Safeguarding the trust of the Maintaining the market Delivering products and
stakeholders bestowed upon leadership position achieved services to the customers
us with utmost transparency, through constant value tailored to their requirements
responsibility, and ethical conduct creation and delivery

OUR PRODUCT PORTFOLIO KEY HIGHLIGHTS OF FY 2023-24

We offer cards across all major networks and have undertaken

significant advancements in our payment services by 1 .89 crore ?1 84 K
seamlessly integrating payment technology platforms such as
UPI into our systems. These enhancements have empowered
our customer base with greater convenience and efficiency
in their payment experiences.

Cards in force Average spend per card

18.6% 43.6 15kn

Market share of cards in New accounts opened in
force in FY 2023-24* FY 2023-24

4 N
OUR PROMISE: ‘MAKE LIFE SIMPLE’

We endeavour to ‘Make Life Simple’ for our customers, employees, and
other business stakeholders. Our commitment to delivering on this promise is
manifested in our innovative products and services as well as our responsible
corporate practices adhering to the highest standards.

* According to RBI data
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PRODUCT HIGHLIGHTS
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Key Milestones

Timeline Briefs

SBI Cards and Payment Services Limited

list on BSE & NSE

e Launch of Lifestyle
HC SBI Card, Max SBI
Card, Spar SBI Card

e Launch of AURUM
in Super Premium
Segment, targeted

a N - - N
SBI Card started its Reached 10 lakh e Launch of
journey in India’s cards co-branded
credit card market cards with IRCTC
& Tata
e Emerged as
the second-
largest credit
card issuer
[ ] o o
1998 2002 2006
/
- ™ - ™
° lRekz:]cheﬁidmO o Launch of Doctor’s
aKh cards SBI Card and
e Launch of Club Apollo SBI Card
Vistara SBI Card )
PRIME and Club e Launch of Virtual
Vistara SBI Card Assistant ‘ASK ILA’
e Partnership with
RuPay network
o @
2019 2018
o
~ ™
o The first pure-play e Reached 130 e Reached 150
credit card issuer to lakh cards lakh cards

e Launch of SBI Card
SPRINT, a digital
application process
for new customers

with Landmark Group 3t CXOs e Launch of
e Launch of contactless e Launch of SBI CASHBACK
Delhi Metro SBI Card Card PULSE SBI Card
\ [ ] [ ] o
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Launched Launch of Air India Launch of
chip-based SBI Signature SimplySAVE
EMV cards Card and Air India SBI Card and
SBI Platinum Card SimplyCLICK
SBI Card
([ [ ]
2011 2015
%
- ™ -
e Reached 50 Launch of SBI
lakh cards Card ELITE for
« Launch of SBI premium customers
Card Prime, SBI
Card Unnati and
BPCL SBI Card
o o
2017 2016
/
e Completed e Launch of SBI
25 years of Card MILES, the

e Enabled linking
Credit Card on

e Launch of Relia

SBI Card Prime
@

successful journey

SBI Card and Reliance

of SBI
RuPay

Platform with UPI e Launch of Titan
SBI Card

nce

first travel core
credit card in
the portfolio

2023
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Dinesh Khara
Chairman

SBI Cards and Payment Services Limited

Chairman’s Message

DEAR SHAREHOLDERS,

We are pleased to present to you the inaugural Integrated
Report of SBI Card for FY 2023-24, a culmination of our earnest
efforts to provide a comprehensive insight into all aspects of
SBI Card. During FY 2023-24, your company has traversed
significant milestones in enhancing reporting disclosures.
This report is a testament to our commitment to stakeholders,
marking a pivotal moment in our journey towards transparency
and accountability.

This year, we amplify our message with clarity and resonance
under the theme "Designed for Convenience. Reinforced by
Trust". Our journey revolves around placing customer trust at
the nucleus of our endeavours. Over the years, your company
tailored its products and services to cater to the evolving
needs of our customers, prioritising convenience, adaptability,
and relevance. SBI Card's forte lies in leveraging the synergy
between finance and technology to deliver unparalleled value
to end-users.

MOMENTUM OF SUCCESS

Our sustained success is evidenced by our standing as India's
second-largest credit card provider, reinforced by our position
as the country's second-largest in credit card spends as well in
FY 2023-24. Building upon this momentum, we remain focussed
on expanding our offerings through innovation, technology, and
best-in-class capabilities. Our goal is to create deeper connect

with our customers and key stakeholders, thereby, furthering
the brand’s legacy as well as ensuring your company’s
long-term growth by leveraging India’s consumption-led
economic landscape.

The upward trajectory of the credit card sector has provided
your company with the impetus to expand substantially in
recent times. Credit cards have transcended their traditional
role as mere payment tools to become enablers of credit
convenience, payments flexibility, rewards, and lifestyle
benefits. India's rapid urbanisation and digitisation have
propelled the credit card sector into an era of unprecedented
growth and the momentum is likely to be sustained in
the future.

INNOVATING FOR THE FUTURE

Turning to organisational advancements, your company
has achieved commendable growth in cards in force (CIF)
base, boasting a Compound Annual Growth Rate (CAGR) of
15.7% over the last four years. Concurrently, overall spends
have demonstrated a robust CAGR of 26% during the last
four years. Central to our product development strategy
is the prioritisation of customer convenience. To this end,
your company has introduced the functionality of Unified
Payments Interface (UPI) on SBI Card-issued RuPay credit
cards. This strategic move enables us to leverage the
widespread popularity of UPI in digital payments, further
propelling our growth trajectory.



Our SBI Card SPRINT platform is another excellent example
of our customer-centricity. It enables interested individuals
to apply for SBI credit cards digitally in just a few minutes.
We have been strengthening this acquisition channel and in
FY 2024, we have extended SBI Card SPRINT to YONO and
internet banking of SBI too.

The efficacy of our endeavours is affirmed by the accolades
that we have earned in the industry. During the reporting
period, we have been honoured as a “Superbrand for the year
2023” in the credit card category for the second consecutive
year. Furthermore, we have been bestowed with the “DSCI
Excellence Award” in the category of best security practices in
the non-banking finance sector. This recognition underscores
our relentless pursuit of enhancing information security at the
enterprise level.

COMMITMENT TO COMMUNITY

Beyond our corporate responsibilities, we acknowledge our
commitments to the communities that grant us the privilege
to operate. Recognising them as integral stakeholders, your
company has curated initiatives to foster positive impact on
their lives. Our efforts are aligned with our Environmental,
Social, and Governance (ESG) principles, wherein we
proactively mitigate our carbon footprint and contribute
positively to society. Through our Impact 360 programme, we
integrate these principles into our operations. Our focus areas
include climate change, waste reduction & recycling, inclusion
& diversity, consumer financial protection, responsible
digitalisation, and data privacy & security among others.

Further, our CSR initiatives under SBI Card ‘Pehel’ programme
are spread across five themes - Healthcare, Education,
Skill Development, Environment, and Rural Development.
In FY 2023-24, we have undertaken initiatives to scale
up our Flagship project in new geographies for effective
waste management, rainwater harvesting and afforestation
initiatives, established Mother & Child hospital in Uttarakhand,
upgradation of Government health & wellness centres,
skill development initiative focussing on differently abled
individuals, women and youth in multiple domains, school
infrastructure and technology support, STEM education,
holistic development of village among others. Our value-
driven engagement with communities is exemplified by your
company being honoured with “Golden Peacock Award” for
corporate social responsibility (CSR) and “Best CSR Excellence
Award” in healthcare by ASSOCHAM in their healthcare
summit. These accolades affirm our dedication to making a
meaningful difference in the lives of those we serve.

Integrated Annual Report 2023-24

Our measured response
to the dynamic operating
landscape, agility in

addressing ever-evolving
customer needs, innovation
in product development
and solutions, are some key
interwoven facets that define

SBI Card.
|

GOVERNANCE WITH INTEGRITY

All our initiatives are thoroughly guided, measured, and
diligently implemented throughout the organisation by our
robust governance framework. This framework not only
ensures continuous engagement with stakeholders to identify
and address their concerns but also facilitates comprehensive
risk management to safeguard your company's momentum
amidst any challenging circumstances. This underscores the
strength of our organisational culture, a key differentiator in
the market.

EXCELLENCE EMBEDDED

Our measured response to the dynamic operating landscape,
agility in addressing ever-evolving customer needs, innovation
in product development and solutions, are some key interwoven
facets that make SBI Card a revered organisation in India. These
attributes have been cultivated over time through our experience
and inherent knowledge of the industry and India’s fast-evolving
consumer market. They have contributed significantly to our
already strong brand recall and market standing, reflecting the
trust bestowed upon us by our stakeholders. Your company
remains committed to meeting and exceeding their expectations.

In this regard, | extend my heartfelt gratitude to the Board,
our dedicated team whose efforts have led to the success
of our initiatives, and our stakeholders who have supported
us, contributing to strengthening of SBI Card's stature in
the industry.

Warm regards,

Dinesh Khara
Chairman
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Abhijit Chakravorty
Managing Director & CEO

SBI Cards and Payment Services Limited

MD & CEO’s Message

Dear Shareholders,

SBI Card marked another successful term in FY 2023-24.
It was a year of significance as we celebrated 25 years of
prosperous journey through the Indian credit card market.
Throughout this period, we have consistently established new
standards and reached fresh milestones annually. This growth
trajectory remains persistent, which is evident in our robust
business performance.

The buoyant economic landscape, increasing digital payments
adoption and usage, evolving behaviour of consumers,
inclination towards aspirational spends, and improving
infrastructure have been some of the factors contributing to
the consistent performance during the last few years. By virtue
of its inherent strengths, SBI Card has been well-equipped to
leverage them to its advantage.

OPERATING LANDSCAPE

FY 2023-24 in many ways has been an extraordinary year for
India’s economy. The growth momentum has been strong and
has surpassed all projections. As per the Government data, the
second advanced estimates of real GDP growth stand at 8.2%
for FY 2023-24. The IIP cumulative growth rate for the period
of April-March 2023-24 over the corresponding period of the
previous year stood at 5.8 per cent*. India has not only emerged
stronger amidst the doldrums of the past few years, experienced
globally, but has become one of the fastest growing economies
across the world.

India’s sizeable domestic market and rising incomes have also
contributed to sustain this growth momentum. According to
a recent industry report™*, the country is set to become the
third-largest consumer market by 2026. And with the expanding
digital economy, the Indian market presents promising growth
to many consumer-centric products. This also bodes well for

the Indian credit card market. The outstanding credit cards
crossed 100-million mark during the year. It has also been the
year during which the industry achieved the highest-ever card
spends. In FY 2023-24, total card spends has been at ¥ 18.26
trillion®.

CUSTOMER-CENTRICITY DEFINING EVERY MOVE

Our motto of Make Life Simple revolves around our commitment
to cater to the changing needs of our customers by bringing
convenience, ease, and security to their payments experience.
From products to technology to services, we have ensured that
customer experience always remains the priority.

In FY 2023-24 too, we have continued our approach of
harnessing partnerships with industry-leading brands to
seamlessly offer our enhanced and tailored offerings to our
customers. One of the key product launches this year has been
Reliance SBI Card, introduced in collaboration with Reliance
Retail, India’s largest retailer. Crafted to cater to a diverse range
of customers, from mass to premium segments, the Reliance
SBI Card stands as a testament to our commitment to meeting
varied consumer needs.

Expanding our repertoire further, we have also introduced
Titan SBI Card in collaboration with Titan Company Limited,
a key player in jewellery, watches, eyewear, and ethnic wear
segments. This card has been tailored to address the aspirational
spendings of consumers.

Our unique alliances and partnerships with renowned brands
also extend to offers that we bring to our customers throughout
the year. For instance, during the festive season in FY 2023-24,
we rolled out approximately 2,200+ offers across 2,700 cities,
enhancing the festive experience for our customers. Be it
national, regional, or hyperlocal, our offers transcend varied
customer segments and geographies.

*https://economictimes.indiatimes.com/news/economy/indicators/indias-industrial-production-output-grows-4-9-in-march-2024/
articleshow/110010390.cms?utm_source=contentofinterest&utm_medium=text&utm_campaign=cppst

**https://www.moneycontrol.com/news/business/markets/india-to-outgrow-germany-japan-to-be-3-largest-consumer-market-by-2026-

ubs-12717303.html

*https://www.business-standard.com/finance/news/credit-card-spends-rise-27-to-rs-18-26-trillion-in-fy24-rbi-data-124042400949_1.html
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Technology is one of the key tools to ensure continued
enhancement of the customer experience that we offer through
refinement and addition of features and service capabilities.
The strong focus on technology helps us in driving operational
excellence through achieving higher efficiency, seamless
performance, and cost optimisation.

Our end-to-end digital application platform, SBI Card SPRINT, is
one such key initiative towards delivering customer convenience
and strengthening digital acquisition capabilities. The platform
has been designed with an intent to offer seamless, swift, and
secure way to apply for the SBI credit card, anywhere and
anytime. During FY 2023-24, we have extended the SPRINT
platform to YONO app of State Bank of India. This integration
has enabled customers of SBI to apply for SBI Card on YONO
for a straight-through digital experience. Another important
initiative has been the introduction of UPI functionality which
enables SBI Card users with RuPay cards to make transactions
using UPl-enabled apps. Our monthly average UPI spends per
active account has increased to around ¥ 12,500 in FY 2023-24.
The customers of Tier Il and beyond cities are using this facility
more than the ones in Tier | cities as it further increases the
number of acceptance points for RuPay cards.

In addition to reinforcing our digital security protocols, we
have harnessed the potential of Artificial Intelligence (Al) and
Robotic Process Automation (RPA) in a variety of initiatives that
include forecasting payment behaviours, optimising workforce
allocation, and automated fraud alert curing. This has not only
enhanced our operational effectiveness but has also ensured the
delivery of a best-in-class experience to our customers.

Our endeavour has always been to keep strengthening the
information security posture with enhanced security controls
and practices. We have upgraded our PCI DSS accreditation
to the latest standard, that is PCI DSS version 4.0. Considering
the ever-evolving digital landscape, we continue to invest and
enhance our cybersecurity framework to improve our cyber
resilience and bring agility in business decisioning.

OUR COMMITMENT TO ENVIRONMENTAL, SOCIAL,
AND GOVERNANCE EXCELLENCE

We are pleased to report significant ESG strides in our business
strategy, aiming for sustainability. This year, we cut Scope 2
emissions by 47% from 2019 levels, we have increased
eco-friendly plastic cards to 8% of our portfolio, and digitised
81% of our welcome kits, thus reducing paper use. We have
improved workplace diversity, with women now being 27.74%
of our workforce, and we support disability inclusion. At SBI
Card, we understand that the journey towards ESG excellence
is ongoing, and we remain dedicated to upholding the highest
standards of anti-corruption, human rights, equal opportunity
and ethical practices for all, including LGBTQ+ individuals and
persons with disabilities. We have taken measures to enhance
data security with PCI-DSS 4.0 standards and are working
with suppliers for a sustainable supply chain. Our plans to tie
executive pay to ESG performance underscore our dedication
to responsible business and long-term value.

We will continue to integrate ESG considerations into every
aspect of our operations, setting new benchmarks for
responsible business operations.

GROWTH IN NUMBERS

During FY 2023-24, we have successfully maintained a rate
of around 1 million new accounts every quarter and added
4.4 MM new cards, while continuing to focus on new accounts
sourcing quality. Our cards in force have grown at 13% YoY
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in FY 2023-24 and as of March 31, 2024 stand at 18.9 MM.
We continue to be the second-largest credit card issuer in
the country and our CIF market share has been at 18.6% in
FY 2023-24. Our card spends have also grown to % 3.3 lakh
crore during the fiscal year. Importantly, our retail spends have
seen a strong 27% YoY increase, having reached at ¥ 2.6 lakh
crore. We have also continued to maintain number two position
in the market with 17.8% share in spends in FY 2023-24. Our
30-day spend active rate has been fantastic at 50% across all
quarters of the fiscal year.

Our robust business performance in FY 2023-24 has reflected
well on our financial growth. The revenue increase has
set a new benchmark in growing up to ¥ 17,484 crore with
22% YoY growth. As a result of strong spends growth, our
receivables have increased with a 25% YoY growth, standing
at ¥ 50,846 crore. We have been focussing on strengthening
our overall interest earning receivables and the share of interest
earning receivables has been stable at 61%.

As our numbers speak, we continue to be a profitable company,
achieving a PAT of ¥ 2,408 crore with 7% YoY growth in FY 2023-
24. With ROAE at 21.7% and ROAA at 4.7% in FY 2023-24, SBI
Card has been delivering healthy returns to its shareholders.

FUTURE-READY

In the last few years, credit cards and payments industry has
acquired a renewed dynamism. From technology innovations
to consumer preferences and expectations to fast-changing
market dynamics, the landscape has been expanding and
evolving. This has given birth to many new possibilities, current
and future. Amidst this, SBI Card stands at a vantage point with
a strong position in the market. Our optimism emanates from
our valuable experience earned through two and a half decades
of navigating the Indian market, dedicated focus on our core
business of credit cards, diversified portfolio, strong parentage,
technology-focussed approach, and advanced risk management
and data analytics capabilities. Combinedly, these give us a
unique ability to pave a successful path in the Indian credit
cards and payments market.

As we move through the ever-evolving landscape of the
financial services sector, your partnership remains invaluable.
Together, we are primed to yield exceptional returns on equity
and generate substantial value.

As we draw the curtains on another remarkable period of
growth and achievement, | extend my heartfelt gratitude to our
esteemed stakeholders. Your support and trust have been the
bedrock of our success. Together, we have navigated market
transformations and leveraged opportunities, propelling us
towards new heights of excellence. Your invaluable partnership
has been instrumental in shaping our journey and reinforcing
our commitment to delivering value and innovation.

As we look ahead, let us proceed with renewed vigour and
determination, inspired by the possibilities that lie ahead.

Thank you for your continued belief in our vision and
commitment to excellence.

With best wishes,

Abhijit Chakravorty
Managing Director & CEO
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Awards & Accolades
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QSBl Ca rd SBI Cards and Payment Services Limited

Performance Highlights

FINANCIAL KPIs

Total income (X crore) PAT (% crore) Return on Average Assets (%)
YoY @ 22% YoY @ 7% YoY @ 93 bps
17,484 2,4 .
2,258 08 - 5.4 5.6
14,286 4.7
11,302 1,616 3.8
9,752 9,714 1245
I I I 985
FY20 FY21 FY22 FY23 FY24 FY20 FY21 FY22 FY23 FY24 FY20 FY21 FY22 FY23 FY24
Return on Average Equity (%) Cost to Income (%) CAR (%)
YoY @ 354 bps YoY @ 272 bps YoY @ 257 bps
27.9 58.9 24.8
- 56.9 56. 238 54
228 217
FY20 FY21 FY22 FY23 FY24 FY20 FY21 FY22 FY23 FY24 FY20 FY21 FY22 FY23 FY24
Interest Income Yield (%) Net Interest Margin (%)
YoY @ 27 bps YoY @ 87 bps
15.8 159
FY20 FY21 FY22 FY23 FY24 FY20 FY21 FY22 FY23 FY24
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New Accounts (Lakh) CIF (crore) Receivables (% crore)
YoY @ 16% YoY @ 13% YoY @ 25%
52.0 1.89 50,846
1.68
43.6 a8 40,722
35.7 :
341 o5 18 31,281
I 26I9 I I I 1 25i4 I
FY20 FY21 FY22 FY23 FY24 FY20 FY21 FY22 FY23 FY24 FY20 FY21 FY22 FY23 FY24
Spends (% ‘000 crore) Average Spend Per Card (% 000) Average Receivable Per Card ®
YoY @ 26% YoY @ 6% YoY @ 11%
330 184 26,918
m 22,888 22,722 24,293
262 139 147 21,244 7
186 110
i 122 I I
FY20 FY21 FY22 FY23 FY24 FY20 FY21 FY22 FY23 FY24 FY20 FY21 FY22 FY23 FY24
30-Day Active (%) Gross Non-Performing Asset (%)
YoY @ 10 bps YoY @ 41 bps
54.7 4.99

503 50.4
o 195
2.76
2.35
2.01 2I22 I I

FY20 FY21 FY22 FY23 FY24

FY20 FY21 FY22 FY23 FY24
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Our Impact Figures

oy

alrd

ORGANISATIONAL

The largest

J O3
o,

OPERATIONAL

43.6 15kn

SBI Cards and Payment Services Limited

PEOPLE

3,829

Pure-play credit card issuer

Second-largest

New accounts added in FY 2023-24

1 089 crore

Permanent Employees as of
March 31, 2024

27.74%

Credit card player

227

Sourcing locations

Total Cards in Force (CIF),
making us the second-largest,
with a market share of 18.6%

Women in permanent employees

~39%

Women employees including
permanent & other than
permanent employees




?
e

[ 4 é ®
SOCIAL

? 43 074 crore

Total CSR commitment made in
FY 2023-24

61 ,469 lives

Impacted through education and skill
development initiatives

1 ,1 8,91 3 lives

Impacted through healthcare and
disaster management projects

Ny

ENVIRONMENTAL

6,71 ,1 46 trees

Saved through paperless communication
(From FY 2017-18 to FY 2023-24)

470/0 Reduction

Scope 2 emissions from the
target baseline year

69 Metric Tonnes

Waste avoided being burnt, littered,
and dumped in landfill and water bodies

Integrated Annual Report 2023-24
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Our Value Creation Model

-
——

Financial Capital

Pool of monetary resources

Net worth: ¥ 12,156 crore

Borrowing: ¥ 39,891 crore

Credit Rating (by CRISIL and ICRA):

e Long term: AAA/ Stable e Short term: A1+
1.89 crore Cards in force

25% Y-0-Y NEA Growth

-
—
L\

.5(3& Service Capital

Tangible and intangible assets and resources
directly utilised in the Company's operations
23 Offices

15 Digital Assets

60+ Card Variants

%/

Intellectual Capital

Intangible assets that accentuate our credibility
API-Based Partner Integration

13 projects Undertaken to meet digital security standards
Analytics-based portfolio management and collections
Launch of Turbine 2.0 program

Human Capital

The collective knowledge base acting as key differentiator
Total employees: 3,829

Total training hours dedicated: 1.47 lakh hours

100% Employees received trainings on Code of Conduct
42,000 hours utilised on LinkedIn learning platform

by employees

Employee Wellness Theme “Fuelling Wellness, Igniting
Potential” launched

Social and Relationship Capital

The collective appreciation boosting our morale

Total CSR commitment: ¥ 43.74 crore

New CSR initiatives launched: 19

Shareholding base of 10 lakh+ shareholders (as on March 31, 2024)

Customer-centric approach to accentuate business success and
long-term healthy relationship

Appointed Internal Ombudsman
VRM Tool launched for improved vendor management
3,286 Customer Service Agents (Including NFTEs)

-

Natural Capital

Responsibilities towards conserving the natural resources
Promoting green IT practices to reduce energy consumption
Continuously optimising our operational processes to
identify opportunities for energy savings

Adhered to sustainable waste management practices
Fostering a culture of sustainability among our employees

SBI Cards and Payment Services Limited

OUR PROMISE TO VALUE CREATION

“Make Life Simple”

Only credit card
company to

offer 14 payment
options

Technologically
advanced
Company ensuring
excellent service

delivery
- Key
Differentiator 8
Enhanced Customised
accessibility solutions to cater
to Indians and diverse needs of
beyond the customers

Supported by a
strong brand
and pre-eminent
promoter - SBI

Diversified portfolio of
credit card offerings
and customer
acquisition capabilities

Deep industry
experience and
expertise to provide
best-in-class experience

Strengths that Distinguish

Growing customer
reach and modern

infrastructure

scalable technology analytics capabilities

Advanced risk
management and data

Highly experienced
and professional
management team

Stakeholders Impacted

I/.\.

[ X X
.'.‘I
o
Society and

community

228

Investors

Read more at page no.

UN SDGs impacted

1 Foan 2 i 5 i 8
i | | €

) & ¢ ﬁ.ﬁ

[ X X ]

ana (0]
Customers Employees

Value chain partners

34

DECENT WORK AND
ECONOWIC GRONTH

REDUCED
INEDUALTES

1 “‘.

= r
=) AEQE
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Financial Capital

Promoting financial
convenience through
tailored services

Super premium cards

Core cards

Co-branded cards

Corporate cards

Read more at page no. 06

[ N |
Building a
sustainable future...

Together

Environmental

Focussed on resource
efficiency, carbon
footprint reduction, and
tree plantation

Empowering customers
through value-added
products and services;
communities through
inclusivity; business
partners through ethical
practices and timely
engagements

Governance

Adhering to ethical
standards to reinforce
our commitment to sound
governance principles

% 17,484 crore Total income in FY 2023-24
% 50,486 crore NEA

% 2,408 crore Profit after tax

20.5% CRAR FY 2023-24

4.7% ROAA

Service Capital

1.89 crore Cards in force

43.6 lakh New accounts

No. of Transactions (Volume): 60.41 crore
3 New cards launched

% 330k crore in Spends

e Revenue
e Profitable growth

Intellectual Capital

SIM binding-based authentication implemented for
SBI Card mobile app for better security

PCI-DSS 4.0 certified organisation

1.45 crore active Mobile app installations

Mobile app ratings:

e Play Store - 4.4/5.0

e App Store - 4.6/5.0

Credit Card penetration
e Diversified product portfolio

Human Capital

Total employees: 3,829 employees

27.74% women representation in workforce
653 new hires

Zero cases of recordable work-related injuries

Robust Cyber security
Customer convenience
e Segmented customer offerings

Social and Relationship Capital

61,469 Beneficiaries of education & skilling projects
1,18,913 Beneficiaries of healthcare & disaster projects
3,230 Individuals supported in rural area through
implementation of smart and modern infrastructure
projects

Interim Dividend of ¥ 2.50 per equity share declared
for FY 2024

3.85% Detractor Score (DSAT) demonstrating positive
customer sentiment

Honoured as ‘Superbrand’ for the year 2023 in the
credit card category for the 2" consecutive time

e Employee engagement
* Employee retention
¢ Employee wellness

Community development
e Customer service
e Dividend

Natural Capital

23% Waste recycled in FY 2023-24

6,71,146 Trees saved

~1.90 lakh Trees saved through the implementation
of our paper reduction initiatives in FY 2024 alone
4.730 tCO,e Emission checked through the usage of
FSC-certified papers in FY 2023-24

Waste management

e Reduction in CO, emission
e Reduction in deforestation
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0SBI Card SBI Cards and Payment Services Limited

Our Strategic Objectives

We are committed to future-proofing our business by focussing on customer-first principles,
profitable growth, and enhancing engagement capabilities, all the while optimising our risk
management framework. This journey is supported by best-in-class technology.

Our strategic objectives focus on strengthening our position in the credit card market by tailoring our approach to meet our
customers' needs. With customers at the core, we strive to deliver unparalleled value and experiences. Guided by our motto of
"Make Life Simple", our roadmap emphasises simplicity and customer-centricity, ensuring that every initiative enhances convenience
and satisfaction.

Our business objectives are anchored by key values: Customer First, Earn Trust, Respect for All, Act with Integrity, and Lead

with Courage. Driven by these values, we aim to grow sustainably by building best-in-class systems and creating seamless
customer journeys.

PILLARS SUPPORTING OUR STRATEGIC OBJECTIVES

Supported by a strong brand and Dee(:jp |ndu?ry fxperle.r:jce Diversified' portfolio of credit
pre-eminent promoter - SBI and expertise o provide card offerings and customer
best-in-class experience acquisition capabilities

Growing customer reach
and modern scalable
technology infrastructure

Advanced risk management and Highly experienced and
data analytics capabilities professional management team

OUR STRATEGIC OBJECTIVES

(X X /’\\
IR\ o@Fe e

>, a &
Expanding Customer Wide Offerings to Tap New Accelerating Transaction
Acquisition Capabilities Customer Segments Volume
—
ﬁ 0O — 1
A o o)
Optimising Risk Improving Technology for
Management Cardholder Experience Operational Excellence



(Strategic Objective #1 )

Integrated Annual Report 2023-24

EXPANDING CUSTOMER ~
ACQUISITION CAPABILITIES KPls

As a leading player in India's banca and
43.6 1akn

1 089 crore

open market customer acquisition, we
New accounts

have cultivated a diversified network over
27%

Enhanced digital measures have

Cards in force (CIF)

13%

time. The expansion of our traditional
Spend growth in Retail spends

and digital channels has boosted our
20%

contributed to effective and efficient
sourcing, resulting in sustainable
growth. Our robust nationwide customer
acquisition network has strengthened

Growth in CIF

18.6%

competitive edge and market share.
Spend growth in Corporate spends

.

our position as the second-largest credit
card issuer in India.

Market share of cards in force in

FY 2023-24

Capitals Impacted
Human, Service, and Intellectual Capital

000 i
RO A ¢

(Strategic Objective #2 )

WIDE OFFERINGS TO TAP NEW
CUSTOMER SEGMENTS KPIs

We are constantly diversifying our
product range to appeal to untapped 3
demographics. Key to achieving

\

Launch of UPI Integration with RuPay.

11 takn+

this objective are forging strategic New cards launched

partnerships and leveraging data
analytics. This diversified product range
has enabled us to maintain an engaged
and satisfied customer base. We have
focussed on partnerships with leading
brands in the country and rolled out on RuPay Network
products aimed at fulfilling the varying \_

One of the

Largest Issuer of Credit Cards

Registrations till date

needs of a wide spectrum of customers.
Moving forward, we will continue to
assess, curate, and launch more such
customer-centric products to expand
our reach and cater to diverse customer
segments effectively.

Capitals Impacted
Intellectual, Human and Service Capital

000 S
O 2t g
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0SBI Card SBI Cards and Payment Services Limited

(Strategic Objective #3 )

ACCELERATING TRANSACTION ~ ~
VOLUME KPls

Our strategic focus entails being a
part of customer’s life as a trusted 660/ 330
partner. To ensure the same we have 0 K

implemented a multi-pronged strategy

. Online spend in retail space in FY 2024 Spends (in  crore)
to accelerate transaction volume.
This primarily includes expanding our
marketing initiatives, forging strategic
partnerships, and optimising user
journeys and experiences to increase the 60.41 crore 1 84 K
frequency and volume of transactions. . .
We have observed growth in both No. of Transactions (Volume) Average Spends/Card (in )

POS and online spends across various
categories, including departmental
stores, health, utilities, education, \_ J
travel, entertainment, and restaurants

etc. Online spends, in particular, remain

robust, contributing 66% of total retail

spends during the reporting period,

driving our ongoing efforts to bolster

transaction frequency and volume.

Capitals Impacted
Financial, Human, Service, and Intellectual Capital

S 00 o
= “ah ¢ QO

(Strategic Objective #4 )

OPTIMISING RISK MANAGEMENT Ve ™~

Committed to driving sustainable growth, KPIs
we prioritise a robust risk management
framework. This approach enables us to

quickly adapt and implement necessary 2.760/0 1 050/0
measures, maintaining compliance and
supporting strong growth momentum.
We continually monitor key performance
indicators to enhance operational Accredited with
resilience and mitigate potential risks.
By proactively managing our risks, we PCI-DSS 4.0 and Isoz7oo1
aim to implement our growth strategy
successfully while ensuring the security o %
of our platforms and customers.

Gross NPA Liquidity Coverage Ratio

Capitals Impacted

Financial, Service, Human,
Social/Relationship, and
Intellectual Capital

- 1 O
=H ¢ et W9 O




(Strategic Objective #5 )

IMPROVING CARDHOLDER

Integrated Annual Report 2023-24

EXPERIENCE 4 N
Customer experience is one of the most KPIs
important success metrics and we prioritise Resularl .
enhancing the cardholder experience by * Cef*:jo;rexr’;i((jjg?cslsng 3.850/0
providing proactive service and modifying v
the process to ensure customer feedback is * Robust grievance Detractor Sgore (D.S.AT)
incorporated in spirit of our processes. redressal mechanism der?onstratln% POS't“Ve
e customer sentimen

The company believes in eliminating the need In place to maintain utmost v I
for customers reaching out for servicing customer satisfaction
needs - “Make life simple” for improving . . .
cardholder experience. The key blocks * ?stabllshed escalgtlon matrix
supporting this ambition include Reimagined o ensure appropriate
journey’s, Technology & Al, Customer handling of complex or
Satisfaction and Compliance & Data Security. unresolved issues
Our feedback mechanism reflects our \ /
commitment to satisfaction and continuous
improvement. By actively seeking
and resolving grievances, maintaining
transparency, and embracing a customer-
centric approach, we aim to foster strong
relationships and ensure stakeholder
satisfaction with our products and services.

Capitals Impacted

Human, Social/Relationship Capital

000 ¥

LY
(Strategic Objective #6 )
TECHNOLOGY FOR OPERATIONAL ~
EXCELLENCE KPIs
In our pursuit of operational excellence,
technology plays an important role in kf
streamlining processes, enhancing efficiency WO r 0 rce
and improving decision-making. We leverage o o e
a combination of tools and technologies Optlmlsatlon tOOIS
for integrating innovative solutions, and — -
streamlining processes. We aim to improve Deployed to automate and forecast demand, optimise resource allocation,
efficiency and productivity across all areas and improve overall productivity; Certified by COPC for workforce
of our operations. management practices
These advancements empower our teams
with real-time data and automation o
capabilities, enabling them to focus on higher S PRI NT I ntegratlo n
value activities and optimise resources to - '
ensure seamless operations throughout with SBI's INB and YONO App
our organisation.

. /

Capitals Impacted
Service, Human, and
Intellectual Capital
o1
0% 000

¥ s 9
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SBI Cards and Payment Services Limited

Our Digital Landscape

Technological integration is at the heart of our business activities. The more effectively we
incorporate technology into our operations, the higher the level of service we can provide to
our customers. Our robust digital infrastructure is a cornerstone of our competitive advantage,

positioning us as an industry leader.

SBI Card has continued to innovate and launch new products
and services that cater to the evolving needs of our customers.
Ourinnovative offerings have been well received in the market,
resulting in increased customer satisfaction and loyalty.

The Company rolled out several new IT programs to introduce
new digital technologies, enhance customer experience and fulfil
compliance requirements. Our focus remains on maintaining a
customer-centric approach in developing and delivering digitally
enabled products and services. Supported by robust IT and
digitally-enabled, we ensure seamless customer onboarding,
high satisfaction rates, and extensive outreach.

We have adhered to a 5-pronged approach to optimise our
digital strategy. This includes:

1. Digital Sourcing & Processing

2. Digital Customer Servicing

3. Enhancing Security Posture

4. Leveraging Potential of RPA & Data Science
5

Strengthening Infrastructure

DIGITAL SOURCING & PROCESSING

The Strategy was to extensively increase our digital sourcing
with launch of initiatives such as 'SPRINT' expansion to increase
the digital sourcing penetration, replacing our credit decision
engine from NBSM to Blaze which is state-of-the-art technology
used for credit decisioning etc.

Key initiatives undertaken

e SPRINT expansion: SPRINT Integration with SBI's INB and
YONO App for instant e-card issuance within 5 minutes.

¢ Implementation of Account Aggregator: Integration for
digital surrogate document collection, enabling customers
to share bank details digitally. This feature helps in reducing

document collections from customers and faster processing
of application.

e SPRINT Lite: This version of SPRINT platform has
been particularly launched for BREs (Sales business
representatives) to capture lead in Powerplay App.
This will help the BREs to make the customer fill the
Card Application journey digitally and get their SBI Card
approved instantly.

e Blaze Migration: Successful Migration from the NBSM
credit decision engine to Blaze to offer Streamlined credit
policy management, Unified data handling & Readiness for
Al/ML integration.




DIGITAL CUSTOMER SERVICING

In our endeavour to empower our customers, we have introduced
many new self-service capabilities on its digital platforms. This
year, the Company completely revamped its Mobile App with
enhanced Ul for better customer experience.

Key initiatives undertaken

e Mobile App Revamp: Complete overhaul of our mobile app
Ul with more than 200+ user journeys have been revamped
such as, Login screen, Password change, My Profile,
Dashboard, Benefits etc.

o BBPS Integration: The Bharat Bill Payment System (BBPS)
is an integrated and interoperable bill payment service,
offering consumers the convenience of paying a variety of
bills and recharges, such as electricity, water, Fastag, and
mobile prepaid/postpaid. We are offering our customers
seamless BBPS service through multiple digital platforms,
including the SBI Card website, mobile app, chatbot Ask ILA,
and WhatsApp. We run regular programmes throughout the
year to encourage our cardholders to use these bill payment
platforms for enhanced convenience and experience.

o Expansion of WhatsApp Channel through:

= Statement on WhatsApp: Digitised physical statement
delivery through courier with proactive delivery of
statements through WhatsApp channel to customers.

= WhatsApp Menu Revamp: SBI Card's WhatsApp handle
has got a new look with more engaging Ul and better

Integrated Annual Report 2023-24

customer experience using latest Meta features like
widgets and CTAs.

m Digital onboarding journey has been enabled
through WhatsApp.

Live Chat Integration with Mobile App: Introduced a hybrid
chat experience to our customers to respond to customer
queries related to Webform. Live Chat platform will help in
providing instant resolution to customers queries via live
chat with the agent on the Mobile App.

Launch of UPI Integration with RuPay: UPI RuPay Card was
launched in July 2023 with successful integration with NPCI.
This program is running successfully with 11L+ registrations
till date.

ENHANCING SECURITY POSTURE

Providing a convenient, smooth, and secure payment
experience for our customers, with ongoing security
framework enhancements.

Key initiatives undertaken

PCI-DSS Certification: Annual PCI-DSS certification has
been completed in March 2024. This is a key step towards
building advanced security controls to protect cardholder
data and maintain a secure payment environment.

Enhanced Data Security Controls in Verification Process:
SBI Card Inhouse Dialer’s Setup for Tele verification process.

Strengthening Contact Change Process: Now customers
can change their mobile number & email Id only via SIM-
binded Mobile App. This step has been acted as a safeguard
to customers against fraudulent activities.
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LEVERAGING POTENTIAL OF RPA & DATA SCIENCE

The Company has invested in Data Lake, which brings data from
multiple core platforms into one place, enabling real-time and
near-real-time analytics and next best action for applicable use
cases and business functions.

Ke

y initiatives undertaken

Launch of Turbine 2.0 program: This program has led
Turbine infrastructure expansion of primary set up and build
complete DR for business continuity purposes.

Offers refactoring project: Simplified the Flexi Pay offer
launch process by reducing the time to market significantly.
It provides a centralised offer repository which is exposed
to all channels through APIs.

Leveraging RPA for DR Automation: EMA’s (Employee BOT)
DR Drill steps have been fully automated with the help of RPA
bots. Complete DR switchover and switchback have been
automated using UiPath Assisted Bot

SBI Cards and Payment Services Limited

e Legal tool automation using RPA: Automation for
collections to streamline the legal notice process for
delinquent customers by automated mapping of legal tools
on delinquent accounts.

ST
Str

RENGTHENING INFRASTRUCTURE
engthening our technology infrastructure to integrate new

and best-in-class technologies, ensuring future-readiness of our
robust and scalable platform.

Ke

28

y initiatives undertaken

SBIC Network Proxy Moves to Cloud: SBI Card’s on-
premises Broadcom proxy solution has been successfully
migrated to a cloud-based solution. Cloud-based proxy
solution provides enhanced SLA on support with seamless
internet experience. All end users including VDI & Citrix
Users are migrated successfully to Netskope Cloud Solution.

Technology Upgrade: Below are the key upgrades that have
been accomplished in this Financial year:

= CardOne Upgrade: A comprehensive technology upgrade
of CardOne platform has been done with latest technology
standards. This upgrade has covered server operating
systems, Databases, CRM application, Business Rules
Engine, Reporting Application and Monitoring Application.
120+ servers across 9 environments including production,
DR have been migrated successfully.

= DB Upgrade: SBI Card IT Application databases have
been upgraded to the latest version in order to meet
the compliance. 150+ Application databases have been
migrated under this major upgrade program.

= Originations Database Upgrade: A complex infrastructure

upgrade has been done for critical WCP Originations
databases with robust highly redundant servers ensuring high
availability for all originations applications. This will lead to
better database performance, scalability, reliability, delivering
better business outcomes & operational efficiencies.



T&C APPLY
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Here is a new way for you to earn AN D
Reward Points. Simply add your RuPay
SBI Credit Card to any UPI App and
enjoy great rewards, as you pay. N OT
SBI
e GETTING
REWARDED"

How to make UPI payments Log in to Go to settings to Select RuPay Set UPI PIN
using your credit card: any UPI App | Link/Add Credit Card | SBI Credit Card | to make payments

PLATINUM

RuPay)

Credit on

Apply now for
RuPay SBI Card.
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Risk Management

Effective risk management is integral to our operations. We employ robust frameworks and
advanced analytics to identify, assess, control, and mitigate risks, ensuring informed decision-
making. Our strategy aligns with broader goals, including capital adequacy, earnings stability,
credit ratings, liquidity, and regulatory compliance.

We continually update our risk framework to meet evolving regulations, industry standards, and
best practices, both domestically and internationally. To navigate a volatile business environment,
we have identified key financial risks (e.g. credit, liquidity, market, strategic etc.) and non-financial/
operational risks (e.g. compliance, cybersecurity, fraud, third-party/vendor risk etc.). Our risk
appetite is defined by stringent controls, monitoring mechanisms, and mitigation plans, with
regular measurement and reporting against established thresholds and limits.




NAVIGATING RISK: OUR APPROACH

-

Establishing the Risk Management
Framework

We have embedded risk management
throughout our operations with

a robust framework based on
regulatory guidelines and industry
best practices, utilising tools for
identification, assessment, control,
monitoring, and mitigation.

-

-
-

~

Aligning with Strategic Goals

Our risk management strategy

is intricately linked with broader
objectives, encompassing capital
maintenance, earnings planning,
credit stability, liquidity management,
and regulatory compliance,
articulated through a comprehensive
Risk Appetite Statement.

N

J
~

/

Integrated Annual Report 2023-24

Identifying Key Risk Categories
We identify key risk categories,
spanning financial risks e.g., credit,
liquidity, market, strategic etc., as
well as non-financial and operational
risks such as compliance, cyber
security, fraud, third party
risk/vendor risk etc.

-

N

Implementing Risk Mitigation and
Performance Measurement

We execute risk mitigation plans
aligned with our risk appetite,
employing appropriate controls,
monitoring mechanisms, and

key indicators, whilst measuring
and reporting risk performance
against predefined thresholds on a
regular basis.

J

Sluawajels |eldueuly g
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RISK MANAGEMENT COMMITTEES GUIDING RISK POLICIES AND PRACTICES

Our Board of Directors have instituted Risk Management Committees with the aim of overseeing the organisation's risk management
framework and appetite. This entails approving and monitoring risk management policies, processes, and tools, as well as conducting
regular reviews to reflect shifts in market conditions and organisational activities. The Committee convenes at regular intervals
to evaluate risks and assesses the efficacy of risk management practices, adjusting strategies as required. Governance provides
additional support to the Committee by offering oversight, guidance, and resources, ensuring effective risk management, regulatory
compliance, and fostering transparency and accountability throughout the organisation.
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RISK PROFILING: IMPACT ANALYSIS

CREDIT RISK MANAGEMENT

We manage retail credit card risk by reviewing customers' repayment history and outstanding balances. For corporate cards, we
use risk rating models for detailed portfolio monitoring, assessing risk acceptability, credit thresholds, eligibility, authorisations,
loan conversion, and review frequency.

Mitigation Strategy Measuring Impact

2.76% Gross NPA

0.99% Net NPA

3 2,408 crore PAT

Maintained Capital Adequacy Ratio (CAR) at
20.5% which is well above the applicable
Reserve Bank of India regulatory requirement for
NBFCs at 15%

Implementing detailed underwriting & portfolio monitoring and risk
rating models to determine risk acceptability, drawdown capability,
and credit eligibility to take necessary actions throughout the

o
o
o
credit lifecycle °

INFORMATION & CYBER SECURITY RISK MANAGEMENT

Our Information Security and Cyber Security Policies are aligned with regulatory requirements. We have implemented multiple
detective, preventive, corrective measures to protect our organisation's information assets in line with the ‘Defence in Depth’
strategy. We log and report cyber security incidents and conduct frequent audit and assessments to validate our adherence to
various regulatory compliance requirements.

To minimise risk emerging out of our third-party relationships (supply chain risk), we have a mature third-party risk management
process wherein all third-party vendor / partners are required to adhere to our Information Security and Cyber Security policy
requirements. All these third-party vendor / partners are assessed periodically for implementing and maintaining measures as per
our Information Security and Cyber Security policy requirements.

Mitigation Strategy Measuring Impact

To minimise risk exposure and to enhance overall security posture e Accredited with PCI-DSS 4.0 and ISO 27001

of the Company we: e Received the prestigious DSCI Excellence award

1. Implement multiple detective, preventive, corrective measures under the category of Best Security Practices in
to protect organisation's information assets. Non-Banking Finance Company

2. Undergo regular audits conducted by internal and external
independent auditors to validate adherence to various regulatory
and other compliance requirements.

3. Conduct periodic assessment and compliance monitoring of all
third-party vendors and partners to ensures strict adherence
to our Information & Cyber Security Policy.

No material incident reported to any of the
regulatory authorities in last 12 months

REPUTATION RISK MANAGEMENT

Our Customer Services team efficiently handles complaints across multiple channels, proactively reaching out to customers. We
monitor complaints by category and measure turnaround time, a key indicator for reputation risk management.

Mitigation Strategy Measuring Impact
Maintaining accessible customer services, tracking complaint e Reputed as the largest pure-play credit card
categories, and measuring turnaround time for complaint resolution issuer in the country

serve as key performance indicators for reputation risk management.
Maintaining accessible customer services, tracking complaint
categories, and measuring turnaround time for complaint resolution
serve as key performance indicators for reputation risk management.
Negative Social Media Complaints from high priority customer or

by an influencer, any negative media mention and any penalty paid
to Regulators / Govt. and other authorities are monitored as Risk
Indicators and reported to Risk Management Committee meetings
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REGULATORY COMPLIANCE RISK

As an NBFC, we adhere to regulatory supervision through our compliance framework, monitored at monthly and quarterly
governance forums.

Mitigation Strategy Measuring Impact

Regular monitoring of compliance-related matters e Met all mandatory compliances
at governance forums during monthly and quarterly

meetings aids in ensuring ongoing regulatory adherence

and minimising compliance risk.

VENDOR RISK MANAGEMENT

Engaging multiple vendors across geographies entails risks, including financial loss and reputational damage. We mitigate these
risks through our Vendor Risk Management Policy, which assesses vendors on a risk matrix and conducts due diligence to classify
them as Critical, High, Medium, or Low Risk.

Mitigation Strategy Measuring Impact
Implementation of Vendor Risk Management Policy involving e Adhered to Constant monitoring to averse any
assessing vendors on a risk assessment matrix and conducting due potential risk

diligence to categorise them as Critical, High, Medium, or Low Risk,
thus minimising potential risks associated with vendor relationships.

LIQUIDITY RISK MANAGEMENT

Our business growth depends on availability of sufficient funds, timely and at an optimum cost. Having a robust monitoring and
review process for market risks is key to protecting our financial position.

Mitigation Strategy Measuring Impact

The ALCO supervises the liquidity position of the Company e Credit Rating (by CRISIL and ICRA): Long term:
through a combination of policy formation, review and AAA/ Stable - Short term: A1+

governance, analysis, stress testing, limit setting, e Liquidity Coverage Ratio at 105%

and monitoring.

e Received PCI-DSS certification 3.21 and 4.0

e Recognised with DSCI Award under the category
of best security practices in non-banking

finance company
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SBI Cards and Payment Services Limited

Stakeholder Engagement &
Materiality Assessment

At SBI Card, we believe in fostering open and collaborative relationships with all our
stakeholders. Our stakeholder engagement strategy focusses on creating a platform for
dialogue, understanding stakeholder needs, and incorporating their perspectives into our

decision-making processes’.

SBI Card champions a robust stakeholder engagement process built on the following approach?:

Stakeholder Identification

e We proactively identify a
comprehensive range of
individuals, organisations and
groups who are impacted by, or
have an interest in, our business
activities. This includes internal
stakeholders like employees
and external stakeholders like

investors, shareholders and
community) to tailor our
communication and engagement
strategies accordingly

customers, suppliers, and
regulatory bodies

We carefully consider the
specific interests and concerns
of each stakeholder group
(customers, employees,
regulatory bodies, suppliers,

Stakeholder Prioritisation

T

o Our materiality assessment
allows us to prioritise
stakeholder groups based on
their influence and the potential
impact of these ESG issues on
them and our business

We consider both the potential
impact that a stakeholder
group has on our business

and the influence they exert
on our industry or the broader
community. This combined
evaluation helps us prioritise
our engagement efforts

Engagement & Interaction with Stakeholders

l

e We establish open and
transparent communication
channels with our stakeholders,
fostering a two-way dialogue.
This includes regular
communication through reports,
surveys, town hall meetings,
and targeted outreach programs

e We actively listen to stakeholder

concerns and feedback,
ensuring their voices are
heard and informing our
decision-making processes

"GRI 2-29
2GRI 3-1
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Materiality

Through the stakeholder
engagement process and
materiality assessment, we
develop a Materiality Matrix
that visually depicts the

most significant ESG issues

for both SBI Card and our
stakeholders. This matrix guides
our sustainability strategy and
reporting efforts

Integrated Annual Report 2023-24

For more details, please refer

to Principle 4 of our Business

Responsibility & Sustainability
Report on page no. 149

Benefits of Stakeholder Engagement

e

N

Benefit to Stakeholders: The
most significant advantage

of conducting stakeholder
engagement is the ability to
gain a deeper understanding
of stakeholder priorities

and concerns

Enhanced Decision-Making:

By understanding stakeholder
perspectives, we can make more
informed and well-rounded
business decisions that benefit
all stakeholders in the long run

Risk Management: Proactive
engagement helps us identify
and mitigate potential risks that
could impact our stakeholders
and our business

Building Trust: Open and
transparent communication
builds trust and fosters
stronger relationships with
our stakeholders

Sustainable Growth: Effective
stakeholder engagement
contributes to our long-term

sustainability by ensuring that
our business practices are
aligned with the needs and
expectations of all stakeholders

Opportunity Creation: By
understanding our stakeholders'
challenges, we can identify
opportunities to create products,
services, or solutions that
address them

SBI Card does not indulge in any kind of Collective bargaining agreements?.

Materiality Assessment

i

N

Materiality assessment is a crucial
process for SBI Card as it helps
us prioritise the most relevant
ESG issues to our business and
our stakeholders. Here's how it
holds significance:

Focus on What Matters

Most: By conducting regular
materiality assessments, we can
identify and focus on the ESG
issues that have the greatest
impact on our business success,
stakeholder interests, and

the environment

Risk Management: Materiality
assessments help us identify and
mitigate potential ESG risks that
could impact our operations,
reputation, and financial
performance. By proactively
addressing these risks, we can
minimise negative consequences
and ensure sustainable growth

Transparency and
Accountability: The materiality
assessment process fosters
transparency with stakeholders
by demonstrating our

commitment to understanding
the ESG issues that matter

the most. This process builds
trust and accountability in how
we operate

Competitive Advantage: In
today's business landscape, a
strong materiality assessment
process positions SBI Card as

a responsible and sustainable
organisation, potentially leading
to a competitive advantage and
serving all opportunities

Our Material Topics are categorised based on their impact in our matrix*:

Moderate Impact: Climate Change, Energy Consumption, Colleague Health & Safety, Inclusion & Diversity

High Impact: Waste reduction & recycling, Anti-corruption & bribery, Employee learning & development, Responsible selling
practices, Consumer financial protection, Responsible digitalisation/IT Deployment and automation, colleague attraction &
retention/Future workforce, Business Ethics

Critical Impact: Employee engagement and welfare, Innovative technologies and products, Risk management and compliance,
Data privacy & security.

SGRI 2-30
“GRI 3-2
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Due to ever-changing landscape, we revise and update our materiality assessment every
three years. For more information on our material topics, refer to our Section A Indicator 26
of Business Responsibility & Sustainability Report (BRSR) on page no. 149.

Category Material Topic Code
Environment Climate Change A
Environment Energy Consumption B
Environment Waste Reduction & Recycling C
Social Employee Attraction & Retention/Future Workforce D
Social Employee Health & Safety E
Social Employee Learning & Development F
Social Employee Engagement and Welfare G
Social Consumer Financial Protection H
Social Inclusion & Diversity I
Governance Business Ethics J
Governance Anti-Corruption & Bribery K
Governance Responsible Digitalisation L
Governance Innovative Technologies and Products M
Governance Risk Management and Compliance N
Governance Responsible Selling Practices 0
Governance Data Privacy & Cybersecurity P

High Relevance to Stakeholders, Peers
and Global Trends

High Relevance to Organisation

Moderate - High - Critical
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SBI

SBI Card | had an amazing experience with your
social media team. | raised a query and it was
resolved in few mins. Shoutout to Karandeep
Singh in the social media team. Well done

@SBICard_Connect | would like to thank
employees like Neetu, she took all the efforts to
resolve my query and helped me with the best
solution possible. Understood the issue apt and
quick resolution was provided. Kudos !!

)

(4

SBI Cards and Payment Services Limited

@SBICard_Connect Thank you SBI for solving
my issue with the card. It was very quick
response from SBI and very professional.
Never expected this premium service

from a government entity. The agent name
was Sharmili.

Let me start by thanking the representative
who took out time and connected with me on
Saturday. A big Thank you for being patient,
listening to my concerns and resolving it
accordingly. @SBICard_Connect

At the outset | would like to take this opportunity to thank you and the entire
team at SBI Card. | would like to put on record the outstanding professionalism
and courtesy displayed by you. People like you are the true ambassadors of
Brand SBI Card. The entire episode has increased my faith and respect for SBI

Card by a few more notches.

)

)
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Our Board of Directors

Mr. Dinesh Khara
Chairman

He is a postgraduate in commerce from
Delhi School of Economics and an MBA
from FMS, New Delhi. He is a Fellow of
Indian Institute of Banking & Finance.
Mr. Dinesh Khara is Chairman of the
country’s largest Bank - State Bank
of India. Having joined the bank as a
Probationary Officer in 1984, he has rich
experience in all facets of Banking. Before
assuming office as Chairman, Mr. Khara
has held several key positions in SBI such
as MD (Global Banking & Subsidiaries),
MD (Associates & Subsidiaries), MD
& CEO (SBI Mutual Funds) and Chief
General Manager - Bhopal Circle. He was
also posted in Chicago for an overseas
assignment. As Managing Director, he led
the International Banking Group, Large
Corporate and Treasury operations in
addition to the non-banking subsidiaries
of the Bank viz., SBI Card, SBIMF, SBI
Life, SBI General etc. He also seamlessly
executed the merger of five erstwhile
Associate Banks and Bhartiya Mahila
Bank, with SBI. Additionally, he also
headed the Risk, IT and Compliance
functions of the bank at various points.
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Mr. Ashwini Kumar Tewari
Nominee Director

He is an electrical engineer by degree and
a Certified Associate of Indian Institute of
Bankers (CAIIB), Certified Financial Planner
(CFP) and has also done a Certificate Course in
Management from XLRI. He is a career banker
and started his career in State Bank of India in
the year 1991 as a Probationary Officer and has
spent more than three decades with SBlin India
and abroad in various assignments. Presently,
he is the Managing Director (Corporate Banking
and Subsidiaries) of State Bank of India and a
Whole Time Director handling the portfolio
of Large Corporate and Commercial Credit
Business of the Bank along with Associates
& Subsidiaries of the Bank. This includes
major non-bank business like Credit cards,
Mutual Fund, Life & General Insurance, Capital
Markets, Custodial Services etc. and serving
on the boards of all these companies. Prior
to this assignment, he was Managing Director
(Risk, Compliance and Stressed Assets) since
June 2022. There he was focussing on driving
Climate Risk Management in the bank and
shaping the Stressed Assets Strategy of the
bank. Earlier he was the Managing Director,
handling International Banking, Information
Technology and Non-Bank Subsidiaries of the
Bank from January 2021. He was also involved
in a big refresh in the technology space in SBI.
Prior to becoming Managing Director at SBI, he
served as Managing Director and CEO of SBI
Cards and Payment Services Limited where
he oversaw key partnerships inked with GPay,
PayTM, BPCL etc. and steered the Company
through the immediate aftermath of the Covid
period. Earlier, he was the Country Head of
the US Operations of State Bank of India from
April 2017 to July 2020. Prior to that he was
the Regional Head and General Manager, East
Asia, for SBI, based in Hong Kong. Over the
years, he held other leadership positions at
State Bank of India, including, the Deputy
General Manager (Operations & Information
Systems) International Banking, Head of SBI's
Cash Management, Regional Manager, Branch
Head, among others.

SBI Cards and Payment Services Limited

Mr. Abhijit Chakravorty
Managing Director & CEO

He is a postgraduate in Applied Chemistry
and is a Certified Associate of the Indian
Institute of Bankers (CAIIB). Mr. Abhijit
Chakravorty, a Deputy Managing
Director at State Bank of India (SBI)
took the helm at SBI Card on August
12, 2023. Starting his banking career
as a Probationary Officer with SBI in
1988, Mr. Chakravorty has gained over
35 years of rich experience in Retail and
Corporate Banking, Overseas Operations
and IT vertical of SBI. He had served at
Hongkong branch of the Bank. He had a
long tenure in Commercial Credit Group
of the Bank and was involved in high value
Corporate Lending. Mr. Chakravorty had
managed the Bangladesh Operations of
the Bank as CEO and Country Head. At
the Global IT Centre of SBI, he led the
vertical responsible for IT operations
of the customer facing channels and
payment systems of SBI.
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Mr. Nitin Chugh
Nominee Director

He is an engineer and MBA by
qualification. He is a career banker with
an overall experience of 31 years. He
serves as Deputy Managing Director and
Head of Digital Banking at State Bank of
India. Prior to joining SBI in March 2022,
he was the MD and CEO of Ujjivan Small
Finance Bank from December 2019 to
September 2021. He also served for
over 18 years at HDFC Bank from 2001
to mid-2019, where he managed several
leadership roles in retail banking. His
last role at HDFC Bank was that of
Group Head for Digital Banking where
he oversaw the digital transformation
of HDFC Bank from 2013 to 2019. He
also serves as a nominee director on the
boards of SBI Payments and ONDC. He is
an accomplished industry leader and well
regarded in retail and digital banking.

Dr. Tejendra Mohan Bhasin
Independent Director

He holds a Bachelor’s degree in law
and a Master’s degree in business
administration. He is an associate of the
IIB and is also a Doctor of Philosophy.
He has been conferred with honorary
fellowship by the Indian Institute of
Banking and Finance. He was appointed
as the Vigilance Commissioner at the
Central Vigilance Commission by the
President of India and has also served
as the Chairman, Advisory Board for
Banking and Financial Frauds (ABBFF),
constituted by CVC in consultation with
RBI. He held senior leadership positions
with Oriental Bank of Commerce (now
PNB). Government of India appointed
Dr. T. M. Bhasin as the Executive Director
of United Bank of India (now PNB), during
2007-2010. He served as Chairman &
Managing Director of Indian Bank during
2010-15 and received several awards &
accolades from Hon’ble President of India
and Prime Minister of India for exemplary
performance of Indian bank on various
parameters under his stewardship. He
has over 45 years of varied experience
in Banking, Finance, HR, IT, Insurance,
Management, Administration,
Vigilance, etc.

Mr. Rajendra Kumar Saraf
Independent Director

He holds a Master’s degree in Physics
from IIT Kanpur and a diploma in financial
management. He is an Associate of 1IB
and Fellow of the Insurance Institute
of India. He has held multiple positions
during his tenure with SBI in India and
abroad, including the Deputy MD and
CFO of SBI. He has been advisor and
mentor for two important initiatives,
viz., Bharat Bill Payment System run by
NPCI and TReDS run by Mynd Solutions.
He serves as Chairman of the Technical
Advisory Committee at NPCI. He is
also a senior advisor to TVS Capital
Funds and was associated with National
Bank for Financing Infrastructure and
Development (NaBFID) as Senior IT
Advisor & Member of Expert Advisory
Group. In a career spanning over four
decades, he has acquired expertise in
banking, finance functions, technology
management, payment systems, digital
channels and private equity.
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Mr. Shriniwas Yeshwant Joshi
Independent Director

He is a Chartered Accountant in practice
over past 43 years and is also a member
of Institute of Company Secretaries of
India since 1980. He is a partner at CVK
& Associates, Chartered Accountants,
Mumbai. He was a member of the Central
Council for two terms of the Institute of
Chartered Accountants of India (ICAI).
He has held positions as Chairman and
Secretary of Regional Council Member of
Western India Regional Council (WIRC)
of ICAI He is an eminent speaker at
various seminars organised by ICAI and
its Regional Councils and branches.

Mr. Dinesh Kumar Mehrotra
Independent Director

He was the Chairman and Managing
Director of Life Insurance Corporation of
India (LIC). Previously, he was LIC’s zonal
manager incharge of eastern zone and
its senior divisional manager. He worked
on foreign assignments as well. He has
more than 40 years of experience in the
insurance and finance sector.

SBI Cards and Payment Services Limited

Ms. Anuradha Nadkarni
Independent Director

She holds a Bachelor’s degree in
commerce, a postgraduate diploma in
management and is a member of the
Council of Chartered Financial Analysts
of India. She was associated with ANZ
Grindlays Bank and Standard Chartered
Bank in multiple senior positions in
Corporate & Institutional Banking. She
was also advisor to Swadhaar Finserve
Private Limited and with Lotus India
Asset Management Company as the head
of business development and strategic
initiatives. She has a deep interest in the
financial inclusion space and is currently
associated with Svakarma Finance Private
Limited as co-founder. She has over 35
years of experience in the banking and
financial inclusion sector.



Integrated Annual Report 2023-24

Our Prudent Management Team

Mr. Abhijit Chakravorty Mr. Ashutosh Kumar Sharma Mr. Girish Budhiraja
Managing Director & CEO Chief Operating Officer Executive Vice President &
Chief Sales and Marketing Officer

\

Ms. Rashmi Mohanty Mr. Manish Dewan Mr. Pradeep Singh Khurana
Executive Vice President & Chief Executive Vice President & Executive Vice President &
Financial Officer Head - Customer Services Chief Information and Digital Officer

Ms. Anita Richard Sontumyra Mr. Ved Prakash Mr. Shantanu Srivastava

Executive Vice President & Executive Vice President & Executive Vice President &
Chief People Officer Head - Internal Audit Chief Risk Officer

T K

Mr. Vishal Singh Ms. Rinku Sharma Ms. Nandini Malhotra
Executive Vice President & Executive Vice President & Executive Vice President &
Head - Consumer Sales Chief Compliance Officer Chief Credit Officer

43

M3IAJIAQ 31esodio) n

Sjuawajels |eloueul



osBicard

Corporate Information

BOARD OF DIRECTORS

Mr. Dinesh Khara
Chairman

Mr. Abhijit Chakravorty
Managing Director &
Chief Executive Officer

Mr. Ashwini Kumar Tewari
Nominee Director

Mr. Nitin Chugh
Nominee Director

Dr. Tejendra Mohan Bhasin
Independent Director

Mr. Rajendra Kumar Saraf
Independent Director

Mr. Dinesh Kumar Mehrotra
Independent Director

Ms. Anuradha Nadkarni
Independent Director

Mr. Shriniwas Yeshwant Joshi
Independent Director

CHIEF FINANCIAL OFFICER
Ms. Rashmi Mohanty

COMPANY SECRETARY &
COMPLIANCE OFFICER

Ms. Payal Mittal Chhabra

JOINT STATUTORY AUDITORS

M/s. Mahesh C Solanki & Co.,
Chartered Accountants

M/s. Ambani & Associates LLP
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REGISTRAR AND TRANSFER
AGENTS

For Equity

Link Intime India Private Limited
C-101, 1t Floor, 247 Park,

Lal Bahadur Shastri Marg,

Vikhroli (West),

Mumbai - 400 083, Maharashtra, India
Telephone: +91 810 811 6767

Email: rnt.helpdesk@linkintime.co.in
Website: www.linkintime.co.in

For Debt

Zuari Finserv Limited

Plot No. 2,

Zamrudpur Community Centre,
Kailash Colony Extension,

New Delhi - 110048

Telephone: 011-41697900

Email: rta@adventz.zuarimoney.com
Website: www.zuarimoney.com

BANKERS
State Bank of India

Central Bank of India
Punjab National Bank
Bank of Baroda

Sumitomo Mitsui Banking Corporation

The Hongkong and Shanghai Banking

Corporation Limited
HDFC Bank Limited
Bank of India

SBI Cards and Payment Services Limited

REGISTERED OFFICE

Unit 401 & 402, 4" Floor,
Aggarwal Millennium Tower
E-1,2,3, Netaji Subhash Place,
Wazirpur,

New Delhi -110 034, India
Phone: +91 (11) 6126 8100

CORPORATE OFFICE

2" Floor, Tower-B, Infinity Towers,
DLF Cyber City, Block 2 Building 3,
DLF Phase 2, Gurugram,

Haryana 122 002, India

Phone: +91 (124) 458 9803

CIN: L65999DL1998PLC093849
Website: www.sbicard.com
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SBI SBI Cards and Payment Services Limited

Reinforcing Trust with
Environmental Stewardship

Our customers and stakeholders trust us to operate responsibly while delivering
exceptional products and services. Upholding this trust is central to our mission,
guiding us to act as guardians of the planet for future generations. Our commitment
to environmental responsibility is steadfast, recognising that sustainable practices
benefit both the ecosystem and our stakeholder relationships.




To this end, we have integrated a robust environmental
management strategy into our business model, ensuring that
every decision considers its impact on the natural world. We
are dedicated to minimising our ecological footprint through
innovative solutions that reduce waste, conserve energy, and
promote sustainable resource use.

By embracing sustainability, we contribute to the planet's
health and reinforce the trust our customers have in us as a
reliable and conscientious partner. We believe that investing
in environmental sustainability is an investment in the future
of our business and the well-being of all stakeholders. With
this sense of trust and responsibility, we are committed to
excellence in environmental management and fostering a legacy
of positive impact.

Our vision for minimising ecological impact is demonstrated
through our commitment to responsible business practices,
focussing on four key areas.

Integrated Annual Report 2023-24

MATERIAL TOPICS IN FOCUS

@ ¢
&2 N

Energy Climate Change
Consumption

o
e

Waste Reduction
& Recycling

®

Xz

Innovative Technologies
& Products

DELIVERING ON OUR PROMISES: PROGRESS AGAINST TARGETS

sons B

Reduce Scope 2 emissions by 50% by FY 2027
(Baseline FY 2019) and achieve carbon neutrality
by 2030.

PROGRESS

Reduction in Scope 2 emissions by 47% against the
baseline FY 2019, demonstrating our dedication to
combating climate change.

Adopt recycle plastic cards and increase its
volume to 25% by FY 2030.

Digitise 85% of welcome kits thereby reducing
paper usage by FY 2027.

Contribute ¥ 50 crore towards environmental
initiatives by FY 2029.

ENERGY MANAGEMENT

We understand that effective energy management is crucial
for promoting sustainability and reducing our environmental
impact. Therefore, we have optimised the energy efficiency of
our operating facilities to enhance the quality of the indoor
environment and support the well-being of our colleagues.

Recycled plastic cards adoption has reached up to
8%, thus making a significant environmental impact.

81% welcome kits digitised to minimise paper usage.

Contribution of ¥ 27.27 crore was made for
environmental initiatives.

Our energy management initiatives are designed to reduce
energy consumption, combat climate change, and contribute
to a future with lower carbon emissions. A 7% reduction in
total energy consumption from FY 2023 to FY 2024 exemplifies
this commitment, achieved through our dedicated efforts to
integrate numerous energy-saving initiatives.

Energy Consumption and Energy Intensity for SBI Card®

Energy Consumption (G))

13,893.92
12,976.83

12,449.83

WY 2021-22 WFY2022-23 WFY2023-24

Energy Intensity (Joules/?)

110.16

97.25

74.22

W FY2021-22 WFY2022-23 WMFY2023-24

*GRI-302-1,2&3
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SBI Cards and Payment Services Limited

ENERGY-EFFICIENT INITIATIVES:

We source electricity from the respective State Power Boards through our landlords and building owners. Since our offices are
primarily located in leased premises, we face challenges in completely switching to clean energy resources. However, we are

exploring feasible options for using clean energy in collaboration with building developers.

Harnessing Solar Power: SBI Card’s Sustainable

Energy Initiative in Chennai

Executive Summary: In a progressive move towards
sustainable development, the builder of SBI Card Chennai
office has implemented a 50-kW solar rooftop system.
This forward-thinking project underscores the potential
for tenant and property owner partnerships to drive
environmental initiatives in leased commercial spaces.

Background: The Chennai office building, owned by
a visionary developer, has taken a significant step into
renewable energy by installing a state-of-the-art solar
rooftop system. This initiative aligns with the growing global
emphasis on sustainable building practices and responsible
energy consumption.

Objective: The primary objective of the solar rooftop
project is to minimise the environmental impact of the
building's operations by reducing reliance on fossil fuels
and lowering greenhouse gas emissions. The builder aims
to set a benchmark for sustainability, encouraging other
developers and tenants to adopt eco-friendly solutions.

Implementation: The builder meticulously planned and
executed the installation of the solar panels, ensuring
minimal disruption to the tenants' daily operations. The

system is designed to meet a significant portion of the
building's energy requirements, generating an estimated 800
kWh of electricity daily.

SBI Card's Role and Future Collaboration: As a prominent
tenant, SBI Card has played a supportive role in this initiative
by committing to utilise the clean energy generated for
its operations. Looking ahead, SBI Card plans to further
assist the builder in enhancing the building's sustainability
profile through:

Awareness Campaigns: Organising workshops and seminars
for employees and other tenants to promote the benefits of
renewable energy and sustainable practices

Energy Consumption Analysis: Working with the builder to
monitor and analyse energy usage patterns, identifying areas
for additional efficiency improvements

Investment in Green Technology: Exploring opportunities
to co-invest in future green technology upgrades for the
building, such as energy-efficient lighting and HVAC systems

Sustainability Certifications: Exploring opportunities to co-
invest in future green technology upgrades for the building,
such as energy-efficient lighting and HVAC systems

Outcomes and Benefits: The solar rooftop system has
yielded immediate environmental benefits by significantly
reducing the building's carbon footprint. Tenants like SBI
Card benefit from lower energy costs and the fulfilment of
their corporate social responsibility goals. The builder gains
a competitive edge in the real estate market by offering a
green, energy-efficient building.

Impact: This collaborative effort serves as a model
for how builders and tenants can work together to
make leased spaces more sustainable. It demonstrates the
shared benefits of such partnerships, including cost savings,
environmental stewardship, and enhanced corporate image.



ENERGY REDUCTION INITIATIVES®

We remain committed to implementing a range of energy
efficiency initiatives across our offices to minimise energy
consumption and improve operational efficiency. These key
initiatives include:

Energy Monitoring: Conducting regular energy checks
to assess usage patterns, identifying inefficiencies, and
implementing targeted energy-saving measures to optimise
energy consumption and reduce waste.

Employee Awareness and Training: We promote energy
conservation practices among our employees through awareness
campaigns, training programmes, and internal communications,
encouraging them to adopt energy-saving habits like turning off
lights and equipment when not in use, reducing paper waste,
and using energy-efficient transportation.

°GRI 302-4
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Lighting Systems: Employing energy-efficient lighting systems,
such as LED bulbs and sensors, to minimise electricity usage
and replacing traditional lighting fixtures with energy-saving
alternatives in offices, branches, and other facilities.

Equipment Upgrades: Integrating energy-saving technologies
into our infrastructure and equipment, including the installation
of energy-efficient appliances and lighting, which helps lower
operating expenses and energy consumption. HVAC systems in
our leased offices are provided by the building owners.

HVAC Optimisation: Utilising automated control sensors to
optimise energy usage; have installed heat-resistant films on the
facade, and insulated air conditioning ducts to maintain cooling
and reduce energy consumption, supported by smart control
systems, energy-efficient equipment, and regular maintenance
procedures for HVAC operations.

MBIAJAQ 21eJodio) n

syJoday AJoinjels Z

Sluawajels |eldueuly E



osBicard

SBI Cards and Payment Services Limited

Optimising Energy Efficiency: SBI Card's Automation

Upgrade in Gurugram Offices

Executive Summary: SBI Card has taken a significant stride
in energy conservation by implementing an advanced
automation system for the Air Handling Units (AHUS) in its
Gurugram office. This case study explores the integration
of variable frequency drivers and remote-control
technology to enhance the management of AHUs, resulting
in substantial energy savings and operational efficiency.

Project Background: The Gurugram offices of SBI Card
are equipped with 16 AHUs, responsible for maintaining
optimal temperature levels across various floors. These
units collectively consume approximately 9,00,000
kWh of electricity annually, representing a considerable
operational cost and environmental impact.

Objective: The primary objective of this initiative was
to reduce energy consumption and associated costs
by optimising the performance of the AHUs without
compromising indoor climate control.

Implementation: In collaboration with Building Owner, SBI
Card upgraded the AHUs with variable frequency drivers

and installed remote controls at the control panels.
The new technology adjusts the AHU motor speeds by
detecting the air conditioning temperature on each floor,
ensuring the maintenance of the desired temperature
with enhanced precision and efficiency.

Outcomes: The automation upgrade has led to a
significant reduction in energy usage, with an estimated
saving of around 90,000 kWh of electricity per annum.
This equates to a ~73.800 tCO,e emissions reduction per
annum from the decrease in energy consumption for the
AHUs, reflecting SBI Card's commitment to sustainable
operations and cost-effective resource management.

Impact: The initiative not only contributes to SBI Card's
sustainability goals but also demonstrates the potential
for large-scale energy savings in commercial buildings.
By adopting such smart technologies, SBI Card is setting
an industry benchmark for environmental responsibility
and operational excellence.



Equipment and Appliance Efficiency: We select energy-
efficient alternatives considering lifecycle costs, certifications,
and energy ratings. Regular maintenance and equipment
upgrade further enhance performance, ensuring we meet high
standards of efficiency and reliability.

Operational Optimisation: Continuously evaluating and
optimising our operational processes to identify opportunities for
energy savings. This includes streamlining workflows, reducing
idle time, and implementing efficient resource allocation
practices, all aimed at enhancing our operational efficiency.

Green IT Practices: Promoting green IT practices to reduce
energy consumption related to information technology. This
includes using energy-efficient hardware, virtualisation, cloud
computing, and increased digitisation for paperless processing.
We also leverage technologies such as Al, and ML to automate
processes and consolidate servers, minimising energy usage in
data centres and IT infrastructure.

Our energy management initiatives reflect our commitment
to optimising energy consumption, reducing greenhouse
gas emissions, and promoting sustainability. Through these
initiatives, employee engagement, and transparent reporting,
we aim to minimise our environmental impact and contribute
to a low-carbon future. Our holistic approach to energy
management aligns with our broader sustainability objectives
and showcases our dedication to responsible and sustainable
business practices, reinforcing the trust our stakeholders place
in us.

CLIMATE CHANGE & EMISSIONS MANAGEMENT

We recognise the importance of minimising our climate
impact and managing climate-related risks, such as reducing
greenhouse gas (GHG) emissions to mitigate environmental
impacts. As part of our commitment to the environment, we
conscientiously measure and manage our GHG emissions.
We have assessed our GHG emissions to understand our
contributions and integrated initiatives into our business
practices to guide a smooth transition toward a low-
carbon economy.

To quantify and understand the greenhouse gas (GHG)
emissions from our operations, we conducted a comprehensive
assessment covering both our operations and the value chain.
The current assessment focusses on Scope 2 and Scope 3
emissions as defined by the Greenhouse Gas Protocol. Since
our operations are based in leased office buildings, we do
not have direct emission sources. Based on our feasibility
studies, we have begun monitoring fugitive emissions (covered
under Scope 1) generated by our operations and plan to start
reporting on these emissions in the next financial year.

Integrated Annual Report 2023-24

From FY 2022 to FY 2024, we have made conscious efforts to
reduce our overall CO, emissions. Our electricity consumption
is regularly monitored, as 100% of the workforce has returned
to the office after the pandemic.

We continuously demonstrate our commitment to driving
environmental change and contributing to a more sustainable
future through ongoing evaluation and monitoring of our
progress toward a low-carbon economy. By collaborating with
stakeholders and integrating environmentally friendly practices
into our operations, we aim to reduce negative environmental
impacts and enhance our positive contributions.

6%
Reduction in Scope 2 emission in
FY 2023-24

9%

Reduction in Scope 3 emissions in
FY 2023-24
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Scope 2 Emissions (tCO,e)

2,732.26 2,740.19

W FY2021-22 WFY2022-23 WFY2023-24

GHG emission’

Scope 3 Emissions (tCO,e)

43,991.98

40,000.47
35,401.89 35,876.68

377.09 850.68 3,273.1

Business Travel

Purchase Goods
& Services

Employee Commute
W FY2022-23 [ FY2023-24

Total Scope 3

*The Scope 3 emissions values for the previous year have been restated
due to a revision in our calculation methodology. This new methodology
incorporates updated emission factors and improved data accuracy,
leading to more precise reporting. Original reported values have been
adjusted accordingly to reflect these changes.

The GHG Emission intensity is 0.0000000148 & 0.000000192
tonnes of CO, per rupee of turnover for FY 2023-24 &
FY 2022-23 respectively?.

CALCULATION METHODOLOGY

We ensure adherence to appropriate methodologies and
standards aligned with current and emerging regulations
and technological advances, to calculate our GHG emissions.
We collect relevant data on energy consumption, business
travel, and other emission sources across our operations,
including those from vendors and suppliers. Transparency and
accountability are paramount as we regularly report our GHG
emissions to track our progress in reducing them.

7GRI'305-2,3
8GRI 305-4
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FY 2019-20 serves as our baseline year for measuring emissions
in alignment with our targets. GHG emissions data is captured
following the guidelines of the Global Reporting Initiative and
the Greenhouse Gas Protocol, to the extent feasible, and
calculated using emission factors specified by CEA. Quantitative
values for identified categories are obtained from SBI Card
internal business data management systems, such as purchase
invoices and electricity bills. This year, SBI Card conducted a
comprehensive Scope 3 emission assessment and incorporated
Scope 3 emissions into our overall GHG Inventory. During the
assessment of 15 categories proposed by GHG protocol for
Scope 3 Emissions, 3 relevant categories were identified and
the details for the same have been mentioned below:

e Purchased Goods and Services
e Business Travel
e Employee Commute

We use standard emission factors based on data from verified
sources such as CEA, Exiobase, The India GHG Inventory
Program, The Greenhouse Gas Protocol: A Corporate
Accounting and Reporting Standard (Revised Edition), and
Technical Guidance for Calculating Scope 3 Emissions.

Category 1: Purchased Goods and Services

Category description: This category encompasses activities
related to the extraction, production, and transportation of
goods and services procured or acquired by the reporting
company during the reporting year. It includes items not
covered in Categories 2 to 8.

SBIC Methodology: Each purchased goods and services,
including products, is matched with CO, eq/kg factors
obtained from Exiobase databases, taking into account spend-
based information. These databases are regularly updated to
ensure up-to-date CO, eq/kg factors for all materials and
services used.

Category 6: Business Travel

Category description: This category includes activities
related to the transportation of employees for business-
related purposes using vehicles owned or operated by third
parties, such as aircraft, trains, buses, and passenger cars.

SBIC Methodology: Each mode of transportation used by
employees for business purposes is matched with CO, eq/
kg factors extracted from the India GHG program databases.
These factors are mapped based on the distances between the
origin and destination locations.



Category 7: Employee Commuting

Category Description: This category encompasses activities
related to the transportation of employees between their
homes and their workplaces.

SBIC Methodology: A survey was conducted across all
locations to gather data on employee commuting modes
and distances. The survey responses were extrapolated to
calculate details related to employee commuting. Each mode
of transportation used by employees is matched with CO, eq/
kg factors from the India GHG program databases, based on
distances between homes, workplaces, and vice versa.

GHG Emission Reduction:

Our dedicated journey towards reducing greenhouse gas
(GHG) emissions and minimising our environmental footprint
is a testament to upholding the trust of our stakeholders
bestowed upon us. We are committed to transparently sharing
our strategies and initiatives that underscore our pledge to
environmental stewardship.

Strategic Energy Efficiency: Trust begins with accountability,
and at SBI Card, we hold ourselves accountable for every
kilowatt-hour of energy consumed. Our strategic focus
on energy efficiency is evident in our meticulous efforts to
optimise energy use across all our facilities and operations.
By integrating state-of-the-art energy-efficient technologies,
enhancing insulation, and modernising equipment, we ensure
that our energy consumption is not only frugal but also
environmentally benign. These measures are a cornerstone of
our mission to reduce emissions and exemplify our commitment
to the trust placed in us.

Integrated Annual Report 2023-24

Cultivating Trust Through Employee Empowerment: Our
employees are ambassadors of our environmental ethos,
and their engagement is pivotal in lowering our collective
carbon footprint. We invest in this belief by conducting
regular awareness workshops and training sessions designed
to empower our employees with knowledge and skills in
sustainable practices. Through these initiatives, we foster a
culture of environmental responsibility where each employee
is encouraged to contribute meaningfully to our carbon
mitigation efforts.

We remain committed to being a trustworthy leader in
environmental responsibility while delving our efforts with
the same zeal and transparency that our stakeholders and the
planet deserve.

CARBON NEUTRALITY

We are deeply committed to combating climate change and
achieving carbon neutrality by FY 2030. Operating within
leased premises presents challenges in controlling our energy
sources directly. However, we are proactively addressing
this through investments in energy-efficient technologies,
fostering a culture of sustainability among our employees, and
exploring renewable energy options with building developers.
Collaborating with landlords to enhance environmental
performance and engaging in external offset programs further
strengthens our sustainability efforts. Our strategy emphasises
transparency and accountability, with a clear plan underway
to reach carbon neutrality. This commitment fulfils our
environmental responsibilities and reflects our dedication to
a sustainable future.

{
¥
[
¥ 7
[
{
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WASTE MANAGEMENT

SBI Cards and Payment Services Limited

As part of our transition to a circular economy, we are committed towards sustainable waste management through proper recycling,

responsible disposal, and minimising waste generation.
The summary of our commitments is outlined below:

e Transitioning towards a circular economy by promoting recycling and reducing waste

e Ensuring environmentally responsible disposal practices

e Committed to comprehensive waste management and accurate tracking of waste metrics

To reduce our waste generation, we are dedicated to effective waste management practices and keep an account of Total Waste
generated, Total Waste Recycled and Total Waste disposed, as summarised below:

113.62 92.49

35.8 l .

Waste Generated

HFY 2021-22

Waste Management (MT)

86.63 ¢

Waste Recycled

B FY 2022-23

26.98 23.48

= .

Waste Disposed

W FY 2023-24

Tracking of waste recycled and waste disposed has been initiated from FY 2022-23.

Different kinds of waste generated, recycled, and disposed for FY 2023-24 is as follows:

Waste generations, disposal & recycling®

WASTE CATEGORIES WASTE GENERATED (MT) WASTE DISPOSED (MT) WASTE RECYCLED (MT)

Plastic waste 2.070 1.507 0.563
E-waste 4.139 0.139 4.000
Biomedical waste 0.045 0.045 -
Battery waste - - -
Other Non-hazardous waste- 86.244 21.798 64.446

Food waste

Segregation at Source: We advocate for waste segregation
at the origin, urging staff members to sort the waste into
three distinct classifications: paper, plastic, and biodegradable
materials. This initiative streamlines waste handling processes
while augmenting the potential for recycling.

Paperless Operations: In our pursuit of a paperless office
culture, we are minimising printed materials by limiting printer
usage to essential large-volume tasks and promoting electronic
methods for communications, including Customer Welcome
Kits, E-Kits, E-Cards, Statements, and Pins. We encourage
double-sided printing among employees and have implemented
the "Follow Me" printing system to reduce paper consumption
by ensuring print jobs are released only when employees
are present at the printer. These measures align with our

°GRI 306 - 3,4,5
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commitment to sustainability, reducing waste and supporting
forest conservation. Looking ahead, we aim to adopt Forest
Stewardship Council (FSC) certified paper to further enhance
responsible resource usage at SBI Card.

19%

Reduction in waste generated in
FY 2023-24

21%

Increase in waste recycled in
FY 2023-24
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~1.90 1akn

Trees saved through the implementation
of our paper reduction initiatives in
FY 2024 alone

6.7+ 1akh

Trees saved since FY 2018

4,730 icoe

Emission checked through the usage of
FSC-certified papers in FY 2023-24.

Reduce, Reuse, and Recycling: We place a strong emphasis on the principles of reducing, reusing, and recycling as part of our
commitment to sustainability. We believe that by diligently applying the 3 R’s, we can significantly minimise our environmental
impact. We are dedicated to transparent and accountable practices that reflect our commitment to a sustainable future. Some key
initiatives undertaken as follows:

e Discontinued the use of plastic water bottle in the office premises
e Replaced plastic cutlery in cafeteria with eco-friendly products
e Discontinued usage of Garbage bags <65 GSM

Advancing Sustainability: SBI Card's Sanitary Pad
Recycling Initiative

M3IAJIAQ 31esodio) n
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Executive Summary: We have taken a significant step
towards environmental sustainability by implementing
a sanitary pad recycling program in its Gurugram and
Delhi offices.

Project Background: The disposal of sanitary pads is
a growing environmental concern, with these products

¢ Landfill Space Savings: By recycling sanitary pads,
SBI Card has saved approximately 804 Litres of landfill
space, alleviating the burden on waste disposal facilities.

The initiative has not only reduced landfill waste and carbon
emissions but also raised awareness about sustainable
practices among employees and stakeholders.

Sluawajels |eldueuly g

contributing substantially to landfill waste. SBI Card
recognised the need to tackle this issue head-on, aiming
to reduce its environmental footprint and promote
responsible waste management.

Solution Implementation: Introduced a comprehensive
recycling program for sanitary pads in its offices. The
initiative involves the segregation and proper recycling
of these products, ensuring they are processed in an
environmentally friendly manner.

Outcomes and Impact: The sanitary pad recycling
initiative has yielded impressive results:

e Carbon Emissions Reduction: The program has led to
a reduction of 86.04 kg of CO, emissions, mitigating
the Company's impact on climate change.
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From Waste to Resource: SBI Card's Food Waste Recycling

Program in Chennai

Executive Summary: We have implemented a forward-
thinking food waste recycling program at our Chennai
office, transforming organic waste into valuable fertiliser.
The approach is an example to collaborative solution
that has led to sustainable waste management and
environmental benefits.

Project Context: The disposal of food waste is a
critical environmental issue, contributing to increased
greenhouse gas emissions and inefficient use of landfill
space. We have identified the need to address this
problem to enhance our sustainability efforts.

Employee Engagement: We promote environmental
responsibility among the workforce through educational
campaigns, training sessions, and interactive activities focussed
on sustainable waste management and recycling.

E-Waste Management: In line with our commitment to
environmental stewardship, we have adopted responsible
practices for the disposal of electronic waste. In compliance
with environmental regulations, we ensure that all e-waste
generated from our operations is collected and processed by
certified recycling firms. The vendor segregates (IT/Mobile/
CD/CE/PCB), dismantles, separates ferrous, non-ferrous,
glass & plastic. It is followed by extraction of base and higher
base metals and refinement of metals into 99.9% purity. This

Solution Implementation: We have initiated a food
waste recycling program in collaboration with the
building management. The process involves the
collection and decomposition of organic waste, which is
then converted into nutrient-rich fertiliser. This fertiliser
is used to nourish the planters located throughout the
building and office floors.

Outcomes and Impact:

The food waste recycling initiative has had a
significant impact:

o Effective Waste Management: Streamlined the
management of food waste through recycling and
composting, reducing the amount of waste sent
to landfills.

e Resource Conversion: By turning food waste into
organic fertiliser, the initiative has created a valuable
resource, contributing to the building's greenery and
promoting a circular economy.

The initiative exemplifies how sustainable practices
can lead to positive environmental change and
resource efficiency.

strategy not only enables the extraction of valuable materials
but also safeguards against the potential hazards of improper
e-waste disposal.

The proactive approach to sustainable waste management
reflects our dedication to environmental conservation and
transparency. By prioritising recycling and waste reduction,
we strive to reduce the ecological footprint and pave the way
for a greener tomorrow. From a reporting standpoint, our
comprehensive documentation and target-setting exemplify
our commitment to meeting and exceeding waste management
standards, thereby fostering a culture of accountability in our
environmental initiatives.
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WATER CONSUMPTION

Our commitment to environmental sustainability focusses on critical areas like water security and stewardship. Recognising the
importance of responsible water management, we strive to reduce risks, preserve water resources, and enhance community and
ecosystem well-being. Water scarcity is a growing global concern vital for economic progress, communities, and biodiversity.
Therefore, we actively promote water conservation and efficiency measures throughout our operations, implementing initiatives
to decrease water consumption.

Water Consumption & Withdrawal™ (in kilolitres)

_ FY 2021-22 FY 2022-23 FY 2023-24

Drinking Water 866.3 1,223.24 1,351.64
Raw Water - 25,002.23 24,225.59
Total Water Consumption 866.3 26,225.47 25,577.23

Water saving with implementation at Chennai Office
e ———

Executive Summary: SBI Card Chennai office has made
a commendable advancement in water conservation by
installing a Sewage Treatment Plant (STP). This initiative is
expected to led significant water savings and sustainable
water management practices.

Project Context: The Chennai office faced the challenge
of excessive water consumption, particularly in common
areas for cleaning and flushing purposes. Recognising
the need for a sustainable approach, we came out with
a solution that would address the immediate issue and
adhere to our broader environmental goals.

Solution Implementation: The installation of an STP at
the Chennai office marked a pivotal step towards water
efficiency. The system recycles wastewater, allowing it
to be reused for flushing and cleaning common areas.

Outcomes and Savings: The adoption of the STP has led
to a remarkable 113 kilolitres of domestic water saved
in the last quarter alone, upholding our commitment
to responsible efficiency practices. Additionally, over
11,000 litres of water were conserved in Q3, 2024, further
emphasising the success of the STP operationalisation.

Impact: The STP has had a profound impact on the
office’s water management:

"GRI 303-3,5

e Water Outflow Reduction: There has been a
50% reduction in water outflow, underscoring the
effectiveness of the recycling process.

e Water Consumption: The use of recycled water has
substantially decreased the overall water consumption,
highlighting the environmental benefits and cost savings.
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WATER CONSERVATION AND EFFICIENCY

We embrace water conservation and efficiency as key components of its operational strategy, underscoring a deep commitment
to sustainable resource management within its leased facilities:

Water-Saving Proactive Leak Recycling and Water Stewardship
Infrastructure: Management: Reutilisation in Leased Properties:
Implementing advanced Conducting routine Initiatives: Promoting Collaborating with
plumbing systems inspections and water recycling and building management,
like aerated faucets, employing leak reuse practices to including those with
dual-flush toilets, detection systems to reduce reliance on LEED Zero water

and sensor-operated swiftly identify and freshwater supplies certification, to enhance
taps to significantly rectify water leaks, and demonstrate water conservation
reduce water usage preventing wastage commitment to efforts despite

in our offices and and preserving this sustainable water use. operational limitations
shared spaces. vital resource. in leased properties.

INNOVATIVE TECHNOLOGIES & PRODUCTS

We prioritise product innovation with a focus on sustainable solutions that align with our customers' values. Our approach ensures
our services meet current demands while contributing to ecological well-being.

Key elements of SBI Card product innovation strategy include:

Eco-Conscious Product Design: Integrating environmental considerations throughout the lifecycle of our credit cards by using
eco-friendly design principles to minimise their ecological footprint.

Embracing sustainability, we have
undertaken a pioneering initiative to
develop cards made of recycled plastics.
This eco-friendly move has significantly
reduced our carbon footprint and
check the plastic waste generation.
Our customers have lauded the effort
and become more aware of changes
they can make to reduce their own
footprint. The recycled cards maintain
the same security and durability
standards, proving that environmental
responsibility can coexist with financial
innovation. Currently, the adoption
of our recycled plastic cards has
reached up to 8%, averaging 6% since
November 2023.




Embracing the Digital Shift: Reducing the environmental
impact of traditional transaction methods by offering electronic
statements, facilitating online transactions, and providing
virtual customer service options.

The commitment to product innovation reflects our resolve
to create durable, environmentally sound solutions. Through
green product designs and the promotion of digital services,
we weave sustainability into our offerings and reinforce our
dedication to a trustworthy future.

LIFE CYCLE ASSESSMENT (LCA)

We recognise the importance of Life Cycle Assessment (LCA) in
evaluating the environmental impact of our products. The LCA
process helps pinpoint significant environmental impacts, gauge
the overall ecological footprint of our offerings, and identify
areas for improvement.

Key facets of our LCA methodology include:
Purpose of the LCA Study:

e Quantify the environmental repercussions from the
production of SBI Card

e Ascertain the environmental impact per unit for PVC,
Hololam, and Tungsten Metal Cards

e |dentify primary environmental impact hotspots within a
cradle-to-gate framework

Scope and Boundary: We conduct a Life Cycle Assessment (LCA)
using a cradle-to-gate perspective as we do not manufacture
the credit cards. This method focusses on the stages from raw
material extraction to the cards leaving our key vendor's facility.
By concentrating on our principal vendor, we can thoroughly
evaluate and understand the environmental impacts of the
production process, ensuring sustainability throughout our
supply chain. This assessment enables us to make informed
decisions and implement strategies that promote environmental
responsibility and trust among our stakeholders.

Impact Assessment Method: We utilise the ReCiPe 2016
Midpoint, a renowned LCA impact assessment method, to
translate life cycle inventory data into quantifiable environmental
impacts. This method provides a comprehensive view of 18
midpoint and 3 endpoint indicators, reflecting the severity of
environmental impacts across various categories.

Standards Compliance: We ensure our LCA study adheres
to 1ISO 14040/44 standards for international consistency
and credibility.
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Findings from the LCA Study:

Our commitment to environmental stewardship is evident in
our sustainable card manufacturing practices. By repurposing
or recycling 99% of waste from 100 kg of material input, we
significantly minimise our environmental footprint. Our PVC
and Hololam cards, designed with eco-conscious principles,
reduce global warming impact by 58% and 56% respectively,
compared to metal cards. They also show a 55% and 51%
lower impact on fossil resource scarcity, and a 65% and 64%
reduction in fine particulate matter formation.

Transitioning our manufacturing partner's facilities to 100%
renewable energy sources could further cut the global
warming impact of our card production. The result of the LCA
study indicates that this shift has the potential to decrease the
environmental footprint by an impressive 22-48%, depending
on the card type. We leverage these insights to drive ongoing
progress in product and service development, setting ambitious
targets to reduce our environmental footprint, optimise
resource utilisation, curtail emissions, and diminish waste,
ensuring our products meet customer needs while contributing
to a healthier planet.

LOOKING FORWARD

Forging ahead with the commitment to sustainability, we are
in the near finalisation of a forward-thinking carbon-neutral
strategy. Central to this strategy is reducing our operational
footprint through energy efficiency initiatives, green
certifications, and the adoption of renewable energy sources
to power our offices and locations.

Aligned with the same, we have successfully integrated
climate risk considerations into our Enterprise Risk
Management (ERM) framework, ensuring alignment with both
the Reserve Bank of India's guidelines and the Task Force
on Climate-related Financial Disclosures (TCFD) framework.
This proactive stance on environmental responsibility
positions us as a leader in the financial sector's transition
to @ more sustainable and resilient future. Our ambitious
vision for the future symbolises our unwavering commitment
to environmental stewardship, representing significant
milestones in our journey to set new standards in sustainable
practices within the financial industry.
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Reinforcing Trust through
Societal Contributions

We recognise that our success is intricately linked to the well-being of our
stakeholders. From serving our valued customers with convenient and secure
solutions, empowering our dedicated employees and ensuring their welfare, to
fostering the shared success of our suppliers and business partners, and supporting
local communities, we strive to build trust through every interaction. To us, true
convenience is not merely about simplifying services; it’s about creating meaningful
connections that reinforce trust and ensuring that the convenience we design into
our services benefits all.
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DELIVERING ON OUR PROMISES: PROGRESS AGAINST TARGETS

GOALS pu

Increase the proportion of women in permanent
employees to 29% by FY 2027 and 35% by FY 2029.

PROGRESS

We have invested in our workforce, with a growing female
representation of 27.74%.

24

Improve diversity by increasing Persons with Disabilities
(PwD) workforce proportion in permanent employees to
at least 1% by FY 2027.

We are moving towards expanding opportunities for People
with Disabilities, with progress made under the policy
approved under the Equal Opportunity and Inclusion for
Persons with Disabilities (PWD) Act 2016.

Transform the education of 1 lakh individuals by FY 2027
and 5 lakh individuals by FY 2030 through CSR program.

Providing quality health care services to at least 50,000
individuals by strengthening health infrastructure
by FY 2027.

TRUST DRIVEN THROUGH CULTURE: UNLOCKING
POTENTIAL OF DIVERSITY & INCLUSION

We believe that fostering a culture of trust is fundamental
to unlocking the true potential of our workforce. This
commitment extends beyond simply providing a seat at the
table; it's about creating an environment where all employees
feel empowered to share their unique perspectives, ideas, and
experiences which drives innovation, productivity, and talent
retention - all of which contribute to our overall progress.
We are actively working towards expanding opportunities
for LGBTQ community and people with disabilities, with
measurable progress made on the policy approved under the
Equal Opportunity and Inclusion for Persons with Disabilities
(PWD) Act 2016. In terms of our workforce, we operate
exclusively in India and 100% of our workforce holds an
Indian nationality.

16,000+ individuals educated, upskilled in future technologies
with CSR initiatives in FY 2024.

16,000+ individuals already benefited in FY 2024.

-~

o
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CODE OF CONDUCT - FAIR EMPLOYMENT PRACTICES

We extend equal opportunity, fair treatment and a harassment-free work environment to all employees, co-workers,
consultants and other business associates without regard to their race, colour, religion, national origin, sex (including

pregnancy), sexual orientation, age, disability, or other characteristics protected by law. In addition, we ensure complying
with the Sexual Harassment of Women at Workplace (Prevention, Prohibition and Redressal) Act, 2013 and rules
made thereunder.

OUR WORKFORCE™"
Employees by Management Level Age Group Gender
153 1,291 1,265
1,420 658
1,598 0 6 -
30-50 >50 Male Female
@ Senior Management @ Middle Management @ Junior Management @ Non-Management

INITIATIVES TO INCREASE WOMEN REPRESENTATION

Being a meritocratic organisation, we're proud of our growing female representation, currently at 27.74%. We are continuously
working towards achieving greater gender parity and an even more inclusive environment. This dedication to equal treatment
extends to all aspects of employment, from recruitment and promotion to compensation and training opportunities.

WOMEN EMPLOYEES AT SBI CARD

Diversity Indicators

27.7% 20.8% 17%

Women in all management positions, Women in junior management Women in top management
including junior, middle and positions, i.e. first level positions, i.e. maximum two
top management of management levels below the CEO or

comparable positions

12.3% 16.8%

Women in management positions in Women in STEM-
revenue-generating functions (e.g. related positions
sales) as % of all such managers

"GRI 2-7



REMUNERATION AND COMPENSATION

Fostering a fair and equitable work environment is paramount
to us. We believe in rewarding employees based on their
performance and qualifications, regardless of gender. 100%
employees irrespective of gender are being paid more than
minimum wages'?. To ensure transparency, we regularly monitor
our progress and are continuously reviewing compensation
practices to identify and address any potential pay gaps.
Minimising gender pay gap is an ongoing process, but we are
dedicated to making significant strides towards a future where
equal work receives equal pay.

Ratio of basic salary and remuneration of women to men™

Integrated Annual Report 2023-24

Remuneration across workforce - Gender wise®
(in3)

AVERAGE AVERAGE

EMPLOYEE LEVEL

WOMEN SALARY | MEN SALARY
1,33,44,467 1,29,95,847

Executive level
(base salary only)

Executive level (base salary + 1,69,23,396 1,64,92,284

other cash incentives)

Management level 14,17,357 15,71,883
(base salary only)

Management level 16,45,716 18,44,349
(base salary + other

cash incentives)

Non-management level 4,77,953 4,68,229

(base salary only)

Remuneration across workforce - Management level wise

Employee Average | Average Basic Average Average | Ratio of Basic Ratio of Basic
Category Basic Salary Salary of | Remuneration| Remuneration Salary of | Remuneration of

of Men () Women (3) of Men (3)* | of Women (%)* | Women to Men| Women to Men
Senior Management 24,84,570.44  26,01,429.58  62,11,426.10 65,03,573.96 1.05 1.05
Mid Management 8,96,601.37 8,59,729.43  22,41,503.43 21,49,323.57 0.96 0.96
Junior Management  3,61,441.44  3,56,249.66 9,03,603.61 8,90,624.14 0.99 0.99
Non-Management 1,66,065.67 1,69,770.86 4,15,164.18 4,24,427 .15 1.02 1.02

Worker
*This is Total Fixed Pay as on March 31, 2024

We believe in investing in the well-being of our full-time
employees. We offer a comprehensive benefits package
designed to support them throughout their careers and personal
lives. This includes paid parental leave for both mothers
and fathers, allowing them to balance their work and family
responsibilities during this delicate time.

We prioritise the safety, security, growth, and empowerment
of our employees through our holistic health and well-
being initiatives.

1. Medical Security: Offering comprehensive medical
insurance for employees and their families, covering
hospitalisation, life insurance, personal accidents, OPD, and
dental care. Further, top-up coverage for critical illnesses and
optional coverage for additional parents are also provided.

2. Life 2.0: A Well-being Journey: Focussing on employee well-
being through five pillars: Spiritual, Professional, Personal,
Intellectual, and Environmental wellness, offering webinars,
events, on-site OPDs, physical activities, and wellness camps.

3. Anytime, Anywhere Care: Teleconsultation services for
employees and their families to consult doctors virtually
irrespective of time and place.

2 GRI 202-1
8GRI 202-1
" GRI 405-2
> GRI 401-3

We do not engage any workers in our operations

4. Mental Health Matters: Our Employee Assistance
Program offers unlimited consultations with psychologists,
psychiatrists, wellness coaches, and legal counsellors.

5. Preventive Care: Annual health checks help employees
understand their health status and take proactive measures.

6. Convenience at Your Fingertips: All health and wellness
services are accessible through our mobile application.

Employee Support Programs:

1. Day Care Support: We offer day-care benefits to provide
emotional and financial security for working parents.

2. Advancement Opportunities: Our advanced education
policy empowers employees to pursue personal and
professional growth.

Recognition and Reward:

1. R&R Framework: We believe in recognising and appreciating
the contributions of our employees through a comprehensive
R&R framework that includes both monetary and non-
monetary awards, spanning monthly, quarterly, annual, and
long service recognition programs.

During FY 2023-24, out of the total entitled male and female
employees, 7.12% of male and 6.03% female employees
availed parental leave. 100% of male and female employees
who took parental leaves returned after their parental leave
ended. Further 78.79% male and 53.85% female employees
have been working for more than a year post their return from
leave in the prior reporting year'™.
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EQUIPPING WORKFORCE FOR SUCCESS: APPROACH
FOR LEARNING & DEVELOPMENT

We empower our workforce with diverse learning formats to
maintain our competitive edge and deliver exceptional customer
service. Our comprehensive training programs cover critical
areas such as Information & Cyber Security, Anti-Money
Laundering, Code of Conduct, Insider Trading, Prevention
of Sexual Harassment, Fraud Awareness, Financial Literacy,
and more, achieving 100% coverage across all levels. These
initiatives are aligned with a structured framework that supports

TRAINING & EDUCATION

SBI Cards and Payment Services Limited

skilling and upskilling based on employees' roles and tenure,
driving revenue growth, process improvement, trust-building,
and operational efficiency.

Enhancing Learning & Development Technologies: Our
introduction of Al-powered Learning Management System
(LMS) and Learning Experience Platform (LX) enables
hyper-personalised learning experiences. These platforms
recommend tailored content based on individual interests
and career aspirations, offering personalised career paths to
enhance professional growth for every employee.

SBI Card prioritised employee growth by investing
1.4 lakh + learning hours in training for our full-time
workforce during FY 2023-24

On an average each employee received 38.39
hours of training, fostering a skilled and

knowledgeable workforce

Employees received 85,000+ hours of offline and
61,000+ hours of online trainings

Average T 15,403 amount spent per FTE on training
and development

(Average Learning Hours)

EMPLOYEE
TYPE'6 MANAGEMENT LEVEL
41

FY 2022-23 FY 2023-24

1T H

Diverse Trainings - SBI Card do not provide transition assistance’.

We recognise the importance of equipping our employees with
the skills and knowledge they need to thrive in the industry. To
achieve this, we offer a diverse range of employee development
programs, catering to various skill levels and roles.

COPC Model Adoption: The Customer Service Monitoring Unit
embraced a new training method - the Customer Operations
Performance Centre (COPC) Model. This industry best practice
for quality management focusses on techniques that drive
customer service improvement.

To support the successful implementation of the COPC
Model, six Customer Operations Performance Centre (COPC)
Functional Training Members received certification. These
certified trainers partnered with the Customer Service function
to drive improvements at both the program and individual agent
levels. This resulted in a 100% certification rate for all new

6 GRI 404-1
7 GRI 404-2
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Senior Management 38 45.49 52.07
Permanent Middle Management 33 34 42.11 37.38
Employees  Junior Management 29 33 41.02 43.47
Non-Management 25 25 33.40 31.63

customer service hires, ensuring they possess the necessary
skills to deliver exceptional services.

Career Development: We believe in empowering every
employee to reach their full potential. This translates into
a commitment to regular performance reviews and career
development discussions. This is a core principle of our
inclusive work environment, and we actively encourage
participation from all genders.

In FY 2023-24, we ensured that 100% of our eligible
employees received these reviews, ensuring equal access to
feedback and development opportunities. We are proud to
report that 98.5% of our eligible female employees and 98.2%
of male employees participated in performance and career
development reviews to reach their full potential and contribute
meaningfully to theirs and the organisation's success.



Career Development Reviews of Employees™®
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FY 2023-24: Percentage of total employees by gender and by employee category who received regular performance and

career development

Employee category Male (Nos.) FZT ah; Total (Nos.) Male (%)| Female (%) Total (%)

Senior Management 126 152 82.89% 17.11% 100.00%
Middle Management 513 133 646 79.41% 20.59% 100.00%
E;LTOE; ZZ'S” Junior Management 1190 314 1504 79.12% 20.88% 100.00%
Non-Management 787 518 1305 60.31% 39.69% 100.00%
Total 2616 991 3607 72.53% 27.47% 100.00%

THE COLLABORATIVE ADVANTAGE: OUR STRATEGY FOR
ATTRACTING AND RETAINING TALENT"

Fulfilling our commitment to attract and retain top talent, we
proudly welcomed 653 talented individuals to our expanding
team, enriching our workforce with diverse perspectives and
expertise throughout FY 2024. As we continue to foster a
positive and rewarding work environment, we acknowledge
that occasional employee turnover is a natural part of our
growth and evolution.

NEW HIRES AT SBI CARD

None of our employees are affiliated with any associations or
Trade Unions?.

In FY 2024, our permanent employee turnover rate was 18.77%.
We constantly evaluate our employee engagement strategies
and talent management practices to foster a culture of
continuous learning and development, minimising turnover and
maximising the potential of our workforce. We are fostering a
diverse and inclusive workplace. We currently have a Women's
Network (AIM) established by our dedicated in-house team as
well. Voluntary employee turnover rate was 18%.

Age Group

Senior Management

FY 2023-24

I ) B N
7 3 10 10

Middle Management 3 75 1 64 15 79
Junior Management 127 168 - 238 57 295
Non-Management 209 60 - 146 123 269
Total 339 310 4 458 195 653

The 'AMIGO' initiative is a one-on-one mentoring approach for the onboarding of new employees. It serves as a buddy system for newcomers,
designed to prevent early turnover by ensuring they receive personalised support and guidance as they acclimate to our organisation.

EMPLOYEE TURNOVER RATE

Net employment turnover

Age Group

Gender

Breakup of personnel leaving the Total FY
organisation 2023-24

Senior Management

Middle Management 1 99 2 80 22 102
Junior Management 50 246 2 256 42 298
Non-Management 159 146 - 191 114 305

18 GRI 404-3

1 GRI 401-1

2 GRI 407-1
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Employee Satisfaction Measurement

A strong sense of employee engagement is crucial for
building trust within an organisation. By actively listening to
our employees' voices and taking action on their feedback,
we demonstrate our commitment to their well-being and
professional growth. This focus on employee engagement
ultimately strengthens our foundation of trust, leading to a more
successful organisation.

The 'iCare' Survey is an internal evaluation managed by
the Human Resources team, which is executed every
quarter targeting employee at the Assistant Manager
level and above. It gathers insights on various aspects
such as Leadership/Supervisor, Work Environment,

Rewards & Recognition, Engagement Index, Work-Life
Balance and Job Satisfaction. In response to the
feedback, an annual action plan is formulated in
partnership with the leadership and is diligently
tracked and monitored until the following quarter.

BUILDING A SAFE AND SECURE WORKPLACE:
COLLEAGUE HEALTH & SAFETY

We believe that a safe and secure workplace is not only essential
for physical health, but also lays the foundation for a positive and
productive work experience. Our "Building a Safe and Secure
Workplace" approach encompasses physical safety measures,
mental health initiatives, and a culture of risk awareness. We
recognise the importance of employee safety and well-being,
even though the services industry generally poses lower risks
of occupational hazards. We are committed to creating a safe
and healthy environment for everyone who interacts with SBI
Card both internal and external stakeholders like employees,
contractors, customers, and suppliers.

While occupational health and safety risks are generally lowerin
the services industry, we take the responsibility as a corporate
citizen very seriously. We do not have any Occupational health
and safety management system in place, and the nature of
work doesn’t expose employees to any hazards/ hazardous
situations?'. We go beyond the expected by prioritising the well-
being of our employees through multiple initiatives.

Zero

Cases of fatalities for the last
three years.

Z'GRI 403-1, 403-2, 403-3, 403-7.

SBI Cards and Payment Services Limited

Emergency Preparedness: We provide occupational health
and safety training drills and share regular awareness emails to
equip employees to mitigate potential risks in their daily work.

Regular Safety Communication: We keep everyone informed by
circulating updates and advisories on earthquake preparedness,
smog alerts, road safety, fire safety, flood warnings, and other
relevant topics.

Emergency Drills: Fire and medical emergency drills are
conducted regularly, ensuring employees are prepared to
respond effectively in critical situations.

We acknowledge the growing concerns around ergonomic
stress, lifestyle diseases, and mental health challenges that
can impact our workforce. In response, we have implemented
comprehensive initiatives focussing on fostering a healthy
work-life balance:

¢ Flexible Working Hours: Providing employees with greater
control over their schedules helps reduce stress and
improves overall well-being.

e Enhanced Insurance Coverage: We offer comprehensive
health insurance with increased coverage limits, extending
to employees' parents, demonstrating our commitment to
their holistic well-being.

e Open Communication: Regular employee town halls across
India and quarterly Senior Management connects foster open
dialogue, increase face-to-face interaction, and enhance
employee visibility.
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Leadership & Accountability for Colleague Health & Safety
e Standardised EHS Checklists: Our office environments are built and maintained to comply with the highest industry

standards for safety and health.

e Regular Self-Audits: Quarterly internal self-audits conducted by experienced professionals ensure consistent adherence

to established EHS parameters.

e Continuous Improvement: We utilise self-audit findings to identify areas for improvement and implement necessary
changes in the office environment to enhance employee health and safety.

e Collaborative Accountability: SBI Card takes full accountability for health and safety matters, ensuring that industry

standards and best practices are diligently implemented.

Our absentee rate for employees is 2% in FY 2023-24.

Zero Reportable Injuries, Zero Fatalities and Zero Near misses/Hazard report?.

BUILDING RELATIONSHIPS, BUILDING TRUST: A CUSTOMER-CENTRIC APPROACH

Our core values are the foundation upon which we build trust
with our customers. We are committed to providing a superior
customer experience built on two pillars: convenience and trust.

Customer First is not just a motto, it's the driving force behind
every decision we make.

Respect for All, ensuring a positive and inclusive experience for
every customer we interact with.

Lead with Courage translates into a commitment to innovation
and continuous improvement, allowing us to develop solutions
that truly meet evolving customer needs.

Acting with Integrity ensures transparency and fairness in all
our dealings, fostering a sense of security and reliability with
our customers.

Ultimately, by integrating these core values into a Customer-
Centric approach, we strive to Earn Trust - the cornerstone
of a successful and sustainable relationship with our
valued customers.

Proactive Customer Support - Always Here for You

Our dedicated customer support team is available 24*7 across
various channels, including phone, email, and online chat. Our
highly trained representatives are committed to addressing
customer enquiries promptly and effectively. We leverage
innovative technology solutions to provide self-service options
and interactive tools, empowering customers to find quick and
convenient answers to their questions.

AUTOMATION AND STREAMLINING OUR SOCIAL MEDIA CUSTOMER SERVICE

Our Interventions:

1. Content Crawling & Ticket Creation: Automatic
identification and creation of social media tickets for
customer enquiries.

2. Automated Reminders: Sending automated reminders
to customers to provide contact details if they
haven’t already.

3. Auto-Allocation and Single Agent Interface: Assigning
cases to appropriate customer service agents (CSASs)
and providing a central interface to manage all social
media interactions.

Our Impact:

1. Reduced Resolution Time by 71%: The average
resolution time for social media enquiries decreased
after implementing our tool.

22GRI 403-9, GRI 403-10

2. Improved First Contact Resolution: The tool’s
automated features helped SBI Card achieve 3
higher rate of resolving customer enquiries on the
first contact.

3. Enhanced Customer Satisfaction: Faster resolution
time and improved communication likely led to
increased customer satisfaction with SBI Card social
media customer service.

All the initiatives demonstrate the effectiveness of our
interventions in improving social media customer service
response times. By automating tasks and streamlining
workflows, we have significantly reduced resolution times
and improve customer satisfaction.

67
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Customer Data Privacy & Security - Keeping Your
Information Safe

Ensuring robust protection of customer data is our priority.
We implement comprehensive data security measures across
our organisation, adhering strictly to regulations and industry
standards to safeguard the confidentiality and integrity of your
personal information. In case of any security breach, we are
fully prepared to demonstrate compliance with our information
security program and policies, promptly addressing any
concerns or grievances through designated personnel, including
a Grievance Officer dedicated to resolving issues within one
month of receiving a grievance.

Privacy Policy | SBI Card.

To ensure enforcement of the Standards, Privacy Leader in
consultation with the appropriate Legal Counsel, Regulatory
Officer and Compliance Officer will identify Provider
and Employment Data procedures which are audited on
periodic basis.

Responsible Selling Practices

We prioritise ethical behaviour throughout our sales process,
viewing it as crucial not only for regulatory compliance but also
for building enduring trust with our customers.

e Customer Needs First: Our sales representatives are trained
to prioritise customer needs and financial well-being. They
actively listen and understand each customer's unique
circumstances before recommending products or services.

e Transparent Communication: We provide clear and accurate
information about our credit card products, including features,
benefits, interest rates, fees, and repayment terms. Customers
are empowered to make informed decisions based on a
complete understanding of the product. SBI Card is committed
to fairness, transparency, and honesty in the provision of our
products and services. We have adopted and implemented a
Fair Practice Code, as per the guidelines of the Reserve Bank
of India.

This Code has been approved by our Board of Directors and
is available in English as well as in eight regional languages for
better awareness.

Our Fair Practice Code | SBI Card.

e Responsible Lending: We adhere to strict credit assessment
processes to ensure customers receive credit products that
align with their financial capabilities. We are committed
to promoting responsible borrowing and avoiding over-
indebtedness.

¢ Product Suitability: Our sales representatives are trained to
recommend products that are well-suited to each customer's
unique financial situation and goals. We do not promote
misrepresenting product features or pressuring customers
into unsuitable options.

SBI Cards and Payment Services Limited

e Ethical Conduct: SBI Card has a zero-tolerance policy for
unethical sales practices. Our representatives are trained on
ethical behaviour and expected to conduct themselves with
integrity throughout the sales process.

SBI Card is a dedicated credit card issuer that specialises in
providing credit card services to its customers. We acknowledge
the importance of financial inclusion and the positive impact it
can have on communities and economies at large. However,
due to the specialised nature of our business operations, we
have determined that initiatives aimed at financial inclusion fall
outside the scope of our core business activities and are not
material to our business strategy.

INTERVENTIONS TOWARDS REDUCING MIS
SELLING COMPLAINTS AND ENHANCING
CUSTOMER EXPERIENCE.

This project was conceptualised to address the
reduction of unnecessary flow of Mis-Sell Service
Requests (SRs) by analysing and eliminating
the major contributing factors causing Mis-Sell
complaints. We implemented a Lean project
using Kaizen approach focussed on analysing
and eliminating the root causes of mis-selling
complaints raised by customer service agents. This
initiative utilised digital interventions to improve
the customer experience and ensure compliance
with regulations. Through focussed intervention,
team has been able to reduce the mis-sell count
by 88.18%.

Depending on the gravity of charges, investigation committee may recommend different categories of disciplinary actions on the basis of major

and minor misconduct.
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As we are 3 service-based company, assessment of the health
and safety impacts of product and service categories is not
applicable to us.®

Customer Relationship Management

In FY 2024, we implemented a rigorous Customer Relationship
Management (CRM) strategy focussed on minimising customer
dissatisfaction. Our dedication is reflected in our Detractor
Score (DSAT) target of 5% or lower, a key metric that gauge’s
customer sentiment. We are proud to report that we surpassed
this target, achieving a DSAT of 4.62%.

UPHOLDING HUMAN RIGHTS: OUR COMMITMENT TO
RESPONSIBLE PRACTICES

We are committed to upholding human rights as a fundamental
principle guiding our operations. As a participant in United
Nations Global Compact (UNGC), we actively embrace the
organisation's ten principles, including those related to anti-
corruption, labour standards, human rights, and environmental
sustainability. These principles are embedded within our
comprehensive Code of Conduct and materiality assessment
which serves as a roadmap for ethical behavior for all
employees and our organisation.

Embedding Respectful Practices

Our Code of Conduct emphasises adherence to fair
employment practices, prohibiting discrimination and sexual
harassment in all aspects of our work environment. We
conduct regular training sessions for all employees, ensuring
a thorough understanding of their rights and responsibilities
under the Code. This training focusses on building a workplace

Integrated Annual Report 2023-24

culture of respect, inclusion, and zero tolerance for any form of
harassment or discrimination.

We provide a safe and inclusive environment free from any form
of harassment or discrimination. Our operations prohibit both
sexual and non-sexual harassment, ensuring equal opportunity
and fair treatment for all employees, co-workers, consultants,
and business associates.

This commitment is further bolstered by our comprehensive
Policy for the Prevention, Prohibition, and Redressal of Sexual
Harassment of Women at Workplace, which aligns with the Sexual
Harassment of Women at Workplace (Prevention, Prohibition,
and Redressal) Act of 2013. This policy empowers women to
work in a safe environment, free from sexual harassment.

During the fiscal year 2023-24, there were zero incidents of
discrimination?*. We continue to sensitise employees with
regular email awareness campaigns targeted to foster an
inclusive environment.

We are a service-based company hence does not involve any
community engagements due to our operations, and hence
we have no reported incidents of violations involving rights of
indigenous people?.

All of our employees receive Human rights training as a part of
our Code of Conduct training module. During FY 2023-24, all
employees received training on Code of Conduct emphasising
on adherence to fair employment practices, including avoidance
of discrimination and sexual harassment everywhere within
the Company and at places of work and business. This was
done to ensure that employees are aware of the significance
of the issue?.

ZGRI 416
2 GRI 406-1
ZGRI 4111
2 GRI 412
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PARTNERING FOR SUSTAINABILITY: SUPPLY CHAIN MANAGEMENT

We recognise that our commitment to sustainability
extends beyond our own operations. A responsible supply
chain is essential for building a truly sustainable future. This
is why we prioritise partnering for sustainability with our
suppliers. We are committed to supporting local businesses
and communities. 7% of our spending on input materials
goes to local or small-scale suppliers?.

This collaborative approach involves working closely with
our partners to ensure that they adhere to high ethical and
environmental standards. Through this partnership, we
aim to:

e Promote Responsible Practices: Encourage our
suppliers to embrace responsible sourcing practices that
minimise environmental impact and ensure fair labour
conditions throughout the supply chain.

e Drive Transparency: Collaborate with suppliers to
increase transparency across the supply chain, allowing
us to identify and address potential sustainability risks.

e Foster Innovation: Work together with suppliers to
develop innovative solutions that promote sustainable
practices and enhance overall efficiency in the
supply chain.

/" SUPPLY

| CHAN

2 GRI 204-1
28GRI 414-1 & GRI 308-1
2 GRI 408, 409
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Here's how we are integrating ESG considerations into our
vendor selection and management processes:

Target for ESG Assessment: We have set an ambitious target
to establish a comprehensive ESG assessment process for our
value chain by FY 2025. This process will evaluate suppliers'
environmental practices, social responsibility initiatives, and
governance structures?.

Promoting ESG Awareness: We actively engage with our
suppliers on ESG matters and run awareness campaigns
through e-mails.

Contractual Obligations: All our agreements and contracts
include a clause requiring third-party vendors to confirm
compliance with applicable laws, regulations, and SBI Card
standards related to labour, environment, health and safety,
intellectual property rights, and anti-bribery measure.

Supplier Code of Conduct: Our Supplier Code of Conduct
outlines our expectations regarding ethical behaviour, fair
labour practices, anti-discrimination, and prevention of
harassment. By adhering to these principles, we ensure
our suppliers operate responsibly and contribute positively
to society.

We engage with suppliers that agree to comply with our
Code of Conduct including prohibitions on child, forced, or
compulsory labour?.
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COMMUNITY ENGAGEMENT
Corporate Social Responsibility*

We are committed to transforming the lives of people and communities in need through our social initiatives. Our CSR
initiatives are aligned with identified CSR focus areas that are designed and implemented in consultation with the relevant
stakeholders, aiming at improving living conditions, promoting rural development, addressing environmental concerns, and
social inequalities.

\y SDG alignment
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The Company’s CSR mission is to be a significant
contributor in India’s growth story, by undertaking
innovative, technology driven, and impactful CSR
programmes with underprivileged communities.
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Overall Impact

SUPPORTED
INDIVIDUALS IN
RURAL AREA THROUGH ENVIRONMENT
IMPLEMENTATION OF RESTORATION
SMART AND MODERN INITIATIVES
INFRASTRUCTURE
PROJECTS

TOTAL DIRECT TOTAL DIRECT
BENEFICIARIES OF ALL BENEFICIARIES OF
EDUCATION & SKILLING ALL HEALTHCARE &

PROJECTS DISASTER PROJECTS

INVESTED TOWARDS
OUR COMMITMENT TO

CSRIN FY 2023-24

7 43.74 crore 61,469 1,18,913 3,230 Approx.
64,670 tonnes of CO,
emissions reduced

Focus Areas

e Education e Environment e Healthcare e Skill Development e Rural Development

(ﬁ EDUCATION )

Our educational initiatives are aligned with technological trends, enhancing digital way

infrastructure and embracing new pedagogies. We build expressive autonomy and
provide access to education for children from low-income groups. By developing
digital classrooms and tinkering labs in Government schools, we offer greater
exposure to evolving learning experience to the students.

|

Infrastructure (Solar support) Tinkering Labs Overall Impact
20 Government schools 50 tinkering labs supported 59,643 students in
across Delhi and Haryana were across Government schools in Delhi- 163 schools
equipped with solar plants NCR, Haryana, Assam, Punjab and UP across the country have been
benefited through infrastructure
12,434 students benefited 12,438+ students upgradation, pedagogy support
through infrastructure upgrades enrolled and trained across

tinkering labs

soae of succen: of Tin § Gowemment Sc
Throagh @ choo n Event
TINK HAMP 2023

ANGAL FOLINDATION
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Our commitment to sustainability drives an array of environment restoration initiatives tailored to specific geographic needs.
We focus on renewable energy, curbing air pollution, efficient waste management, water security, carbon footprint reduction,
and biodiversity protection. Through flagship initiatives like Project Mantra for Advance Sustainable Solution (MASS), we
enhance solid and plastic waste management in cities, while also conducting informational activities to raise public awareness.
These efforts align with our broader goal of promoting sustainable practices and making a positive impact on the environment.

1,870 kWp 55 rainwater 2,32,015 saplings ~1,58,570 kilolitres
grid-tied Solar PV plants harvesting planted/maintained across groundwater recharge
designing, supplying, structures the country envisioned through rainwater

and commissioning harvesting initiatives

established in the
aspirational district of Nuh
and Gurugram

250 Kw solar panels 1,370 kWp 7,580 Farmers 44,300 tonnes
installed for small scale (750 kWp + 620 kWp) have been residual straw saved
projects in schools, rural plants commissioning of the impacted positively from burning
development infrastructure resulted in the generation of

9,49,843 (kWh of power)
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5
C\, HEALTHCARE )

We have adopted a comprehensive healthcare approach to positively impact lives by providing
infrastructure support in primary and critical healthcare facilities, as well as mother and child
hospitals. Our initiatives also extend to mental health, youth well-being, elderly care, raising
awareness on early cancer detection, and upgrading sub-centres in Nuh with telemedicine.
These efforts aid government and charitable hospitals, enhancing their capacity and essential
service delivery. This is particularly beneficial for marginalised communities, providing them with
improved healthcare access.

Infrastructure Cancer Elderly Care
Support Awareness
30-Bedded 40+ Mobile Health 125 Individuals

identified for elderly
support in Delhi and
Garhmukteshwar (U.P)

Mother and Child Hospital
has been set up at
Raiwala, Uttarakhand

Camps

conducted to enhance
cancer awareness and
enable early

cancer detection across

22 Health & S
Malwa belt in Punjab

Wellness Centres
supported with telemedicine

IERO GOOD HEALTH

HUNGER AND WELL-BEING

& |

Overall
Project Impact

90,988+ Lives
impacted through multiple
healthcare projects

23 h
@ SKILL DEVELOPMENT
C" J

QUALITY

We foster a skilled workforce by providing vocational training opportunities to G

youth, women, and differently abled individuals, promoting economic and social
development. These initiatives equip individuals with essential skills and offer job
prospects, contributing to national growth.

o
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DEGENT WORK AND
ECONOMIC GROWTH

GENDER
EQUALITY

g

10 REDUGED
INEQUALITIES
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Training Support
in Healthcare

Training and
placement

support provided to youth
in healthcare jobs in
Haryana and Assam

Establishment of
Skilling Centres

‘Centre of

Excellence’
established at Government
Girls’ College in Gurugram

Training provided in two
Telecom sector job roles:

e |n Store Promoter

e Customer Care Executive

C RURAL DEVELOPMENT\

Integrated Annual Report 2023-24

Vocational Training
for Independence

Enabling Financial

independence

for differently abled youth
through vocational skill
building and placement
support

Training Program
Outcomes

1,826
individuals trained in
various domains

J
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We focus on the holistic development of rural areas lagging in wan o
socio-economic progress by integrating health and education c
infrastructure and addressing environmental challenges. I!!” g
Additionally, we stimulate economic activities through social

enterprise development for rural women, thereby improving
the lives of people at the bottom of the pyramid

CLEAN WATER
AND SANITATION

8 K

DECENT WORK AND

1 0 REDUCED
ECONOMIC GROWTH INEQUALITIES

A

(=)

v

Infrastructure Establishment of Water Conservation Enabling Access to
Upgradation Skilling Centres Efforts Renewable Energy
Upgraded 76 women 3 ponds of 4,800 ~ 50 Kw solar panels

2 Government schools,
Anganwadi’s, hostel and
community resource centre

trained for pickle and
stitching unit

installed in multiple units in
target villages for tapping
renewable source of energy

cubic metre depth
constructed to capture
rainwater in the water
scarce regions
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FLAGSHIP PROJECT

We have initiated a flagship project MASS (Mantra for Advance Sustainable Solution) towards recycling non-commercial low-grade
plastic waste along with motivating and educating consumers about waste segregation. The goal is to raise awareness while building
capacities of waste workers for collecting and segregating plastic waste efficiently.

Guiding Principles of Flagship Project

[ Impactful } [ Visibility } [ Innovative J [Sustainable} [ Scalable J

S~

SBI Cards and Payment Services Limited

The initiative at large

+ A model solution

- Strategically and

would ensure to Important Scientifically
- Job creation for challenges faced defined
rag pickers and by society CSR initiative

individuals working
in Material Recovery
Facility (MRF) and
recycling plant

- The initiative has

the IEC activities
that create
awareness of the

problem among the

- The 4 phases of the

projects have made
an inter-linkages

of supply chain

and created value
for earlier ignored
plastic waste

- Self-sustainable

revenue model of
recycling plastic
waste into value-
added products

- SBI Card

convergence at the
ULB level across
the country

- The induction of

the proposed third
phase will scale
up the volume of
waste segregated
and recycled

+ The model can be

replicated in other
big cities

+ Income C
enhancement general public
- Help reduce + The initiative is

a result of direct
intervention
with the

state functionaries
o NG L

carbon emissions
+ Reduction of waste
dumping in landfills

AN AN )

Background

In 2021, we initiated a pilot project to tackle plastic waste
management, partnering with the Indian Pollution Control
Association. This project aimed to develop infrastructure for the
segregation and recycling of plastic waste, with collaboration
from the Municipal Corporation of Delhi.

Phase 1 (2021)

e Developed infrastructure for segregation (Material Recovery
Facility - MRF) and recycling (Plastic Recovery Facility - PRF)
of plastic waste

e Established one MRF with a capacity of 2 tonnes per day
(TPD) and one PRF with a capacity of 35 metric tonnes (MT)
per month

e Focussed on segregating dry waste and recycling
plastic waste

Phase 2 (January 2022)

e Established two MRFs of 2 TPD each in Delhi and one solid
waste MRF of 10 TPD in Greater Noida, Uttar Pradesh

Catered to both dry and wet waste, with an added composting
component at the MRFs

Collaborated with the Municipal Corporation of Delhi and the
Greater Noida Industrial Development Authority

Phase 3 (February 2023)

In collaboration with Ghaziabad Nagar Nigam, set up one
MRF of 50 TPD to manage solid waste in Ghaziabad

Installed 100 Aerobin composters in 25 Resident
Welfare Associations (RWAs) for decentralised wet
waste management

Phase 4 (January 2024)

Replicated the project in Patiala by setting up one Plastic
Recycling Unit of 30 TPD and one MRF of 10 TPD

Implemented decentralised waste management systems at
10 gated societies with 40 Aerobin composters

Conducted large-scale awareness activities

Supported Government Schools of Uttarakhand with 10,000
recycled plastic waste benches



Overall Impact of Flagship Project

Environmental

19,726 metric tonnes

plastic waste has been recycled
throughout the project duration at the
recycling unit in Greater Noida

Social

~100 metric tonnes of
solid waste

Integrated Annual Report 2023-24

Economic

75

direct regular jobs created.

managed everyday through collection,

segregation and recycling resulting
improving aesthetics of the city

The initiative has reduced
exposure to

health-related hazards
of waste workers

in 97 more people
projected to be employed
in MASS

90 m2 area in the
next 13.5 years
can be optimised through
leading to promotion of
circular economy

30,000+ households
reached and positively changed
community behaviour about source
segregation through multiple
awareness activities

% 250+ (up from % 100)
daily earnings of the waste
collectors through a sustainable
supply chain by selling collected
waste to MRFs

~29,000 MT
plastic and other waste avoided
from the landfills

~37,450 tonnes

reduced CO, emission by mitigating
the issue of harmful landfill gases
and open-air burning contributing to
air pollution

Multiple awareness
activities, FM campaigns
and Capacity Building
workshops

Held to encourage best practices to

Created a new industry
for plastic waste by developing
household products from
recycled plastic waste, providing
income opportunities to multiple
stakeholders in value chain

handle the waste among households

and waste workers

H
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—" —_—a—

-——— 'h-‘v.-.-
-

] —

—

—

77

MBIAJAQ 21eJodio) n

syJoday AJoinjels Z

Sluawajels |eldueuly S



osBlicard

CSR IMPACT STORIES

CIl FOUNDATION SUCCESS STORY

“Thanks to the support received from SBI Card and the
Cll Foundation, we were able to get the necessary tools
and training from volunteers and agricultural scientists
for which we are incredibly grateful. This has been a boon
for small farmers like me, enabling access to machinery
at nominal charges that was previously unaffordable”-
Devender Singh

In North India, farmers typically burn crop residue after
paddy harvesting in October-November to save time
and costs. This persists due to limited awareness about
alternatives and a lack of necessary tools and machinery
at the village level. To address air pollution and soil
degradation, SBI Card has initiated a sustainable solution
by providing farmers with farming equipment and offering
technical support.

Devender Singh, a small-scale farmer with 3 acres of land
from Balona village in Karnal, formerly adopted his father's
practice of stubble burning for convenience. However,
this led to reduced yields and increased agricultural
input costs, including higher urea usage and water cycle
disruptions. The absence of necessary equipment at
Cooperative societies and Custom Hiring Centres (CHCs)
further compounded challenges in wheat sowing, given the
exorbitant machinery prices.

TARUN BHARAT SANGH SUCCESS STORY

From a deserted piece of land to a green farmland

Jameel, a resident of Nimli village, faced significant challenges
in ensuring water security for his farmland. With frequent
electricity cuts, shared water resources, and uneven terrain,
only a fraction of his land was irrigated. Adopting flood irrigation
required the entire family's involvement, disrupting household
chores for women. Despite considering purchasing pipes and
sprinklers, Jameel was deterred by their high prices.

N |
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SUPER EEEDEQ

The intervention brought about a significant change for
Devender. He received the necessary tools and training
from volunteers and agricultural scientists. The project
and its services were introduced to him and his fellow
villagers through announcements made by an awareness
van and volunteers. Compared to other service providers,
the rent for these services was significantly lower, making
it affordable for small landowners like Devender. The
volunteers consistently provided feedback on the use of
the equipment, ensuring the farmers were well-equipped to
handle them. Today, seeking advice from the KVK scientists
has become a routine part of Devender’s farming practice,
marking a significant shift from his earlier practices.

To address this issue, Jameel received support from SBI
Card whereby sprinklers were provided based on 50% cost-
sharing approach in partnership with Tarun Bharat Sangh.
After installing the sprinklers, Jameel witnessed a remarkable
improvement. Nearly half a Bigha of land was irrigated in just
an hour, compared to previously irrigating 5 to 6 farm beds.
Presently, irrigating 4 Bighas of land, doubling his previous
coverage. This has led to increased yields of wheat, mustard,
and onions, with improved crop quality.

Jameel’s success didn't end there; he shared his equipment with
a fellow farmer, further enhancing agricultural productivity in
the community. His once barren land has transformed into a
thriving green farmland, thanks to the installation of sprinklers
as a part of SBI Card's project. Furthermore, Jameel's family
engages in cultivating seasonal vegetables, with the sprinklers
playing a vital role in pest control, ensuring healthy crops.



MAMTA

A young women gets over depression

Mrs. Gulafsa's (Name Change) journey began amidst the
challenges of enduring mistreatment and abuse in her
tumultuous marriage. Trapped in a cycle of emotional
manipulation and threats, she found herself overwhelmed by
feelings of isolation and helplessness. The final act of physical
assault by her husband prompted her to seek refuge in her
maternal home, where she faced new challenges of financial
strain and social stigma.

It was in this vulnerable state that Mrs. Gulafsa's (Name Change)
encountered SBI Card’s supported programme on improving
wellbeing and resilience among adolescents and young married
women undertaken by MAMTA NGO. Through 3 self-reported

Dipali's journey from Badli village in Delhi to a promising
career in the medical field is a testament to the transformative
power of SBI Card's CSR initiative in collaboration with the
Healthcare Sector Skill Council. Facing barriers due to lack
of certification, Dipali found hope through the Skill India
Gurugram centre’s General Duty Assistant Advanced (GDA
Advance) course, offered free of cost. This comprehensive
program not only equipped her with essential medical skills
but also polished her soft skills, instilling confidence. Following
a successful internship, Dipali excelled in assessments and
secured a coveted position at Fortis Hospital as 8 GDA staff
member, earning a commendable monthly salary of ¥ 11,500.
Her journey stands as an inspiring example of how SBI Card's
CSR initiatives empower individuals and foster opportunities in
the healthcare sector, bringing pride not only to Dipali but also
to her family and community.

Integrated Annual Report 2023-24

psychometric screening tool, she identified her need for
assistance and found solace in a counselling session facilitated
by MAMTA team. In this safe and nurturing environment, Mrs.
Gulafsa (Name Change) courageously shared the harrowing
details of her struggles, finding empathy and understanding.

MAMTA’s commitment to Mrs. Gulafsa (Name Change)
extended beyond the counselling session. Accompanying her
to the Women and Child Development office, they encountered
bureaucratic hurdles in processing her pension application.
Through perseverance and assistance from an advocate and
the Anganwadi supervisor, they overcame these obstacles,
securing approval for Mrs. Gulafsa's (Name Change) pension
benefits. Today, Mrs. Gulafsa (Name Change) finds herself in a
more stable and hopeful position, having received confirmation
of her pension approval and securing a small job. Grateful for
the unwavering support and empowerment provided by the
MAMTA & SBI Card Team, Mrs. Gulafsa (Name Change) now
feels equipped with the strength and confidence to face any
challenges that come her way.

* She is availing the services of pension scheme named “Delhi

Pension Scheme to Women in Distress - Women & Child
Development Department”. Her age is 29 years.

79
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NOIDA DEAF SOCIETY

A young-deaf man’s journey to success through
inclusive training

Kamran, a 28-year-old young man born deaf in Khatauli,
Muzaffarnagar belongs to a humble family, where five out of
eight members are also deaf. He has completed his 10" grade
from deaf school and his primary mode of communication
is Indian Sign Language. Kamran, like many deaf individuals,
faced societal and workplace communication barriers, often
exacerbated by the widespread lack of ISL knowledge.

To overcome these obstacles, Kamran enrolled himself in Noida
Deaf Society’s Skill Development programme for deaf youth,
supported by SBI Card. The project enhanced his livelihood
and pre-employment skills through its courses - tailored for
deaf individuals. Despite facing financial and communicational
hurdles at home, his family’s unwavering support and
encouragement created a nurturing environment, motivating
Kamran to pursue his goals. Throughout his time at NDS, Kamran
engaged in various activities that enhanced his job readiness and
confidence, culminating in securing a job as an F&B Associate
with Burger King in Khatauli.

The programme provided Kamran with comprehensive training
and employment opportunities, fostering both personal and
professional growth in an inclusive environment. Kamran's

SANKALPTARU

Rohit Shriram Chavhan, a farmer from Maharashtra, faced
challenges with traditional farming methods and crop cultivation.
Seeking a more sustainable approach, Rohit transitioned to
agroforestry by planting Guava saplings on his land, under
Sankalptaru’s Rural Development Programme, supported by SBI
Card. This strategic decision not only diversified his agricultural
activities but also promised higher value and stability in income
throughout the year.

The shift to fruit cultivation brought positive impacts beyond
financial gains. Fruit trees enhanced soil health, increased
biodiversity, and contributed to environmental conservation
efforts. Supported by SBI Card and SankalpTaru, Rohit embraced
sustainable practices like drip irrigation, fostering ecological
balance while nurturing his orchard for long-term growth.

With the success of his guava orchard, Rohit's confidence, and
optimism for his farm's future soared. His story serves as an
inspiration to fellow farmers, highlighting the transformative

80
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success story is a testament to the transformative power of
dedicated support and inclusive training, showcasing the
relentless spirit of individuals like him. He expresses gratitude
to the NDS programme and SBI Card, for making these life-
changing opportunities possible.

potential of sustainable farming practices in improving
livelihoods and fostering ecological sustainability. Rohit
expresses gratitude towards SBI Card and SankalpTaru for
their unwavering and constant support.




SUMANGAL FOUNDATION

- Ishita, Student

Ishita Upadhyay, a 7™ grader at Government Girls Senior
Secondary School No1 Tilak Nagar, is a beacon of innovation.
She participated in the Tinker Champ event, an initiative
supported under CSR of SBI Card aimed at establishing Atal

Tinkering Labs across government schools which focusses
on science, electronics, robotics, sensors, 3D printers and
computers.

Ishita was interested in science before the project, but after
her introduction to ATL, it helped her broaden her horizons
of understanding related to topics like robotics, sensors,
and computer. Which helped her in the Tinker Champ event
where she developed an autonomous car which was designed
to autonomously track and follow a human target using
basic infrared and ultrasonic sensors. The project not only
showcased her learnings about robotics and programming but

LOOKING FORWARD

We are dedicated to advancing progress beyond mere financial
success at our organisation. Our workforce represents a diverse
array of perspectives, backgrounds, and talents, all united in
our shared commitment to driving positive change. With a deep
respect for our stakeholders, we cultivate partnerships rooted
in transparency, trust, and mutual benefit, catalysing meaningful
progress and sustainability initiatives.

We actively cultivate an inclusive workplace environment that
celebrates diversity in perspectives and backgrounds, extending
our commitment beyond recruitment practices. Our goal is to
foster an environment where every individual feels valued and
empowered to contribute their unique talents. Through our

Integrated Annual Report 2023-24

also her ability to solve real-world problems, earning her
the prestigious second prize.

Ishita’s success has inspired her peers, emphasised the
importance of STEM Education, and cultivated a culture of
innovation within her school. Given her demonstrated skills
and her passion for innovation, Ishita’s future in the science
and technology sector is undoubtedly bright.

Corporate Social Responsibility (CSR) programmes, we aim to
make a significant impact by empowering individuals through
educational opportunities and improving access to quality
healthcare. By collaborating closely with stakeholders, we
are confident of our ability to achieve these ambitious goals,
fostering a future characterised by inclusivity, empowerment,
and equitable access to essential services.
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M3IAJIAQ 31esodio) n






MATERIAL TOPICS IN FOCUS

Anti-Corruption
& Bribery

[

G

Business Ethics

@
Data Privacy
& Cybersecurity

N1 A
Sl
g — a4

'

*
Responsible

Digitalisation

Risk Management
& Compliance

Integrated Annual Report 2023-24

&

Consumer
Financial Protection

DELIVERING ON OUR PROMISES: PROGRESS AGAINST TARGETS

 GOALS PROGRESS
Enhance Data Privacy
Standards across

all operations

|

Prioritised building trust and transparency by implementing robust security measures. Our
successful migration to the latest PCI-DSS 4.0 standards ensures the highest level of data
protection for our customers.

Integrating ESG
parameters in value chain
assessment by FY 2025

Our commitment to ESG extends beyond internal operations. We collaborate with
suppliers, promoting responsible practices throughout the supply chain. This fosters a
more sustainable ecosystem and strengthens our overall risk management strategy.

Link ESG performance
with executive
compensation by

FY 2030

We are progressing towards incorporating ESG factors into the Company scorecard for
executive compensation. This integration represents a significant step forward, aligning
executive compensation more closely with sustainable and ethical business practices. By
doing so, we aim to enhance corporate responsibility, build stronger stakeholder trust, and

create greater long-term value for the Company.

LEADING WITH TRUST: A STRATEGIC VISION FOR
CORPORATE GOVERNANCE EXCELLENCE?'

Board oversight and ESG Governance

In the dynamic landscape of financial services, companies
are increasingly recognising the importance of integrating
Environmental, Social, and Governance (ESG) principles into
their core business strategies. The Board of Directors plays a
pivotal role in overseeing these ESG initiatives, ensuring that
they are not only aligned with the Company's mission and
values but also with the expectations of customers, investors,
and regulators.

Our commitment to sustainability and ESG principles is
spearheaded by a specialised ESG Team, guided by the
Sustainability & Business Responsibility Committee. This team
works in tandem with the Corporate Social Responsibility
and ESG Committee, both of which are integral to our Board
of Directors' oversight. The Board's CSR & ESG Committee
meticulously monitors our ESG and sustainability efforts,
convening quarterly to evaluate our progress.

*TGRI'2-9,10,11,12,14,18

Our sustainability team takes the lead in executing policies and
collaborates closely with various departments to advance our
sustainability projects. This multifaceted core team is at the
forefront of driving our sustainability agenda, ensuring that our
initiatives are effectively implemented across the organisation.

ESG Governance structure for SBI Card

".‘ Board of Directors

Corporate Social
Responsibilities &
ESG Committee

Sustainability & Business
Responsibility Committee

Sustainability/
ESG Team
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ESG Policies®?

We are deeply committed to upholding the principles of
responsibility and integrity, which are fundamental to fostering
trust and credibility with our stakeholders. Our Business
Responsibility and Sustainability (BRSR) Policy is a testament
to our dedication to sustainable development and reflects our
strategic approach to minimising risks and environmental and
social impacts. This comprehensive policy, which is readily
available on our website, governs all aspects of our operations.

Our vision, as outlined in the BRSR Policy, is to set the benchmark
for excellence in our industry by generating sustainable, long-
term value for all our stakeholders. We are committed to
profitability, while prioritising ethical conduct, environmental
stewardship, and social responsibility. By integrating ESG
practices into the core of our business operations, we aim to
stay ahead of the curve on emerging ESG matters.

Aligned with our organisational belief, the following policies are
framed and adopted by the Board, and forms part and parcel of
the overall corporate governance framework.

(») Compliance Policy

(») AML/KYC Policy

° Vigil Mechanism/Whistle Blower Policy
° Related Party Transactions Policy

° Archival Policy

° Code of Conduct for the Company’s Board of Directors
and Senior Management Team

Nomination and Remuneration Policy
Fit & Proper Criteria for Directors

Code of Conduct for regulating, monitoring, and
reporting of trading by Designated persons and for fair
disclosure of unpublished price sensitive information

Policy for determination of Materiality of Events/
Information and disclosure thereof to the stock exchanges

Dividend Distribution Policy

° Corporate Social Responsibility Policy

o Document/Record Retention & Disposal Policy
° Business Responsibility and Sustainability Policy
° Policy on Board Diversity

° Policy on Succession Planning for the Board and
Senior Management

(») Policy for Prevention, Prohibition and Redressal
of Sexual Harassment of Women at Workplace
Familiarisation Programme for Independent Directors

° Compensation Policy
° Corporate Governance Code

S2GRI 2- 23, 24
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Board of Directors

We recognise diversity as a key lever to bring in different
perspectives, experience, expertise and culture to create a more
competitive advantage.

1

(O Independent Director

O Non Executive Non Independent Director

Executive Director (MD & CEO)

The composition of our Board reflects our commitment to
gender diversity, meeting statutory requirements with 11%
representation of women. Among our Board members, one out
of nine is a female director who also serves as an Independent
Director. We recognise the importance of diverse perspectives
and continue to uphold the standards of board diversity in
our governance.

Board Independence

The Company’s Board independence stands at 56% as on
March 31, 2024.

The Average tenure of our Board of Directors is 3.36 years.



Board Committees

The Board and its specialised committees are the pillars of our
corporate governance framework. It is the duty of the Board of
Directors to endorse and periodically reassess our policies, risk
management strategies, and key strategic matters that drive the
organisation's growth, development, and the fulfilment of our
strategic and business objectives.

Each committee within the Board is entrusted with distinct
duties, as outlined by the Companies Act 2013, the Securities
and Exchange Board of India (Listing Obligations and Disclosure
Requirements) Regulations 2015, the Reserve Bank of India
(RBI) Directions and Guidelines, and tailored to our specific
business needs. The Company Secretary meticulously finalises
and documents the minutes of all committee meetings in the

Integrated Annual Report 2023-24

designated minute book. These minutes are then presented to
the Board for review.

The average meeting attendance of Board of Directors in Board
meeting is 95.96% and can be found in Corporate Governance
Report Section of annual report.

The Details of Remuneration of Board is covered in Corporate
Governance Report section of the Annual report.

Moreover, the detailed roles and responsibilities of each
committee, known as the Terms of Reference, are accessible
on our website for transparency.

The following are the committees that form the governance
structure at SBI Card:

Board Committees

Risk
Management
Committee

Nomination
& Remuneration
Committee

Audit
Committee

Corporate
Social Responsibility
& ESG Committee

Stakeholders
Relationship and
Customer Experience
Committee

Executive
Committee

IT Strategy
Committee

Management Level Committees

Operational

(ORMC)

Compliance
Review Committee
(CRC)

Enterprise Risk
Management
Committee
(ERMC)

: Information & Business
Risk Management . . -
. Security Committee Responsibility
Committee .
(1SC) Committee

Sustainability

(SBRC)

CSR
Management
Level Committee

New
Product Introduction
Committee
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BUSINESS ETHICS?®

We are committed to upholding the highest standards of
business ethics in all aspects of operations. We recognise that
ethical conduct is crucial for building trust with our stakeholders,
maintaining our reputation, and creating long-term sustainable
value. Therefore, our approach and commitment to maintaining
utmost business ethics is integral to our growth.

Fundamentals to our business ethics

E@‘« :@ ié’:

Transparency Integrity Responsible Business

Practices

Code of Conduct: Our comprehensive Code of Conduct
outlines clear guidelines on ethical behaviour, legal compliance,
conflicts of interest, and the protection of confidential
information. This code serves as a roadmap for ethical decision-
making and conduct. It applies to all employees, as well as
SBI Card suppliers, contractors, consultants, and third-party
representatives. Additionally, there were no reported conflicts
of interest in FY 2024.

Anti Money Laundering (AML) & Know Your Customer
(KYC): We are committed to maintaining a secure financial
environment through the rigorous enforcement of Anti-Money
Laundering (AML) and Know Your Customer (KYC) protocols.
Our governance model integrates strict customer verification
processes, ensuring the accuracy of identities and the legitimacy
of transactions. By complying with regulatory standards, we
actively prevent financial crimes and uphold the integrity of our
services. This proactive approach to AML/KYC compliance not
only safeguards against illicit activities but also demonstrates
our dedication to ethical governance, operational transparency,
and the protection of our customers' interests.

Anti-Corruption & Bribery%*: We mantain a zero-tolerance
policy towards bribery and corruption, requiring all individuals
to uphold the highest standards of honesty and integrity in all
company-related interactions. We have implemented rigorous
controls, policies, and procedures to prevent any form of bribery
or corruption. Our employees receive regular training on anti-
bribery and anti-corruption practices to ensure both awareness

¥ GRI2-15,16
3 GRI'201-1
% GRI'201-3
% GRI 201-4
¥ GRI'205-2,3
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and compliance. There were no reported cases of bribery or
corruption in the past year.

For more details, please refer to Sections/Principle of BRSR.

Economic Performance3®

SBI Card, the credit card subsidiary of State Bank of India, has
shown robust economic performance, marked by a consistent
increase in customer base and transaction volume. Its strategic
focus on digital payment solutions and customer-centric
offerings has driven profitability and market share growth in
the competitive credit card sector.

For more details refer to our audited financial statements for
the details.

Defined benefit plan obligations and other retirement
plans3¢

As a responsible employer, we are committed to supporting
our employees’ long-term financial well-being by providing
them with a defined contribution plan and a range of valuable
perks. These employee benefits include medical insurance, life
insurance, access to healthcare services, maternity leave, and
paternity leave, in addition to our defined contribution plan.

Financial Assistance from the Government?’

During the reporting period, we have not received any financial
assistance from the government.
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Tax Strategy3®

SBI Card employs a prudent tax strategy that aligns with regulatory compliance and optimises tax liabilities. The Company leverages
tax incentives and deductions available under Indian tax laws, ensuring financial efficiency. It maintains transparency in its tax
dealings, contributing to its reputation as a fiscally responsible entity in the financial sector.

Tax details (% in crore)
e
Name of Resident entities SBI Cards and Payment Services Limited
Primary activities of the organisation Credit Card

Number of employees and basis of calculation for this number 3,829

Total Employee remuneration™ 547.02

Taxes withheld and paid on the behalf of employees 192.31

Taxes collected from customers on behalf of tax authority® 2,936.03

Industry related and other taxes or payments to government? Customs and Excise is NIL for FY 2023-24
Significant uncertain tax positions 31.09

Revenues from third party sales NA

Revenues from intra group transactions with other tax jurisdictions** NA

Profit/loss before tax 3,231.80

Tangible assets other than cash and cash equivalents 58.47

Corporate income tax paid on cash basis 940.59

Corporate income tax accrued on profit/loss 935.09

Reasons for difference between corporate income tax accrued on profit/loss  Due to excess withholding taxes
and the tax due if the stationary tax rate is applied to profit/loss before tax

The time period covered by the information reported above FY 2023-24

* This includes salary & wages including share-based payment and contribution to provident fund/other funds and does not include staff welfare
expenses

# Since all SBIC offices are leased, SBIC does not incur land tax or electricity tax. The land is not owned by SBIC, and all electricity meters are
registered under the names of the landlords or builders.

~ GST paid on accrual basis for FY 2023-24 that includes tax on output services and not included the tax discharged under Reverse Charge
Mechanism

** Since our operations are within India, we do not have any group transaction outside India

% GRI 207
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RISK MANAGEMENT & COMPLIANCE

SBI Card upholds trust through an advanced, ISO 31000-aligned
risk management strategy, deeply integrated into our
corporate philosophy. Governed by our Risk Management and
Board-directed Enterprise Risk Management Committees, our
approach is both proactive and adaptive, ensuring resilience
against market dynamics. Our Risk Appetite Statement informs
our judicious approach to risk, balancing strategic objectives
with financial stability and compliance.

We meticulously manage a spectrum of risks, including
strategic, credit, liquidity, and notably, ESG and climate-related
risks, with bespoke controls and contingency plans. This
comprehensive framework is pivotal to our operational integrity
and the confidence our stakeholders have in us. Our ongoing
commitment to enhancing risk management capabilities,
particularly within the ESG realm, solidifies our position as a
trustworthy and transparent financial services provider.

SBI Cards and Payment Services Limited

Further details can be obtained from risk management section
of the report on page no. 30

CONSUMER FINANCIAL PROTECTION

We are committed to ensuring the highest level of protection for
our consumers. Our Consumer Financial Protection procedures
are designed to safeguard our customers' financial interests and
promote transparency, fairness, and trust in all our operations.
We have instituted robust Consumer Financial Protection
protocols, aiming to secure our customers' financial well-being.
By prioritising customer interests and ethical practices, we
ensure that our governance standards reflect the highest level
of consumer care and corporate responsibility.

Transparent Communication

We prioritise clear and
transparent communication with
our customers. All terms and
conditions, fees, and charges
associated with our credit

card products are presented

in a straightforward and
understandable manner. We
provide detailed statements and
regular updates to help customers
manage their finances effectively.

and trust.

Dispute Resolution

We have established a robust
dispute resolution process to
address any concerns or issues
that may arise. Customers can
report disputes through multiple
channels, including our customer
service hotline, online portal, and
in-person at our branches. Our
dedicated team ensures timely
and fair resolution of all disputes,
maintaining customer satisfaction

£

Responsible Marketing

Our marketing practices are designed
to be ethical and transparent. We
ensure that all promotional materials
are accurate and not misleading.
Our advertisements clearly disclose
all relevant terms and conditions,
helping customers make informed
choices. For more information
on our marketing practices, refer
to Principle-9 of our Business
Responsibility & Sustainability
Report (BRSR) on page no. 149.




DATA PRIVACY & SECURITY

We recognise the critical importance of data and information
security in maintaining the trust of our customers and
stakeholders. In today's digital age, safeguarding customer
information is not only an ethical responsibility but also a
material topic with critical impact on SBI Card business and
stakeholders. We are committed to protect the sensitive
information entrusted to us.

As disclosed in our data privacy policy, SBI Card's is committed
to protecting our customer’s personal information adhering to
our key data handling principles like:

e Transparency and Fairness

e Purpose Limitation

e Data Minimisation

e Data Retention

e Respecting Legal Rights

e Security Measures

e Compliance Across the Organisation

e Security Program

e Regular Audits

Customer Data Protection

Protecting the customer’s information is paramount to our
organisational reputation. We are committed to responsible
data practices and ensure that zero percentage of customer
data is used for secondary purposes. This means your data

% GRI 418-1
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is used solely for the purposes you have explicitly consented
to, such as processing transactions, managing your account,
and providing you with relevant communication. We maintain
robust data security measures and adhere to strict regulations
to safeguard your privacy and build trust with our customers.

Zero complaints received concerning breaches
of customer privacy and losses of customer data
(data theft or leak) in FY 2023-24.%

Incident Response Plan and Business Continuity
Measures:

A well-structured incident response plan is in place to address
any potential data breaches or security incidents swiftly.

We have implemented comprehensive business continuity
measures to ensure uninterrupted operations in the event of
a security incident or disaster. These measures ensure that
critical business functions can be rapidly restored, minimising
disruption, and protecting customer data. Communication
with customers and stakeholders is of utmost importance for
the us. Hence, we have employed various modes such as the
Interactive Voice Response (IVR) system, official website, and
mobile application. In the event of any process disruption, we
keep our customers informed promptly via SMS notifications.

For more information, refer to Principle 9 of our Business
Responsibility & Sustainability Report (BRSR) on page no. 149.
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SBI Cards and Payment Services Limited

GRIEVANCE REDRESSAL - BUILDING TRUST THROUGH PROACTIVE ENGAGEMENT AND EFFECTIVE

RESOLUTION AT SBI CARD

We recognise that the foundation of a lasting relationship with
our customers is built on trust. Our commitment to delivering
exceptional service is reflected in our proactive engagement
with customers and our efficient resolution of their concerns.

Proactive Engagement and Feedback Collection*

We are dedicated to understanding and enhancing the customer
experience through active dialogue and feedback collection.
We employ a variety of methods to ensure that every voice is
heard and valued.

Customer Support Line: Our team addresses queries and
delivers resolutions efficiently, following a structured escalation
process for increasing care as needed.

Digital Engagement Platforms: We stay connected with
customers through our website, mobile app, and social media,
offering accessible and user-friendly feedback tools for
seamless sharing of experiences and insights.

Stakeholder Engagement: Regular interactions with
stakeholders are crucial to our feedback loop, with insights
driving informed updates in policies and procedures for
continuous improvement.

Trust-Centric Grievance Redressal Mechanism

Our Grievance Redressal Policy, which is transparently available
on our website, outlines our structured approach to resolving
customer complaints effectively.

Grievance Redressal Cell: Empowered with empathetic
communication and problem-solving experts, our cell addresses
every grievance with respect and urgency, ensuring resolutions
that uphold customer trust.

Escalation Matrix: Our layered approach ensures complex
or persistent issues receive heightened attention. If initial
resolutions are unsatisfactory, concerns escalate to higher
management, guaranteeing customer trust is upheld.

LOOKING FORWARD

We envision a future where financial success is intertwined with
environmental, social, and governance (ESG) responsibility.
We are exploring the implementation of the Task Force on
Climate-Related Financial Disclosures (TCFD) recommendations
and will continuously revise our materiality assessment to
ensure we are addressing the most critical ESG issues for
our business and stakeholders. This framework will enhance
transparency by providing stakeholders with a comprehensive
understanding of our climate-related risks and opportunities,
and our consideration of climate risks under Enterprise Risk
Management (ERM). We also aim to establish a robust ESG

“ GRI 2- 25, 26

assessment process for our value chain, allowing us to select
vendors who share our commitment to sustainability and
fostering a more responsible, transparent, and environmentally
conscious ecosystem.

We aspire to become a leader in sustainable business
practices through implementing these progressive initiatives.
We believe that by prioritising ESG considerations alongside
financial performance, we can create a brighter future for our
stakeholders, the environment, and society at large.



Mapping with Standards

GRI Index
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Statement of use

SBI Card has reported the information cited in this GRI content index for the period 2023-24 with reference to the GRI

Standards.

GRI 1 used

GRI 1: Foundation 2021

GRI STANDARD DISCLOSURE Chapter/Section Name & Remarks

GRI 2:
General
Disclosures 2021

2-1 Organisational details

SBI Card At a Glance

2-2 Entities included in the organisation’s About the Report 2
sustainability reporting Business Responsibility & Sustainability Report (BRSR) 149
2-3 Reporting period, frequency and contact point  About the Report 2
2-4 Restatements of information Climate Change & Emission Management 52
Business Responsibility & Sustainability Report (BRSR) 176, 183
2-5 External assurance About the Report & Assurance Statement 2
2-6 Activities, value chain and other business About the Report 2
relationships Business Responsibility & Sustainability Report (BRSR) 149
2-7 Employees Our Workforce 62
2-8 Workers who are not employees Our Workforce 62
2-9 Governance structure and composition ESG Governance at SBI Card 83
Board of Directors 84
Board Committees 85
2-10 Nomination and selection of the highest ESG Governance at SBI Card 83
governance body
2-11 Chair of the highest governance body ESG Governance at SBI Card 83
2-12 Role of the highest governance body in Board Oversight & ESG Governance 83
overseeing the management of impacts
2-13 Delegation of responsibility for managing Board Oversight & ESG Governance 83
impacts
2-14 Role of the highest governance body in Board Oversight & ESG Governance 83
sustainability reporting
2-15 Conflicts of interest Business Ethics 86
2-16 Communication of critical concerns Business Ethics 86
2-17 Collective knowledge of the highest Our Board of Directors 40-43
governance body
2-18 Evaluation of the performance of the highest  Corporate Governance Report 189
governance body
2-19 Remuneration policies Policy On Appointment And Remuneration Of 110
Directors
2-20 Process to determine remuneration Policy On Appointment And Remuneration Of 110
Directors
2-21 Annual total compensation ratio Remuneration & Compensation 63
2-22 Statement on sustainable development MD & CEO Statement 12
strategy
2-23 Policy commitments ESG Policies 84
2-24 Embedding policy commitments ESG Policies 84
2-25 Processes to remediate negative impacts Grievance Redressal - Building Trust Through Proactive 90
i . . . . Engagement And Effective
2-26 Mechanisms for seeking advice and raising Resolution At Sbi Card 90
concerns
2-27 Compliance with laws and regulations Business Responsibility & Sustainability Report (BRSR) 158,
159,
176
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GRI STANDARD | DISCLOSURE Chapter/Section Name & Remarks

2-28 Membership associations Business Responsibility & Sustainability Report (BRSR) 178
2-29 Approach to stakeholder engagement Stakeholder Assessment & Materiality Assessment 34-36
Business Responsibility & Sustainability Report (BRSR) 166
2-30 Collective bargaining agreements Stakeholder Assessment & Materiality Assessment 35
GRI 3: 3-1 Process to determine material topics Stakeholder Assessment & Materiality Assessment 34-36
Material Topics S ) | ic; o material topi Stakeholder A & Materiality A 36
2021 -2 List of material topics takeholder Assessment ateriality Assessment
3-3 Management of material topics Reinforcing Trust with Environmental Stewardship 47
Reinforcing Trust through Societal Contributions 61
Reinforcing Trust through Sound Corporate 82
Governance
GRI 201: Economic 2071-1 Direct economic value generated and Economic Performance 86
Performance 2016 distributed
201-2 Financial implications and other risks and Looking Forward 59
opportunities due to climate change 90
201-3 Defined benefit plan obligations and other ~ Economic Performance 86
retirement plans
201-4 Financial assistance received from Economic Performance 86
government
GRI 202: 202-1 Ratios of standard entry level wage by Remuneration & Compensation 63
Market Presence gender compared to local minimum wage
AU 202-2 Proportion of senior management hired As all our operations are based in India, we prioritise
from the local community hiring local talent. Consequently, our senior
management team is composed of individuals from
within the country, ensuring alignment with local
geographical and cultural aspects.
GRI 203: 203-1 Infrastructure investments and services Business Overview 97-99
Indirect Economic supported
PSS AN 203-2 Significant indirect economic impacts Business Responsibility & Sustainability Report (BRSR) 180-183
GRI 204: 204-1 Proportion of spending on local suppliers Partnering For Sustainability: Supply Chain 70
Procurement Management
Practices 2016
GRI 205: 205-1 Operations assessed for risks related to Anti-Corruption & Bribery 86
Anti-corruption corruption
AU 205-2 Communication and training about anti- Anti-Corruption & Bribery 86
corruption policies and procedures
205-3 Confirmed incidents of corruption and Anti-Corruption & Bribery 86
actions taken
GRI 206: 206-1 Legal actions for anti-competitive behavior, ~ Business Responsibility & Sustainability Report (BRSR) 158
Anti-competitive anti-trust, and monopoly practices
Behavior 2016
GRI 207: 207-1 Approach to tax Tax Strategy 87
Tax 2019 .
207-2 Tax governance, control, and risk Tax Strategy 87
management
207-3 Stakeholder engagement and management  Tax Strategy 87
of concerns related to tax
207-4 Country-by-country reporting Tax Strategy 87
GRI 301: 301-1 Materials used by weight or volume Given that SBI Card is exclusively focused on credit
Materials 2016 card issuance and payment solutions, there is no

301-2 Recycled input materials used

301-3 Reclaimed products and their packaging
materials

applicable materials used, quantity of recycled or

reused input or any reclaimed materials in company’s

production or service processes.




GRI STANDARD DISCLOSURE Chapter/Section Name & Remarks

GRI 302:
Energy 2016

GRI 303:
Water and
Effluents 2018

GRI 304:
Biodiversity 2016

GRI 305:
Emissions 2016

GRI 306:
Waste 2020

GRI 308:
Supplier
Environmental
Assessment 2016

GRI 401:
Employment 2016

302-1 Energy consumption within the organisation

Integrated Annual Report 2023-24

302-2 Energy consumption outside of the 47
organisation Energy Management
302-3 Energy intensity 47
302-4 Reduction of energy consumption 48-50
302-5 Reductions in energy requirements of Given that SBI Card is exclusively focused on credit
products and services card issuance and payment solutions, this is not
applicable
303-1 Interactions with water as a shared 57-58
resource
303-2 Management of water discharge-related 57-58
impacts Water Consumption
303-3 Water withdrawal 57
303-4 Water discharge 57
303-5 Water consumption 57
304-1 Operational sites owned, leased, managed
in, or adjacent to, protected areas and
areas of high biodiversity value outside
protected areas
304-2 Significant impacts of activities, products Given that SBI Card is exclusively focused on credit
and services on biodiversity card issuance and payment solutions, this is not
applicable
304-3 Habitats protected or restored PP
304-4 IUCN Red List species and national
conservation list species with habitats in
areas affected by operations
305-1 Direct (Scope 1) GHG emissions 51
305-2 Energy indirect (Scope 2) GHG emissions 52
305-3 Other indirect (Scope 3) GHG emissions Climate Change & Emission Management 52
305-4 GHG emissions intensity 52
305-5 Reduction of GHG emissions 53
305-6 Emissions of ozone-depleting substances Based on our feasibility studies, we have begun
(ODS) monitoring fugitive emissions (covered under Scope
1) generated by our operations and plan to start
reporting on these emissions in the next financial year.
305-7 Nitrogen oxides (NOx), sulfur oxides (SOx),  Business Responsibility & Sustainability Report (BRSR) 173
and other significant air emissions
306-1 Waste generation and significant waste- 54-55
related impacts
306-2 Management of significant waste-related 54-55
Impacts Waste Management
306-3 Waste generated 54
306-4 Waste diverted from disposal 54
306-5 Waste directed to disposal 54
308-1 New suppliers that were screened using Partnering For Sustainability: Supply Chain 70
environmental criteria Management
308-2 Negative environmental impacts in the We are currently conducting a feasibility study to
supply chain and actions taken assess our value chain.
401-1 New employee hires and employee The Collaborative Advantage: Our Strategy For 65
turnover Attracting And Retaining Talent
401-2 Benefits provided to full-time employees 63
that are not provided to temporary or part- ) )
time employees Remuneration & Compensation
401-3 Parental leave 63
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GRI STANDARD DISCLOSURE Chapter/Section Name & Remarks

GRI 402: 402-1 Minimum notice periods regarding Any changes related to operations are communicated
Labour/ operational changes to all employees well in advance through town halls,
Management emails, team huddles, trainings, notifications and
Relations 2016 controls on application systems
GRI 403: 403-1 Occupational health and safety 66
Occupational management system
Health and Safety 403-2 Hazard identification, risk assessment, and Building A Safe And Secure Workplace: Colleague 66
2018 L - I Health & Safety
incident investigation
403-3 Occupational health services 66
403-4 Worker participation, consultation, and
communication on occupational health
and safety As SBI Card does not have any worker, this is not
403-5 Worker training on occupational health and  applicable
safety
403-6 Promotion of worker health
403-7 Prevention and mitigation of occupational ~ Building A Safe And Secure Workplace: Colleague 66
health and safety impacts directly linked by ~ Health & Safety
business relationships
403-8 Workers covered by an occupational health  As SBI Card does not have any workers, this is not
and safety management system applicable
403-9 Work-related injuries Building A Safe And Secure Workplace: Colleague 67
403-10 Work-related ill health Health & Safety 67
GRI 404: 404-1 Average hours of training per year per 64
Training and employee
Education 2016 404-2 Programs for upgrading employee skills and 64
transition assistance programs Training And Education
404-3 Percentage of employees receiving regular 65
performance and career development
reviews
GRI 405: 405-1 Diversity of governance bodies and Board of Directors 84
Diversity and employees Our Workforce 62
ig'j;zl LPPEIIE] 405-2 Ratio of basic salary and remuneration of Remuneration & Compensation 63
women to men
GRI 406: 406-1 Incidents of discrimination and corrective Upholding Human Rights: Our Commitment To 69
Non-discrimination actions taken Responsible Practices
2016
GRI 407: 407-1 Operations and suppliers in which the right ~ The Collaborative Advantage: Our Strategy For 65
Freedom of to freedom of association and collective Attracting And Retaining Talent
Association bargaining may be at risk
and Collective
Bargaining 2016
GRI 408: 408-1 Operations and suppliers at significant risk  Partnering For Sustainability: Supply Chain 70
Child Labour 2016 for incidents of child labour Management
GRI 409: 409-1 Operations and suppliers at significant Partnering For Sustainability: Supply Chain 70
Forced or risk for incidents of forced or compulsory Management
Compulsory labour
Labour 2016
GRI 410: 410-1 Security personnel trained in human rights ~ Upholding Human Rights: Our Commitment To 69
Security policies or procedures Responsible Practices
Practices 2016
GRI 411: 411-1 Incidents of violations involving rights of Upholding Human Rights: Our Commitment To 69
Rights of indigenous peoples Responsible Practices
Indigenous
Peoples 2016




GRISTANDARD | DISCLOSURE Chapter/Section Name & Remarks

GRI 413:
Local
Communities 2016

GRI 414:
Supplier Social
Assessment 2016

GRI 415:
Public Policy 2016

GRI 416:
Customer Health
and Safety 2016

GRI 417:
Marketing and
Labeling 2016

GRI 418:
Customer Privacy
2016

Integrated Annual Report 2023-24

413-1 Operations with local community 71-80
engagement, impact assessments, and
development programs )
Community Engagement
413-2 Operations with significant actual and
potential negative impacts on local
communities
414-1 New suppliers that were screened using Partnering For Sustainability: Supply Chain 70
social criteria Management
414-2 Negative social impacts in the supply chain ~ We are currently conducting a feasibility study to
and actions taken assess our value chain.
415-1 Political contributions At SBI Card, we do not participate in any aspects of
political contributions.
416-1 Assessment of the health and safety Customer Data Privacy & Security - Keeping Your 69
impacts of product and service categories  Information Safe
416-2 Incidents of non-compliance concerning Business Responsibility & Sustainability Report (BRSR) 184
the health and safety impacts of products
and services
417-1 Requirements for product and service
information and labeling
. . . As a credit card issuer, our product information
417-2 Incidents of non-compliance concerning . . . .
S . isn't on a physical label, but available at various
product and service information and - . oo
labeling touchpoints, such as on our website, application
forms, and welcome kits.
417-3 Incidents of non-compliance concerning
marketing communications
418-1 Substantiated complaints concerning Data Privacy & Security 89
breaches of customer privacy and losses of ~ Business Responsibility & Sustainability Report (BRSR) 183

customer data
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Management Discussion and Analysis Report

The Indian economy and financial sector remain strong and resilient despite
unprecedented global challenges in FY 2023-24. India continues to demonstrate
robust economic performance, with broad-based growth across sectors driven
by consumption demand and capital expenditure. Following strong growth in
FY 2023-24, the GDP growth outlook for FY 2024-25 is a healthy 7.2% (RBI

- MPC of June 2024). However, this growth is moderated by weak external
demand and concerns about financial instability in the global economy.

MACRO-ECONOMIC ENVIRONMENT & OUTLOOK

In FY 2023-24, Indian economy gained strong growth
momentum, citing positive macroeconomic data and factors,
such as, improved labour market conditions, strong urban
demand, and government emphasis on capital expenditure. The
National Statistical Office (NSO) estimates placed real Gross
Domestic Product (GDP) growth at 8.2% during the FY 2023-24.
This growth is driven by factors such as, increased investment,
continued government focus on capital expenditure, improved
capacity utilisation, the services sector’s resilience, robust
credit growth, and healthier financial positions for both
corporations and banks surpassing the 7.0% growth observed
in the preceding FY 2022-23. This positive trajectory in Gross
Domestic Product (GDP) was strengthened by substantial
growth in the pivotal sectors, particularly the financial, real
estate, and professional services industry.

India’s GDP Growth (%)
9.1
8.2
I 7.0 I 7.2
FY 2022 FY 2023 FY 2024E FY 2025P

Source: NSO estimates dated 315 May 2024

RBI (Reserve Bank of India) MPC (Monetary Policy Committee) report
dated 7™ June 2024

The MPC of the RBI has sustained the policy repo rate at
6.5% during FY 2023-24 and maintained its 'withdrawal of
accommodation' stance. In outlining a well-balanced policy that
fits with market expectations, the governor reaffirmed the RBI's
commitment to maintaining headline inflation at 4%. The RBI has
projected an inflation rate of 4.5% for FY 2024-25 as compared

to 5.4% observed in FY 2023-24. While the overall economic
performance is strong, challenges at the bottom of the pyramid
are acknowledged, particularly in consumption demand, which
is expected to exhibit a tepid trajectory. In FY 2023-24, headline
inflation has followed a moderating trajectory. However, food
price pressures have occasionally disrupted this decline, even
as core inflation—which includes both goods and services—has
shown signs of softening.

It noted that growth in services and industry is expected to
remain robust, the latter aided by strong construction and
real estate activity. The inflationary pressures are expected to
subside, which should create policy space for easing financial
conditions and therefore interest rates.

INDUSTRY DEVELOPMENTS

Several macroeconomic factors have contributed to the growth
of India's digital finance sector in recent years, driven primarily
by innovations from both established and emerging players,
as well as support from governmental and regulatory bodies
aimed at promoting a robust digital payment ecosystem. The
proliferation of internet and smartphone usage has further
expedited the evolution and adoption of digital payments.
Moreover, the increasing digitalisation across key sectors such
as mobility, e-commerce, and food delivery has boosted the use
of digital payment methods.

The integration of technology-driven solutions has significantly
enhanced financial inclusion, leveraging innovative digital
payment methods like the unified payments interface (UPI),
formalising credit through account aggregator networks,
and mitigating revenue leakages via online tax platforms and
FASTag. Increase in digital transactions has created a strong
ecosystem for banks, payment banks, and fintech companies to
cross-sell products and attract new clients. The government's
interim Union Budget for FY 2024-25 is in perfect alignment
with the vision of a technologically advanced and innovative
India, allocating a substantial ¥1 lakh crore corpus for
technology financing.



The growth trajectory of the Indian credit card industry remained
healthy, driven by the largely untapped consumer market.
According to RBI industry reports, the number of credit cards
in circulation surpassed 10.2 crore as of March 2024, reflecting
a year on year (YoY) growth of 19.3%. Credit card spends for
FY 2023-24 reached % 1,830,758 crore, marking a 28% increase
from the previous year. In addition, as of March 2024, the count
of point of sale (POS) terminals reached 89 lakh, marking a
14% YoY growth. Bharat QR (BQR) terminal number stands at
63 lakh, also growing by 16% YoY. The expansion of POS and
BQR terminals enhanced usage touchpoints, promoting robust
positive momentum within the industry.

Over the past year, the credit card industry has seen
significant advancements.

Integration of RuPay credit cards with the UPI. This integration
facilitates streamlined bill payments, online shopping,
and peer-to-merchant transfers, thereby improving the
overall user experience. Linking credit cards to UPI enables
cardholders to make purchases at merchants lacking Point-
of-Sale (POS) terminals.

As per a RBI press release dated March 5, 2024, card issuers
are mandated to offer eligible customers the opportunity
to select from various card networks during card issuance.
Existing cardholders can exercise this choice during their
next renewal.

OPPORTUNITIES

India has enormous growth potential as average card ownership
is 7 for every 100, as of March 24, compared to 201 in Brazil,
57 in China, 67 in Australia, 84 in UK, 241 in South Korea and
343 in the USA (Source: BIS Data as of end of 2022 updated in
March 2024). There is tremendous opportunity for expanding
credit card adoption in India. The below enablers will help the
industry to grow at a robust pace.

1. Payment Infrastructure

- Acceptance infrastructure inclusive of POS and BQR
terminals has grown by roughly 2X times over the past 3
years, and initiatives like the Acceptance Development
Fund set up in 2020 are further expected to aid this
growth (Source: RBI Payment system indicators report
March 2024)

QR code-based acceptance is expanding in tandem with
the POS terminals.

RBI's approval enables RuPay Credit cards at UPI
merchants and facilitates transactions via QR codes
for merchants without POS machines, boosting credit
card spending growth.

RBI has operationalised the Payments Infrastructure
Development Fund (PIDF) to enhance the spread of
acquiring devices nationwide, focusing on subsidising
payment acceptance infrastructure development in tier-
3 to tier-6 cities in India. The scheme's extension to
December 2025 ensures sustained support.

Integrated Annual Report 2023-24

RBI’'s GDP growth estimates for
India in FY 2023-24: 8.2%

Total card base of Company as of
March 2024: 1.89 crore
Company’s share of cards in
Force in India: 18.6%

Credit card on UPI is serving as a stepping stone for
customers upgrading to credit cards.

Emergence of third-party Super Apps as comprehensive
payment platforms, seamlessly integrated with
e-commerce and personalised finance tools, is set
to enhance digital payment demand, including credit
card spends.

2. Consumer Behavior

Overall digital payments have grown by 20% CAGR in
past 3 years; UPI accounted for 70% growth during the
same period. (Source: RBI and NPCI payments system
data, March 2024)

Digital customer acquisition is growing as end-to-end
digital experience is gaining customer acceptance,
complemented by the penetration of smart phones.

E-commerce is growing significantly in Tier-2+ cities
compared to tier-1/metro cities in India.

Credit acceptance growing; Retail credit grew at 27%
YoY, as on March 2024 (Source: RBI Bank credit data)

Increased spending on e-commerce platforms. Indian
e-commerce market is estimated to reach around
13,600 billion by 2026 from % 5,580 billion in 2021.
By 2030 it is expected to reach around % 25,000 billion
(Source: IBEF Report March 2024)

New avenues for credit cards payments are emerging
such as categories like school fees, income tax
payments, GST payments and new utility use cases.

THREATS

Credit card industry experiences few challenges in an ever-
evolving financial landscape. Issuers are enhancing their
sourcing capabilities and unveiling offers to increase their
market presence. Industry also faces competition from new
age fintech players leveraging innovative technologies and
collaborating with credit card issuers.

RBI's notification in September 2023 introduced "Credit on UPI,"
allowing pre-approved credit. This presents an opportunity for
credit market to expand, benefiting the underserved through
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digital channels. Currently, limited banks have offered this
service as a Pilot. However, as ecosystem grows, this product
could potentially increase credit volumes.

The Indian FinTech ecosystem has been witnessing quick
expansion, including a wide range of subsegments including
alternative lending, payments, WealthTech, InsurTech,
neobanking, and EmergingTech.

Fintech and card issuers are collaborating to develop customised
products and services. They are also working on alternative
data to increase approval rates and expand the market. The
credit card industry is navigating through these challenges by
collaborating which is paving the way for a promising future of
growth and innovation.

Risks and Concerns

Throughout FY 2023-24, the credit environment has been
volatile along with concerns of a global slow down, job losses,
rising interest rate scenario, continuing geo-political tensions,
etc. The Company has been addressing the impact of these in
an agile and proactive manner through policy changes both
at acquisition stage and portfolio management. The Company
also further strengthened and streamlined its polices and
processes on account of recent regulatory changes from RBI
on customer servicing and for ensuring prudent unsecured
lending by banks and NBFCs. The Company continues to be
watchful of the dynamic environment and is determined to
ensure profitable growth.

With an ever-evolving threat landscape and increase in number
of incidents of data thefts and financial frauds in the banking
and financial sector, the Company has given top-most priority
to strengthening its information and cybersecurity posture
across people, processes, and technology. All customer and
organisational data, along with information assets, are protected
by controls adopted as per the defense in depth strategy. The
Company is well equipped to prevent, detect, withstand, and
respond to cybersecurity attacks or insider threats with security
controls implemented across layers (Network Perimeter,
Internal Network, System, applications and user awareness).
The Company remains in compliance with RBI's cybersecurity
mandate for NBFCs.

BUSINESS OVERVIEW
Card Acquisition

The Company continued to grow its credit card portfolio and
its active card base increased to 18.9 million as of March 2024,
compared to 16.8 million cards in March 2023, representing
a 13% year-over-year growth. It continues to leverage both
its open market channel and banca channel and sourced
approximately 4.4 million cards in FY 2023-24. The new account
acquisition was moderated during the year to focus on portfolio
quality by tightening credit filters.
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The Company continued to grow its
credit card portfolio and its active card
base increased to 18.9 million as of
March 2024, compared to 16.8 million
cards in March 2023, representing a
13% year-over-year growth.

There is continued focus on Premium sourcing, with increased
emphasis on high fee variant cards through focused campaigns
and sourcing. The Company has been focusing on strengthening
its digital acquisition channel SPRINT for a seamless experience
to the customers, followed by immediate issuance of e-cards.
Digital enablers like VKYC, E-sign and Account aggregator are
being used across all sourcing channels. Emphasis is on API
based integration with all digital partners.

Akey milestone achieved is integration with SBI's YONO mobile
app and its Internet Banking website for end-to-end, paperless,
presence less sourcing.

SBI Channel: The Company sourced 2.2 million new accounts
from the SBI channel, with the composition of cards in force
from this channel standing at 42% in FY 2023-24.

New Product Launches

Reliance SBI Card: The Company has partnered with Reliance
Retail India to launch ‘Reliance SBI Card.’ The reward-centric
credit card has been designed to provide customers with
benefits on premium and mass brands under the Reliance
Retail India.

- Titan SBI Card: SBI Card has launched an innovative
credit card in partnership with Titan, designed to meet the
aspirational lifestyles of consumers and offer access to
premium Titan brand products. This card can be applied for
entirely online through SBI Card SPRINT.

Spends and Engagement

- The Company has maintained its robust growth momentum
in spends. Retail spends for FY 2023-24 were at ¥ 262,501
crore, demonstrating a YoY growth of 27%.

- The Company has maintained its meaningful presence in
Corporate Card Business; Corporate spends for FY 2023-24
were at ¥ 67,088 crore demonstrating a YoY growth of
20% YoY.

- The Company continued with its various merchant
partnerships both at Pan India level and also at regional
level and launched 2600+ offers during the year. A few of
such partnerships for EMI offers on the customer spends
include large National partners like LG, Samsung, HP, Sony



and Regional players like Aditya Vision, Big C, Great Eastern,
Value Plus etc, to name a few.

The Company has continued to leverage on growing
significance of online purchases, as 66% of spending during
the year were made online.

SBI Card receivables has grown by 25% in FY 2023-24- from
% 40,722 crore at the end of FY 2022-23 to ¥ 50,846 crore
at the end of FY 2023-24. The Close-ended asset book forms
37% of the receivables book as of March’24

The Bharat Bill Payment System or BBPS is an integrated
and interoperable bill payment services providing consumers
the convenience of paying variety of bills/ recharges such as
electricity, water, Fastag, mobile prepaid/ postpaid etc. SBI
Card is offering its customer seamless BBPS service through
its multiple Digital platforms viz. SBI Card website, Mobile
App, chatbot ASK ILA and Whatsapp. SBI Card runs regular
programs through the year to encourage its cardholders to
use the bill payments platforms for enhanced convenience
and experience.

Brand

The Company continued to be the most recognised brand
in the credit card category, with the highest Top-Of-Mind
Awareness and 100% Total Awareness as per Brand Track
survey commissioned by the Company and conducted by
Kantar IMRB in January-March 2024.

The Company ensured consistent brand visibility throughout
FY 2023-24 with multiple campaigns. An integrated campaign
in May’23 announced SBI Card’s 25" year anniversary
through Print advertisement, OOH, Digital and a unique
Radio integration that provided 25 hours of ad-free music
on the day of the anniversary. Cricket viewership was
leveraged with an innovative logo-on-product branding in
the Hawk-eye reviews during Asia Cup 2023. The ‘Credit
Card on UPI’ functionality was launched in September’23
through a comprehensive Print Ad campaign covering 30+
leading National & Regional publications. In FY 2023-24, the
Company promoted the festive-special offers through an
integrated campaign covering Print, TV, OTT & Digital Media.

Brand salience was further augmented through the
Company’s ongoing Retail Kiosks Program. Over 350 Kiosks
at strategic customer touchpoints like airports, shopping
malls, railway stations, metro stations and partner stores
ensured brand presence at the POS while also enhancing
customer acquisition efforts. SBI Card also continued to
harness the power of PR for varied aspects, including new
products and partnerships to augment brand reputation. The
Company sustained awareness for Aurum, its super-premium
offering, through an eight-month advertising campaign in key
lifestyle, business, and in-flight magazines.

The Company was recognised as ‘Reader's Digest Trusted
Brand 2023’ in the credit card category for the 15" time and
was also honoured with the ‘Superbrand’ status in 2023.
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Digital Platforms
Mobile App:

SBI Card mobile app can be downloaded both on Play Store
and App Store with app ratings at 4.4/5.0 on Play Store and
4.6/5.0 on App Store in FY 2023-24. It has recorded 1.45
crore active app installations and continues to be a preferred
self-service digital channel for its customers. The app has
over 100 features for self-servicing, cross-sell and insurance
on the platform and has recorded over 78.3 crore+ logins
in FY 2023-24.

In FY 2023-24, SBI Card launched numerous features and
functionality updates to simplify servicing, enhance customer
experience, increase engagement, and drive transactions.
Some of the key implementations include - Overhauling the
Ul redesigns and enhancement of customer journeys on
the 30+ features of the SBI Card App, integration on new
Insurance cross-sell product, development of retention tools
in the card closure journey to retain customers, addition
of instant gift voucher purchase option, creation of app
notifications center, DigiLocker integration for KYC renewal
and Address change process, enable UPI on RuPay cards.

Website:

SBI Card website continues to be highly visited by customers
and prospects with over 26.6 crore visits in FY 2023-24. The
website channel caters multiple features that enable self-
servicing, cross-sell, and insurance bookings along with credit
card catalogue and eApply journeys for digital applications.

The Company’s website continues to integrate new features
and enhance customer experience. Key implementations
during the year include DigiLocker integration for KYC
renewal, introduction of retention tools to the card closure
journey, anti-phishing mechanism for website logins, encash
and encash inline Ul designs revamp, introduction of new
offers section on post-login dashboard.

WhatsApp:

The Company’s WhatsApp connect service was launched in
August 2020. The WhatsApp Connect service works as an
additional self-service channel to SBI Cardholders. During
FY 2023-24, about 34.9 lakh unique customers accessed the
platform and 46.2 lakh customers opted-in for the service.
Apart from self-servicing options, other features available
on the platform include accessing account summary, pay
utility bills, convert transactions into Flexipay EMIs, check
outstanding balance, make credit card payments, reward
redemption enquiry, download statement etc.

To increase usage of the platform and to enhance customer
engagement, several features have been added during
the financial year, vis. - Introduction of interactive menu
for faster action, Utility Bill payments (BBPS) and Digital
Onboarding for the newly acquired customers.
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Ask ILA:

The Company’s chatbot "ASK ILA" seamlessly integrates with
its mobile app and the website. It has been an important
self-service channel with over 2.8 crore total logins during
FY 2023-24. The platform has addressed over 8.3 crore
customer queries during the year. Several new features
were added to ASK ILA in the last financial year to enhance
customer experience, engagement, security and increase
transactions. Some of the key features include - Live chat
integration with mobile app, Introduction of Next best action
feature on ASK ILA, among others.

Digital and Social Media Initiatives

The Company achieved a robust social media presence
across platforms, including Facebook, Instagram, YouTube,
X, and LinkedIn, with a combined reach of over 21.9 lakh
followers/subscribers by the end of FY 2023-24. The
Company launched numerous social media campaigns
aimed at engaging users through contextual posts, videos,
carousels, etc., with a primary focus on promoting offers,
existing products, new product launches, digital self-service
channels, fraud awareness and CSR initiatives. These social
media campaigns achieved more than 1.6 crore impressions,
1.2 crore reach.

The Company implemented a strategic approach by
leveraging influencer-led content to promote key initiatives
/ products such as integration of RuPay SBI Credit Card with
UPI and the launch of TITAN SBI Card.

Multiple digital media campaigns were also launched in
FY 2023-24 reaching an audience of 9.6 crore. These digital
campaigns were amplified through a media mix of OTT
platforms, e-commerce portals and publisher networks.

RISK MANAGEMENT

The Company has a robust risk management framework, based
on regulatory guidelines and industry best practices, comprising
policies, procedures, activities, and tools that help it identify,
assess, control, monitor, mitigate, report on, and govern risks.
It’s risk management framework makes use of efficient tools and
analytics to create insights, which enable its senior management
to manage risks within the internal and external organisational
context by making sound and informed risk- based decisions.

The risk management process involves a series of actions
designed to reduce or eliminate potential losses, which emanate
from known or unknown risks. Accordingly, a risk management
framework has been implemented to enable the identification,
assessment, aggregation, and reporting of risks prevailing in
the processes. The risk management process is subjected to
periodic review to deliver assurance that it remains appropriate
and effective, aligned with the emerging risks.

The Board, along with its various committees, is responsible
for overall corporate governance which includes oversight on
operational, market and credit risk. The Board of Directors is
responsible for approving and reviewing policies and strategic
issues, which are crucial for the organisation’s overall growth

SBI Cards and Payment Services Limited

The Company achieved a robust
social media presence across
platforms, including Facebook,
Instagram, YouTube, X, and LinkedIn,
with a combined reach of over

21.9 lakh followers/subscribers by
the end of FY 2023-24.

and development and achievement of its strategic and business
goals. Board designated committees, namely, Risk Management
Committee of Board (RMCB), Audit Committee of Board (ACB),
Stakeholder Relationship and Customer Experience Committee
of the Board, IT Strategy Committee and various internal
management committees, including Enterprise Risk Management
Committee (ERMC), Operational Risk Management Committee
(ORMC), Vendor Risk Management Committee (VRMC)
Compliance Review Committee (CRC), Information Security
Committee (ISC) and New Product Introduction Committee
(NPIC) are in place for monitoring business performance and
monitoring and management of various risks.

The major risks faced by the Company are credit risk,
operational risk, liquidity Risk, regulatory risk, reputation risk,
strategic risk, Cyber risk and vendor risk. The Company has
formulated various policies, including Risk Management Policy,
Compliance Policy, Credit Risk Policy, Collection Policy, Fraud
Risk Management Policy, Vendor Risk Management Policy,
Information Security Policy and Cyber Security Policy etc.,
to delineate comprehensive architecture for managing these
risks prudently. The Company has adopted qualitative and
quantitative parameters to assess the materiality of risks to be
included in its risk universe. This risk universe is reviewed and
updated annually. The Board-approved Risk Management Policy
provides guidance to the management on the desired level of
risk for various types of risks and helps steer critical portfolio
and strategic decisions. The Company has a Risk Appetite
Statement that consists of all the Key Risk Indicators and their
performance is reported to ERMC monthly.

Credit Risk: Credit risk is the risk of a financial loss if the
customer fails to meet their contractual obligations. Being a
credit card Company with retail and corporate portfolio being
the earning assets, credit risk arises from all transactions that
give rise to actual, contingent, or potential claims against any
borrower. The goal of credit risk management is to maintain
asset quality and concentration at individual exposures
as well as at the portfolio level. As card dues are mostly
retail in nature and are payable monthly, the assessment
and monitoring of the credit portfolio is done through a
review of the cardholder's repayment performance and
outstanding in various buckets. Besides, the Company has
detailed portfolio monitoring for the corporate card portfolio
as well. The collection of dues is also geared towards bucket-



wise segmentation, as the behavioral pattern under different
buckets differs.

The Company uses sophisticated Machine Learning (ML)
based analytics and models to continuously perform a risk
rating of the portfolio for determining the acceptability
of risk, drawdown ability, credit limits, eligibility and
sanctioning of authorisations, eligibility for instalment-based
balance conversions and review frequency. Large and risky
exposures for the Company’s corporate card portfolio is
independently vetted by the risk management department
and approved by the suitable credit committee. Risk models
are governed by a Model Risk Governance process covering
the life cycle of all risk models from inception, methodology,
discrimination power, accuracy, and stability, to model
calibration and retirement.

Operational Risk: The Company has set up a comprehensive
Risk and Controls Self-Assessment (RCSA) process for
documenting, assessing, and periodic monitoring of various
risks and controls. Risks are assessed for their acceptability
or unacceptability by measuring their frequency and impact.
An incident reporting mechanism for reporting operational
risk incidents is in place. All outsourcing arrangements are
examined and approved only after a due diligence process,
including financial, reputation, information security,
compliance, and business continuity risk assessment.
The Business Continuity (BCP) framework is in place to
ensure continuity of service to its large customer base. The
effectiveness of the approved Business Continuity Plan (BCP)
framework is tested for all identified critical internal activities
to ensure continuity of services and readiness to meet
various contingency scenarios. The learning from the BCP
exercises is used as input to further refine the framework. The
Company has strengthened its data loss prevention systems
and deployed various controls to ensure the information/
data of customers, stakeholders, and employees are secure.
Information Security Committee regularly reviews the
performance of key information and cyber security metrics
and provides directions to mitigate risks.

Liquidity risk: Liquidity risk arises when a Company is unable
to meet its payment obligation when they fall due. This may
be caused by the Company's inability to liquidate assets or
obtain funding to meet its liquidity needs. The Asset Liability
Management (ALM) Policy of the Company stipulates a
broad framework for liquidity risk management to ensure
that the Company is able to meet its liquidity obligations
as well as withstand a period of liquidity stress. Pursuant
to RBI Circular on 'Liquidity Risk Management Framework
for NBFC', SBI Card has introduced various key indicators
in liquidity risk appetite to provide early warning signals.

The Company has also adopted a stress testing methodology
to identify, measure, monitor and control risk concentrations.
SBI Card has computed the impact of macroeconomic
variables on the profitability of the Company, and accordingly,
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the requirement of additional capital is computed in three
scenarios vis., Mild, Moderate, and Severe.

Regulatory Risk: SBI Card utilises an automated tool to
ensure adherence to regulations, tracking the completion
of all compliance tasks. All key issues are highlighted to
Enterprise Risk Management Committee, Operational Risk
Management Committee and Compliance Review Committee.
In addition, the Company performs independent annual
assurance testing to comply with regulatory guidelines.

Reputation Risk: As a part of the service industry, managing
reputation risk is of paramount importance to SBI Card.
Therefore, the Company monitors customer complaints
resolution, social media complaints, and negative media
incidents and obtain real-time feedback to measure the voice
of customers.

Strategic Risk: Strategic Risk arises due to a wrong business
model or lack of medium- or long-term planning. It may
also arise due to a lack of awareness about competition
or a changing business environment. The Board is actively
engaged in providing strategic direction to the Company.
The Company is constantly trying to introduce innovative
products to maintain and increase its competitive advantage
in the industry.

Vendor Risk: The Company engages with multiple third
parties or vendors for various services across geographies.
Failure to manage risks arising out of vendor risk may result
in significant financial loss, reputational damage, and/or legal
and regulatory issues. The Company has accordingly adopted
a Vendor Risk Management Policy detailing guidelines on
vendor risk assessments.

CUSTOMER SERVICING

SBI Card is committed to deliver an exceptional customer
experience. The Company has introduced various initiatives to
enhance its interactions and provide seamless, personalised
services to its valued customers.

The Company’s customer service functions and centers are
dedicated to improving the overall customer experience. The
Company has implemented a range of initiatives that focus on
enhancing the quality of its service, ensuring every customer
interaction is smooth and satisfactory.

KEY INITIATIVES AND HIGHLIGHTS

- E3 Program (Escalation, Elimination, Excellence): The
Company launched a structured approach to Root Cause
Analysis (RCA) through a web-based form, reinforcing its
commitment to continuous improvement and exceptional
customer experiences.

- Customer Grievance Management: This year the Company
saw a significant reduction in customer grievances, The
Company received a total of 3.16 lakh customer grievances,
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reflecting a 51% decrease compared to the previous year.
Of these, 46% were resolved within 0-1 day. Additionally,
the net number of complaints decreased by 13% to 6,208
compared to last year. The overall resolution rate for gross
inflow improved to 98%, up from 96% in the previous year.

Hotline at Walk-in Desk: To reduce wait times during peak
hours, the Company introduced a hotline at its walk-in
desks, providing customers with quicker and more efficient
service solutions.

Social Media Platform: The Company enhanced its social
media engagement through new platform, ensuring timely
and effective communication with the customers.

Offer Fulfilment Tracking: The Company implemented
a real-time tracking process for offer status, leading to
enhanced customer satisfaction.

COPC Certification: The Company successfully recertified
its Customer Services WFM Process on the COPC module,
demonstrating its commitment to maintaining high standards
and delivering optimal customer experiences.

- Agent Empowerment: The Company’s agents now have
tools to assist customers more effectively. For instance, they
can send service links via SMS, enabling customers to self-
activate inactive cards for up to 12 months.

DIGITAL SERVICING ENHANCEMENTS

Digital Onboarding via WhatsApp: The Company has
enabled a simple and secure digital journey for all newly
acquired customers to educate and apprise them of cards
benefits and features through WhatsApp.

Enhanced WhatsApp Features: The WhatsApp menu now
includes improved features such as:

- Block & Reissue functionality with easy click-to-action
options.

- Paid indicators for repayment status on account
summaries.

- Comprehensive payment helps and notifications.

- Automated Chargeback Module for UPI: The Company has
fully automated the process for disputes and chargeback
resolution for UPI transactions, integrating it with its systems
to ensure a smooth experience for its customers.

These initiatives are part of the Company’s ongoing efforts
to provide a seamless, personalised, and convenient
experience across all customer touchpoints. SBI Card has
remained dedicated to enhancing customer satisfaction and
loyalty through continuous innovation and improvement in
its services.

TECHNOLOGY

SBI Card aims to be at the forefront of digital adoption by
digitising the customer journey, across the life cycle of a
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card from acquisition to collections powered by artificial
intelligence and data analysis, built on a strong infrastructure
to enable growth in the payment ecosystem while protecting
its customers.

We have expanded our flagship program, SPRINT with an
endeavour to increase completely digitised sourcing. This
included successful launch of programs like integration with
account aggregator, partners like Bank Bazaar & Paytm, Internet
Banking (INB) and the Yono App of State Bank of India (SBI) for
instant e-card issuance.

The company also rolled out several other IT programs to
introduce new digital technologies, enhance the customer
experience, and fulfil compliance requirements. In FY 2023-24,
we have released programs like WhatsApp functionalities
expansion, offer refactoring project to simplify the flexipay
offer, Live chat integration with ASK ILA etc.

In the digital payments space, we have added one new payment
channel - UPI to our ecosystem. The UPI RuPay Card was
launched in July 2023 with successful integration with NPCI.
This program is running successfully with 11L+ registrations
to date.

Our focus remains on maintaining a customer-centric approach
to develop and deliver digitally enabled products and services.

NEW PAYMENT TECHNOLOGIES

In FY 2023-24, SBI Card has launched UPI RuPay Card as a new
payment option. Integrating UPI (Unified Payments Interface)
with SBI Card is being considered as a significant step forward
in enhancing the convenience and accessibility of payment
options for customers. UPI has gained immense popularity in
India due to its ease of use, instantaneous transactions, and
interoperability across different banks and payment platforms.

The Company has integrated UPI with SBI Card, allowing
customers to make payments directly from their bank accounts
linked to UPI without the need for additional credentials or
authentication. This streamlines the payment process, making
it more seamless for users.

DIGITAL SOURCING CAPABILITIES

SBI Card has taken one more step towards making Digital
sourcing through digital technologies and platforms. These
platforms are used for streamlining and enhancing the process
of sourcing for a business. Few initiatives are like Account
Aggregator, Introducing Physical Verification Allocation Module
in Originations, & Introduction of Blase for underwriting
process etc.

Digital Carding: SBI Card SPRINT channel is one of the
fastest growing channels for onboarding customers. This
year the Company’s instant carding channel SPRINT has
been successfully integrated with numerous key partners.



The Company has launched SBI Internet Banking (INB)
Integration with SPRINT, SPRINT Lite for BRE journey, VKYC
Integration with SPRINT, SPRINT integration with YONO and
Paytm. The Company has onboarded 2.5L cards through
SPRINT since launch.

- Data Analytics: The Company has invested in Data Lake,
which brings data from multiple core platforms into one place,
enabling real-time and near-real-time analytics and next best
action for applicable use cases and business functions. In
FY 2023-24 the Company has implemented a centralised
Offer repository, Improved Resolution mechanism through
Data Lake and Introduction of Turbine 2.0 to support key
initiatives and Hyper personalisation. The Company has also
developed DR setup for the Data Lake ecosystem to support
business continuity.

Digital Servicing: In its endeavour to empower its customers
SBI Card has introduced many new self-service capabilities
on its digital channels such as enhancing WhatsApp servicing
expansion with new features such as download statement,
BBPS on WhatsApp, Digital onboarding through WhatsApp.
This year the Company completely revamped its Mobile App
for Android and Apple users. 100% customer base already
migrated to new mobile App.

In the area of Artificial Intelligence (Al) and ML, the Company
has launched Live Chat integration with ASK ILA for CS agents,
Next best action features on ASK ILA, RPA expansion to support
automation and other key milestones. SBI Card has also
introduced Card Retention tools on Digital Channels, e-NACH
Facility for ENCASH Product etc.

STRONG, SCALABLE, RELIABLE AND SECURE
INFRASTRUCTURE:

All the Company’s business enablers are being built up on a
strong foundation with 24*7 availability across all IT systems
with a strong disaster recovery set-up for all mission-critical
applications. The Company has created its own intellectual
property, consisting of applications to run the business
processes and serve customers efficiently.

In FY 2023-24, SBI Card strengthened its infrastructure by
implementing key initiatives. These included moving the
network to the cloud to enhance Service Level Agreement
(SLA) and internet experience, upgrading Database Technology
to the latest version from Oracle 12c to 19c, and upgrading
critical new customer Originations Databases infrastructure.
This upgrade involved successfully migrating over 120 servers
across 9 environments.

COMPLIANCE

The Company is committed to the highest compliance standards
by adopting a robust and independent compliance program
that adheres to all regulatory and ethical requirements. SBI
Card has established a comprehensive compliance framework
to effectively manage all compliance risks. This framework
includes a Board-approved compliance policy outlining the
governance structure, detailed Code of Conduct guidelines,
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and other essential elements. The Company also has a Board
approved Fair Practice Code, KYC/AML Policy and Compliance
Policy in place.

All areas of compliance are managed under a shared framework
of prevention, detection, and response. This framework has
been developed with a specific focus on maintaining adherence
to all applicable regulatory norms with a strong operating
rhythm through regular reviews with the senior management
team, who sign a monthly certification.

A functional compliance framework has also been set
up, wherein each function is educated on its regulatory
obligations; metrics of their processes are prepared to ensure
compliance and an ongoing tracking/ review is conducted in
the Compliance Committee. The Compliance Program also has
a proactive assurance process that tests the controls governing
key compliance areas.

The Company reviews all new products, processes, and ensures
that its internal policies address the regulatory requirements
comprehensively. The Company also aims to continuously
strengthen the culture of integrity and ethics through employee
awareness and education on key compliance themes and
regulatory obligations through various modes like e-learning
sessions, leadership connect, focus group sessions, location
connect, online knowledge checks etc. A comprehensive
compliance training program ensures continuous employee
education and awareness for all new and existing employees.

INTERNAL AUDIT

The Internal Audit team of the Company provides independent
and objective assurance to the management on the effectiveness
of Risk Management, Governance and Regulatory compliance
of the organisation, besides contributing to the effectiveness of
the internal controls in achieving the corporate objectives. The
internal audit team is responsible for planning and conducting
risk based internal audits across functions & processes. The
risks associated with the business and various processes are
identified as part of the risk assessment exercise. The internal
audit team ensures that all identified risks and corresponding
controls are covered as part of the audit process. The audit
process incorporates elements designed to assess potential
risks to organisational business performance, business
objectives, business sustainability, and reputational risk. All key
risk policies are reviewed and audited by the auditors to ensure
that the design of the policy addresses the potential risks, and
that the policy is correctly implemented to give the desired
results. The Internal Audit team of the Company operates
under the supervision of the Audit Committee of the Board
(ACB), thereby ensuring its independence. The effectiveness of
internal controls in terms of the Company's internal processes
and regulatory guidelines are regularly reviewed by the
ACB and wherever necessary directions are passed for the
required compliance.
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HUMAN RESOURCES

The overall employee strength of the company stands at 3,829
as on March 31, 2024. Strong and stable senior management
has an average tenure of 11.5 years with the organisation.
FY 2023-24 has witnessed some strong HR initiatives around
all aspects of the employee lifecycle:

Focus on Talent Acquisition Framework.

In today's competitive business environment, having the right
talent can serve as a significant differentiator. The Company
maintains a competitive edge by ensuring access to the skills
and expertise necessary for innovation and adaptation to
evolving market conditions. Attracting top talent is achieved
through creating compelling job postings, leveraging employer
branding, and utilising diverse recruitment channels. The
focus of this function extends beyond merely filling positions
promptly; it emphasises finding candidates who best align with
the organisation in terms of skills, culture, and values. The steps
taken to strengthen the Talent Acquisition are:

- ATS Implementation- End to end Digitisation of Hiring Steps.
Creation of talent pipeline through Campus Hiring Program.

Extensive Usage of LinkedIn platform for Senior level profiles.

Continuous Skilling & Development Culture at SBI
Card

Functional Skill curriculum is designed and adopted in
collaboration with business based on the needs of each
business vertical towards enabling upskilling & reskilling.

- Strength based manager upskilling, used in collaboration with
Gallup Strength profile. Managers are coached to engage in
strength based feedback and coaching sessions with their
teams. Managers take the Gallup survey to understand their
strengths and subsequently are encouraged to use the same
for their team.

Digital upskilling continued to be a focus areas. Apart from
interventions around Al & Data Science focus was also to
make employee aware on the new age tools, like ChatGPT.

Customer facing executives were groomed on communication
and email etiquette in collaboration with British Council.

- Strategic execution plan was formulated to revamp the
existing learning platform to enable data driven decision
making and enhance learner engagement.

DIGITISATION OF HR PROCESSES

The Company has envisioned Human Resources to grow as
a digital workspace. The Company continues to evolve and
transform HR processes through technology-enabled solutions
with a user-centric approach, adequate information, and the
right strategy, driving the business forward holistically. The
Company implemented the new payroll platform with advanced
technology, improved security features, system automation
and modern looks. It has simplified and strengthened the
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payroll systems for future. The new platform is equipped with
interactive dashboards, quick links, and customed workflows.
The system is also empowered on latest data security standards
like multi factor authentication at the time of login.

EMPLOYEE WELLNESS AND ENGAGEMENT

The Company continued its focus and efforts on employee
wellness & engagement. It has undertaken various employee
engagement initiatives as listed below to increase employee
connect, boost employee morale and loyalty:

+ Quarterly functional townhalls have been conducted across
India, SMT connects have been initiated in every quarter
to enhance the visibility, dialogues with Senior Leadership.

+ HR connects sessions had been conducted across locations
enabling the employees to share their feedback /concerns
in person with the HR team.

- Developing an open culture: addressing employee queries
via My voice portal, the closure responses are shared on the
portal for the employees.

« Successfully closed AMIGO - buddy program for new joiners
and their felicitation. A willing pool of AMIGO’s have been
created to assist the new joiners.

- First impression survey automated through Connexions &
survey conducted for new joiners up to March 2024.

Initiated Welcome Letters to new mothers, post Maternity:
celebrating their return and conveying the Company's
support for their transition.

Launched a Cultural Scan survey for AM & above employee,
intervention on gap analysis to be initiated shortly.

-+ Enhanced cross-functional engagement around Festival
Celebration. Covered National events like Independence
Day, Diwali, Christmas, Republic Day and Holi) along with
an equal focus on regional festivals, with activities around
Onam, Ganesh Chaturthi, Navratri / Durga Puja, etc.

Sponsored employee participation and organised mentoring
sessions for Delhi Half Marathon, Bengaluru 10k Marathon
and Big Patiala Run.

SBI Card Powerplay League Cricket tournament - Across 8
locations (including regional offices)

25 years PAN India employee celebration and customised
gift distribution to all the employees on achieving the
landmark. Leveraged on the 25 years celebration of SBI
Card, the Company had employee connect events across
regions with employees across the locations and leadership
team joining them for better connect.

Women’s Day Celebrations on the International Theme of
‘Inspire Inclusion’ was successfully conducted PAN India
along with the AIM network with activities like Interaction
session with Dr. Arunima Sinha (Mountaineer), employee
inspirational stories and personalised gifts.



Wellness Theme “Fuelling Wellness, Igniting Potential” was
launched for FY 2023-24. Various wellbeing activities were
conducted such as virtual sessions on focusing on Company’s
5 pillars of Spiritual, Professional, Personal, Intellectual and
Environmental Wellbeing., physical OPDs, Annual Wellness
Event, Activity sessions such as Zumba, Yoga etc.

CORPORATE SOCIAL RESPONSIBILITY

The Company has marked its presence through CSR initiatives
in FY 2023-24 to strengthen public infrastructure, benefiting
thousands of needy individuals, including youth, women,
elderly and people with disabilities in areas of education,
health, disaster management, Rural Development, environment
sustainability and skill development. A detailed description of
the Company’s CSR and its impact has been provided in the CSR
section of the Annual Report.

FINANCIAL PERFORMANCE

Given is a snapshot of the financial results for the year ended
31 March, 2024, compared with the previous year:

(% in crore)
Particulars A WLVRE/ZY FY 2022-23 % Change
Total Income 17,484 14,286 22%
Finance Costs 2,595 1,648 58%
Operating Costs 8,369 7,448 12%
EBCC 6,519 5,190 26%
Credit Costs 3,287 2,159 52%
PBT 3,232 3,031 7%
PAT 2,408 2,258 7%

Total Income increased from ¥ 14,286 crore in FY 2022-23 to
% 17,484 crore in FY 2023-24 registering a YoY growth of 22%.

Interest income has increased by 29% from % 6,153 crore
in FY 2022-23 to ¥ 7,927 crore in FY 2023-24. Portfolio
yield has increased from 16.7% in FY 2022-23 to 16.9 %
in FY 2023-24, while receivables have increased by 25%.

Fees and commission income has increased by 24% from
% 6,604 crore in FY 2022-23 to ¥ 8,165 crore in FY 2023-24.
The increase in fees and commission income has been driven
by a 13% growth in cards-in-force and 26% growth in spends

Finance costs have increased by 58% from % 1,648 crore in
FY 2022-23 to % 2,595 crore in FY 2023-24 and has been driven
by higher cost of funds from 6.0% in FY 2022-23 to 7.3% in
FY 2023-24 in line with the changes in market rates.

The efficiencies and scale of operations coupled with lower
expense on account of lower cards compared to previous
year helped in improving the cost to income ratio favorable in
FY 2023-24 at 56.2% vs 58.9% in FY 2022-23.

Integrated Annual Report 2023-24

EBCC has increased by 26% from % 5,190 crore in FY 2022-23
to ¥ 6,519 crore in FY 2023-24 driven by higher income and
lower operational costs.

Gross credit costs as a percentage of average receivables
increased from 5.9% in FY 2022-23 to 7.2% in FY 2023-24.
Net credit costs (after deducting recoveries from bad debts)
as a percentage of average receivables have increased from
4.3% to 6.1% during the same period. To address this concern,
the Company is taking a wide range of action covering entire
life cycle including sourcing/underwriting, marketing /cross-
sell campaigns, model upgrades, usage of alternate data and
portfolio management actions like credit line decreases and
intensification of collection efforts.

Net profit (after tax) has increased by 7% from ¥ 2,258 crore
in FY 2022-23 to ¥ 2,408 crore in FY 2023-24.

BALANCE SHEET AS OF MARCH 31, 2024

Total balance sheet size has increased by 28% from % 45,546
crore as on March 31, 2023, to ¥ 58,171 crore as on March
31, 2024.

Net worth has increased by 23% from % 9,902 crore as on
March 31, 2023, to 12,156 crore as on March 31, 2024.

Gross Credit card receivables have increased by 25% from
% 40,772 crore as on March 31, 2023, to ¥ 50,846 crore as
on March 31, 2024.

ASSET QUALITY

Gross non-performing Assets as a percentage of gross advances
(GNPA) have increased from 2.35% as on March 31, 2023, to
2.76% as on March 31, 2024. Net non-performing assets as
a percentage of gross advances (NNPA) have increased from
0.87% to 0.99% during the same period.

CAPITAL ADEQUACY AND LIQUIDITY

As per the capital adequacy norms issued by the RBI, the
Company's capital to risk ratio (CRAR) consisting of tier | and
tier Il capital should not be less than 15% of its aggregate risk-
weighted assets on the balance sheet and of the risk-adjusted
value of off-balance sheet items. CRAR of the Company stands
at 20.5% as on March 31, 2024, compared to 23.1 % as of
March 31, 2023.

The company’s CRAR was impacted by the RBI circular dated
Nov’2023 which required increase in risk weight or credit card
receivables by 25%. This reduced the CRAR of the company by
~40 bps. The company issued 1,250 crore of Tier ii capital in
Q4 to augment the overall capital

The Tier | capital in respect of an NBFC-ND-SI, at any point in
time, is required to be not less than 10%. The Company's Tier
| capital has been 16.5% as of March 31, 2024, compared to
20.4% as of March 31, 2023.
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The Company enjoys the highest credit rating from CRISIL and
ICRA for both short-term and long-debt programs as below:

« CRISIL Long Term - AAA/Stable
CRISIL Short Term - A1+
ICRA Long Term - AAA/Stable

+ ICRA Short Term - A1+

The high credit ratings depict the robustness of the Company's
liquidity management framework and its ability to meet financial
obligations. The Company has access to a diverse source of
funds, and its borrowing composition consists of multiple bank
lines, commercial papers, term loans and debentures. As on
March 2024, the Company had ¥ 7,206 crore of unutilised
banking limits, which translates into 21% of sanctioned
banking limits which is more than sufficient to meet its future
obligations. The Company also has a robust Asset Liability
Management process with positive cumulative mismatches
across all buckets.

SEGMENT-WISE OR PRODUCT-WISE PERFORMANCE.

There is only a single reportable segment of Credit cards, as
envisaged by Ind AS 108 Segment reporting, specified under
section 133 of the Companies act 2013, read with Rule 7 of
the Companies (Accounts) Rules 2014. Further, the economic
environment in which the Company operates is significantly
similar and not subject to materially different risks and rewards.
Accordingly, as the Company operates in a single business and
geographical segment, the reporting requirement for primary
and secondary disclosures prescribed by Ind AS 108 are not
required to be given.

KEY RATIOS

Particulars FY 2022-23 % Change
Interest Income Yield 16.9% 16.7% 27bps
Net Interest Margin 11.3% 12.1% -87bps
Cost to Income 56.2% 58.9% -272bps
Return on average assets 4.7% 5.6% -93bps
Return on average equity 21.7% 25.3% -354bps
EPS (basic) % 25.39 23.92 6%
Financial Leverage (Debt/ 4.4 4.3 3%
Equity = Liabilities/Tier 1

Equity)

Total Capital Adequacy Ratio 20.5% 23.1% -257bps
Gross NP