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HDFC Bank in 2020-21

Key developments

Leadership
Transition

Successful leadership
change with the appointment
of Mr. Sashidhar Jagdishan
as MD & CEO

Supporting
Customers

Delivered continuous
banking services and
supported MSME sector
through fund disbursements
under ECLGS Scheme.
Introduced video KYC to
onboard customers

Technology/Digital

Embarked on a technology
transformation journey.
Building new competencies
through Digital Factory,
Enterprise Factory and
Enterprise IT to both Run and
Build the Bank

Semi-Urban and
Rural (SURU)

Expanded semi-urban and
rural presence further by
increasing banking channel
networks across India

Key highlights

&

Financial

Balance Sheet size**

X17,46,871 Cr

A141%

Total Deposits**

X13,35,060 Cr

A 16.3%

Gross Non-Performing Assets (NPAs)**

1.32%

Non-financial

Total Banking Outlets**

21,360

CSR Expenditure*

X634.91 Cr

Lives Impacted through CSR Initiatives**

8.5 Cr+

* During 2020-21 ** As on March 31, 2021
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| eading
Responsiply

At HDFC Bank, good corporate
governance is at the heart of
responsible leadership, enabling us
to inspire trust among stakeholders
while fulfilling aspirations of
customers through good times

and tough. Guided by our belief

in shared prosperity, we leverage
balance sheet strength with an
unwavering focus on asset quality
to deliver sustained growth while
making a meaningful difference to
the lives we touch.

In a year like no other, we mobilised
our financial and operational
resources to participate in the
nation’s fight against the pandemic.
We facilitated Government welfare
measures to reach the remotest
beneficiary through our unparalleled
reach while contributing to the
economic rebound.

Our commitment to delivering large-
scale positive impact prompted

us to include sustainability as

one of our core values. We

remain focused on growing while
reducing our carbon footprint

through responsible actions and
undertaking targeted interventions for
sustainable development.

With a new leadership at the helm, we
are building on our execution muscle
by creating future growth engines
focusing on business verticals

and delivery channels, with digital
technology being the driving force.
We will ‘Run’ and ‘Build the Bank’ of
the future while staying responsible
at the forefront of transformation in
India’s banking landscape.

Our
Performance

Introduction to How We

HDFC Bank

Create Value

Responsible
Business

Statutory Reports and

Our Strategy Financial Statements

ESG

Continue to focus on
ESG priorities and
undertake initiatives
that help meet long-term
goals

@ rass
COVID-19

Ensuring business
continuity and the safety
of our customers and
employees despite the
pandemic

@ rcs4

Strategy

Continued progress on
core strategies. Setting
the agenda for a
Future-Ready Bank

@ PG40
Asset quality

Maintain balance sheet
strength with stable
margins, robust asset
quality and capital
adequacy

@ rc24

Feature stories

Demonstrating
responsible
leadership

@ rcs

Cruising
ahead despite
headwinds

@ rats

Driving
aspirations of
inclusive growth &

| H\J
@ rc2s -

Catalysing the
next wave of
transformation

4l
@ rcss l

gilliul

Relentless pursuit
of sustainability

@ rcse
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About The Report

This Integrated Annual Report for

2020-21 endeavours to provide a holistic
assessment of the Bank’s financial and
non-financial performance. It also outlines
relevant information on the Bank’s strategy,
governance, risks and prospects to offer
better insights into its activities and
progress. The Bank has been voluntarily
reporting its sustainability performance
annually since FY14, as a separate report.
From this year onwards, our sustainability
performance is also included entirely in this
report.

Reporting principles

and framework

The financial information presented in this

report is in line with the requirements of

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

e The Indian Accounting Standards

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

e The Banking Regulation Act, 1949 and
other relevant RBI regulations

The report has been prepared in
accordance with the framework prescribed
by the International Integrated Reporting
Council (IIRC) and also contains disclosures
as per the Global Reporting Initiative (GRI)
Standards: Comprehensive option and
United Nations Sustainable Development
Goals (UN SDGs).

Our strategic pillars
Re-lmagining the

branch channel

Commercial and
Rural

Virtual Relationship
Management (VRM)

Retail Assets

Further, the report presents Environmental,
Social and Governance (ESG) information
in accordance with the ESG framework
developed by the Bank’s CSR and ESG
Committee. There are no restatements

of information provided in the integrated
report during the reporting year.

INTEGRATED REPORTING <R @

INCDP

DRIVING SUSTAINABLE ECONCHIES

peveiopment OL.SALS

Materiality and scope

This report includes information which is
material to all stakeholders of the Bank

and provides an overview of its business
and related activities. The report discloses
matters that substantially impact or affect
the Bank’s ability to create value and could
influence decisions of providers of financial
capital. The last materiality assessment
exercise in line with GRI framework
requirements, and in consultation with
internal and external stakeholders was
undertaken in FY19. For FY21, we have
updated our materiality analysis to better
take into account emerging ESG issues that
shape our business operations as identified
and prioritised by our internal stakeholders.
The GRI Content Index, which specifies the
GRI Standards and disclosures made under
them in the Report, has been provided in
this report. q} PG 118

Semi-urban & rural

Leadership in the

Reporting boundary

The non-financial information in this report
covers the activities and progress of the
Bank on a standalone basis. It covers
information pertaining to the period from
April 1, 2020 to March 31, 2021. The last
reports were published for the period April
1, 2019 - March 31, 2020. The Integrated
Report for FY20 can be accessed here.
The Sustainability Report may

be viewed here.

Assurance statement

The report has also been externally assured
by an independent third party, based on
ISAE 3000 (Revised).

Responsibility statement

The content of this report has been
reviewed by the senior management of
the Bank, and reviewed and approved by
the Board of Directors to ensure accuracy,
completeness and relevance of the
information presented.

Forward looking statements

This report contains statements that relate
to future operations and performance

of the Bank. Actual results may differ
materially from those suggested by such
statements due to certain risks associated
with our expectations with respect to, but
not limited to, future circumstances such
as technological changes, the impact of
changes in banking regulations and other
regulatory changes in India and other
jurisdictions, natural calamities, inflation,
deflation, unanticipated turbulence in
interest rates, foreign exchange rates,
equity prices or other rates or prices, the
performance of the financial markets in
India and globally, among others.

@ rc4o

Technology and

(SURU) and payments business Digital
Government and

Institutional (G&lI)

Corporate Cluster Wealth Digital Marketing

Introduction to Our
HDFC Bank

How to navigate this report

Performance

How We Responsible
Business

Create Value Our Strategy

Statutory Reports and
Financial Statements

We have used the icons below to aid navigation and cross-referencing across the report.

Our Capitals

<

Financial Capital

Our strong financial position, sustained
growth and consistent shareholder
returns are a result of our disciplined
approach towards raising, lending

and managing our financial capital.

It includes customer deposits,
shareholder equity, retained earnings
and external borrowings among others.

@ rG24

&

Social & Relationship Capital

The way we manage our stakeholder
expectations constitutes our social
and relationship capital. Be it with

our customers, trade partners and
merchants or communities, we take a
holistic approach to sustainable value
creation by nurturing our long-standing
relationships and building new ones.

@ rcss

Our stakeholders

@ O

Customers
Regulatory
Bodies

Governments/ Community

Y

Human Capital

Our people are at the heart of our
success. Their diverse skill sets,
expertise and industry knowledge
constitute our human capital. We
further enhance our human capital
through continuous training and
development programmes. Our focus
on developing a skilled and motivated
workforce enables us to acquire, serve
and retain our customers.

& racso

©

Manufactured Capital

Facilitating our engagement with
customers, people, the society

and other stakeholders, manufactured
capital comprises our pan-India
distribution network of banking
outlets, corporate offices, ATMs

and other customer touch points.

It also covers our IT infrastructure

and security as well as infrastructure
development through CSR projects.

@ rc12

R

Employees

HDFC Bank Limited | Integrated Annual Report 2020-21
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Intellectual Capital

The adoption of data analytics and
emergent technologies such as Artificial
Intelligence and Machine Learning
enables us to increase operational
efficiencies. The knowledge and
expertise incorporated within our
systems, processes and procedures
and the equity built in the HDFC Bank
brand constitute our intellectual capital.

@ rc7e

&8

Natural Capital

The natural resources we consume to
conduct our business and seamlessly
deliver our products and services
constitute our natural capital.

@ rcoo

Investors Suppliers


https://www.hdfcbank.com/content/api/contentstream-id/723fb80a-2dde-42a3-9793-7ae1be57c87f/1bcf4f2c-17cc-4759-9081-dcc0f5beeb60?
https://v1.hdfcbank.com/csr/pdf/Sustainability%20Report%20FY-2019-20.pdf

Introduction to Our How We Responsible Statutory Reports and
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=i Highlights

Creating value
for our stakeholders

At HDFC Bank, we work
relentlessly towards
creating long-term value
for our shareholders
and society at large. We
provide holistic banking
solutions that fulfill their
needs and expectations.
We offer our employees

S codRNS

a fair and inclusive

working environment, as
well as contribute to the

well-being of the local
communities. Robust

financial performance
enables a platform for

environmental and social

responsibility.

Customers

We cater to a diverse customer
base with evolving financial needs.
Our customers are individuals,
large and mid-corporates, financial
institutions, Governments, PSUs,
MSMEs, farmers, wholesalers and
traders. We focus on increasing
the depth of engagement, which
leads to transformational customer

journeys.

Growth in Total Advances™

14.0%

Domestic Retail Advances’

35,27,586 Crore

Merchant Acceptance Points’

21.34 Lakh

Governments/
Regulatory Bodies

As one of India’s largest and
systemically important banks, we
collaborate with the Government
in myriad ways to bring the vast
unbanked and under-banked
population into the economic
mainstream. We are not just a
responsible taxpayer complying
with applicable regulations, but
are also an enabler for delivering
social schemes and benefits.

Contribution to Exchequer™

340,018.60 Crore

Total Number of BCs in
partnership with CSCs’

15,556

Community

We are driving holistic, sustainable
community development
programmes for empowering the
less-privileged sections of society
in India.

CSR beneficiaries’

8.5 Crore+

Impact via Sustainable
Livelihood Initiative (SLI)*

1.29 Crore

households

Cumulative renewable energy
capacity financed

2,945 MW

Employees

We aspire to be the employer of
choice and promote an inclusive
and meritocratic culture that
ensures engagement, progress
and care. We have also been
certified as a ‘Great Place to Work’
for 2020.

Employee strength”

1,20,093

Employee expenses”

310,364.79 Crore

Investors

We provide transparent, regular
disclosures to the investor
community to help them make
informed decisions. We also
regularly engage with research
analysts, both on Buy-side and
Sell-side, to provide detailed
information on our performance.

Net Interest Margin**

41%

Return on Capital**

16.6%

Basic Earnings per Share**

356.58

Net Profit**
331,116.5 Crore

*As on March 31, 2021 ** For FY21

HDFC Bank Limited | Integrated Annual Report 2020-21 7



Demonstrating

Leadership comes with
great responsibility. As

a systemically important
Bank, we are committed

to contributing to the

Indian growth story while
exercising prudence

to create sustained value

for all our stakeholders.

This commitment is reflected
in our steadily expanding
balance sheet, which is the
second largest amongst banks
in India, while maintaining
strong asset quality.

Total Balance Sheet size*

17,46,871 Cr

A 141%

responsible

leadership

Retail Deposits*

10,064,684 Cr

Gross Non-Performing Assets (NPAs)*

Lives impacted through HDFC Bank
Parivartan*

1.32%

*As of March 31, 2021

8.5 Cr+

Our robust fundamentals enabled us to deliver
banking services to our customers during

the pandemic while supporting individuals
and small businesses to ride out the storm

— extending moratorium on repayments,
facilitating loan restructuring and lending
support to the Government’s ECLGS scheme.

We are also actively participating in the nation’s
inclusive development agenda through focused
interventions to improve life and livelihood
opportunities. Joining in the fight against

the pandemic, we are also helping build a
healthcare ecosystem aimed at ensuring

the health and wellbeing of our employees,
customers and society at large. As we enhance
our future-readiness and drive the next wave of
growth, we remain anchored to our core values,
good governance practices, and continue

to make a difference to the lives of people
through our social initiatives under HDFC Bank
Parivartan. Towards our commitment to protect
the environment, we pledge to become carbon
neutral by FY32.

Introduction to HDFC Bank

10 About Us
12 Our Presence
14 Our journey




=} About Us

Responsible banking
N a changing world

HDFC Bank is the largest private sector bank (by Balance Sheet size) in India offering
a comprehensive range of financial products and services to a diverse customer
base. Our unparalleled reach, coupled with our digital capabilities, enables us to

Introduction to jielig How We Responsible
Overview HDFC Bank Performance Create Value Our Strategy Business

Statutory Reports and
Financial Statements

At HDFC Bank, responsibility is at the heart of everything we do — be it fulfilling
aspirations of an emerging India, driving financial inclusion, participating in the
nation’s fight against a global pandemic, and making a meaningful difference to
the lives we touch.

Environmental, Social and Governance (ESG) considerations are embedded
in our growth strategy, which reflects our unwavering commitment towards a
sustainable future.

serve the evolving needs of our customers across the country, even in an extremely

challenging environment.

Business verticals

Retail

The Retail Business operated

under extremely challenging
circumstances in the year under
review. This business is directly
linked to consumption which slowed
down during the lockdown. As

the ‘unlocking phase’ gathered
momentum, the business recovered
and posted a healthy growth on

a sequential-quarter basis in Q4.
Domestic retail advances grew by
6.7% (Y-0-Y) to over %5.27 Lakh
Crore. This constituted about 47%
of the Bank’s domestic loans as per
Basel Il classification.

@ rc27

Growth in Domestic
Retail Advances in FY21

6.7%

10

Wholesale

Our Wholesale Banking business
serves institutional customers such
as Government, Large and Emerging
Corporates, SMEs and was our key
growth driver in FY21. Our strong
offerings include Working Capital
and Term Loans, Trade Credit,

Cash Management, Supply Chain
Financing, Foreign Exchange, and
Investment Banking Services.

Domestic Wholesale Banking
advances recorded a healthy 21.7%
growth, ending FY21 with a loan
book of over ¥5.83 Lakh Crore.
This constituted about 53% of the
Bank’s domestic loans as per Basel
|| classification.

(P

Growth in Domestic Wholesale
Banking advances in FY21

Treasury

The Treasury is the custodian

of the Bank’s cash/liquid assets
and handles our investments in
securities, foreign exchange and
cash instruments. It also manages
liquidity and interest rate risks on
the balance sheet and ensures
the Bank meets its reserve
requirements. The Treasury also
caters to our customers’ needs in
managing foreign exchange rate
and interest rate risks, generating
fee income from the services
rendered. The Treasury recorded
revenue of ¥2,438.4 Crore from
foreign exchange and derivative
transactions during FY21.

@ rc2r

Treasury revenues from Forex and
Derivative transactions in FY21

21.7%

32,438.4 Crore

ADVANCES DEPOSITS
[ Crore) [ Crore)
11,32,837  Fvet 13,35,060
FY20 9,93,703 FY20 11,47,502
k' - -
m FY19 8,19,401 FY19 9,23,141
\ |
L
Recognition A 14.0% A 16.3%
Y-0-Y Y-o0-Y
WPP Plc-Kantar Millward Brown
BrandZ Report - India’s most "
valuable brand (for the seventh DIGITAL TRANSACTIONS*  MERCHANT ACCEPTANCE
. . (% of the total retail transactions) POINTS (Lakh)
consecutive year in 2020)
Fy21 95.7  Fy2 21.34
India’s Best Bank — Euromoney FY20 951  Fv20 17.97
Awards for Excellence 2020 - B
FY19 91.7 FY19 9.61
- - .
ICAI Awards for Excellence “Retalltransactions 18.8%
in Financial Reporting for Y-0-Y
2019-20 - Won the Gold
Shield in the Private Sector
Banks (including Foreign (ﬁoR:NCHEs
Banks) category '
FY21 5,608
Our Water, Sanitation and Fv20 5,254
Hygiene (WASH) programme -
was adjudged Best Corporate FY19 4,971
Initiative in Sanitation by ISC-
FICCI Sanitation Awards
@ rc 114
HDFC Bank Limited | Integrated Annual Report 2020-21 11



i*i Our Presence

Unparalleled reach

At HDFC Bank, we have built a robust delivery network comprising Banking Outlets,
ATMs and Cash Deposit and Withdrawal Machines (CDMs) and merchants. Banking
outlets comprise branches and fixed point Business Correspondents (BCs).

Our presence across India not only enables us to serve customers better, but also
facilitates active participation in the Nation’s inclusive development agenda.

Total Banking Outlets* The proliferation of digital technologies has transformed the financial services
landscape, and HDFC Bank has been at the forefront of such transformation in
2'1 860 the Indian Banking industry. By combining our expansive physical presence with
y digital capabilities, we are breaking down geographic barriers and deploying

innovative ways to take formal banking channels to the last mile.

Total Branches*

5,608/\ Our strong pan-India presence*

Rural Semi-urban Urban Metro

Total Business

Correspondents (BCs)* Banking O

11,720 5,056 2,357 2 227

1 5 ,756 Branches

Total ATMs + cash deposit 1 053 ‘ 1 ’741 ‘ 1 ,1 58 ‘ 1 ,652

and withdrawal machines*

16,087 CSC BCs

10,496 3,288 1,197 575

@ .
Manufactured Capital Other BCs

171 27 2 -

ATMs + cash deposit & withdrawal machines

' N ' 1,202 13,870 4,198 6,817

ATM

* As on March 31, 2021
A Including 4 overseas branches

12

Introduction to jielig How We Responsible Statutory Reports and
Overview HDFC Bank Performance Create Value Our Strategy Business Financial Statements

Tapping the Indian diaspora in select
international markets

We have set-up branches and Representative Offices to cater to
Indian diaspora in Manama (Bahrain), Hong Kong, Dubai International

Financial Center (DIFC), Abu Dhabi, Dubai, Nairobi (Kenya). We offer Manama
NRI clients Offshore Deposits, Bonds, Equity, Mutual Funds, Treasury Abu e :
and Structured products offered by third parties from Bahrain Branch. Dhabi pupai 92
We also cater to Corporate clients by offering products such as trade DIFC Hong Kong
credits, foreign currency term loans including external commercial
borrowings (ECBs) and derivatives for hedging purpose. Nai'robi
(Kenya)

Contribution of overseas branches to
the Bank’s total income in FY21

0.64%

Leveraging our reach to
empower communities

The Bank is committed to empowering
communities across the country
through its CSR initiatives under HDFC
Bank Parivartan. We are leveraging our
reach and understanding of semi-urban
and rural regions to drive sustainable
development for the vulnerable and
economically weaker sections of the
society through focused interventions

across identified areas. 8_5 Crore+ 1 Lakh+

Lives impacted* Farmers trained*

No. of households Villages covered under our
reached* Holistic Rural Development

Programme (HRDP)*

1,970

5.75 Lakh

*As on March 31, 2021

HDFC Bank Limited | Integrated Annual Report 2020-21 13



Our Journey

Setting benchmarks,
abiding by our core values

1994

Housing Development Finance
Corporation (HDFC) received an
in-principle approval from the RBI to set
up a private sector bank

Incorporated in August 1994 as HDFC
Bank Limited

1995

Banking license received in
January 1995

First corporate office and

branch opened

IPO oversubscribed 55 times
Listed on BSE and NSE

1997

Maiden dividend announced

1997-98

New logo launched

1999

Launched first international debit
card in India in association with
Visa International

Began its digital journey by
launching online real-time NetBanking.
First ever mega merger in Indian banking

industry — Times Bank merged with
HDFC Bank

2000

A Bank with many firsts
1st Bank to launch Mobile Banking in India

Launched first SMS -
based Mobile Banking

2001

Overseas listing
Listed on New York Stock Exchange
(NYSE)

Became the first private bank authorised to
collect income tax

2002

ISO 9001 certification for depository
and custodial services

2003-04

First bank in India to offer credit
card in over 100 cities

Touched 10 Lakh users

2006

Two new cards launched exclusively
for women on International
Women’s Day

2008

Launched its first overseas
commercial branch in Bahrain

Merged with Centurion Bank of Punjab in
one of the largest mergers in the Indian
banking industry

2010

Launched 40% faster ATMs - first
of its kind in Asia

2011

Growing market leadership
Expanded customer base to become
market leaders in Auto Loans, Personal
Loans and Credit Cards

- 2012

Launched MobileBanking App in Hindi

Launched premium credit cards for
doctors

Launched its nation-wide sports
initiative — Josh Unlimited, for
employees

2013

The Bank’s Sustainable Livelihood
Initiative (SLI) crosses a milestone,
impacting 20 Lakh households

2014

Sustainability established as a core value of
the Bank

Created a new Guinness World Record
for organising the largest single-day blood
donation drive

Became market leader in issuing credit cards in
2013-14 with 55 Lakh+ cards

2015

Launched its sonic branding i.e. Musical Logo
(MOGO) to be used across multiple touch
points

E2PAVJAPP

Launched PayZapp, India’s first 1-click mobile-
pay solution

Launched 10-second personal loan
disbursement in the retail lending
space

Concurrent QIP issue & Follow-on
offering

39,723 Crore

Introduction to jielig How We Responsible Statutory Reports and
Overview HDFC Bank Performance Create Value Our Strategy Business Financial Statements
- 2016 N 2018

v
W

4

Launched Missed Call mobile
recharge for prepaid mobiles

ATMs turned to LDMs (Loan
Dispensing Machines)

Launched SmartUp f
programme for start-ups

2017

Introduced Al

Launched IRA (Interactive Robotic
Assistant) and became the first bank in
India to introduce a humanoid for customer
service

Introduced EVA chatbot - India’s first Al-
based chatbot to provide customer service

Launched SmartUp
Zones for start-ups

Launched EasyEMI on
debit cards

Launched an all-in-one
DigiPOS machine

Next-gen Mobile Banking
App launched

Driving rural empowerment
Signed MoU with government to
financially empower 2 Lakh rural
Indian villages through CSCs

2019

Voted no.1 in India by
customers in Forbes Worlds
Best Banks Survey

BSE inks pact with the Bank
to give a boost to the start-up
platform

1 Million+ units of blood
collected via HDFC Bank
Parivartan’s Blood Donation
Drive over a period of 12 years,
primarily from employees

Marked the start of its
25th year

Opened
5,000th branch

14

- 2020

Ranked India’s most valuable brand
(for the seventh consecutive year)
by BrandZ Report

Launch of HDFC Bank Millenia
range of cards

First ever leadership change
(new MD & CEO takes over)

First-of-its-kind product launch:
KGC-Shaurya card for armed forces

Launch of contactless, consent
based customer on-boarding via
video KYC facility

Deploying Mobile ATMs during the
lockdown

Launched ‘The HealthyLife’
programme with Apollo Hospitals
for customers and employees

2021

Embarked on Project
‘Future Ready’

HDFC Bank Limited | Integrated Annual Report 2020-21 15



In the year of the pandemic, which put to test
conventional notions of resilience and relevance,
we not only delivered profitable growth, but

also expanded our balance sheet without
compromising on asset quality.

Cruising ahead

aespite
neadwinds

Net Profit**

X31,116.5 Cr

~FY21

 ——

Capital Adequacy Ratio (CAR)*

18.8%

*As on March 31, 2021

Net Non-performing Assets (NPAs)*

0.40%

Our net interest income grew by 15.5%
while net profit increased by 18.5%.
Our gross NPAs stood at 1.32%
compared with 1.26% a year earlier,
while our balance sheet size increased
by 14.1%. This healthy performance in
an extremely challenging environment
is a reflection of our strong foundation,
on which we aspire to build a

stronger future.

Despite significant restrictions on
mobility and physical proximity, we
not only delivered ‘essential’ banking
services to our customers, but also
grew our advances by 14%. We also
continued to deliver on our sustainable
development objectives backed by our
employee volunteers and partners.

Our Performance

18 Farewell Note to Mr Aditya Puri

20 Message from the MD & CEO

24 Financial performance

26 Our business segments
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Farewell Note to Mr. Aditya Puri

Aditya Puri,

Ex-Managing Director
HDFC Bank Limited

oW

Dear Mr. Puri,

Sometimes words are not enough to express the
influence you have had in building HDFC Bank into

an industry bellwether in 25 years. Yet, as you leave
behind your indelible imprint on everything we do today,
we extend the humble two words of ‘thank you’ to
express our gratitude for making us an integral part of a
transformative journey. The roadmap you have given us
— we will tread on that.

The journey that began during the initial phase of India’s
liberalisation now connects the many Bharats that

live within. As we take confident strides into a rapidly
changing digital world with a customer first approach,
knowledge, simplicity, empathy in our DNA, we remain
true to your legacy — upholding the highest standards in
corporate governance, inspiring actions for meaningful
social impact, nurturing talent and continuing to be one
of India’s most trusted and valuable brands.

Thank you once again for giving us the confidence
that “the best of the Bank is yet to come.”

HDFC Bank Limited | Integrated Annual Report 2020-21
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Message from the MD & CEO

Our Focus Areas:
Culture, Conscience
Customers

Sashidhar Jagdishan
Managing Director & Chief Executive Officer
HDFC Bank Limited

20

Dear Stakeholders,

Let me start by wishing all of you good
health and happiness. The financial year
gone by has taught all of us to value
this more than anything else. Many of
you may have lost your near and dear
ones. My heartfelt condolences to all
of you. We in the HDFC Bank family
too have lost several colleagues. My
head bows in grief and sorrow. We are
supporting and will continue to support
their families.

The year gone by saw people across
the world being largely confined to their
homes with several travel restrictions in
place. They faced myriad personal and
professional challenges perhaps never
before encountered in our lifetime. This
obviously had an effect on the economy
with the world officially being plunged
into recession.

Governments and Central Banks across
the world reacted introducing a range
of measures to revive the economy and
help people move forward.

Challenging Environment

Our country was no exception. The
Reserve Bank of India (RBI) and the
Government introduced a slew of
measures to revive the economy.
These measures bore fruit with the
economy growing by 1.6 per cent in
the fourth quarter of the year while it
had contracted by 24.4 per cent at the
end of the first quarter. In the current
financial year India is expected to be
one of the fastest growing economies
in the world. The second wave of the
pandemic has dented the optimism

a bit, but the peak of the pandemic
clearly appears to be behind us. As the
vaccine rollout gathers momentum, the
economy is expected to be on a much
stronger footing especially from the
second quarter.
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Our Performance

We posted a healthy growth in Net
Profit, Net Interest Income and Balance
Sheet size without compromising on
asset quality. Net Profit increased by
18.5 per cent to ¥31,116.5 Crore in
FY21 and balance sheet size by 14.1
per cent to 31,746,871 Crore. Gross
NPAs increased to 1.32 per cent in
FY21 from 1.26 per cent in the previous
year. Net interest income, an indication
of the difference between interest
earned and interest paid grew by 15.5
per cent to ¥64,879.6 Crore. The details
of our performance are elaborated in
the report.

| am proud of my colleagues and thank
all of them (and their families too) for
this performance despite, the difficulties
they had to face during the year. As an
organisation we learnt and relearnt on
the way, pivoted our way to a Work from
Home culture and continued to serve
our customers. | am delighted by the
way our colleagues responded to the
myriad challenges we all faced.

Strengths

At this point | would like to elaborate
on some of our strengths and also talk
about things that we could have done
better.

One of our biggest strengths has been
the legacy of over a quarter century.
Our iconic ex-Managing Director, Mr
Aditya Puri created an institution with
strong foundation and fundamentals.

It is a huge advantage as well as a
privilege to inherit and build upon this.
Thanks to his leadership, we today
have a strong balance sheet with
among the lowest NPAs in the banking
industry and strong capitalisation. This
has helped us to lend even during
difficult times, build market leadership
and deliver shareholder value without
compromising on our commitment to
society and the environment.

Areas for Improvement

Technology. Quite frankly, it continues
to remain both a strength as well as an
area for improvement. In the last couple
of years our technological capability
has been questioned. Justifiably. But
at the same time, we cannot afford

to miss the big picture. We would not
have become a Bank of this scale, size,
and grown market share consistently
year after year, without having a strong
technology backbone. We are one

of the largest transaction processing
Banks and have come up with cutting
edge customer solutions like 10-second
personal loans and digital loan against
mutual funds. Not to forget the rollout
of Video KYC during the pandemic
which helped people to become a
bank customer from the safety of

their homes. Or the DigiDemat and
Trading Account which we introduced
in partnership with our subsidiary

last year. In the last 28 months, we
have, however, been in the spotlight
for the wrong reasons when it comes
to technology. Also, there have been
deficiencies in compliance.

The technology problems as well as

the compliance issues have led to
regulatory actions. This brings me to my
focus areas.

My Focus Areas

The last technology downtime led to
the Reserve Bank of India banning

us from issuing new credit cards as
well as putting on hold new launches
under Digital 2.0 initiative. Further, the
regulator also appointed a third party
audit of our IT systems. This audit is
now over and the report has been
submitted to the regulator. We now
await the decision from RBI.

As a Bank we are certainly sorry for
what has happened. And have taken
this as an opportunity to improve and
redouble our efforts to fix this problem
for good. We have now embarked on
a scale changing technology adoption

and transformation agenda to help
drive our ambitious future growth plans.
Some of the specific initiatives that we
have embarked on in our Technology
Transformation Agenda are:

1 Infrastructure Scalability:
We have invested heavily in the scale
up of our infrastructure to handle any
potential load for the next 3/5 years. We
are also in the process of accelerating
our cloud strategy to be on the cutting
edge leveraging best-in-class cloud
service providers.

2  Disaster Recovery (DR)
Resiliency: We have strengthened
our process of monitoring our Data
Centre (DC) and have shifted key
applications to a new DC. This includes
key consumer facing ones. We have
strengthened the Disaster Recovery
trials and processes so as to bounce
back to serve our customers faster and
quicker.

3  Security Enhancements:
We have strengthened our firewalls
further. We have to be scanning
the horizon for potential security
issues and be ever prepared to face
them. We haven’t had any security
issues in the past. But this is always
an important area of focus and
action plans are underway for further
robustness.

4 Monitoring Mechanisms:
An enhanced application monitoring
mechanism has been put in place
across the board to enable us to keep
our IT systems Always On.

While we execute this Technology
Transformation agenda, there will
sometimes be pain and outages beyond
our control. But this is the bitter pill we
need to swallow. As mentioned earlier
we are putting in place measures that
will ensure that downtimes will not be
prolonged. Yes, it will take some time
but we will get around this. And live up
to the standards that people have come
to expect from us.
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Message from the MD & CEO

Compliance

There has also been some

discussion around the deficiencies

in compliance regarding the selling

of GPS products. For many years we
had been bundling the financing of
GPS systems and cars. The teams
believed this was a routine lending
activity. Also, a particular vendor had
entered into an arrangement with us
directly. These products were never
sold on a standalone basis but only
bundled along with the purchase of
cars. In November 2019, a whistle
blower alleged that the vendor was
incentivising some of the employees

in the auto loan team to bundle these
products with our car loans. We
immediately conducted an enquiry
and basis the findings have taken
necessary actions against the involved
employees including termination of
their services and also terminated the
arrangement with the vendor. RBI in the
meanwhile also issued a show cause
notice in connection with the Bank’s
arrangement with the vendor. They
contended that such an arrangement
was in violation of provisions of the
Banking Regulation Act, 1949 and
hence the Bank is liable for penal
action. Subsequently we have been
asked to pay a penalty of 10 Crore and
have also been instructed to repay the
commission that we earned from this
process back to customers. We accept
this verdict and will comply with the
directives.

Importance of Culture

These incidents have made us realise
that we need to reiterate what culture

is. Business objectives should be driven
keeping in mind the three Cs: Culture,
Conscience and Customers. Customers
are at the heart of everything we do.
But every individual has to ask himself:
Am | doing the right thing for the
customer? Am | doing the right thing for
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the organisation? Does my conscience
permit this? As a Bank we have always
taken pride in our integrity. However,
the unscrupulous practices of a few
people has made all of us resolve for
far greater process controls to address
this. | am personally determined to fix
this. At an organisational level there is a
greater focus on the role of Credit, Risk,
Compliance, Audit and other enabling
functions so that our checks and
balances get strengthened.

Customers are the reason we exist and
our primary goal is to serve and delight
them. We are proud of what we have
achieved so far and still understand
that we have a long way to go in
improving our customer experience as
consumer behaviours and expectations
are changing every day. We realise
that. As a Bank, we strongly believe

we exist to enable our customers

make better money choices, today

and tomorrow. To pursue and realise
this belief we are encouraging within
the bank the principles of Simplicity,
Knowledge and Empathy. Simplicity
to make day-to-day transactions for
our customers intuitive and rewarding,
Knowledge to help customers realise
their future dreams with the right choice
of offerings from us and Empathy in
the way we deal with our customers.
We have put in place a systemic way of
measuring our Customer Experience

in the last year by adopting the Net
Promoter System. We now have the
ability to listen to our customers post
transactions and journeys and we
commit to use this feedback to solve
their problems. We are committed to
relook at the consumer journeys and
redesign them to delight our customers
including making investments in new-
age omni-channel customer experience
technology and training our people

to enable and empower our front end
colleagues to serve our customers
better.

Reinforcing the three Cs: Culture,
Conscience and Customers across the
organisation is a clear focus area for
both me and the Bank.

Strategy

Let me now come to our strategy.

The hallmark of our strategy is that it
has the ability to adapt, and evolve
without losing the core. We are
building upon our stated strategy of
expanding our distribution footprint
leveraging the Branch Channel and
Virtual Relationship Channel with the
addition of Digital Marketing as a key
channel. This will enable us to capture
the growth potential in both India

and Bharat and different consumer
segments like the tech-savvy and
millennials going forward. While we
continue to focus on the Corporate
Cluster and Government Business to
increase penetration, we have created a
new business segment of Commercial
(MSME) and Rural Banking to capture
the next wave of growth. We will
continue to strengthen our leadership
position in the payments business
and retail assets business and have
added Wealth Management and Private
Banking as a core focus area for us.

All these core business areas would be
supported by further strengthening our
foundational capability in Technology
and Digital domains.

Our subsidiaries help us fulfil consumer
needs for holistic financial solutions and
we will continue to invest in them.

To realise this strategy we have unveiled
Project Future Ready.

Introduction to Our
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Project Future Ready

As a Bank we have grown for over a
quarter of a century due to our ability
to execute what we have laid out as per
our plans. Project Future Ready aims to
continue the same tradition by calling
out clear areas of focus to further add
strength to our strategic and execution
muscle.

1 We have clearly identified our
growth engines: Corporate Banking,
Commercial Banking (MSME) and
Rural, Government and Institutional
Banking, Private Banking, Retail Assets
and Payments to be driven by our
delivery channels of Branch Banking,
Tele-Sales/Service/Relationship and
Digital Marketing. These growth engines
would be powered by our robust
technology and digital platforms. These
growth engines will account for the bulk
of our future investments and can be
broadly classified as Business Verticals
and Delivery Channels.

2 Our growth engines will be fully
supported by our renewed focus
and vigour on Technology/Digital
investments that would act as the core
backbone to both Run and Build the
Bank. As mentioned earlier, while we
strengthen our Enterprise Technology
Factory to keep our systems
always ‘ON’, available and secure, we
are creating a new Digital Factory. The
mandate of the new Digital Factory is
to foster innovations in the Product and
Consumer experience domain through
own build / collaborate with new age
fin-tech and big-tech companies.
Hollowing the core, moving to the
cloud, creation of micro-services /
API based architecture, innovating
through partnerships leveraging API
interconnectivity all backed by a strong
Data / Al strategy would form the core
of what we intend to pursue going
forward. We are working on many new
exciting opportunities to improve our
consumer experience and introduce

Performance

How We

Create Value Our Strategy

new innovations like ‘Banking on the
Edge’, which would be announced in
due course of time.

3  We have also put in place the
right talent to drive Project Future
Ready. The underlying philosophy is to
develop employees with diverse skKills,
multifunctional exposure with a One
Bank collaborative mindset to deliver on
Project Future Ready and enable more
opportunities for career growth.

4 We will continue to strengthen
our core enabling functions of Internal
Audit, Credit and Underwriting,

Risk Management and Compliance/
Governance to support the growth
ambitions.

| firmly believe Project Future Ready will
catalyse, create and capture the next
wave of growth.

Environment, Social and
Governance Strategy

The year gone by has brought home

to all of us how interconnected our
destinies are. Our ESG strategy is
based on this interconnectedness,
especially in the Environment and
Social spheres. Climate change is
possibly the biggest threat to humanity
after the pandemic. Global warming has
huge potential to disrupt both lives and
livelihood. Over the years we have been
taking small but sure steps to mitigate
the impact of global warming.

Recently, we have committed ourselves
to becoming carbon neutral by the
FY32. As a part of this initiative,

the Bank is looking at reducing

its emissions, energy and water
consumption. The Bank will continue

to incorporate and scale up the use of
renewable energy in its operations.

As a part of the roadmap, we will focus
on offering loans for green products
like electric vehicles at lower interest
rates and incorporate ESG scores while

Responsible
Business

Statutory Reports and
Financial Statements

making credit decisions. The Bank is
also working on a framework for issuing
green bonds. All this while we continue
to transform lives through our CSR
initiatives under Parivartan through
which we have already impacted over
8.5 Crore lives.

Compassion

| would like to end by once again
thanking all my colleagues and their
families for their tremendous efforts this
year in spite of trying circumstances.

Finally, my heartfelt gratitude to our
customers who continue to repose
their faith in us and keep pushing us to
strive for more. To all of them, | would
like to say this: There might have been
instances where we may not have kept
our timelines in serving you, as we used
to, due to the pandemic situation we
have found ourselves in. Our sincere
apologies and many thanks for your
understanding and consideration.

| want to reiterate that we are
committed to delight you with renewed
vigour as we move forward.

One last word. As we grapple with
many pandemic induced uncertainties,
it is important to not lose the human
touch while dealing with people in our
day to day lives. It is the true wealth that
we can bequeath to the world. While
business and professional goals have
their place, nothing really comes before
human life. Take care of your health and
stay safe.

Sashidhar Jagdishan
Managing Director &
Chief Executive Officer
HDFC Bank Limited
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Financial Performance X' Financial Capital

All-round performance

The Bank has maintained its leadership position and delivered consistent growth
across a majority of its key financial parameters. Despite being a pandemic-disrupted
year, it has held its own with a strong customer base, robust risk management
framework and best governance practices. All of this underlines its commitment to
‘Responsible Business'’.

The percentage increase in performance indicators was subdued as compared to a pre-COVID-19 year; even so, the year-
on-year increase in key metrics shows a healthy and continued growth. The Bank’s growth metrics like its Balance sheet
size which crossed %17 Lakh Crore — a 14.1% increase, was driven by similar increase in Advances (14.0%) and Deposits
(16.3%). Our efficiency in managing capital can be seen from a 27.0% increase in our low-cost CASA deposits — the
highest in previous three years. Our profitability in disruptive times, is an outcome of the operational efficiencies built into
our system. We continue to deliver a double-digit growth in earnings, with an increase of 18.5% in net profit, while keeping
a check on our operational costs, resulting in a lower cost to income ratio of 36.3%. The Bank’s business resilience is an
important indicator of our credit risk evaluation and management. Our key strength continues to be maintaining one of the
lowest levels of Gross Non-Performing Assets (NPAs) in the Banking industry with provision coverage ratio of 69.8%.

17,406,871 Crore R31,116.5 Crore
A 14.1% A 18.5%

RUPEE EARNED RUPEE SPENT

(FY21%) (FY21%)
111 8.1
1.9
/4 “ll.izj
64.9 ’ 18.9 431
1.5
25.2

m Commission, Exchange, = |Income from Investments m Tax Transfer to Reserve

Brokerage = Others = Provisions m Operating Expense

m QOther Interest Income

m |nterest from Advances = |nterest Expense

FX & Derivative Income
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DIVIDEND PER SHARE ADVANCES DEPOSITS
R®)*  Crore) [ Crore)
v 6.5%* fya 11,32,837 ey 13,35,060
FY20 x FY20 9,93,703 FY20 11,47,502
- T - -
FY19 7.5 FY19 8,19,401 FY19 9,23,141
- T B B
RETAILS ASSETS NET INTEREST MARGIN RETURN ON CAPITAL
(% Crore) (%) (%)
ot 5,30,574 o 4.1 o 16.6
FY20 4,96,691 FY20 4.3 FY20 16.8
- T - T T
FY19 4,32,687 FY19 4.3 FY19 16.3
B - T - T

COST TO INCOME RATIO

(%)

Fy21 36.3

FY20 38.6
I

FY19 39.7

PROFIT

p o

RISK STOCK

\ I||||||III

GROSS NPA RATIO
(%)

X

FY21 1'32

Fv20 1.26

FY19 1.36
-

* Figures for the years prior to FY20 have been adjusted to reflect the effect of split of equity shares

RETURN ON ASSETS
(average) (%)

1.97

Fy21

FY20 2.01

FY19 1.90

from face value of ¥2/- each into two equity shares of face value of ¥1/- each.

** Refer note on Dividend given on page no.126 of Integrated Annual Report 2020-21.
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i Our Business Segments

Engines of growth

T

=T

Wholesale banking

This business focuses on
institutional customers such as:

e | arge corporates including MNCs
e Public Sector Enterprises

* Emerging corporates

* Business banking/SMEs

¢ Infrastructure finance groups

Products and services

Working capital facilities

e Term lending
* Project finance

Debt capital markets

Mergers and acquisitions

Trade credit

Supply chain financing

Forex and derivatives

Cash management services
Wholesale deposits

Letters of credit and guarantees
Custodial services
Correspondent banking

Domestic Wholesale Advances

35,83,925 Crore
A 21.7%"

Of the Bank’s total Domestic Advances
(as per Basel Il classification)

53%

Our edge

e Full service ‘One Stop Shop’ for
corporates

* Market leader in cash management
services

* Prominent position in large corporate,
emerging corporate and SME space

Retail banking

This business caters to:

e |ndividual borrowers

e Salaried and professional
borrowers

e Micro & small sized businesses

e Extremely small businesses like
kirana stores

e Self-Help Groups (SHGs)

¢ Non-resident Indians (NRIs)

Treasury

The Treasury is the custodian

of the Bank’s cash/liquid assets
and manages its investments

in securities and other market
instruments. It manages the
liquidity and interest rate risks

on the balance sheet and is also
responsible for meeting statutory
reserve requirements.

#Y-0-Y

Products and services

Auto loans

Credit, Debit and Prepaid cards
Personal loans

Home loans

Gold loans

Mortgages

Commercial vehicles finance
Retail business banking
Savings account

Current account

Fixed and recurring deposits
Corporate salary accounts

Agri and tractor loans

SHG loans

Kisan Gold Card

Distribution of mutual funds, life, general
and health insurance
Healthcare finance

Offshore loans to NRls

NRI deposits

Small-ticket working capital loans
Business loans

Two-wheeler loans

Loans against securities

Products and services

Foreign exchange and derivatives
Solutions on hedging strategies
Trade solutions — domestic and cross
border

Bullion

Debt capital markets

Equities

Research Reports and commentary on
markets and currencies

Asset liability management

Statutory reserve

Domestic Retail Advances

35,27,586 Crore
A 6.7%*"

Of the Bank’s total Domestic Advances
(as per Basel Il classification)

47%

Domestic Retail Deposits

310,64,684 Crore
A 21.1%*

Our edge

e Dominant presence in the payments
business

e Strong product proposition for NRIs through
branches in India and overseas

e Market leader in almost every asset category
with best-in-class portfolio quality

* Pioneer and strong player in the digital loan
marketplace

Revenue from Forex and
Derivative transactions

32,438.4 Crore
A 13.16%"*

Our edge

e Solutions for non-residents, hedging
needs in Indian markets

¢ Integrated trade and treasury solution for
customers

e Primary Dealer for Government securities
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Driving aspirations

Semi-urban and rural
markets (SURU) have been

a core element of our
strategy since inception.
This assumed special
significance in FY21. With the
relative insulation of the rural
economy from the pandemic,
sectors dependent on the
hinterland have performed
relatively better.

The trend of rising income levels in
these markets continued even while the
economy was affected by COVID-19.
Today, we are well positioned to address
the growing demand for better quality
financial products and solutions.

Another key aspect of our strategy in
these markets has been the near trebling
of the Business Correspondent network
to 15,756 from 5,541 in the previous year.
We have adopted a segment-specific
approach like funding to agribusiness,
MSMEs and dairy farmers.

of Inclus
growth

We are focusing on SURU markets not
just to expand our loan book, but also

to empower our customers. One such
initiative has been the Kisan Dhan Vikas
Kendras. At these centres, farmers
access information on soil health, mandi
prices, and various government initiatives
and receive expert advice. During the
pandemic period, we have piloted digital
outreach programmes. These services
are also available on the Bank’s website in
vernacular languages.

The focus on SURU validates our ability to
identify opportunities early and address
them by providing a wide range of
products and solutions that are aligned
with the customers’ evolving needs.

Bapupura is a small village located in the
Gandhinagar district of Gujarat. Out of the
2,500 odd people that call this village their
home, many depend on dairy farming for their
livelihood. India is the largest producer of milk
in the world, yet, our farmers lack access to
markets, finance and much needed know how
to improve yields in the face of climate change.

HDFC Bank, has installed Milk-To-Money
terminals in Bapupura, to help create a viable
support ecosystem for small and marginal
dairy farmers, automating the entire process
of payments. The Milk-To-Money terminals
act as multifunctional terminals that provide

a transparent mechanism for the farmer to be
paid exactly as per quality of milk delivered,
thus eliminating any errors or discrepancies.
The farmer accounts are electronically credited
and they can withdraw the money from cash
dispensers immediately, if needed. There

are two objectives behind the initiative. One
is promoting financial literacy and inclusion

in deeper geographies where India resides.
The other is promoting digital transactions for
financial services in rural India. The project
benefits the entire community in the locality
irrespective of their demographic profile.

This initiative has helped the farmers inculcate
the saving habit and ultimately helped enhance
their status.

How We Create Value
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Our Value Creation Model

Government and Regulatory
Interventions
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Our Resources

Financial capital ?
e Deposits

e Shareholders’ funds

e External borrowings

Human capital @
e Employee base

¢ Work-from-Home-facilitation

® | earning & Development

* Employee engagement initiatives

¢ Employee benefits

Social & relationship capital %Y
e CSR expenditure
e CSR programmes executed through
five focused pillars
® Trade partners and merchants
e Workforce engaged in CSR programmes
e Partnership with government

Manufactured capital @
e Banking outlets, Business
Correspondents (BCs) managed
under CSC
o ATMs+cash deposit and withdrawal machines
e Corporate office and other locations
e Data centres

Intellectual capital N
¢ Digital enterprise: Advanced Al and ML
capabilities

Credit policy and underwriting skills
Technology Focus

* Risk Management framework

Collaboration with fintechs and start-ups
Capacity building on climate risk

Natural capital @
e Natural resources consumed
— electricity, fuel, water, paper
among others
¢ Natural resource conservation initiatives
e ESG screening of portfolio

Stakeholder Value Creation

Our Purpose

We exist to help every Indian make better
money choices, today and tomorrow

Our Values

Product
Leadership

Customer Operational
Focus Excellence

2
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Strategic pillars

¢ Re-Imagining the branch channel
¢ Virtual Relationship Management (VRM)
e Semi-Urban & Rural (SURU) and
Government & Institutional (G&l)
Leadership in payments business
Technology & Digital

e Commercial and Rural

Retail Assets

Corporate Cluster

e Wealth

Digital Marketing

People Sustainability

Key enablers

Stringent/high compliance

Effective risk management

Technology robustness

Customer service
and experience

Culture

People-leadership
and development

Long term objectives
® Increase customer base

e Operational efficiency

e Expand footprint

e Omnichannel experience
e Healthy asset quality

e Access low cost funds

@ Customers @Governments/Regulatory Bodies @ Community @ Employees O Investors @ Suppliers
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Outputs FY21

Products
A Retail Deposits

%10,64,684 Cr

A Wholesale Deposits

32,67,198.88 Cr

A Total Advances

311,32,837 Cr

A Retail Advances

%5,27,586 Cr

A Wholesale Advances

%5,83,925 Cr

* During the year
**As on March 31, 2020
Retail transactions

A Growth

Financial capital

e Net revenues: ¥90,084.46 Crore
* Net profit: ¥31,116.5 Crore

e Return on assets: 1.97%

® Return on capital: 16.6%

e Cost-to-income ratio: 36.3

Human capital

e Net Additions: 21,471

e Women in workforce: 18.1%™

* Employee engagement score: 75%
* No of certifications: 33 Lakh +

Social & relationship capital

e Net promoter score: 49

e Customer additions: 58 Lakh+

e Total Business Correspondents (BCs): 15,756™
* CSR spend: 3634.91 Crore

Manufactured capital

* Total banking outlets: 21,360

e Cities and towns covered: 2,902

e ATM + cash withdrawal/deposit machine
addition: 1,186

Intellectual capital

¢ Brand Valuation: $20.2 Billion™

e Strengthening of core and creation
of digital stack

e Attracted market-leading skills in areas
such as data analytics, IT, equities and advisory
solutions

¢ No of APIs active on bank’s gateway: 178

Natural capital
e Scope 1 and 2 emission reduction:
23% over FY20
463 loan proposals screened and approved
through the SEMS framework
Trees planted in FY21: 6.2 Lakh
e Cumulative rooftop solar capacity
in FY21: 198.3 KWp

*** This percentage includes frontline staff/ sales officers
# For a complete list of SDGs impacted through our social & relationship capital, please refer Page 80

** As per BrandZ
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Stakeholder Engagement

An outside-In view

At HDFC Bank, we continuously engage with our stakeholders to understand
their expectations and respond to their needs. It also enables us to identify their
current and evolving interests, which are fed into our strategy planning process.

Customers

We serve over 6 Crore customers
through our 21,360 and growing
banking outlets. Our disability-
friendly infrastructure and services
reflect our commitment to empowering
all our customers. All our ATMs

are enabled with a voice-guided
system and braille keypad for the
visually challenged; the premises of 718
ATMs provide complete accessibility
for wheel-chair bound customers
through ramps.

Modes of engagement

Employees

Our family of 1.2 Lakh+ employees
with diverse socio-economic and
educational backgrounds enable us to
deliver hyper-personalised experiences
to our customers. We remain
committed to fostering a culture
of inclusion, diversity, growth and
progression, and well-being for our
employees.

@ Suppliers

We work closely with our suppliers to
encourage them to add value beyond
the economic bottom-line for greater
integration of environmental and social
considerations. We give preference
to local suppliers for procurement
of products and services, while taking
their relevant geography and footprint
into consideration.

¢ Online and postal communication
e Customer satisfaction surveys

® Feedback from customers

e Regular interaction with customers

Frequency

e Annual performance appraisal
discussions
e Employee engagement initiatives

* Regular meetings
e Phone calls and surveys

Continuous

Key concerns and expectations

Continuous/Annual performance review

Continuous/Annual performance review

Ease of transacting across channels
Innovative technology applications
Data security

Advanced analytics

Response and Mitigation

¢ Training and career progression
e Wellness and safety
e Employee benefits

e Partnership
e Governance and ethical practices

e New products enabled by the Bank’s
digitisation strategy

* Making personalised recommendations
with virtual Regional Manager (RM)

* Awareness on data security and privacy
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e Regular behavioural and technical
training

* Employee engagement, health and
wellness programmes

e Ensure timely payment for services
Whistle Blower Policy to ensure good
practices

Introduction to Our

Overview HDFC Bank

Performance

How We
Create Value

Our Strategy

Responsible
Business

Statutory Reports and
Financial Statements

Stakeholder engagement process

In order to capture stakeholder expectations, feedback
and response transparently, we have adopted a five-

step stakeholder engagement process.

Our stakeholder prioritisation exercise was conducted
with the departments constituting the internal

ESG Action Committee. First, all the relevant key
stakeholders were identified based on their interest in
the Bank. These identified stakeholder groups then
were further prioritised based on their importance to

our business.

Governments/
Regulatory
Bodies

We strive to maintain high compliance
standards; actively participate and
contribute to industry and regulatory
working groups. We also have a strong
focus on DBT payments to deliver
seamlessly to the beneficiaries under
various government schemes such as
MGNREGA, PMAY, and PMKSY.

o Investors /
w” Shareholders

We continue to generate value for our
14 Lakh+ shareholders. Our basic
earnings per share (EPS) stands at
356.58 for FY21, up from

348.01 in FY20.

Stakeholder Identification
.
Stakeholder Engagement
N,

Communication of Responses

Materiality Assessment

Reporting

Community

We continue to refine our strategy to
respond to the most pressing challenge
of our time — the COVID-19 pandemic.
We have enhanced the total value of
our CSR support and investments
across programmes. Our CSR brand,
Parivartan has so far impacted

8.5 Crore+ lives across more than
1,970 villages in India.

Modes of engagement

* Regular meetings

e Policy updates and ministry
directives

e Mandatory filings with key regulators

Frequency

e Quarterly reports, integrated reports
and press releases

e |nvestor meets and Annual General
Meetings (AGMs), including virtual
investor meets and virtual AGMs in
the era of COVID-19 pandemic

* Regular meetings
e Focus group discussions
e Project monitoring and reviews

Continuous

Key concerns and expectations

Continuous

Continuous/Annual performance review

e Compliance
e Social Security schemes
e Relevant national mandates

Response and Mitigation

e Compliance
e Governance and ethical practices
® Economic performance

¢ Training and inclusive growth
e Financial literacy

e Compliance and ethics oriented
culture including formulation of
relevant policy frameworks and
enforcement thereof

e Awareness generation on the
mandates by the Government of
India

e Policies and demonstration of
responsible business conduct

e Holistic rural development
programme

e Sustainable livelihood initiative

e Financial literacy camps
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Importance to
external stakeholders

High

Low

Materiality Assessment

ldentifying issues

that impact value creation

We identify key topics that have a
material impact on our ability to create
value through a materiality assessment
exercise, which is aligned with GRI
requirements and is conducted in
consultation with internal and external
stakeholders. The topics identified as
‘material’ to us reflect the challenges,
risks and opportunities we might face.

Materiality mapping process

Identify Potential Topics
———

Define Stakeholder Groups

——————

Stakeholder engagement

Our
Performance

How We
Create Value

Introduction to
HDFC Bank

Responsible
Business

Statutory Reports and

Overview Financial Statements

Our Strategy

Identified sustainability topics mapped with relevant GRI aspects and capitals

Priority S.
Rank No. Sustainability topic GRI aspects Capitals impacted
16. i . . . . .
1. Compliance Environmental compliance; Socio-economic compliance I @ &8
We operate in a highly regulated sector. For us, regulatory compliance is mandatory and non-negotiable.
New topics included All our operations comply with legal, environmental and social requisites prescribed by regulatory bodies.
2. 8. DataSecurity  Gustomer privacy; Security practices IR @ 9
Physical Risks due to Climate
Change We operate in a highly automated environment and make use of the latest technologies to support various
Transition Risks due to Climate operations. We have in place a governance framework, information security practices and a business
Change continuity plan to mitigate information technology-related risks. We are also guided by the Information

Climate Change impacting
company’s cost of debt

Security Policy and Cyber Security Policy laid down by an independent assurance team within Internal
Audit which provides assurance on the management of information technology-related risks.

The last such exercise was undertaken and Prioritisation Employee Welfare 3. 2. Corporate Ethics and integrity; Governance T B3®9 0
in FY19, which enabled us to B T G°‘{e"‘a"°e &
incorporate insights from relevant f A , Ethics Our Corporate Governance philosophy, enunciated in our ESG framework, is guided by the cardinal
. . Revisit of material issues Data Securit - . " o ot o
stakeholder groups into our decision- by the internal stakeholders Yy principles of independence, accountability, transparency, fair disclosures, responsibility and credibility.
making process. In FY21, we updated y in FY21 Selling practices and product Good governance pract!ceg are embeddgd in our culturg, which reflects in the policies and guidelines
our materiality analysis to better reflect I labeling fdopte(cjj b:/ tl)JS. .The Antl—Brlbtiry r—imd Antl—C\?vrruptlon |Po“('?r/1 e:ﬁ wlelclj.as tge Codg of Ein%%c;tsen;blek‘us
meraing E i h limat — Ve . o conduct business in an ethical manner. We comply with the Indian Companies Act, 2013, Banking
eh erging kSG Ssues such as climate Transparency and disclosure Regulation Act, 1949 and the applicable RBI and SEBI regulations, among others. Our equity shares are
change risxs. Revised materiality map listed on the National Stock Exchange, the Bombay Stock Exchange and our American Depository Shares
(ADS) are listed on the New York Stock Exchange.
Outcome 4, 7 gl.!stomer Customer privacy TR ®Q
rivacy
The aggl_'egated inputs from all ﬂ?e relevant ?takeh.OIder.s were conSOIIqated and combined to arrive at our Being in the services sector, Information Security and Data Protection are of paramount importance to us.
materiality map. Emerging ESG risks added including climate change risks. Our IT Strategy Committee, a Board-level committee, is headed by an IT Director. Further, we adhere to the
ode of Bank’s Commitment to Customers’ as prescribed by the Banking Codes and Standards Board o
‘Code of Bank’s C it t to Cust ’ ibed by the Banking Cod d Standards Board of
ndia and Employee and Customer Awareness Procedures.
India (BCSBI) and Empl d Cust A P d
HDFC Bank’s Materiality Map (Internal Stakeholders)
5. 9. Customer Stakeholder engagement; Marketing and labelling TR
@ Top Priorities Satisfaction
0.0 @® 16 Compliance Our customer-centric approach provides intuitive, relevant, contextualised and hyper-personalised
@ o ® 8 Data Security experiences to our customers and caters to their financial goals. We regularly conduct satisfaction surveys
® 12 Corporate Governance and Ethics to obtain feedback on our products and services.
gygiene Factdorts oo . Zopf;:ric:rities;j t ®|| . t t ® 7 Customer Privacy
mpany ni NCe rt nain: n Ive ana extern ViISI man: ment re n: H H
toosta?:ehyolde:r csor?ceerlna'ls \:/ﬁhzz??ncurr?ng theseiescsueese}s viteal feor i)ri/g—tserr:buii:egses sicceessspo e ® 9 Customer Satisfaction 6. 10. Selling Practice Marketing and labelling T 3@
substantial cost. m @® 10 Selling Practices and Product Labeling and P.roduct
0o o ® 17 Transparency and Disclosure Labeling We conduct our business in an ethical and transparent manner. We strongly adhere to market conduct
(2} o 15 Economic Performance regulations to inform our customers and clients with transparent, accurate, and comprehensive marketing
o ® 13 Systemic Risk Management statements, advertising and product/service labelling. We have defined framework, strategy, policies,
() @® 11 Financial Inclusion procedures and systems to ensure and maintain transparency in communications with our customers to
o ® 14 Responisible Finance help them make informed decisions.
Monitoring issues: Hidden Value Creators: ® 6 Employee Welfare
Best practice suggests that company should Company should consider education and awareness raising - -
monitor these issues as they may become more with stakeholders to educate them about the relevance to @® 5 Community Wellbeing
impactful over time. company’s business. Hygiene Factors
@ 2 Physical risk of Climate Change
Low Potential Impact on HDFC Bank’s business High ® 3 Transition risk of Dimate Change
Monitoring Issues
@® 4 Climate Change Impact on Company's Cost of Debt
® 1 Emissions and Climate Change ? Financial @ Human ﬁ Intellectual ® Social & Manufactured % Natural
Capital Capital #°  Capital Relationship Capital Capital Capital

The effective management of material issues is critical to our business sustainability as it directs our strategic planning and
management priorities towards achieving long-term sustainable value for our stakeholders.
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LH Materiality Assessment

Priority S.
Rank No.
7. 17.
8. 15.
9. 13.
10. 11.
11. 14.
12. 6.
13. 5
36

Sustainability topic GRI aspects

Transparency
and Disclosure

Economic
Performance

Systematic
Risk
Management

Financial
Inclusion

Responsible
Finance

Employee
Welfare

Community
Wellbeing

Capitals impacted

R 2@ 9

General disclosure - Reporting practice

With the growing demand for ESG disclosures among the stakeholders, we ensure that such reporting is
accurate and reliable. At HDFC Bank, we have put in place a sustainability reporting programme aimed at
articulating our sustainability strategy, risks, and opportunities and performance on material ESG topics,
aligned with internal and external stakeholder expectations.

We also accord due importance to report assurance process. Our Integrated Report and our Green House
Gas (GHG) emissions are externally verified by third-party auditors based on the International Standard on
Assurance Engagements ISAE 3000 (Revised).

R 2@ 9

Economic performance

We have delivered consistent performance, even under stressful economic situations, with an aim to create
enhanced long-term value for our stakeholders. This is accomplished through discreet strategies and
effective capital utilisation.

2@ 9 98

General disclosure - Governance

We have a multi-layered risk management process to identify, assess, monitor and manage risks through the
effective use of processes, information and technology. As part of our overall risk management framework,
we have a Board-approved Stress Testing Policy & Framework which forms an integral part of our ICAAP
(Internal Capital Adequacy Assessment Process). Stress testing involves the use of various techniques
to assess our vulnerability to extreme but plausible adverse business conditions. Further, we have a
SEMS (Social & Environmental Management System) framework for assessing social and environmental
credit risks in our portfolio. Risk exposures are actively captured and reported to the relevant levels of
management, to initiate appropriate mitigation measures. The risk management function is independent
from business, and reports directly to the Managing Director & CEO.

Economic performance; Local communities T @

Financial inclusion is crucial for India’s sustained economic growth. As the nation’s largest private bank, we
are cognisant of our responsibility to brining the under-banked population of the country to the economic
mainstream. This in turn provides an opportunity to reach out to a wider customer base.

T @ ®

Environmental compliance; Socioeconomic compliance

We recognise the inherent social and environmental/climate change risks in our loan portfolio. Thus, as
a part of our credit policy, we evaluate all loans, whether for greenfield projects or for regular capital
expenditure, with a value of more than ¥10 Crore and a tenor of over 5 years, through our Social and
Environmental Management System (SEMS) framework. We do not fund projects that have potential
adverse impact on Environment, Health and Safety (EHS) levels. Further, we continue to invest in renewable
energy and energy efficiency projects to lower our carbon footprint. We also encourage customers to make
‘green banking’ choices.

Employment g

Employees are our most valued resource. We focus on creating a conducive work environment that
promotes active development and participation of our employees. We engage with employees through
several events and have put in place various codes and policies to facilitate a fair, diverse and inclusive
workplace.

Local communities R4

We strongly believe in giving back to the society. Through Parivartan, we have identified the most
disadvantaged sections of the society around our area of operation and work towards empowering them.
These efforts are governed by the Board-level CSR & ESG Committee. The Committee monitors the
progress of the initiatives on a periodic basis. We have also aligned our activities with Government missions
and initiatives.

Our How We
Create Value

Responsible
Business

Statutory Reports and
Financial Statements

Our Strategy

Capitals impacted

General disclosure - Governance T ® 0 B

We have a diverse lending portfolio cutting across all sectors including power, heavy industries and real
estate sector. The process of analysing our resilience to physical and transition risk of climate change has
been initiated in accordance with the recommendations of the Task Force on Climate-related Financial
Disclosures (TCFD). We also continue our endeavour to acquire granular data and test tools for climate risk
assessment and conducting scenario analysis.

T @ 9 B

General disclosure - Governance

At present, we view the climate change impact on our cost of debt to be relatively less significant. We will
continue to monitor and review such impacts.

Introduction to
Overview HDFC Bank Performance
Priority S.
Rank No. Sustainability topic GRI aspects
14. 2. Physical Risk
for Climate
Change
15 3. Transition Risk
- for Climate
Change
16 4. Climate
Change Impact
on Company’s
Cost of Debt
17. 1. Emission and

Climate Change

Emissions 2 Q&

To move towards a low-carbon economy, we aim to adopt cleaner sources of energy. We also invest in
renewable energy, manage and report our carbon footprint, and engage with the community to adopt
environment-friendly practices. We have also set targets to reduce our GHG emissions. Further, in line with
the Paris Agreement on climate change, we are in the process of committing to science-based emissions

targets.

Finapcial @ Human @ Intel!ectual ® Socigl & . . Man.ufactured @ Natgral

Capital Capital #° Capital Relationship Capital Capital Capital
Sustainability topics mapped to our value chain

Upstream Downstream

Topic (suppliers, investors) HDFC Bank (customers, communities)
Compliance N4 v
Corporate Governance & Ethics v v v
Data Security v v v
Customer Privacy v v v
Customer Satisfaction v v
Selling Practice and Product Labelling v v
Transparency and Disclosure v v v
Economic Performance v v v
Systematic Risk Management v
Financial Inclusion v
Responsible Finance v v
Employee Welfare v
Community Well-being v
Physical Risk for Climate Change v v v
Transition Risk for Climate Change v v v
Climate Change Impact on Company’s Cost of Debt v v v
Emission and Climate Change v v v
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Catalysing
the next wave

Over a quarter of a century,

we have built a formidable banking
franchise by spotting opportunities
early and then capitalising

on them in relevant markets

and through the right channels.
Steered by a new leadership, we
recently launched Project Future
Ready to catalyse, create and
capture the next wave of growth.

Broadly classified under Business
Verticals, Delivery Channels and
Technology/Digital, these engines will be
driven by a workforce with diverse skKills,
and multifunctional exposure with a

One Bank collaborative mindset. This will
be backed by our traditional strengths

in Internal Audit, Underwriting, Risk
Management and Governance. Further,
we have already outlined our technology
transformation agenda to synergise and
integrate our technology/digital functions
and will invest aggressively to both Run
and Build the Bank of the future.

10 growth engines of under
Project Future Ready

Corporate Cluster

g MSME and Rural

Government and Institutional

&
Private Banking
= Retail Assets

. Payments

Branch Banking

‘ Tele-Sales/Service/
Relationships

@ Digital Marketing

Robust Technology and
[
> Digital Platforms
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Our Strategy
40 Strategy in Action
46 External Environment
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(i Strategy in Action

Our Future Ready
Strategy

As a Bank, we assess disruptions and real-time challenges for insights to adapt our
strategies and focus areas. We continue to keep our stakeholders at the centre of our
strategy with ESG as an overarching principle. Our strategic priorities as envisaged in
the previous years has held us in good stead through the pandemic. However, this was a
year of improvising, finding solutions and being pragmatic, in an unpredictable domestic

and global environment.

To improve focus on what the Bank perceives as growth engines, we have fine-tuned our strategic priorities by making them
more granular. Our strategy can be visualised as ten pillars supported by certain enablers. These are foundational to the Bank

and hence critical for achieving our strategic goals.

Our purpose

To help every Indian make better money choices,
today and tomorrow

Strategic Pillars

Re-Imagining the  Virtual Semi-Urban Leadership in Technology
branch channel Relationship and Rural and the Payments and Digital
Management (VRM) Government and Business
Institutional (G&l)
Commercial and Retail Assets Corporate Wealth Digital
Rural Cluster Marketing
A

Key enablers

Customer Service and Experience

Zero Paper, Zero Touch Operations Culture

Strengthening Compliance

Effective Risk Management

People Learning and Development

Environmental, Social and Governance (ESG)

Focus on customer service is key to
the HDFC Banking experience along
with the wide range of products and
customer-centric initiatives.

Our risk management and compliance
framework is embedded in the systems
and processes across operations and
functions and complemented by a risk

. conscious culture led by the Board.
Enhance our compliance culture and

exhibit highest standards in way we go
about doing our business.

Aided with tools and technology,

we would focus in ensuring a
seamless process of onboarding
customers, offering products and
services, underwriting processes and
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customer engagements with minimum
intervention, i.e., zero paper, zero touch!

The Bank encourages organisational
culture of mentorship, transparency,

communication, empowerment and

supporting.

Our ‘nurture and care’ attitude towards
our people is fundamental to the Bank’s
twin strategic objectives of leadership
and development.

Introduction to Our How We Responsible Statutory Reports and
Overview HDFC Bank Performance Create Value Our Strategy Business Financial Statements
Strategic pillars
Re-lmagining the branch channel
Qur branches represeht the Bank to Branches - Business Catchment
its customers, the society and other
One-Stop shop Correspondent Programme

stakeholders and own retail and
business customer relationships. Retail
branch banking is the key driver for
retail deposits franchise, retail trade
and forex business, unsecured and
secured asset business and third-party
distribution business. At the same time
it’s also a congregation place for its
sales force to get together, brainstorm

and formulate its one bank approach for

‘Go to market’.

Our strategy is to re-imagine this
channel by bringing more science to
the art of relationship management.
The primary objective of this strategy
is to acquire new customers, gather
a larger share of the wallet of existing
customers and deliver a best in class
experience, thus building customer
loyalty.

The Bank intends to transform

its branches into ‘phygital’

financial marketplaces through -
catchment scoping and mining with
institutionalised consistency and
customer need centric conversations
enabled through artificial intelligence
led predictive analytics. Retail Branch
Banking has evolved in a significant
manner over a period of time and while
the transformation journey continues,
the ethos remains the same —

‘Focus on customer’. The key strategic
drivers are:

1 Holistic customer life cycle
management: Centred around holistic
Customer Lifecycle Management and
our ability to read customer insights/
needs and provide the right product
proposition. It also, inter alia, entails the
ability to map and source the right set
of customers using a differentiated go
to market approach.

2 Analytics led customer
conversation and distribution
planning tool: An approach which

Branches are well
equipped to service all
needs of customers

Reaching the doorstep
of citizens through the
Bank’s 15,756 Business
Correspondents

Focus on acquiring
HNW customers in the
area as well as widening
reach in every sphere of
the catchment

How we are re-imagining branch channel

Access to high end Al
Adoption of ‘Next Best Action’ — an
Al-powered analytical tool helping
‘predict’ customer requirements

encapsulates the tenet of ‘Need

Based Selling’. Using cutting edge

Al, conversations with the customer
are more meaningful. The decision
matrix with respect to distribution
expansion has now been embedded
with structured and unstructured
sources of data to help the business
team take data driven decisions on key
issues like opening branches, or serving
customers through a ‘Smart Banking
Lobby’ or, Business correspondents

3 Digitisation of Sales, Service
and Branch Operations: Significant
headway in digital journeys in all
customer touch points like sales,
service and operations. Mobile-first
approach leveraging Aadhar, and ‘walk
out working’ straight through journeys
are some of the concepts that are
helping us achieve significant benefits in
terms of improved customer experience
and cost reduction

4 Customer Experience
Excellence: The cornerstone of
Customer Experience is to delight
customers at every touch point. In
this endeavour, key strategies include
process simplification and digitisation

Omnichannel Experience
All of the Bank’s products available at
every customer touch point

thus reimagining the journeys and
making them simple and user friendly.
Also, enable self-service wherever
possible so that there is complete
empowerment of customers in
completing paperless journeys on their
own. Net Promoter Score as a metric
of measuring customer satisfaction and
loyalty has been introduced to build a
‘Customer First’ culture.

5  People Capability: Building

a ‘Future Fit’ team that understands
‘voice of customer’ and has the ability
to funnel that understanding to create
newer propositions, simpler processes
and engaging customer experiences.
Empowering teams to digitally access
interactive learning interventions that
equip them to build customer delight.

Virtual Relationship
Management

Digital is transforming the marketplace.
The Bank believed early that traditional
relationship management is making
way for technology and virtual
engagement with customers. Over the
last few years, the Bank has invested
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LH Strategy in Action

in its virtual relationship management
channel to further advance its customer
engagement and enhance its service
experience. In the last year, digital

or contactless banking has become
more of a necessity than a service
enhancement. As digital literacy and
exposure increases exponentially, VRM
is gaining acceptance through wider
engagement, deeper relationships and
a complete suite of products to offer.

A banking experience with digital ease
and personalised conversations is the
core of our VRM strategy.

The Virtual Relationship Management
practice is an integrated customer
centric approach covering three pillars.

¢ Virtual Relationship
e Virtual Sales
¢ Virtual Care

a) Seamless 24/7 access to
customers with global service
standards

b) Automated Interactive Voice
Response solution in 12
languages with over 20 services

We as a Bank believe we are best

placed and have a head start with

our Virtual Relationship Management

practice leveraging four key

components:

a) Omni Channel Engagement
framework

b) Seamless digital journeys

c) Data Science led customer
interaction

d) Robust talent pool of well-trained
Virtual Relationship Managers

The model is built on a foundation

of Customer Obsession to Nurture,
Care and Collaborate. The Virtual
Relationship Managers offer world class
service interaction with an analytics

led need based product distribution
approach aimed to make us the Primary
banker of choice to the customer. The
Virtual Relationship Managers serves
the customer lifecycle under five pillars
— a) Save b) Invest ¢) Borrow d) Transact
e) Engage. This cohesive strategy
allows to deepen the relationship and
proactively offer the right product
program to the customers.
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The Bank is making significant
investments in technology upgradation
of the customer facing solutions
around Interactive Voice Response
Systems, Data Management and digital
engagement platforms like Video KYC
to offer world class virtual engagement
framework for its customers.

Semi-Urban & Rural
(SURU) and Government
& Institutional (Gl)

The last few years have been a
renaissance of sorts in the Rural
Ecosystem with the advent, adaptability
and usage of technology in the
hinterlands. There has been a steady
rise in mobile penetration in the Rural
areas and the access of data has
opened up the world of aspiration
building, increasing demand and
thereafter fulfilment. With more than half
of our banking outlets and a third of our
workforce (including Agri/ SLI and RIG)
in this market, we are well poised to
excavate and maximise this opportunity
by creating phygital processes for
business and market share increment
as well our Bank’s penetration. Our
Bank’s tie up with CSC - a special
purpose vehicle (SPV) set up by
Ministry of Electronics and Information
Technology (MEITY) to offer Citizen
Facilitation Services digitally has been
a catalyst in increasing the distribution
footprint in the semi-urban and rural
geography without incurring cost on
setting up a brick & mortar model. Till
date we have on-boarded more than

1 Lakh VLE’s as Business Facilitators
and Business Correspondents to

help source business for us. With

the help of the VLEs, we intend to
create a large distribution network

to capture the opportunities in the
semi-urban and rural areas as well as
geographically increase our reach in
deep geographies.

The lifting of the embargo on
Government business for private sector
banks, the Digital India Mission, and

the recent circular on the Single Nodal
Agency account by Government of India
are strong tailwinds for this business.
The growing emphasis at each level

of Government to use technology to
bring in transparency and efficiency
offers significant promise. Given our
large distribution network including

in rural areas, technological prowess,
partnerships with key digital platform
and solution providers, competitive
product offerings, and a focus on
granular business we are well-poised
to further our market share. On the
institutional front, the opportunity is
humongous in the following segments
— education, healthcare, housing
societies, NGOs, trusts given the
multiple types of trusts, e.g. charitable,
family, gratuity, etc. Each segment

is a vertical in itself. We are adopting
an ecosystem based approach to
unlock the opportunity offered by each
segment. This entails systematically
targeting the constituents of each
segment and putting in place the
relevant products, partnerships, digital
journeys, solutions, and offers for the
constituents of each segment.

Leadership in
Payments Business

We are the leading player in the
payments ecosystem with dominant
share in both card issuing and acquiring
business

We have the most extensive suite of
payment form factors to offer to our
customers be it Cards, POS terminals,
payment gateways, UPI, QR etc. With
over 51 Million credit cards, debit cards
and prepaid cards addressing every
market segment, every third rupee
spent on cards in India happens on
HDFC Bank cards. We are a leading
player in credit cards with a strong
growth and market share on both
booksize/ENR and spends. We have
built several strong digital offerings
like PayZapp and plan to fortify the
product offering in the coming year to
provide strong engagement platform
for HDFC Bank customers. We will be
providing strong unified experience
across contactless payments, QR
based payments, UPI payments,
BNPL and digitalising all payment form
factors with rich features in a unified
platform. Smartbuy is growing as a

Introduction to Our

Overview HDFC Bank

strong offer platform which aggregates
strong offers from merchants and
partners, providing a one-view to the
customer on all benefits which he/

she can avail exclusively as a HDFC
Bank customer. We have provided a
strong loyalty framework and gained
popularity among customers for getting
accelerated reward points and rewards
redemptions in a single platform.

To complete our suite of products and
payment suite to the retail consumers,
we are scaling BNPL with multiple
variants that we are building to make
customer purchases convenient.
Between Credit card EMI, Debit card
EMI, paper financing we are riding the
wave of innovation and have become
No.1 among all banks in BNPL. We
plan to launch several new variants,
customised solutions with large brands/
partners in the coming year.

We have extremely strong plans to also
grow two new segments apart from
retail consumers. Commercial and SME
payment solutions is a fast growing
space and we have made strong
carding and payment solution inroads
into this segment. We have several
curated solutions being rolled out for
Corporate & SME segment and we will
grow this segment by 2X in the coming
2 years.

Merchant Acquiring business provides
the rail road for banking solutions

and Payment offerings to the largest
customer segment —- MSMEs. As

a Bank we have been leading this
business for 15+ years and despite the
disruptive competition in this space, we
have continued to grow and currently
have over 47% market share. Our
focus is to grow our current 2 Million
acceptance points network by 10X in
3-5 years.

Over the years our strategy has
evolved in-line with the competitive
landscape and market opportunities,
From focusing only on large and key
merchants in the top 30 cities to
expanding the industry by investing
in digitising institutional segments like
education, government and societies

Performance

How We
Create Value

Our Strategy

and taking the product range to
deeper geographies to now focusing
also on the small merchants and
neighbourhood kirana stores and
building partnerships, our strategy
has continued to evolve. In recent
times with large fintechs and MNCs
entering this space, our strategy

has been further strengthened with
two new pillars of ‘Partnerships’ and
‘Service and Experience’. The success
of this is reflected in our consistently
growing market share and merchant
engagement metrics.

To support this strategy we recently
launched SmartHub 3.0 — a
comprehensive banking and payment
solution range for all merchants. This
range of solutions allows merchants
and self employed professionals to
instantly open a mini savings account
or current account and start accepting
payments in-store, online and on-
the-go. The solution range is tailor
made for the size and segment of the
merchant and consists of a vast range
of offerings starting from rent free
SmartHub merchant app and QR to
personalised payment link option to

a vast bouquet of POS devices. This
platform is further being expanded into
a super app ecosystem with integrated
servicing, integrated cash-flow based
lending, small ticket size flexible
repayment loans, business cards and
suite of value added services, offered
in partnership with fintechs. While the
platform and ecosystem will ensure
engagement and scale, with reducing
transaction margins and need for
higher investments, the business focus
to generate revenue will be through a
‘sandwich strategy’. Under this strategy
the payments layer in the middle will
be ring-fenced with a layer of liability
offerings on one side and asset offering
on the other. These offerings will be
for both the merchants and also the
customers of the merchant, integrated
seamlessly in the SmartHub platform.
This will help merchants improve their
cash-flow as Bank will enable funding
& affordability at transaction level on all
its acceptance points. This has multi-
level benefits to both the bank and the

Responsible
Business

Statutory Reports and
Financial Statements

merchants - Bank gets distribution point
expansion and Merchants get cashflow
benefit and also incentives from the
Bank, thus creating a synergistic
sustainable strategy for the Business.

Technology/Digital

Our vision is to build a technology led

bank. We are doing this by leveraging

our strengths and building for the

future. Some key aspects are:

¢ Continue to focus on scale to
manage one of the largest franchises
in the world; creating infrastructure,
partnerships and competencies for
scale is a priority

¢ Fortifying our infrastructure and
building for resiliency

e Focus of customer experience —
make banking easy for young and
old, urban and rural. Offering
best-in-class experience for our
existing and potential customers

¢ Bring in operational efficiencies —
build a highly productive workforce

e Build a safe, transparent and a
regulatorily compliant technology led
bank that citizens can trust

Our approach is two pronged - ‘Run the
Bank’ and ‘Build the Bank of the future’.
Making banking easy, contextual and
safe for our customers is our priority.
We have been digitising our customer
journeys across the bank enabling easy
onboarding, transactions and customer
lifecycle management. In parallel we
are also building new capabilities and
competencies to build the bank of the
future.

As we realise the above objectives
through multiple initiatives, we are also
building one of the finest digital and
technology capabilities in the financial
services industry. We are not only
fortifying our enterprise IT but also
building new muscle through our newly
created Digital Factory and Enterprise
Factory. The new factories are bringing
in new skills, new technologies and new
ways of working.

We have begun architecting our
banking technology stack for the future:
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Strategy in Action

1 Building a resilient core that is
always ‘ON’ and performs at scale

2 Creating secure APls and
microservices for information
interchange

8 Re-imagining intuitive and
contextual customer journeys on
engagement platforms

4 Leveraging data analytics.

We can already see some impact.
Our transactions on mobile and

net banking are increasing. As our
onboarding journeys become simpler
and intuitive through the use of new
engagement platforms, we see a
higher preference and adoption for
digital. We are also leveraging data
analytics, Artificial Intelligence (Al) and
Machine Learning (ML) for powering
personalisation, credit underwriting and
risk control.

Our underlying core technology
infrastructure is being further fortified

to make it resilient and scalable to
handle the ever increasing load of digital
transactions. Our proactive monitoring
of service paths and DevSecOps
framework would ensure that we have

a continuously integrated build and
deployment pipeline to ensure agility,
quality and security.

Commercial and Rural

One of the important pillars of the
Bank’s strategy is commercial and
rural strategy which encompasses —
micro, small and medium enterprises
(MSME/SME), emerging corporates,
the mid-market companies, commercial
agriculture and commercial transport
companies. This is the Bank’s fastest
growing market group that contributes
significantly to India’s manufacturing
output, export, employment, supply
chain network and infrastructure.
Constraints faced by the group include
lack of easy or timely access to credit,
high cost of credit and collateral
deficiency. These issues, viewed with
the growth potential of the commercial
and rural sector, is an opportunity like
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no other. The Bank aims to augment
as well as facilitate the growth of
individual ecosystems that exist within
the group, (such as the rural ecosystem
or the supply chain network), with
products and services tailored to
add-value and financial strength.
Focusing on the commercial and rural
group also supports the Bank’s goal
of deep geographical penetration and
expansion. Using customised product
offering, digital expertise and deeper
geographical presence, the Bank

is contributing to bridging the gap
between India and Bharat.

Retail Assets

The Bank continues its leadership
position in Consumer/Retalil assets in
various key and diversified product
offerings like auto loans, personal

loans and home loans among others.
The strengths built in these products
by serving the large metro and urban
customer base can be adapted to serve
the needs of the large population in

the Indian hinterland where consumer
aspirations are increasing. Their
banking needs have to be assessed
and addressed differently from the
urban retail banking customers. We
have carved Retail Assets as a separate
strategic pillar to ensure higher focus
on this segment especially in deeper
geographies where the growth drivers
come from using digital advancement
and increased geographical presence.
We will continue to focus on salaried
segments within top rated corporates
and government institutions across
geographies and we believe that
increasing aspirations will provide us

a greater opportunity to cross sell our
diversified retail products. The Indian
market is likely to grow at a better rate
in the coming five years vs the last five.
This data is basis the emerging markets
trends world over and with unorganised
sector becoming more organised

with bureau support the organised

consumer financial sector will increase
at a faster rate. HDFC Bank, with a
strong distribution in both open market
and internal customer franchise with
digital strengths is in the right position
to leverage and grow across touch
points and pincodes.

Corporate Cluster

The Bank’s corporate banking vertical
offers comprehensive banking solutions
to corporates across industries and
sectors. This includes but is not limited
to, large business houses, MNCs,
companies in the manufacturing

and service sectors, public sector
enterprises, financial institutions,
Global Capability Centres (GCC) etc.
The focus of the corporate cluster

is to deepen corporate relationships
with more attention being paid to

their requirements on the funding

side, with regards to their collections
and payments, their trade related
requirements or even the financial
well-being of their employees and key
officials.

The strategy around our ‘corporate
cluster’ has been focused on

serving the entire ecosystem of

large corporates. Using ground level
intelligence about our customers’
processes, distribution networks,
geographies etc. the Bank provides
value-adds and solutions for financial
concerns that are unique to industries
in this cluster. The Bank already has
host to host connectivity with the
large corporates using APls and is
working towards digitising end-to-
end transaction processing within
their ecosystems. The quality service
offering that is provided to our
corporate customers can be extended
to customers and suppliers of the
corporate using ‘ecosystem banking’
with a view to bring the client’s entire
financial world under one umbrella.
The Bank’s value proposition is two-
fold; 1. To digitise the purchase and
ownership journeys of the company’s
customers and 2. To enable all sourcing
to be digitally tracked and to use
trade finance products to enable a
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better relationship with its supplier.
This initiative uses digital platforms,
interfaces, data analytics, and our
wealth of relationships to provide

the corporate and its entire gamut of
customers and trade partners, quick
and easy access to financial solutions
with an aim to increase product
penetration at each corporate.

Diversification of the corporate portfolio
is also a key driver of the growth of the
corporate cluster.

Wealth

A large proportion of wealth in India
lies distributed even beyond the

top 20 cities of the country. The

Bank’s strategy is to cover a larger
geographical spread, to provide
differentiated wealth management
solutions using digital tools. The Bank
is creating new product offerings and
improving its existing solutions to reach
out to this population using technology.
With focus on ‘wealth’ as a strategic
priority, the Bank aims to increase its
wealth management customer base
significantly, in the next few years.

Digital Marketing

Our digital marketing strategy is to
leverage it as an independent channel
for end-to-end business generation.

It rests on three key pillars.

1 Create Brand awareness and
consideration: Leverage digital
marketing to drive awareness about
our financial solutions, create customer
brand love, so they will consider us
favorably while making their purchase
decisions.

2  Deliver Portfolio Objectives: Use
our Omni Channel forte consisting
of website, net and mobile banking,
notifications, SMS, Email, WhatsApp
and social media to deliver the business
portfolio objectives. Develop segmented
and personalised communication based
on highly advanced Al/ML models.

Performance

How We
Create Value

Our Strategy

3 Contribute to direct business
generation: Digital marketing relies
on advanced analytics to identify and
target the right customer with the right
product, at the right time, in their most
preferred channel of communication
and with high levels of personalisation.
Investments in advanced analytics
tools on cloud have ensured we have
a deep understanding of customer
behaviour, and their preferences to
curate personalised interventions, at
scale and to create relevant customer
engagement.

Investments in latest Martech solutions
have been done to create frictionless

digital journeys that allow customers to
buy our financial products and services
with zero or minimal physical interface.

We are closely linking customer
understanding using technology to

Subsidiaries
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drive digitisation across the bank. We
have honed the ability to execute digital
marketing plans at scale and in tandem
with the traditional marketing channels
S0 as to provide our customers quick
and easy access to all our financial
solutions.

We have created frictionless digital
journeys for loans, deposits and
payment solutions which allow our
customers experience making a
purchase in a few clicks. This also helps
us take our financial solutions to the
under-penetrated semi-urban and rural
segments.

Our Pay, Save, Borrow, Invest solutions
will be part of these digital journeys, so

that new and existing customers across
segments can get instant approvals and
purchase them without stepping out of

their homes.

Through its subsidiaries HDFC Securities Limited (HSL) and HDB Financial
Services Limited (HDB), the Bank offers a depth of customer relationship with
the complete breadth of products. The subsidiaries are important pillars of
the Bank’s strategy to tap into opportunities beyond banking services

£} HDB it

HDB is a non-deposit taking non-
banking finance company (NBFC)
that has positioned itself as a one-
stop financial services provider, with
a complete suite of customised loan
and other service offerings through
a network of over 1,319 branches
across 959 cities/towns. It's range of
services and products include loans-
consumer and enterprise loans,
asset finance, micro-loans, fee-
based services and BPO services.
HDB offers the Bank’s customers
end-to-end specialised services and
currently has %¥61,560.7 Crore as
Assets Under Management.

[- HDFC securities

HSL is amongst the leading retail
broking firms in India, and offers
exhaustive range of investment and
protection products to its customer
base of over 27 Lakh. The Bank’s
focus on digitisation extends to the
digital investment in HSL. In fact,
this year, 92% of HSLs over 1 Million
active customers accessed its
services digitally. HSL’s distribution
network extends across 216
branches in 159 cities, serving a
diverse set of retail and institutional
customers in India.
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External Environment

Responding to market challenges

COVID-19 delivered a global economic shock, leading to a much wider
macroeconomic impact than the global financial crisis of 2007-08.

The pandemic disrupted the real
economy, and not just the financial
system alone. After a contraction of
3.3% in 2020, the global economy is
projected to grow at 6.0% in 2021,
aided by monetary and fiscal support
extended by Governments and Central
Banks, and the vaccination rollout.
However, the shape of the recovery is
likely to vary across regions based on
the path of the pandemic, the severity

Projected global economic growth
in 2021

6%

Challenges posed by the operating environment

Decline in credit
demand

Lower deposits and  Limited
investment growth

Branches

Decline in branch
driven sales

of restrictions imposed to contain the
spread, and the magnitude of policy
actions.

In the US, the fiscal package of $1.9
trillion is expected to bolster US
economic growth and have a positive
spill over effect on its trading partners.
Among advanced economies, the

US is expected to surpass its pre-
COVID GDP level in 2021 and the UK’s
economy is expected to reach its pre-
pandemic size in Q4 2021, while many
others in the group are likely to return
to pre-pandemic levels only in 2022,
Similarly, among emerging economies,

serviceability

China has already returned to its pre-
COVID GDP in 2020 and India is likely
to return to its pre-pandemic level of
output in FY22.

On the domestic front, the surge

in daily COVID-19 cases is likely to
impact a fragile recovery, with the
relationship between lockdowns,
reduced mobility and impact on growth
being relatively strong. An increasing
number of states were forced to go into
a complete lockdown or strict localised
containment for a longer period of time,
resulting in high impact on

economic activity.

Restricted Demand surge Low productivity
Operations leading to
challenges
Other physical Digital
networks

Product

Sales and servicing

Operations

Operating environment

Collections Risk Treasury
management and capital
and management
compliance
Muted collections Inadequate risk Liquidity

model to include management

climate change challenges morale

impact

Cybersecurity

concerns
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People

Low employee
productivity and

Technology

Limited data access
IT constraints
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Increasing government and regulatory interventions

The Government and Regulators stepped in during the year to alleviate the socio-economic
effects of the pandemic and to stimulate growth.

Two such measures were

the moratorium and the loan
restructuring packages introduced by
the Reserve Bank of India. While the
first allowed customers (from March
to August 2020) to temporarily freeze
loan repayments, the second eased
the burden of monthly repayments.

The Union Cabinet unveiled a
stimulus package of 3 Trillion in
May 2020 known as the Emergency
Credit Line Guarantee Scheme
(ECLGS) in aid of Micro, Small and
Medium Enterprises, (MSMEs).

This was aimed at addressing their
working capital needs, operational
liabilities and aiding businesses to
restart.

Our response

Loan moratorium — The relief provided
to our customers include

* A standstill on delinquency position
as of February 2020

e Relief from making loan repayments
during between March 2020 and
May 2020 (Moratorium 1) and
between June 2020 and August
2020 (Moratorium 2)

We operationalised the moratorium
process through a robust multichannel
customer outreach programme
designed to guide customers in a
frictionless manner. Customers seeking
moratorium were directed to our
website to process their applications.

HDFC Bank disbursed 329,622 Crore
to over 1.23 Lakh customers in FY21
under the ECLGS scheme. We have
also emerged as a star performer under
the ECLGS 1.0 and 2.0 schemes.

Disbursement under ECLGS

329,622 Crore

Loan restructuring — The loan
restructuring programme was aimed
at easing the burden of monthly
repayments for eligible customers
who were significantly affected by

the pandemic. Customers seeking
loan restructuring were allowed to
reschedule their loan repayments and
were offered lower payment structures,
with extended tenors of up to 24
months.

We also conducted an outreach
programme to help customers
understand the modalities of
restructuring and guide them through
the process. Our approach through

the period was based on empathy,
understanding and transparent
communication as was evidenced by
the scale and scope of relief provided to
customers.
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External Environment

Banking industry
environment

The stress on the banking sector was
further accentuated by the pandemic.
Estimates suggest that 19 sectors that
were previously not under stress before

the pandemic have been hit, accounting

for almost ¥15.5 Lakh Crore of debt.
Retail and wholesale trade being the
worst hit with an estimated outstanding
of ¥5.4 Lakh Crore. The pandemic also
affected 11 sectors that were already
under stress. These sectors have a
cumulative debt of ¥22.2 Lakh Crore.
Of these, non-banking financial
companies (NBFCs) accounted for the
bulk of the debt at ¥7.98 Lakh Crore.

The exponential spread of COVID-19
has led to the GDP growth contracting
by 7.3% in FY21. The pandemic has

a significant impact on economic
activities and lending potential across
sectors. Financial institutions using their
strong liquidity position played a key
role in reinvigorating the economy.

Our response

Social distancing and restrictions

The banking sector is facilitated by the network it has, whether with branches or
physical availability of Bank employees especially in rural India. New norms,
state-wise variations in restrictions due to lockdowns and fear of infection after
easing of restrictions later in the year have affected all businesses including that of

financial institutions.

Restriction on mobility has led to different ways of operating for employees and
customers whether retail or wholesale. There is an increased preference for
contactless banking and operating remotely.

We actively reached out to large
corporates for their funding
requirements, which we could do
because of our strong balance sheet.
Due to TLTRO scheme, we were
able to raise funds at lower rates and
further improve our liquidity position.
We also actively participated

in lending to the MSME sector.

We continued our retail lending
which capitalised on the revival in
consumption in Q3 and Q4 to post

a Y-o0-Y growth of 6.7% in domestic
retail loans.

Growth in total advances (FY21)

14%
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We started with initiatives to promote
Secure Banking during COVID-19.

We conducted workshops to increase
awareness on the rising cases of
cyber frauds while making financial
transactions and prevent them. Our
Mooh Bandh Rakho campaign was
aimed to help prevent cyber frauds
and the spread of COVID-19 by means
of wearing a mask and keeping one’s
mouth shut (Mooh Bandh Rakho).

In another initiative, we deployed

49 mobile Automated Teller Machines
(ATMs) across 47 cities to assist
customers during the lockdown.

One can conduct over 15 types of
transactions using the Mobile ATM,

which are operational at each location
for a specific period. We also launched
video KYC to ensure full KYC savings
account activation and onboard new
customers. To ensure the safety

and wellbeing of our employees, we
undertook various measures such

as providing sanitisers and masks,
disinfecting and fumigating all offices.
We also set up COVID-19

medical helpline and deployed a
dedicated team for providing updates to
the employees on time. For employees
working from home, we provided

the required IT support and put in
place robust and secure systems and
processes.
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Evolution of technology in
trade and commerce

Demonetisation led to the faster adoption
of digital payments post 2016. Coupled
with restrictions in logistics and physical
movement induced by COVID-19, there
has been a spectacular surge in digital
transactions. Further, large companies
with a turnover of more than ¥50 Crore are
mandated to offer prescribed electronic
payment options from January 1, 2020.

In a recent notification, the Central Board
of Indirect Taxes and Customs (CBIC) has
made e-invoicing for GST, mandatory for
taxpayers having turnover of over

%50 Crore, from April 1, 2021.

Fintech adoption

We have witnessed a high adoption of
fintech solutions in the banking, financial
services and insurance (BFSI) sector,
which is mainly due to Government
initiatives like demonetisation, GST,
Digital India initiatives and growth in
e-commerce. The pandemic restricted
people to their homes, prompting
fintech players to innovate and make
their solutions more mobile-friendly.

Climate change and ESG

As corporate governance issues surface
with increasing frequency, banks and
financial institutions, along with the
regulators, are looking at risks through
the ESG lens. Assessing the ESG health
of the creditors is important to identify
the inherent risks and take steps to
mitigate them in order to preserve credit
portfolio quality. Climate change is one
of the key ESG risks, with a potential
disruptive impact on the economy. It
poses both physical and transition risks
to our business, as the world transitions
to a low-carbon economy. Thus, climate
change is both a risk and a value creation
opportunity.

Our response

We continued to invest in our
intellectual capital, especially
technology. We have planned for
upgradations in the short-and-
medium term. We have attracted
talent in areas such as data anlaytics
and IT. Also, 178 external APIs are
currently active on our APl gateway.
All of this enabled us to increase our
customer base to 6.18 Crore, acquire
more merchants, and expand our
market share.

We have increased our investments
in technology and in designing
solutions that are more user friendly
and seamless. Further, we are
partnering with various fintech
companies, as part of our strategy,
to provide a differentiated customer
experience.

Our response to climate change and
ESG issues is three-pronged. First, we
manage and mitigate climate change
and ESG risks through our internal
initiatives. Second, we are developing

a strategy to address climate change
and ESG risks in our portfolio. Third, we
support our communities in enhancing
their resilience to climate change and
environmental risks. We have set targets
for tree plantation and to reduce our
energy consumption and Green House
Gas (GHG) emissions. We have initiated
steps towards implementation of TCFD
and SBTi recommendations and continue
our endeavor to acquire granular data
and test tools for developing climate risk
assessment and scenario analysis. We
also fund the development of renewable
energy projects.
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Risk Management

Future-proofing the business

Our risk management process is flexible and allows us to adopt best industry
practices and adapt them to our business needs. We have adopted a multi-layered
risk management process to identify, assess, monitor and manage both traditional
as well as emerging risks through the effective use of processes, information

and technology.

Risk Governance

The Board of Directors of the Bank
takes responsibility for managing the
comprehensive risks faced by the
Bank. The Risk Policy & Monitoring
Committee (RPMC) is a Board level
committee, which supports the Board
by supervising the implementation
of the risk strategy. It guides the
development of policies, procedures
and systems for managing risk. It
ensures that these are adequate and

appropriate to changing business
conditions, the structure and needs of
the Bank and the risk appetite of the
Bank.

The Chief Risk Officer heads the
independent Risk Management Group
(RMG) which drives risk management
centrally in the Bank. The RMG is
primarily responsible for implementing
the risk strategy approved by the
Board, developing procedures &

systems for identifying, measuring,
monitoring, assessing and managing
risk. The Chief Credit Officer heads the
independent Credit Group overseeing
the underwriting functions and
approvals across retail and wholesale
credit functions and ensuring that credit
underwriting and portfolio management
are aligned with the Board approved
credit appetite.

HDFC Bank’s Risk Management Framework

Governance
Board of Directors

Board Committees
Management Committees

Frameworks
Risk Appetite

Risk Policies, Procedures and Systems

Internal Capital Adequacy Assessment

) . Internal
Compliance Process and Stress Testing h
P Audit
Assessment Control Reporting
Risk Identification Risk Limits Risk MIS &
Measurement Monitoring Actions
Approval as Mitigation
applicable
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The broad categories of risk we face
are credit risk, market risk, liquidity risk,
interest rate risk in the banking book
and operational risk. Further, our focus
on digitisation leads to cyber security
and data risk as well as reputation risk.
We are also exposed to Environmental,
Social & Governance risks arising out of
the nature of business operations of our
borrowers (particularly large, corporate
borrowers), the industry segment in
which they operate and the deficits in
their compliance to statutory/ regulatory
norms.

Managing key risks

Risk exposures are actively captured
and reported to the relevant levels of
management for initiation of appropriate
risk mitigation measures. The Bank has
a structured management framework
for the identification and measurement
of the various material risks that the
Bank faces. We are also continuously
evaluating the efficacy of existing risk
model assumptions and parameters
and refining the models to reflect the
new business normal.

The Bank has policies, processes and
sound methodologies for the effective
control and management of individual

risks. The Bank has put in place an
overall Risk Appetite statement.

In addition, appetites for individual risk
types are operationalised through risk
specific policies and limit packages.
Stress tests form an integral part of risk
analysis and computation of capital
adequacy under severe but plausible
scenarios that may adversely affect

the Bank. While each of these risks is
assessed, monitored and managed
under individual policies for

day-to-day functioning, the stress
testing framework endeavours to assist
in identification of potential loss.

Capitals

Risk Mitigation Strategies Impacted
Credit
The risk which arises from default by There are robust policies and Maintaining healthy asset ? @
borrowers in their terms of contract processes for managing credit risk in quality with optimal risk-
with the Bank especially failure to make  both retail and wholesale businesses, reward considerations P B
payments or repayments mainly through our

a) target defined market,

b) credit approval process,

) post-disbursement monitoring and

d) remedial management procedures
Market
The risk of potential loss on account of Our Board-approved Investment Policy,  Optimising profitability ?

adverse changes in market variables
which affect the value of financial
instruments that the Bank holds as a
part of its statutory reserves or trading
activity, such as market instruments,
debt securities, equities, foreign
exchange and derivative instruments

Financial @ Human @ Intellectual
Capital Relationship Capital

Capital Capital

Market Risk Policy and Limit packages
cap exposure in line with the Bank’s
risk appetite. We follow well-established
procedures for portfolio risk evaluation,
market risk factor assessment and risk
controls

® Social &

of marked-to-market
products within the
constraints of liquidity and
market risk appetite of the
Bank

Manufactured @ Natural
Capital Capital
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Risk Management

Risk

Compliance

The risk of legal or regulatory sanctions,
as a result of failure to comply with
applicable laws, regulations and
standards

Operational

Operational risk arises from inadequate
or failed internal processes, people and
systems or from external events.

It includes risk of loss due to legal risk

Climate

At a broader level, risks from climate
change are typically divided into:

e Physical risks
Economic losses (physical damage
to property and assets) from extreme
weather events attributed to climate
change

¢ Transition risks
The possible process of adjustment
to a low carbon economy and its
possible effects on the value of
financial assets and liabilities
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Mitigation

Comprehensive Board-approved
Compliance policy in place. Drill down
of the compliance culture within the
organisation through an intricate

and comprehensive internal control
framework

A Board-approved governance
structure is in place with detailed
framework and processes, internal
controls, information technology and
fraud monitoring mechanisms

An ESG policy framework has been
formulated to address this risk.

Further, we have a robust Social &
Environmental Management System
(SEMS) framework to address social
and environmental/climate change risks
in our loans. As a part of the ESG risk
identification and mitigation process,
we evaluate all our loans, irrespective
of project type (greenfield projects

or for regular capital expenditure),
having a value of more than 10 Crore
and a tenor of more than 5 years, for
adherence to Environmental, Health,
Social & Safety (EHSS) norms. We also
track and externally verify our carbon
emissions to effectively manage and
reduce our footprint

Capitals
Strategies Impacted
Ensuring businesses work ? @
within the contours of
regulation ®
Minimising operational ¥ @
losses through risk
mitigation
Environmental, Social and ? @

Governance (ESG)

We are exploring frameworks (& @

to model and assess
climate risk. We also
continue our endeavour to
acquire granular data and
test tools for climate risk
assessment and conducting
scenario analysis. On the
Emissions front: we have
taken targets to reduce our
GHG emissions. Further,
we are aligning with the
Paris Agreement on
climate change by initiating
commitment towards
Science-Based Targets

Introduction to Our How We Responsible Statutory Reports and
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Capitals
Risk Mitigation Strategies Impacted
Liquidity
Liquidity risk is the risk that the Bank The Bank’s framework for liquidity e To maintain healthy ?
may not be able to meet its financial and interest rate risk management liquidity in comparison
obligations as they fall due without is spelled out in our Asset Liability- to balance sheet size
incurring unacceptable losses Management policy. Further, a robust of the bank to tide over
mechanism to comprehensively track any unforeseen stress
cash flow mismatches under normal scenario
as well as stressed conditions and . .
" L . ) ¢ Maintaining competitive
critical ratios including Basel lll ratios cost of funds
has also been implemented. The Bank
has an extensive intraday liquidity risk
management framework for monitoring
intraday positions during the day
Reputation
Any adverse stakeholder and public We communicate with our stakeholders e Delivering superior ? ®

perception about our Bank may
negatively impact our ability to attract
and retain customers and may expose
us to litigation and regulatory actions

Cyber and Data

Risk of cyber-attacks on our Bank’s
systems through hacking, phishing,
ransomware and other means, resulting
in disruption of our services or theft

or leak of sensitive internal data or
customer information

Financial @ Human @ Intellectual
Capital Relationship Capital

Capital Capital

regularly through appropriate
engagement mechanisms to address
stakeholder expectations and assuage
their concerns, if any

Every specific cyber threat including
data privacy is assessed basis the
framework (Identify, Prevent/Protect,
Detect, Respond and Recover) and
controls such as firewalls, anti-malware,
anti-advance persistent threats, data
loss prevention, Red Teaming, Intrusion
prevention/detection, digital rights
management, 24*7 security operation
centre, and forensics solutions have
been put in place. The international
‘general data protection regulation
(GDPRY) has also been implemented
across relevant operations. The

Bank is compliant with ISO 27001:13,
1SO22301:19 and PCI DSS standards

® Social &

customer experience

¢ Wide range of products
and services

Facilitating growth via secure (3 (B}

Digital initiatives.

e Sustaining operational
effectiveness and

efficiency through secure
Work-from-Home

e Adapting and updating
Cyber Defence framework
to counter new-age
threats

e Continuous information
security awareness for
employees and customers

Manufactured @ Natural
Capital

Capital
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Business Continuity Plan

Ensuring uninterrupted

operations amid rapid change

We live in an increasingly unpredictable world. This has been compounded further by the

challenge posed by the pandemic as complex operations across multiple stakeholders
have to be managed remotely and digitally. At HDFC Bank, we have a
well-defined Business Continuity Plan (BCP) in place to ensure the reliability and

continuity of operations.

Our BCP is based on regulatory guidelines, ISO 22301 certified, and is subject to regular reviews. We have a Business

Continuity Policy and Procedure with clearly defined roles and responsibility.

Disaster management, scope and governance framework of BCP

Broader areas of disaster management

ad

Business
continuity

IT Disaster
recovery

Emergency
response

Recover critical
business applications
during hardware/
network/power failure

Deal with site-level
emergency at an office
or a branch involving life
safety issues like fire,
bomb threats, and so on

Resume critical
business operations
after a disaster

Pandemic
response

Facilitate an organised
and speedy response to
any pandemic situation
that threatens the safety
of the Bank’s employees
and/or disrupts the Bank’s
critical business functions

&

Crisis
management
Tackle bank-wide disasters
such as pandemic, terrorist
attacks, ransomware
attacks, fire, cyclone,
earthquake, city-level floods,
cyber-attacks, data centre
outages, among others

'

BCP: Governance and management

Our central Business
Continuity Office works
towards strengthening
the business continuity

preparedness

BCP is managed by the
Information Security
Group and governed by
the Business Continuity
Steering Committee

This committee is chaired by
the Chief Risk Officer (CRO)

The committee’s other
representatives are

selected from the senior

management team

<@ 2

Retail Branch Phone Payments Retail Portfolio
Banking Banking Business & DBC- Management -
Risk Control Credit Cards
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e Round-the-clock high alert watch to
ensure IT security

External recertification audit by BSI
for ISMS and BCMS (1ISO27001 and
ISO 22301)

e Cyber security threats were
thwarted by implementing two-factor
authentication, strengthening anti-
virus feature in the devices at home
and prohibiting any download on
local storage drives

e Endpoint security posture during
Business continuity in COVID-19 improved incrementally
pandemic times

At HDFC Bank, we rose to the challenge
of delivering uninterrupted banking
services amid large-scale restrictions
following the outbreak of the COVID-19
pandemic. We adopted a multipronged
strategy to prioritise the safety of our — A proxy agent is present on all
employees while ensuring service delivery endpoints which ensures that all
to our customers. Following the gradual machines are connected to the
easing of the nationwide lockdown, we internet securely as per rules laid
moved from crisis mode to business down by the Bank

mode but continued implementing
various continuity strategies, keeping in
mind the evolving pandemic scenarios.

— Endpoint AV signatures updated
over the cloud for all endpoints

— Endpoint anti-APT (anti-advance
persistent threat) agent pushes the

the cloud to all endpoints

— Data Leakage Prevention (DLP)
implemented; all endpoints
hardened and access to USB
blocked

— Evaluating solutions to address cloud
patching for endpoints
Employee safety and
productivity

e Distribution of masks to security
guards, pantry staff and other
support staff and providing hand

Mainta sanitisers across locations

AT
Perational s )

Business
Continuity

Multi-pronged pandemic response

Technology Interventions

® The new strategy of Work-from-
Home was incorporated

¢ InfoSec Awareness campaign series
for all employees was rolled out

indicators of compromise (IOC) over

e Zero IT downtime and increase in
hardware capacity, enabling secure
access from home

e |ntroduction of APOLLO HEALTHYLIFE
- for all employees, where along with
anytime Apollo doctors on call at no
cost, employees have preferential
access to COVID-19 care packages

e Allow employees to claim medical
expenses incurred for COVID-19
treatment (home quarantine/
quarantine centre/hotel isolation with
hospital tie-up)

e Sponsor inoculation of over 1 Lakh
employees and their immediate family
members against coronavirus

¢ When the number of daily cases
declined, a Back to Work Guidelines
for Employee safety was published

Maintain operational
stability

e Multiple shifts introduced to ensure
adherence to government guidelines
and social distancing norms

e Ensured efficient execution of
extending moratorium to customers
and best possible support to the
business

¢ DR site at Kanjurmarg used as a
contingency site to ensure the continuity
of the critical Treasury Department

e Enhanced internal communication
mechanism further; set up a crisis
group on the mobile platform for faster
communication, action and response

e BCP Strategy for Retail Branch Banking
is further being enhanced with plans to
include a comprehensive BCP Manual,
Table Top on BCP, Periodic Preventive
Checks, BCP during Branch downtime,
E-Learning Module for Branch Banking

e Bank has procured sufficient additional
licenses for VPN & has segregated
those basis priorities

— Priority 1. Branches facing frequent
complaints/isolation

— Priority 2. Single branch cities
— Priority 3. Vulnerable geographies

The process is being defined with
the help of IT. The pilot run has been
completed.

HDFC Bank Limited | Integrated Annual Report 2020-21 55



Relentless pursult

of sustainabillity

At HDFC Bank, we have always
believed that business growth is
intricately linked with prosperity
of the communities we serve.

We are leveraging our scale and
reach to empower those sections
of the society that remain less-
privileged through our five pillars
of Rural Development, Promotion
of Education, Skill Training and
Livelihood Enhancement, Healthcare
and Hygiene and Financial
Literacy and Inclusion

Our Holistic Rural Development
Programme (HRDP) was born

out of the conviction that the

nation progresses only when rural
India grows. Our multi-pronged
interventions range from farm and
non farm-based livelihood, water
conservation, on-ground training for
farmers, creation of Farmer Producer
Organisations, sanitation to Natural
Resource Management. We facilitate
livelihood enhancement opportunities,
particularly for women and youth,
primarily in agriculture and allied
areas such as dairy and poultry. The
objective is to help them find jobs
locally, enhance their household
income and discourage migration.

Our Sustainable Livelihood Initiative (SLI), a
unique programme with possibly no parallel
globally, is targeted at empowering families by
empowering women through occupational skills
training, financial literacy, credit counselling,
livelihood finance and market linkage.

We also provide infrastructure support, such
as building toilets in schools and improving
classrooms. At the community level, it also
includes educating people on the importance
of water, sanitation and hygiene (WaSH). Also,
through the Zero Investment Innovations for
Education Initiatives (ZIIEIl), we are committed
to enabling teachers to innovate which in turn
benefit students. This programme is aimed at
Government schools across India. Parivartan
is thus not just about bringing a sustainable
change in the society, but also about
delivering long-term solutions for pressing
social challenges.

Unemployment is a significant issue faced by
many in the district of Idukki. It’s more prevalent,
however, in the underdeveloped hamlet of
Maniyarankudy - home to the socioeconomically
marginal Mannan tribal community known for
their unique customs and traditions.

To generate livelihood opportunities in the
region, particularly among the women of the
community, Parivartan established a tailoring
unit and training centre after selecting and
training a group of eight beneficiaries to run it.
The first batch of 10 trainees are now involved
in teaching stitching. Equipment provided to the
centre by the Bank include furniture, tailoring
machines, cutting machines, embroidery
machines and other related accessories.

In addition to monitoring by field staff, the
programme was also linked to the Start-up
Village Entrepreneurship Program (SVEP) so that
it may be replicated across the state.

Each beneficiary chosen to run the centre, earns
around ¥2,200 per month. Upon completion of
the 3-month training period, the trainees are
expected to find sustainable employment - thus
setting in motion the gradual improvement of
living standards in the region.
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ESG Strategy

Embedding ESG parameters
IN business strategy

At HDFC Bank, we factor in environmental, social and governance (ESG) aspects
while designing our products, processes and policies. Our ESG strategy focuses
on climate change, community and society, along with practices related to

people, customers, lending, procurement, and governance.

ESG governance

CSR & ESG Committee of the Board
oversees the Bank’s sustainability and
climate change initiatives. A management
level ESG committee, represented by
senior management members across
major functions, reports to the CSR

& ESG Committee of the Board and
provides updates on our Environmental
Policy and ESG framework to the Board
for review annually. Our Group Head for
CSR reports to the Board every quarter,
chairs the management-level ESG
Committee which undertakes focuses
discussions through three
sub-committees.

Targets

Our Environment Sub-Committee, part
of the ESG Committee sets targets and
identifies opportunities for improvement
in areas of emissions, energy, water

and waste. This is driven jointly by

the Sustainability team with the ESG
committee which reviews plans of

action, targets, progress against targets,
initiatives undertaken by internal business
units and employees towards mitigation.

We have recently set a target to
become carbon neutral by FY32.
We have achieved our earlier target to
reduce energy consumption and overall
emissions by FY22. We have now initiated
the process to commit to the Science
Based Targets Initiative (SBTi), which will
enable us to set climate change targets
in accordance with the latest climate
science to meet the goals of the Paris
Agreement. We have also taken up a
target to plant 2.5 Million trees by

FY25, of which 1.6 Million trees have
already been planted.

For more details regarding our performance against targets please refer to the Environment section

@ raeo
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10%

Reduction in combined Scope 1 and
Scope 2 emission intensity*
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3%

Reduction in energy consumption*

5%

Reduction in energy intensity*

* The base year was FY19 and target
year FY22

ESG approach

We have a Board-approved

ESG policy framework and
Environmental Policy in place to
identify the Bank’s environmental
risks and impacts.

er) Our People and
& Our Communities

We focus on employee diversity &
inclusion, training & development,
employment practices

We invest in our communities
through our Sustainable
Livelihood Initiative, Holistic Rural
Development Program, Teach the
Teacher Initiative

We provide access to financial
services to communities

Responsible
Financing and Product

Responsibility

We do not fund projects that
have an adverse impact on
environment, health, safety (EHS)
levels

New opportunities in the
environmental and social space
including those like Green Bonds

Conduct and
Compliance

Our corporate Governance Policy
ensures highest levels of ethics,
integrity, corporate governance and
regulatory compliance

Our Board of Directors sets course
and evaluates our performance of
compliance, risk management &
internal control, information & cyber
security, customer service, social &
environmental responsibility

@ Tracking our
GHG emissions

¢ We have been tracking our GHG

emissions since FY11

Transparency with
Stakeholders
e Qur Code of Conduct ensures

transparent dealings with internal
and external stakeholders

Managing our
@ Environmental Risks
and Opportunities

® Our board-governed
environmental policy serves as
a framework to understand and
manage our environmental risks,
impacts and opportunities

e Sustainable procurement
practices
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s Environment %' Natural Capital

Deploying resources
responsibly

Focus on governance, strategy
and risk management and metrics

Our Board sets the course and evaluates our
performance on social and environmental
responsibility, among others. The Board-governed
environmental policy serves as a framework to
understand and manage our environmental risks,
impacts and opportunities. We continuously strive to
incorporate environmentally responsible practices in
our own operations, through our vendors, as well as
through responsible financing. There were no cases
of non-compliance with environmental laws and
regulations during FY21. We have also put in place a
Social & Environmental Management System (SEMS)
framework to assess social and environmental risks
for all loan applications with a ticket size above

%10 Crore and a tenure of five years. We have also
initiated steps towards the implementation of TCFD
and SBTi recommendations. We track our GHG
emissions and transparently report our environmental
performance annually.

Our three-pronged
environmental

response

(/,7 .
¢y,
‘es Sustainab\e 2°
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Performance indicators
and targets

We monitor key performance indicators
(KPls) for all major environmental
indicators and initiatives covering
energy, GHG emissions, and waste

for all our operations with the aim to
minimise the environmental impact.

We have surpassed our target to
reduce energy consumption and overall
emissions. In FY21, to further reinforce
our corporate climate strategy, we have
initiated the process to commit to the
Science Based Targets Initiative (SBTi),
which will enable us to set climate
change targets in accordance with the
latest climate science to meet the goals
of the Paris Agreement. We have also
set a target to become carbon neutral
by FY31-32.

Initiatives to reduce
environmental footprint

We are committed to conducting our
business operations in a socially and
environmentally responsible manner.
We explore, develop and adopt
business models to ensure low-carbon
transformational growth across the
entire value chain, thereby contributing
to worldwide efforts to limit global
warming to below 2°C, and move
towards a sustainable future. We are
incorporating both technological as well
as process solutions in our day-to-day
operations to make a positive impact on
the environment.

Targets FY22

Reduction in total energy
consumption

3%
Reduction in energy intensity

5%

Reduction in absolute Scope 1
and Scope 2 emissions

3%

Reduction in Scope 1 and Scope
2 emission intensity

10%

Plantation Target by FY25

25 Lakh trees

Notes:

Base year for targets: FY19.

Our Scope 1 emissions includes
emissions from fuel consumption in
own vehicles, and scope 2 emissions
include emissions due to fuel use in
DG sets and purchased electricity.

Energy consumption as discussed
in this report includes energy
consumed by the Bank within its
operations — including electricity,
and fuel consumed in DG sets and
company vehicles.
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Initiatives to reduce ESG risks

= Digital banking
initiatives

/@ Ambitious
=4 plantation target

£
i

Green building

a

3)

Digital banking initiatives

Reduction in paper usage and
emissions footprint through:

¢ Implementation of Digital Banking
Initiatives like Phone Banking. Mobile
banking, Net banking, ATM banking,
Mobile wallet.

¢ Introduction of several digital products
and services even in the rural/semi-
urban segment

¢ Investment in R&D in innovative digital
product, automation of several internal
as well as customer-linked processes
and channels

e Saved about 1.5 Million square
feet of paper through our “Green
Event”Initiative

Ambitious plantation target

¢ 0.6 Million trees planted
during FY21

* Target to plant 2.5 Million trees
by FY25

62

Our internal
initiatives to
reduce our
climate change
and ESG risks

o

Green building

e Two of our large buildings have been
LEED certified and two more are in the
pipeline.

Our Bangalore Data center ‘Netmagic-
DC3PB’ is certified green data center
under the IGBC Green Data Center
Rating System

Several changes within our
infrastructure assets have been
incorporated to improve energy
efficiency

Managing our GHG emissions

e Transparent disclosure of GHG
emissions (third-party assured)

e Qver-achieved our target to reduce our
Scope 1and Scope 2 GHG emissions

e |nitiated commitment to the Science
Based Targets Initiative {SBTi)

Managing our
GHG emissions

Energy reduction
initiatives

Use of
renewable energy

Use of renewable energy

¢ Installed solar panels at our large
office locations in Bhubaneswar.
Bhubaneswar, Chandigarh, Jaipur,
Mumbai, Noida and Pune with a
cumulative installed solar capacity to
198.3 KWp as on March 31, 2021

¢ [nstall solar panels in our upcoming
office buildings wherever feasible

Energy reduction initiatives

¢ Implemented the Energy Management
System (EnMS) across 600 branches

¢ Use of digital systems and data
analytics to understand the energy
consumption pattern, in addition
to ensuring that the branches are
maintained at optimal temperatures.
improving the power factor and
automating major energy consuming
assets

Installation of inverter ACs and use of
LED lights

Committed to having only LED lights in
all our buildings, going forward

Introduction to Our How We Responsible Statutory Reports and
Overview HDFC Bank Performance Create Value Our Strategy Business Financial Statements

Emissions and climate change

Climate change is one of the most pressing global challenges of our time. At HDFC Bank, we
have been recording our GHG emissions since 2010 and are continuously transforming our
operations to achieve low-carbon growth.

Reduced paper emissions

Paper use accounted for about
one-third of our Scope 3 emissions

Share of recycled paper used

Lo . in our total paper consumption
paper consumption in the reporting durina FY21
period. Our digital strategy has also 9
in FY21 and is thus one of our enabled us to drastically reduce our 1 30/
priority intervention areas. Our retail paper consumption and helped avoid
marketing team rolled out, Green Event  related emissions. Additionally, our
Guidelines, through which we saved digitised processes and products

Reduction in diesel consumption

about 1.5 Million square feet of paper have helped customers reduce their in DG sets in FY21 over FY20
during the period under review. We are frequency of visits to our branches, o
also switching to recycled paper, which ~ ATMs and Offices, thereby reducing 39 /0

associated emissions

accounted for nearly 13% of our total

GHG Emissions avoided due to
reduced paper consumption during
FY21 over FY20

588.65 tCO,e

Green Event Guidelines

The Bank incorporated

the 3Rs — Reduce, Replace
and Recycle - in its retail
marketing initiatives relating
to on-ground activations,
enhancing visibility of

the brand and product
promotion.

GHG emissions avoided due to
reduced diesel consumption in
DG in FY21 over FY20

6313.90 tCO.e

Tree plantatlon Trees planted during

We are implementing a very ambitious Fy21
tree plantation programme. So far, appe

we have planted 1.6 Million+ trees, 0.6 |V|I||I0n
which not only helps sequester some
GHG emissions, but also provides
an opportunity to further improve our
connect with the communities.

CO; sequestration potential
created through our plantation
activities so far

25,000 tCO, e/per
year
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We have been able to achieve a consistent reduction in our absolute emissions, as well as in Scope 1 and Scope 2
emission intensity over the years. During FY21, not only our emission intensity (per % Crore total income) decreased by
over 27% Y-0-Y, but we also achieved a reduction of over 23% in absolute scope 1 and scope 2 emissions owing to our
multi-pronged initiatives to reduce GHG emissions, as well as the pandemic-induced restrictions that resulted in some of
our teams working from home, reducing the activity load at some of our operating locations.

GHG EMISSIONS GHG EMISSIONS SCOPE1+SCOPE2

FY21 FY21 (%) EMISSIONS (‘000 tCO,)

‘000 t f CO

( onnes o 2€) 3 2

Fyai 315.14 ’, Fv2i 305.97

FY20 414,25 FY20 397.83
S 95 B

FY19 472.22 FY19 456.50

TS I

m Scope1 m Scope2 mm Scope3

Notes: Scope 3 emissions include emissions
from hired vehicles (6,020 tCOz¢), employee
air travel (192.29 tCOze), rail travel (0.3 tCO2e),
paper (2960 tCOze) and e-waste (2.22 tCO2€)

We have significantly surpassed our GHG reduction targets ahead of schedule, achieving a reduction of about 33% in
absolute Scope 1 and Scope 2 emissions in FY21 from FY19 base year, with over 46% reduction in Scope 1 and Scope 2

emission intensity

FY21 GHG EMISSIONS AND
EMISSIONS INTENSITY-
SCOPE 1 + SCOPE 2

456.50
4.66 397.83

3056.97
3.40

2.55

FY19 FY20 Fy21

= Combined Scope 1 and Scope 2 emissions

(‘000 tonnes of COze)

m Emissions Intensity (tonnes of COze per

employee)
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GHG EMISSIONS INTENSITY
- SCOPE 1 + SCOPE 2
(tCO2/ INR Crore income)

Fya1 2.09
FY20 2.88
T
FY19 3.92
TS

Reduction in absolute GHG emissions
(Scope 1 + 2) in FY21 over FY20

23%

Reduction in Scope 1+ Scope 2
emissions per INR Crore total income
in FY21 over FY20

0.79 tCO.e
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Energy efficiency and energy management

Over 95% of our GHG emissions are attributed to energy consumption — purchased electricity from the grid and diesel
consumption in DG sets. We are aggressively working to reduce our energy consumption across operations to complement
our initiatives to decarbonise our energy consumption. We have made significant progress in this regard, by regulating existing
equipment, installing energy-efficient equipment, and implementing automated energy management solutions, among others.

Energy efficient lighting

We have replaced over 12,000
conventional/CFL/fluorescent fittings
with LED lights at 248 of our locations
across 22 states and UTs, resulting

in potential energy savings of over

1 Million kWh of electricity per year.
Henceforth, all building premises that
we occupy will have only LED lights.

Energy efficient space
cooling

In FY21, we installed EC Fan Motors in
55 Air Handling Units (AHUS) resulting
in potential savings of 0.2 Million kWh of
energy per year. We have also installed
inverter ACs at our locations, which
helped save over 1.75 Million kWh of
electricity during FY21. We also saved
32,325 kWh of electricity by installing
VRF HVAC units at our back offices.

Efficient data centres

Disposal of old assets at three of our
data centres led to the avoidance of
1.4 Million kWh of electricity during
FY21. Our Bangalore data centre
‘Netmagic-DC3B’ is a certified

green data centre under the IGBC
Green Data Centre Rating System.
We have implemented several other
energy-saving measures including
upgradation to efficient cooling units,

IGBC Platinum Certification

for our data centre in
Bangalore

cold-aisle containment, replacement
of old storages and servers and

with new generation hardware, and
implementation of Smart iPDUs. We
have also adopted environment-friendly
measures at our data centres such

as switching to R-407c¢ refrigerant for
INROW cooling, adoption of new fire
suppression system with NOVEC 1230
gas, and replacement of UPS batteries
with Li-ion batteries.

Building management
and Green Buildings

We have incorporated several changes
within our infrastructure to improve
energy efficiency through auto controls
and environment-friendly equipment.
We have LEED Gold certified offices in
Mumbai and Bhubaneswar. In addition,
new buildings in Mohali and Palava
training centres are being constructed
to meet the IGBC gold certification
standards. We have also implemented
elevator and equipment scheduling to
reduce our energy consumption, and
installed occupancy sensors, capacitor
banks as well as Building Management
Systems at several of our operating
locations. The energy management
module with auto controls deployed
across select branches since FY19
resulted in potential energy savings

of about 16%. We plan to extend

this initiative to an additional 2,000
branches across the country.

Reduction in grid electricity
consumption during FY21 over FY20

126 Million kWh

Branches with the energy
management system implemented as
of March 31, 2021

600

Energy saved during FY21 on account
of auto controls in branches

4.4 Million kWh

During FY21, not only our energy
intensity (GJ/employee) decreased
by over 30% over FY20, but we also
achieved a reduction of over 28% in
absolute energy consumption. The
reduction in energy consumption

is attributed to the comprehensive
set of energy reduction measures
implemented at our operating locations,
as well as the temporary reduction
in activity/energy load at some of
our operating locations as a result
of COVID-19 induced lockdown and
movement restrictions.

We also surpassed our energy targets.
In FY21, we achieved a reduction

of about 34% in absolute energy
consumption, and 24% in energy
intensity (GJ/per employee) from base
year FY19.
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ENERGY CONSUMPTION Fuel Electricit
(‘OOOGJ) m Fue - ectricity
210.28 1,188.70
318.71 1,643.23 Reduction in absolute
rrzo RS energy consumption in
210.40 1,910.10 FY21 over FY20
s 280/0

Fuel includes diesel consumed in DG sets (128.46 ‘000 GJ) and diesel (27.13 ‘000 GJ), and Petrol
(54.65 ‘000 GJ) and CNG (0.04 ‘000 GJ) consumed in company vehicles

ENERGY INTENSITY ENERGY INTENSITY
(GJ/employee) (GJ/INR Crore income)

Fy21 11.65 FY21 9.58

FY20 16.77 FY20 14.21
B B

FY19 24.84 FY19 18.19

Renewable energy

We are continuously increasing the share
of renewable energy in our total power
consumption. We now have solar power
plants at our operations across six cities
— Jaipur, Pune, Noida, Bhubaneswar,
Chandigarh and Mumbai.

e

"-760

During FY21, we commissioned a 52.8 KWp solar plant at
our office in Mumbai, taking our cumulative installed solar
capacity to 198.3 KWp, as on March 31, 2021.

To realise the potential of renewable energy, we endeavour to
install solar panels in our upcoming office buildings wherever
feasible. Further, in some rural areas where power fluctuation
is high, we have installed solar-powered ATMSs.

Cumulative solar power generation capacity
commissioned as of 31 March 2021

198.3 KWp
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Managing waste

We deal with three types of non-hazardous waste — e-waste, dry waste (paper waste) and wet waste (cafeteria,
sewage), of which e-waste is disposed of through authorised recyclers. Hazardous waste within the Bank’s scope
arising from diesel/fuel oil used in generator sets, is negligible. While we are progressively working to track paper
waste from our operations, we have installed sewage treatment plants at some of our large office premises to treat
wastewater before releasing it into municipal waste.

In FY21, we generated 167.88 tonnes of e-waste, as a result of asset refresh,
damaged and non-functional assets. We are also aggressively working towards

minimising the use of plastic bottles. We have already replaced all single use plastic

water bottles at our hub offices across India with multiple-use plastic bottles and
glass jars in all meeting and video conferencing rooms.

-~
v

Responsible
financing

We understand that our investment
decisions may have an environmental
impact. We are thus committed to
exercising our position to enable a
positive impact on environmental
sustainability and equitable growth
through our investments and lending
practices. Environmental and social
aspects are integrated into our overall
risk assessment framework. We do
not fund projects that have an adverse
impact on environment, health,

safety (EHS) levels. We do not lend

to businesses that produce ozone-
depleting substances (CFC-11, CFC-12,
CFC-113, Carbon Tetrachloride, Methyl
Chloroform, Halons-1211).

As a part of our credit policy, we
evaluate all loan applications with a
ticket size of more than 310 Crore

and a tenure of more than 5 years,
through our Social and Environmental
Management System (SEMS)
framework. In FY21, 463 loan proposals
were screened and approved through
the SEMS framework.

The Product Responsibility sub-
committee of our ESG Action
Committee focuses on identifying
opportunities in the environmental and
social space, such as Green Bonds.
We aim to provide access to capital for

environmentally sustainable projects
that contribute to climate change
mitigation. We also finance renewable
energy projects, and to date, have
underwritten financing for a cumulative
capacity of 2,945 MW amounting to
10,869 Crore. We have also financed
city-gas distribution networks under the
Minimum Work Programme, with a total
underwritten amount of 35,308 Crore
for 935 CNG stations and over

9.5 Million domestic connections.

RENEWABLE ENERGY
FINANCING

I 10,869 A
FY21
B 205 A

oo F 8,562 A 105
2,268 A 117

v, I 4,170

I 1,043

m Cumulative Underwritten % Crore
= Cumulative RE capacity financed (MW)
A4 y-0-y (%)
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Positive
environmental impact
through community
initiatives

In addition to our ongoing ambitious
plantation programme, we promote

the use of renewable energy through
our social initiatives. The Bank

invests in providing solar home lights,
streetlights and water pumps as part of
its community development projects.
The solar water pumps are used in
agriculture and for accessing drinking
water. As of March 31, 2021, more than
22,000 solar home lights have been
deployed in rural areas, leading to
potential avoidance of over 2,100 tCO.e
per year. We have also deployed over
9,700 solar streetlights across several
villages, which would lead to additional
avoidance of over 1,400 tCO.e per
year. We also help our communities by
creating water conservation structures.
So far, we have supported construction
of over 8,800 water conservation
structures to enhance water storage
capacity. We also supported the
construction of 23,500+ household
toilets, which will reduce the negative
impact on the environment due to open
defecation.
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TCFD disclosures

HDFC Bank acknowledges growing concerns of regulators, investors and clients arising from the climate
risks facing companies, especially banks and financial institutions. The Task Force on Climate-related
Financial Disclosures (TCFD) provides an important framework for identifying climate related risks and
opportunities, evaluating appropriate responses and disclosing key information to stakeholders. This is our
second year working on the recommendations of the TCFD.

The Bank is exploring techniques to assess physical and transition risk of climate change. We also continue
our endeavour to acquire granular data and test tools for developing climate risk assessment and scenario
analysis. Further, we have been reporting on our climate change strategy, risks, opportunities and emissions
to the Carbon Disclosure Project (CDP).

Governance

Our ESG Action Committee,
through its sub-committee

on Product Responsibility will
continue to focus on assessing
Environmental & Social (E&S)
risks, including climate risks in our
operations while identifying new
business opportunities in the

E&S space.

We, at the Bank, have a robust Risk
Management Group (RMG).headed

by the Chief Risk Officer (CRO), which
drives risk management centrally in the
Bank. The RMG is primarily responsible
for implementing the risk strategy
approved by the Board, developing
procedures & systems for identifying,
measuring, monitoring, assessing and
managing risk. The Chief Information
Security officer reports on updates from
Business Impact Analysis and Disaster
Response as well as cyber-security
concerns for the Bank.

Credit managers analyse the
environmental risks translating into
Credit Risk from large loans, some
with the help of a Lending Independent
Engineer

The Bank's Group Head for Corporate
Social Responsibility (CSR) reports to
the Board every quarter on updates
from the Bank's sustainability (ESG)
initiatives, chairs the management
level ESG Action Committee that is
functionally segregated into 3
sub-committees for focused
discussions.

The Environment Sub-Committee sets
targets and identifies opportunities for
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improvement in areas of emissions,
energy, water and waste to combat
climate change.

A dedicated CSR & ESG team,

led by the Head, Corporate Social
Responsibility ideates and implements
several social and environmental
programmes of the Bank that are
aimed holistic development of our
communities (Under the social umbrella
of ‘Parivartan’) environmental and
sustainability reporting initiatives at
the Bank, focuses on managing and
mitigating climate change impacts
through internal projects at the Bank,
in partnership with the ESG Action
sub committees (Infrastructure,
Administration, IT and Risk teams

at the Bank). Besides, dedicated
Administration and Infrastructure
teams at the Bank effectively manage
and procure Bank’s infrastructure and
oversee the Bank’s energy efficiency
and emission reduction initiatives.

Strategy

The Bank has implemented a Board
approved Stress Testing Policy &
Framework which forms an integral
part of the Bank’s ICAAP. Stress
Testing involves the use of various
techniques to assess the Bank’s
potential vulnerability to extreme but
plausible stressed business conditions.
Climate linked scenario analysis is being
explored in respect of the tools and
data specific to the country, to conduct
climate specific scenario stress testing.
Given that climate risk is an emerging
and long term risk for the Bank, we

will consider adopting a suitable
methodology/pathway to analyse the
Bank’s exposures under different
climate scenarios.

The Bank has established Board
approved credit policies and
procedures. Accordingly, the credit
exposures are managed through target
market identification, appropriate credit
approval processes, post-disbursement
monitoring and remedial management
procedures. We recognise the inherent
social and environmental/climate
change risks in our loans and hence in
addition to financial and governance
performance evaluation, we have an
Social & Environmental Management
System (SEMS) framework for the
assessment of social and environmental
risks for all loan applications that are
above 310 Crore in size and 5 years

in tenure.

Our robust business continuity plan
incorporates insurance of our assets

in case of disaster occurrences. We
invest prudently in insurance and strong
Business Continuity and Disaster
Response systems. Affected assets
serving as collateral in case of our
loans, also increase our credit risks

and this is factored in our credit
appraisal process.

We realise that lending to certain
sectors like the agricultural sector
have inherent credit risks as a result
of delayed monsoons/ droughts. We
have taken steps to connect farmers
to government initiatives and expert
advice on weather, soil health and
cropping patterns.
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Risk Management

Risk types considered for climate-related risk assessments

Current
regulation

Emerging
regulation

Technology

Legal

Market

Reputation

Acute physical

Chronic physical

Banks are a highly regulated entity in the country and mandates as part of current regulations are always
integrated into the overall risk planning and assessment process. Current regulation is also factored in as part
of the credit assessment process, especially through the SEMS (Social and Environment Management System)
framework as part of which large loans are screened for environmental and social risks which also incorporates
risk from violating environmental laws.

Transition risk can impact the Bank's credit portfolio resulting from changes in the climate policy, technology,
consumer and market sentiment during the adjustment to a lower carbon economy. This is particularly relevant
in the case of policy changes that can result in loan defaults from certain sectors like coal, thermal and
infrastructure. The Bank is exploring techniques for developing climate risk assessment and scenario analysis to
analyse our portfolio at risk due to transition risk of climate change.

While our digital environment and information security practices form the basis of our business today, being in the
financial services sector, we do not anticipate technology as a risk type to cause considerable impact in climate
risk. However, our digital banking products (low carbon) have leveraged technology as a driver to enable business.

In case of large loans, the Bank ensures that the project complies with all environmental laws of the land, failure of
which could lead the loan converting into a non-performing asset in case the project enters into litigation for the
same. This however does not pose a claim for the Bank. There are no other instances in which the Bank can be
directly held responsible for climate related litigation claim.

In the context of overall risk management, market risks are managed through a well-defined Board approved
Market Risk Policy, Investment Policy, Foreign Exchange Trading Policy and Derivatives Policy that caps risk in
different trading desks or various securities through trading risk limits/triggers. In the context of climate change,
market could play an important role in shifting the demand and supply for certain products like green loans or
bonds or in low carbon digital products.

Reputation risk from community/ customer perception is a primary risk to our business and hence we invest in
community and customer engagement through surveys to educate and inform them about the Bank's initiatives
towards Environmental Sustainability. Further, the global investor community especially sovereign wealth funds
and pension funds is increasingly factoring in ESG performance metrics to assess long-term profitable growth.
We constantly endeavor to adopt environment friendly initiatives within our operations to demonstrate corporate
responsibility. We also demonstrate our commitment to ESG, especially climate change by incorporating ESG
aspects in its regulatory reporting like the Annual Report. Besides we also publish our GHG emissions and GHG
footprint (third-party verified) in our sustainability reports and our Integrated annual report going forward.

We also have a board governed ESG policy framework that integrates climate change strategy as part

of our guidelines.

Acute physical risks can impact the Bank's credit portfolio through bad debts as a result of damage to property,
infrastructure and land, increasing credit risks. This is relevant also in the case of asset (that serve as collateral)
destruction in the case of climate disasters. The Bank is exploring techniques for developing climate risk
assessment and scenario analysis to analyse portfolio at risk due to physical risk of climate change. Besides, the
Disaster Response and Business Continuity teams of the Bank conduct Business impact studies and have quick
response mechanisms in place in case of scenarios like floods.

Chronic physical risks are far into the future. The Bank is exploring the availability of granular data and tools which
can help model the long term outcomes of chronic physical risks.

Metrics and Targets

Apart from monitoring impacts from our own operations, we intend to enhance our commitment to finance climate change
solutions like energy transition, renewables, energy efficiency, sustainable transport, green buildings, climate-smart agriculture
etc. We are in the process of defining KPIs and setting targets to help us monitor, manage and track progress towards our
climate change strategy. This also includes a comprehensive assessment of our scope 3 emissions. Details on our metrics
and targets have already been covered in the Environment section of the report.
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i Customer Centricity

¥ Social & Relationship Capital

Delivering distinct experiences

Our unflinching commitment
to keep customers at the
centre of everything we do
is reflected in the value and
recall our brand enjoys.

As we cater to a diverse
customer base - from
individuals to government,
MSMEs to large corporates,

and farmers to start-ups - we

undertake various initiatives
focused on delivering
a distinct and quality

experience across their entire

financial journey with us.

How the Bank serves its customers

Bank the way

you live

Bank Anytime. Anywhere.

No matter where the account is located,
a customer can access superior banking
services from any of HDFC Bank’s
branches and ATMs. Access your bank
account from the comfort of home or
while on the move with our NetBanking
and MobileBanking.

We have also improvised on the
relationship-based banking programs.

In addition to our branch-based
relationship managers, our Virtual
Relationship Management (VRM)
program helps to expand the horizon of
providing customised solutions for various
financial needs.
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Customer
Services and
Grievance
Redressal

Ensuring product quality and
service delivery

Ensuring product quality and service
delivery becomes vital for business
growth. We desire to achieve this by
seeking customer feedback as well as
benchmarking with the best-in-class
business entities. We invite and review
the performance on customer service as
well as grievance redressal at different
levels - Branch Level Customer Service
Committees (BLCSCs), Standing
Committee on Customer Service (SCCS),
and Customer Service Committee of the
Board (CSCB).

Service
Monitoring and

Measurement
mechanism

Robust Processes
to Monitor Measures

We have put robust processes in place
to regularly monitor and measure quality
of service levels not only at various touch
points but also at a product and process
level by a specialised team called Quality
Initiatives Group (QIG), which also works
towards implementing strategic initiatives
of the Bank through customer experience
management. As part of its continuous
efforts to enhance quality of service, the
Service Quality team carries out regular
reviews, including mystery shopping,
across various products/processes/
channels by following a structured
calendar. Service Quality reviews span
across all customer touch points.
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Building a customer-
centric culture using Net
Promoter System (NPS) -

‘Infinite Smiles’

We, at the Bank, believe that delivering
an outstanding customer experience is a
strong differentiator for a great product
and is key to a sustained competitive
advantage. With this in view, we on-
boarded one of the top management
consulting firms to help us develop and
implement a Customer Experience (CX)
programme called ‘Infinite Smiles’. This
programme helps us establish employee
behaviours and practices that leads to

customer-centric actions and continuous

improvements, in our offerings,
processes, and policies.
A system for bottom-up measurement

of customer loyalty is the cornerstone
of this programme — which has been

operationalised through our high velocity,

closed-loop customer feedback system.
The measurement encompasses key
channels — Branch Banking, Virtual
Channels and Contact Centres, critical
episodes - In branch transactions,
Service Interactions, Query/Request
and Leads. We contacted around 43.5
Million customers in FY21.

Guided by our aspiration to move

from score to systems, we have been
working to institutionalise the process
for addressing customer issues that
transcend beyond measurement and
create a culture of customer-centricity
and agility.

At HDFC Bank we believe that customer
experience is the total journey of a
customer’s interactions with a brand and
is integrated with the customer’s entire
lifecycle. Hence, we aim to improve
customer’s advocacy (emotional,
psychological, and physical connection)
with the brand. Our ‘Infinite Smiles’
programme rests on three meticulously
designed pillars — ‘Listen’; ‘Learn’;

and ‘Act’ which enables us to embed

customer feedback led transformation as

a discipline into our systems, challenge

what is considered as the standard, and
offer a customer experience that places
us amongst the greatest service brands.

In order to institutionalise the system,
a rigorous and well-defined process
for addressing customer issues

Transforming Score to Systems

Listen Learn Act

Feedback of Review and follow Resolve the issue

customers up to better in the near and
understand long term

Feedback captured Net Promoter Huddles until March

across key channels, = Score (NPS) 2021

critical episodes and

key asset product 49 84,000

journeys

2.4 Million

was established which transcends
measurement:

1" Beyond strategic review
item for the management:

The aspiration to build a customer
obsessed culture trickles down from
the top management to our central
and cross-functional teams. ‘Listen’,
‘Learn’ and ‘Act’ is now a mantra used
by everyone, every day to prioritise
opportunities for improvement

2 | Beyond benchmarking:
We are diligently acting on practices to
reinforce the employees’ commitment
towards creating promoters. To
achieve this, we are pursuing a culture
of employee engagement through
cascade workshops, coaching,
trainings, recognition, and celebrating
individual successes.

3 | Championing the change:
We are continuously working to inspire
the front-line with adequate training
and coaching. Our ‘Smile Champions’
persistently work as NPS ambassadors
at the frontline and central teams to
foster demand for NPS in other parts of
the business.

4 | Bias towards action:
We are committed to translating the
feedback into to CX initiatives. We
are developing holistic ecosystems
complemented with the requisite tools
and framework that empower our
employees to deconstruct customer
feedback and inform about systemic
improvements and strategic customer
initiatives. We have conducted over

84,000 huddles until March 2021 which
has helped weave in a culture to review
customer feedback, discuss actions
and subsequently plan and execute
improvements.

We embarked on our journey to build a
customer obsessed culture. It has been
our constant effort to include everyone
in the organisation and work together to
achieve our CX ambition.

Analytical marketing to
drive customer centricity

Marketing initiatives backed

by analytics and technology

are important enablers to

deliver a world class customer
experience. We use advanced
analytics to identify and target

the right customer with the right
product, at the right time, on

their most preferred channel of
communication with high levels

of personalisation. Enabled
through technology, Al led
interventions and CRM systems,
our physical channels and virtual
contact centres are equipped for
addressing all customer needs.
To deliver highly personalised
digital experiences, marketing has
invested in the latest technologies
to create frictionless digital journeys
that allow customers to buy our
financial products and services with
zero or minimal physical interface.
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LH Customer Centricity

: e
Bank’s customer service initiatives HealthFirst Initiative

H : - more sasn
i A HEALTH Inspired by the National Digital Health Mission,
Mobile ATMs WoFe K " O & FIRST HDFC Bank under its HealthFirst initiative joined
49 Mobile Automated Teller Machines (ATMs) were deployed across 47 cities hands with Apollo Hospitals to provide Bank’s
in India to assist customers during the lockdown. These ATMs eliminated the customers exclusive access to quality healthcare
need to move out of localities to withdraw cash for exigencies. To ensure the Free 24 |7 through Apollo 24|7 HealthyLife program, along
safety and wellbeing of our customers and employees, we implemented several access to with easy financing option.

measures like frequent sanitisation and adherence to social distancing norms at

, Apollo Doctor
the mobile ATMs.

on call & more

Our customers now enjoy benefits like 1st year
free Apollo membership, round-the-clock access
to Apollo doctor on-call service at zero cost,
discounts on medicines and healthcare financial
support.

Via Free membership

to Apollo HealthyLlfe

Excluslvely for HDFC Bank customers
Condticns apply. Discounts/Free 1™ Yaar membership are sponsored by Apolio.

Customers can conduct

15 types

of transactions using the mobile ATM

This partnership will help serve our existing
customers better, given that 85 percent of the
districts in India are served by HDFC Bank and
about 40% Indians are only 30 minutes away from
an Apollo pharmacy.

Multiplying the power of knowledge -

Mooh Bandh Rakho ‘Business Banking Group (BBG) Workshops’

Our Mooh Bandh Rakho campaign was aimed to help prevent cyber frauds and
the spread of COVID-19 by means of wearing a mask and keeping one’s mouth
shut (Mooh Bandh Rakho). The campaign was launched when the use of online
banking services gathered momentum, as a fallout of the COVID-19 pandemic.
The Bank used artificial reality filters for the campaign which allowed customers to
better absorb the message.

We believe in sharing knowledge with our customers. in
FY21, we conducted workshops through which we reached
out to Business Banking Group (BBG) clients.

In these workshops, customers were informed about the
impact of COVID-19 on the Indian economy, business
cycle, various sectors, forex and markets, and were provide
guidance on navigating the same.

As a socially responsible corporate, we initiated Secure Banking workshops
for customers and the general public across the country. In March 2021, we
completed our 1000th workshop of educating people about Cyber Frauds and
Secure Banking ways to counter online frauds.

Campaign widely endorsed by:
Police Officials, National Payment Corporation of India, ACI Worldwide

Audience:
Law Enforcement Agencies, Senior Citizens, Channel Partners, Housing Societies,
Educational Institutes and Society at large

Shaurya KGC Card

The Shaurya KGC Card is a 1st-of-its-

kind product for the Indian armed forces
personnel. This product offers hassle-free
farming loans under Kisan Gold Card, in
line with Kisan Credit Card guidelines by the
Govt. The Shaurya KGC Card will provide
armed forces personnel with finance for
agricultural requirements like production

of crop, post-harvest maintenance and
consumption needs. They can also avail of

‘e-Kisaan Dhan’ App for farmers

Our e-Kisaan Dhan App is for farmers to access a bouquet of
agricultural and banking services on their mobile.

The app will provide value-added services like mandi prices, latest
farming news, weather forecast, information on seed varieties, SMS
advisory, e-pashuhaat, Kisan TV, and more. Users can also avail
multiple banking services like procuring loans, the opening of Bank
accounts, availing insurance facilities, calculate KCC loan eligibility
online, and acquiring Government social security schemes at their
fingertips. The app will also help with traditional banking services such

Banking beyond Business -
‘Health Webinars’

At HDFC Bank, we have conducted Senior Citizens Day

several webinars and other initiatives
for our customers in the area of
preventive healthcare.

Two awareness webinars were
conducted on World Senior Citizens
Day and World Cancer Day. Health
and wealth experts came together
to guide the audience on combined
physical and financial health.

Speakers

Dr Naresh Trehan, Chairman and
MD, Medanta - The Medicity

Mr. Rakesh K. Singh, Group Head
- HDFC Bank

X

World Cancer Day

Speakers

e Dr. Ashok Vaid, Chairman -
Medical Oncology and Hematology,
Medanta

e Ms. Sonali Bendre, actress and
cancer survivor

e Mr. Arvind Vohra, Country Head,
Retail Branch Banking, HDFC Bank

as apply for loans, Fixed Deposits, Recurring Deposits, and Savings

this funding to purchase farm machinery, Accounts

irrigation equipment or construct storage
structures etc. This activity is part of the Bank’s ‘Har Gaon Hamara’ initiative to provide
banking facilities to customers in the rural and under-served areas.

Record 65,000+ attendance 10,000+ attendance
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Customer Centricity

SmartHub Merchant Solutions 3.0

SmartHub Merchant Solutions 3.0 is
India’s first comprehensive banking and
payments solution for merchants and

self-employed professionals. mission.

It facilitates business transactions like
opening current accounts or accepting
payments, with ease, instantly, online,
and on-the-go. It will enable us to reach
out to more than 20 Million small and
medium merchants and also other
professionals in the next 3 years.
Through SmartHub, the merchant
network is empowered with the best

range of solutions to deepen the
penetration of digital forms of payment
across India and further the Digital India

20 Million

merchants and professionals will be
reached in the next three years

DIGITAL PAYMENT

SOLUTIONS
FOR YOUR BUSINESS

HDFC Bank Festive Treats —

an ode to the celebratory spirit of India

The festive season in India is that time
of the year when Indian consumers tend
to spend on themselves as well as their
loved ones, without much inhibitions.
They look for attractive deals and offers
online and in stores. Keeping this in
mind, we launched an industry-first
property in 2019 — HDFC Bank Festive
Treats — a one-stop destination for best
offers and financial solutions. After the
resounding success of the 1st edition,
we returned with Festive Treats 2.0 in
2020.

Customers could avail of special deals
on all banking products from loans to
bank accounts, because of ‘Now All

is Possible’ with over 5,000+ offers

on cards, easy EMIs and loans. We
provided national offers on major
brands as well as hyper-local offers
from tie-ups with local merchants
across semi-urban and rural locations.

Video KYC through V-CIP

74

Our customers can now open an all-benefits, full-KYC Bank
account in just a few minutes and avail our world-class
products and services.

Instead of physically visiting a bank, they can complete

their account opening digitally through Aadhaar OTP based
E-KYC and then click and connect on a video call with bank
official for an audio-video based verification.

Video KYC is a part of our One Bank vision, taking a step
forward in our customer experience excellence journey. We
adhere to all regulations related to video recording storage
in a secure manner, along with other mandates to ensure
smooth onboarding.

How We
Create Value

Introduction to Our
HDFC Bank Performance

Responsible

Overview Our Strategy Business

Statutory Reports and
Financial Statements

Beyond Business

Safety Grid for Social distancing

Using the outer grid of HDFC Bank logo that is synonymous
with trust, the Bank created physical markers on the ground
to help people maintain the World Health Organisation
(WHO) prescribed social distance while waiting in queue at
a shop or an establishment. When the nation was fighting
the pandemic, we decided to put the bank logo, known

to millions of Indians, on the ground, for their safety and
protection.

It was rolled out in more than 10 cities — Mumbai, Pune,
Chennai, Delhi, Kolkata, Chandigarh, Jaipur, Bangalore,
Bhubaneshwar and Hyderabad across 5,000+ locations.

. 4

M.-

The Art Project

Our Neighbourhood Heroes

During these challenging times, we got to know
our neighbourhood heroes who along with us
were supporting the communities, in whatever
way possible. To recognise, support and felicitate
these real heroes and to inspire others, we created
a dedicated microsite with videos of our Heroes,
felicitating them with personalised e-Certificates
for their service to society.

Ny

24000

nominations across

5000 branches

To channelise creative energy and keep people motivated
during the lockdown, we launched The Art Project,

an online contest on art, craft, photography for all age
groups. We created a dedicated microsite — a space

to upload your creative output such as drawings,

People could also attend workshops and view DIY videos.

£} HDFC BANK | Unlock your
s creativity during
T e | the lockdown
' ,ifk& ¥ v | Showcase your talent for photography and art.
V' - a #BreakFromBoredom and win big
jo | atwww.theartprojectin

3 Lakh+

registrations

3.9 Crore

campaign reach

45 Lakh

votes

I} HDFC BANK

presents
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Digitisation

2 Intellectual Capital

Staying ahead with smart banking

Digitisation is an important enabler for our vision to be recognised as a

Bank which offers a distinctive customer experience. The Bank’s digitisation
philosophy is inspired by empathy - for our customers and our associates.
Hence, we are continuously designing products that make digital banking simple,
easy, contextual, and highly secure.

Our digitisation initiatives are founded
on our mission to emerge as a preferred
bank with a “neo” customer experience,
while also driving operational
efficiencies, process optimisation, and
productivity enhancements.

Ensuring CORE systems are
always ‘ON’ and built for scale

Extending core functionalities
through API

Build intuitive journeys on our channel
and partnership sites

Architecting for

Digital

Uity for 1@

Financial services stack
on digital platform

Our technology transformation
is aligned with our digital
strategy to bring agility in
processes and in delivering
outcomes.

Our approach is two-pronged
- to digitise the current banking
products and services and
build for the future. Among
other things, this approach
involves ensuring that the core
technology is always ‘ON’ and
built for scale. Our channels
and partnership sites are
intuitive using data analytics
and a digital stack that is future-
ready

Vision: To make HDFC Bank the most preferred ‘Un-Bank’ experience for new India

Build best-in-class
experience: Intuitive,
Zero Touch and
Paperless

and Resilient
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Create infrastructure,
partnerships and
competencies for
scale: always ‘ON’

Build the finest digital
and technology
capabilities with

new skills, new
technologies and new
ways of working

Build engaged and
productive workforce:
Enagagment through
Technology

Drive Operational
Efficiencies: End-
to end process
optimisation
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Digitising Customer Journeys

We strive to transform the customer service paradigm by offering our potential and
existing customers intuitive, zero-touch, paperless journeys.

Customer life-cyle management

e Seamless and agile onboarding
journeys

¢ |nteractive and 24x7 transaction
and servicing capabilites

e [uture-ready, multi-modal
contact centers

Enhanced APIs for integrated
end-to end solutions

e Connect with various
ecosystems with a bouquet of
financial services

Leverage our competency
in Data and Analytics

e Personalisation

e Underwriting capabilities
through Al and ML

e Risk control

Building new competencies

Integration of new-age technology
and analytics in our processes,
applications and APls, enables us

to offer differentiated experiences to
our customers. We are increasingly
using microservices and cloud-native
applications to offer a comprehensive
set of platforms and services to
customers, starting from the on-
boarding stage and moving on to

transactions and lifecycle management.

Reimagining customer journeys
and experiences

. rEl=

We are also increasingly developing
APls to make our products and services
available outside our platforms with the
ability to cater to the entire spectrum

of our customers’ financial needs. Our
aim is to extend end-to-end banking
assistance throughout the transaction
ecosystem for our customers. Our
digital and technology systems are
enabled to power customer interactions
using analytics. We leverage data
analytics, artificial intelligence, and
machine learning to offer personalised
services to our customers and enhance
our underwriting capabilities.

We believe that building new competencies is a key pillar of our digitisation strategy. The Bank has adopted a three-
dimensional approach to building new competencies, encompassing targeted efforts to gain new skills, new technologies and

new ways of working.

Digital Factory

e Reimagining ‘Un-Bank’ customer
experience

¢ Build secure and scalable
platforms

¢ Using new age cloud native
open-source technologies,
microservices enabled

Enterprise Factory

e Building enterprise tech
capabilities to support digital
factory

e Decoupling the core systems into
microservices-based business
logic

e Moving from Monolith to ‘loosely
coupled systems’, microservices
architecture

Enterprise IT

e Enhancing the core to sustain
growth

¢ Ensuring that the core
technologies are ‘always ‘ON’,
building resiliency in stack

e Upgrading legacy platforms
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Ld Digitisation

Our key digital initiatives

Rural Digital Initiatives

Our Rural Digital Initiatives align with
Gol’s Digital India Initiative and has
helped us penetrate Semi Urban &
Rural (SURU) markets. With this, we
have been able to extended banking
services at Gram-Panchayat level as
well as retail assets via CSCs and
VLEs.

Video KYC

Our Video KYC known as V-CIP
service is designed for offering an
enhanced on-boarding experience
mostly for new to bank customers.
This has helped us in reducing
account opening TAT with higher
conversions.

Customer Experience Hub

Customer Experience Hub (CXH) is

a platform that would enable Omni-
channel banking for customers by
enabling banking transactions on

10+ self-assisted & agent-assisted
channels. This platform would be
powering transactions and information
services that are consumed by
channels in the front-end and, is
intended to provide customers

with personalised digital banking
experiences, raise their engagement
levels, and encourage them to adopt
digital self-service workflows with
conversational Al and ML.

Digital Journeys

Intended to streamline all online
forms, to provide consistency

of customer experience through
replication of an existing feature/
transaction/product/service currently
available on other platforms, this
initiative has helped us in offering a
frictionless customer experience.

The end-to-end, straight through
processing of Savings Account
origination, has helped us offer digital
and seamless customer onboarding
to our new customers, reduce
journey turn around time, ensure full
KYC account activation, enhance
user interface and experience, and
offer a more robust journey within
build validations.

The digital journey created for
Personal Loans was aimed at
digitising the lending process to
easily onboard new and existing
customers with a significantly better
experience. It has helped us achieve
efficiencies in terms of faster credit
decisioning and reducing costs.

Extending APIs for partners

This initiative has helped us extend
APIs to internal and external platforms
and achieve a larger distribution
network for banking products/
services. It allows us to be present on
the platform of choice of the customer
and hence, power ecosystems
through consistent STP journeys
across multiple platforms.
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Providing smart solution

Problem Statement

Mrs Nalini Singh (name changed) from a small
town in Madhya Pradesh wanted to urgently open
a bank account to send across money to her
parents. During the current pandemic with most
of the offices closed and people becoming fearful
of venturing out of their homes, it was difficult for
Nalini to visit branch for In Person Verification to
complete KYC for account opening.

Video KYC Solution

In line with RBI guidelines on Video-based
Customer Identification process, Bank has built

a robust Video KYC solution for consent-based
method of establishing the customer’s identity, for
onboarding. The customers can now complete
KYC process with convenience and safety from
the comfort of their home, a video KYC call with
Bank Official involves the process of verification
of Customer’s Geographic location coordinates,
Liveliness, Face Match and Document Verification.

With new Amendment of KYC norms by RBI,

the VCIP solutions will be further leveraged to
include new categories of customers such as
proprietorship firms, authorised signatories and
beneficial owners of Legal Entities and for periodic
updation of KYC

On-boarding with Video KYC

Post customer’s consent and authentication, the
customer receives a Video KYC link to complete
the KYC process. Customer clicks on the link and
is redirected to Video KYC page. The customer
gets connected with the Video KYC Officer for
customer identification and due diligence through
Video Based verification process. The Video

KYC Officer guides the customer step by step

to capture KYC, Geo-coordinates (customer
located within India), liveliness details and security
checks. On successful verification of the customer,
Video KYC Officer approves the application. The
application is then sent to concurrent auditor

for verification. The concurrent Auditor verifies
compliance with KYC/AML policies & procedures
and approves or rejects the application. Once
approved, the customer is notified and account is
regularised as Full KYC Account.

Key Benefits

Reduction of account opening

turnaround time

Enhanced on boarding
customer experience

Ease of account opening from

the comfort of your
home or office

via Video KYC process as on
31st March, 2021

Accounts opened successfully

2,30,801

N

| must congratulate you on the
seamless and quick service that your
bank is providing to all present and
potential customers to help set up

an account. Also, | find worthy of a
mention for Debojit from your team,
who guided me through my video KYC
to successfully complete it and the
professionalism in his dealing made
me even more confident about the
customer focussed people that make
up your organisation.

N

The process is very easy for
the educated people and
wish HDFC Bank to come up
with something innovative
which will help un-educated
customers also to get the
bank accounts opened
instantly without any hassle.

The way you helped for Video KYC
it is applicable. Demonstration given
by you (VKYC officer) was really
excellent. During recording also |
could not complete in one go and
you permitted me to take my own
time to bring paper and adjustment
of camera till my satisfaction.

N

| appreciate HDFC Bank for taking
video call initiative. | stay in rural
place and faced difficulty to open
a new account. Being a mother of
a 10 months old, its hard to go out
because of COVID crisis.

N

Great experience to complete KYC
in a few steps. | am really Happy
with service, and would like to
Congratulate Mr. Suraj and video
KYC Team for valuing us. Thanks for
providing excellent Service such as
Video KYC
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Catalysing our
culture of success

At HDFC Bank, we Great

believe our people are _I;_’cl)ace

Work.

the cornerstone of our
success. Their engagement -
and commitment make Certified
us who we are. We aspire

to be an employer of
choice not just in the BFSI
sector, but also across
industries by creating great
employee experiences.

Learning and
development

Diversity and
Inclusion

Our employee focus areas

Employee Employee
Well-being Engagement
3 e, i 8 10 5350

o <l af
We undertake varied
initiatives to ensure the
health and well-being
of our people

We follow an Our Bank is a fair
employer and does not
discriminate on the basis
of gender, caste, colour,

sex or creed

Focus on learning and
equal opportunity development and a merit-
hiring process and based, rewarding work
undertake efforts to culture

develop a conducive

work environment
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Learning and development

We have put in place a Leadership
Competency Framework, as well as

a Functional Capability Framework to
develop the competencies required to
deliver on our strategic and operational
objectives. Our training cycle begins
with an onboarding programme. Our
annual need assessment exercise
forms the basis of our training modules
with a view on regulatory compliance
and governing laws. The Training Need
Assessment support group facilitates
training and measures the effectiveness
of training initiatives. We adopt

various modes for delivering trainings

- classroom sessions, e-learning
certifications, on-the-job training Kits,
guest lectures, exposure visits, among
others. We have put in place well-
structured training modules to foster
professional growth and personal
development. We have designed
curated development programmes

for our people from every level and
function.

Employees received training

98.37%

Training hours in
FY21 A 126.8%

127+ Lakh person-hours

Training and Development
Expenditure

33,943.5 Lakh+

We continuously improve our training
framework and delivery by collecting
feedback from our employees for each
of the concluded programmes. Our
Talent Review Council meets twice a
year to analyse employee feedback and
address their concerns.

During the period under review, we
navigated through the COVID-19-
induced challenges by conducting 80%
of our training hours in e-learning mode.
We more than doubled up our training
from previous year which included

over 1.8 Lakh person-hours of training
on Human Rights and over 6.7 Lakh
person-hours on anti-corruption, KYC,
AML-CFT, among others. A zero-day
onboarding programme (induction) was
conducted for all new joinees covering
human rights specific topics like Code
of Conduct and Prevention of Sexual
harassment (POSH), among others. On
average, our employees spent over 106
person-hours on training in FY21.

The foundation of any
sustainable business is
built on a competent and
motivated workforce.

Total training hours by gender and category

Category Male Female Total
(hours) (hours) (hours)
Senior Management 1,174 288 1,462
Middle Management 1,87,157 29,473 2,16,630
Junior Management 17,66,063 2,84,799 20,50,862
Non-Supervisory staff 76,09,840 25,11,958 1,01,21,798
Frontline staff and sales officers 3,16,595 31,290 3,47,885

Total

98,80,829  28578,08  1,27,38,635

AVERAGE HOURS
OF TRAINING
(hours/employee)

== Male === Female

\ Average across the category \

Senior management

12.60
11.07

28.83

_

Middle management

57.19
56.22

64.21

Junior management

124.06
119.21

=
)
w
w
&)

Non-supervisory staff

42.6
139.12

154.31

—
o

Frontline Staff and Sales
Officers

1219
11.99

We have a very comprehensive, multi-
dimensional performance measurement
system. Employees have joint performance
discussions with their respective
appraisers on a bi-annual basis covering
aspects related to their performance,
competencies, development needs and
career aspirations. As a part of our Career
Development Review process, we create
opportunities for our employees to develop
and grow by way of career progression,
exposure training, development, and
exposure and skill development.
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Employee wellbeing

Employee wellness is an integral
component of our employee value
proposition, centring around the

value of ‘Care’. We constantly explore
possibilities and opportunities to deliver
the finest customer experience. In the
process, we realised that an engaged
workforce is not just a productive one,
but also a key element for creating
‘Happy Customers’. It begins with
health. The key health issues at the
workplace stem from sedentary
lifestyle, coupled with improper posture
and stress. We conduct regular medical
check-ups and create awareness on
best health practices. We also provide
counselling to help our people deal
with issues of mental health through a
dedicated helpline. All our employees
are provided medical cover. For our
female employees on the path to
embracing motherhood, we have a
maternity care programme.

Female employees started receiving
counselling under Healthy Motherhood
Programme

855

In FY21, we aligned our on-going
programmes to equip our people

with the information and knowledge
required to navigate through COVID-19.
We rolled out ‘HDFC Bank Employee
Medical Support Services related to
COVID-19’ in September 2020, followed
by ‘COVID-19 pandemic Situation
Employee Assistance Services for
HDFC Bank Employees’ in October
2020 to support our employees
affected by the pandemic. We also
organised 15 Health Talk webinars on
COVID-19 related topics.

There is an employee association at

the Bank. As of FY21, 0.16% of our
permanent employees are a part of this
association. The Bank has an internal
Memorandum of Settlements that may
be interpreted as a collective bargaining
agreement signed between the
Management and Union office bearers.
There are periodic negotiations with
Union Office Bearers and Memorandum
of Settlement is signed by Management
to the extent of their benefits and
service conditions — including any
significant operational changes. We
provide three months’ notice typically
to employees and their representatives
prior to implementation of significant
operational changes that could
substantially affect them.

We strictly prohibit child labour, forced
or compulsory labour in all forms at
our operations. In addition, through
our ESG policy framework, we strive to
ensure that our vendors and suppliers
abide by the labour laws and human
rights — including prohibition of child

labour, forced labour, and trafficked
labour. Further, as a part of our credit
policy, we evaluate all loans of more
than %10 Crore and tenure of more
than five years through our Social and
Environmental Management System
(SEMS) framework for adherence to
Environmental, Health, Social & Safety
(EHSS) norms — including those relating
to child labour. In FY21, we received no
complaints of infringement of human
rights, cases of child labour, forced
labour, and involuntary labour. The
facility attendants deployed at our

sites for ensuring security are imparted
training under the provisions of the
PSARA Act, 2005 through security
agencies on various aspects of security,
safety, etiquette and personal conduct/
behaviour.

Employees availing
counselling services

Calls received for Doc on Call Services

23,067

Queries received on
Medical Second Opinion

111

Calls on Nutrition Counselling
Cell Service

628

Parental leave entitlement Female Male
Employees entitled 21,746 98,347 Participants in health-talk webinars
Employees availed 1025 2023

Employees returned after parental leave availed

967 (94%) 1,941 (96%)

Employees who returned to work after leave ended

and were still employed after 12 months

66 (6%) 75 (4%)

Note: Numbers in parenthesis reflect rate against the absolute numbers reported.
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2,500+
Newsletters/Health tips published

12
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Diversity and Inclusion

Our family of 1.2 Lakh+ employees with diverse socio-
economic and educational backgrounds enable us deliver
hyper-personalised experiences to our customers. We
remain committed to fostering a culture of inclusion,
diversity, growth and progression, and well-being. Our
employee diversity assimilates cultures and ideas and helps
us establish effective connects with our customers from
across geographies. In FY21, no incidents of discrimination
were reported.

EMPLOYEES BY CATEGORY

=== Senior Management === Middle Management

=== Junior Management === Non Supervisory Staff
Frontline staff and sales officers

10 459 106 3329 116 3788

”.2389 ”‘ 1936 }"6625 ' ‘
Total full time- Male Female

@ @ Total employees employees employees

1,20,093 98,347 21,746

Additionally, we have 23 employees hired on contract for FY21

EMPLOYEES BY REGION EMPLOYEES BY AGE

mmm East mmm West mmm South =mm North Abroad = <30 years 30-50 years =mm >50 years

1917 14474 816 957
5770 27286 12557 33056 . 4110257 30713 40970
’@ ’@ Total @) ‘ Toa

5567 8448 22166 36244 27733 44692

NEW HIRES BY GENDER AND CATEGORY

=== Senior Management === Middle Management

=== Junior Management === Non Supervisory Staff
Frontline staff and sales officers

ATTRITION BY GENDER AND CATEGORY

=== Senior Management === Middle Management

=== Junior Management === Non Supervisory Staff
Frontline staff and sales officers

4}i24 0 i;153 0 iiwo
6,390 2,555 — Male Female 8,44 3,213 = Male Female
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DIVERSITY INDICATOR

REPRESENTATION OF
WOMEN

Senior Management

116" <

9%

Middle Management

3,788"

12%

Junior Management

16,625"
&

14%

Non-Supervisory staff

70,979"

23%

Women Employees as a %
of total employees excluding
frontline staff and sales
officers*

91,508™

21%

*Excludes 28,585 frontline staff and Sales Officers

New Hires Attrition
BY AGE mm Male  mms Female
10,801 3,218 7,256 2,515

Sod [

years
6,491 955 7,201 1,311
years
4 2 58 8
>50
years I .

RATE BY CATEGORY (%)

Senior - 6

Management

mm Male wm= Female

. 4
Middle
Management 4

. 7
Junior
Management 7

Non 15
Supervisory
Staff 20

Frontline staff 30
and sales
officers 30

RATE BY AGE (%)

<o T

s IS 3

mmm Male === Female

[
s

ao-so [N "°
vears [

-
.

0
>50
years I 1

*Percentage of women employees including frontline staff and sales officers is 18%

"Total number of employees in the category
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New Hires Attrition New Hires Attrition
BY REGION == Male === Female RATE BY REGION (%) mm Male  mm= Female
4
17 1
4,469 964 @ 2 18 19
1,271 g Norn 3,850 17 14
o oo [ -
1,178 [ e 19 16
3,641
1,569 South 20 16
6,142 1,328 [ ot South 03 o1
5,080
16 14
North
336 West 363 West 17 17
2,180 1,942
East East 0 2
Abroad I
e 2
RATIO OF FEMALE-MALE Diversity of the Board of Directors
AVERAGE SALARY FY21 FY20 FY19
Senior I 070 M F  Total M F  Total M F  Total
Management <30 0 0 o o0 0 o 0 o 0
Junior & Middle
Management I .97 30-50 2 0 2 2 0 2 2 0 2
N . >50 8 2 10 8 2 10 7 1 8
ope PO 0.89
Staff : Total 10 2 12 10 2 12 9 1 10

Frontline staff and
Sales Officers

We strive to create and maintain

an inclusive work environment for

all our employees irrespective of
gender, caste, creed, colour, sexual
orientation, religion, among others. We
provide equal and fair remuneration
opportunities, irrespective of gender.
We have adopted a gender diversity
target to increase the representation of
women in our workforce to 25% by
FY25*, With this objective, we are
working simultaneously on talent
acquisition, as well as talent retention.
We have launched a unique endeavour
called Careers 2.0, which has provided

a platform for transitioning back to work

for skilled women professionals who
had opted for a break due to family/
personal reasons. So far, we have
onboarded 33 women through this
initiative.

*Excludes frontline staff and sales officers

. .07

M: Male F: Female

We are also making efforts to prioritise

female hiring, e.g., by offering additional

referral bonus for women candidates.
We have introduced policies and
processes to enable women
employees to manage professional

and personal commitments — such

as offering flexi work time and part-
time work arrangements with the
objective of arresting attrition. To
improve representation of women in
leadership positions, we have designed
a dedicated, multi-phased, three-
year-long leadership programme in
middle-management, called the Career
Accelerator Programme. Our flagship
programme on diversity, ‘Shrishti” aims

to create a level-playing field for women

employees.

HDFC Bank Limited | Integrated Annual Report 2020-21

We understand the importance and
potential of providing a supportive
ecosystem for women to enable them
to build successful careers. We work
towards increasing sensitisation of
managers and leaders across levels to
enable them to develop a conscious
and comprehensive understanding of
the challenges women often face as

a result of unconscious bias. As part
of this initiative, we have launched an
audio-visual campaign, ‘Uncovering
Unconscious Biases’, which focuses
on creating an inclusive work
environment. We have also launched
#Intentionallnclusion video series

to create overall awareness around
unconscious biases relating to gender,
disability, age, marital status, sexual
orientation, among others.
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Employee Connect

We have created several events covering sports, arts, music, culture and nature, to enable
employees to nurture themselves holistically. Apart from excelling in the professional space,
employees get an opportunity to pursue and showcase their talent and interests. In FY21,

44

keeping in mind the pandemic situation, our Employee Connect (EC) team converted all the
existing initiatives in an online format and came up with new initiatives to engage with our

employees virtually. A total of 16 initiatives were organised during the year engaging

44130 unigue employees.

Our initiatives

Online music classes

We collaborated with the Furtados
School of Music and started online
music classes for the employees with
options to learn Indian classical and
Western music.

Employees availed this facility

96

Morning fitness sessions

We started morning fitness sessions for
our employees which included Zumba,
Yoga, Meditation, Aerobics, Pilates and
several other forms of physical fitness.

Employees benefitted

8,347

86

Art & Craft Sessions
for kids
We started art and craft sessions for

the children of our employees which
included various hobby classes, DIY

workshops and choreography sessions.

Employees who participated along
with their children

11,745

Syahi

We launched a new initiative called

— ‘Syahi’ which is a digital writing
competition. The winning stories were
curated in the form of an e-book which
was hosted on OurWorld platform.

Employees participated

468

Fitness challenge

We organised a weekly fitness
challenge for our employees and
motivated them with a chance to win
the exciting prizes.

Employees participated

745

Festive webinars

We arranged nine festive webinars
during Diwali, Navratri and Christmas.

Employees participated

3,000

Million dollar challenge

We started the million dollar challenge
—which is a virtual team bonding
activity to engage employees in a team
initiative.

Sessions conducted

107

Employees participated

6,500

Introduction to Our How We Responsible Statutory Reports and
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AnalytlQ Corporate photography Performances in regional rounds

To challenge the employees with some
brain teasers, we introduced AnalytlQ —
an online brainteaser contest.

Employees participated

3,500

Breakfast cycle rides

After the lockdown was lifted, people
were keen to go outdoors. Hence the
EC team arranged Breakfast cycle
rides in Mumbai, Bangalore and
Chennai. It was an instant hit among
the employees as these rides were
organised during December which has
a pleasant weather and employees
wanted to meet their colleagues in an
informal atmosphere. We conducted
around 10-12 rides.

Employees participated

345

contest

This is an online initiative for our
employees who have interest in
photography. This year, HDFC Bank
won three prizes — best photograph

in wildlife category, highest number of
votes in mobile photograph category
and the third highest number of
photographs received from any
organisation.

Employees participated
1,321

Digital Voice Hunt

We collaborated with the Furtados
School of Music to execute a music
competition for our employees’ children
and spouse.

Employees participated
389

Xpressions

This year, we organised the 6™ edition
of Xpressions which is a drawing and
painting contest for employees and their
children on an online platform.

Employees and their children
participated

106
Viewers

11,200
Votes Polled

23,420

Stepathlon

In order to break the sedentary
lifestyle and promote physical fitness
among employees and their families,
we collaborated with Stepathlon to
organise a 45-day long customised
step-based fithess contest.

Participants

909

Zaika

We organised Zaika — our culinary
skill contest in an online format and
executed this initiative in 10 cities. The
winning recipes were compiled in an
e-book which was launched on the
Ourworld platform.

Employees participated

1,352

HUNAR

Hunar is our in-house talent programme
launched in 2015 through which we
invite employees to showcase their
talent in acting singing, and dancing.
This year, due to the pandemic, the
entire initiative was executed on an
online platform. Further, Duet Singing
was included in the existing bouquet of
categories.

Unique employees participated

1,538

1,193

Women'’s Day celebration

We celebrated Women’s Day on an
online platform by conducting a week-
long series of workshops on energy
healing techniques, skin care, hair
care, financial planning, through leisure
games.

Female employees attended

2,200+

HDFC Bank Limited | Integrated Annual Report 2020-21 87



Social - Community

¥ Social & Relationship Capital

Building sustainable communities

Our commitment to society is embedded in our mission statement. We are running
significant, sustainable CSR programmes under HDFC Bank Parivartan, which contribute
to the development of the less-privileged sections of the society.

The pillars of HDFC Bank Parivartan

@ ©)

Rural Promotion of

Development Education

We are committed to ensuring
holistic and sustainable development
of our communities. Our CSR
initiatives, through direct and indirect
interventions, are also aligned with
global goals.

The past year was clearly an
unprecedented one, especially for
rural communities — not just in terms of
the pandemic but also the economic
challenges it brought with it.

With a total CSR
expenditure of I634.91 Crore,

we are one of the highest
CSR spenders in India.

88
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Skill Training and Healthcare Financial
Livelihood and Hygiene Literacy and
Enhancement Inclusion

We continued to refine our strategy
to respond to the pandemic-
induced challenges and enhanced
the total value of our CSR support
delivered across our programmes.
Responding to the need for a collective
effort to contain the pandemic, we
contributed to the PM CARES Fund
and have been working with our
communities at the grassroots level

for multi-dimensional development

of their health, livelihood and natural
environment.

Under Parivartan, our umbrella brand
for social initiatives, we design and
shortlist our programmes with the
stakeholders through a participative,

T, 11‘\]

bottom-up and consultative process
with the stakeholders. The programmes
are implemented with the support

of various NGO partners. The CSR
department has put in place several
internal systems and processes to
monitor and evaluate the programmes.
The CSR Committee reviews the
progress on a quarterly basis. During
FY21, there were no fines or non-
monetary sanctions due to non-
compliance with laws and regulations in
the social area. No financial assistance
was received from the government
during FY21 with reference to our
Financial Statements.
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CLLGEETUTY | PARIARTAN

Parivartan - a step towards progress Households reached through

Parivartan*

Parivartan, which denotes change, empowerment: Rural Development,
seeks to bring about a meaningful Education, Skill Training and Livelihood 5.75 Lakh +
difference to the lives of people, making  Enhancement Healthcare and Hygiene,

them part of the national mainstream. and Financial Literacy and Inclusion.

We identify the most disadvantaged Parivartan is also at the forefront Lives impacted**

sections of society around our areas of of responding to natural disaster
operation and enable them — through response — restoring infrastructure and 8.5 Crore +
direct or indirect interventions — to rehabilitating communities.

become self-reliant. Parivartan focuses

on five distinct areas of socioeconomic

(1) Rural Development

The Holistic Rural Development Programme (HRDP) was born out of the conviction that the
progress of India is dependent on the growth of its rural economy. Over half the country’s
population lives in rural areas and primarily relies on agriculture for livelihood.

We undertake focused interventions in the areas of soil, farm-based livelihoods, water,
conservation, on-ground training for farmers, creation of Farmer Producer Organisations,
education, sanitation and Natural Resource Management.

» t‘n‘ ; Y - - gt . 1 el t
MECHREE £F R R Y . | {* ﬁ-
‘ » : Our Holistic Rural

L ) > - . Development Programme

Villages’
1970

Water conservation structures’

8,800

* Refers to achievement since inception till 31 March 2021
# Inclusive of immediate & extended beneficiaries
all numbers mentioned are since inception till 31 March 2021
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During FY21, our focus was on
facilitating employment opportunities
for migrant labourers who returned to
their native villages following job losses
due to the pandemic. We also helped
promote entrepreneurship such as
poultry and goat rearing. The initiatives
benefitted villagers across Uttarakhand,
Uttar Pradesh, Bihar, Jharkhand,
Odisha, Assam and Meghalaya.

HDFC Bank Parivartan received ClI
National Award for Excellence in Water
Management 2020 for its Holistic Rural

Development Programme in 6 villages of
East Khasi Hills, Meghalaya

Farmers trained*

1 Lakh+

Trees planted*®

16.20+ Lakh

Annual GHG sequestration
potential created through
plantation works

25,000 tCO.e

Solar lights deployed*

31,905+

Annual GHG reduction
potential created through
solar light deployment

3,500 tCO,

A digital platform for CWMI with NITI Aayog
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(2) Promotion of Education

The programme is being executed in partnership with several leading non-governmental
organisations. It encompasses teacher training, scholarships, career guidance as well as
infrastructure support, such as building toilets in schools and improving classrooms.

The ‘Teaching the Teacher’ (3T)
programme seeks to transform
education in government schools
across India by improving the skills of
teachers. Our flagship Zero Investment
Innovations for Education Initiatives
(ZIIEl) was launched under the 3T
programme to find and systematically
scale up scattered, unrecognised

Teachers trained *

19.67+ Lakh

Students benefitted#*

2.07 Crore+

Schools supported*

2.67 Lakh+

Ideas submitted through ZIIEI*

11.97 Lakh+

but effective and zero-cost solutions
created by teachers to improve existing
systems and processes. Under 3T,
teachers across 28 states/union
territories have been trained, by inviting
ideas from them and implementing the
selected ideas in schools to improve
the quality of education.

In addition, with the objective of making
learning fun and engaging for the
students, we integrated technology with
education and have so far supported
state-run schools in eight states by
introducing digital classrooms.

In order to get an annual snapshot
of the water sector status and
water management performance
of India’s different states and UTs,
HDFC Bank Parivartan and NITI
Aayog came together to create the
Composite Water Management
Index (CWMI). The digital initiative
will make CWMI accessible

to public while digitising the
entire process of ranking states.
Data for crucial indicators such
as groundwater restoration,
irrigation management, on-farm
water use, rural/urban drinking
water supply as well as water
policy frameworks can be viewed
in various formats for agencies

* Refers to achievement since inception till March 31, 2021

*Inclusive of immediate and extended beneficiaries

to forecast, plan and manage
water resources. The results of
the entire exercise will be used
to propel action in the states to
improve respective outcomes,
besides improving upon data
collection and performance
monitoring mechanisms.

These are cumulative numbers since inception till March 31, 2021. Numbers are inclusive of immediate and extended beneficiaries

90

Digital classrooms created*

980+

Community libraries created*

590+

* Refers to achievement since inception till March 31, 2021
*#Inclusive of immediate & extended beneficiaries
These are cumulative numbers since inception till March 31, 2021. Numbers are inclusive of immediate and extended beneficiaries where applicable
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(3) Skill Training and Livelihood Enhancement

Under our Skill Training and Livelihood Enhancement programme, we target people in rural
India and impart income generating skills, primarily in agriculture and allied areas such as
dairy and poultry.

The objective is to empower the development training thus far. Under Nursing Kaushal Colleges in Jharkhand,
disadvantaged gain access to better this programme, we also provide and plan to replicate this model in other
opportunities, help them find jobs career counselling to school students. states to enhance India’s ANM nursing
locally, enhance their household During FY21, we responded to the throughput by 50%, with a goal of
income and discourage migration. This need to create a skilled workforce extending COVID-19 training to public

programme alone has benefitted over to support our healthcare system, healthcare workers.
1.7 Lakh people since its inception. which was under immense pandemic-

As part of this, thousands of youth induced stress. We trained Auxiliary

have received placement-linked skill Nurse Midwife (ANM) nurses in three 3

ANM candidates enrolled*
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Stories of change

952

ANM candidates enrolled
during FY21

ol HRII0T
ek ?.TTPJFFT. Erir . ﬁlﬂﬁﬁia, mmn
=T BA, 91, m"‘i,ﬁ‘ ﬂui

7 ST TE (SIED) 240

ANM candidates trained
during FY21

232

ANM candidates placed
during FY21

188

*Refers to achievement since inception till 31 March 2021
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Zero Budget for a
Sustainable Future

Bindki Block, Fatehpur District, Uttar Pradesh

Over 90% of Uttar Pradesh’s land belongs to marginal
farmers. Market demands have forced majority of
these farmers to shift from local resource based and
labour-intensive agriculture to monocropping using
artificial fertilisers and machines, resulting in the
widespread degradation of soil quality and increasing
input costs.

We partnered with Shramik Bharti to introduce
Zero Budget Natural Farming (ZBNF) in 5 villages.

Farmers were collectivised under a Farmers
Producer Organisation (FPO), and capacitated to
undertake natural farming through exposure visits.

Farmers were provided agri-tools such as potato
weeders and seed drills. Krishi-Mitras were developed
in each of the villages to create a local resource pool
that would be accessible to farmers 24/7. Additionally,
community seed banks were established to allow
sustainable usage of seeds.

While slow in taking off the intervention has
gradually resulted in the creation of a sustainable
livelihood for the farmers. The development of their
skills has not only allowed them to bargain for better
market rates but has also made them confident
enough to open an agri processing unit for flour, gram
flour, rice, mustard oil and spices. Overall, farmers

in the region now make profits that range between
¥8,000 to ¥10,000 per month, thus drastically
improving their socio-economic situation.

More than 100 small
beneficiaries impacted

Education for a
healthy future

Dhanegao, Mujampeth, Hasapur and
Nasratpur villages, Nanded District,
Maharashtra

The lack of hygiene is a serious issue for women in
rural India due to inadequate resources coupled with
traditional societal customs. Many of Nanded’s young
women and girls are no different - and were ignorant
of even basic hygienic measures.

We partnered with CARD organisation to conduct
health camps in the selected four villages

These camps were used to raise awareness on
hygiene issues specific to girls as well as to counter
certain harmful, popular social trends with body
positivity.

Haemoglobin levels of 127 girls were tested and were
found to be below average.

The initiative impacted 151
beneficiaries. It is being overseen by
Tuljai Pathology, set on a mission to
spread female hygiene awareness in
Nanded’s rural communities.
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Stories of change
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Empowering youth to
improve employability

Natun Salmora, Lakhimpur District, Assam

Manasjyoti Barik is a young college dropout and the
only earning member in a family of five. He faced
immense financial difficulties in making ends meet,
tried hands at various professions without much
success in absence of any vocational skill.

We partnered with IGSSS to provide training to
Manasjyoti on Animal Husbandry at Lakhimpur
College of Veterinary Science in 2018.

In line with his interest in poultry farming, he was
provided with 200 chicks for the development of his
farm in addition to a chicken cleaning machine to help
with quick cutting and selling.

In 2020, Manasjyoti opened his meat
cutting and selling shop. With aid

of training and further support, he

is earning 315,000 to 320,000 per
month and has been able to purchase
many batches of chicks. His income
has increased to around 345,000 per
month after he opened his shop.

Infrastructure Development
for better irrigation

Pachdi village, Sohagpur, Madhya Pradesh

Agriculture is the main source of livelihood in the
village but remains highly under developed with
poor civic infrastructure. The area ranked low in all
important human development indicators such as
infant mortality rate, maternal mortality rate, literacy
and sanitation.

We partnered with Action for Social Advancement
(ASA) for the construction of 3 new stop dams and
renovation of 13 existing structures.

The structures were constructed with the help of the
community participation.

The structures have a collective water holding
capacity of 6 Crore litres over 2 years; and a capacity
to irrigate over 200 acres of land.

More than 400 farming households are getting better
irrigation facilities in a 750-acre area while more than

1,500 farmers have benefited through the recharge of
downstream structures.

Due to the stop dam construction,
the cultivable area of the region has
increased as well. As a result, farmers
have started sowing Rabi crops,
leading to an increase in income and
food security along with a decrease in
seasonal migration.
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The Sustainable Livelihood Initiative (SLI) is our flagship programme under Skill
Training and Livelihood Enhancement through which we aim to ‘create sustainable
communities’ by empowering women and helping them break the vicious

circle of poverty.

We support women by forming

Self Help Groups (SHGs) or Joint
Liability Groups (JLGs) by providing
occupational skills training, financial
literacy, credit livelihood finance, and
market linkage. We have started SLI
EMI collections through Common
Service Centres (CSCs) Village Level
Entrepreneurs (VLEs) providing
customer convenience at the village

387 Lakh

* As on March 31, 2021

Women in SHGs trained so far through
SLI and HRDP programmes*

7.81 Lakh+

EMI collection through the initiative as
on March 31, 2021

Our unique SLI programme has, perhaps, no parallel globally

An all women’s @ Covers 28 states and @ Covered around ~10% Banks

programme 544 districts 1.29 Crore households* workforce dedicated
for running the
programme

We have exceeded our
Board-mandated target of
covering 1 Crore households and
have already covered about

1.29 Crore households*

Empowering women means

empowering families
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(4) Healthcare and Hygiene

We have been actively championing the cause of Swachh Bharat through several sanitation
projects with a focus on infrastructure creation, complemented by driving behavioural
changes. At the heart of these programmes are community-led sanitation campaigns that
promote hygienic conditions in rural areas through appropriate wastewater disposal. We also
organise health camps, nutrition programmes and vaccination drives. Our health camps not
only offer diagnostic services, but also assist the communities on other healthcare-related
aspects. At the community level, we educate people about water, sanitation and hygiene
(WaSH) and create awareness on road safety and healthy financial practices.

We also encourage dry waste the United Nations Development Household toilets constructed*

management practices to improve
and support resource utilisation,
generate employment, and contribute
to sustainable development goals.

To mitigate environmental and health

Programme (UNDP), India for dry waste
management. Through this initiative, we
aim to create an ecosystem with 5Rs of
waste management — Refuse, Reduce,
Reuse, Repurpose and Recycle — and

23,500+

Sanitation drives conducted*

issues arising due to improper waste
disposal, we have partnered with

bring waste pickers into the mainstream
through social and financial inclusion. 1 ,800+

People benefitted through
health camps*

*x |SC-FICCI Sanitation Awards
HDFC Bank’s WASH programme
adjudged Best Corporate

1.18 Lakh+

Initiative in Sanitation

Waste pickers empowered*

2500+

Gworc eand
PARIVARTAN” 8

* Refers to achievement since inception till 31 March 2021
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Employee volunteering programme

We encourage our employees to contribute their time and effort

to various social programmes under Parivartan.

‘Making a Difference’
initiative

We started a Virtual Volunteering
Programme to reach out to students
and youngsters in distress due to
COVID-19 induced restrictions and
economic slowdown. As part of this
programme, we partnered with NGOs
to create diverse and interactive virtual
programmes, ranging from mentoring
marginalised students to training staff of
smaller NGOs with organisational skill
sets.

Over 120 employees spent 86 hours
cumulatively volunteering under this
programme.

Plant on-the-go

To encourage our employees to do
their bit for making their surroundings
greener, we distributed over 500
‘seedbombs’ (mud balls consisting of
seeds) among our staff in Mumbai. The
‘seedbombs’ were specially made by
tribal women from Mumbai and villagers
in Madhya Pradesh.

Go green at home

We adapted our plantation drive to

the prevailing COVID-19 situation. We
encouraged our employees, along with
their family, to plant saplings in their
homes or in the vicinity.
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Combating
COVID-19

Our COVID-19 response

was guided by a spirit of
developing closely-knit
working relationships with
Government and civil society
to contain the spread of the
virus and manage the crisis
from a socio-economic and
healthcare standpoint.

Extending support to the
Government

In FY21, recognising our responsibility towards
the frontline warriors in the nation’s fight against
the pandemic, we supported seven state/district/
city level institutions by providing face masks,
sanitisers, gloves, kits, thermometers, in addition
to monetary support for procurement of medical
equipment.

Supporting the
underprivileged

We aligned our efforts towards supplying
essentials to the migrant returnees and their
families, as well as daily wage earners — most
affected by the COVID-19-induced lockdown. In
addition to providing financial support to several
implementation organisations, we ensured supply
of care-kits consisting of dry ration and other
essentials to villagers across Bihar, Odisha,
Maharashtra, Haryana and Rajasthan. We also
provided cooked meals to those in need across
cities including Mumbai, Bhatinda, Lucknow and
Patna through our employee volunteers.

Introduction to Our How We
Overview HDFC Bank Performance Create Value
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Mobilised community
support and action

We undertook mass awareness campaigns
through cycles and rickshaws to reach the

most remote places. We also guided villagers

to maintain social distancing in several states
including Assam, Jharkhand, Odisha, Haryana and
Rajasthan. To salute the indomitable spirit of our
COVID-19 warriors, and to drive donations to the
PM Cares Fund, we released an anthem of hope
and positivity, #HumHaarNahiMaanenge

(We will not give up) and pledged to contribute
%500 to the PM Cares Fund every time the song
was shared on social media. Collectively, we
raised and donated %2 Crore as part of this
initiative.

(5) Financial Literacy
and Inclusion

Financial literacy is the first step towards financial
inclusion. We conduct financial literacy camps at
our banking outlets as well as at financial literacy
centres across the country through our NGO
partners. The camps are aimed at empowering the
communities with knowledge about fundamentals
of savings, investment and organised finance,
thereby enabling them to make smart financial
decisions. Our flagship programme under this
initiative, Digidhan criss-crosses the length

and breadth of India’s hinterlands on wheels,
explaining the benefits of digital banking through
audio-visual mode.

18.84 Lakh+

Beneficiaries reached*

1.42 Crore+

€ |"I|II|

* Refers to achievement since inception till March 31, 2021
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Contributing to India’s growth

The rural sector emerged as a bright spot in the post-pandemic economic
recovery, driven by a favourable harvesting season, aided by reverse migration and
limited spread of COVID-19. Central Government’s measures like Direct Benefit
Transfer (DBT) provided a boost to rural incomes. At HDFC Bank, we enabled
efficient and timely disbursement of funds to millions of beneficiaries under
various schemes through Public Financial Management System in compliance to

Government of India guidelines.

As part of our humanitarian efforts for COVID-19 relief, we extended support
towards the fund raising efforts of the Central Government down to the district
level. We opened hundreds of accounts for COVID-19 relief, and collected
more than %1,500 Crore through our crowdsourcing efforts from our retail and

corporate customers.
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Supporting the nation’s sustainable development

Contributing to economic
recovery led by rural India

Facilitating ease
of doing business

Taking banking
to the unbanked

Developing an ecosystem

for Healthcare Banking

Promoting entrepreneurship
through SmartUp
programme

Digital solutions

Sustainable
financing solutions
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Fuelling economic recovery led by rural India

Ensuring seamless Direct
Benefit Transfers

We focus on timely disbursement of
Government funds, including DBT
payments, through PFMS while
ensuring maximum coverage for eligible
beneficiaries of important government
schemes such as MGNREGA, PMAY,
PMKSY, among others. The Bank
processed 9% of the total value

of Direct Benefit Transfers in FY21
including disbursement of funds to
12,000+ beneficiaries under Pradhan
Mantri Krishi Sinchayee Yojana (PMKSY)
for setting up micro-irrigation systems in
their farms.

9%
Of total DBT value
processed during FY21

Digitising Gram Panchayats (GP)
We have received mandates from

the Government to work with Gram
Panchayats (GPs) in eight leading states
to open accounts for various schemes
including those recently introduced by
the 15th Finance Commission to enable
ease of access to funds through PFMS.
During the pandemic, we conducted
webinars across states to help train

GP staff to work more efficiently by
maximising the use of digital solutions
provided by us.

10%

Market share of HDFC Bank
across Gram Panchayats

Digitising agricultural
procurements

HDFC Bank is among the six banks to
integrate with National Agriculture Market
(eNAM), a pan-India electronic trading
portal managed by the Small Farmers
Agribusiness Consortium (SFAC) under
the Ministry of Agriculture and Farmers’
Welfare. eNAM aims to integrate 2,000
Agricultural Produce Market Committees
(APMCs) across the country through a
common online platform, providing better
price discovery through a transparent
auction process. We support the platform
by streamlining the payment flow from
trader to farmer. It ensures faster and
more transparent payments to farmers.

Large share of agricultural
procurement was processed as part of
state level mandates in Uttar Pradesh,
Punjab and Haryana by the Bank.

Facilitating ease of doing business

Partnering with the Ministry of
Corporate Affairs (MCA)

As part of the Prime Minister’s

‘Ease of Doing Business in India’
initiative, we are now integrated into
the Government’s MCA 21 platform.
This enables us to issue a Current
Account number on a real time basis
to businesses during the registration
process with the Ministry.

Increasing participation of
MSMEs in government supply
chain

We have also integrated with the
Government’s GeM Portal for
accepting Caution Money Deposit for
procurement through the portal. This
improves transparency and enables
ease of doing business for MSMEs
when paying the deposit.

First Indian private bank to
facilitate salary disbursements
for our soldiers

We became the first private bank

in India to be given the mandate to

establish a Smart Banking lobby (fully
digital branch) at the 13 Base Repair
Depot of the Indian Air Force. Further,
the Ordinance Factory Board under
the Defence Ministry has empanelled
the Bank to set up salary accounts for
their employees across the country. We
are also enabling the digitisation of fee
collection for 134 Army Public Schools
run by the Army Welfare Education
Society.

Ensuring efficient Government
fund allocation

Deploying the parent-child accounting
structure, along with a fund
management solution, we enabled
several Government departments

to better allocate funds to regions
based on utilisation levels, and reduce
leakages through efficient expense
tracking mechanisms. Hundreds of
crores of leakages have been arrested
in departments where these solutions
have been implemented.

State government owned assets
e-auctioned through HDFC Bank
facilitated platform

1 Lakh+
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Taking banking to the unbanked

Common Service Centres (CSCs)
CSCs play a pivotal role in taking our
cost-effective services to the under-
banked in the hinterlands of India.
Managed by Village Level Entrepreneurs
(VLEs), CSCs serve as access points
for delivering essential public utilities,
healthcare, financial, education and
agrarian services alongside social
welfare schemes and diverse B2C
services.

EMI collections including
delinquent and overdue

The collection mechanism of delinquent
and overdue amount has become

easier since the inception of the BC EMI
Collection Centres on 28 January 2021.
Borrowing customers no longer need to
visit the Bank to pay their EMIs, which can
be carried out at one of 15,000 locations
across India.

EMls collected (Total Transactions) at
the VLE BC Centers

6,700+

Kisan Gold Card disbursements
CSC VLEs can now source Kisan Gold
Card (KGC) to help farmers finance
their requirements. The farmer can use
this towards his farm requirements like
production of crop, post-harvest, repair
and maintenance and consumption
need of the farmer.

Sustainable Livelihood

initiative (SLI)

Over 4,600 groups have been funded
due to the nation-wide penetration of the
CSC Village Level Entrepreneurs (VLEs).
These groups were formed across India
with the assistance of the CSC VLEs.

Women supported through
SHG/JLG loans through our
CSC Network (FY21)

4,414 Groups
29,663 members

«STORE APP

CSC Grameen eStores

The CSC Grameen eStore with more
than 1.38 Lakh stores, establishes market
linkages for local and small businesses.
Since its inception in 2020, Grameen
eStores have catered to more than 3.2
Lakh customers, recording a turnover

of more than ¥100 Crore. We have
onboarded more than 40,000 Current
Accounts of VLEs registered as Grameen
eStore.

Small savings through Fixed
Deposits

Small ticket or big ticket, Fixed Deposits
(FDs) have been one of the most trusted
investment options to secure ones
money. HDFC Bank has enabled the
VLEs to open FDs for customers in
deeper geographies across the country.

Developing an ecosystem

for Healthcare Banking

The pandemic has brought to the

fore the need for rapid digitisation in
the healthcare space. At HDFC Bank,
we are entering into alliances with
digital healthcare providers to provide
customised and cost-effective banking
solutions to various user groups on their
platforms. This ranges from ensuring
faster access to funds and banking
products to addressing the challenges
of high-cost treatments, providing loans
to doctors and hospitals. We have
enabled partner hospitals to provide
loans and EMI facility on Debit/Credit
cards.
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Attractive offers on Debit Card/Credit
Card are being listed on HDFC Bank’s
SmartBuy platform for customers to
save more on their wellness spends.
As part of this initiative, Apollo Hospital
Group has designed ‘The HealthyLife

Programme’ exclusively for HDFC Bank

customers and is providing 24/7 tele-
consultancy, free delivery of medicines,
CQOVID-19 care and One Apollo
membership. HDFC Bank is providing

payment options and ease of finance for

treatments at Apollo Hospitals.
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Promoting entrepreneurship through

SmartUp programme

At HDFC Bank, we work with various
State Governments and incubators/
accelerators including the Indian
Institutes of Technology (lITs) and

the Indian Institutes of Management
(IIMs) to promote entrepreneurship
under our SmartUp programme and
Startup fund. We work with 20+
incubators certified by the Department
of Science and Technology.

We also organise networking and
mentoring sessions for our start-

up customers with HNIs and senior
executives of the Bank. We have signed
MoUs with five State Governments
and the Ministry of Electronics and
Information Technology (MEITY) to
facilitate the execution of their start-
up policies. During FY21, we provided
financial and advisory support to 21
social impact start-ups in the Ed-tech
and skill development sectors.

¢
21

Social impact start-ups in the Ed-tech
and skill development sectors, we
provided financial & advisory support to

Digital solutions

Mid-day Meal

At HDFC Bank, we have enabled
digitisation of the Mid-day Meal
scheme by providing a digital solution,
integrated with its disbursement
channel. It enables centralised fund
management for distributed financial
operations at State, District, Block and
School levels. Digitisation of entire Mid-
day Meal data provides a centralised
view to the state nodal agencies and
helps monitor and analyse expenditure
for efficient fund management. The
solution has been rolled out in the state
of Jharkhand.

Education

HDFC Bank has led the digitisation
drive not only in Government schools
and colleges but also at the State
Education Department. This has
been achieved through providing
solutions enabling deserving students
to access scholarships through digital
evaluation and timely disbursement of
scholarships.

Sustainable financing solutions

Green bond

We at HDFC Bank are proud to be
associated with the issuance of the
First Green Bond by Ghaziabad
Municipal Corporation. This is the first
Green Bond issue by any Municipal
Corporation in the country. Earlier,

we managed the Lucknow Municipal
Bonds issue, the first ever municipal
bond issue from North India and Uttar
Pradesh. Our Bank acted as Merchant

banker, Escrow banker and Bankers to
the Issue for both the Bonds.

The issues received an overwhelming
response from the market and were
over-subscribed multiple times. The
role of the Bank was highly praised

by the Government of Uttar Pradesh
and we received an award for both the
Lucknow and Ghaziabad Bonds.
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Governance

Raising the bar higher

Our approach to governance is based on the core principles of strong ethics,
enhanced risk consciousness, Board expertise and competence, and unequivocal
regulatory compliance. We have put in place well-defined decision-making and
monitoring processes to uphold best-in-class governance standards, which ensure
a proper balance of authority, accountability and independence. The Bank’s
corporate governance framework underlines all its activities and operations.

@ rcas2

Board of Directors and
Board competence

Our Board reflects a balanced mix

of experience and expertise across
banking, financial markets, economy,
public policy, risk management, finance,
credit, information technology, human
resource management, small-scale
industries, agriculture, rural economy,
and law. The Board also seeks opinions
from external experts whenever
required. We have also inducted
information technology experts on the
Board as non-executive/independent
directors given our focus on digitisation,
cybersecurity, data privacy, and related
infrastructure.

Average experience of Board
members*

30 years

Time spent by the Board cumulatively
in several familiarisation programmes
during FY21

32 hours

Independent Directors

7*

*as on the date of the Integrated
Annual Report
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Board involvement and
initiative

The Board plays a vital role in shaping,
maintaining, and improving the Bank’s
processes and practices. The onset of
the pandemic required the Bank and
its Board to rethink the way business
is managed and ensure security,
continuity and growth. Accordingly, one
of the focus areas for the Board in
FY21 was to deliberate on and explore
new opportunities, leading to initiatives
and actions around infrastructure
scalability, resilient disaster recovery,
security enhancements and enhanced
monitoring mechanism. Employee
safety and wellbeing remain a key
priority area for the Bank, as the
second wave of COVID-19 infections
sweeps through the nation.

Culture of transparency
and accountability

Transparency and accountability

are among the key expectations of
stakeholders. To this effect, the Board
has always encouraged adoption of
global best practices in governance,
timely disclosures, and fair presentation
of information. We have established
practices that allow for a sufficient

and visible flow of information, with
adequate safeguards in place. We have
also formulated a Code of Practices
and Procedures for Fair Disclosures in
accordance with the SEBI (Prohibition
of Insider Trading) Regulations, 2015.
This Code lays down principles of
prompt disclosure and uniform and
universal dissemination of information.
Further, the Board has approved the
following policies which are available on
our website for easy reference:

e Policy for appointment and fit and
proper criteria of Directors

e Charters of Board-level committees

e Whistle Blower Policy

Policies and frameworks
for ethical conduct

We drive ethical conduct in our day-to-
day operations. To ensure a pervasive
culture of ethical behaviour, we have
created an environment and instituted
policies and frameworks that encourage
appropriate business conduct. These
policies are communicated regularly to
the management, employees and other
stakeholders.

Our corporate governance
policies include

e Code for corporate governance

e Policies to prevent insider trading,
govern related-party transactions

e Policies around Prevention of Sexual
Harassment (POSH)

e Environmental Social & Governance
(ESG) Policy Framework

Code of Conduct and
Whistle-blower Policy

We promote an open and transparent
system of working and dealing with

our stakeholders. While our Code

of Conduct & Ethics Policy directs
employees to uphold our values and
conduct business worldwide with
integrity and highest ethical standards,
our Whistle-blower Policy provides a
comprehensive framework for capturing
and addressing stakeholder complaints/
grievances. We did not make any
political contributions during FY21.

Our publicly available Conduct
Philosophy document defines
mechanisms to deal with issues related
to inhumane treatment including
mental or physical coercion or verbal
abuse, sexual harassment, sexual
abuse, slavery, of employees. During
FY21, there were no complaints of
infringement of human rights.

We have a ‘Zero Tolerance’ policy on
sexual harassment and an internal
complaints committee in place to
address complaints related to sexual
harassment. Disclosures related to the
sexual harassment cases are included
in our Corporate Governance Report on

@ rcaa2

Confirmed Incidents* wherein
employees were dismissed or
disciplined for corruption in FY21

10

Confirmed incident(s) wherein
contracts with business partners were
terminated or not renewed due to
corruption in FY21

01

*Nature of confirmed incidents of corruption: Staff
related Staff related Commission/gratification
taken from/for (a) Allocation of cases to collection
agency (b) Routing insurance policy (c) Cross sell
of products from empanelled vendor (d) Lead
sharing incentives earned (€) Empanelling vendor
with Bank (f) For arranging documents (g) Issuing
Solvency Certificate

F

A J
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Governance

Anti-Corruption,
Anti-bribery, and Anti-
Money Laundering (AML)

We have developed a training module
for focused and effective training

on anti-corruption, anti-bribery, and
anti-money laundering (AML) for our
employees. The programme comprises
of four modules — Foreign Corrupt
Practices Act and Bribery Act, Code of
Ethics and Commitment, Trade-Based
Money Laundering, and KYC and AML
norms. All operations are assessed

for corruption. Complaints associated
with corruption are also raised through
the whistle-blower mechanism by all
stakeholders including suppliers and
customers.

Person-hours spent on Anti-
Corruption, AML and KYC trainings.

6.7 Lakh+

Customer satisfaction

The Customer Service Committee

of the Board (CSCB) comprises a
majority of non-executive directors and
is tasked to bring about continuous
improvements in the quality of services
rendered to our customers. It also
ensures the implementation of directives
received from the RBI in this regard.
Accordingly, the CSCB formulates the
Bank’s comprehensive deposit policy
incorporating the issues arising out of
the product approval process, annual
survey of depositor satisfaction, the
triennial audit of such services, among
others.

We strictly adhere to market conduct
regulations to inform our customers and
clients with transparent, accurate, and
comprehensive marketing statements,
advertising, and product-/service-
labelling. We have defined framework,
strategy, policies, procedures and have
put in place systems to ensure and
maintain transparency in communication

106

with our customers and clients to help
them make informed decisions.

During FY21, we didn’t record any case
of non-compliance concerning product
and service information and labelling, or
marketing communications.

Customer Privacy, Information
Security, and Data Protection are of
paramount importance to us. The IT
Strategy Committee is headed by an
Independent Director with experience
in the IT sector and also comprises
an information technology expert, as
well as an external expert. We adhere
to the ‘Code of Bank’s Commitment
to Customers’ as prescribed by the
Banking Codes and Standards Board
of India (BCSBI) and Employee and
Customer Awareness Procedures to
ensure customer privacy. We have

in place a governance framework,
information security practices, and
business continuity plan to mitigate
information technology-related risks.

We are also guided by the Information
Security Policy and Cyber Security
Policy, followed by an independent
assurance team within Internal Audit
which provides assurance on the
management of information technology-
related risks.

The Bank conducts vulnerability
assessment of its IT systems through
an external entity, and the report thus
provided to the Bank is incorporated
by the IT team for remediation. During
FY21, we received no complaints
regarding identified leaks, thefts, or
losses of customer data with respect
to data security. During the same
period, we received 36 complaints
from customers concerning breaches
of customer privacy, of which two were
received from outside parties and two
were from regulatory bodies.
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The Bank has a well-defined Grievance
Redressal Mechanism for recording the
complaints received through various
front-end channels such as Branch/
Phone Banking /Email Management
Support Unit. All customer complaints
received across branches/front
channels are logged in a state-of-the-
art centralised complaints management
system — CRMnext — for tracking

and resolution. Credit Card-related
complaints are logged in the CBCI

and other bank ATM transaction-
related complaints are logged into the
DCD (Debit Card Dispute) system.

An escalation matrix is built into this
system to ensure customer complaints
are closed adequately within stipulated
timelines.

As a result of our
continuous efforts, we have
been consistently reducing
our complaint resolution
turnaround time - from 8
working days in FY18 to 5 in
FY21.

0

ESG Governance

Governance in areas of ESG or
sustainability is an essential element
of the governance framework of the
Bank. The Environmental Social &
Governance (ESG) agenda is driven
through a management-level ESG
Action Committee which reports to the
CSR & ESG Committee of the Board.
The Committee oversees sustainability
reporting initiatives, climate change
disclosures, internal projects to
ensure reduction in the Bank’s overall

emissions and tracks its progress on
ESG to achieve industry leadership. The
sustainability team works in tandem
with different stakeholders within the
Bank to achieve set targets in line

with the ESG Policy and framework.

For better focus and monitoring, we
have set up various sub-committees

of the ESG Action Committee — the
Environment sub-Committee, the Social
& Governance sub-Committee and the
Product Responsibility sub-Committee.

ESG governance structure and key responsibilities

CSR & ESG Committee

Y

ESG Action Committee

Product
Responsibility
Sub-Committee
Focusses on assessing
environmental & Social
(E&S risks), including
climate risks in our
existing portfolio and
identify new business
opportunities in the
E&S space

Sets targets and
identifies opportunities
for improvement areas
of emissions, energy,
water and waste

Y

Environment
Sub-Committee

Social &
Governance Sub-
Committee
Focusses on workplace
policies including
Code of Conduct

and Human Rights,
diversity, stakeholder
engagement and
corporate governance
policies.

For more information on the Bank’s governance philosophy, please refer to our

Corporate Governance Report on

@ rcaa2

i. The major areas of customer complaints in FY21 were related to unauthorised usage through Credit Card; unauthorised usage through Debit Card online or
at POS terminal, UPI transaction disputes; and Credit Card collection calls

ii. The turnaround time for customer complaints is defined depending on the nature of the complaint and is a part of the bank’s Complaint Management
system. It ranges between 1-15 days for most complaint categories, but may be longer for some cases for example in case of disputes / investigation /

charge backs etc.
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i*; Board of Directors

Visionary leadership

Atanu Chakraborty Renu Karnad Umesh Chandra Sarangi Sashidhar Jagdishan Kaizad Bharucha Srikanth Nadhamuni
Part Time Non-Executive Chairperson Non-Executive Director Independent Director Managing Director and Chief Executive Director Non-Executive Director
and Additional Independent Director Executive Officer

ot o B

MD Ranganath Malay Patel Sandeep Parekh Sanjiv Sachar Sunita Maheshwari
Independent Director Independent Director Independent Director Independent Director Additional Independent Director
Length of service of Directors (Years) Age group of Directors (Years)
<4 AARBAAAK 1050 3 &
4-6 ] &K 511060 R R A & &
6-8 & & 61070 & R & &

The average length of service of the Board of Directors is 3 years.
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=i Senior Management Team

Leading the future-ready Bank

Kaizad Bharucha Anjani Rathor Arup Rakshit
Jagdishan Executive Director Chief Digital Officer Group Head - Treasury
Managing Director and - Sa|686\2r;:2/at;cs and

Chief Executive Officer

Arvind Kapil Arvind Vohra Ashima Bhat Ashish

Group Head - Retail Group Head - Retall Group Head - Business Parthasarthy
Assets and SLI Branch Banking Finance & Strategy,

Group Head - Treasury,
GIB, NRI, Overseas and
Tele-Service Channels

Administration,
Infrastructure, ESG & CSR

Benjamin Frank Bhavesh Zaveri Jimmy Tata
Group Head - Group Head - Venkatachari Chief Credit Officer
Wholesale Credit Operations, ATM and
Group Head - Internal
Cash Management . .
Audit and Quality
Product

Initiatives Group
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Nirav Shah Parag Rao Rahul Shukla Rakesh Singh
Group Head - Corporate Group Head - Payments Group Head - Group Head - Investment
Banking and PSUs Business, Digital & IT Commercial Banking Banking, Private Banking,
and Rural Business Marketing and Products

Ramesh Raveesh Bhatia S Sampathkumar Smita Bhagat

Lakshminarayanan Group Head - Emerging Group Head - NRI Group Head -
Chief Information Officer Corporates Group Domestic & Overseas Government, Institutional
Business, Third Party Business, BC
Products and Tele-Sales & Partnerships, Inclusive
Service Relationships Banking and Start-ups

Srinivasan Vinay Razdan
Vaidyanathan Chief Human

Chief Financial Officer Rigseuices ey
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10 Year Financial Highlights

2011-2012 2012-2013 2013-2014 2014-2015
Interest income 27,874.19 35,064.87 41,135.53 48,469.91
Interest expense 14,989.58 19,253.75 22,652.90 26,074.23
Net interest income 12,884.61 15,811.12 18,482.63 22,395.68
Other income 5,783.62 6,852.62 7,919.64 8,996.34
Net revenues 18,668.23 22,663.74 26,402.28 31,392.02
Operating costs 9,277.64 11,236.11 12,042.20 13,987.55
Operating result 9,390.59 11,427.63 14,360.08 17,404.47
Provisions and contingencies 1,877.44 1,677.01 1,588.03 2,075.75
Loan loss provisions 1,091.77 1,234.21 1,632.58 1,723.58
Others 785.67 442.80 (44.56) 352.17
Profit before tax 7,513.15 9,750.62 12,772.05 15,328.72
Provision for taxation 2,346.08 3,024.34 4,293.67 5,112.80
Profit after tax 5,167.07 6,726.28 8,478.38 10,215.92
Funds :
Deposits 2,46,706.45 2,96,246.98 3,67,337.48 4,50,795.65
Subordinated debt 11,105.65 16,586.75 16,643.05 16,254.90
Stockholders’ equity 29,924.37 36,214.15 43,478.63 62,009.42
Working funds 3,45,248.26 4,21,327.31 4,91,599.50 5,95,695.13
Loans 1,95,420.03 2,39,720.64 3,03,000.27 3,65,495.04
Investments 89,967.10 1,11,303.21 1,00,111.88 1,56,833.82
Key Ratios :
Earnings per share ) * 11.06 14.24 17.74 21.08
Return on average networth 18.37% 20.07% 20.88% 20.36%
Tier 1 capital ratio 11.60% 11.08% 11.77% 13.66%
Total capital ratio 16.52% 16.80% 16.07% 16.79%
Dividend per share %) * 2.15 2.75 3.43 4.00
Dividend payout ratio 22.70% 22.77% 22.68% 28.62%
Book value per share as at March 31 %) * 63.76 76.10 90.62 123.70
Market price per share as at March 31 %) ** 259.93 312.68 374.40 511.35
Price to earnings ratio 23.51 21.95 21.11 24.26

% 1 Crore =% 10 Million

* Figures for the years prior to 2019-2020 have been adjusted to reflect the effect of split of equity shares from nominal value of ¥ 2 each into two equity

shares of nominal value of ¥ 1 each.
**Source : NSE (prices for years prior to 2019-2020 have been divided by two to reflect the sub-division of shares)
***Refer note on Dividend given on page no.126 of Integrated Annual Report 2020-21.

112

Introduction to Our How We Responsible Statutory Reports and
Overview HDFC Bank Performance Create Value Our Strategy Business Financial Statements
% Crore

2015-2016 2016-17 2017-18 2018-19 2019-20 2020-21
60,221.45 69,305.96 80,241.35 98,972.05 1,14,812.65 1,20,858.23
32,629.93 36,166.74 40,146.49 50,728.83 58,626.40 55,978.66
27,591.52 33,139.22 40,094.86 48,243.22 56,186.25 64,879.57
10,751.72 12,296.49 15,220.31 17,625.87 23,260.82 25,204.89
38,343.24 45,435.71 55,315.17 65,869.09 79,447.07 90,084.46
16,979.69 19,703.32 22,690.36 26,119.37 30,697.53 32,722.63
21,363.55 25,732.39 32,624.81 39,749.72 48,749.54 57,361.83
2,725.61 3,593.30 5,927.49 7,550.08 12,142.39 15,702.85
2,133.63 3,145.30 4,910.43 6,394.11 9,083.32 11,450.19
591.98 448.00 1,017.06 1,1565.97 3,059.07 4,252.66
18,637.94 22,139.09 26,697.32 32,199.64 36,607.15 41,658.98
6,341.71 7,589.43 9,210.57 11,121.50 10,349.84 10,542.46
12,296.23 14,549.66 17,486.75 21,078.14 26,257.31 31,116.52
5,46,424.19 6,43,639.66 7,88,770.64 9,23,140.93 11,47,502.29 13,35,060.22
15,090.45 13,182.00 21,107.00 18,232.00 18,232.00 17,127.00
72,677.77 89,462.38 1,06,295.03 1,49,206.32 1,70,986.03 2,08,720.83
7,40,796.07 8,63,840.19 10,63,934.32 12,44,540.69 15,30,511.26 17,46,870.52
4,64,593.96 5,54,568.20 6,58,333.09 8,19,401.22 9,93,702.88 11,32,836.63
1,95,836.29 2,14,463.34 2,42,200.24 2,93,116.07 3,91,826.66 4,43,728.29
24.42 28.59 33.88 39.33 48.01 56.58
17.97% 18.04% 18.22% 16.30% 16.76% 16.60%
13.22% 12.79% 13.25% 15.78% 17.23% 17.56%
15.53% 14.55% 14.82% 17.11% 18.52% 18.79%
4.75 5.50 6.50 7.50 e 6.50"**
23.51% 23.32% 23.26% 23.36% e 11.54%**
143.74 174.56 204.80 273.94 311.83 369.54
535.58 721.28 964.50 1,159.45 861.90 1,498.65
21.93 25.23 28.47 29.48 17.95 26.40
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"] Awards

Acknowledged for excellence

Euromoney (Global) Awards For
Excellence 2020

Lifetime Achievement
Award - Aditya Puri

Euromoney Awards for
Excellence 2020

India’s Best Bank

FinanceAsia Country
Awards 2020

Best Bank in India

Euromoney Private Banking and Wealth
Management Survey 2021

HDFC Bank ranks No. 1 in Mass
Affluent category

2020 BrandZ™ Top 75 Most Valuable
Indian Brands

HDFC Bank ranked India’s Most
Valuable Brand for the 7th
consecutive year

ET Innovation Awards 2020

Marketing and Brand Innovation of the
Year Award

Business Today 19th Best Companies
to work for in India Survey

HDFC Bank Among Top 10 Best
Companies to work for in India
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|CAl Award for Excellence in Financial
Reporting

HDFC Bank wins Gold Shield Award
for 2019-2020 in the Private Sector
Banks (including Foreign Banks)
category

Great Place To Work

HDFC Bank certified as a ‘Great Place
to Work’ for 2020

ClI-National Awards for Excellence in
Water Management 2020

HDFC Bank Parivartan initiatives
in East Khasi Hills district in
Meghalaya

|ISC-FICCI Sanitation Awards

HDFC Bank’s WASH programme
adjudged Best Corporate Initiative in
Sanitation

Asiamoney Best Bank Awards 2021
India’s Best Bank for SMEs 2021

25th Business Today — KPMG Best
Bank Study

Best Large Bank

Finnoviti Awards 2021

Won the Finnoviti Award 2021 for
Warehouse Commodity Finance on
Mobile

Asiamoney Asia’s Outstanding
Companies Poll 2019

Most Outstanding Company -
Financial Sector
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Assurance Statement

KPMG

Independent Limited Assurance Statement to HDFC Bank Limited on its non-financial
disclosures in the Integrated Annual Report for Financial Year 2020-21

To the Management of HDFC Bank Limited, HDFC Bank House, Senapati Bapat Marg, Lower Parel (W), Mumbai — 400013

Introduction

We (‘KPMG Assurance and Consulting Services LLP’, or ‘KPMG’) have been engaged for the purpose of providing assurance
on the selected non-financial disclosures presented in the Integrated Annual Report (‘the Report’) of HDFC Bank Limited
("HDFC Bank’ or ‘the Company’) for FY 2020-21. Our responsibility was to provide limited assurance on the Report content as
described in the scope, boundary and limitations.

Reporting Criteria

HDFC Bank has developed its report based on the applicable accounting standards and has incorporated the principles of
the International Integrated Reporting Framework (<IR>) published by the International Integrated Reporting Council (IIRC).

HDFC Bank’s non-financial performance reporting criteria has been derived from Global Reporting Initiative (GRI) Standards
‘in-accordance’ comprehensive option.

Assurance Standards Used

We conducted our assurance in accordance with

e | imited Assurance requirements of International Federation of Accountants’ (IFAC) International Standard on Assurance
Engagement (ISAE) 3000 (revised), Assurance Engagements Other than Audits or Reviews of Historical Financial
Information.

e Under this standard, we have reviewed the information presented in the Report against the characteristics of relevance,
completeness, reliability, neutrality and understandability.

e | imited assurance consists primarily of enquiries and analytical procedures. The procedures performed in a limited
assurance engagement vary in nature and timing and are less in extent than for a reasonable assurance engagement.

Scope, Boundary and Limitations

e The scope of assurance covers the non-financial disclosures of HDFC Bank for the period 01 April 2020 to 31 March 2021.

The Disclosures' subject to assurance were as follows:

General Disclosures

¢ Organization Profile: 102-8
* Reporting Practice: 102-48, 102-49, 102-50, 102-51, 102-52, 102-53 and 102-55

Management Approach

e Explanation of the material topic and its Boundary: 103-1

"For details regarding the disclosures please refer the GRI Content Index in Integrated Annual Report on Page 120-125.
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Topic Specific Disclosures

Environmental

e 302 Energy 2016: 302-1, 302-3
e 305 Emissions 2016: 305-1,305-2, 305-3*, 305-4
e 306 Effluents and Waste 2016: 306-2

Social
e 401 Employment 2016: 401-1, 401-3
e 404 Training and Education 2016: 404-1, 404-2
e 405 Diversity and Equal Opportunity 2016: 405-1
® 413 Local communities 2016: 413-1

*The data disclosed under 305-3 is restricted to limited upstream and downstream categories: Employee business travel (Air, Rail and Road),
Purchased goods and services (paper consumption) and Waste generated from operations (E-waste disposed)

The boundary of the Report covers HDFC Bank operations in India which include:

1. 5,633 branches and 2,556 ATMs

2. 32 currency chests

3. 275 corporate and regional offices

4. 28 training centers and guest houses

The data review and validation were conducted through the Corporate office which collates the data for pan India locations.
The review and management interactions were performed virtually using screen sharing tools.

The assurance scope excludes following:

e Aspects of the Report other than those mentioned in the scope above

¢ Data and information outside the defined reporting period

e The Company’s statements that describe expression of opinion, belief, aspiration, expectation, aim, future intention and
assertions related to Intellectual Property Rights and other competitive issues.

Data related to Company’s financial performance

Data review outside the operational sites as mentioned in the boundary above

Strategy and other related linkages expressed in the Report

Assurance Procedures

Our assurance process involves performing procedures to obtain evidence about the reliability of specified disclosures. The
nature, timing and extent of procedures selected depend on our judgment, including the assessment of the risks of material
misstatement of the selected non-financial disclosures whether due to fraud or error. In making those risk assessments, we
have considered internal controls relevant to the preparation of the Report in order to design assurance procedures that are
appropriate in the current circumstances.

Our assurance procedures also included:

e Assessment of HDFC Bank’s reporting procedures regarding their consistency with the application of GRI Standards.

e Evaluating the appropriateness of the quantification methods used to arrive at the non-financial disclosures presented in
the Report.

* Review of systems and procedures used for quantification, collation, and analysis of non-financial disclosures included in
the Report.
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e Understanding the appropriateness of various assumptions, estimations and materiality thresholds used by HDFC Bank
for data analysis.

e Assessment of data reliability and accuracy.

* Review of selected key performance data as defined in scope, boundary and limitations was carried out on a sample
basis through screen sharing tool with corporate office

Appropriate documentary evidence was obtained to support our conclusions on the information and data verified. Where
such documentary evidences could not be collected due to sensitive nature of the information, our team verified the same
with the HDFC Bank during virtual interactions.

Conclusions

We have reviewed selected non-financial disclosures in the report of HDFC Bank for FY 2020-21. Based on our review and
procedures performed, nothing has come to our attention that causes us not to believe that the non-financial performance
data and information as per the scope of assurance presented in the Report is appropriately stated, in all material respects
and in accordance with GRI Standards.

We have provided our observations to the Bank in a separate management letter. These, do not, however, affect our
conclusions regarding the Report.

Independence

The assurance was conducted by a multidisciplinary team including professionals with suitable skills and experience in
auditing environmental, social and economic information in line with the requirements of ISAE 3000 (Revised) standard.

Our work was performed in compliance with the requirements of the IFAC Code of Ethics for Professional Accountants, which
requires, among other requirements, that the members of the assurance team (practitioners) be independent of the assurance
client, in relation to the scope of this assurance engagement, including not being involved in writing the Report. The Code
also includes detailed requirements for practitioners regarding integrity, objectivity, professional competence and due care,
confidentiality and professional behaviour. KPMG has systems and processes in place to monitor compliance with the Code
and to prevent conflicts regarding independence. The firm applies ISQC 1 and the practitioner complies with the applicable
independence and other ethical requirements of the IESBA code.

Responsibilities

HDFC Bank is responsible for developing the Report contents. HDFC Bank is also responsible for identification of material
sustainability topics, establishing and maintaining appropriate performance management, internal control systems and
derivation of performance data reported. This statement is made solely to the Management of HDFC Bank in accordance
with the terms of our engagement and as per scope of assurance. Our work has been undertaken so that we might state

to HDFC Bank those matters for which we have been engaged to state in this statement and for no other purpose. To the
fullest extent permitted by law, we do not accept or assume responsibility to anyone other than HDFC Bank for our work, for
this report, or for the conclusions expressed in this independent assurance statement. The assurance engagement is based
on the assumption that the data and information provided to us is complete and true. We expressly disclaim any liability or
co-responsibility for any decision a person or entity would make based on this assurance statement. Our report is released
to HDFC Bank on the basis that it shall not be copied, referred to or disclosed, in whole or in part, without our prior written
consent. By reading this assurance statement, stakeholders acknowledge and agree to the limitations and disclaimers
mentioned above.

Prathmesh Raichura

Associate Partner

KPMG Assurance and Consulting Services LLP
21 June 2021
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"] GRI Index

GRI Standard

Disclosure

Description

GRI 102: GENERAL DISCLOSURES

Organisational

Page Number(s) and/
or URL(s)

profile 102-1 Name of the organisation. 10
102-2 Activities, brands, products, and services 10
102-3 Location of headquarters https://www.hdfc.com/
corporate-office
102-4 Location of operations 12-13, 358-359
102-5 Ownership and legal form 10, 354
102-6 Markets served 12-13
102-7 Scale of the organisation 12-13
102-8 Information on employees and other workers 83-85
102-9 Supply chain 26-31
102-10 Significant changes to the organisation and its supply chain 26-31
102-11 Precautionary Principle or approach 60-69
102-12 External initiatives 88-99
102-13 Membership of associations Business Responsibility Report
(p- 14)
Strategy
102-14 Statement from senior decision-maker 20-23
102-15 Key impacts, risks, and opportunities 20-23
Ethics and
integrity 102-16 Values, principles, standards, and norms of behaviour 2-3, 332
102-17 Mechanisms for advice and concerns about ethics 104-107, 332, 349, 353
Governance
102-18 Governance structure 332
102-19 Delegating authority 340
102-20 Executive-level responsibility for economic, 340-345
environmental, and social topics
102-21 Consulting stakeholders on economic, environmental, 32-37
and social topics
102-22 Composition of the highest governance body and its committees 332-345
102-23 Chair of the highest governance body 333
102-24 Nominating and selecting the highest governance body 333-337, 349-350
102-25 Conflicts of interest 349
102-26 Role of highest governance body in setting purpose, 332
values, and strategy
102-27 Collective knowledge of highest governance body 351-352
102-28 Evaluating the highest governance body’s performance 151
102-29 Identifying and managing economic, environmental, 34-37
and social impacts
102-30 Effectiveness of risk management processes 141-144
102-31 Review of economic, environmental, and social topics 34-37
102-32 Highest governance body’s role in sustainability reporting 104-107, 344
102-33 Communicating critical concerns 152-153, 340-345
102-34 Nature and total number of critical concerns 152-153
102-35 Remuneration policies 151-152, 242
102-36 Process for determining remuneration 151-152, 242
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Page Number(s) and/

GRI Standard Disclosure Description or URL(s)
102-37 Stakeholders’ involvement in remuneration 151-152, 242
102-38 Annual total compensation ratio 177-178
102-39 Percentage increase in annual total compensation ratio 177-178
102-40 List of stakeholder groups 32-33
102-41 Collective bargaining agreements 82
102-42 Identifying and selecting stakeholders 32-37
102-43 Approach to stakeholder engagement 32-37
102-44 Key topics and concerns raised 32-37
102-45 Entities included in the consolidated financial statements 148-149, 205
102-46 Defining report content and topic Boundaries 4
102-47 List of material topics 34-37
102-48 Restatements of information 4
102-49 Changes in reporting 4
102-50 Reporting period 4
102-51 Date of most recent report 4
102-52 Reporting cycle 4
102-53 Contact point for questions regarding the report At the end of this table
102-54 Claims of reporting in accordance with the GRI Standards 4
102-55 GRI content index This table
102-56 External assurance 4

Economic

Performance 103-1 Explanation of the material topic and its Boundary 23-25, 113, 124-137
103-2 The management approach and its components 23-25, 124-137
103-3 Evaluation of the management approach 23-25, 124-137
201-1 Direct economic value generated and distributed 23-25, 113, 124-137
201-2 Financial implications and other risks and opportunities due to 68-69

climate change

201-3 Defined benefit plan obligations and other retirement plans 210-211
201-4 Financial assistance received from government 88

Market Presence
103-1 Explanation of the material topic and its Boundary 80-87
103-2 The management approach and its components 80-87
103-3 Evaluation of the management approach 80-87
202-1 Ratios of standard entry level wage by gender compared to local 80-87

minimum wage

202-2 Proportion of senior management hired from the local community 80-87

Indirect Economic

Impacts 103-1 Explanation of the material topic and its Boundary 88-99
103-2 The management approach and its components 88-99
103-3 Evaluation of the management approach 88-99
203-1 Infrastructure investments and services supported 88-99
203-2 Significant indirect economic impacts 88-99

Procurement

Practices 103-1 Explanation of the material topic and its Boundary 32-33
103-2 The management approach and its components 32-33
103-3 Evaluation of the management approach 32-33
204-1 Proportion of spending on local suppliers 32-33
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. - Page Number(s) and/ Page Number(s) and/
GRI Standard Disclosure Description i inti
p or URL(s) GRI Standard Disclosure Description or URL(s)

Anti-corruption GRI 400: SOCIAL
103-1 104-107

Explanation of the material topic and its Boundary Employment

103-2 Th t h and it t 104-107
103-3 E elm?.nagefrr:ﬁn approac a: s comhponen S 104-107 103-1 Explanation of the material topic and its Boundary 80-87
. va ua.|on orthe managemen approac - - 103-2 The management approach and its components 58-59, 107
205-1 Operations assessed for risks related to corruption 104-107 .
- — ; . 103-3 Evaluation of the management approach 80-87
205-2 Communication and training about anti-corruption 106 404-1 N | hi q | " 83-85
policies and procedures - ew e.mp oyge ires an .emp oyee turnover . -
205-3 Confirmed incidents of corruption and actions taken 105, 150 404-2 Benefits provided tg full-time employees that are not provided to 82, 210-211
" - temporary or part-time employees
Anti-competitive
. - - - - 404-3 Parental leave 82
Behaviour 103-1 Explanation of the material topic and its Boundary 104-107
103-2 Th t h and it t 104-107 Labour/Management
© ma.nagemen approach and I's components Relations 103-1 Explanation of the material topic and its Boundary 82
103-3 Evaluation of the management approach 104-107 -
- - — - - 103-2 The management approach and its components 82
206-1 Legal actions for anti-competitive behaviour, anti-trust, and 104-107 103-3 Evaluati fth t h 82
monopoly practices - valuation of the management approac
402-1 Minimum notice periods regarding operational changes 82
GRI 300: ENVIRONMENT : P garding op 9
Occupational Health
Energy - - - - and Safety 403-3 Occupational health services 82
103-1 Explanation of the material topic and its Eoundary 60-66 403-4 Worker participation, consultation, and communication on 82
103-2 The management approach and its components 58-59, 107 occupational health and safety
103-3 Evaluation of the management approach 60-66 403-6 Promotion of worker health 82
302-1 Energy consumption within the organisation 66 403-7 Prevention and mitigation of occupational health and safety 82
302-2 Energy consumption outside of the organisation 66 impacts directly linked by business relationships
302-3 Energy intensity 66 Training and
302-4 Reduction of energy consumption 65-66 Education 103-1 Explanation of the material topic and its Boundary 81
302-5 Reductions in energy requirements of products and services 66 103-2 The management approach and its components 81
Emissions 103-3 Evaluation of the management approach 81
103-1 Explanation of the material topic and its Boundary 60-66 404-1 Average hours of training per year per employee 81
103-2 The management approach and its components 58-59, 107 404-2 Programs for upgrading employee skills and transition assistance 81
103-3 Evaluation of the management approach 60-66 programs
305-1 Direct (Scope 1) GHG emissions 64 404-3 Percentage of employegs receiving regular performance and 81
305-2 Energy indirect (Scope 2) GHG emissions 64 - - career development reviews
305-3 Other indirect (Scope 3) GHG emissions 64 glve;?lttuyn?tnd Equal . . . .
305-4 GHG emissions intensity 64 pp y 103-1 Explanation of the material toplc.and its Boundary 83-85
305-5 Reduction of GHG emissions 64 103-2 The ma.nagement approach and its components 83-85
103-3 Evaluation of the management approach 83-85
Effluents and ] . .
waste 103-1 Explanation of the material topic and its Boundary 67 405-1 Diversity of governance bodies and employses 83-85
. 405-2 Ratio of basic salary and remuneration of women to men 85
103-2 The management approach and its components 67 —
103-3 Evaluation of the management approach 67 Non-discrimination
. 103-1 Explanation of the material topic and its Boundary 83,104-107
Environmental -
Compliance 103-2 The ma.nagement approach and its components 83,104-107
103-1 Explanation of the material topic and its Boundary 60-67 103-3 Evaluation of the management approach 83,104-107
103-2 The management approach and its components 58-59, 107 406-1 Incidents of discrimination and corrective actions taken 83
103-3 Evaluation of the management approach 60-67 Freedom of
307-1 Non-compliance with environmental laws and regulations 60 Associationand ~ 103-1 Explanation of the material topic and its Boundary 82
Supplier Collective Bargaining 1g3.2 The management approach and its components 82
Environmental 103-1 Explanation of the material topic and its Boundary 60 103-3 Evaluation of the management approach 82
Assessment 103-2 The management approach and its components 60 Child Labour
103-3 Evaluation of the management approach 60 103-1 Explanation of the material topic and its Boundary 82
103-2 The management approach and its components 82
103-3 Evaluation of the management approach 82
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GRI Standard Disclosure Description Page Numbi:(ﬂlglr_‘g; GRI Standard Disclosure Description Page Numbi:(ﬂ:&‘;;
Forced or Customer Privacy
Compulsory Labour 103-1 Explanation of the material topic and its Boundary 82 103-1 Explanation of the material topic and its Boundary 106
103-2 The management approach and its components 82 103-2 The management approach and its components 106
103-3 Evaluation of the management approach 82 103-3 Evaluation of the management approach 106
Security Practices 418-1 Substantiated complaints concerning breaches of customer 106
103-1 Explanation of the material topic and its Boundary 82 privacy and losses of customer data
103-2 The management approach and its components 82 Socio-economic
103-3 Evaluation of the management approach 82 Compliance 103-1 Explanation of the material topic and its Boundary 88-99
410-1 Security personnel trained in human rights policies or procedures 82 103-2 The management approach and its components 88-99

Human Rights 103-3 Evaluation of the management approach 88-99

Assessment 103-1 Explanation of the material topic and its Boundary 80-85, 105 419-1 ’:c(:)c:]r;g?nr::pgf;;e with laws and regulations in the social and 88-99

103-2 The management approach and its components 80-85, 105
103-3 Evaluation of the management approach 80-85, 105 SECTOR STANDARD

412-1 Operations that have been subject to human rights reviews or 80-85, 105 Emissions
impact assessments G4-EN15 Direct Greenhouse Gas (GHG) Emissions (Scope 1) 64
412-2 Employee training on human rights policies or procedures 81 G4-EN17 Other Indirect Greenhouse Gas (GHG) Emissions (Scope 3) 64
412-3 Significant investment agreements and contracts that include 82, 104-107 Investment
human rights clauses or that underwent human rights screening G4-HR1 Total number and percentage of significant investment 82
Local Communities agreements and contracts that include human rights clauses or
103-1 Explanation of the material topic and its Boundary 88-99 that underwent human rights screening
103-2 The management approach and its components 88-99 Local Communities
103-3 Evaluation of the management approach 88-99 FS13 Access points in low-populated or economically disadvantaged 12,131-137
413-1 Operations with local community engagement, impact 88-99 areas by type
assessments, and development programs FS14 Initiatives to improve access to financial services for 32,99, 131-137
413-2 Operations with significant actual and potential negative impacts 88-99 disadvantaged people
on local communities Product Portfolio
Supplier Social FS6 Percentage of the portfolio for business lines by specific region, 131-137
Assessment 103-1 Explanation of the material topic and its Boundary 82 size (e.g. micro/SME/large) and by sector
103-2 The management approach and its components 80 FS7 Mon(_et_ary vglue of pr_oducts and se_rvices _designed to deliver a 131-137
- specific social benefit for each business line broken down by
103-3 Evaluation of the management approach 82 purpose
414-1 New suppliers that were screened using social criteria 82 FS8 Monetary value of products and services designed to deliver 67,103
414-2 Negative social impacts in the supply chain and actions taken 82 a specific environmental benefit for each business line broken
Public Policy down by purpose
415-1 Political contributions 105 . o . )
Customer Health and For any qqerlgs pertaining to the GRI disclosures in the above table contact Ms. Nusrat Pathan at Nusrat.Pathan@hdfcbank.
Safety 103-1 Explanation of the material topic and its Boundary 70-75 com or write in to her at HDFC Bank House, Senapati Bapat Marg, Lower Parel, Mumbai - 400 013. Tel: 022 3976 0000
103-2 The management approach and its components 70-75
103-3 Evaluation of the management approach 70-75
416-2 Incidents of non-compliance concerning the health and safety 70-75

impacts of products and services

Marketing and

Labeling 103-1 Explanation of the material topic and its Boundary 106
103-2 The management approach and its components 106
103-3 Evaluation of the management approach 106
417-1 Requirements for product and service information and labeling 106
417-2 Incidents of non-compliance concerning product and service 106
information and labeling
417-3 Incidents of non-compliance concerning marketing 106

communications
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Directors’ Report

Dear Stakeholders,

Your Directors take great pleasure in presenting the 27th Annual
Report on the business and operations of your Bank, together
with the audited accounts for the year ended March 31, 2021.

First of all, wishing all of you health and happiness on behalf of
the HDFC Bank family.

As the virus casts a shadow over the entire world, the first thing
that all of us must do is take every possible step to ensure
our safety and that of our loved ones. And say a prayer for
our collective well-being. Especially for all the frontline COVID
warriors who served the nation, often at great risk to their own
lives. Our heads bow in respect for those who lost their lives in
this fight. This includes some of our colleagues too.

Needless to say, the pandemic affected the economy.
If FY 2019-20 was one of the most challenging years for the
Indian economy, then the challenges only multiplied in FY 2020-
21. And this was accentuated further by geo-political tensions.

The year started with one of the most severe lockdowns in
the world. Although it was eased in stages, the economy was
bound to take a hit. For the first time in many years, India’s
GDP contracted by 7.3 per cent in FY 2020-21. This was an
improvement after the first quarter low of -24.4 per cent. As
the lockdown eased, the economy contracted by 7.4 per cent
in the second quarter and touched positive territory in the third
quarter, posting a growth of +0.5 per cent and 1.6 per cent in
the fourth quarter.

The Government of India and the Reserve Bank of India (RBI)
announced a host of measures to cushion the direct impact of
the lockdown on the economy. The Government announced
a stimulus package of ¥ 20 trillion in five different tranches in
FY 2020-21 to provide support to 1) the MSMEs and the Non
Banking Financial Companies via a credit guarantee scheme and
liquidity support 2) Migrant labourers via direct spending, and
generating employment via enhanced allocation to MNREGA,
3) Small traders, vendors and farmers via loan facilities and 4)
Announced structural reforms across sectors like coal, power,
agriculture, etc.

On the monetary policy side, the RBI also took a number of
steps to provide liquidity and enhance credit flow in the system.
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It delivered a total rate cut (repo) of 115 bps since February 2020,
taking the repo rate down to 4.0 per cent. The central bank also
took a slew of measures to address liquidity constraints such
as the announcement of moratorium, liquidity infusion through
TLTRO (Targeted Long Term Repo Operations) for NBFCs
(% 500 billion), liquidity facility of ¥ 500 billion for mutual funds,
liquidity support of ¥ 500 billion for all India financial institutions
and a cut in the Cash Reserve Ratio (CRR) by 100 bps to 3
per cent. These measures helped anchor borrowing costs in
the economy, support credit growth and cushioned the impact
of the disruptions in the financial market (Please refer to the
Macroeconomic and Industry section on page 128 for
more details).

The Budget announcements for FY 2021-22 too have given
confidence to business with its focus on stimulating growth
through expansionary fiscal policy at the centre and increasing
capital expenditure at the central as well as state Government
levels.

While all these have been clear positives, what has cast a
shadow on the economy again has been the resurgence of the
pandemic in many parts of the country, resulting in partial or
complete lockdowns. The mitigating factor has been the arrival
of the vaccine and the decision to step up the vaccination drive
by making all those over 18 years eligible for taking the vaccine.
The Government has invited more manufacturers from abroad
to come to India to boost supply in the country.

In this uncertain environment, your Bank continued on its growth
path by conducting its business responsibly and reinforcing its
commitment to the environment and community at large.

Financial Parameters

Your Bank recorded an improvement in a majority of its key
financial parameters, largely due to its prudent credit evaluation
of targeted customers and diversified loan book across
customer segments, products, and sectors. Managing risk-
return decisions with discipline also contributed to the Bank’s
performance. Net Profit at ¥ 31,116.5 crore went up by 18.5
per cent. Net Interest Income at ¥ 64,879.6 crore rose 15.5 per
cent. Net Interest Margin remained stable at 4.1 per cent. Gross
Non-Performing Assets (NPAs) at 1.32 per cent were among the
lowest in the industry.
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GNPA social initiatives. This, of course, will not be possible without

1.32 per cent

Among the lowest in the industry

Parivartan
Your Bank continued to transform lives through its umbrella CSR
brand, Parivartan, which denotes change.

The Bank believes that businesses can only prosper if the
communities in which they operate prosper as well. This belief
has inspired its social initiatives, which have potentially made a
difference to the lives of over 8.5 crore people, predominantly
in rural India. Driving this change is the Sustainable Livelihood
Initiative (SLI) team, which employs about 10 per cent of the
Bank’s workforce and works exclusively on improving livelihood
opportunities. The ‘Teaching-The-Teacher’ initiative has
impacted over 2 crore students since inception. The Holistic
Rural Development Programme has touched another 20 lakh
people across more than 1,970 villages. Having an umbrella
brand enables the Bank to lend a sharper focus to these efforts.
Your Directors are also happy to report that your Bank met the
mandatory CSR expenditure through a spend of ¥ 634.91 crore.
The Bank contributed ¥ 70 crore towards Prime Minister's CARES
Fund to support the Government’s fight against the COVID-19
pandemic.

CSR spend

3 634.91 crore
in FY 2020-21

For further details on Parivartan please refer to page 88.

Summary

In FY 2021-22, the pandemic and vaccination drive are critical
factors for the pace of economic recovery. In the near-term, the
resurgence of COVID-19 cases across the country does pose
a risk to the pace of economic recovery but the absence of a
national lockdown is a positive. This, of course, poses challenges
for your Bank in the short run.

In the long run, the market in the post-pandemic recovery period
presents tremendous opportunities, given the under-penetration
of banking services in the country. Your Bank is well positioned
to capitalise on these opportunities, given the strength of its
major franchises. It is also poised to make a greater contribution
to bridge the urban-rural divide - be it through its business or

the contribution of the ever-growing family of over two lakh
employees (including those of the subsidiaries) across the
country, who remain at the forefront of taking your Bank forward
every day.

Your Directors would like to especially thank those who went
well beyond their call of duty during the COVID-19 pandemic
to keep your Bank functioning. Many of them soldiered on
despite the loss of loved ones. During the year, we also lost a
few of our colleagues. While we have structured a compensaton
package for the families of the deceased, no word or action can
adequately convey our sorrow.

Your Directors would also like to place on record that we did
not reduce salaries during this trying period. Your Bank paid
bonuses and increments on time in the year under review and
followed the normal promotion cycle. It is doing the same this
year as well.

Mission and Strategic Focus

Your Bank’s mission is to be a ‘World-Class Indian Bank’. Its
business philosophy is based on five core values: Customer
Focus, Operational Excellence, Product Leadership, People and
Sustainability. Sustainability should be viewed in unison with
Environmental, Social and Governance performance. As a part
of this, your Bank, through its umbrella CSR brand Parivartan,
seeks to bring about change in the lives of communities mainly
in rural India.

During the year under review, the bank did not lose its human
touch but continued building sound customer franchises across
distinct businesses to achieve healthy growth in profitability
consistent with your Bank’s risk appetite.

In line with the above objective, the Bank aims to take digitalisation

to the next level to:

e Deliver superior experience and greater convenience to
customers

e Increase market share in India’s growing banking and financial
services industry

e Expand geographical reach
e Cross-sell the broad financial product portfolio

e Sustain strong asset quality through disciplined credit risk
management

e Maintain low cost of funds
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Your Bank remains committed to the highest levels of ethical standards, professional integrity, corporate governance, and regulatory
compliance, which is articulated in its Code of Conduct. Every employee affirms to abide by the Code annually.

Summary of Financial Performance
[ crore)

For the year ended / As on

Particulars

March 31, 2021 March 31, 2020
Deposits and Other Borrowings 1,470,547.5 1,292,130.8
Advances 1,132,836.6 9,93,702.9
Total Income 146,063.1 1,38,073.5
Profit Before Depreciation and Tax 42,961.4 37,803.0
Profit After Tax 31,116.5 26,257.3
Profit Brought Forward 57,492.4 49,223.3
Total Profit Available for Appropriation 88,608.9 75,480.6
Appropriations
Transfer to Statutory Reserve 7,779.1 6,564.3
Transfer to General Reserve 3,111.6 2,625.7
Transfer to Capital Reserve 2,291.7 1,123.8
Transfer to / (from) Investment Reserve 61.7 -
Transfer to / (from) Investment Fluctuation Reserve 1,712.0 1,134.0
Dividend (including tax / cess thereon) pertaining to previous year paid during - 4,893.4
the year, net of dividend tax credits
Special dividend (including tax/cess thereon) - 1,646.9
Balance carried over to Balance Sheet 73,652.8 57,492.5

Dividend

The RBI, vide notification dated December 4, 2020, stated that in view of the ongoing stress and heightened uncertainty on account
of COVID-19, banks should continue to conserve capital to support the economy and absorb losses. The notification also stated
that in order to further strengthen the banks’ balance sheets, while at the same time support lending to the real economy, banks
shall not make any dividend payment on equity shares from the profits pertaining to the financial year ended March 31, 2020.
Your Bank did not declare dividend for the financial year ended March 31, 2020.

Given that the current ‘second wave’ has significantly increased the number of COVID-19 cases in India and uncertainty remains,
the Board of Directors of the Bank, at its meeting held on April 17, 2021, had considered it prudent to not propose dividend for the
financial year ended March 31, 2021, and decided to re-assess the position based on any further guidelines from the RBI in this
regard. Subsequently, RBI has, on April 22, 2021 vide its Circular mentioned that banks may pay dividend on equity shares from
the profits for the financial year ended March 31, 2021, subject to the quantum of dividend being not more than fifty per cent of the
amount determined as per the dividend payout ratio prescribed in paragraph 4 of the May 4, 2005 circular of RBI. In view of this
RBI Circular, the Board of Directors of the Bank, at its meeting held on June 18, 2021, has recommended a dividend of ¥ 6.50 per
equity share of ¥ 1/- each, for the financial year ended March 31, 2021. This translates to a Dividend Payout Ratio of 11.5% of the
profits for the financial year ended March 31, 2021.

In general, your Bank’s dividend policy, among other things, balances the objectives of rewarding shareholders and retaining capital
to fund future growth. It has a consistent track record of dividend distribution, with the Dividend Payout Ratio ranging between 20
per cent and 25 per cent, which the Board endeavours to maintain.

The dividend policy of your Bank is available on your Bank’s website: https:/vi.hdfcbank.com/htdocs/common/pdf/corporate/
Dividend-Distribution-Policy.pdf
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Ratings

Instrument

Rating

Rating Agency

Comments

Fixed Deposit Programme

CARE AAA (FD)

CARE Ratings

Instruments with this rating are considered to have the
highest degree of safety regarding timely servicing of
financial obligations. Such instruments carry the lowest
credit risk.

IND tAAA

India Ratings

Instruments with this rating are considered to have the
highest degree of safety regarding timely servicing of
financial obligations. Such instruments carry the lowest
credit risk.

Certificate of Deposits
Programme

CARE A1+

CARE Ratings

Instruments with this rating are considered to have very
strong degree of safety regarding timely payment of
financial obligations. Such instruments carry the lowest
credit risk.

IND A1+

India Ratings

Instruments with this rating are considered to have very
strong degree of safety regarding timely payment of
financial obligations. Such instruments carry the lowest
credit risk.

Long Term Unsecured,
Subordinated
(Lower Tier 2) Bonds

CARE AAA

CARE Ratings

Instruments with this rating are considered to have the
highest degree of safety regarding timely servicing of
financial obligations. Such instruments carry the lowest
credit risk.

IND AAA

India Ratings

Instruments with this rating are considered to have the
highest degree of safety regarding timely servicing of
financial obligations. Such instruments carry the lowest
credit risk.

Infrastructure Bonds

CARE AAA

CARE Ratings

Instruments with this rating are considered to have the
highest degree of safety regarding timely servicing of
financial obligations. Such instruments carry the lowest
credit risk.

CRISIL AAA

CRISIL

Instruments with this rating are considered to have the
highest degree of safety regarding timely servicing of
financial obligations. Such instruments carry the lowest
credit risk.

Additional Tier | Bonds
(Under Basel IlI)

CARE AA+

CARE Ratings

Instruments with this rating are considered to have high
degree of safety regarding timely servicing of financial
obligations. Such instruments carry very low credit risk.

CRISIL AA+

CRISIL

Instruments with this rating are considered to have high
degree of safety regarding timely servicing of financial
obligations. Such instruments carry very low credit risk.

IND AA+

India Ratings

Instruments with this rating are considered to have high
degree of safety regarding timely servicing of financial
obligations. Such instruments carry very low credit risk.

Tier Il Bonds
(Under Basel Ill)

CARE AAA

CARE Ratings

Instruments with this rating are considered to have the
highest degree of safety regarding timely servicing of
financial obligations. Such instruments carry the lowest
credit risk.

CRISIL AAA

CRISIL

Instruments with this rating are considered to have the
highest degree of safety regarding timely servicing of
financial obligations. Such instruments carry the lowest
credit risk.

HDFC Bank Limited | Integrated Annual Report 2020-21

127



r-
(ol

Directors’ Report

Issuance of Equity Shares and Employee
Stock Option Scheme (ESOP)

As on March 31, 2021, the issued, subscribed and paid up capital
of your Bank stood at % 5,512,776,482/- comprising 5,512,776,482
equity shares of ¥ 1/- each. Further, 29,490,022 equity shares of
face value of % 1/- each were issued by your Bank pursuant to the
exercise of Employee Stock Options (ESOPs). (For information
pertaining to ESOPs, please refer Annexure 1 to the Directors’
Report).

Capital Adequacy Ratio (CAR)

As on March 31, 2021, your Bank’s total CAR, calculated as
per Basel lll capital regulations, stood at 18.8 per cent, well
above the regulatory minimum requirement of 11.075 per cent,
including a Capital Conservation Buffer of 1.875 per cent and an
additional requirement of 0.20 per cent on account of the Bank
being identified as a Domestically Systemic Important Bank.
Tier | Capital was at 17.6 per cent as of March 31, 2021.

Total CAR
18.8 per cent

well above regulatory minimum requirement
of 11.075 per cent

Management Discussion and Analysis
Macroeconomic and Industry Developments
The Indian economy contracted sharply in FY 2020-21 in the
wake of the global pandemic, with GDP contracting by 7.3 per
cent in FY 2020-21 as compared to a 4.0 per cent growth in
FY 2019-20. To recall, the World Health Organization declared
on March 12, 2020 that the virus is a pandemic. On March 23,
2020, the Government of India ordered a nationwide lockdown
for 21 days, which got further extended till May 31, 2020 with
some relaxations. India enforced one of the strictest lockdowns
at an early phase of rising cases to limit the spread of the virus.
Daily COVID-19 cases peaked in September touching a high of
~98,000 and easing to ~8,600 in early February 2021, due to
introduction of social distancing norms, localised lockdowns and
containment measures.

The Government and the Reserve Bank of India (RBI) announced
a host of measures to cushion the direct impact of the lockdown
on the economy. This helped GDP growth come off its low of
-24.4 per cent in Q1 and -7.4 per cent in Q2 to +0.5 per cent in
Q3 and +1.6 per cent in Q4 2020-21. Looking at the internals,
agriculture growth continued to remain positive (registering a
growth of 3.6 per cent in 2020-21) due to the relative insulation of
the rural sector from the virus. Manufacturing growth contracted
by 7.2 per cent in 2020-21. However, the sector showed signs
of recovery in H2 2020-21 - with a contraction of 18.7 per cent
in H1 2020-21 but picked upto + 1.6 per cent in Q3 and +
6.9 per cent in Q4. Service sector remained a laggard with a
contraction of 8.4 per cent in 2020-21. Domestic demand began
to show green shoots in the second half of the year as activity
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resumed. Private consumption indicators such as production
of consumer durables and non-durables gathered pace in Q3
along with passenger vehicle (PV) sales that turned green in H2
FY21. Encouragingly, GST collections rose to ¥ 1.23 trillion in
March 2021, averaging % 1.13 trillion in H2 FY21 as compared to
an average collection of ¥ 0.76 trillion in H1 FY21.

The Government announced a stimulus package of % 20 trillion
in five different tranches in FY 2020-21 to provide support to
1) the MSMEs and the NBFCs via a credit guarantee scheme
and liquidity support 2) migrant labourers via direct spending and
generating employment via enhanced allocation to MNREGA
3) small traders, vendors and farmers via loan facilities and 4)
announced structural reforms across sectors like coal, power,
agriculture, etc.

On the monetary policy side, the RBI also took a number of steps
to provide liquidity and enhance credit flow in the system. The
RBI delivered a total rate cut (repo) of 115 basis points (bps) since
February 2020, taking the repo rate down to 4.0 per cent. The
central bank also took a slew of measures to address liquidity
constraints such as the announcement of the moratorium,
liquidity infusion through TLTRO (Targeted Long Term Repo
Operations) for NBFCs (X 500 billion), liquidity facility of ¥ 500
billion for mutual funds, liquidity support of ¥ 500 billion for all
India financial institutions and a cut in the CRR (Cash Reserve
Ratio) by 100 bps to 3 per cent. These measures helped anchor
borrowing costs in the economy, support credit growth and
cushioned the impact of the disruptions in the financial market.

Looking at the inflation side, CPI inflation averaged 6.7 per centin
H1 FY21 mainly due to higher food prices on account of COVID-
led supply disruptions. Inflation eased below RBI's upper band
of 6.0 per cent from December 2020 to February 2021. In FY
2020-21, the headline inflation averaged 6.2 per cent, above
the RBI’s target range of 4 +/-2 per cent. In FY 2021-22, CPI
inflation rose to 6.3 per cent in May-21 from 4.2 per cent in
Apr-21, breaching the RBI's upper threshold of 6 per cent for
the first time in six months. Apart from higher fuel and food
inflation, a large part of this increase was driven by higher core
inflation, possibly reflecting the impact of second wave related
supply disruptions and a pass through of cost push pressures.
Going forward, we expect inflation to remain above 6 per cent
for the next 3 months. For FY 2021-22, we expect the headline
inflation to average 6.1% led by higher commodity prices and
sticky core inflation.

On the policy front, we expect the central bank to keep its rates
unchanged in FY 2021-22 and maintain an accommodative
stance. The RBI is likely to only gradually reduce the liquidity
surplus in the system once it is confident about the prospects of
growth recovery. The central bank is likely to continue managing
the yield curve, especially the benchmark yield through open
market operations (sterilised and unsterilsed) and the latest
announced G-SAP bond buying programme in order to contain
borrowing costs in the economy and improve transmission.
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On the policy front, we expect the central
bank to keep its rates unchanged in FY 2021-
22 and maintain an accommodative stance.

In the financial sector, the onset of COVID-19 weighed down
on credit growth while the deposit growth remained robust.
In FY 2020-21, the credit growth averaged at 5.9 per cent as
compared to 9.5 per cent y-o0-y in FY 2019-20. A sharp slowdown
in economic activity as reflected by a 7.3 per cent contraction in
GDP weighed on credit demand. On the flip side, deposit growth
improved to 10.9 per cent in FY 2020-21 from 9.9 per cent in FY
2019-20. The improvement in deposit growth could be reflecting
pandemic related saving tendency among individuals. In Apr-
21, while credit growth came in at 5.7 per cent, deposit growth
tracked at 10.3 per cent.

Looking at the credit sectoral level, the weakness was recorded
in the industry sector (large industries) while credit deployment
to personal loans and to services sector rose albeit at a slower
pace. As per the RBI's January 2021 Financial Stability Report,
the GNPA ratio of scheduled commercial banks eased to 7.5
per cent in September 2020 from 9.3 per cent in September
2019. That said, the central bank estimates the ratio to increase
to 13.5 per cent by September 2021. The GNPA could escalate
to 14.8 per cent if the macroeconomic environment worsens
into a severe stress scenario. Heading into FY 2021-22, credit
growth outlook is expected to improve amid improvement in
GDP growth and as liquidity remains comfortable.

For the financial sector, the Government announced the Partial
Credit Guarantee Scheme (PCGS) 2.0 to provide liquidity support
for NBFCs. Under this scheme, the Government provides a
sovereign guarantee for the first 20 per cent loss to the public
sector banks buying AAA and below rated paper issued by the
NBFCs/MFIs/HFCs.

To recall, the stimulus package worth % 20 trillion (10 per cent
of GDP) announced by the Government had a clear focus on
the MSME sector, a key provider of employment in both the
organised and unorganised segments and a critical component
of the domestic industrial supply chain. The MSME sector
that encompasses a wide range of industries had been under
considerable stress for a prolonged period before the incidence
of COVID-19. This made them particularly vulnerable to the
lockdown and its aftermath. The NBFC sector, a major provider
of funding to the MSMEs had also been going through a period
of stress, particularly in its access to finances both from banks
and the market. Thus, the stimulus package focused on the
survival of both MSMEs and NBFCs through the COVID-19 crisis
and also their revival. The critical element of the stimulus was
its attempt to facilitate the flow of credit to both MSMEs directly
and to NBFCs. The Government aimed to do this by reducing
the risk taken by banks and other institutions in lending to them
by providing explicit guarantees either on the entire loan or a
fraction. The guarantees delivered were through Special Purpose

Vehicles (SPVs) in which the Government had initially taken an
equity stake. Thus, for instance, the targeted credit flow of ¥ 300
billion in the form of collateral free loans to the smaller MSMEs
was backed by a 100 per cent Government of India guarantee
given through National Credit Guarantee Trustee Company
(NCGTC). Other measures included creating a fund of funds for
MSMEs, PCGS for NBFCs/MFIs and providing subordinate debt
for stressed MSMEs through a Credit Guarantee Fund Trust.

The direct fiscal spending component (on MNREGA, EPF
support for business and workers, foodgrain supply for migrant
workers and enhancing micro food enterprises among other
things) is relatively low and stands at % 2 trillion or 1 per cent of
GDP. Instead, the broad strategy of the stimulus is to remove
bottlenecks on the supply side for the smaller and labour-
intensive firms to set off a ‘virtuous cycle’ of more viable
operations, increased production and employment, and higher
incomes that would translate into enhanced demand.

The broad strategy of the Government’s
stimulus is to remove bottlenecks on the
supply side for the smaller and labour-
intensive firms to set off a ‘virtuous cycle’
of more viable operations, increased
production and employment, and higher
incomes that would translate into enhanced
demand.

There are non-financial measures as well that aim to benefit
MSMEs. The upward revision of turnover and investment limit
(Micro: turnover increased to X 5 crore, investment increased to
% 1 crore; Small: Turnover increased to ¥ 50 crore and investment
increased to T 10 crore; Medium: Turnover increased to I 100
crore and investment increased to % 20 crore) would help MSMEs
expand operations considerably without fear of losing some of
the fiscal and other benefits that the segment enjoys. In addition
to the aforementioned measures, the Government of India
announced measures to facilitate capex and help businesses.
Measures announced included - guaranteed collateral free
credit support for 26 stressed sectors, ¥ 1.46 lakh crore boost
for Atmanirbhar manufacturing, Production Linked Incentive (PLI)
scheme for sectors such as electronics, textile, telecom, etc. and
additional outlay of ¥ 102 billion towards industrial expenditure,
industrial incentives and development of defence equipment.

From the Government side, trend in capex has also been
encouraging. In FY 2020-21, the Government has spent INR
4.3 trillion on capex, which is a 26.5 per cent y-o-y increase from
FY 2019-20. For the ongoing fiscal year, the Government has
budgeted capex at an 18 year high of 2.5 per cent of GDP. In INR
terms, FY 2021-22 capex is budgeted at INR 5.3 trillion, which
marks an increase of 30.5 per cent from the last year.

In fiscal 2020-21, while export demand dipped by 7.2 per cent,
imports shrank 17.6 per cent, reflecting pandemic related
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disruptions. However, trend in services trade balance was
encouraging. Services trade balance improved to USD 85.1
Billion from USD 80 Billion in FY 2019-20. Taking these factors
into account, we expect current account to record a surplus of
1.0 per cent of GDP in FY 2020-21 vs a deficit of 0.9 per cent in
FY 2019-20. However, on a quarterly basis, we expect current
account to record a deficit of 0.7 per cent in Q4 FY20-21. Foreign
flows remained strong in FY 2020-21 despite initial jitters in the
market. While gross FDI flows improved to USD 81.7 Billlion in
FY 2020-21 as compared to 74.4 Billlion in FY 2019-20, Fll flows
recorded a net inflow of USD 30.3 Billlion vs. a net outflow of
USD 5.1 Billion in the previous year. With robust capital flows
and a surplus in the capital account, we expect BoP surplus to
improve to a record high of USD 100 Billlion in FY 2020-21. Going
ahead, with improvement in domestic demand conditions and
higher commaodity prices, we expect current account to record
a deficit of 1.8 per cent of GDP in FY 2021-22.

As India emerges from the impact of the pandemic in 2021,
it is expected to be one of the fastest growing economies in
the world in FY 2021-22 with GDP growth expected to rise by
9.1 per cent in real terms. We expect the economy to reach
its pre-pandemic output level (2019) by the end of the current
fiscal year. Growth is likely to be supported by higher capex
spending by the Government, recovery in domestic demand
and continued monetary policy support from the RBI. For the
next fiscal year, the pandemic situation and vaccination drive
are critical factors for the pace of economic recovery. In the near
term, the second wave of COVID is likely to weigh on the pace of
recovery in Q1 FY2021-22. However, as the economy begins to
open up, we expect recovery to pick up pace in Q2 FY2021-22
with support from both fiscal spending and continued monetary
accommodation.

We expect the economy to reach its pre-
pandemic output level (2019) by the end of
the current fiscal year. Growth is likely to be
supported by higher capex spending by the
Government

Financial Performance

The financial performance of your Bank during the year ended
March 31, 2021, remained healthy with Total Net Revenue
(Net Interest Income plus Other Income) rising 13.4 per cent
to % 90,084.5 crore from % 79,447.1 crore in the previous year.
Revenue growth was driven by an increase in both Net Interest
Income and Other Income. Net Interest Income grew by 15.5
per cent to ¥ 64,879.6 crore due to acceleration in loan growth
coupled with a Net Interest Margin (NIM) of 4.1 per cent.

Bank’s Net Interest Income

15.5 per cent growth
Due to acceleration in loan growth
in FY 2020-21
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Other Income grew by 8.4 per cent to ¥ 25,204.9 crore. The
largest component was Fees and Commissions at ¥ 16,169.3
crore. Gain on Revaluation and Sale of Investments was
¥ 3,867.0 crore. Foreign Exchange and Derivatives Revenue was
T 2,438.4 crore, and recoveries from written-off accounts were
% 2,148.4 crore. Consequent to the outbreak of the COVID-19
pandemic, the Indian Government announced a lockdown in
March 2020. Subsequently, the national lockdown was lifted
by the Government, but regional lockdowns continue to be
implemented in areas with a significant number of COVID-19
cases. The impact of COVID-19, including changes in customer
behaviour and pandemic fears, as well as restrictions on
business and individual activities, have led to significant volatility
in global and Indian financial markets and a significant decrease
in global and local economic activities. The slowdown during
the year led to a decrease in loan originations, the sale of third
party products, the use of credit and debit cards by customers
and the efficiency in collection efforts. This may lead to a rise
in the number of customer defaults and consequently, an
increase in provisions there against. The extent to which the
CQOVID-19 pandemic, including the current second wave that has
significantly increased the number of cases in India, will continue
to impact the Bank’s results will depend on ongoing as well
as future developments, which are highly uncertain, including,
among other things, any new information concerning the severity
of the COVID-19 pandemic and any action to contain its spread
or mitigate its impact whether Government-mandated or elected
by us.

Operating (Non-Interest) Expenses rose to ¥ 32,722.6 crore
from % 30,697.5 crore. During the year, your Bank set up 354
new branches and 1,186 ATMs / Cash Deposit and Withdrawal
Machines (CDMs). This, along with higher spend on IT, resulted in
higher infrastructure and staffing expenses. Staff expenses also
went up due to employee additions and annual wage revisions.
Further, Deposit Insurance and Credit Guarantee Corporation
(DICGC) premium cost increased due to deposit growth and
rate increase. Despite higher staff and infrastructure expenses,
the Cost to Income Ratio improved to 36.3 per cent from
38.6 per cent.

Cost to Income Ratio

improved to 36.3 per cent
in FY 2020-21

New ATMs/CDMs

1,186
in FY 2020-21

Total Provisions and Contingencies were % 15,702.8 crore as
compared to ¥ 12,142.4 crore in the preceding year. Your Bank’s
provisioning policies remain more stringent than regulatory
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requirements. Total provisions for the fourth quarter of the
financial year included credit reserves relating to the coronavirus
pandemic in the form of contingent provisions of approximately
¥ 1,300.0 crore.

The Coverage Ratio based on specific provisions alone excluding
write-offs was 69.8 per cent and including General and Floating
provisions it was 115 per cent. Your Bank made General
Provisions of ¥ 867.0 crore during the year. Gross Non Performing
Assets (GNPAs) were at 1.32 per cent of Gross Advances, as
against 1.26 per cent in the previous year. Net NPA ratio stood
at 0.40 per cent as against 0.36 per cent in the previous year.

In accordance with the COVID-19 regulatory packages
announced by the RBI on March 27, 2020, April 17, 2020 and
May 283, 2020, your Bank, in accordance with its Board approved
policy, offered a moratorium on the repayment of all instalments
and/ or interest, as applicable, due between March 1, 2020 and
August 31, 2020 to all eligible borrowers classified as standard,
even if overdue, as on February 29, 2020. In respect of such
accounts that were granted moratorium, the asset classification
remained standstill during the moratorium period. Your Bank has
made provisions above the RBI prescribed requirements against
the potential impact of the coronavirus pandemic (based on the
information available at this point in time).

Profit Before Tax grew by 13.8 per cent to ¥ 41,659.0 crore. After
providing for Income Tax of ¥ 10,542.5 crore, Net Profit increased
by 18.5 per cent to ¥ 31,116.5 crore from ¥ 26,257.3 crore. Return
on Average Net Worth was 16.60 per cent while Basic Earnings
Per Share was % 56.58 up from ¥ 48.01.

As on March 31, 2021, your Bank’s Total Balance Sheet stood at
% 1,746,871 crore, an increase of 14.1 per cent over 31,530,511
crore on March 31, 2020. Total Deposits rose by 16.3 per cent
to ¥ 1,335,060 crore from ¥ 1,147,502 crore. Savings Account
Deposits grew by 30.0 per cent to ¥ 403,500 crore while Current
Account Deposits rose by 21.8 per cent to ¥ 212,182 crore. Time
Deposits stood at ¥ 719,378 crore, representing an increase of
8.5 per cent. CASA Deposits accounted for 46.1 per cent of Total
deposits. Advances stood at ¥ 1,132,837 crore an increase of
14.0 per cent. Domestic Loan Portfolio of ¥ 1,111,510 crore grew
by 14.1 per cent over March 31, 2020.

Net Profit

18.5 per cent
Increase in FY 2020-21

Business Review
Your Bank’s operations are split into Domestic and International.

A) Domestic Business comprises the following:
Retail Banking

The Retail Business operated under extremely challenging
circumstances in the year under review. This business is directly
linked to consumption, which slowed down during the lockdown.
As the unlock gathered momentum, the business recovered and
with domestic advances rising 6.7 per cent.

Domestic Retail Deposits grew by 21.1 per cent to ¥ 1,064,684
crore from ¥ 879,145 crore in the preceding year, while Retail
Advances rose 6.7 per cent to ¥ 527,586 crore from T 494,401
crore.

Your Bank continues to be a leader in the auto loans segment
with strong presence in passenger, commercial vehicle and
two-wheeler financing. The first two quarters were impacted
by the lockdown but growth revived in the third quarter and the
momentum continued in the fourth. This enabled your Bank
to close the year at pre-pandemic levels. While there was a
marginal uptick in ticket size in the fourth quarter, growth came
largely on the back of improved distribution.

The Personal Loan Business is also surging back to pre-COVID
levels, and ended the year at ¥ 118,000 crore. About 80 per
cent of the incremental loans were to employees of top rated
corporates with reasonably high disposable income. In the year
under review, the portfolio further improved qualitatively, which
is indicated by an increase in credit scores across segments.

Your Bank also continues to drive value through its digital
platforms, increasing penetration in its internal customer base.
Digitalisation also plays a key role for your Bank in pioneering
various digital loans - 10 second Personal Loan, Digital Loan
Against Shares and Loan Against Mutual Funds. There is
also increased focus in digitisiting processes and customer
touchpoints to better your Bank’s reach to customers across
products.

The Payments Business, where your Bank has a dominant
presence not only acts as a catalyst for cashless transactions
but also spurs consumption. With 3.67 crore debit cards, 1.49
crore credit cards and about 21.34 lakh acceptance points, it
is among the largest facilitators of cashless payments in the
country. Your Bank’s payments business has launched digital
offerings such as Bharat QR Code, UPI, and SMS pay solutions.
It has also pioneered products such as the SmartHub app for
small merchants and DigiPos, which enables traditional PoS
machines to accept digital payments.

HDFC Bank Limited | Integrated Annual Report 2020-21 131



r-
(ol

Directors’ Report

With 3.67 crore debit cards, 1.49 crore
credit cards and about 21.34 lakh
acceptance points, your Bank is among the
largest facilitators of cashless payments in
the country.

In the credit card business, the RBI, through its order dated
December 2, 2020, advised your Bank against sourcing new
credit card customers. Your Bank subsequently recalibrated its
strategy and began selling more to existing customers of the
Bank. Credit cards constitute about 6 per cent of the overall
Bank book.

Credit cards in force
1.49 crore

The Virtual Relationship Management (VRM) programsmme gained
traction during the year under review. Digital or conctacless
banking has become a necessity in the pandemic. Under
VRM, Relationship Managers reach out to customers through
remote and digital platforms, leading to deeper engagement
in a cost-effective manner. As digital literacy and exposure
increases exponentially, VRM is gaining acceptance through
wider engagement, deeper relationships and a complete suite
of products to offer. A banking experience with digital ease and
personalized conversations is at the core of our VRM strategy.
The Virtual Relationship Management practice is an integrated
customer centric approach covering three pillars -Virtual
Relationships, Virtual Sales and Virtual Care.

Meanwhile, your Bank also added 354 branches during the
year, taking the total to 5,608 across 2,902 cities / towns. The
share of semi-urban and rural outlets in the network is 50 per
cent, reflecting our continued focus on penetrating further into
these markets. In addition, your Bank has 15,756 business
correspondents primarily managed by the Common Service
Centres. The number of ATMs / CDMs also increased to 16,087
from 14,901. The total number of customers your Bank catered
to as on March 31, 2021 was over 6.18 crore, up from over 5.60
crore in the previous year.

As you are aware, your Bank operates in the Home Loan Business
in conjunction with HDFC Limited. As per this arrangement, your
Bank sells HDFC home loans while HDFC Limited approves
and disburses them. Your Bank receives sourcing fee for these
loans and, as per the arrangement, has the option to purchase
up to 70 per cent of fully-disbursed loans either through the
issuance of mortgage-backed Pass Through Certificates (PTCs)
or adirect assignment of loans. The balance is retained by HDFC
Limited. The year under review saw a 62 per cent rise over the
previous year in home loans. The increase in demand coupled
with the SOPs in Maharashtra aided the growth in Q4. Your Bank
originated, on an average, ¥ 2,470 crore of home loans every
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month in the year under review and purchased ¥ 18,980 crore
as direct assignment of loans.

Third Party Products

Your Bank distributes Life, General and Health Insurance, and
Mutual Funds (third party products). Income from this business
grew by 27 per cent to ¥ 3,573 crore from X 2,817 crore and
accounted for 22 per cent of Total Fee Income in the year ended
March 31, 2021 compared with 17 per cent in the preceding year.

Insurance

The open architecture adopted by your Bank for insurance
distribution with eight insurers was made more robust by
leveraging more branches and expanding the product bouquet.
Continuing with the digital focus, straight through process
from prospecting to proposal stage was introduced with real
time integration across all insurers. Premium mobilisation in life
Insurance for the year ended March 31, 2021 was ¥ 5,888 crore.

In the Non-Life insurance space, your Bank, along with its
Insurance partners, introduced new and innovative products
and increased customer offerings. All the products offered are
enabled through Netbanking and telesales platforms. Employees
across channels have been trained on the new products and
processes. Manpower has been strengthened across Non-Life
insurers to increase our business in the non-motor insurance
space. Premium mobilisation in General and Health Insurance
grew by 13 per cent over the year earlier to ¥ 2,230 crore.

Retail Advances

6.7 per cent
Growth in FY 2020-21

Wholesale Banking

The Wholesale Banking business was a key growth engine
for your Bank in the year under review. This business focuses
on institutional customers such as the Government, large and
emerging corporates, and SMEs. Your Bank’s strong offerings
include working capital and term loans, as well as trade credit,
cash management, supply chain financing, foreign exchange,
and investment banking services.

The Wholesale Banking business recorded healthy growth,
ending FY 2020-21 with a domestic loan book size of over
T 583,925 crore, recording a growth of 21.7 per cent over the
year earlier. This constituted about 53 per cent of your Bank’s
domestic loans as per Basel Il classification. Your Bank was
able to expand its share of the customer wallet, primarily using
sharper customisation, cross-selling and expanding into greater
geographies. And continuing to lend during the pandemic while
being prudent.
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Loan Book Wholesale Banking Business

21.7 per cent
Growth in FY 2020-21

Corporate Banking, which focuses on large, well-rated
companies, continued to be the biggest contributor to
Wholesale Banking in terms of asset size. This business
ended FY 2020-21 with a domestic loan book size of ¥ 2.98
lakh crore, recording a rise of 23 per cent over the year
earlier. This was thanks to your Bank’s focused outreach
to large corporates and well-rated/blue chip PSUs at the
outset of the pandemic to offer them liquidity. It was able
to do so as it was armed with sufficient cash due to its
strong capital base and balance sheet. Also, post the
TLTRO scheme under which banks could access long-term
debt from the RBI at the repo rate, this only got reinforced.
As per the guidelines of the TLTRO scheme, your Bank
deployed this money in designated sectors like agriculture,
agri-infrastructure, secured retail, MSMEs, and drugs,
pharmaceuticals and healthcare.

This business also continued to capitalise on the trend of
large companies preferring to deal with fewer banks. Your
Bank deepened its existing relationships as well as gained
market share by leveraging its wide product offering. The
Emerging Corporates Group, which focuses on the mid-
market segment, too witnessed significant growth. Your
Bank leveraged its vast geographical reach, technology
backbone, automated processes, suite of financial products
and quick turnaround times to offer a differentiated service,
which has resulted in new customer acquisitions as well as
a higher share of the wallet from existing customers. The
business continues to have a diversified portfolio in terms
of both industry and geography.

Your Bank leveraged its vast
geographical reach, technology
backbone, automated processes, suite of
financial products and quick turnaround
times to offer a differentiated service,
which has resulted in new customer
acquisitions as well as a higher share of
the wallet from existing customers.

In the year under review, the Bank continued its focus
on the MSME sector. There has already been increased
formalisation of the MSME sector due to the adoption of
the Goods and Service Tax (GST). The COVID-19 pandemic
led to the sector experiencing substantial stress, prompting
the Union Government to announce the Emergency Credit
Line Guaratee Scheme (ECLGS), under which your Bank
emerged as a star performer in disbursing credit.

The Investment Banking business cemented its prominent
position in the Debt and Equity Capital Markets. Your Bank
jumped one position to be ranked 2nd in the Bloomberg
rankings of Rupee Bond Book Runners for FY 2020-21,
improving its market share to 17.46 per cent from 13.72 per
cent. Your Bank is actively assisting clients in equity fund
raising and was ranked 6th amongst domestic banks in the
PRIME Database League Tables for IPOs, Rights Issues
and QIPs for FY 2020-21 for private sector issues against
7th for FY 2019-20.

In the Government business, your Bank sustained
its focus on tax collections, collecting direct tax of
¥302,828.78 crore and indirect tax of over ¥ 1,65,741.27 crore
during FY 2020-21. It continues to enjoy a pre-eminent
position among the country’s major stock and commodity
exchanges in both Cash Management Services and Cash
Settlement Services.

Your Bank has been a pioneer in providing Digital Banking
Services to its wholesale banking customers. It was an
early adopter of digital technology through the Corporate
Net Banking Platform, ENet.

Your Bank offers the entire gamut of financial services,
such as payments, collection, tax solutions, Government
business, trade finance services, cash management
solutions and corporate cards through its flagship platform,
besides seamlessly connecting its customers through AP,
S2S (Server to Server) and Host-to-Host services.

Your Bank jumped one position to be
ranked 2nd in the Bloomberg rankings of
Rupee Bond Book Runners for FY 2020-
21, improving its market share to 17.46%
from 13.72%.

Treasury

The Treasury is the custodian of your Bank’s cash/liquid
assets and handles its investments in securities, foreign
exchange and cash instruments. It manages the liquidity
and interest rate risks on the balance sheet and is also
responsible for meeting reserve requirements. The vertical
also helps manage the treasury needs of customers and
earns a fee income generated from transactions customers
undertake with your Bank while managing their foreign
exchange and interest rate risks.

Revenue accrues from spreads on customer transactions
based on trade and remittance flows and demonstrated
hedging needs. Your Bank recorded revenue of ¥ 2,438.4
crore from foreign exchange and derivative transactions
in the year under review. While plain vanilla forex products
were in demand across all customer segments, demand
for derivatives products increased with RBI liberalising
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regulations and allowing Indian banks to participate in Non-
Deliverable Offshore markets.

As part of its prudent risk management, your Bank enters into
foreign exchange and derivatives deals with counterparties
after it has set up appropriate credit limits based on its
evaluation of the ability of the counterparty to meet its
obligations. Where your Bank enters into foreign currency
derivatives contracts not involving the Indian Rupee with
its customers, it typically lays them off in the inter-bank
market on a matched basis. For such foreign currency
derivatives, your Bank primarily carries the counterparty
credit risk (where the customer has crystallised payables or
mark-to-market losses) and may carry only residual market
risk, if any. Your Bank also deals in derivatives on its own
account, including for the purpose of its own Balance Sheet
risk management.

Your Bank maintains a portfolio of Government Securities,
in line with the regulatory norms governing the Statutory
Liquidity Ratio (SLR). A significant portion of these SLR
securities are ‘Held-to-Maturity’ (HTM) category, while
some are ‘Available for Sale’ (AFS). Your Bank is also a
primary dealer for Government Securities. As a part of this
business, your Bank holds fixed income securities as ‘Held
for Trading’ (HFT).

In the year under review, your Bank continued to be a
significant participant in the domestic exchange and interest
rate markets. It also capitalised on falling bond yields to
book profits and is now looking at tapping opportunities
arising out of the liberalisation in the foreign exchange and
interest rate markets.

B) International Business

To address the needs of NRI clients and Indian corporates,
your Bank has opened branches and representative offices
in Manama (Bahrain), Hong Kong, Dubai, DIFC, Abu Dhabi
and Nairobi (Kenya). These offices increase awareness of
your Bank’s brand with existing and prospective clients.
It also has a presence in International Financial Service
Centre (IFSC) at GIFT City in Gandhinagar, Gujarat. This
unit was opened four years ago. Your Bank offers products
such as trade credits, foreign currency term loans including
External Commercial Borrowings (ECBs) and derivatives to
hedge loans. As on March 31, 2021, the Balance Sheet size
of the international business was US$ 6 billion. Advances
constituted 2.78 per cent of your Bank’s Gross Advances.
The Total Income of the overseas branches constituted
0.64 per cent of the Bank’s Total Income for the year. The
numbers may appear small, but what is significant here is
your Bank’s ability to cater to a large and growing Indian
diaspora and maintain its leadership position among the
peer group.
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International Business

US$ 6 billion

Balance Sheet

C) Partnering with the Government
1) CSC Partnership

Your Bank has been closely working with the
Government both at the central and state levels. It
has an equity investment of over 6.5 per cent in CSC
e-Governance Services India Ltd. CSCs, operated
by Village Level Entrepreneurs (VLEs), are the access
points for the delivery of essential public utility
services, social welfare schemes, healthcare, financial,
education and agriculture services, apart from a host
of B2C services to citizens in rural and remote areas
of the country. It is a pan-India network facilitating the
Government’s mandate of a socially, financially and
digitally inclusive society. The Government of India
envisages at least one VLE per 2.54 gram panchayat.
Your bank will use this network to offer retail products
and banking services and further contribute to the
Government’s ‘Digital India’ initiative.

During the year under review, your Bank considerably
strengthened its relationship with CSCs by empanelling
an additional 10,000 plus Business Correspondents
taking the number of such correspondents to 15,756.

2) Start-Up Fund and SmartUp Banking

Under its SmartUp Banking Programme for Start-
ups, your bank crossed the milestone of 16,000
such businesses. It is working with various state
governments and incubators/accelerators to promote
entrepreneurship. MoUs have already been signed with
five state governments and Ministry of Electronics and
Information Technology (MeitY) to enable execution of
the varied aspects of their respective start-up policies.
Your Bank also works with 20+ incubators certified by
the Department of Science and Technology, including
various Indian Institutes of Technology and Indian
Institutes of Management. This year we extended
financial and advisory support to 21 social impact
start-ups in the Ed-tech and skill development sectors.
We are also causing connects through initiatives like
HNI meets along with our partners and mentoring
sessions for our start-up customers with senior
executives of your Bank.
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D) Semi-Urban and Rural

The Semi Urban and Rural markets have always been a
focus of your Bank’s strategy. In the last few years, your
Bank has made a renewed push into the semi-urban and
rural markets as rising income levels and aspirations of
rural customers are leading to demand for better quality
financial products and services. The rural groups in every
department of your Bank work together to tap these
opportunities.

Apart from meeting its statutory obligations under PSL,
your Bank has been offering a wide range of products on
the asset side, such as auto, two-wheeler, personal, gold,
Light Commercial Vehicle (LCV), small shopkeeper loans
in these markets. Now, it plans to increase its coverage of
villages and deepen relationships in existing ones. The semi
urban and rural push has been backed by the bank’s digital
strategy.

Your Bank’s operations in Semi Urban and Rural locations are
explained below:

Agriculture and Allied Activities

Yours Bank’s advances to Agriculture & Allied activities rose
by 10.92 per cent to ¥ 94,977.14 crore for the year ended
March 31, 2021.

The importance of this segment can be understood from the
fact that about 60 per cent of the population is dependent
on agriculture for livelihood. In the year of the pandemic, the
Bank disbursed about ¥ 2,000 crore in line with Government
regulations which benefited over 1.42 lakh farmers.

1.42 lakh

Farmers benefited in the pandemic year

The rural economy which primarily depends on agriculture was
largely insulated from the pandemic. Post July there was month
on month growth in tractor sales thanks to a good monsoon and
healthy cash flow. In FY 2020-21, the domestic tractor industry
grew 25 per cent in terms of units sold on a YoY basis. HDFC
Bank Tractor Loans registered a growth of 55% in FY 2020-21
in terms of no. of units financed. The size of the book has grown
30 per cent YoY crossing ¥ 5,000 crore.

In general the key to your Bank’s success in this market has been
its ability to tap the opportunities through:

- Wide product range
- Faster turnaround time
- Digital solutions

The Bank’s product range includes pre-and post-harvest crop
loans, two-wheeler loans, auto loans, tractor loans, small agri
business loans, loan against gold, among others. This has helped
the Bank establish a strong footprint in the rural hinterland with
its asset products. Apart from advising farmers on their financial
needs, your Bank is increasingly focusing on facilitating various
Government/regulatory schemes such as crop insurance,
Government subsidy / crore guarantee schemes, interest
subvention etc.

The Bank has designed a range of crop and geography-specific
products in line with the harvest cycles and the local needs of
farmers across diverse agro-climatic zones. It has transformed
rural banking services from being product centric to customer
centric.

Products such as post-harvest cash credit and warehouse
receipt financing enable faster cash flows to farmers. Credit
is also offered for allied agricultural activities such as dairy,
pisciculture, and sericulture.

Your Bank’s focus in the rural markets has not just been on
increasing credit offtake, but also on cementing relationships
with customers by empowering them. As part of these efforts,
farmer centers or Kisan Dhan Vikas Kendras have been rolled out
in Punjab, Maharashtra, Uttar Pradesh and Madhya Pradesh. At
these centers, farmers access information on soil health, mandi
prices, and various Government initiatives and also receive
expert advice. These services are also available on the Bank’s
website in vernacular languages. Kisan Dhan Vikas e-Kendra is
one of its kind in the Banking Industry to reach out to the farmers
as one stop solution for all their requirements viz. loan eligibility,
online application facility, training though kiosks, call an expert
facility, soil testing and much more. Your Bank also provides
advisory on weather, cropping and harvesting through SMS.

In line with this, the Bank also launched the e-KISAN Dhan app,
a unique digital app for the Rural/farming community. This is
an exclusive mobile App for all rural banking and agriculture
information needs from HDFC Bank.

This app aggregates crucial information required by the farmers.
There have been about 97,000 downloads of the app.

Multiple needs of the farmers can be serviced such as shopping
of seeds, agro products, information on best practices, weather
alerts, mandi rates, expert advice, Agri news, information on
Government schemes like debt waiver, interest subvention,
crop insurance, godown and livestock centre amongst others.
Another important initiative this year has been the launch of the
‘KGC-Shaurya for the Armed forces personnel/Ex-Servicemen
engaged in farming.

This product program offers a hassle free transaction for the

defence personnel, so that they can avail farming loans under
Kisan Gold Card (based on the KCC guidelines of Government).
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KGC Shaurya weaves a smooth process of addressing the
farming requirements of defence personnel under various
scenarios where loan processes are executed even if the
concerned person is on deputation and is unable to be physically
present for verification. The target customers are from the Army,
Navy and Air Force, Personnel of Para Military Forces like BSF,
ITBP, CRPF, Coastal Guards, CISF and Assam/J&K Rifles owning
agricultural lands either in their own names or the names of their
family members.

Digitising Milk Procurement: This initiative brings transparency
in the milk procurement and payment process, which benefits
both farmers and dairy societies. Multi-function Terminals (MFTs),
popularly known as Milk-to-Money ATMs, are deployed in dairy
societies. The MFTs link the milk procurement system of the dairy
society to the farmer’s account to enable faster payments. MFTs
have cash dispensers that function as standard ATMs. Payments
are credited without the hassles of cash distribution. Further,
this process creates a credit history which can then be used
for accessing bank credit. Apart from dairy and cattle loans,
customers gain access to all the Bank’s products including
digital offerings such as 10 Second Personal Loans, Kisan Credit
Card, Bill Pay, and Missed Call Mobile Recharge. So far, your
Bank has digitized payments at over 1,315 milk co-operatives
across 21 states, benefiting more than 5.08 lakh dairy farmers.

The Dairy business as a whole witnessed a 46 per cent year
on year growth in disbursements and 54 per cent in the book.

Substituting Moneylenders: Your Bank is slowly making
inroads into a market traditionally dominated by the unorganized
sector, moneylenders and pawn brokers. Loans against gold
jewellery grew by over 33 per cent to about ¥ 8,300 crore in
FY 2020-21 from over 6,200 crore in FY 2019-20. The entry of
organized players has increased awareness and transparency.
The availability of the asset and the ease of securing a loan have
made this a convenient and viable credit option.

In FY 2020-21, your Bank added 225 more branches, taking the
total number to 1,000 through which gold loans are distributed.

Social initiatives in Farm Sector: Farm yield and income are
subject to the vagaries of the weather. In addition, factors like
soil health, input quality (seeds and fertilizers), water availability,
and Government policy have significant impact, along with price
realizations and storage facilities. Your Bank has launched a
variety of initiatives to ease the stress on farm income and rural
households.

Over the last few years, several parts of the country have
been severely impacted by natural calamities such as drought,
unseasonal rains, hailstorms, floods and the pandemic. Within
regulatory guidelines, your Bank has been providing relief to the
impacted farmers. It also has put in place systems designed to
enable direct benefit transfers in a time-bound manner.
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Lending to the agriculture sector, including to small and marginal
farmers, is a regulatory mandate as part of priority sector lending
requirements. This segment has inherent credit risks. Your
bank has taken various initiatives to navigate the changing agri-
lending trend. It has also taken steps pertaining to delinquency
management like root-cause analysis of critical locations, close
monitoring of delinquency, prioritisation-based recovery strategy,
system automations. The Bank has leveraged its extensive
knowledge of rural customers to create as well as deliver
products and services at affordable price points and with quick
turnaround time. This has enabled the Bank to establish a strong
footprint in the rural geographies, which it has now leveraged to
increase its penetration of liability products. Further, your Bank is
building a segment-specific approach like funding to horticulture
clusters, supply chain finance, agribusiness, MSMEs and dairy
farmers. It also continues to engage closely with farmers to
mitigate risks and protect portfolio quality.

Micro, Small and Medium Enterprises (MSME)

The MSME sector serves as an important engine for economic
growth and is one of the largest employers in the economy.
Advances to the MSME and Trader and Wholesaler segment
as on March 31, 2021 stood at ¥ 2,01,833 crore as against
¥ 1,59,107.93 crore a year ago. Your Bank’s advances to the
Micro Enterprises alone stood at ¥ 60,846.03 crore.

The MSME sector was one of the sectors identified for special
support by the Government and the RBI during the pandemic
through various schemes.

Your Bank has ensured support for its customers through these
schemes. Be it helping them avail of the interest moratorium
or the Funded Interest Term Loans. And above all, loans under
ECLGS Scheme. On the interest and principal moratorium 1
and 2 schemes, your Bank ensured complete coverage of
this scheme to its existing customers as per the terms and
conditions announced by the Government. Digital applications
were accepted through the Bank’s website and straight through
processing was done to smoothen the process and ensure faster
delivery. Your Bank also emerged as a star performer under the
ECLGS 1.0 and 2.0 schemes. It disbursed loans amounting to
T 29,622 crore to over 1.23 lakh customers. This swift support
enabled existing customers to meet their operational liabilities
and helped in the smooth functioning of their businesses.

ECLGS schemes - loan disbursements

3 29,622 crore

Over 1.23 lakh customers

The silver lining has been that the pace of digitisation among
MSMEs has gained further momentum. This will not only help
the pace of disbursement but also increase transparency in the
sector. The process started with Government’s digitisation push
and the adoption of GST, which resulted in easy availability of
data for banks regarding cash flows of these companies.
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The SME portal continues to offer ad hoc approvals,
pre-approved TODs on an STP basis to existing customers.
They can request top-up of loans and submit the required
documents online. The SME portal also helps customers access
your Bank’s services related to sanctioned credit facilities 24/7
from anywhere.

On the trade side, your Bank’s focus has been on customer
engagement for increasing the penetration of Trade on Net
applications. This is a complete enterprise trade solution for
customers engaged in domestic as well as foreign trade, enabling
them to initiate online requests and track them seamlessly,
resulting in reduced time and costs.

Taking Banking to the Unbanked

Your Bank is fully committed to taking banking to the remotest
parts of the country through a combination of an extensive
physical network and a robust digital suite of products and
services. Today, about half of your Bank’s outlets are located
in rural and semi-urban areas. Your Bank also offers last mile
access through mobile applications such as BHIM, UPI, USSD,
Scan and Pay, and RuPay enabled Micro-ATMs.

To bring more under-banked sections of the population into
formal financial channels, your Bank has opened over 25.39 lakh
accounts under the Pradhan Mantri Jan Dhan Yojana (PMJDY)
and enrolled 35.67 lakh customers in social security schemes
since inception. We now rank among the leading private sector
banks in this regard. Under Pradhan Mantri Garib Kalyan Yojana
package, an amount of ¥ 500 per month each for April 2020,
May 2020 and June 2020 has been credited to 14.13 lakh women
PMJDY account holders under direct benefit transfer during the
COVID-19 pandemic. In the year under review, loans to the tune
of ¥ 5,5631.98 crore to 8.94 lakh beneficiaries were extended
under the Pradhan Mantri Mudra Yojana (PMMY) and nearly
% 82.60 crore to 388 beneficiaries under the ‘Stand up India’
scheme to Scheduled Caste, Scheduled Tribe and women
borrowers. Your Bank also has actively supported PM Street
Vendor’'s AtmaNirbhar Nidhi (PMSVANIDHI) a special scheme
under micro-credit facility for street vendors with a collateral free
affordable term loan of ¥ 10,000 for 1 year, where your bank has
disbursed ¥ 10,000 each to 3,157 street vendors to support them
during the pandemic and have also educated the street vendors
for using digital mode for making financial transactions.

Sustainable Livelihood initiative

This is primarily a social initiative with elements of business.
It entails skill training, livelihood financing, and creating market
linkages. (Please refer to page 95 for details)

¥ 10,000 disbursed to each person under
PMSVANIDHI scheme

3,157

Street vendors benefitted

E) Environmental Sustainability

Banking by the very nature of its business, is environment-
friendly. During the year under review, your Bank has gone a little
further. The Bank has undertaken several initiatives to reduce
its Scope | and Scope Il emissions and energy consumption in
line with its set targets. To encapsulate your Bank’s philosophy,
maintaining a balance between natural capital and communities
is now integral to our functioning.

To this end, our ATMs have gone paperless, contributing to
a reduction of the carbon footprint. Your Bank has given this
effort a further fillip by ensuring multi-channel delivery through
NetBanking, Phone Banking, and Mobile Banking. This results
in lower carbon emission not just from operations, but also
from reduced customer travel. We have installed rooftop solar
panels in some of our large offices to supplement grid power
with renewable energy.

(Please refer to Annexure 2 of this report for disclosures
pertaining to CSR as required under the relevant Rules)

F) Business Enablers

1) People Transformation
In a year which has seen the worst humanitarian and health
crisis of the century, your Bank has continued to show
buoyant growth and resilience due to the commitment and
tenacity of its people.

This year, your Bank, being in the essential services sector,
had to strike a delicate balance between ensuring the
health and safety of its employees while at the same time
ensuring that banking operations continued unhindered.
As an immediate response to the COVID-19 crisis, every
effort was made to transition large sections of the employee
base to ‘Work from home’. However, there were also several
employees who had to continue to attend office physically
as branches and ATMs continued to be functional during the
lockdown. Hence a two-pronged approach was taken viz.
a) Measures to ensure health and safety of employees who
were physically required to attend office and b) Transition
support to new ways of working to those who were working
from home. The focus of the actions has been along three
dimensions: a) Physical well-being, b) Psychological well-
being and c) Social well-being.

The entire employee awareness and support campaign
under the aegis of #HumHaarNahinMaanenge’ and ‘HDFC
Bank Cares’. which was initiated during the initial wave of
the pandemic continues to run even now as we battle the
second and more serious wave of the pandemic in India. The
campaign also focused on building employee morale and
resilience during this period of crisis. Your Bank’s internal
communication channel ‘Our World’, which is accessible
to all employees, was leveraged to ensure all relevant
communication reached employees through a single
channel. This was in addition to regular communication
over emails.

HDFC Bank Limited | Integrated Annual Report 2020-21 137



r-
(ol

Directors’ Report

Strengthening our Communication Channels: We
strengthened the ‘structured’” Employee Connect on the
ground by our HR business partners to enable any urgent
support to employees. A ‘We Care’ survey was rolled out
during April 2020 to assess employee well-being at the
start of the pandemic. This enabled employees who were
operating in far-flung locations across the length and breadth
of the country to reach out and seek help for themselves and
their family members. Employees who needed medical help
were connected with doctors and guided further on medical
assistance. This was basis the Bank’s tie ups for medical
insurance.

24*7 access to Doc on Call facility and Counselling facility
was provided to employees and their families to seek
immediate medical guidance over a quick phone call
during a crisis. Mental health issues due to stress have also
increased globally during the pandemic. The counselling
facility enabled employees to seek help while being assured
of confidentiality.

Resource Support: Several wellness related online
videos were made available to employees to support their
physical and mental well-being. Yoga sessions and online
fitness challenges like Stepathalon etc. were conducted. An
awareness campaign around building immunity practices
and talks by psychologists to manage anxiety were also
made available in the e-mode. We recognise the critical
role played by managers in ensuring high engagement
levels amongst employees during this transition. Hence,
resources to enable managers realign themselves to
managing their teams in a remote working environment
have also been a key focus area.

Your Bank has also put in place several measures to
support employees who have been required to attend office
in person in branches or at Central offices.

This includes temperature screening and providing an
adequate stock of sanitisers for those coming to work.
Rostering enables people to follow social distancing norms.
Detailed guidelines and advisory on ‘Do’s and Don’ts’ at
the workplace - have been circulated. Timely sanitisation
and fumigation measures and periodic deep cleaning are
being ensured. Strict norms for quarantine procedures, in
case self or family members are found positive, are being
adhered to.

As the first wave receded and a larger set of employees
started coming to office physically, a detailed ‘Return to
Work’ handbook ensured ready availability of guidelines to
employees.

Social Wellness: We recognise that all through the harsh
period of lockdown and social distancing, a key human
need to bond and socialise with fellow colleagues has been
left unfulfilled. This can result in considerable psychological
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stress. So, several employee connect initiatives were
recalibrated to a digital mode to bring in the much needed
social bonding and recreational element at work. Your
Bank’s annual talent competition ‘Hunar’ was run digitally
and several new initiatives like Festive Webinars, a Digital
Voice Hunt, online photography contests etc. were
introduced. Effort was also made to bring in family members
of the employees within the umbrella of these initiatives.
Unigue participants to each programme aggregated to
more than 44,000 employees.

Policy and processes to support remote working and
impacted employees have been put in place. Employees
affected by the coronavirus can take special leave until
they recover over and above the regular leaves available
to them. Detailed guidelines on availing staff medical
insurance have been circulated. We have also extended
the medical insurance benefit for expenses incurred during
home quarantine. Your Bank is also reimbursing the cost
of vaccination for employees and their dependents. With
the rising number of cases in the second wave, we are
putting in place tie-ups through which employees can have
ready access to quarantine and medical care facilities for
themselves and their families.

All of the above have been designed to support employees
and their families navigate through the crisis. We have also
continued to pay regular salaries to all employees and also
ensured annual increments, bonus and promotions in line
with the usual cycle followed in your Bank. There have
been no lay-offs and the sense of security instilled amongst
employees has gone a long way in ensuring a high level of
employee engagement.

During the initial phase of the lockdown, your Bank focused
on utilising the available productive time of employees in
skill building and learning certifications. To enable this,
the entire learning architecture was made available in a
digital mode on a war footing. Innovative ways of imparting
learning to a remote workforce were explored and
appropriate certifications based on business need were
made available in a digital mode. As many as 33 lakh+
learning certifications were completed with more than one
lakh employees completing at least one certification.

We recognise that an essential quality
which has helped your Bank and its

large employee base spread across
geographies respond so well to the crisis
is a culture which is highly resilient and
deeply rooted in what we know as the
‘HDFC Bank way’ of doing things.
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We recognise that an essential quality which has helped
your Bank and its large employee base spread across
geographies respond so well to the crisis is a culture which
is highly resilient and deeply rooted in what we know as
the ‘HDFC Bank way’ of doing things. To this end, your
Bank has embarked on a conscious journey of a Culture
Transformation which is enshrined along with the critical
leadership tenets of ‘Nurture, Care and Collaborate’.

A large scale organisation transformation which is
leader-led, with interventions designed to reach every
supervisor in the Bank across every remote geographical
location, is an ambitious goal which we have set for
ourselves This is expected to result in an engaged
workforce which in turn will be a source of competitive
advantage. A blend of interventions based on the 70:20:10
principle ranging from fireside chats with leaders, video
messages, on the job activities have been incorporated
into this which will run well into the coming year as well.
A culture based on the ethos of ‘Nurture, Care, Collaborate’
pre-supposes the existence of an inclusive culture. A video-
based campaign under the aegis of ‘Valuing Differences’
was launched to create awareness on inclusion.

In addition, we have continued to focus on creating the
building blocks of an institutionalised approach to talent
management in the Bank. This year was witness to several
initiatives aimed at strengthening the talent pipeline and
putting in place clearly visible succession plans for 100+
senior leadership positions. Detailed talent review meetings
in order to have a formal, unified, organisation-wide view
of talent and chalking out focused development plans
which started last year, have been now recalibrated to a
virtual set-up. It is now being institutionalised. as a defined
practice. Focus is now on creating technology enablers
which will help deepen this process across your Bank.
Likewise, the availability and identification of successors to
senior leadership positions has been a key focus area. The
emphasis will now be on ensuring required developmental
inputs to ensure high level of readiness.

SPARK was a structured Leadership Development initiative
for 100+ senior leaders which was delivered in conjunction
with a globally acclaimed partner. It was developed
basis detailed discovery workshops with the senior
leadership and was delivered in a blended format, which
included self-discovery through rigorous psychometrics
and individualised coaching sessions, fireside chats and
state-of-the-art courseware for self-paced learning. This
is the first step towards building a structured approach to
leadership development, catering to varying needs across
different leadership levels.

The focus on building a talent pipeline at the entry level
through the job-ready model termed ‘Future Bankers
Program’, created in partnership with the Manipal Global
Academy of BFSI, has done well. There have been 1500+
enrolments into the programme pan-India and candidates
from the initial batches have been successfully absorbed
into full time roles after an internship with your Bank.

Your Bank was at the seventh place in the Business Today
list of India’s Coolest Workplaces.

2) Information Technology

New Ways of Banking

In the last year, the global pandemic has changed the way

India banks. Digital banking has become a way of life and

your bank has been taking consistent steps to ensure a

smooth and safe customer experience. In the new normal,

your Bank has introduced new ways to bank, such as:

° Insta Account Opening: This allows instant account
opening with just a mobile, Aadhaar and PAN numbers

e Video KYC: Automation of KYC process through
video calling from the comfort and safety of a
customer’s home

Strengthening Technology Infrastructure

Digital Products are only as strong as the infrastructure
supporting them. In the last 12 months, your Bank has
taken multiple steps to ensure robust, scalable and secure
technology.

Some key initiatives include:

e  Capacity for UPI has been tripled: Your Bank has
successfully managed over 23 lakh transactions in an
hour. It is ranked among the top in the published NPCI
dashboard of UPI Performance Metrics

e  Technical declines are down with the average uptime
for customers at 99.91 per cent in the year under
review

° Net Banking and Mobile Banking capacity has been
doubled to manage 90,000 users concurrently; a
significant step as most of our customers now rely on
our digital channels for banking needs

e Your bank has migrated core Data Centres in
Bengaluru and Mumbai to state-of-the-art facilities

° Disaster Recovery drills have been completed for
all critical payment systems. This has reinforced our
capability to switchover in less than 45 minutes when
needed
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e  Significant upgrades in Network and Security
infrastructure to support our exponential growth in
digital transactions

Transactions managed in an hour

23 lakh+

Technology Issues and Solutions
Your Bank faces technology challenges and humbly
accepts It and is actively working towards resolving it.

Things however have to be seen in perspective. Your Bank
could not have become a leading player in the space,
grown its market share across business segments (y-0-y)
and serviced millions of customers in real time without a
strong technology backbone.

In the last 28 months, your Bank has experienced five
instances of downtime. Every instance has hardened
its resolve to do better. The country has embarked on
a tremendous digitisation drive across all sectors of
the economy. And your Bank is committed to rising to
the occasion and delivering value for all stakeholders
by implementing cutting-edge technology solutions.
This transformation is an ongoing journey. Some of the
technology transformation will be implemented with
strategic long-term objectives such as adopting the latest
best-in-class technology.

Your Bank also has ambitious growth plans. In this
context, it has embarked on a scale changing technology
adoption and transformation agenda. Our aim is to ‘Keep
Systems ALWAYS ON. ALWAYS SECURE. AND PERFORM
at SCALE’. Some of the specific initiatives that we have
embarked on in our Technology Transformation Agenda
include: Infrastructure scalability, Disaster Recovery
(DR) resiliency, Security Enhancements and Enhanced
Monitoring Mechanisms.

Your Bank continues to invest in IT products, infrastructure,
services and tools to ensure a seamless banking experience.
Key initiatives like a streamlined Customer Experience Hub
and a modernised and significantly strengthened customer
experience, allowing access to content across channels
and devices, are on the anvil. Your Bank will continue to
innovate and provide an enhanced digital experience so
that your banking needs can be fulfilled in a safe, secure
and convenient manner.

3) Service Quality Initiatives and Grievance Redressal
Customer Focus is one of the five core values of your
Bank. Driven by this core value, your Bank has always
endeavoured to improve customer experience and has
adopted a holistic approach for the same across multiple
channels. This is critical in a highly competitive business
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environment, especially since it has various lines of
businesses. Ensuring product quality and service delivery
becomes vital for business growth. Your Bank desires
to achieve this by seeking customer feedback as well as
benchmarking with best-in-class business entities. Your
Bank invites and reviews the performance on customer
service as well as grievance redressal at different levels
- Branch Level Customer Service Committees (BLCSCs),
Standing Committee on Customer Service (SCCS) and
Customer Service Committee of the Board (CSCB).

Your Bank has adopted a multi-pronged approach to
provide an omnichannel experience to its customers. On
one side, your Bank has traditional touch points like branch
and phonebanking, and on the other side, it has state-
of-the-art platforms like Net Banking, Mobile Banking,
the chatbot Eva offering a wide range of channel choice
to its customers. Your Bank has also improvised on the
relationship based banking programmes. In addition to
the branch based relationship managers, it now has a
Virtual Relationship Manager (VRM) programme to cater
to various financial needs in a personalised manner. Your
Bank has put robust processes in place to regularly monitor
and measure quality of service levels not only at various
touch points but also at a product and process level by
a specialised team called Quality Initiatives Group, which
also works towards implementing strategic initiatives of your
Bank through customer experience management.

As part of its continuous efforts to enhance quality of
service, the Service Quality team carries out regular
reviews, including mystery shopping across various
products/processes/channels by following a structured
calendar. Service Quality reviews span across all customer
touch points like Retail Branches, ATM, PhoneBanking,
NetBanking, MobileBanking, Email Services, Relationship
based banking etc, and cover key service parameters like
adherence of stipulated TAT, complaints reduction and
transactions monitoring to ensure meeting the committed
service levels along with process enhancements.
The effectiveness of the quality of service is reviewed
periodically at different levels, including the Customer
Service Committee of the Board.

Your Bank has provided multiple channels to its customers
to share feedback on its services as well as register their
grievances. It has a Grievance Redressal Policy, duly
approved by its Board, available in the public domain for
ready reference of the customers. Your Bank is at the
forefront of developing innovative financial solutions and
digital platforms. This, coupled with concerted efforts
at creating awareness among customers, has led to
an increase in the use of its digital channels as well as
customer loyalty. Keeping customer interest in focus,
your Bank has formulated a Board approved Customer
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4)

Protection Policy, which limits the liability of customers in
case of unauthorised electronic banking transactions.

Your Bank is on a journey to measure customer loyalty
through a high velocity, closed loop customer feedback
system. This customer experience transformation
programme will help employees empathise better with
customers and improve turnaround times. Branded as
‘Infinite Smiles’, the programme would help establish
behaviours and practices that result in customer-centric
actions through continuous improvements in product,
services, process and policies.

Thanks to these initiatives, your Bank’s customer complaints
for FY 21 decreased by 14.8 per cent to 3,25,786 from
3,82,235 in the previous year.

Risk Management and Portfolio Quality
Traditionally, the key risks that your Bank is exposed to
in the course of its business have been the Pillar 1 risks
- Credit Risk, Market Risk and Operational Risk. Given
the evolving banking landscape, Liquidity Risk and Cyber
Security Risk are also vital. These risks not only have a
bearing on your Bank’s financial strength and operations
but also on its reputation. Keeping this in mind, the
Bank has put in place Board-approved risk strategy
and policies, whose implementation is supervised by
the Risk Policy and Monitoring Committee (RPMC). The
Committee monitors the compliance of risk parameters /
aggregate exposures with the appetite set by the Board.
It ensures that frameworks are established for assessing
and managing various risks faced by your Bank, systems
are developed to relate risk to the Bank's capital level
and methods are in place for monitoring compliance with
internal risk management policies and processes. It guides
the development of policies, procedures and systems for
managing risks. It ensures that these are adequate and
appropriate to changing business conditions, the structure
and needs of your Bank and its risk appetite.

The hallmark of your Bank’s risk management function is
that it is independent of the business sourcing unit with
convergence only at the CEQO level.

The gamut of key risks faced by the Bank which are
dimensioned and managed include:

e Credit Risk including Residual Risk

Credit Concentration Risk

Counterparty Credit Risk

Market Risk

Operational Risk

Liquidity Risk

Interest Rate Risk in the Banking Book

Intraday Liquidity Risk and Intra Day Credit Risk

Model Risk
Technology Risk
Outsourcing Risk
Strategic Risk
Business Risk
Compliance Risk
Reputation Risk

Credit Risk

Credit Risk is defined as the possibility of losses associated with
diminution in the credit quality of borrowers or counterparties.
Losses stem from outright default or reduction in portfolio
value. Your Bank has a distinct credit risk architecture,
policies, procedures and systems for managing credit risk in
both its retail and wholesale businesses. Wholesale lending is
managed on an individual as well as portfolio basis. In contrast,
retail lending, given the granularity of individual exposures, is
managed largely on a portfolio basis across various products
and customer segments. For both categories, there are robust
front-end and back-end systems in place to ensure credit quality
and to minimise loss from default. The factors considered while
sanctioning retail loans include income, demographics, credit
history, loan tenor and banking behaviour. In addition, there are
multiple credit risk models developed and used to appraise and
score different segments of customers on the basis of portfolio
behaviour. In wholesale loans, credit risk is managed by capping
exposures on the basis of borrower group, industry, credit rating
grades and country, among others. This is backed by portfolio
diversification, stringent credit approval processes and periodic
post-disbursement monitoring and remedial measures. Your
Bank has been able to ensure strong asset quality through
volatile times in the lending environment by stringently adhering
to prudent norms and institutionalised processes.

During the COVID-19 pandemic, your Bank followed RBI
directions and granted moratorium, loans backed by Government
guaranteed schemes and also carried out one-time restructuring
of the accounts. Your Bank has been prudent and adaptive in
ensuring higher risk standards and proactively reviewing risk
thresholds keeping in mind the COVID-19 pandemic. Further,
your Bank assessed the potential stress impact of the pandemic
on the credit profile of the Bank basis the available information
accompanied with assumptions and judgemental overlay. As
on March 31, 2021, your Bank’s ratio of Gross Non Performing
Assets (GNPAs) to Gross Advances was 1.32 per cent. Net Non-
performing Assets (Gross Non-Performing Assets Less Specific
Loan Loss provisions) was 0.40 per cent of Net Advances.

Your Bank has a conservative and prudent policy for specific
provisions on NPAs. Its provision for NPAs is higher than the
minimum regulatory requirements and adheres to the regulatory
norms for Standard Assets.
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Digital Lending and Credit Risk

Driven by rapid advancements in technology, digitalisation is
increasingly becoming a key differentiator for customer retention
and service delivery in the banking sector. Digital lending enables
customers to secure loans at the click of a button in a matter of
minutes, if not seconds. However, there are also attendant risks
associated with it and your Bank has put in place appropriate
checks and balances to manage these risks. Such loans are
sanctioned primarily to your Bank’s existing customers. Often,
they are customers across multiple products, thus enabling the
Bank ready access to their credit history and risk profile. This
facilitates evaluation on their loan eligibility. Besides, most of the
credit checks and scores used by your Bank in process-based
underwriting are replicated for digital loans. The Bank has an
independent model validation unit that minutely assesses the
models used to generate the credit scores for such loans. These
models are monitored, reviewed periodically, back tested and
corrective action is taken whenever needed.

Market Risk

Market Risk arises largely from your Bank’s statutory reserve
management and trading activity in interest rates, equity and
currency market. These risks are managed through a well-defined
Board approved Market Risk Policy, Investment Policy, Foreign
Exchange Trading Policy and Derivatives Policy that caps risk in
different trading desks or various securities through trading risk
limits/triggers. The risk measures include position limits, tenor
restrictions, sensitivity limits, namely, PV0O1, Modified Duration
of Hold to Maturity Portfolio and Option Greeks, Value-at-Risk
(VaR) Limit, Stop Loss Trigger Level (SLTL), Scenario based P&L
Triggers, Potential Loss Trigger Level (PLTL), and are monitored on
an end-of-day basis. In addition, forex open positions, currency
option delta and interest rate sensitivity limits are computed
and monitored on an intraday basis. This is supplemented by
a Board-approved stress testing policy and framework that
simulates various market risk scenarios to measure losses and
initiate remedial measures. The Market Risk capital charge of
your Bank is computed on a daily basis using the Standardised
Measurement Method applying the regulatory factors.

Further, owing to the COVID-19 pandemic, your Bank evaluated
the plausible Mark to Market (MTM) impact on the trading
portfolio, assuming judgemental scenario shocks, and undertook
frequent reviews of trading portfolio for optimised deployment of
surplus liquidity within the Bank. It is observed that at the onset
of the pandemic, most of the asset classes became extremely
volatile and the market witnessed significant correction in
equities, weakening of domestic currency, surge in corporate
spreads, etc under extreme risk aversion. Subsequently, both
the global and Indian markets showed a sharp recovery.

Liquidity Risk

Liquidity Risk is the risk that a bank may not be able to meet its
short-term financial obligations due to an asset-liability mismatch
or interest rate fluctuations.
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Your Bank’s framework for liquidity and interest rate risk
management is spelt out in its Asset Liability Management Policy
that is implemented, monitored and periodically reviewed by
the Asset Liability Committee (ALCO). As part of this process,
your Bank has established various Board-approved limits, both
for liquidity and interest rate risks. While the maturity gap and
stock ratio limits help manage liquidity risk, net interest income
and market value impacts help mitigate interest rate risk. This is
reinforced by a comprehensive Board-approved stress testing
programme covering both liquidity and interest rate risk. Due
to the moratorium on loans and advances announced by the
RBI during the COVID-19 pandemic, your Bank has conducted
liquidity stress under an additional stress scenario, assuming
incremental moratorium availed by customers and the stress
gaps were within the internal threshold defined.

Your Bank conducts various studies to assess the behavioural
pattern of non-contractual assets and liabilities and embedded
options available to customers, which are used while managing
maturity gaps. Further, your Bank also has the necessary
framework in place to manage intraday liquidity risk.

The Liquidity Coverage Ratio (LCR), a global standard, is also
used to measure your Bank’s liquidity position. LCR seeks to
ensure that the Bank has an adequate stock of unencumbered
High-Quality Liquid Assets (HQLA) that can be converted into
cash easily and immediately to meet its liquidity needs under
a 30-day calendar liquidity stress scenario. While the RBI had
provided dispensation to maintain the LCR at 80 per cent until
September 30, 2020 and at 90 per cent until March 31, 2021
owing to COVID 19 pandemic, your Bank has consistently
maintained the LCR well above 100 per cent. Based on Basel
[l norms, your Bank’s LCR stood at 137.95 per cent on a
consolidated basis for FY 2020-21.

Liquidity Coverage Ratio

137.95 per cent
on a consolidated basis for FY 2020-21

The RBI has also proposed a minimum Net Stable Funding Ratio
(NSFR) of 100 per cent, which shall be effective from October
1, 2021. The NSFR seeks to ensure that your Bank maintains a
stable funding profile in relation to the composition of its assets
and off-balance sheet activities. As a prudent risk management
practice, your Bank has been monitoring this ratio, and is thus
adequately prepared to meet the RBI mandated requirements.

The accommodative policy stance by the RBI during the pandemic
has resulted in the system liquidity at elevated levels. Your Bank
also had a comfortable liquidity surplus during the year.

Operational Risk
This is the risk of loss resulting from inadequate or failed internal
processes, people and systems or from external events.
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Given below is a detailed explanation under four different
heads: Framework and Process, Internal Control, Information
Technology and Security Practices and Fraud Monitoring and
Control.

a. Framework and Process

To manage Operational Risks, your Bank has in place a
comprehensive Operational Risk Management Framework,
whose implementation is supervised by the Operational
Risk Management Committee (ORMC) and reviewed by
the RPMC of the Board. An independent Operational
Risk Management Department (ORMD) implements the
framework. Under the framework, the Bank has three lines
of defence. The first line of defence is the business line
(including support and operations).

Thefirstline is primarily responsible for managing Operational
Risk on a daily basis, in addition to implementing internal
control-related policies and procedures.

The second line of defence is the ORMD, which develops
policies, procedures, tools and techniques to assess and
monitor the adequacy and effectiveness of your Bank’s
internal controls. In order to achieve the aforesaid objective
pertaining to operational risk management framework, the
ORMC oversees the ORMD with special focus on:
e |dentification and assessment of risks across the Bank
through the Risk and Control Self-Assessment (RCSA)
and Scenario analysis

° Measurement of Operational Risk based on the actual
loss data;

° Monitoring of risk through Key Risk Indicators (KRI)) and

e Management and reporting through KRI, RCSA and
loss data of the Bank.

° Internal Audit is the third line of defence. The team
reviews the effectiveness of governance, risk
management and internal controls within your Bank.

b. Internal Control

Your Bank has implemented sound internal control practices
across all processes, units and functions. It has well laid
down policies and processes for management of its day-to-
day activities. Your Bank follows established, well-designed
controls, which include traditional four eye principles,
effective segregation of business and support functions,
segregation of duties, call back processes, reconciliation,
exception reporting and periodic MIS. Specialised risk
control units function in risk prone products/ functions to
minimise operational risk. Controls are tested as part of the
SOX control testing framework.

c. Information Technology and Security Practices
Your Bank operates in a highly automated environment
and makes use of the latest technologies to support

various operations. This throws up operational risks
such as business disruption, risks related to information
assets, data security, integrity, reliability and availability,
among others. Your Bank has put in place a governance
framework, information security practices and business
continuity plan to mitigate IT-related risks. An independent
assurance team within Internal Audit provides assurance
on the management of IT-related risks.

Your Bank has a robust Business Continuity and Disaster
Recovery plan that is periodically tested to ensure that
it can meet any operational contingencies. There is an
independent Information Security Group that addresses
information security related risks. A well-documented
Board-approved information security policy and cyber
security policy are in place. Your Bank also has a well-
documented crisis management plan in place to address
the strategic issues of a crisis impacting the Bank and
to direct and communicate the corporate response to
the crisis including cyber crisis. In addition, employees
mandatorily and periodically undergo information security
training and sensitisation exercises.

d. Fraud Monitoring and Control
Your Bank has put in place a Whistle Blower and Vigilance
policy and a central vigilance team that oversees the
implementation of fraud prevention measures. Frauds
are investigated to identify the root cause and relevant
corrective steps are taken to prevent recurrence.

Fraud Monitoring committees at the senior management
and Board level also deliberate on material fraud events and
advise preventive actions. Periodic reports are submitted
to the Board and senior management committees.

Compliance Risk

Compliance Risk is defined as the risk of impairment of your
Bank’s integrity, leading to damage to its reputation, legal or
regulatory sanctions, or financial loss, as a result of a failure (or
perceived failure) to comply with applicable laws, regulations and
standards. Your Bank has a Compliance Policy to ensure the
highest standards of compliance. A dedicated team of subject
matter experts in the Compliance Department works with
business and operations teams to ensure active Compliance Risk
management and monitoring. The team also provides advisory
services on regulatory matters. The focus is on identifying and
reducing risk by rigorously testing products and also putting in
place robust internal policies. Products that adhere to regulatory
norms are tested after rollout and shortcomings, if any, are fully
addressed till the product stabilises on its own. Internal policies
are reviewed and updated periodically as per agreed frequency
or based on market actions or regulatory guidelines /actions.
The compliance team also seeks regular feedback on regulatory
compliance from product, business and operation teams through
self-certifications and monitoring.

HDFC Bank Limited | Integrated Annual Report 2020-21 143



Directors’ Report

Cyber Security and Data Risk
Your Bank has robust cyber security measures in place. For
details please refer page 53.

ICAAP

Your Bank has a structured management framework in the
Internal Capital Adequacy Assessment Process (ICAAP) to
identify, assess and manage all risks that may have a material
adverse impact on its business/financial position/capital
adequacy. The ICAAP framework is guided by the Board-
approved ICAAP Policy.

Stress Testing Framework

Your Bank has implemented a Board approved Stress Testing
Policy and Framework which forms an integral part of the Bank’s
ICAAP. Stress testing involves the use of various techniques
to assess your Bank’s potential vulnerability to extreme but
plausible stressed business conditions. The changes in the
levels of Pillar | risks and select Pillar Il risks, along with the
changes in the on and off balance sheet positions of your Bank
are assessed under assumed ‘stress’ scenarios and sensitivity
factors. Typically, these relate, inter alia, to the impact on your
Bank’s profitability and capital adequacy.

In the backdrop of the COVID-19 pandemic, your Bank developed
a topical stress scenario to assess the impact of COVID-19
stress on Credit Risk, Market Risk and Liquidity Risk. The
COVID-19 pandemic crisis has been unprecedented, uncertain
and continuously evolving. Thus the underlying assumptions
and building blocks of the stress methodology get modified
depending upon how the pandemic evolves domestically and
globally. The stress results from this framework are deployed to
ascertain the capital consumption under Pillar Il risks as well as
the overall impact on the capital adequacy of your Bank.

The COVID-19 pandemic crisis has been
unprecedented, uncertain and continuously
evolving. Thus the underlying assumptions
and building blocks of the stress
methodology get modified depending upon
how the pandemic evolves domestically and
globally.

Group Risk

Your Bank has two subsidiaries, HDB Financial Services Limited
and HDFC Securities Limited. The Board of each subsidiary is
responsible for managing their respective material risks (Credit
Risk, Market Risk, Operational Risk, Liquidity Risk, Technology
Risk, Reputation Risk, Compliance Risk and others). The Group
Risk Management Committee (GRMC) was instituted in your
Bank under the ICAAP framework to establish a formal and
dedicated structure to periodically assess the nature/quantum
of material risks of the subsidiaries and adequacy of its risk
management processes. Stress testing for the group as a whole
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is carried out by integrating the stress tests of the subsidiaries.
Similarly, capital adequacy projections are formulated for the
group after incorporating the business/capital plans of the
subsidiaries.

Business Continuity Planning (BCP)

Your Bank has an ISO 22301 certified Business Continuity Plan
(BCP) in place to minimise service disruptions and potential
impact on its business, employees and customers during
any unforeseen adverse event or circumstances. The central
Business Continuity Office works towards strengthening the
continuity preparedness. The plan is designed in accordance
with the regulatory guidelines and is reviewed regularly. The
implementation is overseen by the Information Security Group
and the Business Continuity Steering Committee which is chaired
by the Chief Risk Officer (CRO). The Business Continuity Policy
and Procedure defines roles for Crisis Management, Business
Recovery, Emergency Response and IT Disaster Recovery
Planning teams. Please refer to page 54 for more details.

Ensuring Business Continuity during COVID 19

Team HDFC Bank rose to the challenge of delivering banking
services during the outbreak of the COVID-19 pandemic. Your
Bank emerged successfully from the nationwide lockdown and
adopted a hybrid approach of working from home, nearby location
as well as base location in accordance with pandemic protocols
that have been periodically released by the Government.

This has ensured that we continue to keep the safety of our
employees as our first priority. It was realised that the pandemic
situation was going to be a long haul. Therefore the teams
adopted various continuity strategies like split operations, work
transfer, people transfer and work from home to move from crisis
mode to business mode and continue delivering services to
customers.

5) Implementation of Indian Accounting Standards
(IND-AS)

The Ministry of Corporate Affairs, in its press release dated
January 18, 2016, had issued a roadmap for implementation of
Indian Accounting Standards (IND-AS) for scheduled commercial
banks, insurers/insurance companies and non-banking financial
companies. This roadmap required these institutions to prepare
IND-AS based financial statements for the accounting periods
beginning April 1, 2018 with comparatives for the periods
beginning April 1, 2017. The RBI, through its circular dated
February 11, 2016, required all scheduled commercial banks
to comply with IND-AS for financial statements for the stated
periods. The RBI did not permit banks to adopt IND-AS earlier
than the stated timelines. The said guidelines also stated that
the RBI shall issue necessary instructions/guidance/clarifications
on the relevant aspects for implementation of IND-AS as and
when required.

The implementation of IND-AS by banks requires certain
legislative changes in the format of financial statements to
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comply with the disclosures required under IND-AS. The change
in the format requires an amendment to the third schedule of the
Banking Regulation Act, 1949 to make it compatible with the
presentation of financial statements under IND-AS. Considering
the amendments needed to the Banking Regulation Act, 1949,
as well as the level of preparedness of several banks, the RBI,
through its Statement on Developmental and Regulatory Policies
dated April 5, 2018, had deferred the implementation of IND-AS
by a year by when the necessary legislative amendments were
expected. The legislative amendments recommended by the RBI
are under consideration by the Government of India. Accordingly,
the RBI, through its circular dated March 22, 2019, deferred the
implementation of IND-AS until further notice.

The implementation of IND-AS is expected to result in significant
changes to the way your Bank prepares and presents its financial
statements. The areas that are expected to have significant
accounting impact on the application of IND-AS are summarised
below:

1) Financial assets (which include advances and investments)
shall be classified under amortised cost, fair value through other
comprehensive income (a component of reserves and surplus) or
fair value through profit/loss categories on the basis of the nature
of the cash flows and the intention of holding the financial assets.

2) Interest will be recognised in the income statement using the
effective interest rate method, where the coupon, fees net of
transaction costs and all other premiums or discounts will be
amortised over the life of the financial instrument.

3) Stock options will be required to be fair valued on the date
of grant and be recognised as staff expenses in the income
statement over the vesting period of the stock options.

4) The impairment requirements of IND-AS 109, Financial
Instruments, are based on an Expected Credit Loss (ECL)
model that replaces the incurred loss model under the extant
framework. Your Bank will generally be required to recognise
either a 12-month or lifetime ECL, depending upon whether
there has been a significant increase in credit risk since
initial recognition. IND-AS 109 will change the Bank’s current
methodology for calculating the provision for standard assets
and NPAs. Your Bank will be required to apply a three-stage
approach to measure ECL on financial instruments accounted
for at amortised cost or fair value through other comprehensive
income. Financial assets will migrate through the following
three stages based on the changes in credit quality since initial
recognition:

Stage 1: 12-Month ECL

For exposures which have not been assessed as credit-impaired
or where there has not been a significant increase in credit risk
since initial recognition, the portion of the ECL associated with
the probability of default events occurring within the next 12
months will need to be recognised.

Stage 2: Lifetime ECL - not Credit impaired

For credit exposures where there has been a significant increase
in credit risk since initial recognition but are not credit-impaired,
a lifetime ECL will need to be recognised.

Stage 3: Lifetime ECL - Credit impaired

Financial assets will be assessed as credit impaired when one
or more events having a detrimental impact on the estimated
future cash flows of that asset have occurred. For financial assets
that have become credit impaired, a lifetime ECL will need to be
recognised.

Interest revenue will be recognised at the original effective
interest rate applied on the gross carrying amount for assets
falling under stages 1 and 2 and on written down amount for the
assets falling under stage 3.

5) Accounting impact on the application of IND-AS at the transition
date shall be recognised in equity (reserves and surplus).

Your Bank, being an associate of Housing Development Finance
Corporation Limited (the ‘Corporation’), is required to submit
its consolidated financial information (‘fit-for-consolidation
information’), prepared in accordance with the recognition and
measurement principles of IND-AS as specified under Section
133 of the Companies Act, 2013, to the Corporation for the
purposes of the consolidated financial statements/results of the
Corporation. The results of the Bank upon its first-time adoption
of and transition to IND-AS, based on the updated regulations
and accounting standards/guidance and business strategy at
the date of actual transition, could differ from those reported in
the fit-for-consolidation information.

6) Internal Controls, Audit and Compliance

Your Bank has put in place extensive internal controls and
processes to mitigate Operational Risks, including centralised
operations and ‘segregation of duty’ between the front office
and back office. The front-office units usually act as customer
touch-points and sales and service outlets while the back-office
carries out the entire processing, accounting and settlement
of transactions in the Bank’s core banking system. The policy
framework, definition and monitoring of limits is carried out by
various mid-office and risk management functions. The credit
sanctioning and debt management units are also segregated
and do not have any sales and operations responsibilities.

Your Bank has set up various executive-level committees, with
participation from various business and control functions, that
are designed to review and oversee matters pertaining to capital,
assets and liabilities, business practices and customer service,
Operational Risk, information security, business continuity
planning and internal risk-based supervision among others.
The control functions set standards and lay down policies and
procedures by which the business functions manage risks,
including compliance with applicable laws, compliance with
regulatory guidelines, adherence to operational controls and
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relevant standards of conduct. At the ground level, your Bank
has a mix of preventive and detective controls implemented
through systems and processes, ensuring a robust framework
in your Bank to enable correct and complete accounting,
identification of outliers (if any) by the Management on a timely
basis for corrective action and mitigating Operational Risks.

Your Bank has put in place various preventive
controls:
(@ Limited and need-based access to systems by users

(b) Dual custody over cash and near-cash items

(c) Segregation of duty in processing of transactions vis-a-vis
creation of user IDs

(d) Segregation of duty in processing of transactions vis-a-vis
monitoring and review of transactions/reconciliation

(e) Four eye principle (maker-checker control) for processing
of transactions

(f)  Stringent password policy

(g9 Booking of transactions in core banking system mandates
the earmarking of line/limit (fund as well as non-fund based)
assigned to the customer

(h)  STP processes between core banking system and payment
interface systems for transmission of messages

()  Additional authorisation leg in payment interface systems
in applicable cases

()  Audit logs directly extracted from systems

(k) Empowerment grid

Your Bank also has detective controls in place:
(@) Periodic review of user IDs

(b) Post-transaction monitoring at the back-end by way of call
back process (through daily log reports) by an independent
person, i.e., to ascertain that entries in the core banking
system/messages in payment interface systems are based
on valid/authorised transactions and customer requests

(c) Daily tally of cash and near-cash items at end of day

(d) Reconciliation of Nostro accounts (by an independent
team) to ascertain and match-off the Nostro credits and
debits (External or Internal) regularly to avoid / identify
any unreconciled/unmatched entries passing through the
system

() Reconciliation of all Suspense Accounts and establishment
of responsibility in case of outstanding
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(f) Independent and surprise checks periodically by
supervisors

Your Bank has an Internal Audit Department which is responsible
for independently evaluating the adequacy and effectiveness of
all internal controls, risk management, governance systems and
processes and is manned by appropriately qualified personnel.

This department adopts a risk-based audit approach and carries
out audits across various businesses i.e. Retail, Wholesale and
Treasury (for India and Overseas books), audit of Operations
units, Management Audits, Information Security Audit, Revenue
Audit and Concurrent Audit in order to independently evaluate the
adequacy and effectiveness of internal controls on an ongoing
basis and pro-actively recommending enhancements thereof.
The Internal Audit Department, during the course of audit, also
ascertains the extent of adherence to regulatory guidelines,
legal requirements and operational processes and provides
timely feedback to the Management for corrective actions. A
strong oversight on the operations is also kept through off-site
monitoring.

The Internal Audit Department also independently reviews
your Bank’s implementation of Internal Rating Based (IRB)-
approach for calculation of capital charge for Credit Risk, the
appropriateness of your Bank’s ICAAP, as well as evaluates the
quality and comprehensiveness of your Bank’s disaster recovery
and business continuity plans and also carries out management
self-assessment of adequacy of the Bank’s internal financial
controls and operating effectiveness of such controls in terms
of Sarbanes Oxley (SOX) Act and Companies Act, 2013.

Any new product/process introduced in your Bank is reviewed by
Compliance function in order to ensure adherence to regulatory
guidelines and also by Internal Audit from the perspective of
existence of internal controls. The Audit function also proactively
recommends improvements in operational processes and
service quality, wherever deemed fit.

To ensure independence, the Internal Audit Function has a
reporting line to the Chairman of the Audit Committee of the
Board and a dotted line reporting to the Managing Director.

The Compliance function independently tracks, reviews and
ensures compliance with regulatory guidelines and promotes a
compliance culture in the Bank.

Your Bank has a comprehensive Know Your Customer,
Anti Money Laundering (AML) and Combating Financing of
Terrorism (CFT) policy (based on the RBI guidelines/provisions
of the Prevention of Money Laundering Act, 2002) incorporating
the key elements of Customer Acceptance Policy, Customer
Identification Procedures, Risk Management and Monitoring of
Transactions. The policy is subjected to an annual review and is
duly approved by the Board.
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Your Bank has taken significant measures in developing and
enhancing an effective and sustainable KYC AML and CFT
Compliance Programme. Adherence to the guidelines prescribed
in the policy is monitored by your Bank at various stages of the
customer lifecycle. Your Bank has robust controls in place to
ensure adherence to the KYC guidelines at the time of account
opening.

Your Bank also has a continuous review process in the form
of transaction monitoring, including a dedicated AML CFT
monitoring team, which carries out transaction reviews for
identification of suspicious patterns/trends that helps your Bank
to further carry out enhanced due diligence and appropriate
actions thereafter. The status of adherence to the KYC, AML and
CFT guidelines is also placed before the Audit Committee of the
Board for their review at quarterly intervals.

The Audit team and the Compliance team undergo regular
training both in-house and external to equip them with the
necessary knowhow and expertise to carry out the function.

The Audit Committee of the Board reviews the effectiveness
of controls, compliance with regulatory guidelines as also the
performance of the Audit and Compliance functions in your Bank
and provides direction, wherever deemed fit.

Your Bank has always adhered to the highest standards of
compliance and has put in place appropriate controls and risk
measurement and risk management tools to ensure a robust
compliance and governance structure.

G) Performance of Subsidiary Companies

Your Bank has two subsidiaries, HDB Financial Services Limited
(HDBFSL) and HDFC Securities Limited (HSL). HDBFSL is a
leading NBFC that caters primarily to segments not covered
by the Bank while HSL is among India’s largest retail broking
firms. The financial results of the subsidiaries are prepared in
accordance with notified Indian Accounting Standards (‘Ind-AS’)
with effect from April 1, 2018 (April 1, 2017 being the transition
date). Accordingly, the financial results for the comparative
reporting period have also been prepared in accordance
therewith.

The detailed financial performance of the companies is given
below.

Transacting customers of HSL
10.10 lakh

HDFC Securities Limited (HSL)

HSLUs Total Income under Indian Accounting Standards was
¥ 1,399.43 crore as against ¥ 862.26 crore in the previous year
and Net Profit was ¥ 703.23 crore as against ¥ 384.15 crore in
the previous year. The company has a customer base of 27.26

lakh to whom it offers an exhaustive range of investment and
protection products. In the year under review, HSL had 10.10
lakh (a little over a million) transacting customers. The focus
on digitisation continued. Notably, 92 per cent of its customers
accessed its services digitally, against 79 per cent in the previous
year.

In a conscious effort to rationalise the distribution network with
greater emphasis on digital offerings, HSL consolidated its
existing branches to end with 216 branches across 159 cities/
towns at the end of the year. It created Digital Boarding Journeys
which led to more than 50% customers being onboarded digitally.

In the case of Margin Trade Funding (MTF), the average book
size during the year was % 932 crore, which is 71% higher than
the average book size of ¥ 544 crore in the last financial year.
The book size at the year end stands at ¥ 1,680 crore. The
stock markets started FY 2020-21 with pessimism and ended
with optimism. An important indicator of this has been the Nifty
50’s sharp swing from 8,473 in March 2020 to 14,720 by the
end of the year. This resulted in HSL’s improved performance.
The benchmark index Nifty rose 73% whereas the Sensex rose
68% over this year. Digitisation, along with the vaccination drive,
the various stimulus packages and the FY 2021-22 Budget have
added to investor confidence in the markets.

As on March 31, 2021, your Bank held 96.34% stake in HSL.

HDB’s AUM

% 61,560.7 crore
as of March 31, 2021

HDB Financial Services Limited

Incorporated in 2007, HDB Financial Services Limited (‘HDB’) is
a subsidiary company of HDFC Bank. It has a strong network of
over 1,319 branches spread across 959 cities/towns. HDB’s net
interest income grew 6.8 per cent to ¥ 4,262.7 crore for the year
ended March 31, 2021, from ¥ 3,991.0 crore in the year ended
March 31, 2020. Profit for the year under review was ¥ 502.8
crore against ¥ 1,036.9 crore in the previous year. Its Assets
Under Management for the year ended March 31, 2021 stood
at ¥ 61,560.7 crore. HDB is a leading NBFC that caters to the
evolving needs of its customers by re-imagining opportunities
and fulfilling their aspirations. As a one-stop financial services
provider, HDB offers a comprehensive suite of products and
service offerings that are tailor-made to suit its customers’
requirements, including first-time borrowers and the under-
served segments.

Products

HDB is engaged in the business of Loans, Fee based products
and BPO services.
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Loans: HDB offers a diversified range of product offerings
(secured and unsecured) to various customer segments. These
include Consumer Loans, Enterprise Loans, Asset Finance and
Micro-Lending.

Consumer Loans

Consumer loans are offered to customers to buy household
goods, appliances and personal devices. HDB also provides
loans to individuals for personal, family or household purposes
to meet their short or medium term requirements.

Enterprise Loans

HDB offers secured and unsecured loans designed to meet the
needs of Small and Micro Enterprises including working capital
and term loans.

Asset Finance

HDB offers loans for the purchase of new and used vehicles
and equipment that generate income for the borrowers. The
customer base includes fleet owners, first time users, first time
borrowers and captive use buyers.

Micro Lending: HDB recently started providing micro-loans to
borrowers through the Joint Liability Groups (JLGs) framework.
With Micro-Lending, HDB endeavours to empower and promote
financial inclusion within these sections, thus resulting in
sustainable development of the nation.

Fee based products/Insurance Services

HDB is a registered Corporate Insurance Agent having licence
from Insurance Regulatory & Development Authority of India
(IRDAI). It sells Life and General insurance products.

BPO Services

HDB runs a Collections BPO business, offering end-to-
end, specialised collection services with domain expertise in
collections tele-calling, recovery management, collections
analytics and cash reconciliation management. The division
also delivers back-office services such as forms processing,
documents verification, finance and accounting services and
correspondence management. Front office services such as
contact centre management, outbound marketing and collection
services are also undertaken by HDB.

The Enablers

HDB has a strong understanding of customer needs,
providing them with customised products and has a robust
risk management framework, which enabled the company to
grow even in a pandemic year. HDB’s presence across diverse
digital channels has enabled the company to offer a wide variety
of financial solutions to its customers. HDB’s customers can
access their loan account 24*7 through its Mobile Banking
Application * ‘HDB On The Go’, Customer Service Portal, Missed
Call Service, WhatsApp Account Management Service and the
Chatbot #AskPriya.
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As on March 31, 2021, your Bank held 95.1 per cent stake in
HDB.

Other Statutory Disclosures

Number of Meetings of the Board, attendance,
meetings and constitution of various Committees
Seventeen (17) meetings of the Board were held during the year
under review. The details of Board meetings held during the
year, attendance of Directors at the meetings and constitution
of various Committees of the Board are included separately in
the Corporate Governance Report.

Annual Return

In accordance with the provisions of Companies Act, 2013,
the Annual Return of the Bank in the prescribed Form
MGT-7 is available on the website of the Bank at the link
https://www.hdfcbank.com/personal/about-us/investor-
relations/annual-reports.

Requirement for maintenance of cost records
The cost records as specified by the Central Government under
Section 148(1) of the Companies Act, 2013, are not required to
be maintained by the Bank.

Details inrespect of frauds reported by auditors
under Section 143 (12)

During the year under review, no instances of fraud committed
against the Bank by its officers or employees were reported by
the Statutory Auditors and Secretarial Auditor under Section
143(12) of the Companies Act, 2013 to the Audit Committee or
the Board of Directors of the Bank.

Directors’ Responsibility Statement

Pursuant to Section 134 (3) (c) read with Section 134 (5) of the

Companies Act, 2013, the Board of Directors hereby confirm

that:

e |n the preparation of the annual accounts, the applicable
accounting standards have been followed along with proper
explanation relating to material departures.

e We have selected such accounting policies and applied them
consistently and made judgments and estimates that are
reasonable and prudent so as to give a true and fair view of
the state of affairs of the Bank as on March 31, 2021 and of
the profit of the Bank for the year ended on that date.

e We have taken proper and sufficient care for the maintenance
of adequate accounting records in accordance with the
provisions of the Companies Act, 2013, for safeguarding the
assets of the Bank and for preventing and detecting fraud
and other irregularities.

e We have prepared the annual accounts on a going concern
basis.
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e We have laid down internal financial controls to be followed
by the Bank and have ensured that such internal financial
controls were adequate and operating effectively.

e We have devised proper systems to ensure compliance with
the provisions of all applicable laws and that such systems
were adequate and were operating effectively.

Compliance with Secretarial Standards
The Bank is in compliance with all applicable Secretarial
Standards as notified from time to time.

Statutory Auditors

The Bank’s current Statutory Auditors are MSKA & Associates,
Chartered Accountants. MSKA & Associates were appointed
as Statutory Auditor of the Bank, to hold office for a period of
four consecutive years from the conclusion of the 25th AGM of
the Bank held on July 12, 2019, till the conclusion of the 28th
AGM to be held for the Financial Year 2022-23, subject to the
approval of the Reserve Bank of India. Pursuant to the Guidelines
for Appointment of Statutory Central Auditors (SCAs)/Statutory
Auditors (SAs) of Commercial Banks (excluding RRBs), UCBs
and NBFCs (including HFCs) dated April 27, 2021 issued by the
Reserve Bank of India (‘RBI Guidelines’), banks may appoint the
SCAs/SAs for a continuous period of three years. Since MSKA
& Associates have already completed two years as Statutory
Auditors of the Bank for FY 2019-20 and FY 2020-21, they may
continue as Statutory Auditor for one more year, i.e. FY 2021-22,
subject to the approval of the RBI. Accordingly, the Bank needs

to revise the tenure of appointment of MSKA & Associates as
Statutory Auditor of the Bank, to be read as a period of three
years w.e.f FY 2019-20 till FY 2021-22, instead of the original
tenure of four years w.e.f FY 2019-20 till FY 2022-23 as earlier
approved by the shareholders.

Further, the RBI Guidelines mandate that for banks with asset
size of 315,000 crore and above as at the end of previous
year, the statutory audit should be conducted under joint
audit of a minimum of two audit firms. Accordingly, the Bank
needs to appoint minimum of two joint statutory auditors as
per RBI guidelines. Accordingly, the Board of Directors, on the
recommendation of the Audit Committee, has finalized and
recommended to RBI for approval, the name of M. M. Nissim
& Co. LLP, Chartered Accountants (ICAI Firm Registration No.
107122W/W100672) as the first preferred firm to act as joint
Statutory Auditors of the Bank for a period of three years from FY
2021-22 till FY 2023-24, subject to approval of the shareholders
at the ensuing AGM and subject to RBI approval for each year
of their tenure. This firm shall act as the joint Statutory Auditors
of the Bank along with MSKA & Associates for FY 2021-22 and
thereafter act as joint Statutory Auditors of the Bank with such
other new joint Statutory Auditor(s) who will be appointed by
the Bank subject to prior permission of RBI and approval of the
Members of the Bank from FY 2022-23 onwards.

Appropriate resolutions in this regard are also being proposed
at the ensuing AGM.

During the year ended March 31, 2021, fees paid to Statutory Auditors (MSKA & Associates) and its network firms are as follows:

R in crores)

HDFC Bank HDFC Bank to network Subsidiaries of HDFC Bank

Fees (including taxes) to Statutory firms of Statutory to Statutory Auditors and its
Auditors Auditors network firms

Statutory audit 3.20 - -
Certification & assurance services 0.98 - -
Non-audit services - - -
Outlays and Taxes 0.45 - -
Total 4.63 - -
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Disclosure under
Management Act, 1999
As far as FEMA compliances in relation to strategic downstream
investments in the Bank’s subsidiaries is concerned, during the
year under review, there have been no strategic downstream
investments made by Bank in its subsidiaries. Accordingly, the
Bank has obtained a certificate from its statutory auditors (MSKA
& Associates) to this effect.

Foreign Exchange

Related Party Transactions

Particulars of contracts or arrangements with related parties
referred to in Section 188 (1), as prescribed in Form AOC-2 under
Rule 8 (2) of the Companies (Accounts) Rules, 2014 is enclosed
as Annexure 3.
Particulars  of Guarantees or
Investments

Pursuant to Section 186 (11) of the Companies Act, 2013, the
provisions of Section 186 of the Companies Act, 2013, except
sub-section (1), do not apply to a loan made, guarantee given
or security provided or any investment made by a banking
company in the ordinary course of business. The particulars of
investments made by the Bank are disclosed in note number 11
of Schedule 18 of the Financial Statements as per the applicable
provisions of the Banking Regulation Act, 1949.

Loans,

Financial Statements of Subsidiaries and
Associates

In terms of Section 134 of the Companies Act, 2013 and read
with Rule 8 (1) of the Companies (Accounts) Rules, 2014 the
performance and financial position of the Bank’s subsidiaries
are enclosed as Annexure 4 to this report. There were no
entities which became or ceased to be the Bank’s subsidiaries,
associates or joint ventures during the year.

Whistle Blower Policy / Vigil Mechanism

The Bank encourages an open and transparent system of
working and dealing amongst its stakeholders. While the Bank’s
‘Code of Conduct & Ethics Policy’ directs employees to uphold
Bank values and conduct business worldwide with integrity and
highest ethical standards, the Bank has also adopted a ‘Whistle
Blower Policy’ which encompasses a comprehensive framework
of managing complaints of every stakeholder. It encourages its
employees and various stakeholders to raise concerns about
illegal / unethical behaviour observed in the Bank, compromise/
violation of Bank’s Code of Conduct and Ethics Policy or legal
or regulatory provisions, corruption, misuse of office, criminal
offences, actual or suspected fraud and other malpractices
detrimental to the interest of the Bank without any fear of reprisal,
discrimination, harassment or victimization of any kind.

The policy also covers reporting of instances of leakage/
suspected leakage of unpublished price sensitive information
which are in violation to SEBI (Prohibition of Insider Trading)
Regulations and the Share Dealing Code of the Bank.
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All such concerns/ complaints are received by the Chief of Internal
Vigilance of the Bank and/or by the Whistle Blower Committee
through a dedicated email ID mapped to the Whistle Blower
Committee members or by way of letter addressed to the Chief
of Internal Vigilance of the Bank. Such complaints can also be
filed directly by the employee in the internal Information Portal of
the Bank. In case the whistle blower wishes to raise a complaint
directly to the members of the Audit Committee of the Board
(ACB), and not through above mentioned normal channels, the
complaint may be directly made to the Chairperson of the ACB.

All such complaints are enquired into by the appropriate authority
within the Bank while ensuring confidentiality of the identity of
such complainants. On the basis of their investigation, if the
allegations are proved to be correct, then the Competent
Authority shall recommend to the appropriate Disciplinary
Authority to take suitable action against the responsible official
and corrective measures in consultation with the concerned
stakeholders. The decision of the Whistle Blower Committee
is final and binding on all. Other actions/measures considered
necessary to prevent/ curb recurrence of events are also taken
by the Competent Authority.

Details of whistle blower complaints received and subsequent
action taken and the functioning of the Whistle Blower
mechanism are reviewed periodically by the ACB. No person
has been denied access to the ACB. During the financial year
2020-21, a total of 86 such complaints were received and taken
up for investigation of which 56 whistle blower complaints were
resolved as of March 31, 2021. Further, 21 cases have resulted in
certain staff actions post investigation. The broad categories of
whistle blower complaints were in the areas of improper business
practices, behavioural related issues and corruption related.

The Whistle Blower Policy is available on the website of the
Bank at the link- https:/www.hdfcbank.com/personal/about-
us/corporate-governance/codes-and-policies

Securities Class Action Suit

On September 3, 2020, a securities class action lawsuit was filed
against the Bank and certain of its current and former officers in
the United States District Court for the Eastern District of New
York. The complaint was amended on February 8, 2021. The
amended complaint alleges that the Bank, its former Managing
Director, Mr. Aditya Puri, and the present Managing Director
& CEO, Mr. Sashidhar Jagdishan made materially false and
misleading statements regarding certain aspects of the Bank’s
business and compliance policies, which resulted in the Bank’s
American Depository Share price declining on July 13, 2020
thereby allegedly causing damage to the Bank’s investors. The
Bank believes that the asserted claims are baseless and without
merit and intends to vigorously defend against the allegations.
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Statement on Declaration by Independent
Directors

Mr. Malay Patel, Mr. Umesh Chandra Sarangi, Mr. Sanjiv
Sachar, Mr. M. D. Ranganath and Mr. Sandeep Parekh are the
Independent Directors whereas Dr. (Ms). Sunita Maheshwari is
the Additional Independent Director on the Board of the Bank as
on March 31, 2021. Further, the Bank has appointed Mr. Atanu
Chakraborty as the Part Time Non-Executive Chairman and
Additional Independent Director of the Bank with effect from
May 5, 2021.

Pursuant to the provisions of Section 149 of the Act, the
Independent Directors have submitted declarations that each
of them meet the criteria of independence as provided in Section
149(6) of the Act along with Rules framed thereunder and
Regulation 16(1)(b) of the Securities and Exchange Board of India
(Listing Obligations and Disclosure Requirements) Regulations,
2015. There has been no change in the circumstances affecting
their status as Independent Directors of the Bank. In the opinion
of the Board, the Independent Directors possess the requisite
integrity, experience, expertise and proficiency required under
all applicable laws and the policies of the Bank.

In compliance with Sections 149 and 152 of the Companies
Act, 2013, Mr. Umesh Chandra Sarangi is proposed to be
re-appointed as an Independent Director of the Bank at
the ensuing Annual General Meeting. A resolution seeking
shareholders’ approval for his re-appointment forms a part of
the Notice of this AGM. A brief resume is furnished in the report
on Corporate Governance for the information of shareholders.

Board Performance Evaluation

The Bank’s Board of Directors, led by the Nomination and
Remuneration Committee (NRC), invited an independent
third-party global leadership advisory firm to conduct a Board
effectiveness review to monitor and enhance its performance,
and reinforce a culture of high performance in the boardroom.

The review focused on two sides of the ‘governance’ coin:
processes and behaviors. In particular, the areas of review for the
Board included Board structure and composition; relationships &
dynamics on the Board; meetings, information flows and agenda;
strategy and business performance; talent management and
succession planning; risk management, regulatory compliance,
governance practices and continuous development.

The Committees review focused on areas including overall
effectiveness, Committee composition and succession planning,
clarity of remit and delegated authority, balance of agenda items
between the Committee and the Board and clarity and action
items reported by the Committee to the Board.

At an individual Board member level, Independent and Non-
Independent Board members were assessed in areas like overall
engagement and alignment, quality of contribution, openness

in listening and receiving feedback, ability to challenge and take
tough decisions etc.

The review made use of both an online structured questionnaire
and follow-up 1-1 individual director interviews. Key executives
from the management team also lent their perspective on their
interactions and experience with the Board through additional
conversations. The findings on the Board’s current practices
were benchmarked with global best-in-class organizations.

The review findings recognized the functional expertise of the
Board members, functioning of the key Committees, Board’s
detail-oriented approach and effectiveness of Board’s oversight
on critical matters. The culture of cohesiveness, integrity, trust
and transparent decision-making at the Board was also noted.
Some areas of focus for Board going forward included increasing
time dedicated to strategic topics, bringing a holistic enterprise
wide approach to risk management and succession planning.

The findings of the exercise were reviewed by the NRC,
Independent Directors and the Board. The appropriate feedback
was conveyed to the Board members and other concerned
stakeholders, for suitable action.

Since Dr. (Ms.) Sunita Maheshwari was appointed on the Board
with effect from March 30, 2021, she had not attended any
Board meeting held in FY 2020-21 and thus did not participate
in the Board performance evaluation for FY 2020-21. Similarly,
Mr. Atanu Chakraborty was appointed as the Part Time Non-
Executive Chairman and Additional Independent Director of the
Bank with effect from May 5, 2021 and thus did not participate
in the Board performance evaluation for FY 2020-21.

Policy on Appointment and Remuneration of
Directors and Key Managerial Personnel

Your Bank has in place a Policy for appointment and fit and
proper criteria for Directors of the Bank. The Policy lays down
the criteria for identification of persons who are qualified and
‘fit and proper’ to become Directors on the Board- such as
academic qualifications, competence, track record, integrity,
etc. which shall be considered by the NRC while recommending
appointment of Directors. The Policy is available on the website
of the Bank at the link https:/www.hdfcbank.com/assets/pdf/
Policy-for-appointment-and-fit-proper-criteria-for-directors.pdf

The remuneration of Whole Time Directors, Material Risk Takers,
Key Managerial Personnel and senior management is governed
by the Compensation Policy of the Bank. The same is available at
the link https:/www.hdfcbank.com/assets/pdf/Compensation-
Policy.pdf. The Compensation Policy of the Bank, duly reviewed
and recommended by the NRC has been articulated in line with
the relevant Reserve Bank of India guidelines.

Your Bank’s Compensation Policy is aimed to attract, retain,
reward and motivate talented individuals critical for achieving
strategic goals and long term success. The Compensation
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Policy is aligned to business strategy, market dynamics, internal
characteristics and complexities within the Bank. The ultimate
objective is to provide a fair and transparent structure that helps
the Bank to retain and acquire the talent pool critical to building
competitive advantage and brand equity.

Your Bank’s approach is to have a “pay for performance”
culture based on the belief that the Performance Management
System provides a sound basis for assessing performance
holistically. The compensation system should also take into
account factors such as roles, skills / competencies, experience
and grade / seniority to differentiate pay appropriately on the
basis of contribution, skill and availability of talent on account
of competitive market forces. The details of the Compensation
Policy are also included in Note No. 26 of Schedule 18 forming
part of the Financial Statements.

Non-Executive Directors are paid remuneration by way of sitting
fees for attending meetings of the Board and its Committees,
which are determined by the Board based on applicable
regulatory prescriptions.

Further, expenses incurred by them for attending meetings
of the Board and Committees in person are reimbursed at
actuals. Pursuant to the relevant RBI guidelines and approval of
the shareholders, the Non-Executive Directors, other than the
Chairman, are paid profit-related commission of ¥ 1,000,000
(Rupees Ten Lakh Only) per annum for each Non-Executive
Director.

However, under RBI circular on Corporate Governance in Banks
- Appointment of Directors and Constitution of Committees
of the Board dated April 26, 2021, starting from FY 2021-22,
the Bank may provide for payment of compensation to Non-
Executive Directors in the form of a fixed remuneration. However,
such fixed remuneration for a Non-Executive Director, other than
the Chair of the Board, shall not exceed % 2,000,000 per annum
as per the said RBI circular. A resolution in this regard is also
being proposed for approval of the shareholders at the ensuing
Annual General Meeting.

Mr. Malay Patel, Independent Director of the Bank, is also an
independent director on the Board of HDFC Securities Limited,
subsidiary of the Bank. Mr. Patel receives sitting fees from
the said subsidiary. None of the Directors of your Bank other
than Mr. Patel is a director of the Bank’s subsidiaries as on
March 31, 2021.

Succession Planning

The Bank’s Nomination and Remuneration Committee (NRC)
oversees matters of succession planning of its Directors, Senior
Management and Key Managerial Personnel of the Bank.

Considering the cessation of tenure of Mr. Aditya Puri as the
Managing Director of the Bank in October 2020, the Board of
Directors had constituted a Search Committee comprising of
certain Board members with the mandate to identify potential
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candidates, both internal and external, to be the next Managing
Director & CEO of the Bank. The Search Committee, as authorized
by the Board, and with the assistance of a reputed international
executive search firm, undertook an extensive global search
process and looked at both internal and external candidates and
Mr. Sashidhar Jagdishan was identified as the successor to the
erstwhile Managing Director. The appointment of Mr. Sashidhar
Jagdishan has been approved by the Reserve Bank of India
on August 3, 2020, and he took charge as the Managing
Director & CEO of the Bank with effect from October 27, 2020.
Mr. Sashidhar Jagdishan’s appointment was also approved by
the shareholders by way of postal ballot on December 1, 2020.

Further, the Bank has also appointed Mr. Atanu Chakraborty as
Part Time Non-Executive Chairman and Additional Independent
Director of the Bank with effect from May 5, 2021, pursuant
to the cessation of tenure of the erstwhile Chairperson and
Independent Director, Mrs. Shyamala Gopinath, with effect from
close of business hours on January 1, 2021.

Significant and Material Orders Passed by
Regulators

During the FY 2020-21, Reserve Bank of India and other
regulatory / statutory authorities have imposed penalties / issued
strictures / prohibitions / restrictions on the Bank:

A. Penalties

1. Reserve Bank of India (RBI) has vide its letter dated
December 4, 2020 imposed a monetary penalty of 10 lacs
on the Bank for bouncing of SGL, which led to shortage of
balance in certain securities in the Bank’s CSGL account
on November 19, 2020. The Bank has since enhanced its
review mechanism so as to ensure that such incidents do
not recur.

2. Securities Exchange Board of India (“SEBI”) issued final
order on January 21, 2021, levying a penalty of ¥ 1 crore on
the Bank, in the matter of invocation of securities pledged
by a corporate entity for availing credit facilities. SEBI has
also directed the Bank to transfer sale proceeds of ¥ 158.68
crores on invocation of securities, along with interest to
escrow account with a nationalised bank by marking lien
in favour of SEBI. The Bank has challenged SEBI’s order
before SAT and the hearing in the matter is in progress.

B. Restrictions imposed
Reserve Bank of India (RBI) has issued an Order dated
December 02, 2020 (“Order”) to HDFC Bank Limited
with regard to certain incidents of outages in the internet
banking / mobile banking / payment utilities of the Bank
over the past 2 years, including the outages in the Bank’s
internet banking and payment system on November 21,
2020 due to a power failure in the primary data centre. RBI,
vide above order, advised the Bank (a) to stop all digital
business generating activities planned under its ‘Digital 2.0’
and proposed Business generating applications digital also
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imposed restrictions and (b) to stop sourcing of new credit
card customers. The Bank has initiated remedial activities
including fixing of staff accountability and the same were
communicated to the RBI.

Further, the below penalty does not pertain to FY 2020-21,
however is being disclosed:

The RBI, by an order dated May 27, 2021, levied a penalty
of ¥ 10 cores (Rupees ten crores only) for marketing and
sale of third-party non-financial products to the Bank’s auto
loan customers, arising from a whistle blower complaint,
which revealed, inter alia, contravention of Section 6(2) and
Section 8 of the Banking Regulation Act, 1949. The Bank
has discontinued the sale of said third-party non-financial
product since October 2019.

Directors and Key Managerial Personnel

In compliance with Section 152 of the Companies Act, 2013,
Mr. Srikanth Nadhamuni will retire by rotation at the ensuing
Annual General Meeting and is eligible for re-appointment.

A resolution seeking shareholders’ approval for his re-
appointment forms a part of the Notice of this AGM. A brief
resume is furnished in the report on Corporate Governance for
the information of shareholders.

During the year, Mr. Aditya Puri has retired as the Managing
Director of the Bank at the end of business hours on October
26, 2020, upon reaching 70 years of age, in accordance with
the tenure approved by the Reserve Bank of India. As the
Managing Director of the Bank since its inception in the year
1994, Mr. Puri has provided outstanding leadership and has
contributed significantly to enable the Bank scale phenomenal
heights. Mr. Puri’s strategic vision was the driving force behind
the Bank’s foray into the world of “digital banking”. In his path-
breaking journey of 26 years with the Bank, he has been
conferred with numerous awards and accolades, including
the recent Lifetime Achievement Award by Euromoney (Global)
Awards for Excellence 2020. Mr. Puri leaves behind a legacy of
strong cultural values, prudent risk management, sustainable
growth and contribution to nation building through ‘Parivartan’,
the Bank’s social initiatives brand which has contributed to
improving the lives and livelihood of millions of Indians. The
Board places on record its deep and sincere appreciation for
the exceptional contribution made by Mr. Puri, and wishes him
the very best for his future endeavours.

Further, during the year, Mrs. Shyamala Gopinath has ceased to
be the Part-Time Non- Executive Chairperson and Independent
Director of the Bank with effect from the close of business hours
on January 1, 2021, in accordance with the tenure approved by
the Reserve Bank of India. Your Directors place on record their
sincere appreciation for the contribution made by Mrs. Shyamala
Gopinath during her tenure with the Bank and wishes her well
in future endeavours.

Further, your Bank has appointed Mr. Sashidhar Jagdishan
as the Managing Director & CEO of the Bank with effect from
October 27, 2020, which has been approved by shareholders by
means of postal ballot on December 1, 2020.

Dr. (Ms). Sunita Maheshwari has been appointed as an Additional
Independent Director subject to the approval of the shareholders
with effect from March 30, 2021 on the Board of the Bank.
Further, the Bank has appointed Mr. Atanu Chakraborty as the
Part Time Non-Executive Chairman and Additional Independent
Director of the Bank with effect from May 5, 2021, to hold office
till the conclusion of the AGM.

During the Financial Year 2020-21, there have been no changes
in the Directors and Key Managerial Personnel of the Bank other
than the above.

Particulars of Employees

The information in terms of Rule 5 of the Companies (Appointment
and Remuneration of Managerial Personnel) Rules, 2014 is given
in Annexure 5 and Annexure 6 to this report.

Conservation of Energy, Technology
Absorption, Foreign Exchange Earnings and
Outgo

(A) Conservation of Energy

Your Bank has undertaken several initiatives in this area such as:

° Installation of green locks and AC controllers in 7500 air
conditioning machines in order to save energy and support
go-green initiative

° Installation of energy capacitors at 74 high consumption
offices to control the power factor and to reduce energy
consumption

e Al main signboards in branches switched off post 10 p. m.
In 500 locations we already manage through Sensors with
the help of Eco Energy System.

o Put controls on usage of lifts, ACs, common passage lights
and other electrical equipment

° Provided LED lamps at branches and offices

° Provided solar panels for captive power generation at our
offices in Pune and Bhubaneswar, Noida

It has also:

e Reduced contract demand at Kanjurmarg Hub in Mumbai,
Hinjewadi, Palm Spring, and Bandra (East), Kalanagar in
Maharashtra. This is reflected in the monthly billing.

e  Replaced CFL lamps with LED fixtures at Kanjurmarg Hub/
WBO/Fort in Mumbai/Bank House Mumbai

(B) Technology Absorption
Your Bank has upgraded the Banking Platform (Weblogic
& Kubernetes) and completed containerization of an
additional 300+ services. This ensures scalability as
successful migration of core banking accounting API for
transactions originating from UPI has been completed and
system is ready for increased load from NetBanking. The
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Bank’s IT infrastructure capacity for UPI transactions has
been tripled. Your Bank has successfully managed over
23 Lakh transactions in an hour, and is ranked among the
top, in the published NPCI dashboard of UPI Performance
Metrics. Technical declines are down with the average
uptime for customers at 99.91 per cent in the year under
review.

(C) Foreign Exchange Earnings and Outgo
During the year, the total foreign exchange earned by the
Bank was % 2,438.4 crore (on account of net gains arising
on all exchange / derivative transactions) and the total
foreign exchange outgo was % 1,660.52 crore towards the
operating and capital expenditure requirements.

Secretarial Audit

In terms of Section 204 of the Companies Act, 2013 and the
Rules made thereunder, M/s. Alwyn Jay & Co., Company
Secretaries were appointed as Secretarial Auditors of the Bank
for the financial year 2020-21. The report of the Secretarial
Auditors is enclosed as Annexure 7 to this Report.

Corporate Governance

In compliance with Regulation 34 and other applicable provisions
of the Securities and Exchange Board of India (Listing Obligations
and Disclosure Requirements) Regulations, 2015, a separate
report on Corporate Governance along with a certificate of
compliance from the Secretarial Auditors, forms an integral part
of this Report.

Business Responsibility Report

The Bank’s Business Responsibility Report containing a report
on its Corporate Social Responsibility Activities and Initiatives in
the format adopted by companies in India as per the guidelines
of the Securities and Exchange Board of India in this regard is
available on its web site https:/www.hdfcbank.com/personal/
about-us/investor-relations/annual-reports

Information under the Sexual Harassment of
Women at Workplace (Prevention, Prohibition
and Redressal) Act, 2013

The relevant information is included in the Corporate Governance
Report.
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Conclusion

It has clearly been the year of the pandemic. While the country
had barely come out of the first wave, the more dangerous
second wave struck posing fresh challenges for the global and
the Indian economy. The presence of the vaccine is a clear
source of comfort but there are challenges around its supply. The
proactive measures taken by the Union Government like allowing
imports is expected to ease the situation. As is the decision to go
in for a centralised vaccination procurement and free distribution
of vaccines to everyone above the age of 18.

Notwithstanding these challenges the Indian economy is
expected to be among the fastest growing ones in the world.
Perhaps not as fast as projected earlier. The Union Government’s
decision to put growth ahead of fiscal consolidation is another
positive.

Your Bank of course cannot remain entirely unaffected by these
developments. It has certain factors in its favour : A strong
balance sheet with among the lowest NPA levels in the industry,
a franchise that inspires trust and capitalisation levels that
exceed regulatory norms. This means it can continue lending
as well as innovate. While there have challenges when it comes
to technology, your Bank has initiated both short term as well as
long term measures to overcome these.

The biggest opportunity is of course the under penetration of
banking services in the country. Changing global dynamics
means that countries are increasingly trying to diversify and do
not want want to put all their eggs in the China basket. India is
well positioned to capitalise on this opportunity. Your Bank is also
expected to benefit from these developments.

It will however not abandon the core principles of its journey of
over a quarter century. As always it will blend its quest for growth
with caution so that there is no undue stress on the balance
sheet. The five core values : Customer Focus, Operational
Excellence, Product Leadership, People and Sustainability
will continue to guide us in this story. As we continue to ‘Lead
Responsibly’.

On behalf of the Board of Directors

Sashidhar Jagdishan
Managing Director & CEO

Umesh Chandra Sarangi
Independent Director

June 18, 2021
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Annexure 1 to the Directors’ Report

The ESOP Schemes of the Bank are in compliance with SEBI (Share Based Employee Benefits) Regulations, 2014 (“the Regulations”)
and the details as per the Regulations are as under:

Employees’ stock options as on March 31, 2021

Exer- Options Options
Total No . Options Granted / . P . Total
Date of . cise . . Options Exercised . .
of Options . Opening Options . . Options in
Share- Price Vested & Shares Options Options
Schemes Approved balance Re- . Force as
holders FV of . FVZ1/- Allotted Forfeited Lapsed
Approval FV ofX 1/- z1/ FVI1/- instated each of FVZ 1/- on March
PP each each FVZ1/- 31,2021
each each
each
Plan E-ESOS XIX June 30,2010 20,00,00,000 340.00 17,05,500 17,05,500 0
Plan D-ESOS XX June 16, 2007 15,00,00,000 340.00 3,45,900 3,45,900 0
Plan C-ESOS XXI June 17,2005 10,00,00,000 340.00 4,59,800 4,59,800 0
Plan C-ESOS XXIII  June 17,2005 10,00,00,000 417.75 25,300 15,600 9,700
Plan F-ESOS XXIV  June 27,2013 20,00,00,000 417.75 89,29,000 53,56,100 14,300 35,58,600
Plan F-ESOS XXV June 27,2013 20,00,00,000 546.33 2,88,83,600 1,33,10,900 56,500 1,55,16,200
Plan F-ESOS XXVII June 27,2013 20,00,00,000 716.60 2,07,25,292 76,94,600 46,69,162 57,310 1,30,280 1,58,68,540
Plan F-ESOS XXVIII June 27,2013 20,00,00,000 731.08 30,930 9,600 0 0 0 30,930
Plan G-ESOS XXIX  July 21,2016 20,00,00,000 1030.60 3,31,21,820 1,02,28,900 26,56,010 5,34,000 3,78,530 2,95,53,280
Plan G-ESOS XXX July 21,2016 20,00,00,000 1003.03 8,22,660 2,53,800 75,350 0 0 7,47,310
Plan G-ESOS XXXI  July 21,2016 20,00,00,000 1045.23 6,02,000 1,80,600 1,21,600 0 0 4,80,400
Plan G -ESOS XXXII July 21,2016 20,00,00,000 1107.18 5,78,000 2,083,400 51,200 0 0 5,26,800
Plan G -ESOS XXXIII  July 21,2016 20,00,00,000 1229.00 4,56,15,400 1,12,86,300 7,22,900 11,89,900 51,600 4,36,51,000
Plan G -ESOS XXIV  July 21,2016 20,00,00,000 882.85 10,20,400 2,55,400 0 0 0 10,20,400
Plan G -ESOS XXV  July 21,2016 20,00,00,000 1235.80 0 5,74,66,600 0 0 2,61,000 0 5,72,05,600
Total :- 14,28,65,602 5,74,66,600 3,01,12,600 2,94,90,022 20,42,210 6,31,210 16,81,68,760
Options Exercised during FY 2020-21 29,490,022

29,490,022.00
17,571,505,039.70
7,057,730,379.00
24,658,725,440.70

Share Capital Money received during FY 2020-21 )
Share Premium Money received during FY 2020-21 (%)
Perquisite Tax Amount collected during FY 2020-21 (3)
Total Amount collected during FY 2020-21 })

Note:
One (1) share of the face value of ¥ 1/- would arise on exercise of One (1) Equity Stock Option.

Vesting Requirements Except for the death/ permanent disablement or retirement of the employee, the options will vest only if the

employee is in the continuous and uninterrupted employment of the Bank as on the date of vesting.

Maximum Term of Options  Provided the employee is in the continuous and uninterrupted employment of the Bank, the options vested under
the ESOP Scheme XIX to ESOP Scheme XXVIII will lapse in case the same are not exercised by the employee
within 4 years from the respective dates of vesting. However, for the grant of options under the ESOP Scheme
XXIX to ESOP Scheme XXXV, the vested options will lapse in case the same are not exercised by the employee
within 2 years from the respective dates of vesting.

In case of death/ permanent disablement or retirement of the employee to whom the options are granted, all
unvested options shall get vested to the employee on the date of happening of such event, provided that the
options have completed the one year period from the date of grant. However, in case the event occurs before the
18t vesting date, then in such case, all such options which are granted shall vest in the employee within one year
from the occurrence of the event or on the 15t vesting date whichever is earlier. All such options are required to
be exercised within one year from the date of vesting.

Source of shares Primary

Variation in terms of ESOS  Nil
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i. Details of stock options granted to directors, senior management and key managerial personnel

z:;. Name Grade Final Grant
1 Aditya Puri # Former Managing Director -*
2 Kaizad Bharucha Executive Director -*
3 Sashidhar Jagdishan Managing Director and 2,60,000*
CEO
4 Anjani Rathor Group Head 2,60,000
5 Arup Rakshit Group Head 2,16,000
6 Arvind Kapil Group Head 2,60,000
7 Arvind Vohra Group Head 2,60,000
8 Ashima Bhat Group Head 2,60,000
9 Ashish Parthasarthy Group Head 2,60,000
10 Benjamin Frank Group Head 2,16,000
11 Bhavesh Zaveri Group Head 2,60,000
12 Chakrapani Venkatachari Group Head 2,60,000
13  Dhiraj Relli (on deputation to HDFC Securities Ltd, the Bank’s subsidiary) Group Head 2,60,000
14 Jimmy Tata Group Head 2,60,000
15 Nirav Shah Group Head 2,60,000
16 Parag Rao Group Head 2,60,000
17  Rahul Shukla Group Head 2,60,000
18 Rakesh Singh Group Head 2,60,000
19 Ramesh Lakshminarayanan Group Head 2,60,000
20 Raveesh Bhatia Group Head 2,16,000
21 S Sampath Kumar Group Head 2,60,000
22  Smita Bhagat Group Head 2,60,000
23  Srinivasan Vaidyanathan Chief Financial Officer 2,60,000
24 Vinay Razdan Group Head 2,60,000
25 Santosh Haldankar Senior Vice President 37,600
(Legal) & Company
Secretary

# Mr. Aditya Puri ceased to be the Managing Director of the Bank with effect from the close of business hours on October 26, 2020, upon

reaching 70 years of age, in accordance with the tenure approved by the Reserve Bank of India.

Mr. Aditya Puri was granted a total quantum of 4,06,140 employee stock options for the performance year 2019-20 basis approval from the
Reserve Bank of India dated April 29, 2021. Mr. Kaizad Bharucha was granted a total quantum of 1,53,300 employee stock options for the
performance year 2019-20 basis approval from the Reserve Bank of India dated April 29, 2021. Mr. Sashidhar Jagdishan took over as Managing
Director and Chief Executive Officer from October 27, 2020. The quantum of grant reported for him pertains to the grant received in his erstwhile
role of Group Head of the Bank during the financial year 2020-21 prior to his appointment as Managing Director and Chief Executive Officer.

i.  Other employees who received a grant in any one year of options None
amounting to 5 percent or more of options granted during that year
iii. ldentified employees who were granted options, during any one None

year, equal to or exceeding 1 percent of the issued capital (excluding
outstanding warrants and conversions)

iv.  Diluted Earnings Per Share (EPS) pursuant to the issue of shares
on exercise of option calculated in accordance with Accounting
Standard (AS) - 20 (Earnings Per Share)

The diluted EPS of the Bank calculated after considering the
effect of potential equity shares arising on account of exercise
of options is ¥ 56.3
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V. Where the company has calculated the employee compensation cost Had the Bank followed fair value method for accounting, the

using the intrinsic value of the stock options, the difference between
the employee compensation cost so computed and the employee
compensation cost that shall have been recognized if it had used the
fair value of the options, shall be disclosed. The impact of this difference
on profits and on EPS of the company shall also be disclosed

stock option compensation expense would have been higher by
% 1,117.0 crore. Consequently profit after tax would have been
lower by % 1,117.0 crore and the basic EPS of the Bank would
have been % 54.6 per share (lower by % 2.0 per share) and the
diluted EPS would have been % 54.3 per share (lower by % 2.0
per share)

Vi.

Weighted average exercise prices and weighted average fair values
of options shall be disclosed separately for options whose exercise
price either equals or exceeds or is less than the market price of the
stock options

The weighted average price of the stock options exercised is
% 596.8 and the weighted average fair value is ¥ 189.9

Vii

A description of the method and significant assumptions used during
the year to estimate the fair value of options, at the time of grant
including the following weighted average information:

The Securities and Exchange Board of India (SEBI) has prescribed
two methods to account for stock grants; (i) the intrinsic value
method; (ii) the fair value method. The Bank adopts the intrinsic
value method to account for the stock options it grants to the
employees. The Bank also calculates the fair value of options at
the time of grant, using binomial option-pricing model with the
following assumptions

I.  Risk-free interest rate

4.63 % 10 5.75 %

Il.  Expected life 1 to 6 years
Ill. Expected volatility 20.13 % t0 28.93 %
IV. Expected dividends 0.61 %

V. The price of the underlying share in the market at the time of
option grant

The market price per share was ¥ 1,235.8 at the time of grant of
options under ESOS XXXV.

VI. The weighted average market price of Bank’s shares on NSE at the
time of option grant

¥ 1238.33 at the time of grant of options under ESOS XXXV

VII. Method used and assumptions made to incorporate effects of
expected early exercise

The exercise multiple, which is based on historical data of early
option exercise decisions of the employees, incorporates early
exercise price effect in the valuation of ESOPs. The exercise
multiple indicates that option holders tend to exercise their
options when the share price reaches a particular multiple of the
exercise price.

VIIl. How expected volatility was determined, including explanation
of the extent to which expected volatility was based on historical
volatility

Stock expected volatility is completely based on GARCH
volatility forecasting model using historical stock prices from the
market.

IX. Whether and how any other features of the option grant were
incorporated into the measurement of fair value, such as a market
condition

Stock price and risk free interest rate are variables based on
actual market data at the time of ESOP valuation.
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Annexure 2 to the Directors’ Report

HDFC Bank Annual CSR Report 2020-21
1. Brief outline on CSR Policy of the Company

The Bank’s CSR is implemented under the aegis of ‘Parivartan’ which is the umbrella brand for all the Bank’s social initiatives.
Parivartan aims to bring about a transformation in the communities in which the Bank operates through multiple initiatives
in the areas of Education, Skill training and livelihood enhancement, Health Care, Environmental Sustainability and Rural
Development. The Bank’s programs are guided by CSR Policy duly approved by the Board which is driven by the vision of
“Creating Sustainable Communities”. The CSR policy and programs are aligned to comply with the requirements of Section
135 of the Companies Act, 2013 and are monitored by a Board level committee.

2. Composition of CSR Committee as on March 31, 2021:
Number of meetings of Number of meetings
CSR Committee held of CSR Committee
during the year attended during the year

1 Mr. Umesh Chandra Sarangi  Independent Director & 3 3
Chairperson

Independent Director
Independent Director
Non- Executive Director
Mr. Aditya Puri* Former Managing Director
Mr. Kaizad Bharucha* Executive Director 3 1

* During the year, Mr. Aditya Puri ceased to be a member of the Committee pursuant to the cessation of his tenure as Managing director of the
Bank while Mrs. Karnad and Mr. Bharucha were inducted as members on the Committee with effect from June 3, 2020 and November 25, 2020,
respectively

SI. Name of Director D§S|gnat|0_n / Nature of
No. Directorship

Mr. Sanjiv Sachar
Mr. Malay Patel
Mrs. Renu Karnad*®

W W ww
N W W Ww

OO WIN

3. Provide the web-link where Composition of CSR committee, CSR Policy and CSR projects
approved by the Board are disclosed on the website of the company:
https:/v1.hdfcbank.com/csr/index.aspx

4. Provide the details of Impact assessment of CSR projects carried out in pursuance of sub-
rule (3) of rule 8 of the Companies (Corporate Social Responsibility Policy) Rules, 2014, if
applicable (attach the report):

An impact assessment of the Bank’s Holistic Rural Development Program in 15 districts of Uttar Pradesh was carried out
voluntarily in the reporting year. The detailed report is available on the link below
https://v1.hdfcbank.com/csr/pdf/RTI-HRDP-Impact-Assessment-Report-Final.pdf

The Bank shall carry out impact assessment as required by the provisions contained in sub-rule (3) of rule 8 of the Companies
(Corporate Social Responsibility Policy) Rules, 2014 introduced with effect from January 22, 2021.

5. Details of the amount available for set off in pursuance of sub-rule (3) of rule 7 of the
Companies (Corporate Social Responsibility Policy) Rules, 2014 and amount required for set
off for the financial year, if any:

SI. . . Amount available for set-off Amount required to be set-off for the
Financial Year . . . . . . X .

No. from preceding financial years (in %) financial year, if any (in %)

1 2020-21 NA NA
Total

6. Average net profit of the company as per section 135(5): % 31,393 crore
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7. (a) Two percent of average net profit of the company as per section 135(5): % 627.86 crore

(b) Surplus arising out of the CSR projects or programmes or activities of the previous financial years:
% 0 crore

(c) Amount required to be set off for the financial year, if any: NA
(d) Total CSR obligation for the financial year (7a+7b-7c): % 627.86 crore

8. (a) CSR amount spent or unspent for the financial year:
Total Amount Amount Unspent (in %)
Spent for the .
Financial Year Total Amount transferred to Unspent CSR Amount transferred to any fund specified under Schedule VIl as per
 crore) Account as per Section 135(6) second proviso to Section 135(5)
Amount Date of transfer Name of the Fund Amount Date of transfer
634.91 NA NA NA NA NA
(b) Details of CSR amount spent against ongoing projects for the financial year:
1) @ ® ) 6) ©) (7 (G ©) (10 (11)
Sl. Name of the Item from the Local Location of the project Project Al Amg‘:"t Amount Amount Mode of Mode of Implementation -
No. Project. list of activities  area duration tﬁca;e ! 0; spentin transferredto Impl jon Through Impl ing Agency
in schedule VIl (Yes/ g District SR ;?Ler:) the current Unspent CSR  -Direct (Yes/No) e CSR
to the Act. No) financial Account for Registration
Year (% crore) the prt)jegt as number
per Section
135(6) (3 crore)
1 Zero Investment Promoting Yes  PAN India Multiple Districts 1 year 19.37 19.37 NA No Sri Aurobindo  CSR00000200
Innovations Education (i) Society
for Education
Initiatives (ZIIEI)
2 Utkarsh Promoting Yes Rajasthan Jaipur 2 years 0.15 0.15 NA No Moinee CSR00000043
Education (ji) Foundation
3 Digital Equalizer Promoting Yes  Maharashtra ~ Mumbai 1year 0.78 0.78 NA No The America CSR00001977
Education (i) India
Foundation
4 Patang Learning Promoting Yes  Maharashira ~ Mumbai & Thane 2 years 0.38 0.38 NA No Save the CSR00000158
Centers Education (ii) Children India
5 Smart Promoting Yes  Bihar Arariya, Jamui, Patna, 1 year 1.32 1.32 NA Yes Direct NA
Classroom Education (ii) Kaimur, Madhubani
6 Digitization of Promoting Yes  Madhya Bhopal, Indore, Raigad, 1 year 4.34 4.34 NA Yes Yuva CSR00000473
schools Education (i) Pradesh, Pune, Barmer, Jodhpur, Unstoppable
Maharashtra  Banaras, Amethi,
Rajasthan, Gorakhpur, Baraich,
Uttar Pradesh, Balrampur, Hamirpur,
Himachal Bilaspur, Una
Pradesh
7 Digital Education Promoting Yes  Haryana Panchkula 3 years 0.59 0.59 NA Yes Direct NA
Education (i)
8 Schools Promoting Yes  Bihar Sitamarhi Madhubani 2 years 1.09 1.09 NA No Oxfam India CSR00000839
Rehabilitation Education (i)
Program- East
9 Schools Promoting Yes  Assam Kamrup Barpeta 2 years 0.50 0.50 NA No Citizens CSR00000589
Rehabilitation Education (i) Foundation
Program- NE
10 School Promoting Yes  Assam Nalbari Baksa 2 years 0.08 0.08 NA No Gramya Vikash  CSR00000407
Rehabilitation Education (ii) Manch
-NE
11 Shikshan Mitra ~ Promoting Yes  Maharashtra  Palgarh 1year 0.56 0.56 NA No All India CSR00000373
Education (ji) Institute of
Local Self
Government
12 Anando Promoting Yes  Maharashtra  Yavatmal 1 year 0.05 0.05 NA No Light of life NA
Education (i) Trust
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(1) @ @ ) (5) 6) Ul ()] ©) (109 (11)
Sl. Name of the ltem from the Local Location of the project Project Amount Amount Amount Mode of Mode of Implementation -
No. Project. list of activities area duration AIIocated_ for spentin transferred to Impl. i Through Impl Agency
in schedule VIl (Yes/ State District the Project the current Unspent CSR  -Direct (Yes/No) Name CSR
to the Act. No) % crore) financial Account for Registration
Year (% crore) the project as number
per Section
135(6) (% crore)
13 Skill Training Vocational Yes  New Delhi New Delhi 1 year 0.13 0.13 NA No Udayan Care ~ CSR00000619
Program for Training and
Youth Livelihood
Enhancement
(il
14 Skill Training Vocational Yes  Chandigarh Chandigarh 1 year 2.58 2.58 NA No Friends Union  CSR00000051
Program for Training and Maharashtra ~ Pune for Energizing
Youth Livelihood Lives
Enhancement
(i
15 Skill Training Vocational Yes Uttar Pradesh Lucknow 1 year 0.80 0.80 NA No Ambuja Cement NA
Program for Training and Foundation
Youth Livelihood
Enhancement
(i)
16 Skill Training Vocational Yes Karnataka Hubli and Dharwad 1 year 2.83 2.83 NA No Deshpande CSR00001646
Program for Training and Foundation
Youth Livelihood
Enhancement
(i)
17 Skill Training for ~ Vocational Yes  PAN India Multiple Districts 1year 1.00 1.00 NA No CSC Academy NA
women Training and
Livelihood
Enhancement
(i)
18 Nursing training  Vocational Yes  Jharkhand Ranchi, Chaibasa, Gumla 2 years 3.60 3.60 NA No PAN IIT Alumni  CSR00000005
Program Training and Reach for India
Livelihood Foundation
Enhancement
(i)
19 Livelihood Vocational Yes Chhattisgarh ~ Bastar & Kanker 1 year 0.63 0.63 NA No Professional CSR00000973
Promotion for Training and Assistance for
Farmers Livelihood Development
Enhancement Action
(i) (PRADAN)
20 Livelihood Vocational Yes  Punjab Bathinda 1 year 1.20 1.20 NA No Care India CSR00000786
Promotion for Training and Solution for
Farmers Livelihood Sustainable
Enhancement Development
(i
21 Livelihood Vocational Yes  Guijarat Chhota Udaipur 1 year 1.00 1.00 NA No Care India CSR00000786
Promotion for Training and Solution for
Farmers Livelihood Sustainable
Enhancement Development
(i)
22 Livelihood Vocational Yes Madhya Damoh 1 year 1.51 1.51 NA No Care India CSR00000786
Promotion for Training and Pradesh Solution for
Farmers Livelihood Sustainable
Enhancement Development
(i)
23 Livelihood Vocational Yes  Jharkhand Dumka & Godda 1 year 0.52 0.52 NA No Professional CSR00000973
Promotion for Training and Assistance for
Farmers Livelihood Development
Enhancement Action
(i) (PRADAN)
24 Livelihood Vocational Yes Maharashtra  Ratnagiri 1 year 0.26 0.26 NA No The Pride India CSR00001069
Promotion for Training and
Farmers Livelihood
Enhancement
(i)
25 Livelihood Vocational Yes Rajasthan Dholpur 1 year 0.81 0.81 NA No Manjari CSR00000074
Promotion for Training and Foundation
Farmers Livelihood
Enhancement

(i
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(1) @ ® ) (5) (6) Ul ()] ©) (109 (11)
Sl. Name of the ltem from the Local Location of the project Project Amount Amount Amount Mode of Mode of Implementation -
No. Project. list of activities area duration AIIocated_for spentin transferred to Impl. i Through Impl Agency
in schedule VIl (Yes/ State District the Project the current Unspent CSR  -Direct (Yes/No) Name CSR
to the Act. No)  crore) financial Account for Registration
Year (% crore) the project as number
per Section
135(6) (% crore)
26 Livelihood Vocational Yes Maharashtra ~ Amravati, Yavatmal, 1 year 8.14 8.14 NA No Tata CSR00003775
Promotion for Training and Uttarakhand,  Nainital, Pithoragarh, Education and
Farmers Livelihood Gujarat, Dahod, Development
Enhancement Odisha, Mayurbhanj, Trust
(i) Rajasthan, Kalahandi, Sirohi,
Jharkhand Dumka
27 Livelihood Vocational Yes  Rajasthan Sawai Madhopur 1 year 1.20 1.20 NA No Udyogini CSR00001487
Promotion for Training and
Farmers Livelihood
Enhancement
(i)
28 Livelihood Vocational Yes  Tamil Nadu Ramnad, Sivaganga 1 year 0.36 0.36 NA No Dhan CSR00000273
Promotion for Training and Pudukkottai Foundation
Farmers Livelihood
Enhancement
(i)
29 Green- Vocational Yes  Jharkhand Ranchi 1 year 0.59 0.59 NA No KGVK CSR00000159
preneurship Training and
promotion Livelihood
Enhancement
(i
30 Livelihood Vocational Yes  Rajasthan Bhilwara, Chittaurgarh & 1 year 1.91 1.91 NA No Foundation CSR00000637
Promotion Training and Pratapgarh for Ecological
Livelihood Support (FES)
Enhancement
(i)
31 Integrated Vocational Yes Meghalaya West Jantia Hills 1year 1.15 1.15 NA No Aroh CSR00000044
Watershed Training and Foundation
Management Livelihood
and Enterprise  Enhancement
Development (i)
Program
32 Livelihood Vocational Yes  Assam, Golaghat, 1 year 0.49 0.49 NA No Society for CSR00000399
development Training and Meghalaya, Ri-Bhoi, Khordha, the Upliftment
through Organic  Livelihood Odisha, Bihar ~ Darbhanga of Villagers &
Agriculture Enhancement Development
(i) of Himalayan
Areas
(SUVIDHA)
33 Integrated Vocational Yes Maharashtra ~ Osmanabad 1 year 0.43 0.43 NA No BAIF Institute ~ CSR00000259
Livestock Training and for Sustainable
Development Livelihood Livelihoods and
Enhancement Development
(i) (BISLD)
34 Entre- Vocational Yes Kerala & Tamil Thiruvan- 1 year 0.27 0.27 NA No ICT Academy ~ NA
preneurship Training and Nadu thapuram, Kollam, for Tamil Nadu
Training Livelihood Alappuzha,
Program Enhancement Kottayam, Idukki,
(i) Ernakulam, Thrissur,
Virudhunagar, Vellore,
Chennai, Thiruvallur,
Kanchipurram, Madurai,
Tiruppur, Coimbatore,
Karur, Namakkal, Salem,
Dindugul, Sivagangai,
Erode, Tirunelveli,
Pondicherry Cuddalore
35 Livelihood Vocational Yes  Rajasthan Jaipur 1 year 0.25 0.25 NA No Orion Education CSR00000597
Training Training and Society
Program Livelihood
Enhancement
(i)
36 Solid Waste Sanitation (i) Yes Goaand Panijim, Rishikesh, 2 years 2.91 2.91 NA No Charities Aid NA
Management Uttarakhand Haldwani, Dehradun, Foundation

Uttar Kashi
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(1) @ @ ) (5) 6) Ul ()] ©) (109 (11)
Sl. Name of the ltem from the Local Location of the project Project Amount Amount Amount Mode of Mode of Implementation -
No. Project. list of activities area duration AIIocated_ for spentin transferred to Impl. i Through Impl Agency
in schedule VIl (Yes/ State District the Project the current Unspent CSR  -Direct (Yes/No) Name CSR
to the Act. No) % crore) financial Account for Registration
Year (% crore) the project as number
per Section
135(6) (% crore)
37 Holistic Rural Rural Yes Rajasthan Jaisalmer 2 years 1.76 1.76 NA No URMUL CSR00000546
Development Development Rural Health
Program (HRDP)  Projects (x) Research and
Development
Trust (URMUL)
38 HRDP Rural Yes Rajasthan Dhaulpur 2 years 1.39 1.39 NA No Manjari CSR00000074
Development Foundation
Projects (x)
39 HRDP Rural Yes Rajasthan Karauli 2 years 1.58 1.58 NA No Udyogini CSR00001487
Development
Projects (x)
40 HRDP Rural Yes Rajasthan Dausa 1 year 2.35 2.35 NA No BAIF CSR00000308
Development Development
Projects (x) Research
Foundation
41 HRDP Rural Yes Rajasthan Pali 1 year 0.86 0.86 NA No Self Reliant CSR00001911
Development Initiatives
Projects (x) Through Joint
Action (SRIJAN)
42 HRDP Rural Rajasthan Rajasmand 1 year 1.24 1.24 NA No Seva Mandir CSR00000288
Development
Projects (x)
43 HRDP Rural Chhattisgarh ~ Surguja 3years 1.36 1.36 NA No Ambuja Cement NA
Development Foundation
Projects (x)
44 HRDP Rural Chhattisgarh  Bilaspur 3 years 112 1.12 NA No National CSR00000206
Development Institute of
Projects (x) Women Child
and Youth
Development
45 HRDP Rural Chhattisgarh ~ Korea (Koriya) 2 years 0.93 0.93 NA No Watershed CSR00000518
Development Organisation
Projects (x) Trust
46 HRDP Rural Yes  Chhattisgarh  Janjgir-Champa 1year 1.24 1.24 NA No The Indo Global CSR00001677
Development Social Service
Projects (x) Society (IGSSS)
47 HRDP Rural Yes  Chhattisgarh  Jashpur 1 year 1.30 1.30 NA No Self Reliant CSR00001911
Development Initiatives
Projects (x) Through Joint
Action (SRIJAN)
48 HRDP Rural Yes Uttarakhand  Haridwar 1 year 2.49 249 NA No Ambuja Cement NA
Development Foundation
Projects (x)
49 HRDP Rural Yes  Uttar Pradesh Barabanki 3 years 1.49 1.49 NA No Aga Khan NA
Development Foundation
Projects (x)
50 HRDP Rural Yes  Uttar Pradesh Prayagraj (Allahabad) 2 years 2.14 2.14 NA No Peoples Action  CSR00000125
Development For National
Projects (x) Integration
51 HRDP Rural Yes Gujarat Gir Somnath 1 year 0.80 0.80 NA No TNS India CSR00001337
Development Foundation
Projects (x) (TNSIF)
52 HRDP Rural Yes Madhya Sagar 2 years 1.46 1.46 NA No Abhyuday CSR00000495
Development Pradesh Sansthan
Projects (x)
53 HRDP Rural Madhya Shahdol 1year 2.55 2.55 NA No Action For CSR00001213
Development Pradesh Social
Projects (x) Advancement
(ASA)
54 HRDP Rural Yes Madhya Vidisha 1 year 0.98 0.98 NA No Arpan Seva CSR00000826
Development Pradesh Sansthan
Projects (x)
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(1) @ () ) (5) 6) Ul ()] ©) (109 (11)
Sl. Name of the ltem from the Local Location of the project Project Amount Amount Amount Mode of Mode of Implementation -
No. Project. list of activities area duration AIIocated_ for spentin transferred to Impl. i Through Impl Agency
in schedule VIl (Yes/ State District the Project the current Unspent CSR  -Direct (Yes/No) Name CSR
to the Act. No)  crore) financial Account for Registration
Year (% crore) the project as number
per Section
135(6) (% crore)
55 HRDP Rural Yes Assam Dhemaji Lakhimpur 3 years 1.27 1.27 NA No World Vision CSR00004211
Development India
Projects (x)
56 HRDP Rural Yes Maharashtra  Satara 2 years 1.31 1.31 NA No Action For CSR00000092
Development Agricultural
Projects (x) Renewal In
Maharashtra
(AFARM)
57 HRDP Rural Yes Madhya Chindwada 1 year 0.49 0.49 NA No Watershed CSR00000518
Development Pradesh Organisation
Projects (x) Trust
58 HRDP Rural Yes Madhya Ratlam, Dhar 1year 0.34 0.34 NA No Baif CSR00000308
Development Pradesh Development
Projects (x) Research
Foundation
59 HRDP Rural Yes Madhya Barwani 2 years 1.62 1.62 NA No Aga Khan CSR00004229
Development Pradesh Rural Support
Projects (x) Programme
India
60 HRDP Rural Yes Chhattisgarh ~ Kabeerdham 1 year 1.26 1.26 NA No Aroh CSR00000044
Development Foundation
Projects (x)
61 HRDP Rural Yes  Chhattisgarh  Durg 1 year 2.43 243 NA No Care India CSR00000786
Development Solutions For
Projects (x) Sustainable
Development
62 HRDP Rural Yes Chhattisgarh ~ Dhamtari 2 years 0.50 0.50 NA No Gramin Vikas ~ CSR00000633
Development Trust
Projects (x)
63 HRDP Rural Yes  Chhattisgarh ~ Kanker 2 years 0.80 0.80 NA No Udyogini CSR00001487
Development
Projects (x)
64 HRDP Rural Yes  Chhattisgarh  Balod 2 years 1.10 1.10 NA No Vrutti CSR00000538
Development
Projects (x)
65 HRDP Rural Yes Maharashtra ~ Washim 1 year 1.77 1.77 NA No Ugam Gramin ~ CSR00004874
Development Vikas Sanstha
Projects (x) UMRA
66 HRDP Rural Yes Maharashtra ~ Nanded 1 year 0.83 0.83 NA No Centre For CSR00000339
Development Advance
Projects (x) Research And
Development
67 HRDP Rural Yes Maharashtra  Yawatmal 2 years 1.38 1.38 NA No Sanjeevani CSR00000270
Development Inst. For
Projects (x) Empowerment
& Development
68 HRDP Rural Yes Gujarat Sabarkantha 2 years 1.54 1.54 NA No Collectives CSR00000508
Development for Integrated
Projects (x) Livelihood
Initiatives
69 HRDP Rural Yes  Gujarat Narmada 2 years 0.95 0.95 NA No Aga Khan CSR00004229
Development Rural Support
Projects (x) Programme
India
70 HRDP Rural Yes  Gujarat Kheda 3 years 1.33 1.33 NA No Foundation CSR00000637
Development for Ecological
Projects (x) Security
71 HRDP Rural Yes Bihar Vaishali 3 years 1.58 1.58 NA No Aga Khan CSR00004229
Development Rural Support
Projects (x) Programme
India
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Sl. Name of the ltem from the Local Location of the project Project Amount Amount Amount Mode of Mode of Implementation -
No. Project. list of activities area duration AIIocated_ for spentin transferred to Impl. i Through Impl Agency
in schedule VIl (Yes/ State District the Project the current Unspent CSR  -Direct (Yes/No) Name CSR
to the Act. No) % crore) financial Account for Registration
Year (% crore) the project as number
per Section
135(6) (% crore)
72 HRDP Rural Yes Karnataka Gulbarga, Raichur, Bidar 2 years 2.63 2.63 NA No Myrada CSR00001099
Development
Projects (x)
73 HRDP Rural Yes  Himachal Kangra 1 year 2.27 227 NA No Peoples Action  CSR00000125
Development Pradesh For National
Projects (x) Integration
74 HRDP Rural Yes Odisha Nayagarh 1 year 1.64 1.64 NA No Gram Vikas CSR00000596
Development
Projects (x)
75 HRDP Rural Yes  Odisha Rayagada 1 year 2.76 2.76 NA No Prayatn Sanstha CSR00000483
Development
Projects (x)
76 HRDP Rural Yes  Jharkhand Khunti 3years 1.95 1.95 NA No Network For CSR00002858
Development Enterprise
Projects (x) Enhancement
And
Development
Support
(NEEDS)
77 HRDP Rural Yes  Jharkhand Ramgarh 3 years 2.37 2.37 NA No KGVK CSR00000159
Development
Projects (x)
78 HRDP Rural Yes  Jharkhand Dumka 2 years 2.42 242 NA No Professional CSR00000973
Development Assistance for
Projects (x) Development
Action
(PRADAN)
79 HRDP Rural Yes Assam Kamrup 1 year 0.66 0.66 NA No FXB India CSR00000076
Development Suraksha
Projects (x)
80 HRDP Rural Yes  Assam Nalbari 1 year 1.16 1.16 NA No Gramya Vikash  CSR00000407
Development Mancha
Projects (x)
81 HRDP Rural Yes Meghalaya Ri-Bhoi 1 year 0.71 0.71 NA No FXB India CSR00000076
Development Suraksha
Projects (x)
82 HRDP Rural Yes Assam Kamrup 1 year 2.21 2.21 NA No Citizens CSR00000589
Development Foundation
Projects (x)
83 HRDP Rural Yes  Meghalaya East Khasi 1 year 1.71 1.71 NA No Aroh CSR00000044
Development Foundation
Projects (x)
84 HRDP Rural Yes  Assam Vishwanath Chirali 1 year 2.08 2.08 NA No Society for CSR00000399
Development the Upliftment
Projects (x) of Villagers &
Development
of Himalayan
Areas
(SUVIDHA)
85 HRDP Rural Yes Haryana Mahendragarh 3 years 1.51 1.51 NA No S.M. Sehgal CSR00000262
Development Foundation
Projects (x)
86 HRDP Rural Yes Haryana Yamuna Nagar 2 years 1.65 1.65 NA No Centre for CSR00000339
Development Advance
Projects (x) Research and
Development
87 HRDP Rural Yes Madhya Khandwa 1 year 0.97 0.97 NA No Indo Global CSR00001677
Development Pradesh Social Service
Projects (x) Society
88 HRDP Rural Yes  Jharkhand Hazaribagh 1 year 2.03 2.03 NA No KGVK CSR00000159

Development
Projects (x)
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Sl. Name of the ltem from the Local Location of the project Project Amount Amount Amount Mode of Mode of Implementation -
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in schedule VIl (Yes/ State District the Project the current Unspent CSR  -Direct (Yes/No) Name CSR
to the Act. No)  crore) financial Account for Registration
Year (% crore) the project as number
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89 HRDP Rural Yes  Sikkim East Sikkim 1 year 2.12 212 NA No Citizens CSR00000589
Development Foundation
Projects (x)
90 HRDP Rural Yes Bihar Nalanda 1 year 1.1 1.11 NA No Oxfam India CSR00000839
Development
Projects (x)
91 HRDP Rural Yes Madhya Khargone 1year 1.23 1.23 NA No Society for CSR00000399
Development Pradesh the Upliftment
Projects (x) of Villagers &
Development
of Himalayan
Areas
(SUVIDHA)
92 HRDP Rural Yes Maharashtra ~ Osmanabad 1 year 1.49 1.49 NA No Cohesion CSR00000148
Development Foundation
Projects (x) Trust
93 HRDP Rural Yes Odisha Koraput 1 year 1.29 1.29 NA No Foundation CSR00000637
Development for Ecological
Projects (x) Security
94 HRDP Rural Yes Kerala Alappuzha, Vaikkom, 3 years 2.31 2.31 NA No M.S. CSR00000470
Development Ernakulam, Idukki, Swaminathan
Projects (x) Wayanad Research
Foundation
95 HRDP Rural Yes Maharashtra  Jalna 3 years 2.65 2.65 NA No Watershed CSR00000518
Development Organisation
Projects (x) Trust
96 HRDP Rural Yes Maharashtra  Dhule 3 years 1.35 1.35 NA No Vikas Sahyog ~ CSR00001779
Development Pratishthan
Projects (x)
97 HRDP Rural Yes  Assam Darang 1year 0.38 0.38 NA No FXB India CSR00000076
Development Suraksha
Projects (x)
98 HRDP Rural Yes Madhya Ujjain 1 year 1.00 1.00 NA No Action for CSR00001213
Development Pradesh Social
Projects (x) Advancement
(ASA)
99 HRDP Rural Yes Chhattisgarh ~ Balrampur 1 year 0.84 0.84 NA No Udyogini CSR00001487
Development
Projects (x)
100 HRDP Rural Yes  Chhattisgarh  Surajpur 1 year 0.55 0.55 NA No Indo Global CSR00001677
Development Social Service
Projects (x) Society
101 HRDP Rural Yes  Chhattisgarh  Sarguja 1 year 1.18 1.18 NA No Ambuja Cement NA
Development Foundation
Projects (x)
102 HRDP Rural Yes  Punjab Patiala 1 year 0.29 0.29 NA No Ambuja Cement NA
Development Foundation
Projects (x)
103 HRDP Rural Yes Assam Lakhimpur 1 year 0.73 0.73 NA No Indo Global CSR00001677
Development Social Service
Projects (x) Society
104 HRDP Rural Yes Maharashtra ~ Nandurbar 1 year 2.09 2.09 NA No Collectives CSR00000508
Development for Integrated
Projects (x) Livelihood
Initiatives
105 HRDP Rural Yes Uttar Pradesh Gorakhpur 1 year 1.16 1.16 NA No Peoples Action  CSR00000125
Development For National
Projects (x) Integration
106 HRDP Rural Yes Uttar Pradesh Varanasi 1 year 1.26 1.26 NA No Aroh CSR00000044
Development Foundation
Projects (x)
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124 HRDP Rural Yes  Uttar Pradesh Lalitpur 1 year 117 117 NA No Centre for CSR00000339
Development Advance
Projects (x) Research and
Development
125 HRDP Rural Yes Madhya Rajgarh 1 year 1.26 1.26 NA No Arpan Seva CSR00000826
Development Pradesh Sansthan
Projects (x)
126 HRDP Rural Yes  Gujarat Kheda 1 year 0.28 0.28 NA No Foundation CSR00000637
Development for Ecological
Projects (x) Security
127 HRDP Rural Yes  Uttar Pradesh Pratapgarh 1 year 0.93 0.93 NA No Peoples Action  CSR00000125
Development for National
Projects (x) Integration
128 HRDP Rural Yes Chhattisgarh  Balod 3 years 0.53 0.53 NA No Vrutti CSR00000538
Development
Projects (x)
129 HRDP Rural Yes  Bihar Sitamarhi 1 year 0.68 0.68 NA No Oxfam India CSR00000839
Development
Projects (x)
130 HRDP Rural Yes Rajasthan Dholpur 1 year 0.31 0.31 NA No Manjari CSR00000074
Development Foundation
Projects (x)
131 HRDP Rural Yes Maharashtra  Palghar 1 year 0.77 0.77 NA No All India Institute CSR00000373
Development Of Local Self
Projects (x) Government
132 HRDP Rural Yes Rajasthan Baran 1 year 0.31 0.31 NA No Self Reliant CSR00001911
Development Initiatives
Projects (x) through Joint
Action (SRIJAN)
Total 181.86 181.86

(1) @ @ ) (5) 6) Ul ()] ©) (109 (11)
Sl. Name of the ltem from the Local Location of the project Project Amount Amount Amount Mode of Mode of Implementation -
No. Project. list of activities area duration AIIocated_ for spentin transferred to Impl. i Through Impl Agency
in schedule VIl (Yes/ State District the Project the current Unspent CSR  -Direct (Yes/No) Name CSR
to the Act. No) % crore) financial Account for Registration
Year (% crore) the project as number
per Section
135(6) (% crore)
107 HRDP Rural Yes  Chhattisgarh ~ Gariaband 1 year 0.77 0.77 NA No National CSR00000206
Development Institute of
Projects (x) Women Child
and Youth
Development
108 HRDP Rural Yes Madhya Burhanpur 1year 0.62 0.62 NA No Aga Khan CSR00004229
Development Pradesh Rural Support
Projects (x) Programme
India
109 HRDP Rural Yes  Jharkhand Ranchi 1 year 1.04 1.04 NA No Nav Bharat CSR00001693
Development Jagriti Kendra
Projects (x)
110 HRDP Rural Yes Haryana Nuh 1 year 0.68 0.68 NA No S.M.Sehgal CSR00000262
Development Foundation
Projects (x)
111 HRDP Rural Yes Uttar Pradesh Bahraich 1 year 0.84 0.84 NA No Aga Khan NA
Development Foundation
Projects (x)
112 HRDP Rural Yes  Rajasthan Alwar 1 year 0.19 0.19 NA No IBTADA CSR00002333
Development
Projects (x)
113 HRDP Rural Yes  Meghalaya Ri-Bhoi 1 year 0.50 0.50 NA No Society For CSR00000283
Development Action In
Projects (x) Community
Health
114 HRDP Rural Yes Uttarakhand ~ Almora 1 year 0.24 0.24 NA No Himmotthan CSR00000081
Development Society
Projects (x)
115 HRDP Rural Yes Madhya Jhabua 1 year 0.79 0.79 NA No BAIF Institute ~ CSR00000259
Development Pradesh for Sustainable
Projects (x) Livelihoods and
Development
116 HRDP Rural Yes Madhya Guna 1 year 0.87 0.87 NA No End Poverty CSR00000314
Development Pradesh
Projects (x)
117 HRDP Rural Yes Maharashtra ~ Chandrapur 1 year 0.34 0.34 NA No Krushi Vikas CSR00001360
Development Va Gramin
Projects (x) Prashikshan
Sanstha
118 HRDP Rural Yes Haryana Rewari 1 year 0.58 0.58 NA No End Poverty CSR00000314
Development
Projects (x)
119 HRDP Rural Yes Maharashtra  Hingoli 1 year 0.65 0.65 NA No BAIF Institute ~ CSR00000259
Development for Sustainable
Projects (x) Livelihoods and
Development
120 HRDP Rural Yes  Tamil Nadu Virudhunagar 1 year 0.58 0.58 NA No National Agro  NA
Development Foundation
Projects (x)
121 HRDP Rural Yes  Himachal Hamirpur 1 year 0.49 0.49 NA No Himmotthan CSR00000081
Development Pradesh Society
Projects (x)
122 HRDP Rural Yes  Karnataka Koppal 1 year 0.65 0.65 NA No BAIF Institute ~ CSR00000259
Development for Sustainable
Projects (x) Livelihoods and
Development
123 HRDP Rural Yes Andhra Anantapur 1 year 0.71 0.71 NA No Foundation CSR00000637
Development Pradesh For Ecological
Projects (x) Security
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(c) Details of CSR amount spent against other than ongoing projects for the financial year:

168

o
Sl.
No.

@ ©®) @ ) 6) U @®)
Name of the Item from the list  Local Location of the project Amount Mode of Mode of Implementation
Project of activities in area spent for Implementation - Through Implementing
schedule VIl to (Yes/ the Project -Direct (Yes/No) Agency
the Act No)  state District [ crore) Name CSR
Registration
number
Social Awareness  Promoting Yes PAN India Multiple Districts 4.73 Yes NA NA
Education (ji)
Swachha Banking ~ Promoting Yes PAN India Multiple Districts 5.64 Yes NA NA
Education (i)
Disha Promoting Yes Chhattisgarh, Madhya Pradesh, Mahasamund, Korba, 3.05 No Magic CSR00001330
Education (i) Maharashtra & Rajasthan Raigarh, Mungeli, Bilaspur, Bus India
Chhindwara, Vidisha, Betul, Foundation
Mandla, Khargone, Sheopur,
Khandwa, Pune, Nagpur,
Bhandara, Sangli, Parbhani,
Raigad, Nashik, Wardha,
Dholpur, Chittogarh, Churu
Scholarship for the  Promoting Yes Maharashtra Mumbai 0.25 No SriSatyaSai  NA
girl child Education (ji) / Trust
Gender Equality
(iii)
Educational Crisis ~ Promoting Yes PAN India Multiple Districts 2.40 No Buddy4Study  CSR00000121
Scholarship Education (ji) Foundation
Support (ECSS)
Fellowship program  Promoting Yes Uttar Pradesh Hardoi, Lakhimpur, Barabanki, 0.20 No Milaan NA
Education (i) Rae Bareili, Azamgarh, Foundation
Chandauli, Ghazipur, Jaunpur,
Mau, Varanasi, Lucknow,
Sitapur, Unnao
Special Education  Promoting Yes  Karnataka Kodagu 0.25 No Kodagu NA
Centre Education (ji) Vidhyalaya
School Promoting Yes Maharashtra Mumbai 1.00 No Bombay NA
Upgradation Education (ji) Scottish
Orphanage
Society
Learning Promoting Yes Rajasthan Jaipur 0.14 No Jagriti CSR00003327
Improvement Education (ji)
SMART - Promoting Yes  Tamil Nadu Madurai 0.15 No Society of St.  NA
Education Education (ji) Mary’s
Digital Education Promotion of Yes Bihar, Uttar Pradesh, Patna, Banaras, Rajsamand, 9.88 No CSC Academy NA
Education (ji) Rajasthan, Jharkhand, Bokaro, Giridih, Durg
Chhattisgarh
Student Skill Vocational Yes Chhattisgarh Bilaspur, Korba, Raipur 0.78 No TISS CSR00003475
Development Training and
Program Livelihood
Enhancement (i)
Skill Training Vocational Yes Uttarakhand Roorkee Haridwar 1.63 No Ambuja NA
Program for Youth  Training and Cement
Livelihood Foundation
Enhancement (i)
Skill Training Vocational Yes Karnataka Bangalore 1.62 No End Poverty CSR00000314
Program for Youth  Training and
Livelihood
Enhancement (i)
Skill Training Vocational Yes Bihar, Maharashtra, Rajasthan, Muzzafarpur, Ranchi, Nagpur, 0.27 No Head CSR00000919
Program for Youth  Training and Jharkhand, Karnataka Jaipur, Bidar Held High
Livelihood Foundation

Enhancement (i)

Introduction to Our How We Responsible Statutory Reports and
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Sl. Name of the Item from the list  Local Location of the project Amount Mode of Mode of Implementation
No. Project of activities in area spent for Implementation - Through Implementing
schedule VIl to (Yes/ the Project -Direct (Yes/No) Agency
the Act No)  state District R crore) Name CSR
Registration
number
16 Skill Training Vocational Yes Odisha Angul & Dhenkal 0.53 No Access NA
Program for Youth  Training and Development
Livelihood Services
Enhancement (i)
17 Skill Training Vocational Yes Odisha Bhubneshwar 0.76 No Friends Union  CSR00000051
Program for Youth  Training and for Energizing
Livelihood Lives
Enhancement (i)
18  Skill Training Vocational Yes Punjab Mansa, Bhatinda, Faridkot, 0.25 No Institute of NA
Program for Youth  Training and Moga, Ferozpur, Barnala, Livelihood
Livelihood Sangrur, Patiala Research &
Enhancement (i) Training
19 Incubator Support  Vocational Yes Guijarat, Telangana, Delhi, Uttar Ahmedabad, Hyderabad, 4.90 No GUSEC, NA
Program Training and Pradesh, Rajasthan, Karnataka, Delhi, Greater Noida (NCR), T-Hub
Livelihood Uttarakhand, Tamil Nadu, Uttar  Jaipur, Bangalore, Kashipur, Foundation,
Enhancement (ii)/ Pradesh Chennai, Varanasi IIT Delhi,
Contribution to BIMTECH,
incubators (ix) AIC Banasthali
Vidyapith
Foundation,
C-Camp, IIM
Kashipur,
Viligro
Innovations
Foundation,
IIT BHU
20 Infrastructure for Ensuring Yes  Madhya Pradesh Niwadi & Chattarpur 0.25 No Aakar CSR00002999
water accessibility ~ Environment Charitable
Sustainability Trust
— Maintaining
quality of soil, air
and water (ji)
21 COVID Relief Preventive Yes PAN India Multiple District 70.00 No PM Cares NA
and Curative
Healthcare
(i) / Disaster
Management
(xii)/ PM National
Fund (viii)
22 Community Kitchen Preventive Yes Haryana Karnal, Panchkula, 0.60 Yes Direct NA
and Curative Fatehabad, Nuh, Bhiwani,
Healthcare (i) Sirsa, Tohan, Gharaunda,
Rewari, Kurukshetra, Rohtak,
Khaital, Hansi, Jagadhari,
Panipat, Ambala, Gohana,
Ateli, Jind, Narwana, Taraori,
Samalkha, Hodal, Pataudi,
Pehowa
23 Innovation and Preventive Yes Punjab Mohali 2.00 No Punjab CSR NA
Startup Support and Curative Authority
Healthcare (i)
24 Support to cancer  Preventive Yes Punjab Sangrur 3.00 No Tata Memorial NA
patients and Curative Centre
Healthcare (i)
25 COVID Relief Preventive Yes Maharashtra Mumbai 0.20 No Taj Public NA
and Curative Service
Healthcare Welfare Trust
(i) / Disaster

Management (xii)
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27

28

29

30

31

32

33

34

35
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@ ©®) “ 6) @ @®)
Name of the Item from the list  Local Location of the project Amount Mode of Mode of Implementation
Project of activities in area spent for Implementation - Through Implementing
schedule VIl to (Yes/ the Project -Direct (Yes/No) Agency
the Act No)  state District R crore) Name CSR
Registration
number
COVID Relief Preventive Yes Maharashtra Mumbai 0.05 No Setu NA
and Curative Charitable
Healthcare Trust
(i) / Disaster
Management (xii)
COVID Relief Preventive Yes Maharashtra Mumbai 0.75 No National NA
and Curative Health and
Healthcare Education
(i) / Disaster Society
Management (xii)
Rehabilitation Preventive Yes Kerala Thrissur 0.25 No Solace NA
for Children with and Curative
Disability Healthcare (i)
Maternal Preventive Yes Rajasthan Udaipur 0.04 No Development  CSR00003335
Healthcare and Curative Innovation
Healthcare (i) Foundation
COVID Relief Preventive Yes Uttar Pradesh Lucknow 0.25 No AHEAD NA
and Curative
Healthcare
(i) / Disaster
Management (xii)
COVID Relief Preventive Yes Maharashtra Mumbai 4.00 No Mumbai NA
and Curative Police
Healthcare Foundation
(i) / Disaster
Management (xii)
COVID Relief Preventive Yes  Guijarat Ahmedabad 0.99 No Yuva CSR00000473
and Curative Unstoppable
Healthcare
(i) / Disaster
Management (xii)
COVID Relief Preventive Yes PAN India Multiple Districts 24.73 Yes Direct NA
and Curative
Healthcare
(i) / Disaster
Management (xii)
Solar ATMs Ensuring Yes Maharashtra, Uttar Pradesh, Dhule, Mumbai, Jalgaon, 0.06 Yes Direct NA
Environmental Bihar Banka, Jamui, Bara Banki,
Sustainability (iv) Agra, Rai Barelli, Rohtas,
Bhagalpur, Muzzafarpur,
Solar Lamps Ensuring Yes Uttar Pradesh Kanpur 0.04 No Peoples CSR00000125
Environmental Action for
Sustainability (iv) National
Integration
Tree Plantation Ensuring Yes Sikkim, Madhya Pradesh, East Sikkim, Harda, Bhilwara, 7.02 Yes Direct NA
Environmental Rajasthan, Uttarakhand, Uttar ~ Rajsamand, Pratapgarh,
Sustainability (iv) Pradesh, Odisha, Haryana, Alwar, Nanital , Jhansi, Puri,
Punjab Fatehbad , Moga
Payroll Giving Eradicating Yes PAN India Multiple Districts 0.45 No Give India NA
- Employer Poverty (i)/
Contribution Promoting
Education (ji)/
Gender Equality (iii)
Disaster Disaster Yes West Bengal Uttarakhand Multiple Districts 6.00 No State Disaster NA

Management and
Rehabilitation

Management (xii)

Development
Authority
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Sl. Name of the Item from the list  Local Location of the project Amount Mode of Mode of Implementation
No. Project of activities in area spent for Implementation - Through Implementing
schedule VIl to (Yes/ the Project -Direct (Yes/No) Agency
the Act No)  state District R crore) Name CSR
Registration
number
39 Support for Sports  Training to Yes PAN India Multiple Districts 1.25 No Foundation NA
promote sports for Promotion
(viii) of Sports and
Games
40 Dairy Support Rural Yes Guijarat, Rajasthan Anand, Aravalli, Banaskhanta, 18.55 Yes Direct NA
Development Bhilwara, Gandhinagar,
Projects (x) Ghadkan, Jamnagar,
Mahesana, Mehsana, Morbi,
Patan, Rajkot, Sabarkantha,
Surat, Surendranagar, Tapi,
Valsad Jaipur, Ajmer
41 Empowerment Rural Yes PAN India Multiple Districts 10.06 Yes Direct NA
Officers Development
Projects (x)
42 Financial Literacy ~ Rural Yes PAN India Multiple Districts 233.31 Yes Direct NA
Development
Projects (x)
43 HRDP Rural Yes Uttar Pradesh Varanasi 1.75 No Sahbhagi CSR00000486
Development Shikshan
Projects (x) Kendra
44 HRDP Rural Yes Uttar Pradesh Fatehpur, Barabanki, 1.93 No Shramik CSR00000332
Development Chandauli, Bhadohi Bharti
Projects (x)
45 HRDP Rural Yes  Uttar Pradesh Firozabad, Badaun, 1.78 No Aroh CSR00000044
Development Bulandshar Foundation
Projects (x)
46 HRDP Rural Yes Uttar Pradesh Faizabad, Gonda, Sitapur, 0.61 No Participatory ~ CSR00000125
Development Sultanpur Action for
Projects (x) Community
Empowerment
47 HRDP Rural Yes Uttar Pradesh Pratapgarh, Allahabad 1.21 No Peoples CSR00000125
Development Action for
Projects (x) National
Integration
48 HRDP Rural Yes Uttar Pradesh Pilibhit 0.37 No Participatory ~ CSR00000125
Development Action for
Projects (x) Community
Empowerment
49 HRDP Rural Yes Madhya Pradesh Katni 0.43 No Haritika CSR00000516
Development
Projects (x)
50 HRDP Rural Yes Meghalaya Ri-Bhoi 0.42 No Society for CSR00000283
Development Action in
Projects (x) Community
Health
51 HRDP Rural Yes Maharashtra Pune 0.12 No Krushi Vikas ~ CSR00001360
Development va Gramin
Projects (x) Prashikshan
Sanstha
52 HRDP Rural Yes Maharashtra Ahmednagar 0.07 No Krushi Vikas ~ CSR00001360
Development va Gramin
Projects (x) Prashikshan
Sanstha
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Sl. Name of the Item from the list  Local Location of the project Amount Mode of Mode of Implementation
No. Project of activities in area spent for Implementation - Through Implementing
schedule VIl to (Yes/ the Project -Direct (Yes/No) Agency
the Act No)  state District R crore) Name CSR
Registration
number
53 HRDP Rural Yes Maharashtra Nashik 1.23 No Sanjeevani CSR00000270
Development Institute for
Projects (x) Empowerment
&
Development
54 HRDP Rural Yes  Madhya Pradesh Betul 0.18 No BAIF CSR00000308
Development Development
Projects (x) Research
Foundation
55 HRDP Rural Yes Maharashtra Nagpur 0.14 No BAIF CSR00000308
Development Development
Projects (x) Research
Foundation
56 HRDP Rural Yes Maharashtra Bhandara 0.25 No BAIF CSR00000308
Development Development
Projects (x) Research
Foundation
57 HRDP Rural Yes Maharashtra Bhandara 0.15 No BAIF CSR00000308
Development Development
Projects (x) Research
Foundation
58 HRDP Rural Yes Bihar Samastipur 0.70 No Aga Khan CSR00004229
Development Rural Support
Projects (x) Programme
India
59 HRDP Rural Yes Bihar Muzaffarpur 0.82 No Aga Khan CSR00004229
Development Rural Support
Projects (x) Programme
India
60 HRDP Rural Yes Bihar Darbhanga 1.62 No Aga Khan CSR00004229
Development Rural Support
Projects (x) Programme
India
61 HRDP Rural Yes Jharkhand Paschim Singhbhum 1.72 No Network for CSR00002858
Development Enterprise
Projects (x) Enhancement
and
Development
Support
(NEEDS)
62 HRDP Rural Yes Assam Lakhimpur 1.09 No Indo Global CSR00001677
Development Social Service
Projects (x) Society
(IGSSS)
63 HRDP Rural Yes Assam Darang 0.20 No FXB India CSR00000076
Development Suraksha
Projects (x)
64 HRDP Rural Yes Meghalaya Ri-Bhoi 0.47 No Society for CSR00000283
Development Action in
Projects (x) Community
Health
65 HRDP Rural Yes Punjab Ludhiana, Moga 2.09 No Society for CSR00000283
Development Action in
Projects (x) Community
Health
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Registration
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66 HRDP Rural Yes Punjab Firozpur, Amritsar 0.86 No Shramik CSR00000332
Development Bharti
Projects (x)
67 HRDP Rural Yes Punjab Amritsar 0.81 No Shramik CSR00000332
Development Tarn Taran Bharti
Projects (x)
68 HRDP Rural Yes Punjab Fazilka 1.42 No Centre for CSR00000339
Development Muktasar Advance
Projects (x) Research and
Development
Total 444.72
(d) Amount spent in Administrative Overheads % 7.84 crore
(e) Amount spent on Impact Assessment, if applicable % 0.49 crore
()  Total amount spent for the Financial Year (8b+8c+8d+8e) % 634.91 crore
(@ Excess amount for set-off, if any
SI. No. Particular Amount (% crore)
(i) Two percent of average net profit of the company as per section 135(5) 627.86
(ii) Total amount spent for the financial year 634.91
(iii) Excess amount spent for the financial year [(ii)-(i)] 7.05
(iv) Surplus arising out of the CSR projects or programmes or activities of the previous NA
financial years, if any
(v) Amount available for set-off in succeeding financial years [{jii)-(iv)] 7.05
9 (a) Details of Unspent CSR amount for the preceding three financial years: NA
Sl. Preceding Amount Amount spent Amount transferred to Amount remaining
No. Financial transferred to in the any fund specified under to be spent in
Year Unspent CSR reporting Schedule VIl as per Section 135(6), if any succeeding
Accqunt under flnan_clal Year  Name of the Amount (in ) Date of flnanc_lal years.
Section 135 (6) (in3) Fund transfer (in3)

(in?)

TOTAL
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(b) Details of CSR amount spent in the financial year for ongoing projects of the preceding
financial year(s): NA

(1) %) ®) @ () (6) ™ G ©

Sl.  ProjectID Name of Financial Project Total Amount Cumulative Status of
No. the Project Year in duration amount spent on amount the
which the allocated the spent project -
project for the projectin at the end of Completed
was project the reporting / Ongoing
commenced (in3) reporting financial
financial year (in%)
year (in )
TOTAL

10 In case of creation or acquisition of capital asset, furnish the details relating to the NO capital assets have been created or
asset so created or acquired through CSR spent in the financial year (asset-wise ~ acduired in the name of the Bank through

details): CSR spend in the financial year 2020-21
(@) Date of creation or acquisition of the capital asset(s): NA
(b) Amount of CSR spent for creation or acquisition of capital asset: NA

(c) Details of the entity or public authority or beneficiary under whose name such NA
capital asset is registered, their address etc:

(d) Provide details of the capital asset(s) created or acquired (including complete NA
address and location of the capital asset):

11 Specify the reason(s), if the company has failed to spend two percent of the NA
average net profit as per section 135(5):

Sashidhar Jagdishan
(Managing Director & CEO)

Umesh Chandra Sarangi
(Chairman, CSR & ESG Committee)

Date: May 22, 2021
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Form No. AOC - 2
(Pursuant to Clause (h) of sub-section (3) of Section 134 of the Act and Rule 8(2) of the Companies (Accounts)
Rules, 2014)

Form for disclosure of particulars of contracts/arrangements entered into by the company with related parties referred to in sub-
section (1) of Section 188 of the Companies Act, 2013 including certain arm’s length transactions under third proviso thereto

1. Details of contracts or arrangements or transactions not at arm’s length basis: NIl

2. Details of material contracts or arrangement or transactions at arm’s length basis

(@ Name(s) of the related party Housing Development Finance Corporation Limited

Nature of relationship Promoter of the Bank

(b)  Nature of contracts/arrangements/transactions Purchase of home loans

(c)  Duration of the contracts / arrangements/transactions 1 year

(d)  Salient terms of the contracts or arrangements or transactions The Bank has an option to purchase up to 70% of the loans
including the value, if any: sourced by it. Housing Development Finance Corporation Limited
continues servicing of the assigned portfolio for which Bank pays
servicing fees.

Home loans purchased: % 18,979.78 crs

(e) Date(s) of approval by the Board, if any: N.A.

) Amount paid as advances, if any: Nil

Note: The above mentioned transactions were entered into by the Bank in its ordinary course of business. Materiality threshold is
as prescribed in Rule 15 (3) of the Companies (Meetings of Board and its Powers) Amendment Rules, 2019.
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Annexure 4 to the Directors’ Report

Performance and financial position of subsidiaries of the Bank as on March 31, 2021

 crore)

Name of entity Net assets as of March 31, 2021

Profit or loss for the year ended
March 31, 2021

As % of Amount*** As % of Amount***
consolidated net consolidated

assets** profit or loss
Parent:
HDFC Bank Limited 97.10% 203,720.83 97.75% 31,116.53
Subsidiaries™:
1. HDFC Securities Limited 0.70% 1,477.40 2.26% 720.52
2. HDB Financial Services Limited 4.16% 8,721.96 1.58% 502.83
Minority Interest in all subsidiaries 0.30% 632.76 0.07% 23.56

*

The subsidiaries are domestic entities
** Consolidated net assets are total assets minus total liabilities including minority interest
*** Amounts are before inter-company adjustments.
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Annexure 5 to the Directors’ Report

Disclosures on Remuneration
1. Ratio of Remuneration of each director to the median employees’ remuneration for the FY 2020-21

Name and Designation Ratio
Shyamala Gopinath, erstwhile Part-Time Chairperson & Independent Director 16.15
Malay Patel, Independent Director 12.19
Umesh Chandra Sarangi, Independent Director 10.37
Sanijiv Sachar, Independent Director 13.05
Sandeep Parekh, Independent Director 11.98
M.D. Ranganath, Independent Director 13.69
Srikanth Nadhamuni, Non-Executive Director 13.48
Renu Karnad, Non-Executive Director 11.23

Sunita Maheshwari, Additional Independent Director -

Atanu Chakraborty, Part-Time Non-Executive Chairman & Independent Director -

Aditya Puri, erstwhile Managing Director -

Sashidhar Jagdishan, Managing Director & CEO 139:1
Kaizad Bharucha, Executive Director 119:1
Note:
1. All employees of the Bank, including overseas employees, have been considered.
2. Incase of Mr. Sashidhar Jagdishan and Mr. Kaizad Bharucha, we have considered fixed pay for the computation of ratios. Fixed
pay includes - salary, allowances, retiral benefits as well as value of perquisites excluding ESOPs.
3. Incase of independent and non-executive directors, sitting fees paid for attending Board and Committee meetings during FY

2020-21 and commission paid as permitted by relevant RBI guidelines has been considered, except in case of the erstwhile
Chairperson Mrs. Shyamala Gopinath, who was not eligible for commission but was paid remuneration of ¥ 26,34,403 (i.e.

¥ 35,00,000 per annum) on proportionate basis, during FY 2020-21 as approved by the RBI. The commission paid out to the
independent and non-executive directors, except Mrs. Gopinath, in FY 2020-21 pertains to FY 2019-20.

4. Mr. Aditya Puri ceased to be Managing Director of the Bank with effect from the close of business hours on October 26, 2020.
Since Mr. Puri was the Managing Director for a part of the financial year, the ratio with reference to his salary has not been
considered as part of the above disclosure.

5.  Mrs. Shyamala Gopinath ceased to be a director of the Bank with effect from January 1, 2021.

6.  Dr. (Ms.) Sunita Maheshwari was appointed as Additional Independent Director of the Bank with effect from March 30, 2021,
subject to approval of shareholders.

7. Mr. Atanu Chakraborty was appointed as Part Time Non-Executive Chairperson and Independent Director of the Bank with effect
from May 5, 2021, subject to approval of shareholders.

2. Percentage increase in remuneration of each Director, CFO, CEO, CS or Manager, if any, in the
FY 2020-21

Designation

Percentage Increase

AManaging Director (erstwhile) 00.00
AExecutive Director 00.00
BGroup Head of the Bank (KMP) 6.66
Chief Financial Officer 22.19
Company Secretary 5.37

A Please note the annual increment percentage for the erstwhile Managing Director, Mr. Aditya Puri and the Executive Director,
Mr. Kaizad Bharucha for the Financial Year 2020-21 is pending RBI approval.

B Mr. Sashidhar Jagdishan, the current Managing Director & CEO, held the title of Group Head of the Bank prior to his
appointment as the Managing Director & CEO of the Bank with effect from October 27, 2020. The percentage increase mentioned is
the increase he received in his previous role.
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Non-executive/Independent Directors:

During FY 2020-21, sitting fees of ¥ 100,000 for attending each Board meeting and ¥ 50,000 for attending each Committee
meeting were paid to non-executive / independent directors. The Board of Directors increased the sitting fees of certain
Committee meetings to ¥ 100,000 per meeting with effect from April 1, 2021, namely, Audit Committee, Risk Policy & Monitoring
Committee, Nomination & Remuneration Committee, Credit Approval Committee and IT Strategy Committee. Further, the
eligible non-executive directors (excluding Chairperson) were paid commission as permitted by the relevant RBI guidelines of
¥ 1,000,000 each. The commission paid out in FY 2020-21 pertains to FY 2019-20. There has been no change in the amount
of commission from the previous FY 2019-20. The erstwhile Chairperson, Mrs. Shyamala Gopinath was paid remuneration of
% 26,34,403 (i.e. ¥ 35,00,000 per annum) on proportionate basis, during FY 2020-21, in addition to sitting fees, till her cessation
from the Board of the Bank w.e.f close of business hours on January 1, 2021.

3. Percentage Increase in the median remuneration of employees in the FY 2020-21
The percentage increase in median remuneration of employees in the FY 2020-21 was 7.45 %. This includes front line sales
and overseas staff.

4. The number of permanent employees on the rolls of the Bank
As of March 31, 2021, the number of permanent employees on the rolls of the Bank was 1,20,093.

5. Average percentage increase already made in the salaries of employees other than the managerial
personnel in the last financial year and its comparison with the percentage increase in the managerial
remuneration and justification thereof and point out if there are any exceptional circumstances for
increase in the managerial remuneration.

The average percentage increase for Key Managerial Personnel
The average percentage increase for Non Managerial Staff

0 6.84 %
8.71 %

The average percentage increase in the salaries is primarily on account of annual fixed pay increase and promotions.

Increments for the erstwhile Managing Director, Mr. Aditya Puri and Executive Director, Mr. Kaizad Bharucha for the Financial
Year 2020-21 are pending RBI approval.

6. Affirmation that the remuneration is as per the remuneration policy of the company: Yes
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Annexure 6 to the Directors’ Report

Statement under Rule 5 (2) of the Companies (Appointment and Remuneration of
Managerial Personnel) Rules, 2014 for the year ended March 31, 2021

Sr. . . . I_Dz.lte of e Age Exp.
No. Name of the Employee Designation jou;:g kthe Qualifications (vears) (years) Total /) Last Employment
Persons in service for the whole year and drawing emoluments more than % 1,02,00,000/- per annum
Details of top ten employees in terms of remuneration drawn
17 Sashidhar Jagdishan Managing Director & CEO 05-Feb-96 B.Sc., ACA.,, M.A. 56 32 4,77,81,909 Deutsche Bank
(Economics)
27 Kaizad Bharucha Executive Director 04-Oct-95 B.Com 55 35 6,00,53,505 SBI Commercial & Intl. Bank Ltd.
T Rahul Shukla Group Head 01-Mar-18 MBA, BTech 52 29 3,80,19,694 Citibank
T Bhavesh Zaveri Group Head 13-Apr-98 M.Com., CAIIB 55 32 3,65,84,138 Barclays Bank
T Arvind Vohra Group Head 12-Sep-18 PG Diploma, B.E 49 26 3,50,75,756 Vodafone India Ltd
T Ashish Parthasarthy Group Head 01-Nov-94  B.E., PGDM 53 32 3,46,25,782 INDSEC Investments Ltd.
77 Rakesh Singh Group Head 11-Apr-11 MBA, B.Sc 52 28 3,39,20,038 Roth Child
T Khairnar Dnyanesh T.* Senior Vice President-I 07-May-07  MMS, CA, B.Com 41 17 3,05,72,947 ICICI Bank
T Vinay Razdan Group Head 06-Sep-18  MBA 54 33 3,05,44,033 \Vodafone Idea Ltd
T Nirav Shah Group Head 15-Jul-99 MMS, B.Com 49 26 3,02,80,449 Global Trust Bank
Persons in service for the whole year and drawing emoluments more than 3 1,02,00,000/- per annum, other than above
17 Abheek Barua Executive Vice President 16-Feb-15  M.Sc 54 33 1,28,53,250 ICRIER
? Abhishek Bhagat Senior Vice President-II 28-Sep-16  MBA, B.Com 45 22 1,05,76,577 Chryseum Advisors LLP
3 Abhishek Deshmukh Executive Vice President 09-Dec-19 MBA, B.Com 47 24 1,50,52,525 Indusind Bank
T Abhishek Rathi Deputy Vice President 03-May-11 CA, B.Com 40 16 1,03,00,817 Axis Bank Ltd
T Ahmed Abdulgawi Al Jneibi* Senior Manager 18-Oct-17 BBA 38 8 1,26,65,377 TDIC
T Ajay Kumar Kapoor Senior Executive Vice President  09-Oct-95 M.Sc 57 35 1,72,16,493 Times Bank Ltd.
7 Ajay Pancholi Senior Vice President-II 18-Feb-19 CA, B.Com 49 25 1,52,39,206 Edelweiss Financial Services Ltd
T Ajit Cherian Kuruvilla Senior Vice President-II 23-Aug-99  CA, Diploma, B.Com 53 28 1,32,65,376 Global Trust Bank
T Akshat Lakhera Senior Vice President-Il 09-Sep-10  PGDM, B.Sc 44 20 2,14,43,258 BNP Paribas
T Akshay Dixit Senior Vice President-I 29-Sep-12  CFA, M.Com, CA, 41 21 1,07,73,295 Mape Advisory Group Pvt Ltd
B.Com
T Akul Juneja Senior Vice President-I 14-Nov-18  CFA, PGDBA, 44 21 1,17,38,026 ICICI Bank
B.Com
? Alok Sharma* Assistant Vice President 25-Jun-07 PGP, B.Com 45 14 1,07,02,428 Citigroup Global Services Ltd
? Ameya Shekhar Shenoy Senior Vice President-I 20-Mar-06  MBA, CA, B.Com 41 17 1,36,10,090 Tionale Enterprises Pvt Ltd
7 Amit Ashok Chellaramani* Assistant Vice President 06-Aug-17  MBA, Bsc 41 19 1,02,54,214 Noor Bank
? Amit Dayal Senior Executive Vice President  19-Dec-94 B.Sc., DBM 54 30 2,21,43,473 SBI Commercial & Intl. Bank Ltd.
? Amit Kumar Lakhanpal Senior Vice President-Il 23-May-05 PGDBM, M.Sc, B.Sc 49 25 1,02,32,531 ICICI Bank
7 Amit Phadke* Deputy Vice President 09-Sep-08 MBA, M.Com, 49 23 1,03,73,155 ING Vysya Bank Ltd
B.Com
T Amit Prakash Kapadia Deputy Vice President 06-Sep-06 PGDBM, M.Com, 42 16 1,10,54,058 Citibank
B.Com
? Amol Padhye Senior Vice President-Il 01-Jul-17 CA, B.Com 40 17 1,24,69,908 Ernst & Young LLP
? Anand Dusane Senior Executive Vice President  01-Jan-96 CAlIB, M.Com, 48 28 1,39,65,807 State Bank Of Travancore
B.Com
? Anand Mankodi Executive Vice President 02-Apr-97 CA, B.Com 48 27 1,20,93,823 Dalal & Shah
? Anand Sankararaman Senior Executive Vice President  03-Mar-00 PGDBA, BE 47 26 1,21,86,193 P&O Nedlloyd (I) Pvt Ltd
? Anil Bhavnani Senior Executive Vice President  16-Jun-03 ~ CS, B.Com 47 27 1,53,63,830 CitiCorp Finance (India) Ltd
? Anil Onkarnath Tandon Executive Vice President 14-Aug-03  B.Com 51 26 1,06,62,641 Hongkong & Shanghai Banking
Corporation
? Anita lyer Executive Vice President 18-May-17  MMS, B. Sc 56 34 1,22,99,961 Kotak Mahindra Bank
? Anjani Rathor Group Head 01-Feb-20 MBA, BTech 48 25 2,20,58,464 Bharti Airtel
? Anuj Batra* Senior Manager 19-Dec-12  MBA, BBA 37 12 1,24,52,036 ICICI Bank
? Anupama Rajesh Munagekar Senior Vice President-I 14-Feb-07  L.L.B, B.Com 53 29 1,67,97,293 Strategic Capital Corporation
Pvt Ltd
? Archana Shiroor Executive Vice President 02-Apr-18 Master's Degree/ 53 14 1,13,98,091 Barclays

Diploma, BA
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? Arun Mediratta Executive Vice President 05-May-98  MBA, MA, BA 53 31 1,37,19,436 Punjab & Sind Bank
3T Arun Mohanty Senior Executive Vice President  09-Nov-05  BA 62 39 2,18,87,615 Reserve Bank Of India
? Arup Kumar Rakshit Group Head 01-Aug-06 PGDM, B.E 52 29 2,49,65,110 ABN Amro Bank
? Arvind Kapil Group Head 18-Dec-98 MMS, B.E 49 27 2,83,80,069 GE Countrywide Consumer
Financial Services Ltd.
? Ashima Khanna Bhat Group Head 07-Nov-94  B. Bus, MMS 50 28 2,61,40,135 AF Ferguson & Co
? Ashish Agarwal Senior Vice President-| 08-Aug-00  MBA, ICWA, B.Com 45 25 1,02,94,997 ICICI Bank
? Ashish Bains Senior Vice President-Il 24-Mar-08 MBA, Diploma (3-yr 43 20 1,11,00,708 CRISIL Ltd
Diploma), BBA
? Ashtosh Raina Senior Vice President-I1 03-Sep-07  CAIIB, B.Sc. 53 30 1,92,90,804 State Bank Of India
? Ashutosh Kumar Senior Vice President-| 01-May-08 B.Sc 45 20 1,02,11,192 State Bank Of India
? Augustine S. Quadros Senior Executive Vice President  18-Sep-00  B.Sc., LL.B., 58 36 1,17,22,783 Tata Housing Development Co.
Solicitor ( Bom.), Ltd
Solicitor (Eng &
Wales)
H B. P. Tikekar Senior Executive Vice President  30-Aug-95  B.Com 58 38 1,43,95,726 New Ind Co-Op Bank Ltd
T Bardan Sharma Executive Vice President 23-Nov-11 Master's Degree/ 46 21 1,10,72,851 Diageo India Pvt Ltd
Diploma, B.Com
? Beena Shah Vice President 26-May-15  MBA, B.Com 43 17 1,50,00,993 Kotak Mahindra Bank
K Benjamin Frank Group Head 05-Apr-04 MBA, B.Sc 56 35 2,21,82,526 |DBI Bank Ltd
7 Bharat Badhwar Executive Vice President 28-Sep-02 BA 48 27 1,31,96,955 Bharti Telenet Ltd
? Bhaskar C. Panda Executive Vice President 21-Nov-97 BA 58 36 1,78,59,275 Times Bank Ltd.
K Charmaine Pereira Senior Vice President-II 01-Nov-94 DBM, BA 48 26 1,53,92,705 Fresher
7 Debajeet Das Executive Vice President 06-Aug-96  MA 49 26 1,81,76,812 Texport syndicate
K Debashis Senapati Executive Vice President 01-Nov-96 MA, BA 59 36 1,17,73,787 Corporation Bank Ltd
K Deepak Kumar Mohanty Senior Executive Vice President  24-Dec-03  M.Sc, MBA, B.Sc 57 28 1,47,00,574 ICICI Bank
? Deepak Narsinh Shinde Executive Vice President 08-Feb-03 B.Com 54 33 1,38,34,952 Centurion Bank Ltd
ST Dhiren Desai Executive Vice President 04-Apr-05 B.Com 52 30 1,10,33,594 CitiCorp Finance (India) Ltd
ST Dhruven Subodhchandra Shah*  Deputy Vice President 02-Jul-15 BE 47 20 1,565,21,533 First Gulf Bank
? Dolreich D'Mello* Deputy Vice President 09-Jan-97 B.Com 45 24 1,62,34,708 ANZ Grindlays Bank
? Faisal lkbal Sara Senior Vice President-Il 05-Dec-01 PGDBM, Diploma (3- 48 28 1,28,25,044 American Express Bank Ltd
yr Diploma), B.Com
? Faishal Khan* Vice President 10-Aug-06  PGDBA, B.Com 40 19 1,48,42,521 Infomax Pvt Ltd
? Gaurav Khandelwal Senior Vice President-I 17-May-05 PG Diploma, BE 42 16 1,19,41,685 IDBI Bank Ltd
? Gaurav Mehta Vice President 31-Jul-06 CA, B.Com 39 16 1,02,06,963 Blue Star Infotech Ltd
? Geethaa G Executive Vice President 07-May-19  MBA, B.Com 52 28 1,28,72,520 Raheja Universal Pvt. Ltd.
E Gourab Roy Senior Executive Vice President  01-Mar-96 M.Com, B.Com 54 28 1,52,08,297 UTI Bank Ltd
H Guneet Singh Executive Vice President 26-Sep-19  MBA, B.Com 46 25 1,43,15,361 Validus Wealth
6T Harpuneet Singh Executive Vice President 10-Apr-18  CA 47 22 2,07,54,272 Hongkong & Shanghai Banking
Corporation
E Harsh S Gupta* Senior Vice President-II 04-Sep-00 PGDBA, B.Sc 45 23 2,89,90,192 ICICI Cap Ltd
H Harvansh Lal Grover Senior Vice President-| 02-Jul-19 CA, B.Com 38 14 1,07,95,844 Citibank
? Igbal Singh Guliani Senior Vice President-II 05-Nov-01  B.Com 49 26 1,04,33,409 Deutsche Bank
E Jagat Dave Senior Vice President-I| 02-May-18  MMS, ICWA, B.Com 53 28 1,47,23,979 Ambit Private Ltd
? Jay Prakash Chandrashekar* Vice President 05-Jul-04 MBA, B.Com 42 20 1,88,59,288 Gilobal Trust Bank
GT Jay Sonawala Executive Vice President 12-Aug-99  MMS, B.Com, HSC, 44 22 1,81,91,930 Fresher
I.C.S.E
H Jimmy Tata Group Head 15-Dec-94 B.Com., M.EM., CFA 54 33 2,91,78,757 Apple Industries Ltd.
E Kapil Bansal Senior Vice President-I| 30-Sep-04 PGPM, B.Com 42 22 1,46,64,304 ICICI Bank
T Kinjul Sharma* Vice President 22-Sep-08  CFA, Master's 39 16 1,80,68,792 Citifinancial
Degree/Diploma,
B.Com
7 Lavesh K Sardana Executive Vice President 31-Jul-00 PG Diploma, 46 25 1,52,49,211 GE Countrywide Consumer
PGDBM, B.Com Financial Services Ltd.
7 Madhuri Desai Executive Vice President 10-Oct-94  Diploma (3-yr 50 31 1,08,47,158 Hongkong & Shanghai Banking
Diploma), BA Corporation
? Madhusoodan Hegde Senior Executive Vice President  11-Feb-97  CAlIB, B.Sc. 59 36 1,61,76,909 Times Bank Ltd.
7 Mandeep Singh* Deputy Vice President 21-Mar-05  MBA, B.Com 40 18 1,09,07,547 The Lakshmi Vilas Bank Ltd
? Manoj Khandelwal Senior Vice President-Il 22-Dec-00  CA, ICWA, B.Com 50 24 1,21,15,223 Transamerica Apple Distribution
Finance Ltd.
? Mathew Abraham Senior Vice President-Il 20-Feb-99 B.Com 52 31 1,07,70,420 Global Trust Bank
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7 Mathew Varghese* Deputy Vice President 15-Jul-10 MMS, BE 42 19 1,65,33,970 Citi Bank
? Mayuresh Vasant Apte Executive Vice President 06-Nov-00  MMS, B.TECH, 51 28 1,87,21,653 Centurion Bank Ltd
C.H.S.E,C.B.SEE
? Mohammad Ahmed Bilal* Senior Manager 26-Nov-17 MBA, BBM 40 20 1,04,13,173 Dubai Islamic Bank
W Mohammad Yunush Ahmed* Assistant Vice President 12-Apr-08  CA, B.Com 44 13 1,07,98,518 M/s T R Chadha & Co.
? Mohammed Mansoor Azher* Deputy Vice President 10-Feb-03  MBA, B.Com 42 18 1,37,93,191 Fresher
87 Mohit Maini* Assistant Vice President 29-Jan-11 MBA, B.Com 36 16 1,45,95,892 ICICI Bank
? N. Srinivasan Senior Executive Vice President  11-Nov-96  CA, CWA, CS., 53 31 1,50,98,034 Credential Finance
B.Com
? Naresh Chandiramani* Vice President 01-Jul-10 B.Com 50 19 1,68,34,802 Citi Bank
? Nasir Khan Executive Vice President 14-Nov-11 MA, BA 51 25 1,10,87,999 BNY Mellon (India), Pune
E Navneet Singh Senior Vice President-I 16-Aug-18 MBA, BTech 49 28 1,41,31,676 Avendus Capital Private Limited
ST Neeraj Chawla Senior Vice President-I 06-Jan-14  CA, B.Com 44 19 1,15,46,329 Citibank
E Neville Rustom Patel Senior Vice President-I 18-Jun-01 MMS, B.Com 45 21 1,08,04,128 Winmark Trading Pvt Ltd
E Nidhie Grewal Senior Vice President-I 05-Nov-18 PGDBM, BA 44 22 1,12,73,801 Edelweiss Financial Services
W Nilkanth Rade Senior Vice President-Il 27-Jan-20 MBA, BTech 44 19 1,02,48,300 Yes Bank limited
? Nishant Nangia*® Vice President 04-Apr-05 B.Com 39 18 1,72,48,008 Eserve International Ltd
? Nitish Nagori Senior Executive Vice President  01-Jun-10 PG Diploma, B.Sc 50 18 1,39,71,193 ICICI Bank
? Pallava Rathore* Senior Vice President-I 27-Jun-08 Doctorate (PhD), 45 20 1,78,29,999 IDBI Bank Ltd
Master's Degree/
Diploma, Diploma (3-
yr Diploma), B.Sc
QT Pankaj Bhatla Senior Vice President-II 22-Oct-01 PG Diploma, B.Com 46 24 1,09,19,010 Blue Dart Express Ltd
; Parag Rao Group Head 15-Apr-02 MMS, B.E. 55 32 2,71,28,386 |BM Global Services
? Payal Mandhyan* Senior Vice President-| 18-Jan-05 PGDBM 42 18 2,72,75,530 India Bulls Securities Ltd.
F Pinal K. Shah Senior Vice President-I 01-Jun-98  CFA, MBA, BE 53 27 1,07,64,315 Interface Fianancial Services Ltd
? Prashant Mehra Senior Executive Vice President  28-Dec-98  MMS, PGDBM, BE 49 27 1,48,13,843 Maruti Countrywide Auto Financial
Services Ltd
g Prashant Patel Executive Vice President 02-Mar-06 CA, B.Com 44 19 1,09,94,291 Citibank
E Priyanka Bakshi Senior Vice President-Il 26-Mar-04 BA 42 21 1,19,68,491 CitiFinancial India Ltd
W Rajeev Krishnankutty Wariar* Senior Vice President-| 15-Apr-10 PGDBA, BE 45 22 2,26,37,667 Citi Bank
E Rajeev Kumar Executive Vice President 28-Apr-03 PG Diploma, B.Sc 49 27 1,16,95,440 CitiFinancial Retail Services India
Ltd
1703 Rajeev Sengupta Senior Executive Vice President 21-Sep-07 PG (Gen Mgmt), BE 60 38 1,19,93,382 Hutchison Essar Ltd
W Rajesh Sharma Executive Vice President 15-Nov-00 CA, CS, B.Com 45 27 1,563,49,237 LCC Infotech Ltd
E Rajesh Sharma Senior Vice President-Il 28-May-18 B.Sc 50 27 1,08,42,539 Orbis Financial Corporation
Limited
1706 Rajinder Babbar Senior Executive Vice President ~ 16-Jan-01 LLB, B.Sc, HSC, 53 34 1,85,13,209 Centurion Bank Ltd
SSC
W Ramesh Chandrasekaran Executive Vice President 10-Apr-19 MBA 47 17 1,24,50,645 Standard Chartered Bank
E Raveesh Kumar Bhatia Group Head 03-May-10  PGDM, B.Com 55 30 1,87,07,788 Fore Consultants Pvt Ltd
E Ravi Santhanam Senior Executive Vice President 01-Mar-17 PG Diploma 51 28 2,04,02,076 Vodafone India Ltd
TO Ravi Shrivastav Executive Vice President 07-Nov-02  CAIIB, MBA, B.Sc 51 26 1,06,51,860 State Bank of India
ﬁ Ravi Ssn Executive Vice President 26-Nov-10  B.Com 52 28 1,53,78,951 Deutsche