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Resolve
Resilience.
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Resolve. Resilience. Readiness.

Resolve, Readiness and Resilience were
the three key anchors of our overall
approach to ensure business continuity
in the backdrop of an extremely
challenging FY 2020-21.

As the crisis began to unfold, we put
together a Quick Response Team (QRT)
to ensure the safety and security of
our teams. We also regularly engaged
with our customers to identify their
pain points and offer quick andhassle-
free resolutions.

Resolve shines in
testing times

© Read more on PG 18

Digital readiness is our biggest
competitive advantage

© Read more on PG 26

We ramped up our digital ecosystem to
reassure customers of our preparedness.
As the pandemic continued to continued
to cause widespread disruptions across the
length and the breadth of the economy;,
we stayed resilient owing to the
determined efforts of our teams, who
delivered beyond the call of duty. Although
the first half of the year presented huge
hardships for us, our business revived in
the second half of the year, with a strong
bounce back in both assets and deposit
businesses. Customer acquisitions,
disbursals and collections also picked up
good momentum, and we ended the year
on a positive note.

As we move on, we will continue to roll
out more digital initiatives to enhance our
processes, improve the quality, further
diversify our portfolio and walk the extra
mile with our customers as their most
reliable banking partner.

Enhancing our resilience
in a tough year
© Read more on PG 48
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Steadfast commitment
to value creation

y-o0-y growth

y-o0-y de-growth

Balance Sheet Size

20,380 cr

(318,411 Crores in FY 2019-20)

Retail Deposits

6,242 cr

(34,724 Crores in FY 2019-20)

Disbursements

?8,397 Cr

(313,221 Crores in FY 2019-20)

Net Interest Income

1,729 cr

(21,634 Croresin FY 2019-20)

Return on Average Assets (ROAA)

0.04%

(2.2% in FY 2019-20)

Total Gross Advances

%15,140cr

(14,153 Crores in FY 2019-20)

Gross NPA

11%

(1.0% in FY 2019-20)

Net Interest Margin (NIM)

9.5%

(10.8% in FY 2019-20)

Net NPA

2.9%

(0.2% in FY 2019-20)

Capital Adequacy Ratio (CAR)

26.4%

(28.8% in FY 2019-20)

Provision Coverage Ratio
%
60%

(80% in FY 2019-20)

Return on Average Networth (ROAE)

0.3%

(13.9% in FY 2019-20)

Total Deposits

21 3,136 Cr

(210,780 Crores in FY 2019-20)

Cost Income Ratio
60%

(67% in FY 2019-20)

Asset

e Asset book saw growth
of 7% y-o-y, despite
nationwide lockdown and
economic headwinds

 Continued our efforts towards
‘Sampoorna Family banking’
- offering our customers a
holistic suite of offerings
including group loans, individual
loans, savings/deposit
products, two-wheeler loans,
insurance, payment solutions,
remittances and others
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» Affordable housing business
book grew by 35% y-o-y, with
total number of customers
crossing 24,000 during the year

* MSE book grew by 31% y-o-y

» Ventured into the area of
supply chain finance through
fintech partnership

 Financial Institutions Lending
book grew by 18% y-o-y

» Forayed into small commercial
vehicle finance segment,
addressing the requirements of

the mass market segment in
Tier Il markets and beyond

Deposits

» Deposit book recorded 22%
y-o0-y growth driven by new to
bank retail customers

« CASA grew by 85% y-0-y, closing
at 21% of the total deposit book
as of March 31, 2021

* Retail deposits witnessed
significant growth, closing
at 36,242 Crore, constituting
48% of the total deposit as
of March 31, 2021

Ujjivan Small Finance Bank

Institutional business
comprising deposits from
financial Institutions, along

with Trusts, Associations,
Societies and Corporates (TASC)
grew by 14% y-o-y

Digital

Annual Report 2020-21

Partnered with Airtel Payments
Bank, PayNearBy, and API based
digital repayment via Bharat Bill
Payment System for rolling out
transaction or payment outlets
as an alternative to repayment at
centre meetings, and drove API

Digital penetration increased
to 5.5 Lakh MicroBanking

customers now registered on
Mobile Banking & UPI platform

* UPI QRis showing steady
adoption and gaining
momentum month on month

* Introduced Money Mitra,
offering basic banking services,
accessible to customers
in their neighbourhood,
facilitating entrepreneurs
running local businesses such
as kirana/medical stores or
insurance agencies to offer
retail banking solutions to our
customers exclusively

People
* Quick Response Team (QRT) was

formed to monitor the pandemic
situation and act as a task force

Ranked 5t among ‘Best Large
Workplaces in Asia 2020’ by the
Great Place To Work® Institute:

Launched campaign on
COVID-19 safety guidelines
around festive season

Launched a Savings Account
specially for women
(Garima Savings Account)

03
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Corporate Identity

A reliable bank for
aspirational India

We have emerged as
India’s leading new-

[ ) [ ]
Mission
To provide financial services to the unserved and
underserved customers and transform to a mass market bank

Values

We have the scale, capability and the commitment to emerge as a best-in-class
institution with deeply embedded values and culture, which shape all our actions.

We are expanding our presence
| across India by using technology customer connect through

age small finance bank, as a great facilitator. With financial and digital inclusion
committed to serve our continued focus on strengthening initiatives. As a responsible
country’s aspiring citizens ourdigitalinterface, we are banking institution, we stay
through our diverse empowering the unserved and invested in creating a sustainable

We are further deepening our

financial products and underserved customers. social impact through community 2l OIS S, Integrityy SRR ovIded L
1 P development and financial choice institution “llr in all dealings W responsible finance
services.
literacy programmes.
% Fair with suppliers AAA Professionalism Respected

and service partners and teamwork in the community

¢ ABOUT UJJIVAN FINANCIAL SERVICES LIMITED (UFSL)

UFSL is the promoter for
Ujjivan Small Finance Bank. It
had commenced operations

In October, 2015, UFSL received UFSL, after obtaining the RBI's
the Reserve Bank of India’s final approval in November,

(RBI's) In-Principle Approval 2016, transferred its business Compliance with Best place

laws, regulations and to work

in 2005 as a Non-Banking
Financial Company (NBFC).
UFSL functions with the
mission to provide a full range
of financial services to the

to set up a Small Finance Bank
(SFB). Subsequently, it was
incorporated as Ujjivan Small
Finance Bank Limited, a wholly
owned subsidiary.

undertaking comprising its
lending and financing business
to Ujjivan Small Finance Bank,
which commenced operations in
February, 2017.

code of conduct

OUR DIFFERENTIATORS

‘economically active poor’ who
are not adequately served by
financial institutions.

N Growing reach
{ } Pages 06-07

57 491 Diversified product mix

Banking outlets ATMs Pages 08-09
(575in FY 2019-20) (475in FY 2019-20)

Strong digital backbone

Pages 26-29

Well-equipped and energised team

248 | akns B0

District present across
24 states and UTs
(244 in FY 2019-20)

.2 LAKHS

Customer base

(52.5 Lakhs in FY 2019-20) Strong positioning as a bank that

positively impacts society
Pages 52-55

Sound risk management

6, 571 Pages 56-61

WorkForce
(17,841 in FY 2019-20)

Experienced leadership team
Pages 62-65

Good governance
Pages 170-204

Annual Report 2020-21 05
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Geographic Spread

Well-diversified Digital presence
pa n=- I nd ia p resence £ PERSONAL AND BUSINESS INTERNET BANKING

We have deepened and widened our reach
across India with focus on digital means.

Physical presence

Banking outlets . States within branch network

Branch and ATM network

ﬁ Banking outlets @ ATMs

v 20119 S
Fraots20 7
Fr20021 =

Gross advance
Region-wise

North South East West
21.6% 32.6% 27.8% 18.0%

Branch-wise

N B

Deposits
Region-wise

North South East West
35.3% 27.0% 15.2% 22.5%

Branch-wise

I B

Rural Semi - Urban Urban Metro Rural Semi-Urban Urban Metro
6.8% 27.7% 34.0% 31.5% 2% 17% 38% 43%
06 Ujjivan Small Finance Bank

* Web-based platform(s) that can be
accessed from any system

Offers high-volume bulk
® upload facility

Facilitates customisable
° client-centric approval matrix

m MOBILE BANKING APPLICATION

° Available on Android and iOS
operating systems

s Available in nine languages -
English, Hindi, Kannada, Tamil,
Bengali, Marathi, Gujarati,
Punjabi and Odia

° Working on voice- and video-
enabled customer interfaces

® PHONE BANKING

2,108°

Personal internet banking
customers”

80,028"

Business internet banking
customers”

7.74 Lakhs

Mobile banking
application users®

4.4/5

Rating on Google Playstore -
Highest among SFBs

24x7 assisted banking services to customers

Servicing customers in 9 languages in IVR (English, Hindi,
Kannada, Tamil, Bengali, Malayalam, Marathi, Gujarati, and
Punjabi) and additional 5 Languages through human interaction

(Telugu, Odia, Assamese, Nepali, Bhojpuri)

Service and Sales Campaign Management for
business enhancements

Introduction of straight through process

Digitisation through IVR self-service option for customers

N WEB/ TABLET/ DIGITAL CHANNEL BASED ORIGINATION

Liability customer acquisition from anywhere
using our website

Tablet-based customer acquisition for loan products

Chatbot Aria to improve user experience

Door-step service; faster, easier, better TAT

*As of March 31,2021 | ~ Inception till date

Annual Report 2020-21

24 x7

Customer service even
during pandemic situation

10.81 Lakhs

Customer calls answered
during FY 2020-21

(13% increase compared to
FY 2019-20)

60%

Increase in lead
generation y-o-y

~63%

Retail customer liability
accounts acquired on tablet and
digital workflows in FY 2020-21

100%

MicroBanking customers and
17% retail banking customers
acquired for loan on tablet and
digital workflows in FY 2020-21
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Dedicated to serve varied
customer requirements

Our customers have diverse and evolving requirements, which need
to be understood and addressed with speed. We have put in place a
strong asset-liability franchise and offer third-party products across

multiple delivery channels.

Asset products

Products

e Group Loans
Individual Loans

» Agri Group Loan
 Kisan Suvidha Loan
 Kisan Pragathi Card
* Gold Loan

* Street vendor Loan

Asset book Customer base

Products

» Business EDGE Loan and Overdraft Facility
» Secured Enterprise and Business Loan

* OD against property

* Loan against property

« Loan against Rent Receivables

Overdraft with Fintech partnership

Asset book Customer base

08

Products

« Construction and Purchase
* Home Improvement

* Composite Home

* Home Equity Loan

« Commercial Purchase Loan

Asset book Customer base

Products

» Two-wheeler loan

* Mini & Micro Commercial Vehicle (MMCV)
Loan-Electric and ICE Engine

e Used Car loan

Asset book Customer base

Ujjivan Small Finance Bank

Products
e Loan to salaried customers

« Self-employed professional loans

Products

Asset book Customer base Asset book

Products

* Current Account

» Savings Account

* Term Deposit

* Goal Based Deposits

« Digital Savings and Fixed Deposits

Liabilities book Customer base

Partners

 Bajaj Allianz Life Insurance

« Aditya Birla Sun Life Insurance
« HDFC Life Insurance

Offerings

 Credit Life Insurance

e Term Insurance, Endowment
and PAR Products

e POSand ULIP

Lives insured

Liability products

Third-party products

e Term loan to NBFCs and MFlIs
« Working Capital Products (CC/OD/WCDL)

Customer base

Products

 Fixed Deposits

* Term Money

e Current Account

* Certificate of Deposit
» Escrow Account

Liabilities book Customer base

Partners
 ICICI Lombard
General Insurance
« Bajaj Allianz General Insurance

Offerings

* Motor, Property, Home Content
« Personal Accident

Asset/Life secured

Partners

* ICICl Lombard General Insurance
* Bajaj Allianz General Insurance

« HDFC Ergo Health Insurance

Offerings
 Hospital Daily Cash
 Health Indemnity/ Family floater

Lives secured through health
insurance

Annual Report 2020-21
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Amplifying our brand visibility

Despite pandemic-induced
challenges, we decided to engage

On these lines, we developed various audio and video content for
creating awareness about the pandemic and how to safeguard
ourselves against it. These pandemic messages were created in

more with our customers, identify vernacular languages and released across Ujjivan Small Finance

their pain points and address
their concerns as a caring and
compassionate brand.

Bank branch catchments and social media handles. We further
collaborated with local municipalities by co-branding their
messages, to educate people on these precautionary measures
and distributed safety kits to our customers.

As the lockdown stretched during the first quarter of the year,
TV and OTT viewership and social media engagement surged.
Amid this new normal, we unveiled our first-ever pan-India social
media campaign on the occasion of Mother’s Day, wherein we
encouraged our customers to share their mothers’ unique talent.
The campaign generated 3,000+ entries in only five days.

Based on the positive response, we also designed digital campaigns
around World No Tobacco Day, World Earth Day and others, which
received similar responses as well.

M UujJIvAn

ALSO DOES
STAND-UPS SO

HER FAMILY .
ISN'TALWAYS o 5

BORED

With lockdown restrictions easing in August, 2020, we
combined our ongoing digital activities with on-ground
initiatives to create more brand visibility. During this phase,
we acknowledged the critical role healthcare professionals
have been playing during the pandemic. The programme was
organised on Doctor’s Day and our branch teams thanked all
doctors and healthcare professionals in their catchment areas,
felicitated them with certificates of appreciation and Doctor’s
Day greeting card.

During the year, we forayed into vehicle finance with Raftaar
Loans across our branches. We promoted the product on-
ground by taking part in local events and fairs. We also
collaborated with Indore Traffic Police to support the city’s
32" Road Safety Month, wherein we supported the event with
various co-branded hoardings and auto-branding displays with
road safety tips across the city.

Our Indore branch team was felicitated with a ‘Certificate of
Appreciation’ for this participation at an event hosted by Indore
Traffic Police.

10
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Dussehra with Dasara Gombe

In this initiative, a special demo-van was rolled out
with the Dussehra Dolls and Ujjivan Small Finance
Bank branding. The van displayed figurines of birds,
animals and mythological characters and went to
various neighbourhoods in Karnataka. Wherever
the van went, people gathered to get themselves
photographed with the Dussehra van. We managed
the entire campaign by adhering to appropriate
COVID-19 norms.

Mythology quiz on Durga Puja

Durga Puja is the most widely celebrated festival
in eastern India. During Puja 2020, we launched
a special mythological quiz that received a
phenomenal response, generating 1,800+
entries within a week.

We also initiated a series of festive campaigns—both
digital and on-ground—to celebrate major festivals
such as Navratri, Dussehra, Durga Puja, Diwali,
Christmas, New Year and Makar Sankranti.

Diwali-special alliances

For Diwali, we entered into various alliances
with the popular online retailers and
service providers, offering our customers
special solutions.

Although it may seem, apparently, that the
pandemic has radically changed customer
behaviour, but deep down their emotions
remain unchanged. That is what we found
out in these campaigns. We will continue to
reach out to our target audiences through
a judicious mix of new-age and traditional
media, by adopting personalised and mass
communications techniques.

Karo Iss Pujo ki shuruaat ek
naye khel ke saath.

Iss Mavratri b. shubh mauke par
ghar baithe karo savings.

. A
| @~ @i, TS |

Annual Report 2020-21
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This campaign was launched specially in
Assam, which faced terrible floods during

the winters of 2020. The initiative continued
from mid-November to the end of the
Calendar Year and provided doorstep banking
services in the state.

The campaign was appreciated by our customers
and associates in the state.

1"
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Enriching our offerings

At Ujjivan Small Finance Bank, providing exceptional services is important for us.

In fact, it is among our key differentiators to remain a competitive player in the
market and continue to attract and retain customers. We are constantly elevating our
technology prowess and adding to the breadth and depth of our portfolio.

@

We are improving our customer experience through a strong feedback mechanism whereby our Service Quality
Department consistently engages with them to gather their opinions on how to improve customer services. We
use programmes such as C-SAT surveys, NPS, depositors satisfaction survey, monthly customer service meeting
(Let’s Connect).

These programmes help improve services and customer satisfaction by proactively identifying service gaps, root
causes and providing prompt resolutions.

Complaint Management is one of the key aspects of
areliable customer service. Therefore, our service
quality department has developed a comprehensive
management process for handling end-to-end
concerns. Grievance management manages all
customer complaints received through various
channels, including email, social media posts, phone
calls at our toll-free line or walk-in complaints at our
branch, handles all presidential complaints received
from the Banking Ombudsman or other authorities,
and ensures the quality of complaints resolved
through calls to customers for whom the grievances
are addressed.

Post resolution of complaints, over 60% complainants
are called back to ensure completeness of resolution
and to seek feedback on grievance redressal mechanism.

Let's Connect is a unique customer
engagement programme where ~6,000-8,000
customers are contacted every month to
collect their feedback and concerns, if any.
Apart from this, customers were also educated
on various topics such as the importance

of nomination, how to submit Form 15G/H
through our digital channels and other services
and benefits.

12 Ujjivan Small Finance Bank

We launched Aajeevan—a life events-based services
programme—that provides complete banking solutions
for every stage of the customer’s life, enabling them to
navigate life with ease. The programme further helps us
to support our customers in an efficient and meaningful
way. It was launched on YouTube with a series of quizzes
for our employees to enhance their understanding of
the programme.

Post its introduction, there was an uptick in the number
of service requests related to life events-based banking
services with a reduced resolution turn-around-

time. We also made high-quality awareness videos

on the programme, which are made available in local
languages. We expect Aajeevan to become a clear
differentiator for us in the coming days.

We initiated a new customer-connect programme,
Listening to Customers, under the guidance of Board
Committee on customer service. Under this programme,
we virtually communicate with customers and seek
their feedback/suggestions on our products, process,
service and delivery channels. We conducted our first
session in March, 2020 for all regions. The first session
was attended by 100+ customers and our senior
management. Our customers appreciated the concept
and our services; and their feedback and suggestions
were evaluated for implementation. Going forward,
we will conduct these sessions regularly across all
customer segments.

With the launch of celebration for ‘Senior Citizen's
Week' in September, 2020, we conducted special
sessions for senior citizen customers at our branches

to inform them on services such as doorstep services,
nomination facility, adding/deleting a joint account
holder, appointing a mandate holder, deceased claim
settlement etc. The number of service requests related
to life events has doubled between the pre- and post-
campaign weeks, reflecting the impact of our campaign.

We have set up dedicated desks for attending senior
citizens for both financial and non-financial transactions.

Annual Report 2020-21

Our Quality Assurance team has defined service
standards for each business segment based on customer
expectations and industry standards. The improving
trend of bank-level service index is an evidence

of successful implementation of service indexes

across functions.

The team sets new benchmarks every six months with
highest level of service delivery expectations and ensures
that it reaches most of the customer service parameters
within predefined timelines.

Our Service Quality department has developed a
roadmap to adopt digital platforms for seeking
customer feedback across lifecycle, covering all
products, services and delivery touchpoints.

13
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Key Performance Indicators

Fundamentally sound franchise

Average Total Assets (3 in Cr)

Fy 2020-21 [ 19,396

FY 2019-20 16,077
FY 2018-19 11,608

FY 2017-18 8,954

21%

y-0-y growth

Return on Average Assets (ROA) (%)

FY 2020-21 | 0.04
FY 2019-20 )
FY 2018-19 il

FY 2017-18 041

215 bps

y-0-y de-growth

Balance sheet parameters

Average Net Worth (T in Cr)

FY 2020-21 [ 3,203

FY 2019-20 2,504
FY 2018-19 1,733

FY 2017-18 1,644
28%

y-0-y growth

Return on Average Shareholder’s Fund/
Equity (ROE) (%)

FY 2020-21 | 0.3

FY 2019-20 13.9
FY 2018-19 1.5
FY2017-18 0.4

1,360 bps

y-o0-y de-growth

11%

Growth in Balance Sheet size
(Stood at ?20,511 Crore as on March 31, 2021
vis a vis 318,411 Crore as on March 31, 2020)
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Total Income (% in Cr)

Fy 2020-21 [ 3,17

FY 2019-20 3,026
FY 2018-19 2,038

FY 2017-18 1,579

3%

y-0-y growth

Profit After Tax (PAT)  in Cr)

FY 2020-21 | 8

FY 2019-20 350
FY 2018-19 199
FY2017-18 | 7

98%

y-0-y de-growth

Book Value Per Share ()

Fy 2020-21 [ 17.5

FY 2019-20 17.3
FY 2018-19 11.2

FY 2017-18 10.2

1%

Y-0-Y growth

Annual Report 2020-21

Profit and loss parameters

Net Interest Income (NII) Z in Cr)

Fy 2020-21 [ 1,729

FY 2019-20
FY 2018-19
FY 2017-18

6%

y-0-y growth

1,634

1,106

861

Earnings Per Share (EPS) )

FY 2020-21 | 0.05

FY 2019-20
FY 2018-19

FY 2017-18

98%

2.18

1.20

0.05

y-0-y de-growth

9.5%

Net Interest Margin (NIM)
in FY 2020-21 compared to 10.8%

FY 2019-20

15



Key Performance Indicators

Assets Under
Management (AUM) X in Cr)

Fy 2020-21 [ 15,140

FY 2019-20 14,153
FY 2018-19 11,049

FY 2017-18 7,560

7%

y-0-y growth

Deposits (T in Cr)

Fy 2020-21 [ 13,136

Business parameters

Disbursements (Z in Cr)

Fy2020-21 [ 8,397

FY 2019-20 13,221
FY 2018-19 11,089

FY 2017-18 8,047

36%

y-0-y de-growth

Current Account and
Savings Account (CASA) (% in Cr)

Fy 2020-21 [ 2,699

FY 2019-20 10,780 FY 2019-20 1,459
FY 2018-19 7,379 FY 2018-19 784
FY 2017-18 3,772 FY 2017-18 139
22% 85%
y-0-y growth y-0-y growth
18.5%
Asset Yields
in FY 2020-21 compared to 20.1% in
FY 2019-20
16
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Gross Non-Performing
Assets (Gross NPAs) (%)

Fy 2020-21 [ 74

FY 2019-20 1.0
FY 2018-19 0.9
FY 2017-18 3.7

610 bps

y-0-y growth

Capital Adequacy Ratio (CAR) (%)

Fy2020-21 [ 264

FY 2019-20 28.8
FY 2018-19 18.9

FY 2017-18 23.0

240 bps

y-0-y growth

Gross Loan Book Mix (%)

WORLD OF UJJIVAN SMALL FINANCE BANK
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Operational parameters

Net Non-Performing Assets
(Net NPAs) (%)

Fy 2020-21 [ 2.9

FY 2019-20 0.2

FY 2018-19 0.3
FY 2017-18 0.7

270 bps

y-0-y growth

Staff Retention Ratio (%)

Fy 2020-21 [ 82

FY 2019-20 79
FY 2018-19 80
FY 2017-18 83
300 bps

y-0-y growth

Business composition

Deposits Mix (%) Customer Base Mix (%)

62

57 46
2 21 32
10 ™ g 4 6I 3 i 6

B Group loan

[ Microindividual loan

M Affordable housing
Micro, medium & small enterprises
Rural

[ others

Annual Report 2020-21

B Institutional term deposits B Asset and liability
B Retailterm deposits [ | Only asset

| Certificate of deposits | Only liability

[ casa




COVID-19 Quick Response Team
Resolve shines in testing times

Protecting our people and their families was our priority as COVID-19
induced challenges continued to unfold. We put together a Quick Response
Team (QRT) to monitor and handle the crisis.

QRT played a pivotal role in dealing with the
pandemic, ensuring a safe and secure working
environment for our staff. The QRT ensured
that our premises were operated with limited
capacity, adhering to the directives of the
local government bodies, following strict
safety standards. QRT consists of the central
task force led by select National and Regional

~800

Employees received special
grant as COVID-19 support

Executive Committee (EC and REC) members,
heads of respective region and regional Single
Point Of Contacts (SPOCs) for coordination.

It Further reviews the status of all COVID-19
infected cases in our Bank, including the
family members of our people, along with the
regional committees.

QRT issued guidelines and insisted on following the three mantras at the workplace:

At the onset of the pandemicin India, QRT issued guidelines and insisted on
following the three mantras to follow at the workplace:

THREE COVID-19 REPELLING MANTRAS BY UJJIVAN SMALL FINANCE BANK QRT

Secure Mantra

Health Mantra Safety Mantra

Wash or sanitise Maintain social Wear a mask

hands frequently distancing

MONITORING THE EVOLVING

We also organised ‘Doctor on call’ and ‘Doctor on site’
SCENARIO facilities to solve their queries and organised Al-based
chest x-ray analysis at the corporate office to identify
early stages of infection, and any abnormality in the
respiratory system. Additionally, we also distributed
homeopathic medicine among our people to
strengthen their immunity.

Based on government guidelines and evolving
situation, QRT monitored the team strength
at our offices. State-level Bankers’ Committee
at every State was consulted for branch-level
guidelines as and when required.

AAROGYA UJJIVAN
. SUPPORTING TEAM UJJIVAN

At theinitial stage of the pandemic, when
there were various uncertainties regarding
treatment and recovery, we provided financial
support to the affected ~800 employees
through grants.

We monitored the health of our people through an OUTLOOK

internally developed application 'Aarogya Ujjivan' With the second wave of the COVID-19
every day. This platform allowed us to undertake currently underway, we are trying to bolster
daily surveys of our colleagues’ health and advise our QRT efforts to ensure the safety of our
them accordingly to work from home or simply rest people and their families.

and recover, based on their condition.
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Bolstering our
preparedness

66 In the midst of such a huge

humanitarian crisis, we at Ujjivan
Small Finance Bank remained
resilient, anchored by our core
mission of serving our customers,
and continued to ensure the welfare
of our teams and business partners.
Our business saw a rebound from
the initial setback in the business
observed in H1 FY21 due to
COVID-19 lockdown and delivered

a record high business volume

in the Q4 FY21.
Nitin Chugh 9’

MD & CEO

FY 2020-21 saw severe stress test
on the entire financial ecosystem
across the world in the wake of

the pandemic. The global financial
system has so far largely withstood
the impact, even as the incidence
and sheer scale of human misery
and loss is enormous. Governments,
central banks and financial
regulators have mounted an
extraordinary defence to mitigate
the impact of the pandemic.
Overall, these policy responses
have contained the severity of the
pandemic’s toll on financial markets
and institutions and cushioned the
shock to economic activity. After
an unprecedented 24% contraction
in the Q1 of the year, the country’s
GDP (aided by the fiscal and
monetary support measures of

the Government of India and the
RBI) gradually moved into positive
territory, recording 1.6% growth
inthe Q4 FY21.

In the midst of such a huge
humanitarian crisis, we at Ujjivan
Small Finance Bank remained
resilient, anchored by our core
mission of serving our customers,
and continued to ensure the welfare
of our teams and business partners.
Our business saw a rebound from
the initial setback in the business
observedin H1 FY21 due to
COVID-19 lockdown and delivered a
record high business volume in the
Q4 FY21. With the gradual opening
up of markets from the Q2 FY21,
volumes picked up across asset

and deposit businesses, reaching
pre-COVID-19 level by end of the
Q3 FY21. The Bank closed FY 2020-
21 on avery encouraging note,
with Q4 FY21 seeing good growth
across businesses.

In the first half of the year, the Bank
took a cautious approach towards
microfinance lending in select
pockets and sharpened focus on
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"In the First half of the year, the Bank took

a cautious approach towards microfinance
lending in select pockets and sharpened focus
on collections efficiency as lockdown measures
were gradually eased in our core markets.
After a muted First half, our assets business
grew across product categories in the second
half of the reporting year."

collections efficiency as lockdown
measures were gradually eased in
our core markets. After a muted first
half, our assets business grew across
product categories in the second
half of the reporting year.

After appropriate due diligence of
the external environment, we took

a conservative approach towards
Micro and Small Enterprises (MSEs)
lending in certain stressed segments
and shifted our focus towards
lending to semi-formal and formal
segments for a greater balance in
the portfolio. During the year, the
Emergency Credit Line Guarantee
Scheme (ECLGS) helped the MSE
business ramp up their volumes
after a disappointing Q1 FY21.In our
institutional lending business, we
focused on higher rated entities to
avoid any adverse impact on our net
interest margin.

In the Personal Loans segment we
focused on low-cost acquisition
channels, leveraging our diverse
branch network and encouraging
cross sell across our business
verticals and limited our sourcing
through fintech partnerships,

DSA and digital acquisitions until Q4
FY21. Business volumes under the
Housing vertical saw a steady ramp
up with improved approval rates,
despite restricted segments and

stringent credit policy. The Bank's
Assets Under Management (AUM)
registered a 7% y-o-y growth in

FY 2020-21 over the previous year.
Despite a slowdown in business
activity in the first half on account of
the pandemic, the Bank witnessed
significant y-o-y growth in Housing
(35%) and MSE (31%) portfolios,
while the microfinance book stayed
relatively flat. The new businesses
of Personal Loan and Vehicle loans
gradually scaled up in the year under
review and now constitute 1.4% of
the Bank’s portfolio compared to
0.64% a year ago.

We continued our focus on building
a granular and stable deposit base.
During FY 2020-21, we focused on
improved sales productivity through
better lead generation-conversion
and also quality of acquisition. In FY
2020-21, our deposit book recorded
22% y-o-y growth driven by new
retail customers. A total of 6.6
Lakhs new retail deposit customers
were on-boarded during the fiscal.
We launched a few products with
enhanced value proposition,
further fortifying our product mix.
Our cost of deposits continues to
trend lower at 7.1% in FY 2020-21,
compared to 7.9% in FY 2019-20 led
by significant CASA growth.
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Despite a challenging operating
environment, we demonstrated a
resilient performance. Our claim is
vindicated by our financials.

* Our totalincome grew marginally
by 3% to 33,117 Crores in
FY 2020-21, compared to 3,026
Croresin FY 2019-20. Although
most parts of the year were
impacted by the pandemic, we
witnessed revival in business
activitiesin the Q3 FY21.

« Our Net Interest Income (NII)
increased by 6% to 1,729 Crores
to FY 2020-21 as against 31,634
Croresin FY 2019-20.

e Our Net Interest Margin (NIM)
stood at 9.5% in FY 2020-21 as
against 10.8% in FY 2019-20,
dipping mainly due to interest
reversal on NPAs.

« Our pre-provision operating
profit (PPoP) jumped 27% to %809
Croresin FY 2020-21 as against
%637 Croresin FY 2019-20 owing
to multiple efficiency-enhancing
initiatives, primarily technology-
led, and the launch of various
digital platforms for faster and
convenient execution.

* We undertook prudent
provisioning of 3172 crores.
Hence, our Profit After Tax (PAT)
dropped 98% to 38 Crores in
FY 2020-21 compared to 3350
Croresin FY 2019-20.

e Our gross advances grew by 7%
to 15,140 Crores in March, 2021
from %14,153 Crores in March, 2020
driven by our core products and
focus on key geographies.

» Our total deposit base grew by
22% to 13,136 Crores in March 31,
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"Large part of the year our collections remain
impacted on account of the COVID-19 pandemic
impacting debt servicing ability of our
borrowers. Hence, our gross Non-performing
Assets (NPAs) increase to 7.1% in March, 2021,
compared to 1.0% in March, 2020. Moreover,
our net NPA also grew to 2.9% in March,

2021 (0.2% in March, 2020). We have created

a COVID-19 related provision of 172 Crores
(1% of gross advances). Also, we maintained a
provision coverage ratio (PCR) at 60%."

2021 compared to 10,780 Crores
in March 31, 2020. Retail deposits
grew by 32% y-o-y and CASA

by 85% y-0-y. (Retail deposits
comprised 48% of total deposit).

* For alarge part of the year, our
collections remained subdued on
account of the COVID-19 pandemic
impacting debt servicing ability
of our borrowers. Hence, our
gross Non-performing Assets
(NPAs) increased to 7.1% in
March, 2021, compared to 1.0% in
March, 2020. Moreover, our net
NPA also grew to 2.9% in March,
2021 (0.2% in March, 2020). We
have created a COVID-19 related
provision of 172 Crores (1%
of gross advances). Also, we
maintained a provision coverage
ratio (PCR) at 60%.

* We remained well-capitalised with
high liquidity, our capital adequacy
ratio stood at 26.4% with Tier-I
capital ratio of 25.1% and liquidity
coverage ratio (LCR) of 116% as of
March 31, 2021.

» During the year under review,
we launched a host of new
products. Some of the key ones
include, Women Savings Account
(catering to bespoke financial

needs of women), gold loans,

PM SVANidhi for street vendors;
MMCYV loans; Navnirman Loans
(ECLGS) for customers, loan
against rent receivables for the
landlords of our bank branches
and also started supply chain
finance segment through our first
Fintech partnership

During the year under review, we
closely monitored the evolving
situation. We reached out to our
customers through calls and surveys
to assess the pandemic’s impact

on their livelihoods. We offered
moratorium commencing from
March, 2020 to August, 2020 and
also undertook restructuring as

per the RBI's guidelines for eligible
customers in Micro Banking, MSE
and Housing segments. We engaged
with our customers to explain

how the moratorium policy would
pan out for them.

We remained focused on

portfolio management, deploying

a multipronged strategy to
strengthen our collection efforts.
Our strong field force and collection

Ujjivan Small Finance Bank

agents gave our customers
alternative options to make their

repayments. We deployed additional

teams, started tele-calling, actively
promoted adoption of digital

and alternate collection channels
through Airtel Payment Banks's
points, PayTm, Instamojo, Bharat Bill
Payment System and customised
link through a payment gateway
powered by CCAvenue.

There has been a continuous
improvement in the collection
efficiency post moratorium with
the overall collection efficiency
improving from 69% in August,
2020 to 94% in March, 2021. We
implemented restructuring for 3.7
lakh accounts worth ¥852 Crores
in the Micro Banking segment,

121 accounts worth %14 Crores in
Housing and 78 accounts worth
%13 Crores in the MSE segment.
The restructured book witnessed
improved collection efficiency of
74% against 49% pre-restructuring.

During the year under review,
we undertook several digital
initiatives, enhancing business

processes and ensuring seamless
experience to customers.

« We strengthened our application

programming interface (API)
banking platforms to 159
covering most of the banking
transactions, customer on-
boarding for liabilities and assets,
service requests and all types of
payment services. Our APIs were
listed on the National Payments
Corporation of India’s (NPCI’s)
APl aggregator portal (among
the first two banks whose APIs
are listed here).

We entered into six fintech
partnerships (three for loan
repayments and three for digital
lending to personal loans and
MSE customers).

We rolled out robotic process
automation in 12 workflows
across businesses leading to
substantial savings.

We enhanced customer life
cycle value for existing to bank
customers with automated
customer engagement (ACE)
platform for improved customer

"We remained focused on portfolio
management, deploying a multipronged
strategy to strengthen our collection efforts.
Our strong field force and collection agents
gave our customers alternative options

to make their repayments. We deployed
additional teams, started tele-calling, actively
promoted adoption of digital and alternate
collection channels through Airtel Payment
Banks’s points, PayTm, Instamojo, Bharat Bill

Payment System and customised link through a

payment gateway powered by CCAvenue."
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engagement and enriching
customer lifetime value (CLTV).

» We deployed machine learning
based customer segmentation
models that have helped identify
and communicate with potential
customers for cross-sell and up-
sell opportunities.

* We introduced our multi-lingual
Bot on our website, powered
by artificial intelligence for
better lead generation and
customer experience.

We introduced a new channel to
make banking services accessible to
customers in their neighbourhood.
The channel - Money Mitra - will
facilitate entrepreneurs running
local businesses like kirana stores,
medical stores and insurance
agencies to offer retail banking
solutions to the bank's customers
exclusively. In these outlets, our
customers can make a deposit,
withdraw money, pay loan EMI and
perform fund transfer without
having to travel to branches. We
established over 160 Money Mitra
outlets across 16 states and plan to
scale up further.

Our resolve, readiness and resilience
reflect in our team spirit. We are
committed to building a culture

that inspires people to perform,
make a difference and reward
people for their contribution.

We are committed to providing
opportunities for our people to Fully
realise their potential and develop

a growth-driven career at our Bank.
During FY 2020-21, we ranked 3™
among India’s ‘Best Companies to
Work for 2020’ and ‘Best Workplaces
Among Organisations with more
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than 10,000 Employees’ by Great
Place to Work® Institute.

We Formed a Quick Response Team
(QRT) to monitor the situation on
the ground and provide guidelines
during the pandemic to all the
employees of the Bank. We continue
to maintain a strong connection with
our customers and staff, especially
during the pandemic.

As our teams kept serving our
customer in the pandemic scenario,
it was our duty to take utmost

care of them. Many functions

were shifted to work from home
and remote working mode. We
offered facilities such as doctor

on call, doctor on premises and
employee counselling support

on telephone. We putin place
city-level COVID-19 taskforce to
assist our employees and their
families with hospitalisation and
medical emergencies. We also ran
vaccination camps for staff and their
families and shall be reimbursing
vaccination expenses for our staff.

In FY 2020-21, most of our CSR
efforts were directed towards
COVID-19 relief, covering ~7,74,000+
citizens and 71,500+ frontline
workers. We started a COVID-19

education programme, which

was primarily designed to create
awareness about the pandemic,
safety and preventive measures to
more than 3,57,000+ beneficiaries.
Ujjivan partnered with Givelndia
Foundation to support five major
hospitals in the city of Mumbai.
Through the foundation, Ujjivan
was able to procure and provide
over 5,000 Personal Protective
Equipment (PPE) to Nair Hospital,
Holy Spirit, KEM Hospital and

Sion Hospital. The project saw

an expenditure of %45 Lakhs

from the CSR fund allocation of
the Bank and supported 5,000+
healthcare professionalsin the
city of Mumbai. We also supported
in setting up four full-fledged
Intensive Care Units (ICUs) in CMC
Vellore hospital in Tamil Nadu to
ramp up their COVID-19 care and
treatment facilities.

Our CSR activities are focused

on serving the unserved and
underserved through healthcare/
preventive healthcare, sanitisation,
cleanliness, disaster relief,
education, safe drinking water
projects and livelihood support.
Our community development
programme, Chote Kadam in
partnership with Parinaam
Foundation carried out 24

civil projects across India in FY
2020-21 for the benefit of the
underprivileged communities.

"In FY 2020-21 most of our CSR efforts were
directed towards COVID-19 relief, covering
~7,74,000+ citizens and 71,500+ front line
workers. We started a COVID-19 education
programme, which was primarily designed

to create awareness about the pandemic,
safety and preventive measures to more than

3,57,000+ beneficiaries."
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India is now coming out of the

grip of second wave of COVID-19,
although we do believe that the
economic impact of the second wave
will not be as harsh as the first one.
The key difference this time is that
we are now better prepared to deal
with the crisis. We are also hopeful
about the positive impact of the
vaccination drives and reducing
caseloads across states after
calibrated containment measures
were undertaken. We will continue
to drive our business with cautious
optimism, encouragement and
support of all our stakeholders.

The Reserve Bank of India (RBI)
had announced a slew of additional
measures to boost liquidity and
systemic stability in the banking
system - to ensure adequate supply
of credit to the health infrastructure
that would help fight COVID-19 and
offer relief through restructuring
to the small businesses and self-
employed individuals affected by
COVID-19 stress.

We believe that these measures will
go a long way in ensuring adequate
credit flow to the healthcare sector,
stabilise the financial ecosystem

and accelerate economic revival.
Ujjivan SFB has already embarked
upon the implementation of these
guidelines and we are very positive
about the impact it will have on

our customers. We participated in
the first SLTRO auction and raised
%50 Crores which has since been
fully deployed and further raised
%100 Crores in the third auction. We
assessed the impact of the pandemic
on livelihoods and drew up a pool of
affected customers. In line with the
Resolution Framework 2.0 of RBI, we
expect to restructure 7-8% of our
book by the end of September, 2021.

Ujjivan Small Finance Bank

"Ujjivan Small Finance Bank completes five years of
operations on January 31, 2022 which Falls in the current
Financial year. In reference to the Small Finance Banks
Licensing Conditions, the Bank needs to dilute Promoter
shareholding to 40% within a period of five years. As next
steps, reverse merger of Holding Company with the Bank is
the most favourable option fFor us adhering to the licensing
condition of diluting promoter shareholding."

The Bank is also in the final stages
of launching a product targeted
at COVID-19 healthcare facilities
and will shortly begin working on
building a COVID-19 loan book.

Ujjivan Small Finance Bank
completes five years of operations
on January 31, 2022 which falls in the
current financial year. In reference
to the Small Finance Banks Licensing
Conditions, the Bank needs to dilute
Promoter shareholding to 40%
within a period of five years. As next
steps, reverse merger of Holding
Company with the Bank is the most
favourable option fFor us adhering

to the licensing condition of diluting
promoter shareholding.

RBI's clarification dated July 9,
2021, allowing Small Finance Banks
to apply for reverse merger, three
months before completing the

*These various steps may be elaborated (if required) like obtaining shareholders approvals of both Bank

five-year period is a very positive
development for the Bank in
achieving the dilution target. Bank
had started working internally along
with the Holding Company to initiate
various steps* for effecting the
reverse merger.

We are hopeful that the worst
phase of the pandemicis over
and with rapid progressin the
mass immunisation programme,
we will soon emerge stronger
and more resilient going back

to pre-COVID-19 times. Our
digital initiatives that picked up
momentum during the COVID-19
phase have already helpedin
streamlining our processes, offering
a seamless and cost-effective
service delivery to our customers.
We acknowledge RBI's timely
intervention and announcement
of additional measures that will

and Holding Company, approaching RBI, NCLT, SEBI for essential approvals etc.
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help repose public confidence in
financial systems and establish

an optimistic environment that is
conducive of a strong economic
recovery. We expect FY 2021-22 to
be a reasonable year of growth and
stabilisation as we retain our sharp
focus on improving our earnings,
maintaining a healthy portfolio
quality with emphasis on digitisation
that would enhance our diverse
product offerings. We are thankful
to all our stakeholders — customers,
employees and investors for being
with us through the toughest
phase of the crisis.

Warm regards,

Nitin Chugh
MD & CEO
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Digital readiness is our biggest

competitive advantage

We have a dedicated team in place For driving our digital strategies. Our
digital platforms leverage advanced technology, to enhance customer
experience across all touchpoints, maximise returns on technology
investments and reduce operational costs. We will continue to ramp up our
digital investments to emerge as a new-age, tech-enabled bank.

37%+ » e 4

Repayments came from digital and &
fintech repayments infrastructure ; :
by March, 2021 ; j.




We are building new cost-efficient sourcing and servicing channels powered
by analytics as we aim to scale up customer acquisition and provide superlative
services. During the year, we fast-tracked our digital initiatives through:

We are partnering the Indian fintech and start-
up ecosystem to foster strong relationships
and provide them with the right Application
Programming Interface (API) infrastructure and
a single-window clearance. We have developed
159 banking APIs ready for consumption by
these fintechs, built over a robust APl Gateway
Platform, powered by IBM.

We are now among those select universal
banks, which provide API Banking with six API
Banking initiatives live across areas of Digital
Lending (Nira, LoanTap and Progcap) and Loan
Repayments (Airtel Payments Bank, PayNearby
and Setu). We also enjoy healthy partnerships
with 24 fintechs across areas such as loan
repayments, digital onboarding, robotic process
automation, marketing automation, digital
lending and artificial intelligence.

dd coge bodhne ki

ovel cFatterns ? Pray
D | ANIRA | @cheny
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COVID-19 impacted our collections efficiency,
and the safety of our customers and teams
had to be prioritised. As a result, we designed
a new digital collections infrastructure that
also enabled our technologically-challenged
customers to make loan repayments

with assistance.

We scaled up loan repayment touchpoints by
collaborating with Airtel Payments Bank and
PayNearby to provide a collection point within

a 500-metre radius of each customer. We also
added a digital self-service arm using popular
payment apps and Ujjivan Bank Mobile Banking
App for peer-to-peer money transfers and bill
payments through UPI or debit cards. We further
embraced the Bharat Bill Payment System
(BBPS) platform with our partnership with Setu,
enabling our customers to repay loan EMls

from anywhere.

Visible transformation

By March, 2021, repayments through online money
transfer and fintech engagements overtook the
repayments via cash at centre meetings.

KdlZd | R

PARTNERING
FOR YOUR
CONVENIENCE.

Payment of Ujjivan Bank EMIs
is now enabled through any of the
Airtel Payment Bank outlets.

Payments
( Bank
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Fintech partnerships
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Ujjivan Small Finance Bank

We have implemented a series of disbursal
enablers such as digitalised ID verification,
automated bank statement analysis, e-sign of
loan agreements and e-mandate collection,
during the year. This improved our TAT by
70-90%. We also introduced the Video KYC
platform for video-based personal discussions
before loan disbursals.

We converted the end-to-end onboarding
journeys for affordable housing loans, MSME
loans, vehicle loans and personal loans,
besides being the first bank to integrate
with digital onboarding platforms such

as Saarathi from Decimal Technologies

—a fintech as part of our overall fintech
engagement programme.

We leveraged the robotic process automation
to drive an extensive process automation
journey and successfully automated 12
processes during the year. By March, 2021, we
were processing over 1 Crore transactions/
month. Going forward, we will automate
100+ processes, reducing costs and human
resources expenditure significantly.

The new-age technologies play an important
role in providing high-service standards at
a large-scale and help us manage customer
relationships better. We invested in several
future-focused technologies such as an
Artificial Intelligence Platform to help us
digitalise our phone banking responses,
enable customers to fulfil service requests
and make basic transactions in their chosen
language and through their chosen channel
(such as WhatsApp, and so on)

We also invested in a Marketing Automation
Tool by an emerging fintech, MoEngage
through which we will integrate all digital and
physical touchpoints to provide contextual
and real-time communication, advice and
offers. We are already using this tool to drive
digital collections and cross-sell/up-sell
initiatives to enhance the Customer Life Time
Value (CLTV), thereby strengthening our bond
with our customers.
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100+

Processes scheduled to be
automated during FY 2021-22

Going forward, we aim to strengthen our
end-to-end process digitalisation efforts and
use the power of digital channels as a new
customer acquisition and service channel. Our
focus for the next year will be on enhancing
our payments and e-commerce presence. We
will also leverage the power of data analytics
for actionable insights For data-driven
decision-making. We will continue to leverage
our full-stack API Banking platform to partner
with the fintech ecosystem for faster time to
market and innovative products and solutions
for our customers.
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—

MicroBanking

Serving people at the
periphery of formal banking

We now serve over 4 Million financially
unserved and underserved households
with bespoke offerings. We aim to build a
granular deposit base in this segment and
deliver a hassle-free banking experience.

During the year, we focused on responsible
collections practices, offering our customers

a convenient alternative to centre meeting
repayment such as 9,000+ outlets/touch points
for repayment in the proximity of their locations
that helped improve the repayment rate. We
also supported our customers through loan
moratoriums and restructuring.

Continued our focus on Sampoorna Family
Banking by serving customers with a
holistic range of products such as group
loans, individual loans, savings/deposit
products, two-wheeler loans, insurance,
payment solutions, remittances, and so on

Launched gold loan, PM SVANIDHI loan and
alternative service channels such as Money
Mitra for proximity banking services

Partnered with Airtel Payments Bank
outlets and PayNearby for repayments

Improved collections post lockdown and
recorded over 99% collections efficiency in
the non-overdue bucket

Disbursed highest-ever loan amount of
31,240+ Crores with highest-ever individual
loans of 200+ Crores in March, 2021 and
pre-approved loans worth

$87.9 Crores in March, 2021

Created a deposit base of 1,029 Crores
with a full range of services during the year

Introduced secured Agri product and Loan
Origination System (LOS) for
Agri Group Loan product
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?6,482 Cr 1 0,868 Cr ?1,029 Cr 49.3 Lakhs
Disbursement Gross loan book (OSP) Total deposits Total MicroBanking
(including deposit asset and deposit
of ¥163 Crores from customers
rural branches)
41% y-0-y 0.6% y-0-y 27% y-0-y
y-0-y growth y-0-y de-growth

Ujjivan Small Finance Bank

During FY 2020-21, we added no new brick-and-mortar
branches. Kisan Pragati Card (Secured)—that was
launched towards the end of FY 2019-20—scaled

up with average monthly disbursals of 1.5 Crores,
closing with a portfolio worth ¥15.2 Crores with

100% collections.

¢  We actively promoted the use of digital channels
such as SMS banking, mobile banking, phone
banking, UPI and other digital repayment modes
to ensure for our customers uninterrupted
banking services.

Digital initiatives undertaken include:

¢ Opened additional CMS avenues for personnel to
deposit cash collected in the field; a total of 37%
of the EMI is routed through non-branch channels
during FY 2020-21

¢ Increased digital penetration with 5.5 Lakhs
MicroBanking customers now registered on mobile
banking and UPI platforms

e Recorded steady adoption of UPI QR with monthly
33.5 Crores deposit inflow

¢ Launched Money Mitra for providing neighbourhood
banking services to customers staying away from
the branch. Celebrated the Money Mitra network
reaching 200 agents, serving 1+ Lakh customers
across the country in Q4 FY21

¢ Going Forward, we will also undertake the
Following digital initiatives

¢ Launch special mobile banking application for
MicroBanking with focus on voice, video and
vernacular features for instant services

¢ Expand UPI QR based payment solutions for
merchants through UPI acquirer platform and our
UPI PSP mobile app

¢  Grow Money Mitra's network for
neighbourhood banking

¢ We plan to launch paperless Loan Process
based on E-Signature for easier and quicker
processing of the loans

18%
Customers paid EMIs through cashless
repayments during FY 2020-21
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This segment closed FY 2020-21 with a loan portfolio
outstanding of ¥678.8 Crores with 15% y-o-y growth and
a borrower base of 2.32 Lakhs, while the liability book
stood at 162. 8 Crores with 50% y-o-y growth.

?2.3 Lakhs

Rural customer base as
on March 31, 2021

General Store

UITIVAN O i @ S,
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With the vaccination drive gaining momentum,
the second COVID-19 wave is showing signs of
tapering off. We are now geared to fast-track our
assets and deposits segments, with special focus
on individual loans for the asset business growth.
We expect collections to normalise soon to the
pre-COVID-19 level.

We will further scale up our business segments such as
gold loans, Kisan Pragati Card (in new geographies),
Agri Group Loan and digital initiatives (such as cashless
repayment and Ujjivan pay). In the coming year, we
will also launch segment-specific new mobile banking
application and M-LAP.
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—

Business Segment: Micro and Small Enterprises (MSE)

Fuelling the Firepower of
grassroots entrepreneurship

India’s Micro, Small and Medium Enterprises (MSME)
segment has now emerged as one of the principal

During the year, we crossed 1,000
Crores Portfolio milestone and
13,000+ customers. We achieved this

economy drivers, contributing to 30% of the national in only four years since the launch

GDP. The Government of India now plans to enhance

of this segment.

the contribution of GDP to approximately 40%. We
are committed to partnering this vision - handhold
entrepreneurial ambitions, and also help create large-

scale employment in the country.

! QUICK FACTS

517 c« 31,286 cr

Disbursement Outstanding principal
(OSP)

15% y-0-y 31% y-0-y

15,000+

Total borrower base
6% decrease vs
FY 2019-20

6% y-0-y

¢ HIGHLIGHTS OF FY 2020-21

¢ Achieved highest ever disbursement for the
month and quarter ending in March, 2021

¢ Enhanced maximum funding limit to
MSME to %10 Crores

¢ Provided customers best-in-class supportin
a challenging year

¢ Piloted new initiatives such as
scan-based file disbursement and
video-based customer discussion

¢ Implemented the HUB disbursement model
in Gujarat and Tamil Nadu

¢ Reduced turnaround time (TAT) and
improved the quality of services

¢ Digitalised loan documentation, further
improving the customer experience for
hassle-free services

¢ Launched our first fintech partnership to
start new line of funding in the domain of
supply chain finance
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Ujjivan Small Finance Bank

FORAY INTO SUPPLY CHAIN FINANCE
THROUGH FINTECH PARTNERSHIP

We entered into a collaboration with a fintech partner,
Desiderata Impact Ventures Private Limited (Progcap)
for end-to-end digitised invoice-based financing
services and repayments for loan applications received
from Micro, Small and Medium Enterprise (MSME) units

seeking small tenor working capital for their businesses.

With this partnership, Ujjivan SFB has ventured into a
new avenue of lending namely Supply Chain Finance to
fund dealers and sub-dealers against purchases made
from recognised brands through short-term overdraft
facility. The entire lending process, right from the lead
generation, lead screening, loan sanctioning, document
execution and customer on-boarding and repayments
has been digitised through Progcap’s data-driven

tech platform.

Annual Report 2020-21

OUTLOOK

Our objective is to develop a robust and streamlined
process through digital advancement. We also aim

to start new lines of credit and focus on the formal
segment with enhanced credit limit to meet working
capital requirements of MSMEs. Fintech partnerships
will also be targeted to offer diversified products and
services for the Indian market.
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Affordable Housing

Preferred by aspiring
homeowners

As a trusted player in India’s affordable home loans
industry, we offer our customers three primary home
loan products in a variety of ticket sizes and tenures. We
primarily cater to the low-income households (EWS/ LIG &
MIG) moving out of rented homes into owned places.

Scaled monthly disbursals from 16 Crores in June, 2020 to 2125+ Crores in
March, 2021 with book OSP crossing 2,000 Crores+

Recorded the highest-ever disbursement during Q4 FY21, with monthly disbursals touching
138% of pre-COVID-19 best monthly numbers

Ujjivan Small Finance Bank AHL currently has 2,100+ PMAY (U) beneficiaries
Launched online workflows for customer on-boarding, application processing, disbursal

and collections to improve end-to-end turnaround time and ensure productivity
in the new normal

Our customers mostly include

the middle-class/salaried-class
people within the semi-formal/
informal income segments buying

- FY 2020-21 fresh disbursals were in line with the revised policy guidelines due to COVID-19,
their first home.

balancing risk and reward

Training module went digital with online training, study material, test for both for business

and credit on core product and cross-sell products, processes for skill enhancement

Safeguarded customer and employee well-being by personally reaching out

Maintained portfolio and exited moratorium smoothly with customer learning

Ensured timely account restructuring to stay committed to our customer-first approach

Utilised the lean period to revisit, realign and optimise processes for better customer and

employee experience

®
T666 cr ¥2,050c 24,000+ 2,100+
Total disbursement Gross Loan Book (OSP) Customers Customers benefited
from PMAY CLSS
21% y-0-y 35% y-0-y 26% y-0-y
y-0-y growth y-o0-y de-growth

We are empowering home buyers with the in-principle
loan approvalin five working days to increase their
bargaining power with builders, sellers and property
dealers. The service is delivered through our digital
workflow in the disbursement process. Being a
completely online procedure, it enables us to issue
online welcome letters, provide online orientation for
customer service resolution and ensure timely disbursal,
besides providing online repayment/part-payment
options. We are working on a platform which will enable
capacity processing, delivering aspired number.

%125

Affordable home loans
disbursed during March, 2021

Annual Report 2020-21

Going forward, we will continue to grow our retail
business with deeper penetration in Tier-1l and
Tier-1ll markets. We aim to create a significant
presence for the Affordable Housing segment in
the Ujjivan universe, with above 75% reach across
our branch network. We will sharpen our focus on
leveraging our existing to bank (ETB) customer base
with insights from in-house analytics.

We will also launch specific offerings targeted at
rural borrowers in select markets, starting with South
India, besides collaborating with government bodies
to concentrate on ready-to-move-in builder projects
in the semi-formal income space.

With the pandemic fuelling the demand for ready-
to-move-in properties on the outskirts of major
cities, and reverse migration pushing this demand

in Tier-1ll and Tier-IV markets, we will have a healthy
mix of semi-formal and informal customers. Among
these customers, a significant majority belong to the
salaried class and small business owners buying their
first house<ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>