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It is no secret to anyone that 2020 was a very difficult year. We have
all had to facenew and in many cases- very important challenges, both
in our professional and personal lives. During these uncertain and
social distancing times, customer experience has become even more
essential for all of us. Together we face this great challenge and
together we have delivered.I appreciate your continued commitment
to the Bank and its growth. We are confident we can make this mutually
rewarding,
Even though we had and still have been facing difficult times, I am
still proud to announce the net profit for the last FY is NPR 1.59
billion.
Fighting and working continuously even during the peak time of
pandemic, finally vaccines have arrived and now we hope to work
even harder to provide better services to our customers. Our reputation
is our most treasured asset and the foundation on which we have
established the Bank. By understanding, and embracing our customers'
business problems, vision, project objectives and goals, we will be
able to build stronger and lasting relationships that will yield long
term results and will be able to become one of the top ten Bank of
the country.
One of our major achievement is that the Bank has been able to
increase its profit by 33%. Turning to the Bank's financial strength,
it gives me immense pleasure to announce that after acquiring
SahayogiBikas Bank andTinau Mission Development Bank Ltd; the
Bankhas acquired Srijana Finance and has started joint operation from
Asar 26, 2078. After the acquisition, the Bank has reached to height
where the Paid Up Capital is NPR 12.58 Billion, Total Deposits is
NPR 143 Billion and Total Loan is NPR 123 Billion. The human
resources of the Bank is more than 1600 people. I feel great to inform
you that now we will become a bigger Bank and with the support
from the esteemed stakeholders of the Bank and collective efforts of
the management team and all staff;the Bank has been able to reach
where we are today. With the same enthusiasm of my Citizens team,
I am sure that we will be able to become top 10 Bank of the industry
very soof.
I 'am also pleased to share that the Bank composites customers from
77 districts and has been providing services to its customers from all
7 Provinces of the country through 183 branches, 117 ATMs and
111 BLB locations. This portrays the well-established network of the
Bank.
The Bank has done a lot of work to keep the corporate governance
intact and various strategies has been adopted for proper risk
management. The Bank has been appreciated by the Banking fraternity
for corporate governance and risk management.
\X/e will always carry the slogan

"System Inside:: Image Outside"
I strongly believe that the system within the Bank must be strong,
prompt and properly defined; whereas the image that we have in the
society and among our stakeholders has to be good with top of the
mind presence of the Bank. Once the system inside the organization
is in the right place, it will automatically reflect the good image of the
Bank in the market. We will never compromise on quqh‘ry of our
processes and service delivery. We will strive for excellence every day,
every moment. I believe that each and every employee must be
confident, competent and cooperative to the customers; for which
the Bank has been providing best training facilities and cohesive
working environment to all staff for the better pcrformancc
Let us all work together to make Citizens Bank the leading Bank in
the Industry.

Jai Citizens Bank!!
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Financial Highlights

EARNINGS PER SHARE

NPR 15.38

PROFIT AFTER TAX

1,598,792,465

As on Ashadh End, 2078 (As per Unaudited Financial Report)

PROFIT BEFORE TAX

| 2,283,955,796 |

MARKET PRICE PER SHARE

NPR 386

Amount in NPR
DOPERATING INCOME TOTAL ASSETS

| 4,931,512,064 | | 168,068,007,286 |

As on Ashadh End, 2077 /78
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Training and Development

The employees are periodically provided with training opportunities

in order to develop the necessary skills not only tosurvive, but also Province-wise Tt amning Details

compete in this dynamic industry. The focus is provided such that S.No. Provinces No.of Staff Benefited
long-term goals of the employees and the Bank are in line with each 1 Provinee 1 68

other. The structured, pragmatic and challenging training plans g Province 2 122

have enabled the Bank to extract maximum benefits from the 3 Bagmati Province 221

available employees with maximum utilization of human resources 4 Province 4 46

with minimum diversions. The employees are further encouraged 5 CaniaE Provinee 293

to share their knowledge with fellow colleagues to strengthen the 6 Provineel( 27

technical expertise at hand. Furthermore, employees in specific 7 Sudur Paschim Province 2%

departments are provided with precise technical knowledge to help Total 803

them nurture in the specific field of knowledge.

The biggest shift in training and development to the employees in
the current time has been changed to online medium/webinars due
to the circumstances arisen by COVID 19 pandemic.We believe
that employees are the core strength of the Bank in the current 300
time and they play a very significant role in the success of the Bank.
Complying with our Human Resource Core Value which is to
nurture, empower human capital and achieve their full potential;
the Bank has been providing extensiveonline trainings in the crucial
times too.

In the fourth quarter of FY 2077/78the training details i.e. the kind el | ’ ’ )
of training and the number of staff benefited from the training is so B ! I
mentioned below. . . = =

0

Training Provided in FOllfth Quaftel‘ Provincel Province2 Province3 Province4  Province5 Province6  Province7

Provinces

Province-wise Training Details
350

250

No. of Staff Benefited

S.N| Nature of Training No of Training | No of Participants
Conducted

1 Calendar Programs 9 44
2 | Training through Training 1 44
Institutes
3 | In-House Online Training 31 766
TOTAL 41 854

Citizens sanx

Your Partner For Progress

Simplify your LIFE

BANK 24/7

Welcome to Simpler, Smarter
. ONLINE BANKING - anytime, anywhere

No. of Training Conducted

m Calendar Programs

| Training through Training
Institutes

w In-House Online Trainings

DA 60 T 0 S 08 M RS ' Bt et |
LR Bl Fi (i i Joh, Jolh SO, (o, e, oot B }
r




Citizens sanx

Agcae! & BR @

o s

|G Uroiie] WHT o foufs g ufe
D! ARG ST 89 I Y201/ aaAIah
gFAT B9, {1 9 H A Agedardl YH®
frate 7 us uRRefd smen wde | aIRprasiasel g1 1] U&l
FEHH! A aRUEw TR YOI BRIBNIG] WHT o fogufs e
gPa daa Sifal arg/fafder wm A8 afefiel siurase! gfier gk a1
I exeHIR waufs Sl |wafae! A e Yffem 89 AR A
Agcasrll Y FalE IHuE gees] IR GHeEl 9 ufS Sl BEaHT
g faf= fofafesm amgs aR e |
BJU IIAIERY] 91 S| U= HAERH Ho
qY ufs Iad A= =Roeedr A= fhRman
fofies fogu gudsl W) Hoomdl iR
Agcaerdl e fagu grwas | aw Aiked
q1 gETye Siaqel A= =RoEr engud
Yreceor gae o Saod 11 I Gal
BT BT FHEE THhl @i fega Foe [
AgaD FIOA FERY T RO |

TR S aRgear fe an(anlh wwra mErEe
el U 3Pl W1 Ho TEM SRS g9 |
o aiE T Y ¥ g guar ga bR
TIUS 9T wau g ufY wuel urses |
W HHS SR a1 FoR 9 [of T g
FAM WD USH] A IEIIC U< g Aol
Gl Sl 9 g9 998 | e ke [G9uNe
AMpeTs o7 SIeyd! qfAer fafe 19 e
Y@@ IR ddols &9 QUel @usHl Udh
BRI THd SR g1 3 SR Afden ur T afe At s
IJFEHEIE RITPIS &l o IR deaewols el TE $ ae BR Sl
w fagreyy T @ifeer Bl

BR I B RSl S 9 HEIaR § ST &Ko BE WHR TRYD B
| STEpT AUTSIH 1) SEal o foudl a1 SMETdl BHGE o Bl
THUS 9= §isl @W T oo dMel geified TgER diaud
e g1 (el g §T9de | Sels dTodl TIRYS! WUSHT 3ol
HAGHISg U ITa]y] RioiHl §99a0 | O 991§ adide 3R
e Aoy foger eI g fBRm® Bigal uigd dR ol HUH WUSH
W A 967 9 GRS §7 Ta6| I6 JaRIMl 8 AGHG ARG
IS I AR T T dh SIHYISgI 9 |

TR BR S B D] IS FE@YUl T SEIC SIHY §€ JRIE &o
BE WHR TRYB B | THH TUroM 7 Eal B F99 TR AH
|ipa 9= hB| DI TAHSATHT AIRAT B HHGIS AToID] 3ol
TR®HA Hifesd! & &l @R g1 aff &1 s Fear T fSRme
B 99 Arel gufom ol foq afesl S JF g Ml e
TSl AfBYDI TR TS G- THh] SN A FHI 9 AfbTad B H
I difeysl wwgEedt 3 g aqdad favia feq afes)
Ageaar qAemr i fer sy e sl FEEyn ad SN Sfodie
3 (MMFETY &do D18 WIBR TIRYD B | Sffie sedl "urdl 312 &msan
P ARhos REER! SRIRRY T 9= g fid Ths A1 BRI
FHEA T 798 G & YD) AP AaRIoR U+l SrRaR] SRRl
T &HAT g §gUS | IRl ¥Rl G FqEad BR TG S O
UEhaTe® AUATSY UH §I9d® I |d URRAHl g A6 Ho WWR Tl
T T g Has| I Sl faff axorest uShar SgE Mgt
e wewor (At fSRme Sa) FuRo < difevel T9aEl
3 oR FHEa T fBRES AR yRIEeE W Gfbuel @ueHl
A S hion Ee §9 A9s| audd |4 S oMhe AT TN As
fere wewer UM fJvae 18 Mg WUd! GRS T I
g A WHe Agad] BUHl qUH] IS |

HR I IR B D HedUl ocd Slaie fIfoe g8 ™MW &0 SHOTS
TSI 37 BISET Hers a1 gels 9= §i s | wigadl FoRr aiEeam
TH T Aeay qAe Wodl g8 Wga ded 99 ufe A= falRet
HHRTHAGYG THRIAD FIEwS SXeH URED 58| Bl FIOR g
R IR R s grEwern o afmam ot W oa= fava s

Tie w81 | Sigew Jvel s faemen At sgaer gor amn
Ve WP §O | T WS e YT T Aichwl [ i g wae
| IE@ETE HE FEIEE T ¥e AT A9 waHe FuRe 1y o gd
IS | BT FU T T W T A G T T IRGIR YIRS R
GHEF g1 O 91 Bfe GHE R gooR | GHEN g1 99 | g%l v
fEHAT HUPI 37 Heewals IR T a1 GArS- & WAl 99 3R
d feafed g9 9 w1 7, RF &1 deiseor d IW GREwe Y
A TERIES IR U7 GIE8 I GHU SRIGIGAH F THRIAS G419 T
o | q9Y Agadedl s9d ARh [ANve 99 guo Aawnis sreEl
Gl HRIAD dllcdd HST WSH] ol 96 0G0 AGRAS YHdl Ted
IS M ONDI B IWOE Th BHS G T ADHIG SSISal o 93 §O
B W M T IAIEHT U H A W ¥ ST fend WewEwers Ui I

PraTees THRIHSIME TR GRT UGSl

q SRR JATSH §a I Wigcd e¥aH |

q T, B T, B TE T I DA FHIA
T 91 [AverE Ayl da@d W [HR
TRIBH B | IWT dIevS  Agcdd)
FREGIGAD] [OERGS §9d gRer T
Bl

FOUR D

DO IT

DEFER IT
DELEGATE IT
DELETE LT

www.ctznbank.com

Tl &fy gRE@T @it TOLL FREE 1660-01-66667

Narayanhiti Path, Kathmandu
TEL:+977 1 4427842/43/24
EMalL:info@ctznbank.com

B /cTZNbank

B /CitizensBankini

@ /citizensbankofficial
#CTZNprogress

Citizens sanx

SWIFT: CTZNNPKA

Citizens News Bulletin 4



Citizens sanx

"And we were SOLD"

Dasrath Shah — |

2020 was a tough year and it is still ongoing
to date. Covid-19 created a 'perfect storm’,
leaving many companies fighting an unfair
fight. And we are still in the middle of it.
Let mid-2021 be the start of a better future
for all of us.

As Covid-19 continues to put huge pressure on health systems and markets
all over the wotld, it is important to remember that it too will pass. 1t may
seem difficult to acknowledge that fact in the present moment when we're
dealing with so many disruptions to our normal lives, but it's the truth. The
important question, therefore,
is what can organizations do
now that will help them have
a new business quickly and
recovery once the pandemic
has run its courser

One of the greatest thrills in
business is onboarding a new
customer as of date. Many
businesses are too caught up
in the excitement of acquiting
new customers that they do not spend enough time or money on unlocking
the value of their existing customer base. In which customer service can
be one of our strongest weapons in the battle to retain our customers.
Make every effort to personalize responses to customer inquiries.

When it comes to business and sales, building a strong relationship is critical.
The stronger your relationship is with your customet, the more likely they
will be to refer you business. Nobody will buy things that they don't need.
This is why it is so very important to evaluate, know & understand your
customer closely. Every day, make an attempt to build on the relationships
you have with your customer. Don't just say "Hi" as they walk in and
"Goodbye" as they leave. When a customer walks into your office, make
sure they feel welcome & treat your customer well as much as possible.

Instead, let them know that their business with you & within your organization
is appreciated. Talk to them, strike up a non-business conversation with
them. It could be regarding weather, sports, a movie, pets, current events,
and political, economic scenario...anything which could be your startup.
Because a Non-business conversation puts your customer at casc and gets
them talking. The more they talk to you, the more they will open up to
you, opening the door for more sales & business opportunities. This is also
a great way to get to know your customer and build a strong relationship
with them.

Remember. You are running a business, where people are your greatest
asset. When you are finished with your customer's transaction, ask if there
is anything else you can do for them, or if they have any questions for you.
You could even use this opportunity to ask if you could go over some of
your banks' products with them, which you feel could benefit them. The
most important thing you want to do is get them in and get them out
propetly. A strong business relationship is a great opportunity to obtain all
of your customer's business as well as the business of all of their friends
and relatives through referrals. So remembet, don't treat yout customer
like a statistic, and instead treat them as you would treat one of your friends.

Likewise, oftentimes we believe the depth of our customers does not extend
beyond that of the business they do with us. In fact, it goes way beyond
that. People love to talk about themselves, and if you take the time to talk
to your customets about non-business topics, you will find that, more often
than not, they are more than happy to engage you in conversation, By
getting to know your customers, you can find a whole lot of valuable
information from them. Once you get to know your customer & established
what their needs are, tell them about the products you have that could
satisfy & match up to their needs. Explain the benefits of your product,
and give them a visual in their mind of themselves using your product.
Remember, don't sell the product, tell them about the product, and what
it can do for them. By evaluating your customer before you sell, you will
find that the sales process will come much easier to you. Don't think of it
as selling, think of it as a normal conversation that you would have with
one of your friends. Your sales will become more enjoyable, and they will
also increase. Don't do all the talking, listen to your customer. Listening
is perhaps one of the most important sales skills you can possess. You can
find out so much about your customer just by listening, To persuade your
customer to buy your product is to find a common ground with your
customet. So, smile, be courteous, answer their questions, learn what their
needs are, listen to their concerns, and try to alleviate them instantly.

Make sure you show your customer that they are getting a bargain. Tell
them the usual price you sell your product for is $999. Then tell them if
they order today they can buy it for $699 wherever possible so far & if
your organization marketing policies allow.

Before you sell your product, make sure you know it inside and out, you
wouldn't want to be caught without an answer if your prospect had a
specific question. Think about it, if you wete interested in buying a product
from someone and they couldn't answer your simplest of questions about
the product, how much faith would you have in it? Probably none.

Obtain as much written information as you possibly can on your product.
Read up on the features and benefits your product offers until you know
them by heart. Keep reading until you can roll every detail off the tip of
your tongue including any fees associated with the product. Also, keep your
brochures handy, open them up in front of your customet and go ovet the
details of your product step by step. Customers love visuals.

In the same way, depending on what you sell, it is not always easy to get
your point across, so it is very important to paint a picture with your words
to give your customer a visual of your product, or a visual of themselves
using your product as much possible so far. When you are meeting someone
face to face, and you can show them your product up close, it is easy for
them to get a visual because they are looking at it with their own eyes, and
they can hold it in their own hands. But seeing and feeling the product is
not enough. You want your customers to see themselves using your product.
You want to give them the visual of being in action with the product.
For instance, the last time I & my friend were on the market for a car, we
went to a local dealership looking to test drive some jeeps. The salesman
showed us the jeeps he had on sale, and he even let us test drive a few of
them. Not only did he go over all of the wonderful features the jeep had
to offer, such as the CD player, the electric windows, and the heated seats.
He also said to us; Can't you guys picture yourself cruising through the
mountains with the sun setting behind you, and a cool breeze flowing
through the open cabin as you play all of your favorite CDs? The visual
of our cruising up into the mountains in our new jeep with Mother Nature
in all of her glory was all we needed to picture in our mind, and we were

SOLD.

I think you guys get the picture. So the next time you sell a product, paint
a picture. Put a visual in your customer's head of them using the product
in a positive light. It will make a world of difference & that means more
business.

Whatever your role, wherever you are, you are measured by the value that
you bring. There is no substitute for excellent customer service. There are
many reasons to build a strong relationship with your customer, but two
of the reasons remain to be key.

One main reason is that customers value and appreciate good customer
service. They want the peace of mind of knowing that if something ever
happened with their product or service that they would have you to turn
to as their go-to person. This is extremely important because your customer
will have this in mind when your competition moves in to take them away.
And believe me, your competition will try to take them away. As long as
you provide excellent customer service, your customer will stick with you.
The second reason building relationships are so important is because of
the referral process. A customer that is treated with respect and provided
excellent customer service will most assuredly refer their family and friends
to you. Why wouldn't they?

Your most important asset is your customer, so build and strengthen the
foundations you have with them. By building strong relationships, you will
be building your sales. After you go through a sales session with a customer,
whether you sell them a product ot not, follow up with them. Otherwise,
your time was all but wasted. Every part of a sales process from the initial
contact to the presentation of the product, to the final step, following up,
is all equally important. The following up process is an important element
of the sales process for many key reasons because following up makes your
customers feel important & it shows that you care. The more you stay in
contact with your customers, the stronger your relationship with them
becomes. The stronger the relationship, the more business, and referrals
you can expect from them. So follow up, always.

So now it's time to sanitize-vaccinate yourself & follow the MANTRA -
"Jau Bazar-BadhauByapar" with Building a Strong Business Relationship
is the need of this pandemic business moment.

#+The End*r*
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Welcome Ceremony of Newly appointed BOD
Mr. Anil Gyawali
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Welcome ceremony of EC Members
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Prize distribution ceremony to Treasury Deperatment
for extraordinary performance
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Orientation Session of newly appointed stéff“lA)‘y CEO sir Submitin the Report of Residential Training Program
of Retail Banking Department to respected CEO Sir
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