>
Citizens Bank

dhel PRI RIS Uol TSIoHS] ST, www.ctznbank.com

CITIZENS

NEWS BULLETIN

Issue 6

May 2021

CEO'S MESSAGE

e e

Terefia UTEd ABTHIE, ARG
AT, HHARI Td 9w gy Iasmsesgse
TAER |

el X geldl URIARGE® AHG ool f[avad fovs si |

foeaa @R Jowew DRI ST (Covid19) B AETFRIERE
JHIT D] IMARAT B | JHAT HRIRA BHARI I BHT ARV
TEH D] WRI I GRETos Sed TRIAdmar Il faxia
HIEH UaH TRIEHT Bl | HRIAT HEIEH] F1fad SIkgA
X JHeIe gA9a yqiHel aRAl f[RIfa were IR™ aRen
T HRIASTHT g9799 BCP B3 dchlo URATHT TR ATae=1
U4 I¥ S STHAT MRV e qiesed] [kl faeadhdiete
TR g, foel ¥ BRal qaRs yeM TRIeS -1 Fafafed
B | Tl UEARSR ATEERI T8 UT0! SHde] TR qor Sy
JIGTE ARG I BRAl WA JAed SeadHl 91 dho =
ST WaEw UGM TRIEH] © |

o I Ufige Bfewl Tt awgaal IRYfd T 8/ SMuamifesd

FTS AT Wal, ANES dfby, sTe g I Tew JaRS
07 ®UAT GRATGA RGBT B |

o §Pa TuA™ fIww gRReIfHT UTed FergvEad] SR SR
TP T FRIGIEE AGA e qeFH! R g
gaTe I A<Dl B | 9 dfbg da1 Ifd savds WS
YEheGIIC ITRIE 9 SMMYAT HUMH eEl Wife |a1 Ja
TH |feTs |

o UE X TB(H! Frad den RIs-eod! gRell s I
SUHRY DT X 3 HATE6D] INESEIR SN
dfpy WReAES ( ANEe X gexde dfbg ) wAN Tggd
IIRY eV |

MR TRA IR 3FGTe WAl Wied dfdh HaTd! Rl
TR Bf | o U s ome uRacH X

gqal IMHUTIG ARSI |Gl d918a Tl ga=1 yfafier
AP aGTS JHARS T dhd] JTAFCHTDT AT Wl
Gl G JAUTeE ou IRGIEIH THAT TEHar] Twgd
RGBT Bf |

* WIHRS R Uga TN FALRMAT g 3 AueRe FRia=H!
YeRIET R NS Wl T90] TERwoR s BRI
geaee! Bl

THHE AT IS R B HRU IA~ Hfed uRfRerfamn
JeEndT HedR T SH1 U¥ UHE O GG Sftaeed]
JHHHT 7 BHIS website : www.ctznbank.com T2IT Facebook

Ahd TR0 TRASHST B | §fbT Farswd! SUART T&l F
HfSAs AUAT Jelewe Seewdly §1 99d 996 T ayg

Yedhead! gaumm! A @ 9eM S 9 g aaEEsd!
fIRga STFaRI 8IS I8 SH®I website : www.ctznbank.com
TAT facebook USTHT YR U= fABIUHT Bf | Facebook HTHd
THEI 91 IS AHRIEwd] 9 TMal FRa U6 e

I 9918 FHRE T 9O 81 ERTE WoRgdh! Bf |

a9 fawd afedr 9= A9I9G TUT §e gTol ARhGI H1U
BTG U AaRNT Bd! B | favg il HRET WRRAasr
R U BH 990 Sod AA9®, §8 3981 ¥Rh I SMUN
THATHT A GSgu GHISD] AT Wwhl B | soas Ao
T MR A Bl DI YT T TS D! &l AT
e A1 fiegd! oo oM segud cRas | aad, g
3BT FAK UTedh ol XA 941 a1 gfaferer yam IRk
dfbg darew o Bifdd 3GRM TEeT | B [HRIFD] AedrTH
fafg el wda @R wel Gu1 ufy JEiEs 9 I T

» T AR 9,000

-ﬁ:‘gﬁiﬂﬁgﬂi

.ﬁ:gwﬁm‘«sﬁamé

» Fye #Aage @ gove Aoy
-iﬁﬂﬁfﬁ‘ﬁlﬁﬁﬁmqo%g?

» UE WS gAge ATM @ T e 3o Jor

A SR .

st #fd gfer @it TOLL FREE 1660-01-66667

B3 /cTzNbank
B /citizensBankin!
© /citizensbankofficial

#CTZNprogress

Narayanhiti Path, Kathmandu
TEL:+977 14427842/43/24
EMalLinfe@ctznbank.com

. - -
Citizens sanx

SWIFT: CTZNNPKA

TS |
Citizens News Bulletin 1



- - -
Citizens sanx

Financial Highlights

As on Chaitra End, 2077 (As per Unaudited Financial Report)

EARNINGS PER SHARE MARKET PRICE PER SHARE

NPR 20.72 NPR 326

Amount in NPR

TOTALASSETS

| 154,590,255,034 |

PROFIT AFTER TAX PROFIT BEFORE TAX OPERATING INCOME

1,545,340,624 2,190,595,545 3,572,569,054

As an Chaitra End, 2077/78

Deposit (Amount in PR mia) Loan [Amount in NPR mio}
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Training and Development

The employees are periodically provided with training

opportunities in order to develop the necessary skills not only Province-wise Tr aming Details

tosurvive, but also compete in this dynamic industry. The focus S.No. Provinces No.of Staff Benefited
is provided such that long-term goals of the employees and the 1 B 6o

Bank are in line with each other. The structured, pragmatic and 7 Pioiac 04

challenging training plans have enabled the Bank to extract 2 Bagmati Province 407

maximum benefits from the available employees with maximum 4 Provne o

utilization of human resources with minimum diversions. The 5 CandiPlo e 277

employees are further encouraged to share their knowledge 6 P 30

with fellow colleagues to strengthen the technical expertise at 7 T —__ 30

hand. Furthermore, employees in specific departments are Total 932
provided with precise technical knowledge to help 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 350
of the Bank in the current 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

250
200
providing extensiveonline trainings in the crucial times too. o
100
In the third quarter of FY 2077/78the training details i.e. the
kind of training and the number of staff benefited from the . . - -

training is mentioned below., | . . ’ -
ralnlng PfOVlded ln Thlrd Quarter Provincel  Province 2 Province3d  Provinced  Province5  Province6  Province7

Provinces

Province-wise Training Details

300

No. of Staff Benefited

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

1 Calendar Programs 28 76

2 | Training through Training 7 374 —
Institutes '

3 | In-House Online Training 20 609

Citizvonc
._&:J ]
TOTAL 55 1059 S M E w
| B

i > AT TN UHEAT
No. of Training Conducted > Y AT JTHB! Tle] W57 qT A Bl FUETEE IS
> JFYUT DTS U STEHT 3 B (G 3157 et eftega I1fer

® Calendar Programs

M Training through Training Institutes

In-House Online Trainings

Your Partner for Progress
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HEART

H- High Level of Understanding
E- Empathy

A- Appreciation

R- Ready to Listen

T- Taking Care
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Post-Pandemic Business - Wake-Up Call

Dashrath Shah

"Success Touch-Point"

The pandemic has flipped almost every aspect
of normal life on its head and has witnessed
significant transformation in the financial services
industry around the world and this pandemic could
be the most serious challenge to financial institutions in neatly a

century. As vaccine rollouts in several countries continue, we believe a high degtee
of uncertainty remains about the coronavirus pandemic's evolution and its economic
effects. The COVID-19 breakout challenges all areas of economics including, but
not only, health, industrial organization, macroeconomics, finance, history,
development, inequality, political
economy and public finance as
well as empirical evidence. The
pandemic is taking a terrible toll
on human life and on the
livelihoods of millions the wotld
over.

As people and institutions
§ struggle to contain the spread of
the virus, the measures necessatily
imposed have caused major
economic disruptions. The
COVID anxiety is within everyone and the news these days is making us panic
day by day. Some are fighting for oxygen & some for business revenue. Actually
the world is fighting an invisible war. People are struggling to breathe. Times are
becoming tough gradually. We're in a stage where positive is the most negative
word and breathing is no more free. Every industry has been affected, and banking
is no exception. Capital, profit-and-loss, and liquidity positions are going to be hit
very hard if the situation prolonged. It will temporarily increase NPLs, hurting
profitability, impairing the ability of banks to generate capital and buffers and
constraining their capacity to provide loans. That's why one needs to keep an eye
on strategy and brand issues that will define their future, as market forces and
customer behaviors potentially change coming out of this crisis. As COVID-19
vaccines roll out across the globe, businesses are eager to move forward in a post-
pandemic world. But so much has changed in the past year that businesses can't
just return to the way things once were. In short, one needs to reimagine work,
workforce, workplace, customers and many more. What that vision looks like will
be different for every company depending on how the pandemic has affected their
organization. There's no one-size-fits-all approach to how to move a business
forward. Every company's plans should be based on their patticular challenges
and goals. Regardless of where your business stands, making smart moves in four
key areas can help position your organization to rebuild revenue and emerge
stronger;

Your Strategy Your People Your Customers  Your Workplaces
Time has come now, banks and other financial institutions need to understand a
360° degree view of the strategy, people, customers & workplace. Customers want
banking and financial transactions to be as easy as shopping on Amazon, Flipkart,
Daraj, Sastodeal or ordering takeaways from KFC. In this tough time, banks are
fighting for their own lives-now, they can focus on fighting for their customers
who are the oxygen of the organization. No matter what the institution's size, a
bank is an essential service provider. Bankers have a responsibility to hear and
respond to the needs of their customers, especially in trying times. Their customers
and employees should be at the heart of every decision they make. Although these
decisions may still largely be centered on business strategy, credit-risk assessments
and technology, smart banks will come out of this pandemic stronger by listening,
analyzing and making employee-and customer-centric decisions. Now is the time
to become hyper-vigilant about customer needs and staff journeys and it is the
most critical piece of a smart bank's strategy for post-pandemic success.
Equally, most banks have been forced to rethink their distribution strategies caused
by pre & post COVID-19. As customer behavior is becoming more digital these
days, banks must explore new touch-points to offset the loss of personal contact.
To excel in digital sales, banks need to optimize and simplify their marketing and
sales processes. This requires analyzing and evaluating customer behavior to develop
targeted sales processes and initiatives-precisely where many banks lag behind right
now. The question is: How much of this change will prove to be permanent versus
how much will be temporary? If COVID-19 were to end overnight, would old
patterns of behaviour return, or would new habits become permanent? For the
banking industry, the answer is probably more towards permanent change.
As we all know, banking has always been a public business, and there are many
activities that still lead to better tesults when carried out face to face. Howevert,
the pandemic has shown that an increasing number of activities are more efficient
and convenient when carried out from the comfort of the customet's home. To
manage the pandemic and beyond, banks should focus their priorities on creating
a flawless omnichannel (Viz: Facebook, Instagram, Snapchat, Twitter, YouTube,
TikTok etc.) expetience along each touch-point of the customer journey. Today's
customers have countless interesting options at their fingertips from providers,
and they expect no less from their bank. But in fact, being honest, banking isn't
an exciting topic for most of the customers yet. The majority primarily use their
banks to fulfill their basic needs only, on average, like receiving their salaties and
making payments only. Meanwhile, banking products are usually intangible and
difficult to understand for all of us to some extent and most banks have a tendency
to overload customers with their information, making it difficult to communicate

how they create added value. On the other hand, factoring in human psychology
is a must-have for any bank's omnichannel strategy without fail in today's business
wotld. Even if a product or service isn't simple or exciting by nature, banks should
still do their best to present their offerings in the most spontancous and engaging
ways possible and this needs customer engineering process now, not later. The
main aim is to minimize the mental effort required by the customers, and create
an understanding of why the bank's products ate needed, and make it enjoyable,
even fun, to use them at the same time with no delays in the process. To succeed,
banks must master three disciplines: Behavioral intelligence, advanced analytics
and - most importantly - a combination of both as explained here as under;
First, in today's competitive business wortld, every customer prefers businesses
that make tasks or their purchases fun. Think about popular smartphone apps:
whether a retailer has integrated a rewards points system or a fitness app has users
walking an extra 10 minutes to reach their goals, attractive gamification elements
appeal to consumers. That is why more banks are applying insights from behavioral
psychology to their sales approaches.

Second, optimized pricing, packaging and presentation with choices; what you
offer is important, but how you offer it is even more important. Multiple Choice
fabrication options play a fundamental role, and banks should provide carefully
thought-out selections of options to help customers choose the right products.
For example, similar to Ncell-NTC,-Internet Service Providers' (Vianet, Subisu,
Worldlink etc.) Basic, Standard and Premium plans, banks can offer different
service packages at different price points. When offering product with three or
multiple choices, on average, customers tend toward the middle option, especially
when deciding under uncertainty & such a pandemic. Understanding this effect
and optimizing their product presentations accordingly simplifies choices for
customers and allows banks to capture more business volume & margin accordingly.
Third, always consider your customers' financial health; when purchasing a banking
product, customers often have less emotional involvement than when purchasing
a smartphone, TV & home appliances, Electronics Devices & accessories, Health
& Beauty products, and so on. However, banks can draw on experiences in other
industries to inspire customers to engage more with the banks' products. By
positioning their services against a customet's goal of increasing financial health,
banks can motivate customers to improve their financial health in the same way
they care about their physical health. Banks should position themselves as their
customers' partners in all areas of life, advising them how to organize their daily
finances, save money and build savings 24/7. Once banks promote "good" financial
behavior and a sustainable financial future for their individual customers, they
switch from a product-centric to a customer-centric focus.

Fourth, relationship pricing; It is, of course, better for the bank if a customer
improves his or her financial health using the bank's own products rather than
turning to third-party merchants. Banks need to create incentives for customers
to use them as their main bank and package of financial products in one place as
a one-stop solution rather than pricing on a product-by-product basis. Relationship
pricing means the prices customers pay are based on their overall engagements
and relationships with the bank. In this way, banks apply customer-centric parameters
to determine pricing, such as the level of overall business the customer does with
a bank or the types of services used. The better the coverage with the banks' own
products, the better the price for current accounts and cards or the better the
interest rates on savings & overdraft accounts. To drive customers toward a deeper
relationship, advisors can describe what is required to achieve the next relationship
level, visually tracking progress and satisfying engagement applicably.
Fifth, needs-based segmentation; typically, banks' segmentation models do not
consider customers' needs, meaning advisors don't know which customers to
address with which products. Advisors, on the other hand, can be prompted to
sales opportunities more quickly and precisely by segmenting customers based on
their needs profiles, as well as receive customized guidelines for addressing these
opportunities. Advanced analytical models leveraging artificial intelligence (A)
help anticipate changes in customer needs by evaluating previous patterns and
estimating the most likely development paths. If a customer has a high probability
of needing a new mortgage, home, vehicle etc. in the near future, the advisor can
approach the customer specifically with a personalized mortgage, home, vehicle
facility.

Sixth, advanced analytics to increase marketing efficiency; in addition to increasing
customer demand, bank need to facilitate supply by actively presenting customers
with products specific to their underlying needs. When used together, both
approaches significantly improve banks' cross-selling rates and increase customer
loyalty and satisfaction. Likewise, automated product recommendations are still
relatively new in banking but have long been used in other industries like AMAZON
and other online business platforms. For instance, AMAZON generates an
impressive 40% of its sales 5% from such product recommendations, showing
how much banks are leaving on the table. Banks have enormous data resources-
a fantastic position for making tailored recommendations. Products can be
recommended directly to customers over the online banking platform or via
smartphone notifications & by some other means as well directly to customers'
hand.

Finally, success in the post COVID & digital sales world will depend on combining
behavioral insights into customer decision-making with advanced analytics.
Behavioral intelligence and advanced analytics both play a crucial role in a bank's
omnichannel sales success process. A sophisticated, customer-centric digital
platform will help boost business sales only if the bank knows what a specific
customer is interested in the first place. Likewise, the bank can use data to identify
exactly what products and services their customers need, but will only achieve the
desired results if they can make the customer and sales experience as engaging
and fun as possible by integrating behavioral insights into every aspect of customer
interaction for which, customer needs Business Wake - Up Call from bank end
now.
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