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First of all, I would like to express my
gratitude to all the stakeholders of the Bank who

have been continuously working despite of this challenging
COVID-19 pandemic situation. Since the COVID-19 crisis began,
we have gone above and beyond to put our customers first. This
concern for our customers and our communities is evident as we
have responded with courage and diligence to an unprecedented
volume of calls, questions, and concerns. As the crisis continues
to unfold, the Bank sees the many ways that we are supporting
each other and our customers. My special salute to all staff who
despite of being COVID-19 positivehave maintained their energy
there is not a hint of decrement in their work energy level.

I can honestly say that I have never been as proud of the Bank
during my career with this great institution.We have also seen
the best in our customers, many of whom have responded to
longer than normal wait times with calmness and
understanding.To our customers I say: "Thank you for your
patience and for your trust in us. We do not take it for granted".
Since the earliest days of this crisis, the Bank has taken decisive,
coordinated actions to ensure the health and safety of our
stakeholders.

Stressed environments, like the one we are in today, allow us to
act as an important financial shock absorber for individuals,
households, small businesses, and business houses by providing
liquidity when it is mostneeded. This is a responsibility we take
very seriously, and we will continue to stand by our customers
going forward. We have long believed that we are an important
part of the economic and social fabric of the communities in
which we operate. And at times such as this; when so many
households and businesses are struggling, the Bank wants to do
more to support those in need in tangible ways.

We are particularly pleased with how our digital and on-line
channels are helping to support our customers at this time.The
significant investments we made in our digital capabilities are
allowing us to reach people on their phones and in their homes
quickly and easily.Our digital channels help to keep branch
volumes at safe levels for our customers and employees. Hence
we are motivating our customers via social media to use our digital
platform for banking services. We have launched different schemes
on our digital products like cash back offers to encourage customer
to not to visit the Bank, for their safety. We are also in process of
making tutorials/ user manual to guide the customers to use the
transaction banking products of the Bank.

Turning to the Bank's financial strength, we are very well
capitalized and have robust levels of liquidity. It gives me immense
pleasure to announce that the Bank has reached to height where
our Paid Up Capital is NPR 9.09 Billion, Total Deposits is NPR
100.6S Billion, Total Loan is NPR 84.73 Billion and Net Profit
is 530 Million. I feel great to inform you that 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

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 111 branches, 99
ATM:s and 104 BLB locations. This portrays the well-established
network of the Bank.

The Bank has also implemented new organizational structure to
enhance more work efficiency as well as bring better results and
target achievement for the Bank. Achieving these targets requires
that we constantly build our operational efficiency and optimize
our processes (System Inside) with continuous hard work and
zeal at all times.

I also request all the staff members to adopt this New Normal
created by the present situation and work hard by being extra
safe.

Let us all work together to make Citizens Bank the leading Bank

in the Industry.
Jai Citizens Bank!!

21 fGuracdl den &o ud 20ub @Y Urdel
forIa® formr, delar] vd Jokd
- RIcddaed 4 2Afed X JHIGD! D6l G
BIfG® eI YHDIdTe
ITh JIGH! |

. - -
Citizens

Bank of the industry very soon.
Citizens News Bulletin 1



o
Citizens sanx

Financial Highlights

FY 2076/77

CASH DIVIDEND 3% EARNINGS PER SHARE NPR 13.05

BONUS SHARE 8% MARKET PRICE PER SHARE NPR 188

Amount in NPR

1,198,504,659 1,668,737,195 I 3,150,543,171 110,550,682,722
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Training and Development

The employees are periodically provided with training opportunities

in order to develop the necessary skills to not only survive, but also Province-wise Tralnlng 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 Provincl 68

other. The structured, pragmatic and challenging training plans 2 Province 2 185

have enabled the Bank to extract maximum benefits from the 3 Bagmati Province 443

available employees with maximum utilization of human resources 4 Brovince: 26

with minimum diversions. The employees are further encouraged s EandatiDioynee 73

to share their knowledge with fellow colleagues to strengthen the 6 Province 6 33

technical expertise at hand. Furthermore, employees in specific 7 nr DS himiProvinee 28

departments are provided with precise technical knowledge to help Total 856
them nurture in the specific field of knowledge.

Covid-19 is one of the biggest disaster mankind has ever faced in Frouinoe-aiise Jralalng Detafl

recent times, bringing disruption to the human life worldwide. With
no vaccine currently in place, containment & social distancing has

become the only solution to prevent the spread of highly contagious =
virus. Due to this, the biggest shift in training and development to 350
|
| |
|

500
450

the employees has been changed to online medium/webinars. We 300
believe that employees are the core strength 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 156
is to nurture, empower human capital and achieve their full potential; it
the Bank has been providing online training.

250

200

No. of Staff Benefited

In the first 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.

Provincel  Province 2 Province3  Provinced  Province5  Province®  Province 7

Provinces

Training Provided in First Quarter

S.N| Nature of Training No of Training No of Participants ' (o)
Conducted benefited & Get l o /o
1 | Online Training through 4 159 discount on
Training Institutes
2 | In-House Online Training 8 697 sangam sweets
TOTAL 12 856 : using CITIZENS

Cardand QR !

No. of Online Training Conducted

® Online Training through Training
Institutes

® In-House Online Trainings
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Over the past decade, the sharing economy
was supposed to transform how we live,
travel, and function. Today, we are entering
"The Isolation Economy" and we're already
started experiencing the Isolation Economy; going to the office

is being replaced by working from home. Driving to Safeway is replaced
by home delivery. Going to the gym is replaced by streaming

fitness as Peloton sales surge and innovations like mirror come

into vogue. Going to the movies or visiting the mall is
increasingly a thing of the past. Schools and universities will
encourage more online learning, just as doctor visits will move

towards telemedicine. This transformation will result in a lasting —ee<,__ -

business model for companies who innovate and build products
and services to enable our lifestyle transformation. -

There is no doubt that the COVID-19 pandemic has changed
our lives in unimaginable and unprecedented ways. It has been
an incredibly tough time for businesses across the world, with
delayed deals, paused investments, and falling consumer spending
becoming all too common. After COVID-19, banking will be much
different than it was pre-pandemic. The change in the way people bank,
the future of work, the use of modern technology, and the value of brands
will all depend greatly on the time it takes to settle on a 'new normal'.
Without knowing when life will get back to "normal," there is more
pressure than ever for organizations to innovate and 'think outside the
box' for their customers.

Every customer is an individual, and therefore appreciates personalized
service when interacting with a brand or business. Salespersons know
that personalisation is powerful. But, with personalisation being pushed
into new jurisdictions by digital technology, it's easy to take it too far.
When this happens, salespersons can quarantine the very people they're
trying to connect with.

Traditionally, salespersons have segmented their audiences based on
traits such as age, gender, location, and job role, allowing them to tailor
their messaging and engage customers on a more personal level. Now-
personalisation has evolved beyond sending a generic email on a customer's
birthday or printing people's names on soft drink cans. These techniques
were a novelty at the time, but the million-dollar questions arise; is this
type of "mass personalisation" approach enough to build lasting customer
relationships?

With no doubt, this is the era of hyper-personalisation, where marketers
are mining data and applying algorithms to gain a clearer understanding
of customers' needs and intentions.

Today, when so many people seem to interact with friends and family
via their devices more often than they do in person, it can feel like no-
one is really listening to or connecting with anyone else. Our attention
and time are absorbed by multiple screens throughout the day. In fact,
research shows that UK adults spend 8 hours and 41 minutes per day on
screens, on average-equating to more time than they spend asleep!
In this context, people are growing more and more disconnected from
each other. So, when you reach out to a customer in person and give that
individual your undivided attention, really listen to what he or she has
to say, and responding in a way that shows you understand and care then
YOU have the opportunity to show the human side of their brand and
forge a strong foundation for future
relationship-building, this can create an
emotional connection that feels very
powerful in today's screen-driven marketing
environment.

' These things are not easy to achieve through
data-driven marketing techniques alone,
this is why one needs to include human-
driven techniques in their personalisation
strategy. It's not complicated. You simply
need to strike up a conversation with your
customer, ask open-ended questions and gather insights that are framed
in the customer's own words-rather than assumptions based on data,
engaging a customer in an unscripted dialogue- whether you're at a
conference or speaking over the phone listen to what they're saying and
respond in a way that shows you value them. The whole concept of
personalization - really understanding who the customer is -requires not
only understanding what their needs are, but proactively reaching out
to them. Right now, it is about understanding what the exposure is for
each customer. How can we help them with that? If we do well by the
customer, they will bring more of their business to us in the future when
times are better. And when you experience more business then more
business arithmetically multiplies the all aspects of your organization;
number of customers, business volume, Profit, Dividends, Share Price,
...and brand of your organization and what not.

By the same token, today many customers have higher expectations of
the businesses they engage with. They want to build relationships with
brands that are based on shared values and a purpose that they can believe
in. When businesses behave ethically and with a sense of social and/or
environmental responsibility, this creates a foundation for winning the
hearts, minds, and trust of their customers. It's difficult to connect on
this level when you're only communicating digitally with customers.
When you have a real discussion about your shared values or purpose,
it just feels more authentic. So, it's time to make personalization more
human if YOU wants to strike the Ball outside the Boundaries resulting
to take wickets against your nearby competitors' stadiums.
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IT Threats, Social Engineering Attack and it's Security Tips

- *Samanta Acharya (o

Fraud is a biggest problem for the Banking

industry. If there is money, there are many

risks. Some are direct and some are

indirect types of risks. Due to the use of
various types of channels and services the Banking has

become easier now, however the risk and the chance of system compromise
and its miss use has become more challenging. Followings are the
common types of attack methods that we should be aware about it.

1. Password theft:

Password theft is one of the common way to compromise the system.
Password should be strong and hard to remember and should change on
regular interval. Password is further secured with OTP or other types of
authentication such as use of tokens, security questions, PINSo, whenever
you're operating a computer in a public setting, try to take extra caution.
2. Phishing

Phishing is a hacking technique using which hackers replicates the most-
accessed sites and traps the victim by sending that spoofed link. Combined
with social engineering, it becomes one of the most commonly used and
deadliest attack vectors. Phishing is used using website, email or links
which appeal user to click on the links. This type of attack is minimized
using the security devices, tools and making the user aware about such
techniques.

3. Virus, Trojan attack
Virus or trojans are malicious software programs which gets installed
into the victim's system and keeps sending the victims data to the hacker.
They can also lookour files, serve fraud advertisement, divert traffic, sniff
your data, or spread on all the computers connected to your network and
miss use the information.

4. Cookie theft

The cookies in the browser store personal data such as browsing history,
username, and passwords for different sites we access. Once the hacker
gets the access to our
cookie, he/she can even
authenticate himself as
you on a browser. A
popular method to carry
out this attack is to
manipulate a user's IP
packets to pass through
attacker's machine which
is done very secretly and
silent ways.

5. Email Scams

Some of the earliest forms of cybercrime were email scams, which continue
to this day.The foreign lottery scam is one of the most common types of
email scams where you are offered with congratulatory announcement,
and may include the supposed amount of money you've "won. "Request
for Information. Scammer emails routinely request your full name, date
of birth, street address, and telephone number. This is known as a part
of phishing scam, which is designed to get you to reveal sensitive personal
information. Once you respond with this information, you've been hooked,
and may ultimately end up with a stolen identity or, even worse,
compromise bank account and your money.

The best way to avoid the common email scam is to realize this one
simple rule: If you did not enter the lottery, you will not win the lottery.
And even if you do enter the lottery, you probably will not win. Hence
ignore those emails.

6. Social Networking Scams

Thanks to social networking sites, we can connect with friends, relatives,
and even celebrities all over the world. The problem is we can also connect
with a wide variety of cybercriminals who specialize in online hoaxes.
Hence there should be special care to operate, communicate and post in
the social medias like Facebook, Twitter, LinkedIn, Instagram TikTok
etc.

Tips to Avoid Common Scams and IT threats.

" Update your computer on regular interval, install trusteed antivirus
and use secured network to access your systems such as internet banking,
mobile banking etc. Never user sensitive systems from public/shared
computer and unsecure networks.

" One of the best ways to avoid email scams is to delete unsolicited

emails. Legitimate companies will never send you pertinent information
by email.

Don't Believe Promises of Money or Prizes. Any email or social
networking link and even from Viber, WhatsApp like massager that
promises free money or prizes should be dismissed, as these are almost
always scams.

Question Requests for Donations, surveys or information regarding
the current situations Whenever there's a national disaster (like earthquake
etc.), Pandemic (like Covid -19) have a field day sending bogus requests
for donations. Instead of donating through email to an unknown charity,
give to legitimate charities that are known to you. Do not entertain those
scams.

"

Never Disclose Sensitive Personal Information. Any person who sends
you an email asking for sensitive information, such as your bank account
number or Password, PIN, security questions, card details (card number,
CVV, expiry date etc.) is up to no good. No matter what they promise
you, mark the email as spam and move on. Please keep in mind that banks
do not ask this information from customer, so do not trust if they printed
themselves as Bank or Bank employees.

Hover Before You Click. Whenever you receive an unsolicited email
asking you to "click here," beware - even if it sounds like a legitimate
company. The same goes for social networking links that take you to
what appear to be login pages. These may be, in fact, sites designed to
steal your information.

*Author Mr. Acharya is a Computer Engineer and working as an
Information Security officer (ISO) in this Bank since 2012
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