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Digital Innovation transforming the BFSI sector
The Indian BFSI Sector has seen unprecedented growth along with remarkable improvement
in front of technology. From providing plain vanilla banking services, banks have seen huge
transformation metamorphosing into universal banks. Open Banking, Internet Banking, Mobile
Banking, Social Banking have made “anytime anywhere banking” the norm now.
With the changing landscape of banking technology, the expectations of the customers are also
changing. This indeed is making the top-notch leaders in BFSI sector work hard to remain ahead
in the game and enrich their customer’s experience.
In this light, our cover story, “What is giving C-Suite officers sleepless nights?”, explains how
changing the paradigm of the banking industry is giving CXOs sleepless nights and how they are
broadening their horizon in the technology landscape?
While the rest of the world is looking for faster, better, smarter banking, India is also gearing up
to meet the global standards. The convergence of real-time payments and Open Banking holds
promise for consumers – and the banks that serve them- in multiple ways. While some experts
believe that India is progressively approaching this futuristic mode, others are concerned about
the security quotient.
This issue carries a special story on, “Open Banking: Opening Pathway for Digital Banking”, where
we have explored the rise of Open Banking with regards to the Indian context and steps which
are being taken by the government, regulator, and banks to improve the security concerns related
to it. The story also explores what steps should be taken to avoid a security breach that have
increased over a period of time.

Dr Ravi Gupta
Editor-in-Chief
The Banking & Finance Post
Magazine and Founder Publisher
and CEO, Elets Technomedia Pvt Ltd

The latest issue of Banking and Finance post also features insightful views of top 100 CXOs in
the BFSI sector on the current financial health of the sector, the adoption of new technologies,
cybersecurity and many more.
The key interviews in this issues are : P V Bharthi, MD & CEO, Corporation Bank; K V Dipu,
President- Operations & Customer Service, Bajaj Allianz General Insurance; Shalini Warrier,
Chief Operating Officer, and Business Head- Retail, Federal Bank; Sourabh Chatterjee, President
& Head-IT, Web Sales & Travel, Bajaj Allianz General Insurance; Goutam Datta, CI & DO, Bajaj
Allianz Life Insurance; Dr. Jaya Vaidyananthan, President, Bahwan Cybertek & CEO BCT Digital;
Anup Purohit, President, and Chief Information Officer, YES Bank; Bharat Krishnamurthy, Chief
Technology Officer, Exide Life Insurance; N Rajendran, CTO, NPCI; Deepak Sharma, Chief Digital
Officer, Kotak Mahindra Bank and many more.
We have also brought out the report of the “28th BFSI summit”. Elets BFSI Gamechanger Summit,
Goa, highlighting the dynamic changes implemented across the Banking, Financial Services and
Insurance (BFSI) sector. The summit also touched upon the issues pertaining to the technological
innovations adopted by the banks and financial institutions.
The 4th BFSI CTO Summit, Mumbai, will commence on August 29, 2019, amalgamating 100 + key
technology experts from the BFSI sector. The summit will witness congression of leaders who will
highlight trends, innovations, and deployments made across the BFSI sector.
With such a bouquet of special features, articles, and interviews with top-notch banking experts,
we hope our latest endeavor would evoke an invaluable response to our esteemed readers.
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What is giving
C-Suite officers

sleepless
nights?
Digitisation is sparing nothing and no
one, and banking is no exception. The
digital transformation comes with its
own pros and cons for the companies
to grow overall. This changing phase
of technology every second day is,
however, making it difficult for the
companies to stay ahead in the game
and is giving sleepless nights to the
top-notch leaders in the Banking,
Financial services and Insurance
(BFSI) sector. On the basis of experts’
opinions, Anupama Suresh Mehra of
Elets News Network (ENN) explores
the areas that are keeping C-suite
officers up at night?
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T

he BFSI sector is the backbone of
any economy and more to say it is
a driving force for the economy of the
developing countries like India. It is one
of the fastest-growing sectors and has
been contributing to a great extent in
development. The Asian Development
Bank (ADB) has forecasted that the
Indian economy for Financial Year
2019-20 to grow at 7 percent from that
of 7.2 percent estimated earlier. This is
in line with the estimates by the Reserve
Bank of India (RBI) as well as the
Chief Economic Adviser in the Finance
Ministry Krishnamurthy Subramanian.
Despite this, India will remain one of the
fastest growing major economies in the
world, as China is projected to grow at
6.1 percent in the financial year 2019-20,
according to the ADB’s estimate.
“India’s growth is expected to be driven
by factors such as accelerating investment
growth and options, the decline in
interest rates, and creating a conducive
atmosphere of doing business in India
coupled with Make in India’s policy
boost. BFSI is the industry that has to take
the lead in speeding the progress of the
economy. Definitely, there are challenges
that need to be continuously addressed
and so is the case for CXOs of BFSI, who
have to burn the midnight oil,” Kersi
Tavadia, CIO, Bombay Stock Exchange
Ltd said.
However, the default on payment
obligation of bank loans by IL&FS
Financial Services, a group company of
IL&FS, has ignited a panic button not
only in the BFSI sector but all across
the businesses of the country. Failure of
IL&FS had cascading effect on the overall
health of BFSI and other sectors like auto,
reality etc, which in turn has multiplied
the burden on the public and private

10
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sector banks.
Failure of JetAirways, defaulting on loan
payments of DHFL, the poor financial
health of Reliance Anil Dhirubhai
Ambani Group (ADAG) companies,
rising Non-performing Assets (NPAs) of
almost all the public and private sector
banks, etc. are indicative of poor health of
BFSI in specific and overall the economy
of the country in general.
The financial crisis initially started with a
fraud of approx. USD 2 billion of Punjab
National Bank (PNB) two years back,
is unstoppable and the chief executive
of BFSI’s are facing such situations
periodically after that. The financial crisis
is inducing restlessness and sleepless
nights to the top notch officers of the
BFSI sector as well as to the industry in
general.
The recent suicide incident of Cafe
Coffee Day (CCD), Founder and CEO,
V G Siddhartha is a live example of real
pressure on the executives to perform in
the present political, social and economic
environment of the country. As per the
media reports, Siddhartha had written
a letter to the Board of Cafe Coffee
Day’s directors, wherein he had alleged
harassment by Income Tax officers and
expressed regret for not being able to
create the right profitable business. He
had taken his life in spite of having 30,000
acres of plantations of coffee, 1,700
stores of CCD and stakes in many other
companies.
After the incident, Anand Mahindra,
Chairman of Mahindra Group has
advised that the entrepreneurs should not
let their business failures destroy their self
esteem.
The life of professionals in the BFSI

sector is entirely different and more
demanding than earlier days. They have
to work for more than 60 hours a week
with low raises and zero job security. The
recent examples being: Barclays, Deutsch
Bank, Citibank and many more.
“Sudden collapses of companies leading
to a domino effect creating liquidity and
profitability challenges. In spite of doing
all the due diligence, such events are
inevitable. You don’t only lose sleep, you
also lose a job,” believed Kewal Handa,
Chairman, Union Bank of India.
The situation was different a few years
back. The people at the higher position
used to guide individual for their career
as well as work. Some of the executives
have spent their entire career in one
company and have attained the position
of the C-Suite officers. The work ethics of
HDFC, Tata, and L&T are well known in
the entire industry and many young ones
have risen to the C-Suite level in these
companies. For example, Aditya Puri,
MD, HDFC has been leading the bank
for the last 25 years. He has recently been
named as the highest-paid bank chief
executive officer with the monthly basic
salary of Rs 89 lakhs for the Financial
Year 2019.
The pressure on the BFSI chief executives
of the country has increased many
folds with the slowdown in the Indian
economy and further escalation of a
trade war between the world’s two largest
economies i.e US and China. Though,
to some extent the trade war has helped
India, as the oil prices have lowered from
USD 80 per barrel and are hovering at
around USD 60 per barrel in the past few
months. It has also helped in controlling
the inflation rate of India and also easing
of the Monetary Policy of the Reserve
Bank of India (RBI). Despite of the low
inflation and crude oil prices, experts are
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of the opinion that there is a structural
slowdown in the Indian economy and Q1
results of the Financial Year 2019-20 of
most of the companies are reflective of it.
The top and bottom lines are witnessing
declining quarter-on-quarter results
of BFSI, FMCG, auto industry, reality,
and other sectors. It can be said that to
some extent almost all the sectors have
performed poorly in the past many
quarters. This slowdown is exerting
tremendous pressure on chief executives
to improve top and bottom lines for
the survival of their companies. Just to
run the show in adverse circumstances,
companies are taking loans, mortgaging
their own properties and shares, which
further reduce the bottom line of the
companies.
Another pressure on the CXOs today
is to protect the integrity of their
organisation’s security architecture and
safeguard its data against attack, damage
or unauthorised access.
Talking about this, Akhil Handa, Head
(Fintech & Partnerships, Mobile
Banking), Bank of Baroda said, “The
anxiety for us is to lose touch with the
evolving aspirations of the customer and
not being able to innovate as per their
requirements. The trust of the customers
is our most important asset. We take this
very seriously to ensure customers do
not have to worry about cybersecurity
incidents while banking with us.”
With technology changing every now and
then, it has become a matter of concern
to many experts in the field to make sure
that the expectations of the customers are
fulfilled.
With a 22 percent jump in cyberattacks
on Internet of Things (IoT) deployments
in the country, India was the most
attacked nation in the IoT space last
quarter, as per the data revealed by
Bengaluru-headquartered telecom
solutions provider Subex.
“Cyberattacks breaking the best security
arrangements are nightmares, which
no CXO would like to go through. In a
zippy, the amounts are transferred and it
becomes impossible to track and retrieve.
It may happen even when you are awake
and may then give you many sleepless
Connect with us on
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nights,” Handa added.
“Sleep is not a luxury,” said Dr.
James O’Brien, Medical Director of
Boston Sleepcare center in Waltham,
Massachusetts.
It is a necessity for optimal functioning.
When one sleeps, the brain catalogs
the previous day’s experiences, primes
the memory and triggers the release
of hormones regulating energy, mood,
and mental activity. To compete for
the work, the brain needs seven to
eight hours of sleep. When it gets less,
the concentration, creativity, mood
regulation, and productivity all take a
hit, added O’Brien.
However, most successful people have
a different perspective of long hours of
sleep. According to the Daily News, The
President of the United States Donald
Trump credits his success to sleeping
only three to four hours each night to
stay a step ahead of his competition.
One of the world’s most prominent
female executives since getting Pepsi
Co. top job in 2007, Indira Nooyi used
to sleep a meager four hours a night,
according to CNN Money. She is no
stranger to long hours, having worked
the graveyard shift as a receptionist,
while getting her Master’s at Yale. Nooyi
was both the first woman and person
born outside the US to hold the role of
CEO of Pepsi Co. She was also named
the number 1 most powerful woman
in the world twice by the Fortune
Magazine.
Most of the world leaders and CEOs
are habituated to get 4-5 hours of sleep
due to work pressure and pressing
engagements.
During a press conference, when
the then President of the US, Barack
Obama, visited India in January 2016,
he was surprised to know that Prime
Minister Narendra Modi sleeps less
than him and still manages his hectic
schedule effortlessly. The CEO of
Reliance Industry, Mukesh Ambani, is
also known to complete his daily tasks
until early in the morning. There are
many numbers of such outstanding
people, who are managing their work.
The Banking and Finance Post
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According to the media reports, Elon
Musk, CEO of Tesla, SpaceEx and
many other companies has been taking
pills to get proper sleep. In a recent
interview with the New York Times,
he repeatedly broke down and revealed
that the stress of the year is undermining
his health. His tough year has come as a
result of increased pressure on Tesla to
manufacture more cars. That pressure led
him to work 120 hours a week, as per the
media reports. Further, the Tesla board
was concerned that the medicine is not
always helping him to sleep, and there are
the other things that is fuelling the latenight unusual or controversial tweets.
The executives of BFSI has to learn from
the world leaders to stay afloat in this
competitive and highly demanding sector
as aspirations of the 130 billion Indian
people is bound to grow further. The
BFSI sector has to grow exponentially
as the government is taking bold steps
to achieve a target of USD 5 trillion
economy by 2024-25. The BFSI industry
has seen innovative reforms in the last
10 years and will continue to be the
top priority focus industry for India’s
economic development based on
inclusive growth. However, there will
be many bolder reforms in almost all
the sectors, including BFSI, to attain a 9
percent growth rate for USD 5 trillion
economy. It is bound to put more
pressure on CEOs of BFSI and in turn
more sleepless nights.
“Customer retention, brand loyalty,
customer acquisition remain the topmost
tasks for CXOs, owing to the magnitude
of options available to customers today.
The BFSI infrastructure has to shoulder
the commitment entrusted to maintain
the uptime of its critical systems, work
continuously towards the maintenance
of cybersecurity and upgrade technology
for the betterment of stakeholders of the
financial industry.
CXOs have to continue to worry
to remain in the race of digital
transformation, disruptive technologies,
use of robotics, etc. to give business and
IT systems a platform for today and
tomorrow,” Tavadia added. 
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Open Banking:

Opening pathways
for digital banking
The banking sector has undergone immense changes in the past few years as non-traditional
players—including fintechs and neo-banks—entering the global marketplace. ‘Open Banking’ is
one such disruption that is going to change banking forever. To counter the rising competition,
banks are taking a closer look at Open Banking. Anupama Suresh Mehra of Elets News Network
(ENN) explores the changing world of the financial sector with open banking.
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Open Banking is creating a data
architecture, where a network of
institutions can share the data through
Application Programming Interfaces
(APIs). These APIs allow the financial
companies and banks to share the data
amongst them, in turn helping them to
serve their customers better. With this
approach, the banks can provide tailormade financial products to their existing
customers, particularly payment solutions.

offer currency rates, retrieve credit scores,
offer lending and payment products,
collaborate with third parties to create
innovative products, and much more.
The Open Banking standard defines
how financial data should be created,
shared and accessed. Benefits include
easy transferring of funds and comparing
product offerings to create a banking
experience that meets each user’s needs in
the most cost-effective way.

If this happens, it would open the
doors to a lot of innovations and
entrepreneurship opportunities for the
financial institutions, and at the same
time benefitting the ‘customers’.

According to a 2018 report by Google
and Boston Consulting Group (BCG)
titled Digital Payments 2020, digital
payments in India will exceed USD
500 billion by 2020, up from USD 50
billion in 2016. Meanwhile, Credit Suisse
projections put the number at USD 1
trillion in the next five years.

According to NASSCOM, the Indian
fintech market is expected to grow at
a Compounded Annual Growth Rate
(CAGR) of 22 percent for the next five
years.
The Evolving Landscape of Open
Banking
The European Parliament has
implemented a Revised Payment Services
Directive (PSD2) in October 2015. This
move enabled a new type of banking
service that uses innovative online and
mobile payments. Also, by August 2016,
the United Kingdom’s Competition and
Markets Authority (CMA) advised nine
of the biggest banks (Barclays, RBS,
HSBC, Santander, Bank of Ireland, Allied
Irish Bank, Danske Bank, Lloyds, and
Nationwide) to allow licensed third-party
direct access to their data. However, open
banking has emerged with the unveiling
of the Indian Government’s Unified
Payment Interface (UPI).
While Open Banking is steering waves
on a global scale for long, India joined
the booming bandwagon only a couple
of years back. It all started in 2013,
when YES Bank and RBL Bank exposed
their API to other developers to build
innovative financial services.
Subsequently, ICICI, RBL Bank, Kotak
Bank, DCB Bank, and several other
banks and financial institutions have
adopted this approach. When in place,
APIs help a bank to do several things such
as integrate with Enterprise Resources
Planning (ERP) systems of corporate
clients, perform e-KYC, PAN verification,
Connect with us on
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Open Banking Post-demonetisation
As per the Reserve Bank of India (RBI)
report, digital payment transaction
turnover vis-à-vis GDP (at market pricescurrent price) has increased from 7.14
percent in 2016 to 7.85 percent in 2017
and further to 8.42 percent in 2018. The
turnover in payment transactions (after
including CCIL figures and paper) vis-àvis GDP (at market prices-current price)
increased from 14.41 percent in FY 201516 to 14.73 percent in FY 2016-17 and
further to 15 percent in 2017-18.
Mobile wallets exploded nationwide and
more people from both rural and urban
India started opting for digital payments
for goods and services, raising hopes
for sustainable growth for non-cash
payments.
“Post-demonetisation, the upswing in
the adoption of digital transactions has
been great. It has helped us fast-track the
process, which earlier used to take three to
four years. Prior to demonetisation, only
five percent of transactions were done
in digital form. However, now we have
touched double-digit in transactions,”
asserted Ritesh Pai, Group President &
Chief Digital Officer, YES Bank.
The KPMG report states that the
transaction value of the Indian fintech
sector was estimated to be approximately
USD 33 billion in 2016 and is expected to
reach USD 73 billion by 2020.
Open banking is happening, and it
The Banking and Finance Post
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just might be the most optimal path to
digitisation. Digital technologies with
mobile applications have emerged as
catalysts for rapid economic growth.
Talking about it, Milind Varerkar,
General Manager-IT, Saraswat Bank,
said, “Demonetisation, has paved way
for a lot of new products like Unified
Payment Interface (UPI), which has
opened up payments transaction system.
With this, we are opening the transaction
field to various channels and fintechs.
We have seen a lot of brands offering
payment systems in regional languages.
This will help those who were hesitant
earlier to use digital platforms. That’s how
the system will grow.”
Enhanced Service Offerings with
Open Banking APIs
Earlier people used to visit banks for
checking their account or updating
their passbook. However, in the past
few years, with technology, things have
changed. Today, people are opting for
digital transactions and also using mobile
applications to know their bank balance,
pay their loans or transfer money. With
evolving technology, now the banks are
providing maximum services to their
customers at one click.
An Open Banking model, APIs
and fintech partnerships provide
opportunities for the survival of
traditional banks. Application
programming interfaces (APIs) allow
third-parties to access the financial
information of the customer. With Open
Banking, third-parties can help you save
money, get loans easily, and pay then
effortlessly as well.
While Open Banking allows third-parties
to access the required information from
the concerned banks, the banks in-turn
can utilise this platform as a medium to
improve the service they want to offer to
their customers.
In the new ecosystem of Open Banking,
APIs have emerged as a powerful
channel for doing business. A recent
report by the European Banking
Association (EBA) reveals that through
adopting and deploying APIs banks can
extend and enhance their native services
July - August 2019
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and offerings.
Open Banking APIs enhance the appeal
of a bank and enable them to meet the
changing demands of existing customers
as well as gain new customers. These
APIs can also serve as a unique way to
increase customer engagement and attend
customer needs in a secure and agile
manner.
Such engagement is crucial, especially
as upstarts and new entrants continue to
disrupt the financial services industry.
More services, offerings, and devices
are entering the market––leading to an
increasingly competitive environment
for traditional banks, changing customer
expectations. This competitive landscape
creates challenges for traditional banks
and forces them to further innovate in
order to retain and attract customers.
The Risk
Open Banking APIs are not
without security risks, such as the
potential for a malicious third-party app
to clean out a customer’s account.

14
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Though identity verification and fraud
prevention are important opportunities
for banks’ open API initiatives, there are
risks associated with data loss, identity
theft, data protection violations, money
laundering and financing terrorism.
With banks aiming to go fully digital,
their operations will be completely
managed over the web; this itself creates
an environment for higher chances of
fraudulent activities.
In Open Banking, aggregated customer
data such as transactions and balances
held in the third-party provider’s
infrastructure and servers (open APIs)
pose a significant risk to cybersecurity.
Keeping this in mind, the Indian
government has increased focus on
cybersecurity, especially in the financial
sector. Most prominent of this is the
infamous data localisation norms
enforced by the Reserve Bank of India
(RBI).
With the rise of connected technologies
such as UPI, it is now important
to enforce a strict framework for
cybersecurity in the country.

Cybersecurity remains one of the biggest
priorities for the country at a time when
it is also making a push towards a cashless
economy, underpinned by a high number
of online transactions.
The apex bank has recommended that
banks and other financial institutions
must primarily identify the risks in their
existing frameworks before making the
next move. In addition to this, other
factors such as board oversight, policies,
processes and more must be adopted for
use in the digital age.
The circular also stressed on the
importance of cybersecurity and
cyber-risk frameworks. Moreover, it was
also mentioned that banks maintain
continuous surveillance of both online
and offline access to bank systems.
Vulnerabilities must also be tested on
a regular basis to ensure that without
authorisation no one can access the
system, hence, reducing the scope for
hackers. 
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EVENT NAME

PLACE

MONTH

URBAN / SMART CITY / IT / INNOVATION / ENERGY/AGRICULTURE
Smart and Digital City Summit, Pune

Pune

20 September 2019

Smart City Summit

Kanpur

27 September 2019

National Urban Development Summit, Jodhpur

Jodhpur

27 September 2019

Urban Development and Aviation Summit

Amritsar

28 September 2019

Urban Innovation Summit

Raipur

28 September 2019

3rd National Power Summit

Bengaluru

November 2019

TECHNOLOGY / BFSI
Digtial Lending Summit

Mumbai

27 September 2019

National Cooperative Banking Summit

Mumbai

October 2019

3rd BFSI Cloud & Security Summit

Mumbai

November 2019

5th Healthcare Innovation Summit

Chennai

27 September 2019

6th Healthcare Innovation Summit

Ahmedabad

October 2019

7th Healthcare Innovation Summit

Delhi

December 2019

HEALTH

EDUCATION
Higher Education & Human Resource Conclave

Jaipur

1-2 November 2019

15th World Education Summit

Mumbai

21-22 November 2019

16th World Education Summit

Muscat, Oman

December 2019

13th School Leadership Summit

Chennai

January 2020

17th World Education Summit

Hyderabad

February 2020

4th Education Conclave

Delhi

March 2020
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EARLY WARNING SYSTEM
TO REIN IN NPA’s
An automated Early Warning System has been put in place for early identification of
probable NPAs, along with reasons for slippages, which is quite useful for
effective monitoring of standard assets and also for arresting fresh slippages, says
P V Bharathi Managing Director & CEO, Corporation Bank,
in conversation with Elets News Network (ENN).
bank in the comity of the Indian banking
industry.

P V BHARATHI
Managing Director & CEO
Corporation Bank

You have been part of Canara Bank
earlier. How challenging is it to be
associated with Corporation Bank
now?
I consider a career in Banking as one
of the most challenging and exciting
assignments. We are in a highly
competitive market place, wherein several
players operate. This makes the entire
working climate more challenging as well
as inspiring.
As far as Corporation Bank is concerned,
I have joined the Bank on February 1,
2019. More than a challenge, I cherish
this opportunity given to me, to head
this prestigious institution, which has a
glorious history of over 113 years to its
credit. The bank’s name has got its value
and respect in the banking industry. The
bank’s creativity, pro-activeness, and
adaptability to the challenges, over the
years, are unparalleled. It is considered
a trendsetter and a highly innovative
16
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What are the new deployments
the bank has made in terms of
technology? And how it is helping
the bank in controlling the NPAs?
The bank has taken several initiatives in
the recent past to improve the monitoring
of accounts and to avoid further slippages.
An automated Early Warning System has
been put in place for early identification
of probable NPAs, along with reasons
for slippages, which is quite useful for
effective monitoring of standard assets
and also for arresting fresh slippages. We
are now going in for an Upgraded Early
Warning Software, which is expected to
be put in place in the current financial
year. Further, we have also launched an
Online One Time Settlement Portal
(OTS) to expedite the sanction of
compromise proposals. Sanction /
Rejection / Request to improve the OTS
offer is communicated to the borrower
through SMS and e-mails. This initiative
has resulted in expediting the sanction of
compromise proposals.
Apart from this, close follow-up is being
made with the borrowers through
SMS, informing the due date and the
installment amount. If the amount is
not paid on the due date, repeated SMS
are sent to the borrowers informing the
need to service the installment in time to
protect their Credit Information Bureau
(India) Limited (CIBIL) score.
How do you perceive the readiness
of the Indian banking sector about
technologies such as Blockchain and
Artificial Intelligence (AI)?
The basic pre-requisite of adopting
Blockchain by banks is the readiness

of all banks for a collaborative model.
The need, therefore, will be to bring all
the banks together, along with a Third
Party Technology service provider for
building up the required infrastructure.
This will be a long-drawn process
considering that each bank has to go
through their internal process and legal
approvals, wherever required.
AI is bound to penetrate the banking
space in a larger way. Many banks have
embarked on AI because of the benefits
it brings. However, it will be a long time
before Indian banks can realise the full
benefits of AI. It is very important to
see what AI does and how it fits into
our strategy rather than just embarking
on things, we keep hearing on every
day. Data/information has a large role
today. AI is all about how effectively
the organisation uses the data/
information, which is available within
the organisation and also in the public
domain, for giving meaningful insights
and decision making support. Similarly,
customers will also be delighted,
if the banks can use the AI-driven
information to offer them something
meaningful.
How do you see the role of women in
the Banking sector? Do you think the
sector is empowering them suitably?
The nationalisation of the Indian
banking sector in 1969 served as the
first major step to reduce gender
discrimination against women in
banking jobs. Subsequently, the
initiating of economic reforms has
created new windows of opportunities
for women to find employment in
the banking sector. According to me,
banking requires sound instinct and
intellectual capabilities to analyse a
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business, in which women are no lesser
than men. At times, women tend to
be more responsible, more structured,
and more careful about money.
Women are also seen as being patient,
considerate and temperamentally
balanced. Thus they can make sound
judgments.
Our bank is having a good
representation of women employees
in all cadres. The Bank has 5,887
women employees as on May 31, 2019,
out of total staff strength of 18,798
making up 32 percent of the total.
In Officer Cadre, the representation
of women employees is 28 percent
and in Clerical Cadre it is 36 percent.
On our Board, which is the highest
decision and policy framing body, we
have two women directors, including
myself. As on date, our Bank has 15 allwomen branches across the country;
320 women are heading branches at
various levels, and three zones are
headed by women executives. The
Bank has been providing women
employees with effective counseling
and support to help them to grow in
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their careers.
What are the prime challenges and
opportunities for the Indian Banking
sector?
Banking has changed considerably
in the last couple of decades.
The heightened competition and
the dynamic macro-economic
environment has made banking
a different ball game altogether.
Volatility is the new normal and the
banks need to build up capabilities
to adapt to this changing macroeconomic environment and to look for
opportunities within the uncertainties.
Today, the prime challenge for the
banks would be to maintain the
quality of assets and resolution of
stressed assets. This is going to be
crucial for sustaining profitability
levels and for ensuring the sound
fundamentals of the banking sector.
Meeting the regulatory capital
requirement, reforming the talent
system, enhancing the skill sets
for specialised areas, developing
comprehensive cybersecurity and
fraud risk management controls and
The Banking and Finance Post
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above all, taking steps to meet the
rising competition and changing
customer behaviour are some of the
important areas the banking sector
needs to immediately focus upon.
As far as the opportunities are
concerned, banks are taking
significant steps towards digitalisation
and are driving technology-enabled
banking. The mobile-based payments
are revolutionising the payment
landscape in the country. Also,
the launch of digital platforms viz
psbloansin59minutes.com, TReDS,
Udyamimitra, etc. are helping to drive
digital lending.
The green shoots in the economy,
including better growth prospects,
lower inflation, lower fiscal deficit
and above all, a continuation of strong
policy measures by the government
are expected to improve business
sentiments. We are hopeful that the
government will continue its focus on
accomplishing the work-in-progress
agenda through policy action and
reforms to give further the impetus to
the growth momentum. 
July - August 2019
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IMPLEMENTING THEORY OF
REVERSE INNOVATION
‘Reverse Innovation’ is when products are built in India for the Indian market, and
yet, can be scaled on a global level. Lots of the global products that are designed
outside India simply do not fit the cultural and complex variations of this country. We,
therefore, decided to build products for the Indian banking sector,
says Dr. Jaya Vaidhyanathan, President, Bahwan CyberTek & CEO BCT Digital, in
conversation with Elets News Network (ENN).

the “Make-in-India” to the next level.
2. Our growth needs to be more inclusive,
for instance, the financial services
industry – Banks, Non-banking Financial
Companies (NBFCs) and Housing
Finance Companies (HFCs) hold the
key to extend credit to deserving sectors,
encouraging entrepreneurship and
continuous monitoring of asset quality.
3. Ethical and sustainable growth
is important for which we need to
enhance our focus on Global Corporate
Governance frameworks.

DR. JAYA VAIDHYANATHAN
President, Bahwan CyberTek &
CEO BCT Digital

You have been in the financial
industry for over 20+ years and you
have recently said that your dream is
to see India as a superpower. What
do you think are the top 3 areas of
opportunity?
India is the hub of talent. If implemented
at the right place it can contribute to
taking our country to the global level. I
see three opportunity areas that can
help our country fast track on its growth
target:
1. One is to provide challenging
opportunities and ease of doing business
for Indian talent so that they can
contribute to our growth. We have to take
18
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What are the Fintech solutions
provided by Bahwan Cybertek?
We are pioneers in the risk management
space with our flagship product “rt360”
– a 360 degree regulatory management
and risk transformation suite. rt360 is a
risk management suite that enables banks
and financial institutions to transform and
optimise their digital risk and regulatory
compliance management and empowers
them to focus on credit growth and
profitability.
The suite includes credit risk, liquidity
risk, model risk, and operational risk.
The product leverages the latest in
digital technologies such as Artificial
Intelligence, Blockchain, Machine
Learning, and others to provide unbiased
and intelligent risk decisions.
What steps are you taking to help
banks reduce and track NPAs?
Having implemented Early Warning
System (EWS) in several banks in the last
few years, we are in a better position as

technology service providers to unearth
much more data on borrowers from big
data sources in addition to traditional data
sources and this has aided with insightful
decision-making. The insights thus
gained can aid with intelligent outcomes
for the banks.
In addition to analysing borrower profiles
as mandated, with new-age technologies,
including Artificial Intelligence and
Blockchain, we have the opportunity
now to leapfrog from just analysing the
transactional data of borrowers’ accounts
to looking at them strategically; the
availability of data can make this a reality.
For example: looking to see whether the
promoters are in the news for the wrong
reasons; have the promoter’s dumped
shares and so on. We are expanding the
scope to track NPA’s through four critical
areas:
Massive data ingestion and analysis
of loan portfolios of banks across the
country, products, and industries/
customer segments, to take
management calls on pulling back or
expanding credit to specific sets of
customers.
Detect the stress of borrowers from
what is reported in semi-public sources,
including legal cases, share pledging,
dubious business dealings, and so on.
Listen to rating agencies on what
they are saying about their borrowers,
industries or the economy
Listen to online and social
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media chatter on the promoters of a
borrower
Please tell us about your new mantra
the “Reverse Innovation”.
“Reverse Innovation” is when products
are built-in India for the Indian Market,
and yet, can be scaled on a global level.
Lots of the global products that are
designed outside India simply do not
fit the cultural and complex variations
of this country and are, therefore, not
a straight-fit for us especially in core
areas like Non-performing Assets
(NPAs), financial inclusion, payments,
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etc. The Indian banking sector is
complex, and we need products that
are engineered for the Indian market
taking into account the unique nuances
that are part of India. We, therefore,
decided to build products for the Indian
banking sector focusing on our unique
challenges in the credit and operational
risk spaces. We made the products in
India and they are now in high demand
in global markets.
What are the new innovations you
are planning to implement in the
company for the next 5 years?

The Banking and Finance Post
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Quantum computing, Artificial
intelligence, high-end analytics
are some technologies that will
revolutionise the way we work over
the next 5 years. There is going to be a
surfeit of data, making decision making
more complex. For example – AI will
not just replace low value-added work
but aid in unbiased decision making
when there are thousands of data points
that could aid in key credit decisions.
Our innovations will continue to be
built out of India and will leverage the
best of breed global technologies to
address unique business problems. 

July - August 2019
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NATIONAL ACADEMIC
DEPOSITORY: ENHANCING
ACADEMIC DATA SECURITY
Many of the learning’s from the financial depository have been adopted in the academic
depository, most importantly, the fraud and security aspects of student records. Also, the
experience of managing a very large database and documents has helped in this project.
NAD is expected to be made mandatory for all recognised boards and institutions this
year. The concept to make available to a student all his academic records from the 10th
standard onwards in a 24x7 electronic platform was a unique idea not implemented in
any country, says Joydeep Dutta, Executive Director & Group CTO, Central Depository
Services Ltd, in conversation with Elets News Network (ENN).

technologies. The CTO therefore has the
unique and advantageous perspective of
being aware of the entire organisation’s
IT landscape irrespective of which
department or business that IT solution
belongs. CTO needs to make informed
decisions on how systems across the
enterprise will seamlessly integrate. As IT
heads, our new role is to proactively assist
the business to create value proposition
with revenue potential in terms of new
products and services, use technology as a
strategic business enabler, and be agile in
delivering solutions.
JOYDEEP DUTTA
Executive Director & Group CTO
Central Depository Services Ltd

With IT being integral part of almost
all functions within the company, how
challenging or exciting it is to be the
CTO of the company?
The importance of Information
Technology (IT) in organisations has
never been as strategic and critical as
it is in today’s age of innovation and
digital transformation. IT is the key
differentiator in most organisations
because almost every business process has
elements of IT enablement. Enterprises
are becoming more and more connected
with the increasing adoption of digital
20
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The role of IT is shifting from managing
IT operations to being the innovation
driver of the organisation. IT heads are no
longer considered subservient to business
heads and are equal participants in
business planning and strategy meetings.
In many companies, senior IT leaders are
permanent invitees in board meetings and
directly report to the CEO.
The Government under the aegis
of Ministry of Human Resource
Development (MHRD) nominated
CDSL Ventures Limited (CVL)
to operate the National Academic
Depository (NAD). What is the
progress of it?
With our experience in CDSL to run
the country’s securities depositories for
almost 20 years now, it was logical for

the government to entrust the ambitious
National Academic Depository (NAD)
project on us. Many of the concepts and
learnings from the financial depository
could be adopted in the academic
depository, especially the fraud and
security aspects of student records. The
project was running in pilot mode for
few years before the formal inauguration
by the honorable President of India
in July 2017. The concept to make it
available to a student all his records from
the 10th standard onwards in a 24x7
electronic platform was a unique idea not
implemented in any country.
The records are securely uploaded by
respective institutions and digitally signed
for authenticity. The entire verification
process, namely request by verification
agency, consent by a student, payment for
verification services and displaying the
final image to the verifier is now possible
in minutes across geographies, which
earlier could take a month due to the
verifier and student physically not being
in the same location. There are more
than 1500 MHRD/UGC recognized
institutes, which constitute over 40000
colleges. One of the challenges has been
the disparate levels of IT maturity of the
institutes and the different formats in
which academic records are currently
held at the institutes. We are helping the
IT team of the institutes to convert their

[ bfsi.eletsonline.com ] Asia and the Middle East’s Leading Portal on Banking and Finance Sector

INDUSTRY PERSPECTIVE
records in a format that will enable
them to upload the same to NAD.
Institutes no longer need to invest in
high end IT infrastructure and security
to have their systems internet-facing
and available 24x7. So far around 60
percent institutes have signed up to
participate in NAD. The government
is expected to soon make it mandatory
for all recognized institutions to
participate in NAD. There are ongoing
awareness sessions across the country
being organized by MHRD/UGC to
institutes who are yet to join NAD,
where we are explaining the NAD
process and help institutes understand
how they can benefit by participating
in the NAD ecosystem.
How depository operations play a
vital part of the financial system?
The eco-system and constituents of
the depository system apart from the
depository are depository participant
(DP), issuers/companies, registrars
and share transfer agents (RTA), stock
exchanges and stockbrokers, clearing
corporation/clearing house and clearing
members, the banking system and
investors.
An effective and fully developed
depository system is essential for
maintaining and enhancing the efficiency
of a mature capital market. Investor
protection is a need for India to attract
investors. Apart from holding securities,
the depository provides services related
to transactions in securities. This system
eliminates paperwork and promotes
transparent transfers. It also contributes
to the liquidity of an investment in
securities.
The most important advantage of the
depository is it eliminates the risk of
holding and misplacing physical securities
as everything is now done through
electronic mode and without paperwork.
Stamp duty which was earlier levied
is now not applicable and therefore a
cost-saving to the investor. The issue of
fake certificates, the problems related
to bad delivery, loss of certificates in
transit, mutilation of certificates, delays
in transfer, long settlement cycles or
any kind of issue related to signature
mismatch are also eliminated. This also
Connect with us on

BFSIPost

@BFSIPost

makes the foreign investor confidence to
invest in the Indian market as it eliminates
the chances of any kind of forgery and
delay.

guarantees 100 percent protection to our
enterprise and therefore there is no such
thing as rightsizing of the cybersecurity
budget.

What are the security measures you
are undertaking to curb fraud and
cybersecurity attacks?
Cyber threats have emerged as a growing
risk with the potential of causing serious
financial and reputation damage to
organisations. We also need to recognise
that cybersecurity is a business issue
and not an IT issue, and the risk should
be managed with as much discipline
as financial risk or credit risk. As IT,
we have the role of business enabler
without compromising enterprise
security. Increased adoption of digital
technologies makes security compliance
most challenging. Employee’s awareness
sessions to indulge in safe security
practices are imparted for new employees
and periodically for existing employees.
We recognise that enterprise security
is every employee’s responsibility. The
security culture is further validated by
third-party surprise social engineering
audits.

Give us an overview of your vision in
2020.
As a market infrastructure institution, we
get a chance to give our wishlist to the
respective ministries that often require
legislation or changes in the law. The
objective is to improve the maturity
and transparency of financial markets,
increase convenience and lower the cost
for market participants and investors.
Some of our key wishlist items are as
follows:
Single Demat account for all financial
investments – this can include bank fixed
deposits, insurance, pension, etc which
are under different regulators – RBI,
IRDAI, PFRDA, etc. For the customer,
he gets a single consolidated statement
for all his investments. Currently, the
consolidated statement (CAS) caters to
capital market investments only (shares,
MF, etc)

Our regulator has mandated specific
security guidelines, which necessarily
requires the implementation of certain
security practices and solutions. With the
security landscape complexity increasing
with new tools, and solutions addressing
new and emerging threats continuously,
being introduced by vendors from time
to time, we need to continuously evaluate
and deploy solutions, which address our
security needs. We have to mandatorily
undergo cybersecurity audit twice a
year against regulatory guidelines. As a
best practice, we at CDSL have included
cybersecurity update as an agenda item in
all quarterly board meetings wherein we
update the board in business language on
the cybersecurity readiness and ongoing
projects in the security space. To ensure
the highest standards of information
security compliance, our company is
certified for ISO 27001 since 2006. While
we put all security measures in place to
protect our enterprise, we realise that
hackers collaborate, enterprises do not.
Consequently, the cost of attacking is
disproportionately low compared to the
cost of protection. No amount of security
The Banking and Finance Post
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Single KYC for all financial investments
– we currently have an interoperable
KYC system for SEBI regulated entities
wherein four KYC registration agencies
(KRA) collaborate and provide service
to intermediaries, ensuring that if PANbased customer KYC is done once with
any KRA, another intermediary can reuse
it from the KRA holding the customer
KYC. It would be good to extend this
platform to intermediaries of all financial
regulators. For this, the KYC parameters
need to be standardized.
Mandatory admission of unlisted
public companies in the depository and
compulsory Demat for all shares – this
will ensure more shares to be held in
Demat form. For comparison, there
are over 6,00,000 unlisted companies
compared to only over 5,000 listed
companies.
Reintroduce online Aadhaar
authentication based KYC for capital
market intermediaries voluntarily which
has recently been reintroduced for
banking and telecom companies. This will
help to increase the speed and efficiency
of the account opening and significantly
reduce the KYC cost for the
intermediary. 
July - August 2019
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KOTAK MAHINDRA BANK:
MOTIVATING START-UPS IN INDIA
We have launched two programmes: Kotak Payment Co-creation Programme and the Kotak UPI 2.0 Hackathon.
The Kotak Payment Co-creation Programme helped us build an ecosystem of collaboration and innovation for startups and fintechs in the digital payments space, says Deepak Sharma, Chief Digital Officer, Kotak Mahindra Bank in
conversation with Elets News Network (ENN).

people, processes and technology. Finding
the right balance between security,
regulations and great customer experience
at speed and scale is the core of the bank.
I as the Chief Digital Officer, of the bank
work with cross-functional teams within
the organisation along with other partners
in the external ecosystem including
Fintechs, regulators, government and
other participants to transform the core
and create a scalable and future-ready
financial service business model.

DEEPAK SHARMA
Chief Digital Officer
Kotak Mahindra Bank

You have recently collaborated with
NASSCOM to launch a platform for
startups. Give us an insight about it.
This platform was launched to identify
and motivate innovative start-ups to
challenge the status quo and design
innovative solutions for potential
collaboration. We have launched two
programmes: Kotak Payment Cocreation Programme and the Kotak UPI
2.0 Hackathon. The Kotak Payment
Co-creation Programme helped us
build an ecosystem of collaboration and
innovation for start-ups and fintechs in
the digital payments space. The Kotak
UPI 2.0 Hackathon was designed to
cover solutions encompassing merchant
and enterprise payments on the UPI 2.0
platform. These programmes have helped
us identify potential partners and create
payment solutions with them.
How challenging or exciting is it to
be the Chief Digital Officer of Kotak
Mahindra Bank?
This is both exciting and challenging. At
Kotak, digital is a way of life. Our focus
is to deliver value to our customers,
employees and the firm by aligning
22
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What security measures banks
should take to curb fraud?
Cybersecurity is of great importance
in the financial sector. Different
banks have varied levels of adoption
of cybersecurity solutions. The focus
of cybersecurity is moving from
protection to real-time detection of
frauds and immediate response to that.
Banks have started adopting solutions
related to fraud risk management,
device binding, threat hunting, end
point detection & response and threat
matrix. Identity theft (phishing and
vishing) is a major concern for banks.
Biometric solutions (speech/facial),
behavioural & step up authentication
are solutions that are widely used to
address this issue.
How do you rate India’s readiness
to adoption of technologies like
Artificial Intelligence (AI) & Machine
Learning (ML) in banks?
Machine learning has been widely
adopted in the banking industry.
ML is used in advanced analytics
(personalisation N=1, Nudges),
risk-credit rating, fraud detection,
etc. The use of AI (Optical character
recognition) in Robotic Process
Automation (RPA) is growing along
with its use in credit assessment,
authentication and advisory.
AI technologies have witnessed a

widespread use in Natural Language
Processing (NLP) and speech
recognition for chatbots, voicebots,
sentiment analysis, etc.
Other technologies like biometric
authentication (facial/speech),
object recognition in images for
automation, Natural Language
Generation (NLG) for automatic
response generation by machines will
see widespread use. In the long run,
AI technologies such as Generative
Adversarial Network (GAN) to
generate videos automatically for
marketing, learning and development
purposes, and handwriting recognition
for automation of various manual
processes are expected to gain
momentum and widely used.
Which innovations are you planning
for the rest of 2019?
Our innovations are focused on providing
superior customer journeys, developing
and scaling up banking channels and
platforms, security and authentication,
lending and payments, among others.
With Data Lake and Artificial Intelligence,
the focus will be on leveraging the same
for real-time personalisation and
real-time fraud prevention. The
microservices layer helps in launching
new services to the end customer within
a shorter period. New Application
Programming Interface (API)-based
products will bring in banking services
through other ecosystems. Account
aggregation can be leveraged for sharing
customer data through consent.
We are also reimagining digital channels
and transaction interfaces across
the mobile app, chat and voice bots,
messaging and interactive partner
network. Looking at our readiness with
regard to account aggregator, consent and
data privacy platform along with Open
banking are other priorities for us. 
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LANDMARK SYSTEMS & SOLUTIONS:
INNOVATIVE AND DISRUPTIVE
IT SOLUTIONS FOR BFSI
We strongly believe that the latest emerging technologies are going to have a major impact on how
businesses are conducted and its impact on the future of our society. We are excited to be part of
this journey of amazing digital transformation, says Vinay Nerli, CEO and Velu Subramanian, COO, of
Landmark systems and solutions in conversation with Elets News Network (ENN).

VELU
SUBRAMANIAN
(COO)
Landmark systems
& solutions pvt.Ltd.

VINAY NERLI
(CEO)
Landmark
systems &
solutions pvt.Ltd.

Give us an overview of your products
and services
Vinay: Landmark Systems and Solutions
is a digital transformation partner for the
financial services sector.
Our flagship products suite
includes DPSecure(Depository
Participant Back Office), WealthSide
– Wealth Management Solution,
PaySmart(Payment Reconciliation and
Settlement), LaSec (Lending Against
Securities) and Digital KYC. We currently
serve more than 100 companies including
Private and Public sector Banks, Capital
market players, Fintech firms and NBFCs.
You are developing various financial
applications, especially in Fintech.
What are the challenges you see in
Fintech vs traditional development? Is
Cloud helping this transition and how?
Velu: We are in the financial market
for 15 years and have been part of the
transition happening from traditional
banking to Fintech. The main
challenge in Fintech is Time to Market,
Innovation and accepting new disruptive
technologies. We are AWS (Amazon Web
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Services) Consulting Partners and using
it extensively to overcome all of these
challenges.
To name a few, we use dynamic
provisioning features in AWS instead
of waiting for weeks and months to roll
out a new solution setup. We do it in a
matter of hours with high-performance
servers configured for production or test
deployments.
Speed of delivery is accelerated
by automating processes such as
access management, testing, feature
deployments, and application
provisioning using DevOps. This allows
our engineers to focus more on product
innovation, instead of spending time on
operational issues like procurements and
system provisioning.
We have developed niche skills in Mobile
app development combined with UI/UX
knowledge to cater to the millennials who
desire for the enhanced user experience.
How the cloud is helping banks in
safeguarding data and boosting
digital transactions in the country?
Velu: We use various cloud services
extensively for building Fintech apps
and SaaS Applications. It was never
easy to build applications as per the
security guidelines of the Reserve Bank
of India (RBI). For example, cloud
services provide a shared responsibility
model, three-tier web architectures for
Payment Card Industry Data Security
Standard (PCI DSS) compliance.
The other factor for digital transactions
is the speed and scaling of applications.
AWS/Azure provides an auto-scaling
feature, which ensures consistent
performance even during those surge
periods.
With the increased usage of mobile
The Banking and Finance Post
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phones, it has become evident for the
Fintech companies’ to provide their
services around the clock to make sure
that customers have access to services
anywhere, anytime. Cloud helps us
build highly available systems with zero
downtime applications.
What new innovations are you
planning to implement in the
company?
Vinay: LSS is working on adapting the
Blockchain and Artificial Intelligence
technologies.
Looking at the data breaches in the
financial services that have increased
by 400 percent in recent years,
innovative solutions are needed to
avoid fraudulent attacks. Blockchain
technology must be the foundation for
the products and services built for the
financial world.
What are the challenges faced while
serving the Indian Financial market?
Velu: The ever-changing regulatory
environment poses a constant
challenge for the finance industry.
FinTech companies haven’t
disappeared like many in the banking
industry had hoped. In fact, many
have matured into formidable players
and partnering with these tech-savvy
startups is seen as a wise move.
Customer Experience (CX) isn’t
just a buzzword, it is one of the most
important issues firms are facing in
the financial services industry today.
Banking customers, expect banking to
be mobile and don’t care if the bank is
a FinTech.
Changing old-age traditions will take
time and money but is achievable with
innovation. 
July - August 2019
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DSCI: ENABLING SAFER
CYBERSPACE
We have been contributing towards building robust cyberspace by promoting
best practices in cybersecurity and data protection at the enterprise level,
Rama Vedashree, Chief Executive Officer, Data Security Council of India,
in conversation with Elets News Network (ENN).

RAMA VEDASHREE
Chief Executive Officer
Data Security Council of India (DSCI)

How safe are India’s digital payments?
What are the challenges?
The global landscape of digital payments
has undergone a significant shift over
the past few years. This phenomenon
continues unabated owing to the hyper
digitisation and the innovations and
experimentations it engenders and
nurtures.
The story for India is not that dissimilar.
Availability of a robust digital backbone
that facilitates the onboarding of a
plethora of stakeholders-both innovators
and end customers has transformed
the digital payments scenario of the
country. NITI Aayog’s recent thought
leadership report on digital payment
entitled ‘Digital Payments-Trends, Issues
& Opportunities’ envisages the digital
payments becoming a trillion-dollar
enterprise by 2022.
Technological advancements are enabling
digital payment solutions providers, to
offer personalised experiences that are
seamless and user-centric. However, the
same innovations are also being leveraged
24
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by malicious actors in cyberspace, to
attack organisations as well as consumers,
to perpetrate fraud.
In the Indian context, demonetisation
drive has fast-forwarded country’s digital
transition. The value and volume of
transactions have grown up significantly.
Payment safety and security have to keep
pace with these developments. Poor
security and safety can cause repeated
security breaches/ frauds and might
create apprehension in people’s minds
that will slow down the pace of digital
transactions in India.
It is, therefore, critical that the issue of
security is given due importance to all
stakeholders. It is important that the
digital payments industry also upgrades
its systems to ensure the security of its
customers. If that happens, everyone will
benefit – including the Government, the
digital payments industry, and customers.
Challenges:
1. Sophisticated malware on mobile
devices/ IoT devices, payment systems,
tracking everything from keystrokes
to learning passwords, sensitive card
credentials, accessing locations, sensitive
files on the device
2. Mobile devices are the primary form
factor for digital payment transactions.
Poorly configured mobile devices present
many threats. Non-compliant and jailbroken devices are often easy to exploit.
3. The major challenge today is the
protection of identities and secure
authentication. Not having robust
authentication and access management
is the cause behind many breaches and
frauds
4. Phishing is still a big challenge in
payments as attackers craft highly

personalised emails to fetch financial data
What steps are you taking to curb
cyber-attacks and protect data?
DSCI has been contributing towards
building robust cyberspace by promoting
best practices in cybersecurity and data
protection at the enterprise level. We
have been enabling the development of
good capabilities and solutions that match
up the wide and sophisticated spate
of attacks that are being carried out by
malicious actors in a ubiquitous fashion.
As digital payments momentum was
growing in India, DSCI launched a
Digital Payments Suraksha campaign in
English as well as in Indian languages,
in partnership with MeitY. Along with
several other industry and banking
partners, we did a countrywide outreach
as well.
How stringent are the legislative
measures about cybersecurity in
India? Is up-gradation required?
The Information Technology Act, 2000,
has amendments to make cybersecurity
more impactful and effective. Also, the
Act defines reasonable security practices.
The banking sector and the regulator,
Reserve Bank of India (RBI), have
stepped up its focus on cybersecurity.
The Government and industry are doing
wide awareness programs regarding the
same. The country is now gearing up for
its data protection legislation that will
endeavor to protect the personal data
of end citizens. Given the heightened
cybersecurity threats, more needs to
be done from a Legislative, regulatory,
enforcement and user awareness
perspectives.
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How do you rate India’s readiness to
technologies like Artificial Intelligence
(AI) and Machine Learning (ML)?
AI is being leveraged to shape
various sectors in the country such as
manufacturing, health care, agriculture,
and finance, among others. AI is bringing
a paradigm shift to speed up response
time and augment under-resourced
security operations.
As Cyberattacks grow in volume and
complexity, Artificial Intelligence – Deep
learning, Machine learning is helping
organisations to effectively detect attacks
by learning the content and context of
various data sources.
Curating threat intelligence from different
sources, AI provides instant insights
to help you fight through the noise of
thousands of daily alerts, drastically
reducing response time. Apart from
detection and response, AI is a boon
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when it comes to combat against internal
threats. User Entity and Behaviour
Analysis (UEBA) built on top of machine
learning algorithms is turned valuable
to discover suspicious activities within
organisation.
What paradigm shift are you
witnessing in the banking sector?
Branch banking, ATM, core banking
systems, digitisation of consumer
banking, mobile wallet and
applications are some key banking
functional areas that are being
transformed by digital technologies.
Banks partnering with FinTech are
transforming the life cycle of consumer
service, from onboarding, Know Your
Customer (KYC), authentication
and authorisation, and offering hyper
specialised personalised services.
In this age of machines, traditional
banks find themselves competing with
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tech-savvy FinTech players, moving
to adopt newer technologies like AI,
Blockchain, and RPA.
Branches are increasingly becoming
experience centers for the customers
for providing unique services and
offering customised new products.
Banks have started using voice
video communication technologies,
for assisting customers, providing
information and offering new
products. Virtual reality is another
option for immersive banking
experience in the future. Banks are
moving towards the self-service
model; they are relying on options
such as virtual assistants,
chatbots, etc. 

July - August 2019

25

INDUSTRY PERSPECTIVE

INDIA
HOME FOR THE STARTUPS
‘Digital India’ and ‘Make in India’ initiatives encouraged by the Government to
boost the economy are revamping the financial landscape providing ample of
opportunities for the startups to grow, says K V Dipu, President - Operations &
Customer Service, Bajaj Allianz General Insurance Co. Ltd.,
in conversation with Elets News Network (ENN).
entering this emerging and dynamic
sector.

K V DIPU
President - Operations & Customer Service,
Bajaj Allianz General Insurance Co. Ltd.

You have been with GE Capital
for more than two decades. How
challenging or exciting is it to be
associated with Bajaj Allianz?
It is exciting to be with Bajaj Allianz
General Insurance. The Company has
been at the forefront of innovation,
digitisation and industry leadership. At
the various forums where I speak, it is
very heartening to hear fellow panelists,
organisers, and audience members talk
highly about the company.
You spearhead digital transformation
drive, leveraging start-ups from
FinTech / Insurtech globally. Do you
feel the start-ups are changing the
financial scenario of the country?
In terms of the number of start-ups, India
is considered to be the second-largest
hub. With friendly government policies,
opportunities that are available in the
market, and the innovation-focused
landscape, the FinTech sector in the
country is growing at a fast pace.
While both traditional banking
institutions and Non-banking Financial
Companies (NBFCs) are trying to catch
up with current trends and demands
of the customers, several startups are
26
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Startups have been challenging
conventional methods and are
transforming business models. FinTech
startups are competing against, enabling
or collaborating with existing financial
institutions. With the unrivalled youth
demographic that India holds, Fintech
startups are at an advantage where they
come up with innovative solutions to
cater to the ‘on the go’ needs of these
customers.
Moreover, ‘Digital India’ and ‘Make
in India’ initiatives encouraged by the
Government to boost the economy
are revamping the financial landscape
providing ample opportunities for the
startups to grow.
You have launched the industry’s first
Blockchain solution, Travel Ezee.
How do you rate India’s readiness to
technology like Blockchain, AI and
ML?
Bajaj Allianz General Insurance was the
first in the Indian insurance industry to
adopt blockchain for settling overseas
flight delay claims proactively though
‘Travel Ezee’ feature in our ‘Insurance
Wallet’ app. This is just one use case of
what this technology has to offer.
Insurers today are leveraging such
technologies to simplify the claim
process for customers, which in turn
will attract more people to opt for
insurance. We are seeing gradual
acceptance from people when it comes
to approaching our chatbot to resolve
their queries for claim settlement.
Technologies like Artificial Intelligence

and Machine Learning do provide ease
and convenience to the customers, but
the insurance sector requires human
touch to instill the trust that they can
approach someone during their direst
hours of need. India is ready in terms
of adopting these technologies but its
acceptance and awareness will gain
momentum soon.
Data sanitisation and security play a
vital role in business continuity. Do
you agree?
Data plays a key role in the existence
of any entity. As insurers, we have a
huge data repository, an important
asset that helps us in strategising and
analysing the trends in the industry.
It is of utmost importance to not only
upgrade, but safeguard this data.
Data privacy and security are on the
top of our charts for anything we do,
right from planning to execution of
initiatives. We believe in eliminating
threats related to data by constantly
testing and monitoring our systems.
This practice surely helps us. The data
today is the biggest promoter for any
business.
What are the innovations you have
planned for the next five years?
We have to keep our cards close
to our chest. Having said that, our
innovations typically revolves around
making life simple for the customer.
We care deeply about our customers
and do endeavor to go all out to solve
all their worries. And, as the industry
evolves and redefines itself, we want
to be right up there, as the flag bearer
of transformation and disruptive
innovation. 
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The Transformation of
Lending – Are You Ready?
digital initiatives or the replacement of
end-to-end initiatives with incremental
changes. The bottom line is that
organizations are losing out in the longterm.

SUDEEP VERMA
SVP & Head Retail Lending Business
Nucleus Software

Lending is transforming and digitizing.
Powered by technology that is rapidly
evolving, and underpinned by customer
demands that are growing each day, the
lending landscape is exploding with
new competitors popping up every day.
Ably demonstrated by numerous success
stories, FinTechs are exploring innovative
business models, targeting new customer
segments and redefining customer
experiences.
The future is getting more exciting
with real-time processing, voice based
servicing and bot-based human-less
transactions set to become a norm in the
near term. The end-to-end digitization
of business is only the starting point for
this transformation. Have you reached
this critical milestone and are you ready
to gain the first mover advantage and lead
the market?
According to a McKinsey report, while
most banks are digitizing parts of their
business, many are dissatisfied with
their progress or are unable to gain the
expected benefits, especially in credit.
Some of the reasons for this gap include
legacy IT systems, lack of trust in
automated decision making, insufficient
cooperation across the organization,
limited data access and scarce digital
talent. In some cases, the dissatisfaction
even results in the de-prioritization of
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However, as the transformation wave
continues to sweep the financial services
industry globally, lenders need to retain
their focus on digitizing their businesses
completely and be ready to profit from
new opportunities. Paperless operations
and multi-channel capabilities are not
enough as they will soon become table
stakes. There is a need to redesign
complete processes end-to-end, keeping
the customer perspective and future
scenarios in mind. Credit decisions
need to be ‘process-oriented’ instead
of ‘person-dependent’, powered by
data driven insights and completely
automated. As the lending ecosystem
expands and evolves, banks’ credit
processes should be able to plug-in easily
to offer an integrated experience.
The personalization of loan products and
services to suit individual customer needs
should be easy, fast and cost effective. The
systems should be flexible enough to scale
fast and address evolving compliance
needs while co-existing perfectly with
other systems as the business expands.
A number of innovative financial services
companies have adopted this approach
to power their digital transformation,
an approach which resonates with
their focus on customer convenience,
speed, flexibility and future readiness.
For example, Shubham Housing
Development Finance – an innovative
lender focused on providing affordable
housing finance to families with informal
incomes – reduced loan application
processing times by 72% and reduced
time for loan approvals by 50% by
leveraging digital processing. Another
firm, Roha Housing Finance, is able to
offer 50% faster end-to-end housing loan
processing as compared to the industry
benchmark along with a ‘customer-first’
The Banking and Finance Post
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approach and innovative way to assess
customers’ credit worthiness. These
examples demonstrate that with the right
vision, dedicated teams and the use of the
right technology, digitization initiatives
can deliver outstanding benefits.
Clearly, advanced technology has a
fundamental role to play in helping firms
achieve their digital ambitions and realize
the vision of the ‘digital lender’. This
vision is reflected in the latest version
of our market-leading lending solution,
FinnOne Neo, which comes with a range
of new capabilities that further enable
lenders to digitize their business and
profit from it. In addition to enriching
the solution’s comprehensive business
functionalities even further, our focus
has been on providing enhanced digital
capabilities, improving scalability and
delivering greater flexibility.
With FinnOne Neo, lenders can extend
the customers’ digital experience from
front-end to back-end. The extensive
API vault, now comprising more than
250 ready APIs, enables seamless and
quick integration with the fast evolving
lending ecosystem. New straight through
processing (STP) experiences, voiceassisted loan servicing, split loans, geo
tracking and integrated email approvals
are some key additions in the new release.
We have continued to enhance our
unique extension layer, FinnOne Neo
Xtend, which enables lenders to add
custom capabilities based on their
business, regulatory and customer
needs easily. FinnOne Neo 4.0 also
helps lenders to rapidly assemble and
launch innovative product ideas and
lead the market. FinnOne Neo, the 10
time winner world’s best-selling lending
solution, provides lenders with much
needed business agility and end-to-end
integration capabilities, which provide an
edge to capture the market.
(Spl. Note: Views expressed are a personal
opinion of the author.) 
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NPCI: DRIVING INDIA TO
LESS-CASH ECONOMY
Over the years, NPCI has been providing the central
infrastructure for various retail payment systems in India,
including Aadhaar-enabled Payment System (AePS),
Immediate Payment Service (IMPS), among others. Once
NPCI builds pathways, different payment organisations
can ride on them, says Dr. N Rajendran, Chief Technology
Officer, NPCI, in conversation with Elets News Network
(ENN).
With UPI’s upgraded version UPI 2.0,
NPCI is offering customers useful new
functions.

DR. N RAJENDRAN
Chief Technology Officer
NPCI

National Payments Corporation
of India (NPCI) is taking a lot of
measures to popularise UPI. What
more would we get to see at the
technological front as far as UPI’s upgradation is concerned?
The growing popularity of Unified
Payments Interface (UPI) can be
attributed to its simple, safe, cost-effective
and mobile-based interface. NPCI is
looking to make UPI the preferred mode
of transactions for digitally savvy Indians
and we are continuously looking for ways
to make that happen.
28
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HERE ARE KEY FEATURES OF
UPI 2.0:
Linking of the overdraft account: In
addition to current and savings accounts,
customers can now link their overdraft
account to the UPI. They can transact
instantly and all benefits associated with
overdraft account are made available. UPI
2.0 serves as an additional digital channel
to access the overdraft account.
One-time mandate: UPI mandate
can be utilised in a scenario where
the money is to be transferred later by
providing commitment at present. UPI
2.0 mandates are created with one-time
block functionality for transactions. This
enables the customers to pre-authorise
a transaction and pays at a later date.
One-time mandate works seamlessly for
merchants as well as for individual users.

Mandates can be created and executed
instantly. The amount will be deducted
and received by the merchant/individual
user on the date of the actual purchase.
Invoice in the inbox: This particular
feature is designed for customers to check
the invoice sent by the merchant before
making payment. It helps to view and
verify the credentials and check whether
it has come from the right merchant or
not. Customers can pay after verifying
the amount and other important details
mentioned in the invoice.
Signed intent and QR: This feature
is designed for customers to check the
authenticity of merchants while scanning
QR or quick response code. It notifies
the user with information to ascertain
whether the merchant is a verified UPI
merchant or not. This provides additional
security. Customers are informed in case
the receiver is not secured by way of
notifications.
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According to a recent
study by Assocham-PWC
India, digital payments in
our country will be more
than double to USD 135.2
billion in 2023 from USD
64.8 billion this year. India
is also expected to clock
the fastest growth in digital
payments' transaction value
between 2019 and 2023
with a compounded annual
growth of 20.2
percent.

How has digital payment innovations
implemented by NPCI helped in
transforming the country? What is
the level of progress?
NPCI is playing a key role in India’s
push towards a cashless economy.
We are changing the way payments
are made in India. Over the years,
NPCI has been providing the central
infrastructure for various retail
payment systems in India, including
Aadhaar-enabled Payment System
(AePS), Immediate Payment Service
(IMPS), Unified Payments Interface
(UPI), Bharat Interface for Money
(BHIM), BHIM Aadhaar, National
Electronic Toll Collection (NETC),
Bharat Bill Pay and RuPay Contactless
NCMC cards among others. Once
NPCI builds pathways, different
payment organisations can ride on
them.
According to a recent study by
Assocham-PWC India, digital
payments in our country will be more
than double to USD 135.2 billion in
2023 from USD 64.8 billion this year.
India is also expected to clock the
fastest growth in digital payments’
transaction value between 2019 and
2023 with a compounded annual
growth of 20.2 percent. The study
also showed that India’s share of the
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worldwide transaction value of digital
payments is also set to increase from
1.56 percent to 2.02 percent in the
next four years.
Recently, the Nandan Nilekani
committee on digital payments had
recommended that the Reserve Bank
of India (RBI) and the government
must target growth in the volume
of digital payments by a factor of 10
in three years, leading to doubling
in value relative to gross domestic
product.
How is NPCI assuring the safety
quotient?
While NPCI is continuously working
towards enhancing the security of
its products & services from attacks,
fraudulent activities can be better
prevented by consumer education.
The entire ecosystem including Banks
& Fintech companies is working
collectively towards creating awareness
& educating customers to refrain from
sharing their account/card credentials,
OTP/PIN and/or giving access to
their mobile handsets to unscrupulous
persons through such remote screen
access apps.
UPI platform, for example, is fully
secure and is also 2FA enabled. NPCI
in its endeavor to safeguard the UPI
ecosystem will continue to proactively
monitor the fraud space and help
implement control measures wherever
required.
Tell us about UPI 2.0. How is the
response to this new version?
The growing popularity of UPI 2.0 can be
attributed to its simple, safe, cost-effective
and mobile-based payment system. With
the customers’ awareness and comfort
increasing, people are moving towards
UPI to carry out high-value transactions.
UPI allows a user to transfer money
across multiple bank accounts in realtime, without revealing details of a
beneficiary’s bank account. Money can be
immediately sent via one’s mobile phone
at any time, regardless of a bank’s working
hours. A user only needs a robust internet
connection, a Smartphone, and a UPI ID
to send funds with a cumulative value of
Rs 1 lakh a day or 10 transactions worth
The Banking and Finance Post
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that amount. UPI has been adopted as a
payment mode by e-commerce sites, cab
aggregators and food ordering apps.
UPI transactions have surged over four
times in the last year, but the potential
is greater. The Reserve Bank of India
(RBI) recently announced its vision
for payments in India for 2019-2021,
which will enable the setting up of safe,
secure, accessible and affordable payment
systems. The idea is to move towards
a cashless society by providing more
payment options to people, who have
been untouched by such systems. RBI
expects the number of digital transactions
to increase by more than quadruple from
20.69 billion in December 2018 to 87.07
billion in December 2021.
What role is social media playing
in popularising the usage of digital
payments in India? How is NPCI
leveraging the power of social media?
Social media has come a very long
way since being introduced as a new
method of communication. What
started as a medium for connecting
with peers has transformed into
a business tool for ads and brand
promotions. Pioneers of social media
will continue to innovate, the latest
evolution involving implementation
of payment gateways within the social
media space.

The entire ecosystem
including Banks & Fintech
companies is working collectively towards creating
awareness & educating
customers to refrain from
sharing their account/
card credentials, OTP/
PIN and/or giving access
to their mobile handsets
to unscrupulous persons
through such remote
screen access apps.
July - August 2019
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YES BANK: ENCOURAGING
INNOVATION IN
THE BANKING SECTOR
The most important thing at YES BANK is to bring
innovation close to the business to achieve concrete
results. We are the first bank in India to successfully
implement innovation in Supply Chain Finance using
Blockchain and Application Programming Interface (API)
Banking, says Anup Purohit, Group President and Chief
Information Officer, YES BANK, in conversation with
Elets News Network (ENN).

ANUP PUROHIT
Group President & CIO
YES BANK

top-line revenues. At YES BANK, it was
most important to bring innovation close
to the business to achieve concrete results.
In the year 2017, we were the first bank
in India to successfully implement
innovation in Supply Chain Finance
using Blockchain and Application
Programming Interface (API) Banking.
In the last few years, we have invested
heavily in revamping our businessaligned technology systems, launched
self-serviced digital products, revamped
our mobile application, and launched an
exclusive SME mobile app, which was
a first in the country. We also created a
SIM sleeve enabled payment solutions for
the feature phone aimed at a segment of
unbanked or underbanked customers.

You have joined YES BANK in 2015,
what have been the achievements of
your IT team since then?
At YES BANK, we set out to create a
foundation for its digital transformation
that includes consideration to integrate
customer-centric solutions, technological
architecture and an approach to big data.
Enabling various facets of the business
operations and digitisation drive across
the value chain which has brought
a competitive advantage, improved
customer experience, relationship
management and optimised cost enabling

The Bank has implemented several
AI-driven initiatives including personal
banking assistant, chatbots to disburse
information on loan products, process
automation using Robotic Process
Automation (RPA), etc. Along with
process optimisation, product and
services experimentation, a collaborative
co-creation community has been created
to improve customer experience.
In addition to all these, we have been
engaging with startups through our
start-up accelerator program called YES
Fintech. We have seeded and scaled
several technologies that have had a
multiplier effect on both, our business as
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well as on the entire Fintech ecosystem.
The current focus is to bring momentum
in the shift from being Future Ready
to Future Now - scaling interventions
and moving ahead through Alliances
& Relationships with underlying
Technology ( ART) of Banking. It is
about embracing today, tomorrow to
build a next-generation digital platform
that can provide a ‘Unified Digital
Experience’ across the internet, mobile,
voice and BOT channels.
How has the cloud benefitted
YES BANK and what are the new
innovations in the pipeline?
Cloud adoption at YES BANK has only
increased with every year, for the fact that
it offers access to world-class enterprise
technology, innovative components,
advanced security features and scalability
for the organisation.
Cloudera’s Hadoop data warehouse has
provided the best in class analytics tools
to use data to analyse and predict and act.
Time taken to ‘provision and enable’
services and applications has drastically
reduced. Applications that use to take
months to provision can now be within
weeks. With readily available platforms
and services on cloud and the pay-per-use
model, returns a very high rate of payback
for the investment.
Setting up of disaster recovery in

[ bfsi.eletsonline.com ] Asia and the Middle East’s Leading Portal on Banking and Finance Sector

INDUSTRY PERSPECTIVE
a traditional scenario can be a
humongous task but cloud provides
disaster recovery site of your choice
which can be configured by just a click
of a button. Also deploying services
on PAAS (Platform as a service)
has helped to automate patches and
software upgrades at the backend.
Going forward, we are going to
introduce YES Robot Chatbot on
Facebook and WhatsApp which will
enable customers to directly interact
and perform transactions on social
platforms. The entire deployment is
on the cloud using the Azure PAAS
services and the API channels. A
hybrid implementation to deploy
Current and Saving Account Ratio
(CASA) and Credit Card statement
application on the cloud to manage
customer statement generation is
also in pipeline. All of this without
compromising the data security.
YES BANK was the first to
implement innovations in Supply
Chain finance using Blockchain and
API Banking. How do you rate India’s
readiness to technologies?
We are on the horizon of an amazing
digital future, especially in India
because of its scale and the rapid
pace of consumer digitisation. We
are witnessing digital transformation
across industries and cross-functional
leaders are emphasising on the
importance of providing holistic and
engaging customer experiences.
India is one of the most prepared
economies and leads the way in many
terms, like Fintech startups, investing
in new technologies but also has its
own challenges. Many mid-sized
companies could accomplish much
more if provided with an environment
to flourish in the innovation path.
Many companies are held back
either because they cannot afford
the implementation or for the nonavailability of skilled professionals.
While we are currently doing work
in most of the new technologies, it
is the focus on changing customer
needs, and within the Banking and
Financial Services Industry (BFSI),
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this can successfully happen only by
integrating technology into all aspects
of our Business.
What steps are you undertaking to
deal with fraud and cyber-attacks in
this digital world?
As the bank continues to embrace newer
technologies, it is critical for us to ensure
the highest levels of information security
and awareness among all concerned
stakeholders. Once any infrastructure
is ready, appropriate controls have to be
put in place and periodic scanning of all
applications is a must.
To be ahead in this segment, we cocreated a solution with a startup that can
provide ‘real-time cryptographic digital
transaction signing’ on a massive scale.
This is a first of its kind, multi-factor
authentication solution.
It is based on the advanced cryptoidentity model, which will aggregate
user’s identities like mobile number,
Government-issued identities and
bank-issued identities such as account
number, user-id to provide an Identity
Trust Score. Crypto digital identity has
all the properties and benefits of Public
Key Infrastructure (PKI) and is simple to
deploy, manage, distribute and use.
The increased security which can secure
all the digital banking transactions, POS
& ATM transactions, bill payments, credit
and debit card controls and more.
In the last tenure, PM Modi had
introduced ‘Digital India’. What are
your expectations from Modi 2.0?
The digital ecosystem welcomes Modi
Government for its second consecutive
term with higher expectations to
strengthen the vision of Digital India and
I am excited about this phase.

electronic PDS initiative through which
they offer basic banking services to more
than 7 lakh beneficiaries. As an industryfirst initiative, the Bank also implemented
an end-to-end supply chain automation
solution linked to digital payments for
the Maharashtra State Rural Livelihood
Mission (MSRLM) and many more
partnered initiatives like Smart Cities (for
inclusive development of cities), etc. It has
been an interesting journey for us.
I am hoping to see the Government
bringing emphasis and acceleration on
emerging technologies such as Artificial
Intelligence (AI), Machine Learning
(ML), Blockchain, IoT, etc. as well as the
implementation of policies and programs
which have the potential to size up the
digital economy in India. It would also be
good to see the Government exploring
funding channels and opportunities to help
strengthen India’s digital growth prospects
and its reach globally. 

Time taken to
‘provision and
enable’ services
and applications
has drastically
reduced.
Applications that
use to take months
to provision can
now be done
within weeks.

In their past tenure, the Government
brought in a strong focus on digitalisation
and Fintech in the country. Many
initiatives such as Digitising Indian
Platform, Digi Locker, Swach Bharat
Mobile Apps, AIforAll were implemented
towards democratising technology to all.
At YES BANK, we implemented several
impactful initiatives with the Government
of Maharashtra such as onboarding Public
Distribution System (PDS) shops onto
The Banking and Finance Post
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USING DATA TO ENHANCE
CUSTOMER EXPERIENCE
We utilise data in two key ways - to find out what customers are doing and hence
make their experience richer and more friction-free - and also to add value to our
opportunities. Data is used to study the experience, understand the bottlenecks and
possible friction points to analyse paths taken and not taken to make the customer
experience better, says Sankarson Banerjee, Chief Information Officer, RBL Bank, in
conversation with Elets News Network (ENN).
transaction throughput but has all the
complexity of a full-service bank with
multiple lines of business, diverse types
of transactions, more intricate risk
management and a much larger balance
sheet. Banking is also much more
consumer-facing - everyone needs a bank
account, while only a percentage has
capital market accounts.
In addition, NSE was the dominant player
while RBL is an emerging challenger;
quite a different kind of excitement. The
challenge here is all about agility, cost-toserve and competitive advantage against
much stronger rivals.
SANKARSON BANERJEE
CIO
RBL Bank

After three years a stint at National
Stock Exchange (NSE), how
challenging it is to be part of RBL
bank?
It’s quite exciting and a different
challenge. NSE was a huge engineering
challenge, in many cases stretching
the limits of what current hardware
and software deliver. The volume of
transactions that NSE handles is amongst
the largest in the world in capital markets,
and the concerns were about latency and
throughput. However, NSE was much
narrower in its focus - it had fewer lines of
business than a full-service bank.
RBL does not compare to NSE on
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How your bank is utilising data and
analytics to improve the consumer
experience?
We utilise data in two key ways - to find
out what customers are doing and hence
make their experience richer and more
friction-free - and also to add value to our
opportunities. Banks have a wide variety
of customer interactions, and data is used
to study the experience, understand the
bottlenecks and possible friction points to
analyse paths taken and not taken to make
the customer experience better.
As the user journey becomes more
involved, analytics becomes a key tool in
continuously crafting and improving the
journey. There were traditional method
used to survey the focus groups, but they
were slow, expensive and prone to human
bias. Today, we use data of past behavior
instead, which allows us to react much
faster.

What steps are you undertaking to
strengthen RBL Bank’s cybersecurity
footprint?
This is a continuous process especially
for a digital-first Bank. We work with tool
providers, consultants and internal teams
to constantly strengthen and review this.
A big thrust at the moment is automation
that removes dependence on humans avoiding mistakes and alertness issues.
Another challenge is to benchmark across
non-banking as well as banking since
digital vulnerabilities tend to be common
across multiple businesses. To this end,
we have worked with global consulting
firms to benchmark our efforts and fix our
security posture.
We see partnerships as a crucial
element of our Cybersecurity strategy.
Today, we cannot wall ourselves off
into secure private gardens without
losing customers, so collaboration and
partnerships are the only way to tackle
the global and widespread menace of
cybersecurity. It’s no longer about buying
and implementing tools but better
continuous monitoring and response coordinated with partners, competitors,
and governments.
Tell us about the new technology
deployments in the company?
We’ve taken recent steps into new
technologies for hyper-convergence
and micro-segmentation. I personally
feel that hyper-convergence and microsegmentation will become a critical
technology for us as we maintain an
on-premise portion of the business but
need to simplify the management and
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maintainability of these systems. We
need to get to much higher server
-to people ratios in our data centers,
and our bet on hyper-convergence
combined with micro-segmentation
will allow us to do that. Unlike
traditional systems that require an array
of specialists across servers, networks,
firewalls, and storage to create the full
environment, hyper-convergence with
micro-segmentation provides a level of
automation that allows one engineer (in
some cases even the application owner
itself ) to define, deploy and maintain
the full footprint.
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We have also made recent investments
in cutting edge application performance
monitoring and Machine Learningdriven analytics. We want to extract
much more performance from our
systems than our competitors can, and
the way to do it is to ensure every tiny
bottleneck is diagnosed and remediated
as we continue our growth journey.
This year, we did nearly double the
transactions overall as compared to
last year, but not only did we need
to upgrade hardware, we actually ran
our batches in less than half the time.
Performance tools backed by ML-
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driven analysis has enabled us to do
this at scale.
What innovations have you planned
for the rest of 2019?
This is for us a year of enabling the
growth that our core business is
driving –cost effective, faster and more
efficient. We’re focused on technologies
and innovations targeted to giving us
dramatic productivity leaps in our run
and transform initiatives. The idea is to
move to a different productivity curve
itself. 
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FEDERAL BANK:
MAKING SYSTEMS RESISTANT
FOR ZERO-DAY ATTACKS
Our plan is at two levels – hardening our systems and
educating our customers and employees. We make use of
the latest in security tech, to make sure that our systems
are fool-proof and resistant to zero-day attacks, says
Shalini Warrier, Chief Operating Officer and Business Head
- Retail, Federal Bank, in conversation with
Elets News Network (ENN).

SHALINI WARRIER
COO
Federal Bank

What digital strategy are you planning
to implement to enhance the client
experience?
Our overarching strategy for customer
delight, also a part of our mission
statement, is of being ‘Digital at the Fore,
Human at the Core’. It is the central theme
around which all our customer service
strategies are built. We continually invest
in digital technologies at the front end
and in our operational areas; however, we
complement that, with a strong focus on
relationship management.
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Our digital strategy focuses on digital
innovation in two key areas – customer
experience and operational excellence.
We aim to enhance customer experience
by leveraging latest technologies like
Artificial Intelligence/Machine Learning,
Neuro-Linguistic Programming (NLP),
Blockchain etc. to deliver the most
anticipated, consistent experience across
platforms, and to enhance our last mile
delivery by making use of technology and
partnering with Fintechs alike.

telecom service provider.

Ensuring ease and convenience of use
by customers and making it intuitive
for customers – these are just some of
the themes we focus on while designing
products for our customers. One example
of this is the recently launched FedAlert
application. This application enables
customers to receive notification from
the Bank (whether for transaction advice
or for OTP purposes) via the application
connected with the Internet, thereby
making them less dependent on the

As per RBI reports, the number of
cases of fraud has increased in the
past few years. What steps are you
planning to take to reduce such cases
in your bank?
With more services being offered
thanks to advanced technology, the
facets of customer service or customer
touchpoints have increased manifold. The
surface area vulnerable to fraud
also therefore increased. A downside of
tech is that we inherit its fallacies along

With operational excellence, we achieve
both customer delight and enhanced
control and compliance in our processes.
Using technologies like Robotic process
automation (RPA), chatbots, etc. we
are enhancing our Turn Around Time
(TAT) on all internal and customer facing
services, and at the same time mitigating
operational risks by minimising delays
and errors.
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with its benefits. For fraudsters with easy
access to the latest yet cheapest tech, it has
become easier to increase both their reach
and the scope of exploits.
Mitigating the risk of fraud is a central
theme of our digital strategy and we have
been continually investing in this area.
Our plan is at two levels – hardening our
systems and educating our customers
and employees. We make use of the
latest in security tech to make sure that
our systems are fool-proof and resistant
to zero-day attacks. Also, all our internal
and customer facing systems are regularly
audited for vulnerabilities and fixed if any
are applied on priority.
On the education front, we work closely
with the Reserve Bank of India (RBI),
the government and other authorities to
educate customers, increasing financial
literacy and awareness on the modus
operandi of various frauds. This helps us
to address the issue at its core. We also
train our staff extensively, through internal
initiatives and also via external specialised
programme, to make sure we leave very
little to fraudulent entities to exploit.
Why banking mints the most women
C-Suite officers in India?
Banking is one of the most organised
industries in India. Service conditions
are well defined, controlled and
monitored. This leaves very little scope
for the Glass Ceiling effect to make
a significant impact. Anybody that
has the skills and the inclination to
succeed at large has equal opportunity
to make it to the top.
Being a service industry, banking also
utilises the inherent characteristics of
women more effectively – ability to
relate and empathise with customers.
Once women reach the top and prove
their mettle, it triggers a domino effect
– it inspires more young women to
come out and knock on the doors of
opportunity, and at the same time also
enhances the system’s confidence in
women leadership. It is a win-win for
all.
The financial sector today is facing an
extreme liquidity crisis. What steps
do you think government/ regulators
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need to take to improve it?
The government and the regulators,
I believe, are taking adequate steps to
ease the liquidity crunch. The latest rate
cuts by the Central Bank and increased
efforts to reach out to stakeholders by
both Government of India and RBI stand
testimony. There were a few unfortunate
incidents and general FUD (Fear,
Uncertainty, Doubt) that have triggered
a chain reaction with repercussions in
the entire industry. However, the Indian
Banking, Financial Services and Insurance
sector is fundamentally sound and this
crunch is just a passing storm.
What new products and services are
you planning to launch in the next
five years?
We have already been at the forefront of
launching new products, like Blockchain
enabled remittances. We have many
exciting launches lined up in the coming
years. Initially, we would be launching
enhanced, currently relevant versions of
our existing services – Mobile Banking,
Internet Banking, etc. – bundled with
micro services that we believe will set new
benchmarks in the industry. We are also
exploring innovative solutions leveraging
technologies like Artificial Intelligence,
Natural Language Processing (NLP),
Machine Learning, Digital Assistant
Banking, Intelligent & Integrated Support
Systems, Smart Wealth Management and
Advisory Solutions, to name a few. 

Using technologies
like Robotic process
automation (RPA),
chatbots, etc. we are
enhancing our Turn
Around Time (TAT) on all
internal and customer
facing services, and at
the same time mitigating
operational risks by
minimising delays and
errors.

The Banking and Finance Post

elets_bfsi

eletsvideos

Being a service
industry, banking
also utilises
the inherent
characteristics
of women more
effectively – ability
to relate and
empathise with
customers. Once
women reach the
top and prove their
mettle, it triggers
a domino effect
– it inspires more
young women
to come out and
knock on the doors
of opportunity, and
at the same time
also enhances the
system’s confidence
in women
leadership.
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‘TECHNOLOGY, INNOVATION
DEFINING NEW-AGE BANKING
IN INDIA’
Remembering and safe keeping of password adds to the discomforts for the older customers. So, we have
developed visuals and What’s App video for better understanding of the product as well as process. Use of
QR code has made things little simpler, says Sheoji Ram Meena, General Manager (IT) & Chief Information
Officer, Bank of India, in conversation with Elets News Network (ENN).
Human Resource’s have certain
limitations and technology helps to
overcome such limitations by designing
the product, process as well as insight of
service offered and availed. Product may
be designed and made available without
any human engagement 24*7.

SHEOJI RAM MEENA
GM (IT) & CIO
Bank of India

How important is the role of
technology today for banks in
India? Is it a good idea to embrace
every piece of technology that has
originated in the west?
Technology is important and essential
part of the banking in India. The
ever changing landscape of banking
transactions, speed, volume, and velocity
and customer centricity has changed
the perception of banking. Transaction
value has been replaced by volume of
transactions.
Transaction value profitability has also
become an old concept. Low transaction
cost and high volume without time limit
are the most essential elements of the
present banking business. Customer
preference and delight on fly of banking
services are the most desired features.
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Thumb rule of process not only enables
the machine learning but also speeds up
the process at a fraction of cost. Insight
capability of Artificial Intelligence (AI)
replaces human intelligence to a great
extent by having predictions based on
incomplete and insufficient information
or understanding natural languages or
visionary impressions.
Availability of personalised product
based on customer preference is very easy
with the help of cognitive technology.
Embracing every piece of technology
is not advisable at all in view of the
following:
1. Technology process needs to be
customer friendly and cost effective to
remain competitive in the market. Easy
process will help in faster and mass
adoption, creating space for new entrants
or making the existing play agile.
2. Before adopting any technology,
suitable infrastructure is required to
be reviewed as a prerequisite to avoid
operational inefficiencies and bottle
necks.
3. Availability of suitable cost effective
continuous support from OEM to ensure
safety and security of the product or
process.

Bank of India is one of the leading
Public Sector Banks. What
challenges do you face in competing
with private lenders in terms of techimplementations?
Bank of India is part of old generation
public sector bank which has the
following issues while adopting the
technology and competing with private
lenders:
A) Legacy issues where certain
processes were maintained manually
or in electronic ledger only. Where
migration of the process as well as
adoption of the new process by the
older generation staff and customer are
very slow.
B) Data cleaning and incomplete data
migrated at the time of adoption of
computerisation at the first stage.
C) Time consuming Request For
Proposal (RFP) process delays the
procurement resulting in slow adoption
and implementation of innovative
technology product and processes.
At times the eligibility criteria for
bidder’s works as twin edge weapon in
the process. If the eligibility is relaxed
or liberal than quality is subject to
compromise or failure to implement
by the successful bidder may impact
the productivity. Very high eligibility
criteria makes the product very costly
and uncompetitive as the start-ups
having capacity and capability fails
to meet the other eligibility norms
resulting in non participation in the
process.
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D) No budget or negligible budget for
startups puts at disadvantage and makes
the product less cost effective.

smartphones we observe that gradually
the older customers are moving
towards technology based products.

E) Old customers are not very
comfortable with the new technology
based products so the old public sector
banks have kept the product and
services for the old customers who
are unwilling to move on to the new
processes at the first stage and without
hand holding in the second stage.

How do you see the role of
government in promoting digital
banking in India? What more could
be done in this regard?
Government has multiple pronged
agenda to promote and support the
digital banking. Directives are in
place to make the digital banking
more common, convenient and
cost effective. Online acceptance of
payment by government departments,
PSU’s and various service providers
are the fruits of the government
initiatives.

What measures are you taking to
boost the usage of digital banking
amongst older customers?
Acceptance of Digital Banking among
the old customer has many challenges
and most common is unwillingness
as well as fear of unknown. Cyber
risk and digital frauds adds to the
reasons of non acceptance of the new
technology based products.
Remembering and safe keeping of
password also add to the discomforts
of older customers. We have
developed visuals and What’s App
video for better understanding the
product as well as process. Such
videos are available on our website,
Facebook page or Twitter handle.
Use of QR code has made the things
little simpler as a scan and password
makes the transaction complete and
successful.
We also arrange customer-meet for
older customers to provide suitable
understanding of the technology based
products. With the increased use of
Connect with us on
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Mandatory online payment of taxes
including Income tax and Goods and
Services Tax (GST) confirms the
targeted move of the government.
Fixing limits and providing multiple
options of digital payment is the sign
of role in promoting digital banking.
Further, providing incentives to
the users and subsidies, the cost for
some infrastructure equipment’s
government is playing leading role to
make digital India dream to come true.
The challenges vary in the journey
which may be broadly classified in
three categories
a) Infrastructure
b) Regulatory
c) User awareness and education.
Present infrastructure is not sufficient
The Banking and Finance Post
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and capable to hand the increasing
and expected volume of transactions.
Network availability, stability and
suitability are a cause of concern
at all times and levels. With the
introduction of digital transactions we
have moved beyond the boundaries
of state and operational area of a
particular authority including law
enforcement.
So, we have to change the rules and
regulations, to control the offences
and crimes related to digital banking
transactions.
Faster resolution of grievances
and refund of failed or fraudulent
transactions is the requirement of the
hour to develop faith in the digital
system and process.
Government and Reserve Bank
of India is required to reassess the
requirement to make the users
comfortable and confident to have
safe, secured and trustworthy system.
Which technology as per your
expertise will disrupt the present
and build the future of the banking
sector in the country?
The technology that is cost-effective,
user-friendly, agile and compatible
with any infrastructure irrespective
of brand or configuration. Startups
will have more roles to play followed
by use and pay concept. This will
help to develop a product at a lower
cost with the faster processes and
with an insight of the data for delight
experience of the customer. 
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WOMEN: CHANGING FACE
OF FINANCIAL SECTOR
Women’s ability to foster relationships, being sensitive to others’ views, taking everyone
along are great enablers in today’s world where collaboration and customer centricity
are keys to success in any field. Women normally take a balanced view and are more
practical and moderate in risk taking. These qualities have seen women rising to the top
in the BFSI sector, says Kirti Patil, Executive Vice President & Chief Technology Officer,
Kotak Life Insurance, in conversation with Elets News Network (ENN).

KIRTI PATIL
Executive Vice President & CTO
Kotak Life Insurance
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What technologies are you
implementing to give the organisation
a competitive edge?
At Kotak Life Insurance, Digital
transformation is re-imagining business
with a digital first mind-set. The Digital
Transformation initiatives are completely
synchronised with the technology
transformation initiatives to make
the most of the emerging, new-age
technologies.
The key digital elements are:
1) Extremely simple and intuitive
customer journeys
2) Building a foundation for data driven
decisions
3) Simplification of products & processes
for instant fulfilment / closure and selfservice wherever possible
We are implementing Artificial
Intelligence (AI) and Natural Language
Processing (NLP), based chat bots
for customer service, Robotic Process
Automation (RPA) for efficiencies
in processes, for the Management
Information System (MIS) reporting and
for integrating disparate data systems.
Facial Recognition / Video technologies
are being evaluated for several use cases
and will be implemented in the next
couple of months.
We are also embedding AI in decision
support systems and AI for empowering
the front-end to provide personalised
service to the customers. We have
implemented a Lead and Activity
Management solution for our sales
force spanning all channels. The Sales
Hierarchy will have complete visibility of
the progress of the daily activities of the
geographically dispersed sales force which
is a challenge today. This will improve
predictability and will help nudge the
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force in the right direction immediately.
We have started our App modernisation
journey and are using micro-services
and containers. While we will not
completely shift to open source, we
are very open to open source and have
implemented enterprise open source
software. Our Application development
philosophy is mobile first and Application
programming interface (API) first.
Hyper-converged infrastructure has
been implemented at the Disaster
Recovery (DR) Data centre and new
replication technology – Resolution
Professional (RP) for Virtual Machines
(VM). This simplifies Disaster recovery
and substantially reduces costs due to its
efficient bandwidth utilisation.
What does this Budget mean to you?
The Government has demonstrated
its continued focus on Digital India by
increasing its allocation for the Digital
Program. The focus on digital literacy
program for rural India with a focus on
skill sets like language training, AI, iOT,
Big Data, 3D printing etc. will go a long
way in making India digital.
The easing of Angel investing norms
for start-ups, a program for promoting
start-ups and a slew of other measures
will ensure that the start-up eco system
will flourish giving an impetus to make in
India and Digital India.
How do you feel the women force is
changing the face of the BFSI sector?
The women workforce is changing the
face of not only the BFSI sector but
of Corporate India. Our Honourable
Finance Minister Nirmala Sitharaman,
the first woman FM is a testimony to the
strides women are taking in this sector.
However there are still very few women in
leadership roles. And that is not because
The Banking and Finance Post

elets_bfsi

eletsvideos

of lack of skills or capability. Women need
to believe in themselves, need to take bold
decisions and not be ashamed of being
ambitious.
Women’s ability to foster relationships,
being sensitive to others’ views, taking
everyone along are great enablers in
today’s world where collaboration and
customer centricity are keys to success
in any field. Women normally take a
balanced view and are more practical
and moderate in risk taking. These
qualities have seen women rising to
the top in the BFSI sector.
We have also seen women actively
becoming agents in the Life Insurance
industry. Some of our successful
agents are women. Their stories are
an inspiration for other women to join
the sector. This is not only an excellent
career option for women but will also
lead to holistic financial inclusion.
Mandatory admission of unlisted
public companies in the depository and
compulsory Demat for all shares – this
will ensure more shares to be held in
Demat form. For comparison, there
are over 6,00,000 unlisted companies
compared to only over 5,000 listed
companies.
Reintroduce online Aadhaar
authentication based KYC for capital
market intermediaries voluntarily which
has recently been reintroduced for
banking and telecom companies. This will
help to increase the speed and efficiency
of the account opening and significantly
reduce the KYC cost for the
intermediary. 
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DIGITAL TRANSFORMATION
Enhancing Insurance Sector
Digital has helped in increasing the reach and penetration of Insurance in India, which
today is in single digits. With initiatives like CSC, POS, Virtual Office models, Bajaj Allianz
General Insurance has been at the forefront of this growth, says
Sourabh Chatterjee, President & Head – IT, Web Sales & Travel, Bajaj Allianz General
Insurance, in conversation with Elets News Network (ENN).
Predictability and Cloud technologies in a
PaaS model.
How digital transformation has
helped in the growth of the insurance
sector in India?
Digital has helped in increasing the reach
and penetration of insurance in India,
which today is in single digits. With
initiatives like CSC, POS, Virtual Office
models, Bajaj Allianz General Insurance
has been at the forefront of this growth.
SOURABH CHATTERJEE
President & Head – IT, Web Sales & Travel
Bajaj Allianz General Insurance

What are the top three technologies
you feel are critical for financial
companies?
In the years to come, insights from
the data would become a competitive
differentiator for financial services
companies. Today, either they are sitting
on tons of data themselves or need to
acquire the data sitting in the larger
ecosystems where their customers,
partners, and employees interact with.
The key will be to get real-time insights
from that data and deliver on the product
or service they are selling. Therefore,
technologies like Artificial Intelligence
(AI), Machine Learning (ML), and Deep
Learning (DL) will become mainstream
and run at an Enterprise level, rather than
hobbies, Proof of concept (POC’s) or
individual projects which are pursued
today.
In addition, leveraging the Application
Programming Interface (API) economy
in a shared ecosystem will be another
area to focus on. So, we will open-source
technologies to reduce cost, DevOps for
40

July - August 2019

The penetration of insurance across
India has improved due to internet access
and improving bandwidth. Simple to
understand, buy and service products will
further the cause of the insurance sector
in India. I believe the entire insurance
distribution model will undergo a massive
transformation due to technologyenabled solutions.
What are the challenges that you face
in the execution of digital projects,
please highlight a couple of them?
Execution of digital projects is never
without challenges (and lots of fun
along the way) as they tend to challenge
the status quo that exists in any
organisation or the larger ecosystem
like customers and partners with which
the organisation lives and works with.
Some of these are:–
1. Change management in terms of
expectations of what digital can / will
deliver and what it will not
2. Adoption – While what is simple,
easy and convenient should not have
adoption challenges, I believe human
behaviour change takes time
3. Budget and Cost-Benefit – Not
everything comes cheap and there’s

always a question of balancing cost
vs. benefit in implementing digital
projects, especially because benefits
take time to materialise.
Security is a major concern when you
are dealing in the digital world. How
are you expanding your offerings in
alignment with this?
Yes, I agree that security is one of
the major concerns in the digital
world and it is becoming more and
more challenging every day. We look
at security with a 360-degree view
and believe in not just detection and
prevention, but also paying attention
to critical aspects like awareness and
enforcement.
Therefore, while we invest in various
tools and setups like 24x7 SOC, DLP,
SIEM, WAF, PIM, etc. we are also
investing in educating our various
stakeholders on the identification and
reporting of any such security threats.
In addition, security has become
integral to our product, process and
technology development and it is
embedded, rather than being an
afterthought.
What are the major innovations you
have in store for the rest of 2019?
At Bajaj Allianz General Insurance,
innovations in enhancing customer and
partner experience will be at the top of
our agenda and we will roll out many
such innovations across the Insurance
lifecycle – buy, service and claims. In
addition, a lot of our future innovations
will not just be taken to market
ourselves, but taken live along with our
technology, business partners. Wait
and watch for some exciting new things
from us in FY 2019-20. 
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SOLACE: PRODUCTISING OPEN
BANKING WITH
EVENT-DRIVEN APPROACH
Open banking will force banks to become more transparent with customers. The change for
banks will be multi-dimensional. Internally, the banking tech stack will become more eventdriven, and Solace will help power this evolution, says Sumeet Puri, Global Head of Field
Technology, Solace in conversation with Elets News Network (ENN).
Artifical Intelligence (AI) and machine
learning systems. We are an endpoint for
the messaging protocol MQTT in IoT
devices and a data river for Big Data/
AI Lakes. Many large enterprises and
government agencies around the world,
such as SAP, Airtel, Reliance Jio and the
US Federal Aviation Agency, rely on
Solace to build their analytics, IoT and
mobility systems.

SUMEET PURI
Global Head of Field Technology
Solace

As a Multifaceted technology
leader for global field of technology
at Solace Inc. what are your key
responsibilities?
As the Global Head of Field Technology
at Solace, I help customers progress
through their event-driven, real-time
transformation journeys. I head up our
sales engineering operations and lead
a team of customer-facing architects
globally, who are trusted advisors to our
customers and partners on becoming
event-driven, cloud-native and API-first.
Solace is a provider of leading edge
integration technology. Solace Event
Brokers operate as an “Event Mesh”
network and serves as the digital
nervous systems of an enterprise. This
allow applications, devices and legacy
systems to be integrated in real- time,
bringing about agility, faster time to
market, quicker response time and better
customer experience.
How are you implementing
technologies like Big Data, Mobility,
IoT, and Analytics, in your company?
Solace Event Mesh reliably routes events
which serves as the core backbone for
moving data to and from IoT devices,
mobility, enterprise apps, big data,
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What new innovations are you
planning for next five years?
As applications and ecosystems
become event-driven, we have an
initiative called the Event Horizon
to support this transformation. It
enables applications, microservices,
functions, and devices to be real-time,
event driven and responsive. There
are design time and run time tools
created to better manage events, further
strengthening our existing Event Mesh
capabilities.
Solace provides developers with
more resources around best practices,
reference architectures to kick-start and
accelerate their digital transformation
journeys.
How challenging is it to move service
orient architecture of API from the
2015 model to 2020?
The move from SOA to APIs
is transformative, as it is about
granularity and reuse.
APIs alone is not sufficient. While
APIs typically request reply, businesses
are event-driven. For a payment
request, many events go on in the
back-end, including validation,
funding, risk, fraud check, settlement,
data-warehouse updates and analytics.
The Banking and Finance Post
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Similarly, for an order management
system, a new or an update order will
result in more than one “orchestrated”
flow.
An event-driven approach to APIs
allows event data to be “pushed” to
microservices in a guaranteed and
parallel manner. New microservices
can be introduced to be subscribed to
the same events to streamline business
without changing the API flow.
Data warehouse, logging, AI and
analytics, get their data as guaranteed
streams with “eventual consistency”,
where invoked API results in a faster
predictable response time. AsyncAPI
is an upcoming standard Solace is
supporting.
AsyncAPI is an upcoming standard in
this space which Solace, along with
many other API and enterprise
vendors such as SAP, Slack, and
Salesforce, are supporting.
What steps are you taking to make
open banking responsive and agile?
Internally, the banking tech stack
will become more event-driven, and
Solace will help power this evolution.
Banks are also starting to have event
catalogues with well-defined topic
taxonomies and the Event Mesh routing
them. New applications can just publish
or subscribe with these taxonomies in a
governed manner.
Externally, open banking is fronted
with APIs. Solace helps these APIs to
be event -driven, also internally and
externally with the AsyncAPI standard
over standard protocols such as AMQP,
MQTT and REST. 
July - August 2019
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TIME FOR BANKS TO GEAR UP
FOR DIGITAL WAR
Despite the growing number of internet users and increased government
focus on creating digitally-enabled infrastructure, banks in India are yet to
completely harness the power of digitalisation. While mobile payment wallets
have taken a major portion of the bank’s role in transacting money, these are,
also challenging banks in terms of the insurance business, says Indrajeet
Arora, General Manager & Head - Banking Innovation (Mission Parivartan) ,
Punjab National Bank, in conversation with Elets News Network (ENN).
streams. The pace of technological
advancement has led these developments
to be viewed less as enablers and more as
positive disruptors.
This shift can be attributed to
organic changes across the following
five key segments:
Customers’ trust: The first part of the
2000s witnessed a change in the mindsets
of consumers. Customers progressed
from perceiving money as an instrument
that was meant to be preserved to one
that offered growth opportunities. This
led to ‘safe’ money from homes being
increasingly mobilised to banks.
INDRAJEET ARORA
GM & Head - Banking Innovation
(Mission Parivartan)
Punjab National Bank

What changes have you observed in
the banking sector over the last two
decades?
India’s banking sector has undergone a
paradigm shift in the past two decades
evolving from being physical banking
provider to becoming digital anchors.
The Sector witnessed a transition from
the simple automation of paperwork
in bank branches to today’s branchless
banking paradigms that use new-age
contactless technologies. The role of
technology has evolved from being a
mere cog in the strategic framework
of companies to driving, shaping and
redefining business models and revenue
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Technology: The movement from
paper-based book-keeping to IT systems
was a step in the right direction. But it
was the adoption of the Core Banking
Solutions (CBS) in 2002 that set the
ball rolling for the incorporation of
sophisticated technological processes in
the banking sector.
Credit preferences: Informal lending
and borrowing from family and relatives
played a prominent role and was prevalent
in the first decade of the 21st Century.
But with growing trust in the banking
system, people started to move away
from the social stigma associated with
borrowing from family and friends. This
was the precursor of the credit off-take
in this rapidly emerging space. The latter
part of the decade saw new-age financial
institutions focusing on niche products

gaining a substantial share in the sector.
Regulation: The industry has moved
from a pro-banking regime that was
unsupportive of NBFCs and other small
players till the late 2000s to one in which
payments banks, NBFCs, small finance
banks, and Jan-Dhan accounts flourished
in the second decade.
Profitability: Due to major drivers that
put the industry on a growth trajectory
in 2002, banks were driven to acquire
customers as a means to ensure their
profitability. This led to the opening of
bank branches across India so that banks
could be as inclusive as possible.
Give an overview of your recently
- launched initiative Mission
Parivartan?
To keep pace with the changing banking
environment, it is essential for every
organisation to realise the need for
timely and appropriate changes in its
functioning and undertake structural
changes, wherever needed. The bank,
under the visionary leadership of its MD/
CEO Shri Sunil Mehta, embarked upon
a transformational exercise, Mission
Parivartan, which is a structured approach
keeping the long-term success of the
bank in mind. The mission focuses on
transformation in the existing processes
and products, keeping the human asset
– the ‘people’ - at the centre. Each staff
member is encouraged to post his/
her ideas and suggestions through an
in-house portal for crowd-sourcing of
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ideas, hence becoming a part of this
transformational exercise.
Under this mission, an independent
think tank on the lines of the ‘NITI Ayog’
named ‘Mission Parivartan Division’ was
formed to act as the catalyst to ensure the
3 C’s i.e. Commitment, Collaboration
and Communication bring together all
internal stakeholders.
What are the major threats faced
by Indian banks in terms of techdeployments? How to overcome these
challenges?
Customers’ expectations are fast evolving
in tandem with rapid advancements in
technology across the sector that reflects
the propensity to access services online.
Changing consumer behaviour and
FinTech-friendly government initiatives
have paved the way for tech giants like
Google, Amazon, and Facebook to
penetrate deeply into the Indian financial
sector, infusing digital innovations in
various dimensions of customer services.
Silicon Valley-based tech giants are also
betting big on factors such as customer
satisfaction, unified customer experiences
and financial inclusion.
Despite the growing number of internet
users and increased government focus on
creating digitally-enabled infrastructure,
banks in India are yet to completely
harness the power of digitalisation.
While mobile payment wallets have
taken a major portion of the bank’s role
in transacting money, these are also
challenging banks in terms of a insurance
business. Companies like Paytm,
PhonePe have now shifted their strategies
to become a single point for financial
services.
Thus, it’s time for banks to gear up for the
digital war.
What steps are you taking to
overcome these challenges?
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Emerging technologies like Big Data,
artificial intelligence, data analytics
and the availability of digitally-enabled
infrastructure will enable banks to
become competitive and efficient.
Banks, by increasing their investment in
technologies, can significantly reduce
the cost involved in expensive human
interactions and improve digitisation
across the various aspects of customer
services.
Set up an integrated internal data stream
that can power the data-insight to the
action cycle. The banks need to have a
state-of-the-art infrastructure in place
for processing huge volumes of data,
analyse real-time information and take
instant decisions. Operationalising
analytics, in banking, requires significant
investment across technology, and banks
need to significantly beef up the CRM
infrastructure to win the race.
Banks also need to digitally empower
their workforce. With customer
experience being the touchstone of
success in the digital era, banks need
to move their employees closer to
customers. The people on the front lines
need to be vested with the knowledge and
awareness of the digital strategy of the
bank.
Banking in India is reinventing itself
with tech-innovations. Is India ready
to embrace emerging technologies?
The propagation of personal digital
devices has led to a profound shift in
the way customers prefer to interact
with their banks. The Indian payments
landscape has evolved rapidly over the
past few years, driven by an increase in
the number of digitally initiated Payment,
urbanisation and improvement in
technology and mobile data usage.
While in the past banks played a central
role in providing payment services, the
landscape today has evolved with active
participation coming in from non-bank
players as well. Increasing smartphone
penetration, reduction in the prices of
The Banking and Finance Post
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telecom data, growth in digital commerce
and institutional support have all been the
key drivers for tech-innovations in India.
There is no doubt that the recent
push towards digitalisation is rapidly
influencing the traditional banking
models. However, it has also exposed the
institutions, to increasing cybersecurity
threats and vulnerabilities. The banks
are increasingly looking at emerging
technologies such as blockchain and
analytics in creating an active defense
mechanism against cybercrimes.
What innovations are you planning
for the rest of 2019?
The Indian Public Sector Banks are
becoming more focused on technological
advancement to respond to customer
expectations while trying to defend
market share against increasing
competition from Private Sector Banks.
A great deal of emphasis is being placed
on digitising Core Business Processes and
Revamping Organizational Structures
and Grooming Internal Talent to be better
prepared for the future of banking.
This transformation illustrates the
increasing desire to become a ‘Digital
Bank’. As technologies continue to evolve,
the Bank will continue to accelerate its
investments in innovation and digital
enhancements. Key drivers for such
digital enhancement shall be:
1. Use of Big data, Artificial
Intelligence-Driven Predictive Banking,
Advance analytics, and cognitive
computing
2. Use of APIs and Open Banking
3. Improving the digital experience for
the customer, through Chatbot
4. Digitisation of back-office operations
5. Recruit and retain talent to meet
changing needs
6. Partnering with FinTechs
7. Improve components of IT
Security. 
July - August 2019
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‘TECHNOLOGY MAKING
INSURANCE SECTOR MORE
CUSTOMERS FRIENDLY’
Insurance companies have been pretty low on customer engagement for years together.
Constant efforts are being made for more engagement by Insurers through tech
innovations in value-added services areas, says Sanjay Karnatak, Chief Technology &
Digital Officer, Star Union Dai-ichi Life Insurance Co. Ltd, in conversation
with Elets News Network (ENN).

SANJAY KARNATAK
Chief Technology & Digital Officer
Star Union Dai-ichi Life Insurance Co. Ltd

How significant is the role of
technology in Indian Insurance
institutions?
The technology is now actually
evangelising some of the key business
initiatives in Indian Insurance companies.
Some of the main reasons for this
renewed impetus are:
a) The scale of Insurance is gaining a
critical mass, beyond which it’s no longer
economical and business savvy, to ignore
technology interventions.
b) The integrated ecosystem has
digitally evolved partners like banks
and aggregators. Now the insurance
companies have to integrate with these
partners for real-time data exchange and
transaction closures, thus forcing them to
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uplift their tech platforms to match with
the partners.
c) Disruptors in the insurance markets
especially in the general insurance side
are coming up with innovative use
of technology, thus challenging the
incumbents to follow them and be equally
competitive in providing an enhanced
experience to their customers through
technology.
d) Insurance companies have been pretty
low on customer engagement for years
together. Constant efforts are being made
for more engagement by Insurers through
tech innovations in value-added services
areas.
What are your expectations from the
current government?
The Government should push for the
investment side of growth, instead of
relying primarily on the consumption
side of growth. Then only a sustained
long term high economic growth can
be achieved. Governance in the public
offices has to be scaled up to bring
them as close as possible to private
organisations. Then only we will be able
to derive the benefits of a high growth
society.
I am a big supporter of Prime Minister
Narendra Modi’s initiative of developing
100 Smart cities across states. This will
decongest the Metros and would drive
growth across the country. Not much
could be achieved in his first term on
the same but I expect in his second term
the government would be able to make
substantial progress on the same.
Another thing that we expect from the

present government is to give momentum
to relevant education and skill
development especially in rural areas to
reduce reliance on agriculture for India’s
economy.
What are the major threats faced by
insurance companies in terms of techdeployment? How do you overcome
these challenges?
More the digital initiatives are taken,
more we have to be aware of the
information security risks and be
prepared for the mitigation of the same.
Insurance companies have been working
hard to secure their environment from
external and internal threats, this should
be a manageable risk.
Not every digital intervention would
lead to assured business returns. Each
technology project should be assessed
thoroughly for its business benefit instead
of implementing it because it’s an industry
standard. If this is not done there is a clear
risk of not getting Return on Investment
(ROI) on the technology investments.
The life insurance technology landscape
is a good example of maintaining a
balance between legacy and digital
domains of technology. Each CTO has
to plan well to create an equilibrium,
to implement and support the same
in a measured way. Technologies are
changing much faster than an enterprise
can ever catch up. CTOs have to keep
a close watch on the same and set up a
continuous process of new technology
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assessment and upgrades.
Fast-changing consumer behavior
also forces Insurers to change their
digital capabilities regularly. Consumer
behavior is impacted in a big way due to
non-insurance digital experiences like
Amazon, Google, etc.

of certificates, delays in transfer, long
settlement cycles or any kind of issue
related to signature mismatch have been
also eliminated. This will also make the
foreign investor confident to invest in the
Indian market as it eliminates the chances
of any kind of forgery and delay.

This is a big challenge for insurance
companies to ensure that the consumer
experience is not left way behind when
the world has moved on to the next level.

How do you rate India’s readiness as
far as implementation of Artificial
Intelligence (AI), Machine Learning
(ML) or Blockchain in the Insurance
sector is concerned?
In Indian enterprises so far AI/ML
is being used primarily in the area of
data analytics. Supervised as well as
unsupervised statistical models are
being worked upon in a big way.

The most important advantage of the
depository is that it eliminates the risk of
holding and misplacing physical securities
as everything is now done through
electronic mode and without paperwork.
Stamp duty which was earlier levied is
now not applicable and therefore it is a
cost-saving for the investor.
The issue of fake certificates, the
problems related to bad delivery, loss
of certificates in transit, mutilation
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I think the adoption of AI/ML is also
picking up especially in the areas where
some of the business problems were
unresolved for a long period, like Image
analytics, ML-powered OCR & RPA,
etc.
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Deep learning is at a nascent stage in
India especially in enterprises and is
being explored only by technology
companies. This has to get broadbased in the coming years in insurance
companies too.
Blockchain is a great solution for which
the problem statements have yet to be
identified in the Insurance sector. The
cross-industry consortiums have taken
some lead but no substantial progress
has been made so far on the same.
What innovations have you planned
for the rest of 2019?
We are working on some use cases
around AI/ML in analytics and image
processing. Also, we plan to work upon
the health diagnostics area as there are
some use cases that can help reduce
early claims. 
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BAJAJ ALLIANZ LIFE: PROVIDING
DIGITAL INSURANCE SERVICES TO
REMOTEST AREAS
At Bajaj Allianz Life, we are using digital capabilities to take life insurance to the
remotest of towns, where we may not even have a physical branch. For this, we
have empowered our insurance consultants with digital tools that enable them to
sell and service insurance policies at the customer’s doorstep, says
Goutam Datta, CI & DO, Bajaj Allianz Life Insurance, in conversation with
Elets News Network (ENN).
purchase and claims process, as well as to
provide greater convenience to customers
at every stage of their journey with us. We
are using Artificial Intelligence to identify
our customers’ needs and engage with
them to offer customised products and
services.

GOUTAM DATTA
CI & DO (Chief Information & Digital Officer)
Bajaj Allianz Life Insurance

What technologies are you
implementing in your firm to redefine
traditional insurance space?
With digital transformation taking over
the insurance industry, we are leveraging
technology across all aspects of our
business to offer value to our stakeholders
– both internal and external. Insurance
is transitioning today from a push
product to a pull product and technology
innovations in business and claims
processing, sales, and customer service
are the need of the hour.
At Bajaj Allianz Life Insurance, we
are deploying technology to enhance
customer experience at every step of the
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Give us an overview of your chatbot
BOING, branch-in-a-box solution
MOSAMBEE and iSmart app?
Our chatbot BOING is one of the most
used chatbots in the industry. Available
in five languages, BOING takes care of
queries that come in from customers,
employees and insurance consultants,
at any time of the day. Since its launch,
BOING has had over 3 lakh, unique
visitors.
For our customers, we also have
a ‘branch-in-a-box’ solution
i.e. Mosambee to provide them virtual
branch services at their doorstep. We were
the first ones in the industry to introduce
the virtual branch services to customers.
To take care of the needs of our internal
customers such as our insurance
consultants (ICs), we introduced a
comprehensive digital app called iSmart.
This app facilitates the ICs with
information about products, fund
performance, customer’s portfolio,
information on their performance
payouts and commissions.
More than 4,000 consultants are using
this app on a daily basis for their various
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requirements.
For our consultants, we also have a tabletbased insurance application INS-tab that
helps our sales force facilitate policy
issuance, policy renewal, and servicing
through tablet and smartphones even in
offline mode, at the customers’ doorstep.
What does this Budget mean for you?
In addition to promoting economic
growth in the country, the Union
Budget has definitely provided a fillip
to the digital economy with its several
announcements.
The Budget proposal to waive
charges or Merchant Discount Rate
on customers has the capability of
transforming the payment landscape
in a big way. The adoption of digital
services will move rapidly henceforth,
given the Government’s view to move
all transactions online and reduce cash
led transactions in the economy.
How challenging is it to cater digital
insurance services to rural India?

Taking digital insurance to rural India
is no longer a challenge, given the
rapid proliferation of the internet
and the adoption of smartphones
across the country. And we are seeing
an increasing trend in rural India
adopting the digital medium rapidly.
As per a report by Kantar IMRB
ICUBE, there are 200 million active
internet users in rural India out of the
493 million internet base in India.
Our challenge is to educate customers
to view life insurance products as a
preferred investment choice to achieve
their life goals. This is where we are
making a difference by making life
insurance about living benefits, and
not death benefits. This change in
outlook is gradually transforming
insurance from a push product to a
pull product.
At Bajaj Allianz Life, we are using
digital capabilities to take life
insurance to the remotest of towns,
where we may not even have a physical

branch. For this, we have empowered
our insurance consultants with digital
tools that enables them to sell and
service insurance policies at the
customer’s doorstep, educate the
customers on the living benefits of
life insurance and guide customers to
choose life insurance solutions that
are best suited for achieving their life
goals.
What new innovation are you
planning to implement in the next
five years?
We will continue to innovate in our
business processes to have an endto-end digital environment and to
create the right kind of value for every
stakeholder.
Our current focus is to deploy
technology to reduce process TATs,
increase customer satisfaction and
offer differentiated, customised
solutions to enable people to fulfil
their Life Goals. 

Our challenge is to educate customers to view
life insurance products as a preferred investment
choice to achieve their life goals. This is where we
are making a difference by making life insurance
about living benefits, and not death benefits.
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EMBRACING TECHNOLOGY TO
ENRICH CUSTOMER EXPERIENCE
We have enabled multiple channels for customer service including branches,
call center, email, Twitter, chatbot, and multiple partner locations including
banks, brokers and citizen service centers. We have systems that process
these requests automatically without human intervention where possible. This
helps us to fulfil customer requests in real-time, says Bharat Krishnamurthy,
Chief Technology Officer, Exide Life Insurance, in conversation with
Elets News Network (ENN).
‘Skunkworks’. Once a quarter, we put
together an innovative product aimed at
solving a business problem or creating
new business opportunities. This is done
by leveraging the latest technologies
available in the market. We have been
doing this over the past two to three years
and I am happy to see that most of these
skunkworks innovations have moved to
production and has become a part of the
technology landscape at Exide Life.

BHARAT KRISHNAMURTHY
CTO
Exide Life Insurance

Technology is changing rapidly.
Where do you see Exide Life
Insurance in terms of innovations?
At Exide Life, we recognise that
technology is the core of our business
and a key differentiator in the highly
competitive Life Insurance market.
We are fast evolving as a digital-first
organisation and the key pillars of
our digital strategy include, Serving
Existing Customers Digitally, Sales
Force Automation, Selling Online and
providing the best in class user experience
We have a dedicated budget for
innovation and internally we call this
48

July - August 2019

As a digitally obsessed company, we
are constantly looking at enabling our
customers and employees. We have
digitised the entire process on new
customer onboarding, from the time the
salesperson meets a potential customer,
right up to the time the policy bond goes
in for printing. Through Skunkworks, we
have created a single mobile application,
MyConnect, for our sales force which
functions on hundreds of micro-services.
MyConnect, our in-house mobile app,
which was launched in January 2018,
has been a defining initiative for our
organisation.
Apart from helping solve difficult
business problems, Skunkworks also
keeps the technology team invigorated
and gives our sharpest minds something
to look forward to beyond their day jobs.
What is your company’s approach
toward digitisation in India?
Our strategy towards digital
transformation revolves around our
three biggest stakeholders – customers,

distribution network and employees.
Firstly, we want to be the easiest company
to do business with for our customers,
be it during the purchase of a new policy
or during the entire lifecycle of a policy
where the customers may reach out to us
for any servicing need.
For our distributors across multiple
channels, we aim to equip them with the
best possible technology tools that help
them sell and service their customers
better. We expect the mobile phone in the
hands of our salesforce to function as a
complete office that untethers them from
our physical branches and allows them to
spend more time in the field.
For our employees, we focus on
technology not just for better
collaboration or managing their work-life
but also to help them serve our customers
better and faster. We measure customer
satisfaction at every touchpoint by
continuously tweaking our systems and
processes with the primary goal of serving
our customers better.
How are you catering to the demands
of rural India’s insurance needs?
Insurance Regulatory and Development
Authority of India (IRDAI) has
mandated that 20 percent of new
businesses should be sourced from
rural areas. We have been ensuring that
we sell our policies as per the mandate
to customers in these locations. Apart
from that our product portfolio caters
to every segment of the population,
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including the customer in rural areas.
What technologies have you
implemented to streamline
operations for the customers?
Our entire technology stack is being
transformed to micro-services, which
is being designed around customer
interactions with the organisation.
This helps us provide an omnichannel experience to our customers
irrespective of how they reach out to
us.
We have enabled multiple channels
for customer service including
branches, call center, email, Twitter,
chatbot and multiple partner locations
including banks, brokers and citizen
service centers. Behind the scenes,
we have systems that process these
requests automatically without human
intervention where possible. This is
enabled through rules and automated
data-driven decision systems. This
helps us to fulfil customer requests in
real-time in many cases.
Apart from this, we have increased
the number of self-service options
for customers through channels such
as our website, customer portal,
and bots. These include frequently
accessed services such as statements,
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tax certificates, an update of contact
details and paperless registration of
automated payments. We have also
recently rolled out instant payout to
customers for loans and maturity by
leveraging IMPS.
What innovations have you planned
for the rest of 2019 in terms of
technology?
FY 2019-20 is going to be a year of large
scale technology-led transformations
for Exide Life. We have embarked on
a complete revamp of our customer
servicing platform. This will leverage
the latest technologies to offer a more
agile and flexible platform. Monolithic
applications are being broken down
to containerized microservices. A data
lake at the heart of this platform will
unify data from multiple disparate
sources. This data will empower a
machine learning stack that provides
predictions in real-time – either to
augment human decisions or in some
cases take decisions.
We have already empowered our sales
force with mobile apps that leverage
facial recognition technology to
help prevent mis-selling. We will be
extending the use of this tech in other
processes as well. We will also be rolling
out technology-driven need analysis
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to help the salesperson to accurately
estimate the customer’s needs and sell
them the right solution.
All these innovations cannot
happen with older ways of building
technologies. We recognize that IT
needs to be continuously modernized
to be able to deliver faster and better.
To this effect, we will be transforming
more teams within IT towards DevOps.
DevOps is a set of software
development practices that combines
software development (Dev) and
information technology operations
(Ops) to shorten the systems
development life cycle while delivering
features, fixes, and updates frequently
in close alignment with business
objectives. We are redefining our SDLC
(Software Development Life Cycle).
More applications will be moved to
containers and into CI/CD pipelines.
Along with this, we have started
working towards building cloud-native
applications for specific requirements.
We will be increasing the level of
automation within IT operations and
introduce self-healing capabilities in
specific areas. While we do all this, we
will continue to come out with one
innovative tech solution each quarter.
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DATA CHANGING THE FACE OF
THE INDIAN BANKING MODEL
AI and Robotics are going to replace old business models designed during
the industrial era where every bank was a combination of three businesses,
viz, manufacturer, distributor and consumer of products. The combination
of Data, AI and Robotics is going to emerge as the new business model of
banking, says Rajendra Awasthi, Co-Founder, EPIKInDiFi, in conversation
with Elets News Network (ENN).
viz, manufacturer (back office),
distributor (mid-office) and consumer
of products (front office). Data, AI and
Robotics are also going to force banks to
merge these three independent businesses
into one single seamless digital entity and
that will emerge as a new business model
of banking.
The good news is that EPIKInDiFi
provides a platform that will help financial
institutions in driving towards this new
business model of the future.

RAJENDRA AWASTHI
Co-Founder
EPIKInDiFi

How Data, Artificial Intelligence
(AI) and Robotics are driving service
innovation and business model
renewals?
I firmly believe that any data that can
be digitalised will be digitalised and any
process that can be automated will be
automated. This means we are going to
see more companies like EPIKInDiFi
coming out with business models that will
offer products and solutions which are
smarter, faster and cheaper.
I believe Data, AI and Robotics are going
to replace old business models designed
during the industrial era where every bank
was a combination of three businesses,
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Recently EpikIndifi has partnered
with IntelleGrow to enhance the
digital lending platform. What are
the new partnerships are you looking
forward to?
We are a one stop shop for all digital
lending technology needs of financial
institutions. Our partnership with
IntelleGrow is very significant as we
have built with them the best Small
and Medium Enterprises (SMEs)
digital lending platform. We believe the
flexibility of the platform along with the
richness and depth of functionalities
and the number of pre-built integrations
with outside systems is going to be a true
game-changer in the SME lending space.
We are looking into several new
partnerships across different parts of the
world such as India, Australia, and Africa.
In a significant partnership, the first newage Neo Bank in Australia has selected us
as their digital partners where our suite
of products and platforms will run this
digital-only bank.

What does this Budget mean to you?
I believe through the Budget provisions
the Government is trying to bridge the
gap between credit providers, viz, Nonbanking Financial Companies (NBFCs)
and credit seekers and Micro, Small and
Medium Enterprises (MSMEs) sector. To
enable the credit providers, the Budget
proposes that fundamentally sound
NBFCs should continue to get funding
from banks, mutual funds, FIIs, etc.
This focus will significantly increase the
credit-related activities in the market and
isexpected to give a big boost to NBFC
business.
What new technologies are you
implementing in the company?
We follow the ‘3 Horizons Model of
Innovation’ as a fundamental philosophy
of our business. In Horizon-1, we are
continuing strongly with our current core
proposition of digital lending platforms
and robotics process automation which
are built on the latest digital technologies
offered by Google and Facebook such
as Angular, Express, React, Node, etc.,
besides extensively using core Java
and Selenium. These technologies
are enabling flexibility, scalability, and
richness of functionality in our products
and platforms.
In Horizon-2, we have started work on
cognitive automation, deep analytics and
Artificial Intelligence as we see them as
next big change agents in the financial
sector. Our team of data scientists
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is working on some new offerings
which can be either used seamlessly in
Vanguard as used standalone. We will
soon be ready with some of our cool
offerings based on these solutions.
How has been 2019 so far for the
company? What innovations are
you planning to implement in the
company?
So far, the year 2019 has been very
successful for the company as we
have acquired new logos across India,
Australia, and Africa. We are a TechFin
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company providing holistic solutions
for digital lending needs and some of
our new customers are unique as they
are on cutting edge of innovation in
their focussed business applications and
we are quite pleased to see our platform
supporting their broader vision of a
new age digital bank – be it either on
customer experience side or agility to
launch a new products or serviceability
of an existing loan.

with various messaging platforms
such as WhatsApp and WeChat.
Now customers can have their entire
interaction with the bank while on
move and through a medium they are
most comfortable with. We are also
bringing device-specific differentiated
user experience as the next set of
innovation where banks can create a
true omnichannel experience without
spending large money on UX.

One of the innovative features we
brought in our platform is integration
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‘REGULATORY GUIDELINES
MUST FOR SECURING DATA’
The regulations in India are forward-looking and positively stringent and I think, from an
Industry standpoint, it is very important to adopt such guidelines that protect your data
assets from any types of threats. We must welcome any prudent security guidelines in
place, to protect Confidentiality, Integrity & Availability of data , says Jithesh P V, Digital
Banking Head, Federal Bank, in conversation with Elets News Network (ENN).
adoption of AI would help Banks to
address these requirements. AI can be
used for personalized wealth planning,
customer service, fraud prevention and
risk management, collections, predictive
analysis etc. which would help Banks to
reduce operational costs, better customer
experience and to speed-up decision
making. We have a chatbot in our website
since 2015. We are working to create
intelligent-bots that cater various internal
use cases.

JITHESH P V
Digital Banking Head
Federal Bank

Several new technologies such as
Blockchain, Machine Learning
(ML) and Artificial Intelligence
(AI) are trending across the banking
sector. How do you perceive these
implementations?
There is a lot of work happening
in and around blockchain and I am
sure blockchain is probably the one
technology that would be the catalyst
for disruption in BFSI sector. We have
successfully implemented Blockchain
for Foreign Inward Remittances and are
doing POCs for a few other innovative
concepts.
Banks today are working hard to
reduce cost of operations, provide
unparalleled customer experience, and
to have 360-degree view for real-time
decision making. Rapid and intelligent
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We also employ RPA to automate
various internal processes, which
basically involve repetitive tasks. More
than 30 processes have been automated
using RPA. Machine Learning can be
effectively used in Marketing, Customer
Service, Investment Advisory, Credit
Underwriting and many other areas. All
the three technologies are evolving as
far as the use cases in BFSI segment are
concerned.
How stringent are the regulations in
India in terms of cybersecurity? What
are the challenges and strong points?
The regulations in India are forwardlooking and positively stringent and I
think, from an Industry standpoint, it is
very important to adopt such guidelines
that protect your data assets from any
types of threats. We must welcome any
prudent security guidelines in place,
to protect Confidentiality, Integrity &
Availability of data.
Creating awareness among stake holders
about emerging threats, keeping stock of
latest threats and continuously improving
or building controls at multiple nodes,
in a time-bound manner, to tackle such

threats are the challenges we face and
we are continuously improving our
systems and processes to overcome these
challenges.
How challenging it is to offer digital
banking across all branches in India?
If the question is on automation in
branches, all our branches are digital
and under core banking system from
2007 As far as digital is concerned, it
has no boundaries and it is not branch
dependent. A retail customer can
do 90% of his transactions through
our Mobile Banking or Net Banking
sitting at his home or office. We offer
Fed e-Biz, a 360-degree digital omni
channel transaction banking platform for
corporate clients.
We also have FedCorp, Corporate Mobile
Banking product suiting SME clients.
We have always been in the forefront in
bringing the best of latest technology
to our customers and we continuously
upgrade our platforms for meeting the
customer expectations. Our branches
always serve as a channel for promoting
digital theme to our customers.
What technologies have you deployed
for controlling NPA?
Use of data analytics and other advanced
tools in underwriting helps in better
decision making and this is very
important in filtering out accounts that
have the probability of becoming NPA.
We have matured internal rating platforms
which get enhanced on a continuous basis
taking insights from patterns and this
rating is intelligently used in decisioning.
The use of technology helps us in
predicting probability of delinquency
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and helps us to take mitigating steps in
advance.
What innovations have you planned
for the rest of 2019?
We are focusing more on use of
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Blockchain, AI and ML in the days to
come. These technologies can spur
innovations in many areas including
Marketing, Collections, Underwriting,
Cross Sell, Upsell etc. Partnering with
more Fintech Companies is on the
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cards and we have been working to
scale our Open Banking offerings to
attract new FinTech partnerships. 
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TRANSUNION CIBIL LTD
DIGITISING SYSTEMS FOR
FUTURE-READY BANKING
The BFSI sector in India has transformed swiftly in alignment with technology.The
advancement could be possible as there were no constraints with regard to age-old
applications or mainframe-based technologies, says Bhuvanendran Kamak, Chief
Information Officer (CIO) ,TransUnion CIBIL Ltd, in conversation with Harshal Yashwant
Desai of Elets News Network (ENN).

BHUVANENDRAN KAMAK
Chief Information Officer (CIO)
TransUnion CIBIL Ltd

How do you rate the current
technology standards followed in the
Indian BFSI Sector?
Technology adoption in India has evolved
at a very fast pace in comparison to other
international markets. This is primarily
because India has not been constrained
by too many legacy applications
or mainframe-based technologies.
Even Public Sector Bankstoday have
a core banking system with a digital
strategy in place. However, India still
has a long way to go when it comes to
things like high-end technology research
and creation of a conducive ecosystem
for start-ups. Also for data capture,
authenticity and timeliness are also the
challenges yet to be addressed.
How has the technology evolved
within your organisation over the
years? What are the driving forces
for rapid technology transformation
within your organisation?
We are one of India’s largest “Big
Data” companies. At TransUnion
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CIBIL, Technology is definitely at the
core of everything we do. Therefore, we
view technology as a key differentiator.
Given the same, over the years, we’ve
continuously invested in upgrading our
technology to stay “ahead of the curve”.
While originally, technology served
primarily as an enabler to run the business
and was driven by our business strategy,
we’re now reaching a stage where our
technology is actually at the front, driving
new, cutting-edge capabilities, thereby
influencing our strategy in terms of what
more can we can do in future.
Apprise us on the challenges faced by
your organisation?
Challenges faced by TransUnion are
essentially related to the adaption of
new products. It is challenging to meet
the need of our customers as existing
workflows need to be digitised and
policies need to be changed quickly.
Would you throw some light on the
significance of your new system –
CreditVision? How will this system
pave the way for possibilities to
expand the retail credit market?
Credit Vision is truly a next-generation
product which will transform the retail
credit market in India, as it has done
successfully in other countries where it
has been launched.
The concept of Credit Vision is that by
looking at a consumer’s trended credit
scores over a period of time (rather
than a fixed score at a given point of
time) and by combining this with
credit-payments-related information,

we can return significantly add more
valuable insights on the consumer
to banks/financial institutions,
thereby enabling them to distinguish
the riskiness of two consumers who
originally looked the same to them
(since they had the same absolute
credit score). Credit Vision has several
use-cases, but in its first avatar in
India, it will enable banks to acquire
more customers by giving them an
“acquisition lift” over their existing
models.
Which are the most remarkable
Next-Gen initiatives? How big data
is enabling TransUnion CIBIL Ltd to
excel in its operations?
We are a Big Data company, and
we’re driving Next-Gen initiatives
to acquire, process, store, query and
combine the data in unique ways. Our
Big Data initiatives are enabling our
member financial institutions to grow
their business by providing them with
rich insights across the lending value
chain. For instance, we help banks with
their distribution strategy by giving
them unique insights into lending
patterns across products, locations, and
demographics.
Tell us about your future initiatives.
TransUnion CIBIL is currently
investing in its technology across
three large areas, namely – Big Data,
Data Science (algorithms and model
building), and an API framework
for streamlining fulfillment. These
investments will drive the next stage of
our technology evolution in India. 
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TECH-AIDED BANKS FOR
AFFORDABLE BANKING
Technology adoption in banking sector improves efficiency and provides convenient
services to customers at affordable costs, insists Dr A S Ramasastri, Director, Institute for
Development and Research in Banking Technology (IDRBT), in conversation
with Elets News Network (ENN).
in public, private and cooperative banks
to deliver more through digital channels.
In the next three to five years, we are
likely to see an increased adoption of
Mobile Banking, Cloud Computing and
introduction of more products on ATM
kiosks.

DR A S RAMASASTRI
Director
Institute for Development and Research in
Banking Technology (IDRBT)

In the last one year, there has been
a huge shift technologically in the
banking sector as a whole. How do you
perceive it?
Initiation for technology adoption started
in a big way when commercial banks
went for CBS (Core Banking System),
making routine transaction processing
and balancing of bank’s book convenient.
During the recent past, digital wallets
and mobile payments have also become
popular in India.
In fact, in the days ahead, the real push
is expected from initiatives like Digital
India. The ‘Gyan Sangham’ meeting that
Prime Minister Narendra Modi had with
public sector banks, has given focus to
digitising of customer-facing processes
and improving operational efficiencies.
More importantly, the expectations from
new payment banks have added energy
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Technology adoption in banking sector
should be for improving efficiency
and providing convenient services to
customers at affordable costs. At the
same time, without proper awareness
and skill sets, banks and their systems are
prone to become vulnerable and exposed
as there have been increasing trends of
cyber attacks and fraud, which have put
the banks on high alert. Thus, banks also
need to undertake thorough security
assessment of their IT infrastructure and
delivery channels.
How according to you is the
cooperative banking sector in
India accepting the technological
advancement?
India has a large cooperative sector in
the form of Urban Cooperative Banks
(UCBs), State Cooperative Banks
(SCBs), District Central Cooperative
Banks (DCCBs) and Primary
Agricultural Credit Societies (PACS).
Cooperative banks have been doing a
phenomenal service in accomplishing
financial inclusion. Nevertheless, due
to their internal functioning structure,
technology adoption by this section has
been relatively slow. But now even that
is changing.
Realising the need to stay competitive,
cooperative banks are coming forward
to implement ATMs, NEFT/ RTGS
and mobile banking. Medium and
small-sized cooperative banks today

IDRBT WAS
ESTABLISHED
BY THE RBI TO
PROVIDE
GUIDANCE AND
ASSISTANCE
TO BANKS FOR
TECHNOLOGY
ADOPTION. IT
HAS ALWAYS
BEEN
SUPPORTIVE
OF IT NEEDS OF
COOPERATIVE
BANKS
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realise that setting up their own data
centers and building IT teams is
difficult to manage in the long term. So,
they are looking at cloud computing
services, which enable reduced capital
expenditures (CAPEX) investment and
ensure uninterrupted services driven
by Service Level Agreement (SLA)
stipulations. Cooperative banks have
a fair opportunity to forge partnership
with the cloud computing service
providers.
The Reserve Bank of India, as a
regulator, has been guiding UCBs in
their technology upgradation plans.
Similarly, NABARD has been working
for SCBs, DCCBs and also PACS.
How has IDRBT been engaged in the
cooperative banking sector?
IDRBT participated in seminars on
technology for the cooperative banks of
Gujarat, Andhra Pradesh and Telangana
UCB federations. These have created
awareness among the bank officials in
the areas in which they can implement
technology in their respective banks.
In the last nine months, IDRBT has
been engaged in conducting a series
of technology training programmes
exclusively for RRBs and cooperative
banks and these would continue.
We are leveraging proven solutions
working in banks, so that cooperative
banks get these at affordable prices. These
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solutions also have the features of best
practices. The endeavor is to develop
solutions as modules and bundle these,
depending on the size and need of a bank.
The Institute is in the process of setting
up cloud-based solution for the PACS of
a district in the southern part of India and
is also planning to extend the solution to
other PACS as well.
Along with technology, security is a
major concern. What are your views
on that?
It is true that security is a major
concern these days. Customers trust
banks for their hard-earned money,
so it is the banks’ duty to protect the
interests of the smallest customer.
IDRBT places emphasis on the highest
standards of security. As stated earlier,
there has been an increasing trend in
the attacks on banks in the form of
ATM skimming, DDOS, etc. In the
digitally-connected world, attack on
small banks could escalate and create
losses for other banks as well.
It is highly recommended that
cooperative banks planning
technology adoption, either internally
or with the help of service providers,
should give paramount importance
to security. In case any cooperative
bank has to rely on external service
provider, it should do so only with
reputed and trusted service providers.
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What is the vision of IDRBT
for the banks and technologies for
them?
Our vision statement is “To be the
premier and preferred Research
and Development Institution
on Financial Sector Technology
and its Management, Working at
the Intersection of Banking and
Technology for the Indian banking”.
We plan to work more closely with
cooperative sector and understand
their challenges and enable them
to be digitally connected with their
customers.
What will be your message for the
cooperative banks participating
in the ‘Maharashtra Cooperative
Summit 2015’?
Technology adoption can make
cooperative banks more competitive.
Right planning and implementation of
technology will help these banks to be
future-ready. The greatest advantage
these banks have is the grass-root
level contact through which they will
be in a better position for financial
inclusion.
It would be advantageous for them
to choose effective features of best
solutions rather than trying to
implement all high-end functionalities.
They all can come together to find
innovative solutions to address the
highly diversified clientele within the
cooperative sector. 
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PROTECTING SMALL INVESTORS’
INTERESTS FOR 140 YEARS
BSE has been at the forefront of fund raising activities for the industry and
protecting small minority investors for almost 140 years,
Ashish Kumar Chauhan, MD & CEO, Bombay Stock Exchange (BSE),
tells Kartik Sharma of Elets News Network (ENN).
Therefore, it is vital that funds are
arranged for them through angel funding,
venture capitalists, incubation and the
main board. Therefore, we are working
in all these areas. We are trying our best
to ensure that no good project remains
neglected. We have to create an ecosystem
where these projects can flourish. BSE has
been at the forefront as far as fund raising
activities for the industry and protecting
small minority investors are concerned
for almost 140 years. So, this is the perfect
time for BSE to find out what can it do
for the country to nurture entrepreneurs.
These entrepreneurs will create jobs in
every walk of life.
ASHISH KUMAR CHAUHAN
MD & CEO
Bombay Stock Exchange (BSE

BSE assumes a critical role in view of
the Government of India’s stress on
programmes like ‘Make in India’. How
do you see the role of BSE in making
India investor-friendly?
There are various aspects which need
to be taken care of if we wish to make
India investor-friendly and raise its
ranking from 142nd to 5th or so as an
investor-friendly state. It requires a robust
framework for providing transparency
to the investors and a mechanism for the
entrepreneurs to raise funds.
India needs to create around 1.5 crore
jobs annually for the coming 20 years,
taking the number of new jobs to 30
crore. This can happen only if more and
more new entrepreneurs come forward.
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Out of $600 billion dollars of the
country’s savings, almost 30 percent is
saved. Out of this, hardly 10 percent is
given to financial instruments like banks,
mutual fund companies, micro finance
etc. We need to educate people so that
they go for formal finance and get better
returns for themselves.
We need to generate confidence among
foreign investors to come and invest in
India and protect minority investments.
These measures are of utmost importance
to the Government of India and the
regulatory bodies. We need to instill
confidence in them, so that they can park
their money here. In the last 20 years,
India has received only $225 billion
investment and bought gold worth $200
billion in the last four years.
We are expanding our gold holdings
which are serving no purpose at
all. The foreign investors have
made small investments in India.
Therefore, BSE assumes a primary role in

raising those funds for the private sector
and for the public sector, as also for the
government.
According to many experts, lots
of base activities are yet to be
completed. So, when do you see the
real action taking place?
In recent past, the government has
taken various measures, which include
the PM’s Jan-Dhan Yojna, Ordinance
in Land Reforms, Ordinance in Labour
Laws, Clean Ganga Project, Swachh
Bharat Abhiyan, Beti Bachao etc. Our
society has some critical issues which
need to be solved. Unless this happens,
the commercial policies will not be fully
effective.
There were some loopholes in the
system in the past. There were many
policies which got the government nod,
but no action followed. With the new
government coming to power, a holistic
approach for reforms has been adopted.
There is a proper business framework
in place now and the government has
announced ordinances on the subjects of
Insurance, Land Reforms etc.
The challenges of the Indian society, such
as contradictory archaic laws, red-tapism,
etc., pose hindrances. The responsibility
of reforms also lies with individuals or
corporations, along with the government.
The concept of savings in India is at
times restricted to household savings,
or investments in gold, etc. How
important is it to bring them in the
banking fold?
Including unbanked under the purview
of bank has many advantages in
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modern-day economies. The western
economies did it early enough.
Technology must be adopted in the way
money is handled, transactions, etc., are
made. The Jan-Dhan Yojna will allow
subsidies to be transferred directly into
the bank accounts of beneficiaries.
It will help in smooth movement of
people across the country and nullify
the role of intermediaries. It is a
phenomenal concept. In my opinion,
if we are able to bring 11.5 crore
households in the banking mainstream,
that itself will increase the GDP of
India by one or two percent points
within five years. This will happen as
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a result of bringing the hidden wealth
into the mainstream and channelising
the subsidies into a framework which is
more targeted. This will create a huge
demand at the bottom of the pyramid
which will create growth in consumer
goods, need for infrastructure, housing
etc. It can be a way to empower people.
What are the latest initiatives of BSE
in terms of creating jobs, capital
formation in India or creating formal
finance?
every year across the country and
reaches out to 3.5 lakh people directly.
We use the print medium to expand our
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reach of people, educating them about
Dos and Don’ts of investments. BSE
also has a training institute through
which it awards certificates. We have
also set up an SME segment, in which
we have 83 companies listed. This is
our effort to bring small and medium
entrepreneurs to the mainstream. We
are also expanding our range of work
from just stock exchange to derivatives,
equity derivatives and currency
derivatives. According to us, the SME
market creates the highest number of
jobs for every crore rupees invested. 
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‘TECHNOLOGY CAN COMBAT
NPAS MENACE IN BANKING’
Tech-innovations are capable of bringing about a revolutionary shift in Non-Performing
Assets’ management in our country. Our NPA tracker, at Syndicate Bank, has been put in
place field functionaries for monitoring the follow-up of NPA accounts says
Mrutyunjay Mahapatra, Managing Director and Chief Executive Officer, Syndicate Bank,
in conversation with Elets News Network (ENN).
transformation, bring innovation to
reality, connecting with the people at
grassroots, managing shareholders,
customers and regulatory expectations
synergistically have been the major
excitements in the last six months that I
have been with the Syndicate Bank.

MRUTYUNJAY MAHAPATRA
Managing Director and
Chief Executive Officer
Syndicate Bank

You have been a part of India’s largest
lender. How challenging or exciting
is it for you to be associated with
Syndicate Bank now?
It is both challenging and exciting. My
experience with the State Bank of India
(SBI) for over three decades provided me
with the foundational inputs for facing
any challenge and make it exciting as a
personal and professional new venture.
As the head of Syndicate Bank, one of
the really venerated names in the Indian
banking industry, there is a lot that I can
do.
In SBI, I led and ran various business
and functional verticals from credit to
International banking to digital. Here,
I am responsible for everything. The
ability to conceptualise and implement
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What major changes did the bank
witness in terms of retail quality post
your appointment?
In Retail, the quality shifts are in
revamping products, processes and
building partnerships. In products, we are
targeting loans that are capital lite and low
risk weightage. We have strengthened our
presence in the Housing Loan segment
with the formation of a dedicated
Housing Loan vertical and special focus
on targeting affordable housing and tying
up with builders for project approvals and
appointing home loan counselors. We
have reviewed and tweaked all retail loans
to reduce Turn Around Time (TAT)
at branches and Retail & MSME Loan
Centers (RMLCs).
We are also mapping key customer
journeys to ensure end-to-end digitisation
in retail products. Our `Feet on street’ –
Sales Saathi App is also being leveraged
for driving sales apart from ramping up
of our sales team at regional offices. We
are working on partnerships for cooriginations and adopting best practices,
we are training employees in modern and
millennial oriented customer service and
bringing digital and user experience in all
customer-facing channels, be it digital or
brick and mortar.
Kindly apprise us about the new
deployments in terms of technologies.

Utilities like Loan Origination System
(LOS) – Loan Application Processing
System, Non-Performing Assets (NPA)
Tracker, Early Warning Signals (EWS)
have been significantly enhanced and
revamped. Bank’s website, Internet
Banking and Mobile Banking have
already been decluttered. For older
application versions of modules like
internet banking and mobile banking,
new and market-leading products from
reputed organisations like Oracle and C
Edge Technologies have been contracted.
Our Core Banking System (CBS) is also
undergoing a major version upgrade.
The process has been started to enhance
and upgrade our Data Warehouse
Project into a market leading Data Mart
and Data Lake capability to serve our
business aspiration of being a data and
analytics-driven bank. We have also
recently launched `Live Chat’ through
which our customers can chat with our
Contact Centre Executives 24X7 for their
queries. We are significantly enhancing
our data capabilities. Many of the new
initiatives are taken by our employees
under an ‘Internal build’ programme’ or
under Fintechcollaborations, under which
we are working with about six fintechs
who are doing major work for us. Internal
hackathons, innovations, working with
new technologies like cloud and Bot and
AI are coming in a big way.
How significant are the deployed tech
innovations in controlling NPAs?
It is a known fact that technology and
data analytics need to be leveraged to
identify red flags and early warning
signals. Tech innovations are capable of
bringing about a revolutionary shift in
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NPA management in our country. Our
NPA tracker has been put in place for
field functionaries for monitoring the
follow-up of NPA accounts. Our online
One Time Settlement (OTS) portal
ensures both transparency and speed.
We are deploying a world-class solution
for Early Warning signal. Our Sales
solution has been integrated with NPA
tracker to provide synergy between
sales and recovery staff.
What are your plans in terms of
capital conservation? What would
be the major areas of concern for the
rest of 2019?
ICapital efficiency is one of our
key focuses. Hence, the need to
both deploy and conserve capital
judiciously has been implemented
with corporate credit to A and above
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entities moving up significantly by
nearly 8 percent in the last three
quarters and we propose to continue
the risk mitigated growth approach.
For conservation of capital, we are also
planning our credit growth in such
a way that advances that carry low
capital requirements like-Home loans,
retail credit, advances guaranteed by
Central /State Governments, advances
with financial collaterals and advances
to top rated borrowers grow.
We are also concentrating on NPA
reduction of high value advances.
On deployment front, our focus is
on SLR investments and investments
with low Modified Duration to reduce
the specific and general risk capital
requirement of the bank, so that we
require minimum regulatory capital
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on MTM losses. The major areas
of concern, for rest of 2019, will be
increasing and sustaining the bottom
line to compensate the loss of last
two years for return on equity for
shareholders, and provide actionable
guidance and execute on it.
Our immediate goal therefore is
substantial growth in business levels.
The next point of concern is keeping
NPA levels manageable as we grow,
without repeating the mistakes of the
past. The emphasis would be to bring
down NPA percentage as a parameter
in every business unit. We shall also
be concentrating on increasing our
MSME where our performance has
been less than satisfactory. 
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PROVIDING RIGHT INSURANCE
SOLUTIONS DIGITALLY
Digitisation is the future of transactions. With digitisation, customers have various other
modes to make payments like – online transfers, websites, mobile apps, PoS, payzapp,
e-wallets / mobile wallets as well as Aadhaar Enabled Payment System (AEPS) and
Unstructured Supplementary Service Data (USSD) says Ritesh Kumar, Managing
Director and Chief Executive Officer, HDFC ERGO General Insurance Company,in
conversation with Elets News Network (ENN).
Insurance covers a wide range of
corporate risk including white-collar
crimes, litigation, employment disputes
and extortion attempts and more. Under
Rural Insurance, we offer Crop, Health
and Cattle Insurance, thereby touching
the rural sector of India. Our focus is to
provide the “Right Insurance Solutions”
for all. It is our constant endeavour to
improvise and cater to every need of the
modern-day customer with superior
customer support service. This helps us
give our customers a seamless and hasslefree experience.

RITESH KUMAR
Managing Director and Chief Executive Officer
HDFC ERGO General Insurance Company

Tell us about your products and
services in India.
HDFC ERGO General Insurance
Company, the third-largest non-life
Insurance Company in India, is a joint
venture between HDFC Ltd., the
country’s premier Housing Finance
Institution and ERGO International AG,
the primary insurance entity of Munich
Re Group.
We offer a complete range of general
insurance products ranging from
Motor, Health, Travel, Home and
Personal Accident in the retail space
and customised products like Property,
Marine and Liability Insurance in the
corporate space. Our Commercial
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HDFC ERGO recently launched its
mobile insurance portfolio organiser
app on Apple Watch, can you apprise
us about the product and its usage?
We have recently launched our “Insurance
Portfolio Organiser” (IPO) app on
the iWatch. IPO app on iWatch allows
policyholders of HDFC ERGO to get
a host of quick, hassle-free and easy-toaccess services for Motor and non-Motor
insurance policies at their fingertips. The
app allows policyholders to access their
policy related information like Policy
Details, Heath Card, Register Motor and
Health Claims. Policyholders can also
easily locate nearby Branches, nearby
hospitals/garages.
The Geolocate feature on the app
instantly navigates users to the nearest
HDFC ERGO Branch and the nearby
network of cashless hospitals and garages.
In emergency, the user can locate the
nearby network cashless hospitals in
three swipes on the iWatch. The user
can further change the distance range
to search the nearest cashless hospitals

on the iWatch. Once the user selects
the required cashless hospital, the exact
location of the hospital will appear on
the iWatch screen and the user can start
the navigation without the loss of any
time. The same facility is available for the
Motor Insurance policyholder, to locate
the nearest network cashless garages in
the event of a motor related mishap.
Customers can also conveniently Track
Claim Status, request for the Policy
Document on email and also request
for the Health Card through the app
on the iWatch. With just one click the
required document will be mailed to the
corresponding logged-in App ID. A click
on “Call for Assistance” leads the call to
HDFC ERGO’s official toll-free number,
thus making navigation of the IPO app
on the iWatch extremely easy and friendly
for users.
India is getting digitised with Prime
Minister Narendra Modi’s digital India
dream, how is HDFC ERGO assisting
India in adapting digitisation?
As we were planning our proposed
tDigitisation is the future of transactions
and more and more financial transactions
are now becoming digital with the
increasing penetration of Internet and
growing adoption of mobile internet
devices. With digitisation customers
also have various other modes to make
payments like – online transfers, websites,
mobile apps, PoS, payzapp, e-wallets
/ mobile wallets as well as AEPS and
USSD.
Online purchases represent a small
component of insurance related activity
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in India. But the overall influence of
Internet on purchase of insurance
products in India is growing steadily.
Therefore, through our website we
offer various payment options for our
customers to buy insurance online like
– Net banking, Credit Card / Debit
Card, e-Wallets and mobile apps. This
ensures that an essential service like
General Insurance is made available to
all easily.
Instances like demonetisation and
banking data breach have opened new
vistas for digital payments and Data
centres, kindly share the innovations
initiated by insurance sector in this
regard.
The central government’s recent drive
to demonetise the high-value currency
notes have given a great impetus to our
population to go cashless and increased
the adoption of online interactions.
Transactions over the internet are
playing a key role in how most
organisations conduct business and
reach out to their customers. Increasing
penetration of Internet and growing
acceptance of mobile internet devices
like smartphones and tablets, online
financial transactions in India have
grown at rapid speed in the last couple
of years.

In today’s era all insurers offer the
option of online payment of premiums.
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Apart from this, customers can also
pay through an ECS or with the use
of Credit / Debit cards wherein the
customer can also avail of the EMI
service. Moreover, the adoption of
e-Wallets and payment via mobile
apps is a trend that has been welcomed
with open arms by the insurers as well.
These trends are expected to have a farreaching impact on the way insurance
products are purchased and serviced in
the country.
Our focus is to provide the “Right
Insurance Solutions” for all. It is our
constant endeavour to improvise and
cater to every need of the modern
day customer with superior customer
support service.
HDFC ERGO General Insurance
recently entered the nascent trade
credit insurance segment, offering
cover to corporates against possible
defaults by their clients, how would
you distinguish your services
competitors of the same domain?
HDFC ERGO Trade Credit Insurance
Policy safeguards suppliers against the
risks of non-payment for the goods or
services delivered to the buyers. Under
this, the insurer covers a portfolio of
buyers and pays an agreed percentage
of the invoice or receivables that
remain unpaid as a result of insolvency,
bankruptcy or protracted default.
The Banking and Finance Post
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Our Trade Credit Insurance provides
a safety net for supplier to do business
with peace of mind. It acts as a risk
mitigation tool, playing a pivotal role
in the trading cycle of a company
by protecting its profit, cash flows,
sales growth, the balance sheet and a
company’s customer base. This policy
covers the business of the insured
against the commercial risks of their
buyer’s default. Under the policy, we
cover a portfolio of buyers and pay
an agreed percentage of an invoice or
receivable that remains unpaid. The
causes of loss covered under this policy
are:
Insolvency: The insured business
entity can protect its business against
the risk of non-payment if a buyer
becomes insolvent.
Protracted Default: When buyer fails
to pay the receivable within a predefined period calculated from the due
date of payment of the receivable.
With this policy, we are playing a
proactive role in helping customers
trade more securely and helping
businesses taking prudent risk
management decisions about who to
trade with. 
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FI WAY TO BANKING,
INSURANCE SYNERGY
PMJDY holds great promise for the insurance industry, as the sector has faced
challenges in reaching out to micro markets in a cost-effective manner, says
Bhargav Dasgupta, MD & CEO, ICICI Lombard General Insurance Co Ltd, in
conversation with Elets News Network (ENN).
penetration level.
Our focus has been to serve our
customers in a sustainable and stable way,
as well as making our business models
viable. By putting in efforts in analytics
for risk selection and by using technology,
we are always trying to make the business
viable. We believe in technology and
we are by far ahead of others in terms
of online insurance sector. We are also
focusing on using the mobile space.

BHARGAV DASGUPTA
MD & CEO
ICICI Lombard General Insurance Co Ltd

Give us an overview of the insurance
industry in India and ICICI
Lombard’s position.
It has been 15 years since the insurance
industry opened up. It is more than
`80,000 crore industry and showed
healthy growth over the years. Only in
the last year, growth saw a little slow pace.
I think opportunity is huge. In terms of
penetration and global scenario, in India,
it is still less compared to other developed
and BRIC countries.
This kind of opportunity keeps us
excited always as the market is still under
penetrated. The economic progress
increases per capita income and that
always results in higher penetration into
the insurance sector. Global studies
have showed it. That is why we are
very optimistic about the growth in the
64
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How much of innovations are taking
place in backend to create products
in terms of crop insurance, health
insurance,etc?
In the last five years or so, maximum
number of innovations have taken place
in this area in reference to the insurance
sector. Let me give you an example of
crop insurance. The traditional crop
insurance, that was prevalent, basically
was more about claim reimbursement
product. But it was a time consuming
process. sICICI Lombard brought in
parameterized weather insurance. This
was one of our innovations. It started
ten years back, but gained steam in last
five years. It is based on correlation and
we analyze the pattern of rainfall in a
particular area. So if the rainfall is less than
20 percent, one automatically gets 50
percent of the claim. It has made the cash
flow much faster. It is a big innovation in
respect to crop insurance.
In the field of health insurance, I must
say that the Rashtriya Swasthya Bima
Yojana(RSBY) initiative was a remarkable
innovation which has been globally
recognized as a brilliant social insurance
scheme. It is an innovative way of looking
at health insurance.

IT WAS
ANNOUNCED
THAT THE
CUSTOMERS
WILL BE GIVEN
INSURANCE
WHEN
THEY OPEN
NEW BANK
ACCOUNTS
UNDER PMJDY
PROGRAM.
IT HAS MADE
THE ACCOUNT
OPENING
PROSPECT
MORE
ATTRACTIVE
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Vision followed by action. This
seems to be the mantra for the new
government. “Pradhan Mantri Jan
Dhan Yojana (PMJDY)” has helped
the new government to open record
numbers of bank accounts in short
span of time. Where do you see
the entire program going forward
and how insurance sector can play
the role of an effective partner in
Government of India’s new vision for
financial inclusion?
It is an amazing development in terms
of penetration that has been done
by PMJDY. This is a very important
first step for effective financial
inclusion and getting more people
to be included in the commercial
banking eco system as one cannot do
anything without the banking element
in it. That is the foundation for any
kind of financial services. I think that
the initial efforts will focus more on
remittances, DBT and getting these
accounts transactional.
There is huge scope for the insurance
sector thereafter. In past, we have faced
challenges in terms of distribution (as
in reaching out to the micro markets)
in a cost effective manner particularly
in rural markets and in terms of
payments. There are lots of challenges
when we deal with cash mode of
payments. If we can make a system of
payment through banking eco system,
it will make all of our tasks easier. So
together all of these make a strong
foundation for insurance sector.
It was announced that the customers
will be given insurance when they
open new bank accounts under
PMJDY program. It has made the
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account opening prospect more
attractive. But I am seeing the larger
opportunities thereafter. With the
banks opening these kinds of accounts,
it will bring opportunity for us also to
work with them closely.
I must admit that in the last few
years, the government has really
made a healthy progress in terms
of social insurance. People who are
staying below the poverty line, the
biggest day-to-day worry for them is
livelihood and post livelihood span.
People first think about some sort of
micro savings, thereafter, they take a
step with regard to insurance.Studies
show that micro insurances are very
important element for the long term
economic stability for the poor section
of the society.
Social insurance plays an important
role in this scenario, where usually
the government steps in with some
amount of premium subsidy and the
balance is paid by the individual and
the insurance companies can then go
and distribute their products.
So I am looking at that entire roadmap
and that is why I am saying that
PMJDY is a positive first step.
Do you think that it is viable for your
organization to partner with banks
rather than following a standalone
distribution model?
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We always focus on doing
things in partnership. The
entire crops insurance sector,
where ICICI Lombard plays a big
role, most of the distribution is done
through cooperative banks and that
is the biggest channel of distribution.
Otherwise the cost of distribution
will increase. New models of
distributions are also evolving.
Insurance Regulatory and
Development Authority of India
(IRDA) has allowed Common
Services Centers (CSCs) to
distribute simple insurance policies.
It is still early days and we have
to see how it scales up. On the
other hand, cash management and
payment mechanism system is
getting Philip as it is being done
through banking eco system. I
think that the payment part in the
insurance sector is moving towards
more on cashless transactions mode
and even on the claim side, some
of the social insurance policies are
largely cashless.
What is your expectation from the
State government to help increase
the penetration index in terms of
crop insurance, health insurance
and other forms of insurances?
I think that the government should
continue to focus on the entire
economic growth of the state.
Insurance follows economic growth.
On the other hand, insurance on
catastrophe and insurance for those
sections of the society, who focuses
more on livelihood first, should be
emphasised too. 
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INDIAN BANKS
ASSOCIATION –LEADING BANKING
TO TECHNOLOGY INNOVATIONS
The banking industry in India has witnessed major transformation due to technological
advancements. Indian banks can proudly claim that they are the fore-front in usage
of technology in banking services, much ahead of most banks in developed countries
and the level of innovation will grow even higher in future, says
K. Ramachandran, Senior Advisor (Banking Technology), Indian Banks Association, in
conversation with Harshal Yaswant Desai of Elets News Network (ENN).
Aadhaar based payments etc.
The Reserve Bank of India (RBI) ushered
in RTGS (Real Time Gross Settlement)
and NEFT (National Electronic Funds
Transfer) and Cheque Truncation System
(CTS ) to speed up the payment systems.
The National Financial Switch (NFS) of
National Payments Corporation of India
(NPCI) connected all the ATMs and
enabled inter-operability of ATM services
across banks. Then, NPCI introduced
Immediate Payment Service (IMPS), a
real time payment system, best of its kind
in the world, which could move funds
from one bank account to another in real
time.
K. RAMACHANDRA
Senior Advisor (Banking Technology)
Indian Banks Associatio

How do you rate the current
technology standards followed by
Indian banks? Are we at par with
international standards?
Banks in India, in the last decade,
adopted the latest technologies and
implemented core-banking solutions to
serve the customers at the bank premises,
converting a branch customer to a bank
customer across all branches, enabling
anywhere banking. Based on the strong
Core Banking System (CBS) platform
they built interfaces to alternate channels
like ATMs, Internet Banking, Mobile
banking, Mobile wallets, Physical POS
terminals, Digital PoS, Micro ATMs,
66
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Indian banks can proudly claim that they
are at the forefront in usage of technology
in banking services, much ahead of most
banks in developed countries. They will
continue to adopt new technologies
to provide more banking services and
delight the customers in the years to
come.
Is demonetisation, to some extent,
responsible for increasing digital
initiatives?
The demonetisation announced by the
Central Government on November 8,
2016 has given a boost to the adoption
of digital banking and payments. Last
six months have seen the growth of
innovative products in digital applications
like Unified Payment Interface (UPI),
BHIM, BHARAT QR and BHIM
Aadhaar. These applications are handling
millions of transactions every day.

How does IBA help banks in staying
ahead in terms of technology
adoption?
The Indian Bank Association (IBA) has
been helping the banks in keeping abreast
of latest technologies through workshops,
seminars and meetings with support from
IT vendors. It assists in banks to arrive
at common standards for hardware and
software, where applicable, keeping the
interests of banking industry and all other
stake holders.
BHARAT QR is the first collaborative
exercise in the world bringing together
the four major card network operators
American Express, Master, Rupay , VISA
and all the Indian banks , which involved
setting up a Uniform Payment Interface
(UPI), standard QR code for the
scanned payments Application (digital
POS), improving the convenience of the
merchants and customers.
What role is Aadhaar playing in the
banking sector? Kindly elaborate.
The introduction of Aadhaar card and
Aadhaar authentication through UIDAI
has been a game changer in the Indian
banking Technology in the last one year.
The E-KYC has made it easy for the
customer and banks to open accounts,
meeting the KYC requirements. The
Aadhaar authentication has brought
in a new payment system – AEPS and
subsequently the BHIM Aadhaar – a
digital POS system, which only requires
a smart phone with a biometric device
for the merchant and does not require
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even a phone from the customer. This
increases the reach of digital payments
to the masses.
While Aadhaar has enabled the Direct
Benefit Tranfer system helping the
government to save thousands of crores
by plugging loopholes and eliminate
subsidies in welfare schemes, the new
notification under PMLA requiring
all accounts to be linked with Aadhaar
will further strengthen GOI in its drive
against black money. The increased use
of Aadhaar authentication will help the
banks in improving operational risk
management in the opening of accounts
and transaction payments.
Tell us about your initiative named
Digi-locker?
The projects like Digi-locker will help
banks in verification of documents
and assets. For example Date of birth,
educational qualifications, driving
license, Motor Vehicle ownership etc.
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can be verified from the source/issuers.
The digitisation of land and other
property records will improve the credit
risk management.
Banks will use more of Analytics –
descriptive, predictive, prescriptive,
cognitive analytics and Big-Data
for fraud monitoring, cross-selling,
up-selling, credit scoring, focused
marketing, customer surveys, feedback
through social media etc.
What are your views on issues
like Artificial Intelligence and
blockchain?
Artificial Intelligence will be used for
optimising software development,
chatbots to respond to customer
queries, pattern recognition for
generating alerts, early warning signals
for asset slippage, investment advisory
and so on. Some banks have already
introduced walking Robots at branches
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to receive and answer FAQs from
customers. Block chain is another area
banks are looking forward to. But the
implementation of real projects seems
to be delayed. Cyber Security is one
challenge banks have to face on an
ongoing basis.
Will online banking obsolete
physical banks in future?blockchain?
Physical bank branches will not
disappear. Digital banking will work
along with physical branches, as
customers still perceive and trust the
humans more than machines, for all
counselling and advisory work in areas
like housing loans, corporate loans,
investments, foreign trade and forex
transactions.
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MANAPPURAM FINANCE LTD
CATERING TO DEMANDS AT
FOREFRONT OF TECHNOLOGY
Manappuram Finance Ltd has long been at the forefront of technology in gold loans
and it continues to invest in technology. The first corporate entity to get into gold
loans, Manappuram is now expanding its profile catering to the diversified demands
of its customers, says V.P. Nandakumar, Managing Director and Chief Executive
Officer, Manappuram Finance Ltd, in conversation with of Elets News Network (ENN).
recent example of our tech focus is our
“Online Gold Loans” (OGL) which we
launched in September 2015. A customer
who has completed the initial formalities
can now avail a gold loan 24X7, from
anywhere in the world, even if he is
sitting at home. The loan proceeds are
instantaneously transferred to his bank
account.

V.P. NANDAKUMA
MD & CEO
Manappuram Finance Ltd

Tell us about Manappuram Finance
Ltd and its services in India.
Manappuram Finance Ltd is
a Non-Banking Financial Company
(NBFC) incorporated in 1992 and
predominantly engaged in gold loans
the business of lending against used
household gold jewellery.
We were the first corporate entity to get
into gold loans. Prior to our entry, this
used to be the preserve of moneylenders
and pawnbrokers operating in lanes and
bylanes. As the first corporate to get into
this business, we introduced scientific
management practices to this hidebound
business and pioneered the use of
technology in gold loans. The most
68
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After nearly two decades of exclusive
focus on gold loans, we have now
diversified into promising new areas
like microfinance, home finance, vehicle
loans, SME lending, insurance broking
etc. The entry into microfinance followed
our acquisition (and turnaround) of the
Chennai-based Asirvad Microfinance Pvt.
Ltd. in 2015. Over the next few years, we
hope to become a multi-product NBFC
with a range of products from housing
loans, vehicle finance, microfinance, SME
loans etc. besides our core offering of gold
loans.
Today, new businesses contribute about
18 to 19 percent of our total business.
Over the next two to three years, that
share is likely to go up to about 25
percent, in line with our vision to become
a multi-product NBFC.
Technology interface is transforming
banking, what measures have you
taken to remain updated in this
context?
Manappuram has long been at the
forefront of technology in gold loans
and we continue to invest in technology.
We are preparing for future challenges

with innovative products with a focus
on technological development. Given
the rapid growth in online platforms,
there’s no doubt that conventional ways of
doing business through brick and mortar
branches will become less important
in future and we are prepared for that
eventuality.
In May this year, we launched a cobranded prepaid money card. The card
can be pre-loaded up to a maximum
amount of Rs 50,000 and then used to
withdraw money from all ATMs . We are
planning to issue the prepaid card to our
customer base and link their existing gold
loan accounts to the card.
Along with the prepaid card, we have
also launched our branded eWallet
under the name “MaKash” which we
hope to scale up in the coming months.
We expect that the prepaid card and the
eWallet will eventually help in making our
Online Gold Loans a more compelling
proposition for our customers. We are
also working on an SGL, or SMS-based
gold loan product, for customers who find
it difficult to access the Internet . And, we
are continuing with our long term work
to develop a high tech IoT (internet of
things) based network enabled keyless
gold storage technologies that will
significantly address the security aspect at
the branch.
To sum up, we recognise that technology
will be a key differentiator in this business
and we are determined to lead the way.
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India is progressing, so does its
choices of investments, how do you
maintain consumers’ interest in gold
investment?
Regarding gold as an investment option,
it is true that there has been a substantial
correction in price from the peak levels
of 2011 and 2012. However, beginning
from January 2016, gold prices have
regained ground and generally held
steady in the range of $ 1,200 to $ 1,300.
Investment in gold and jewellery for the
long-term is a safe option because the
supply of physical gold continues to be
meagre in relation to the demand.
Therefore, while the price may fluctuate,
there is protection on the downside.
Recently, Gold bonds have emerged as
a useful alternative to those who buy
gold purely for investment purpose
who now get to earn some interest on
their investments though it may not
interest those who buy gold jewellery for
consumption.
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Digital payments is the new trend,
how are you encouraging it?
Post-demonetisation, we have entered
an era where the role of cash is being
systematically downgraded. We
recognise that the future is increasingly
cashless or “less cash” , and therefore,
we have to think of ways to ease the
transition for our customers by offering
them a choice of convenient alternatives
to cash. Even before the demonetisation
announcement, a significant proportion
of our total disbursements was made
through NEFT payment or by cheque.
We had set up alternative repayment
channels like online repayments using
net banking, debit cards and e-wallets
and we have been encouraging our
customers to make use of these
channels.
We have tie-ups with PAYTM, MPESA,
M-RUPEE, ITZCASH and other newage mobile wallet services to enhance
our brand positioning, collection, lead
generation, and customer experience.
We have also incorporated automatic
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several 24×7 online payment options
like IMPS, NEFT and RTGS gold
loan payment system and we have
done away with the need for manual
intervention.
In October 2015, we had launched
our online gold loan (OGL) product,
which is totally cashless at our end. A
customer has to come to our branch
only once to deposit his gold and
execute necessary documents. After
that, he can avail a loan up to his
eligibility anytime, from anywhere
in the world using a smart phone,
computer, or other internet- enabled
devices. The loan proceeds are
instantaneously transferred to his bank
account. Even after repayment, the
gold will continue to remain with the
Manappuram branch for future loans to
be availed online.
And we are now working on an SGL,
or SMS-based gold loan product, for
customers who find it difficult to access
the internet. 
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BSE: COMBATING DATA THREATS
WITH BIG DATA ANALYTICS
At BSE, we have set up a pragmatic Data Governance Policy in place. We have implemented
Big Data Analytics for managing high volume data. The journey of Big Data at BSE has been
continuously evolving with implementation of new technologies together with security
and data access management, says Kersi Tavadia, Chief Information Officer, BSE Ltd, in
conversation with Elets News Network (ENN).
industry. BSE has set these examples in
multiple forays, such as Implementation
of 24 X 7 Cybersecurity Operations
Centre, Big Data implementation, Use
of Artificial Intelligence and Machine
Learning in its Surveillance function and
many more.
How are you improving your hold on
insights and data governance? What
technology have you implemented for
this?
At BSE, we have set up a pragmatic Data
governance policy in place. The key
essence of Data governance at BSE are;
KERSI TAVADIA
CIO
BSE Ltd

How significant is the role of a
Chief Information Officer (CIO)
in comparison to other C-Suite
contenders in a financial entity?
In the financial industry, CIO has to
play a dual role in understanding its core
business and driving the business with the
help of IT strategies and IT technologies.
In fact, CIO is the only person who has
the crucial business knowledge and
Information Technology insights and this
unique knowledge and experience make
a key differential as compared to other
C-suite contenders.
To aptly put in a simple word, CIO
is a business first and technology
enabler leader. It is a CIO who converts
technology solutions and strategies into
business opportunities in the financial
70
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1. Identifying Data
2. Mapping Business owners to Data
3. Identifying criticality of data with
segregation tagged
4. Setting different parameters for data
management and its use
5. Continuously improving data quality
BSE has implemented Big Data for
managing data. The journey of Big Data at
BSE has been continuously evolving with
the implementation of new technologies
together with security and data access
management.
What role is Cloudera Enterprise
playing in driving your data-oriented
decisions in real-time?
BSE in its BigData implementation has
used Cloudera solution for analysis and
security purposes.
The major use of Cloudera has been
made in areas such as:
1. BSE implemented near realtime
prediction of rumours using Cloudera
platform by applying Artificial
Intelligence and Machine learning

techniques. The above solution eliminates
the manual process of keeping a watch on
social media sites like Twitter, Facebook
and on news websites related to BSE
listed companies on possible rumours.
The dashboard enables BSE surveillance
team to view the abrupt price movement
of BSE listed companies due to the
possible rumour published in various
social media.
BSE is now in a position to:
1. Provide advanced statistics and
machine learning based content
identification model
2. Interface with BSE’s dashboard and
raise alerts on content
3. Take necessary action to confirm
the rumours by interacting with the
respective company on BSE listed
companies
4. The real-time dashboard helps our
business team insights into trading
activities and trends. BSE trading
platform generates 20K transactions per
second which we captured using Open
source technology STREAMSETS and
then push the data downstream into
KAFKA messaging technology and
the ingested data getting enriched with
SPARK. Finally, this high volume data
getting stored in high-performance
storage engine KUDU. We use open
source IMPALA query engine and build
our dashboard using tableau.
5. Monitor High Algo Order to Trade
Ratio. For the huge volume of orders
generated by Algo trading, BSE
Surveillance team proactively monitor
each and every member trade to order
ratio and alerts each participating
members in case of breach of set
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ratio. Using Cloudera platform and
applying decision tree mechanism BSE
generates alerts dashboard in real time.
.
BSE, Asia’s oldest and the fastest
stock exchange in the world,
generates a large volume of 400
GB of data every day. How do you
strengthen your security posture
keeping this volume in mind?
Goals for data management systems,
such as confidentiality, integrity, and
availability, require that the system
be secured across several dimensions.
These can be characterised in terms
of both general operational goals and
technical concepts, as below:
a. Authentication
Implemented KERBEROS
Authentication Model
b. Authorisation
SENTRY Authorisation for user access
control
c. Encryption
Data Encryption (Data at Rest) by
creating an encryption zone.
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d. Auditing
Comprehensive auditing using
Cloudera Navigator
What new innovations have you
planned for 2019? Technology is now
touching every aspect of our life, be it
social or business. The blend of this
use is guiding technology to evolve.
With regards to Financial Industry,
in the year 2019, the major drivers of
technologies are:
1. Real-time analysis The system/
technology that will facilitate
information on demand with near
real-time basis is going to be a massive
enabler for business opportunities and
survival.BSE is planning to implement
an open source technology that will
provide access to this information
from different systems/ application
viz. Central Log management and
Analysis.
2. Artificial Intelligence (AI) and
Machine Learning (ML) We will
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continue to extend our use of AI and
ML in the application of different
business processes, optimisation and
automation to gain a competitive
advantage.
3. Strengthening Cybersecurity
infrastructure Bombay Stock Exchange
plans to leverage its experience for
better use of society and financial
industry in specific. On this front, BSE
has already entered into Memorandum
of Understanding (MoU) with
different service providers and it
is in advanced stage of setting up
Cybersecurity infrastructure for their
members as a service.
4. Launch of new products BSE plans
to strengthen its current position as
well as venture in new opportunities
by introducing innovative products in
Commodity segment, Mutual Funds,
Insurance, etc. This will entail more
investment opportunities to investors
at large. 
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PIRAMAL GROUP GAINING
COMPETITIVE EDGE WITH
EXCELLENCE IN INNOVATION
The Piramal Group has adopted a customised and built to suit technology platform.
It has helped the brand in achieving enhanced operational efficiency by eliminating
data duplication, reducing paperwork, facilitating a seamless data flow for effective
monitoring and control, and in implementing a robust compliance environment,
says Khushru Jijina, Managing Director, Piramal Finance and Piramal Housing Finance,
in conversation with Elets News Network (ENN).
also achieved an equally impressive 118
per cent growth when compared against
the previous FY. The group recently
completed the process of merging
Piramal Finance and Piramal Capital with
Piramal Housing Finance with the intent
of streamlining the financial services
business-another step in the direction
of potentially unlocking the value that
resides in each business vertical.

KHUSHRU JIJINA
MD
Piramal Finance and Piramal Housing Finance

Piramal Group underwent a major
organisational change recently when
it streamlined its financial services.
What led to this change?
Growth in financial services was primarily
driven by increase in size of loan book,
which grew by 69 per cent during last
year to Rs 42,168 crore as against Rs
24,975 crore in Financial Year 2017.
Construction Finance now accounts for
60 per cent of the company’s real estate
loan book. Our Real Estate loan book
has grown rapidly and achieved a five
year Compound Annual Growth Rate
(CAGR) or a growth of 88 per cent.
Our Corporate Finance loan book has
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Post the merger, Piramal Housing
Finance can now operate as a single entity
that spans the entire capital stack from
construction finance to housing loans.
The combined entity would also be able
to access financing on better terms and
benefit from a ratings upgrade due to a
well-diversified and granular asset profile.
This consolidation of all financial services
entities under one company is further
expected to lead to significant long-term
synergies including higher profitability,
higher risk-adjusted returns, and return
on equity improving by around 200 to
300 Basis Point (BPS) in the years ahead.
Piramal Finance has set up a separate
vertical to invest in affordable
residential projects across the
country. What is it aiming at?
The demonetisation announced by the
Piramal Finance has set up a dedicated
team to invest in affordable and
midincome residential projects across
major metros in India. We have identified
an initial pipeline of Rs 3,000 crore with
transactions across the major metros

under active consideration.
While many players in the market are
focused on providing equity or debt
capital towards affordable and midincome housing, Piramal Finance’s
unique ability to provide a comprehensive
end-to-end solution – including both
early stage equity as well as construction
linked debt – is truly unparalleled as it
helps the developer achieve financial
closure for the project on Day Zero.
Our ability drive sales through its
platform Brickex and fund those sales
through customised home loan products
specifically tailored towards salaried as
well as self-employed end users acts as a
unique competitive advantage. Piramal
Finance has a highly experienced team
focused exclusively on scaling up its
presence to $2 billion by 2020 within the
affordable residential projects segment.
Technology is reinventing the
financial institutions in a big way.
How is Piramal transforming?
The country’s NBFC sector is
experiencing a rapid growth due to
macroeconomic conditions and high
credit penetration. It is also witnessing
major disruptions through adoption
of tech-driven innovations. In our
early years of growth, the platform as
a whole and the senior management,
in particular, focused on building a
standardised set of systems, business
processes and underwriting standards
that would enable us to achieve scale
whilst also redefining the market with
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innovative products.
The platform today is touted as
having some of the best processes and
governance standards as evidenced
and validated at multiple instances by
the regulators, various external service
providers as well as the ratings agencies
themselves.
Technology has also played a
significant role in aiding this growth.
We adopted a customised and builtto-suit technology platform that spans
the entire wholesale finance business
and helped us achieve enhanced
operational efficiency by eliminating
data duplication, reducing paperwork,
facilitating a seamless data flow for
effective monitoring and control, and
in implementing a robust compliance
environment.
For the recently launched Housing
Finance Company (HFC), again
we have relied extremely heavily on
a technologyled solution in both
customer acquisition and stakeholder
(distributors and developer)
management. We have the ability to
send out well-targeted propositions,
provide more personal access to
customers, lower turnaround time and
provide more efficient service. Over the
medium term, this would significantly
impact our ability to scale the size of
our book, whilst also creating a USP,
through our reliance on technology,
when compared against the other
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players of scale that operate in this
industry.
What innovations is Piramal Group
planning in near future?
The Piramal Group has successfully
created industry benchmarks time
and again by launching unique
strategies and relying on both product
and process innovations to gain a
competitive edge. In order to detect
early warning signals, we created
a unique asset monitoring model
across our investments with the team
monitoring each project on a regular
basis.

target small and medium enterprise
lending.
This will enable access to smaller
corporate who are typically not
covered by traditional wholesale
lending channels. In our retail Housing
Finance business, by structuring our
business and stakeholder management
around B2B rather than B2C, we have
effectively increased our ability to
acquire customers by using existing
relationships with distributors and
developers alike within our wholesale
lending business.

This includes conducting regular
site visits for real estate projects,
maintaining monthly MIS updates on
progress of each investment, ensuring
collection of receivables, conducting
regular project monitoring meetings
with the clients and more. Additionally,
the fund management business also
enabled the platform to bring to market
certain unique and innovative strategies
such as slum redevelopment (Mumbai
Redevelopment Fund) or bulk buying
of apartments (Apartment Fund).

By creating a adapting a technologyled solution to acquire and onboard
new distributors at a rapid pace,
and ensuring that each inquiry is
taken through the diligence and
documentation process quickly and
transparently, are able to significantly
reduce our turnaround time to
disburse. This ability to prioritise
each stakeholder in the value chain
underscores our desire, intention
and ability to operate effectively and
achieve scale in an already crowded
market.

We have also translated this
entrepreneurial mindset into the
introduction of multiple new products
within our wholesale lending business
over the years – from a ‘Flexi-LRD’
to the ‘Piramal Preferred Partner’
program. More recently, we set up the
Emerging Corporate Lending team to

And finally we have introduced various
product-led innovations focused on
servicing the end users. For example,
we have created a unique “SUPER”
loan product which factors their future
earning potential whilst defining
eligibility criteria thereby enabling
them to purchase a larger unit today.
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FUTURE OF FINANCIAL SERVICES
LIES IN DIGITISATION AND
ANALYTICS: R BASKAR BABU
Small Finance Banks (SFB) are catering to the demands of a particular customer
segment which is not the main focus for the well-established banks. We have all
the digital and technology solutions in place to deliver the best of service to our
customers, says R Baskar Babu, Managing Director and Chief Executive Officer,
Suryoday Small Finance Bank, in an interview with Elets News Network (ENN).
after we received the in-principle approval
from the Reserve Bank of India (RBI).

R BASKAR BABU
MD & CEO
Suryoday Small Finance Bank

Survodaya Micro Finance has recently
transformed itself into a Small
Finance Bank, how has been the
transition?
The journey so far has been very
challenging but exciting as well at the
same time. As we were transforming
from a microfinance institution into
a bank, we had to put new structures,
functions, policies, processes, systems
and technology solutions in place, just
within 18 months. So, in that sense,
it was challenging. Simultaneously, it
was a huge learning experience and the
thought of launching a bank was always
exciting. It propelled us to complete the
transformation in less than 16 months
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How are the small finance banks
contributing to the financial inclusion
and social inclusiveness?
As eight of the small finance banks were
microfinance institutions, we were
always a part of the financial and social
inclusiveness initiatives. All microfinance
institutions have played a significant role
in providing much-needed credit facilities
to the unbanked and under-served
segments of the population. Now as small
finance banks, these institutions will be
able to further enhance financial inclusion
by offering savings and investment
products to their existing and new
customers.
Tell us about the measures taken by your
institution in this regard.
When we started as an MFI, we realised
that our services would be restricted only
to one side of the customer’s financial
needs i.e., providing credit facilities.
But without getting constrained by this
limitation, we started imparting financial
literacy and facilitated opening of bank
accounts for all people in our sphere of
operations, not just our customers. We are
now building a comprehensive savings,
credit and investment product suite for
our customers as a SFB, which would help
them in achieving higher incomes leading
to better standards of living.
How have IT and Digital technologies
evolved in the small finance banks in
the last few years?
Even as MFIs, our technology solutions

were quite advanced and we had already
implemented robust front-end and backend applications that were scalable as
also invested in supporting infrastructure,
analytics, etc. As we transformed into a
Small Finance Bank, we did need a host of
new solutions but we have had the benefit
of planning afresh and putting in place
all the necessary technology solutions
without being burdened by legacy
systems.
How has Suryoday Small Finance
Bank adopted technologies in
providing digital banking to its
customers?
As we were planning our proposed
technology architecture and solutions,
we made a very critical decision – to put
a Customer Relationship Management
application at the forefront of all onboarding and servicing transactions
thereby enabling us to have a 360-Degree
view of the customer in a seamless
manner rather than have to stitch it with
multiple applications each with their own
on-boarding and servicing transactions.
Our system architecture has been
designed to be able to easily integrate
with any future applications we will
implement. We also have developed frontend/field-force mobility solutions that
integrate real-time for credit decisions,
eKYC validation, etc and would eliminate
the need for paper-based processes and
improve turn-around times.
In addition, we have also invested in many
support systems for Compliance, Risk
Management, Governance
and Analytics.
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What are the challenges and
opportunities you foresee for small
finance banks in India, looking at their
counterparts Public Sector Banks and
large private banks?
At this point, one of the key challenges
for Small Finance Banks, being new in
this area, is the need to build trust with
our potential customers. Further, as we
transform into a bank it is critical to
diversify the asset portfolio and include
non-microfinance products. We have
already launched additional products
including secured and unsecured Micro,
Small & Medium Enterprises and small
business loans and will also be starting
our affordable housing business this
financial year.
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There is an ocean of opportunity
and lots of space for all players. The
Small Finance Banks are in particular
targeting a customer segment that is not
the main focus for the well-established
banks. And as stated earlier, we have all
the digital and technology solutions in
place to deliver the best of service to
our customers.
With the changing business scenario
and penetration of more digital
technology in the banking and nonbanking finance sectors, what are
your business growth plans for the
future?
We believe that the future for financial
services is in digital and analytics.
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We have invested in both and shall
continue to do so to stay in tune
with the changing scenarios. Given
our existing microfinance customer
base, we are hopeful of delivering
technology-enabled yet cost-efficient
banking services to them while
also focusing on new products and
customers. However, this cannot
happen overnight and our aim is to
build a best in class financial institution
with a strong compliance and risk
framework. 
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IDFC PLANS REACHING
OUT TO CUSTOMERS
IDFC Bank, the newest lender in the country, is looking at an aggressive campaign to get
individual depositors and lenders. For this, technological advancement is moving at a record
pace. In an exclusive conversation with Elets News Network (ENN), Sanjay Narkar,
Chief Technology Officer, IDFC Bank, tells us about the digital journey of the bank.

the branches. But our focus is to reach
the customer and bring in convenience.
There are two main things. One is giving
more freedom to operate and second is
the choice to operate. Customer actually
can reach us and get his services, get his
product right there where he is rather
than he coming to the branch.

SANJAY NARKAR
CTO
IDFC Bank

As a CTO of IDFC Bank, how are you
trying to ensure a smooth transition
in interbanking processes?
We are a young bank. So our challenge is
to see that we remain ahead as far as other
competitors are concerned and therefore
technology plays a major role with digital
being our core focus. With infrastructure,
we have gone with the Cloud.
How IDFC trying to maintain
freshness in the interbanking system?
One major change that we will bring
in the days to come is that the IDFC
will be the bank that will reach out to
its customers rather than the other
way around. The focus will be on how
branch reaches to its customers and how
we become a part of the technology
initiatives. We are not opening much of
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How do you see the significance of
e-governance role in such a scenario?
The way in which the transformation
is happening, it is very important .
E- governance is how we give service
with the customer’s convenience that
too with a secured architecture. This is
what is going to play a major role. With
Reserve Bank of India’s framework, we
need to define all our governance related
workflows, the service assurance is going
to be far more important as far as mobility
area is concerned. You need to ensure that
your mobility is as such that whatever is
your target, it is getting completed.
What challenges do you foresee for
the banking industry in the next 5-10
years and as a CTO, how do you plan
to overcome them?
Foremost challenge is going to be
customer’s behaviour management. If
you see, today in India, everybody is
tech savvy and therefore matching their
expectations and giving the convenience
which they require in their transactions
and at the same time taking care of their
financial roadmap is very important.
So challenges will be how you get your
customer’s stickiness and on top of it
how do you offer your services which
differentiate it from the others because
this particular generation is choosy. They

will always have the option. So you have
to be on your toes all the time.
Do you think technology will be the
ultimate weapon to overcome these
challenges?
We need to remember that we are living
in the 21st century age where everything
is driven by technology. Earlier people
have to go to the branch where they were
connected to the technology through
PCs and laptops but now the range and
technology barriers are gone.
How has technology helped the IDFC
to stand apart from the traditional
bankers in offering a complete
package to its MSME’s & Corporates?
From a technology standpoint, it is our
firm belief that “Systems should follow
processes and not the other way round”.
The Misys Solution gave us an advantage
to uniquely adapt the solution to our
requirements and not restrict us only to
the standard out of the box functionalities
with restrictions on security, workflow
and the usual challenges that a Bank
usually faces.
IDFC has a strong legacy in the
Infrastructure Lending but has recently
made serious headway in the Transaction
Banking space especially in Trade Finance
& Supply Chain Finance. How has
technology helped the bank to stand apart
from the traditional bankers in offering
a complete package to its MSME’s &
Corporates? Customer Linked Finance
and cash flow rationalization have always
been a priority for all customers whether
big or small. With Indian business
touching new heights,transaction banking
has come to the forefront in the last
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couple of years.
A common Misys Platform
encompassing front to back Trade
Finance & Supply Chain finance with
capabilities to support cross border
helped us get an ideal platform and
launchpad.
From a technology standpoint, it is
our firm belief that “Systems should
follow processes and not the other
way round”. The Misys Solution gave
us an advantage to uniquely adapt
the solution to our requirements and
not restrict us only to the standard
out of the box functionalities with
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restrictions on security, workflow
and the usual challenges that a Bank
usually faces.
Earlier people have to go to the branch
where they were connected to the
technology through PCs and laptops
but now the range and technology
barriers are gone
How does IDFC position itself to
its corporates with regards to the
Technological advantages of its
solutions especially in the area of
Corporate & Transaction Banking?
IDFC has created a unique bouquet
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of offerings which brings the entire
value chain of a business starting
from the dealer, manufacturer & the
supplier to the table with a single goal
of better Working Capital Utilization.
The services may differ for ex-Trade
Finance, Cash Management, Supply
Chain Finance, Treasury or Lending
Services STP has always been the main
focus to enable to all our corporate
to get a synchronous view of their
positions and ability to bank with us
round the clock without any manual
intervention.
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STANDARD CHARTERED BANK
WISHES TO EMERGE AS BANK
WITH HUMAN TOUCH
Digital is the new language of customer experience and our customers expect banking
services to be easier, faster, consistent and reliable on the back of smart digital interfaces.
Standard Chartered Bank’s aspiration is to be the digital bank with a human touch where the
banking experience and human interactions are made more meaningful by digitisation and
innovation, says Zuzar Tinwalla, Chief Information Officer, Standard Chartered Bank (India),
in conversation with Rashi Aditi Ghosh of Elets News Network (ENN).
helping the organisation to make it
a reality through active engagement
and strong governance. I also focus
on fostering relationships inside and
outside the enterprise and enabling tight
coordination among teams to nurture a
synergistic culture.

ZUZAR TINWALLA
CIO
Standard Chartered Bank (India)

The banking industry in India is
changing and so are the roles of the
C-suite executives. How significant
are Chief Information Officers (CIOs)
for banks in this tech-driven era?
While the primary role of CIOs is to
guide digital transformation while
enabling friction-less business, they have
additionally been given the significant
responsibility of being technology
evangelists and advocates for a culture
of IT evolution. As a CIO, I find myself
at the front and centre of our ongoing
digital transformation. I hence seek to
drive value by crafting a compelling
transformative digital vision and then
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What is Standard Chartered Bank’s
approach to digitisation in India?
Standard Chartered Bank’s aspiration is
to be the digital bank with a human touch
where the banking experience and human
interactions are made more meaningful
by digitisation and innovation. We aim
to utilise digitisation to enable a holistic,
seamless experience where our customers
feel valued and understood. Digital is the
new language of customer experience
and our customers expect banking
services to be easier, faster, consistent
and reliable on the back of smart digital
interfaces. Through digitisation, we seek
to deliver superior value and a userfriendly experience to our clients while
equipping our frontline agents with digital
insights and incorporating cutting-edge
technology into our processes.
What technologies are being
implemented by your bank to
streamline operations for customers?
We recently launched Real Time
Onboarding, a strategic program
enabling end-to-end, real time paperless
onboarding, instant activation of
accounts and services and instant product
fulfilment. The project transforms the
client journey from a multi-day, paper-

intensive process to an empowering,
seamless, digital, real-time experience.
The capability enables customers to
instantly open an account using their
Aadhar details. Additionally, customers
can chat online for service requests
while Priority and Premium Banking
clients can seek advice or resolutions by
video conferencing with Relationship
Managers. The solution encompasses
interactive and responsive channels,
automated credit decisioning, agile
workflows and real-time interfacing.
The product utilises best in class
solutions and integrates with the latest
technology (Biometric, Optical Character
Recognition, Instant Embossing, Digital
cards, etc).
We recently announced an alliance with
Zoho Books, a cloud-based Enterprise
Resource Planning (ERP) software
to enhance the corporate banking
experience. Through this unique
platform, we can help our clients digitise
their flows seamlessly and establish
direct integration with us, helping them
manage their banking activities in a
convenient and time-saving manner. This
solution is a big milestone in our push to
become more client-centric, by bringing
accounting needs and corporate solutions
under one roof for our clients.
On top of reducing data entry, the
integration enables direct B2B and crossborder payments, virtual accounts as well
as improved reconciliation and security.
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Security plays a pivotal role as far as
IT-based innovations are concerned.
In your view, what are the major
scopes and challenges associated with
this?
The security of the financial system
is increasingly being put to test,
with cyber attacksincreasing in number
and sophistication. Organisations
need to review and rethink how they
conduct business and protect their
assets and data and security needs
to be embraced from top to bottom
within the workplace. The priority
should be not just to collect data, but
to secure it while creating security
awareness. Organisations cannot rely
on a single defence mechanism and
require a segmented network with
multiple lines of defence. As security

risk and complexity increases, so do
the resources needed to respond to
them. However, while an organisation
may have adequate skills and resources,
its partners and providers may not,
and that creates vulnerabilities. Hence
collaboration among all the actors
within an ecosystem is required to
promote security.
Tell us about your major tech-based
future projects.
Standard Chartered Bank has made
strategic investments in Ripple and
SWIFT to facilitate cross-border
transfers for our clients and has been
appointed by Ant Financial to be
the core partner bank for its new
blockchain cross-border remittance
solution. We have enabled APIs on our

legacy systems and all new services
will be API-ready. We are embarking
on the cloud journey and looking
at leveraging the Internet of Things
and Blockchain to develop better
supply chain financing solutions. We
employ machine learning for analysis
of accounts to optimise liquidity
management and risk assessment and
are collecting all data generated by our
Transaction Processing systems into
a central data lake to serve as a deep
analytics tool and provide a 360-degree
view of the customer. We actively reach
out to the FinTech community to scout
for the high quality solutions and have
implemented collaborative projects
around risk warning systems, data
analytics and customer onboarding. 
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‘TECHNOLOGY, INNOVATION
DEFINING NEW-AGE BANKING
IN INDIA’
Technology is taking centre-stage to fuel customer experience. Big-data and
Deep Machine Learning are being extensively used to understand a customer
and the context around him/her. To stay ahead in the competition, exponential
technologies like Deep Machine Learning, Artificial Intelligence, Automation
and Digital Workspaces are helping organisations come up with innovations,
says Abhijit Shah, Chief Technology Officer, DCB Bank, in conversation
with Elets News Network (ENN).

Not just the setup for open banking, but
they have been able to roll out complex
multi-entity business models leveraging
their API-platforms to integrate Fintechs, Identity providers, Regulators
and Retailers. Indian banks are actively
exploring Blockchain based solutions for
International remittances, Syndicated
loans, Know Your Customer (KYC).

ABHIJIT SHAH
CTO
DCB Bank

How significant is the role of
emerging technologies in Indian
banking institutions?
The global landscape of digital payments
A decade ago, one would have believed,
Indian banks are following the large global
banks in terms of innovation. However,
the scenario has drastically changed now.
The evolution of the digital landscape in
India is at a faster pace than the West.
The payment revolution that has erupted,
with Unified Payments Interface (UPI)
based money transfers, Aadhaar-based
payments, is way ahead than what West
has been aspiring to achieve. While the
Payment Services Directive (PSD2) has
been a mandate in Europe, many Indian
banks have emerged as leaders in Open
Banking without any mandate.
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How do you rate India’s readiness as
far as implementation of Artificial
Intelligence (AI), Machine Learning
(ML) or Blockchain in banks is
concerned?
To stay ahead in the competition,
exponential technologies like Deep
Machine Learning, Artificial Intelligence,
Automation (AI and Natural language
processing based Chatbots, Digital
Self-Service) and Digital Workspaces
are helping organisations come up
with innovations. Technology is taking
the centre-stage to fuel customer
experience. Big-data and Deep ML are
being extensively used to understand a
customer and the context around him/
her better and provide an experience on
the channel he/she prefers at a specific
time in a day. The content here is hyperpersonalised to his/her context.
It is an omnichannel experience that
cuts seamlessly across channels in realtime and has a convenience-based and
frictionless experience with advanced
biometric security. The idea is to provide

intelligent self-service based on selflearning capabilities.
Over the next five years, the customer
experience shall get more interesting, we
shall be witnessing user interfaces based
on voice, gestures, Augmented Reality
(AR), Virtual Reality (VR), eye-ball
movement, finger ring-based payments
and interactive holographic mannequins
getting introduced. Most of these themes
are in labs or pilot stages but will hit the
production soon.
What are your views on Phygital
Banking? How to strike a balance
between physical and digital banking
in your organisation?
The digital landscape has exploded to a
level where every phase of the customer
lifecycle from customer onboarding,
customer retention to doing more with
customers, can be completely digitised,
without any need for customers to ever
see the branch.
Even the millennial customers are
expecting branchless banking. While
this is true for Urbans, the Rurals are far
behind this expectation curve. Though
adoption of digital is happening in rural
markets, the need for physical branch is
not yet eradicated.
There is a segment of customers who still
prefer branch banking and the experience
of branch banking in itself, has a lot of
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transformation avenues. Creativity will
drive this new store-like experiences,
using Internet of Things (IoT), AI, AR/
VR technologies. These digital-branches
are expected to have less branch-staff and
more self-service.
What security measures are
implemented by banks to curb frauds?
Would you like to share a few instances
pertaining to this?
Measures like Anti-spam, Endpoint
protection, Network traffic monitoring,
Encryption, Application whitelisting are
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already in place for most of the banks.
Even with these measures in place, banks
would still need to be in a continuous
improvement mode.
Financial institutions have invested
and are investing in forward-looking
cybersecurity technologies. The industry
has moved on from Preventive security
measures to Predictive measures and now
moving towards Prescriptive models.
Artificial Intelligence based cybersecurity
solutions are taking the centrestage.
Cybersecurity solutions that use Artificial
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Intelligence and Machine Learning are
based on the historical data from prior
cyber-events to dynamically detect and
respond to newer but somewhat similar
attacks.
This principle applies not only to all the
stages of security like, threat prevention,
threat detection, threat response but also
in threat prediction. With all this in place,
no bank can still claim, they are threatproof . 
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AFFORDABLE HOUSING: GROWTH
DRIVER FOR BANKS AND
HOUSING FINANCE COMPANIES
In a bid to provide a home to every Indian by 2022, the Pradhan Mantri Awas Yojana (PMAY)
housing for all scheme was launched by the Government in 2015. This has made affordable
housing/ finance the most sought-after business, says Pavan K Gupta,
Chief Executive Officer, Muthoot Housing Finance Company Ltd,in an interaction with
Elets News Network (ENN).
an annual income of Rs 3-6 lakhs. The
housing for all primarily focuses on the
EWS and LIG segments. This scheme
also covers people having an annual
income between Rs six lakhs to Rs 18
lakhs which fall under the Middle Income
Group -1 (MIG) and MIG-2 scheme.
Affordable housing is defined differently
by different people. Some define it on the
basis of the size of the loan or carpet area
of house or affordability.

PAVAN K GUPTA
CEO
Muthoot Housing Finance Company Ltd

Affordable Housing is gaining a lot of
significance. Would you like to share
the reason behind it?
Today every discussion on housing starts
and ends with affordable housing. In
2015, with a vision to provide a home to
every Indian, the Government launched
“Housing for All by 2022” scheme. This
Centre’s initiative brought the focus
of government authorities, builders,
regulators and bank/Housing Finance
Companies (HFCs) to affordable
housing. About 95 percent of the housing
shortage in India is in the low-income
segment which comprises the EWS
(Economically Weaker Section) having
annual income up to Rs three lakhs
and LIG (Low Income Group) having
82

July - August 2019

How has the Housing for All Mission/
PMAY helped in the growth of the
affordable housing sector in India?
The government has the vision to
provide housing to every Indian by
2022. Under the Pradhan Mantri Awas
Yojana (PMAY), the Centre plans to
provide 20 million houses in Urban Area
and 30 million houses in the rural areas.
In order to boost the demand and supply
for affordable housing, Government
has implemented various initiatives
like providing infra status to affordable
housing, reduction of the Goods and
Services Tax (GST) from 12 percent to 8
percent for under construction properties
under affordable housing, tax holiday
to affordable housing developers for
five years, allowing external commercial
borrowing for affordable housing, Credit
Linked Subsidy Scheme (CLSS) subsidy
in urban areas and subsidy support for
beneficiary lead construction.
Credit-linked subsidy is provided to
economically weaker section (EWS),
low in the group (LIG), and Middle
Income Group (MIG-1 and MIG2)

beneficiaries. Under this scheme, eligible
urban households get subsidy up to a
maximum of Rs 2.67 lakhs on home loans
availed from Banks/ HFCs (Housing
Finance Companies) etc. National
Housing Bank (NHB) and the Housing
and Urban Development Cooperation
(HUDCO) are the central nodal agencies
to implement the scheme.
National Housing Bank has issued around
35 new licenses in the last three years
to start Housing Finance companies
(HFCs). Most of these new HFCs are
focusing on funding affordable housing
customers in the informal sector. This
has led to the easy availability of housing
finance to the EWS/LIG segment of
customers. All these above factors have
led to spurt in the demand and supply of
affordable housing.
What role does Muthoot Housing
Finance Company Ltd (MHFL) play
in providing housing finance to the
masses, not addressed by the formal
Banking sector?
Muthoot Housing Finance Company
Ltd extends housing loans to salaried and
self-employed customers with formal
and informal income. According to the
Ministry of Housing, Urban Poverty
Alleviation, the Economically Weaker
Section (EWS) and Low Income Group
(LIG) accounted for 95 percent of the
total housing shortage in India. Out
of the total working population in this
category, 65 percent in the urban area and
90 percent in the rural area are engaged
in unorganised or informal segment.
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These customers do not have a formal
income proof and thus do not get
home loan from the banks and large
HFCs. MHFL is present in nine
States and caters primarily to these
underserved customers. To cater to the
informal customers in the affordable
housing segment, understanding of
the customer business, evaluation of
their income basis their cash flows
and understanding of local property
market is inevitable. At MHFL, we
have been able to develop expertise
to execute the above. We customise
products as per their clients’ needs.
We have developed a robust credit
appraisal process. It is during personal
discussion, the customer needs,
income and his repayment capacity
is evaluated on the basis of which
home loan is given. Invariably all our
customers are end users.
How does technology boost the
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growth of affordable housing finance
in India?.
Technology has helped HFCs/
NonBanking Financial Companies
(NBFC) to provide fast, efficient,
cost-effective, customised product
and services to customers. It helps
in increasing the productivity of
the manpower, better utilisation of
resources and automation of many
manual procedures. It has helped in
reaching out to larger geographies for
business acquisition without setting up
brick and mortar set-up. Use of mobile
and mobile technology has made
onboarding of a customer easy, fast
and cost-effective. Technology helps to
manage risk through analytics. It helps
in taking informed credit decisions.
Collection and recovery process has
become far more effective and efficient
and significant scale-up of business
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across geographies at cost-effective
manner is possible with the help of
technology.
What are your future plans for
business growth? How do you think
the affordable housing sector will
grow in the next few years?
Muthoot Housing Finance plans to
have an asset under management of
more than, Rs 3,000 crores by 2021.
The affordable housing finance is
likely to grow at 35-40 percent in
the next few years. This growth is
enabled because of Centre’s focus to
ensure housing to all by 2022, rapid
urbanisation, migration of people from
rural to urban areas, development of
100 smart cities, nuclearisation of
families and rapid income growth in
the EWS/LIG segment. 
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FEDERAL BANK:
BANKING THE ‘PHYGITAL’ WAY
Technology gives the edge to be more flexible and transparent with customers.
We, at Federal Bank, consistently work on offering innovative products and services
by leveraging the latest technologies to capture the business in the competitive
marketplace, says Pitchai Mahalingam, Head – Operations & Transaction Banking,
Federal Bank, in conversation with Elets News Network (ENN).

offerings are strongly complemented with
the hallmark of relationship management
and customer service that the bank is
renowned for. That is how the theme
“Digital at the fore, human at the core”.

PITCHAI MAHALINGAM
Head – Operations & Transaction Banking
Federal Bank

How would you define Federal Bank’s
philosophy– Digital at the fore,
human at the core?
The banking industry is at the cusp of
digital disruption. In a way, to embrace
the ensuing digital wave, the bank pivots
all its services on the theme “Digital at
the Fore and Human at the Core”. We are
at the forefront of adopting new digital
technologies/ advancements, benefitting
our customers. We are witnessing a steady
growth in customer adoption of digital
channels and services. Mobile Banking
adoption has reached all-time high,
evidencing the increased popularity and
patrons. Our merchant and Corporate
solutions have received an overwhelming
response and more such services are
on the anvil. We ensure that our digital
84
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How do you look at the significance of
Phygital Banking?
Phygital Banking approach is a mix of
physical and digital touch points. Digital
Banking can take away the routine
transactions that do not need human
intervention. But the physical aspect will
evolve for more complicated transactions
requiring some judgement. Simple
straightforward transactions like retail
payments can be initiated through our
retail platforms (Fednet and Fedmobile)
and can be processed straight-through.
But for transactions like the investment
in mutual funds, insurance, etc., our
customers would require advice from our
accredited and trained advisors.
In the corporate world, while the basic
payments and trade finance transactions
initiated through our Transaction Banking
platform (Fed e Biz) can be processed
digitally, the customers are assisted by our
Trade HUBs and CCSCs for complicated
ones.
Do you think it is challenging to offer
digital banking across all branches in
India?
Advancement in new technologies,
availability of bandwidth, mobile
revolution, etc., have enabled digital
banking to grow substantially. But if
we compare the knowledge-level and
comfort-level of using new technologies
and devices between urban centres and

rural centres, there is still a gap. Any
bank having branches in cities, towns
and villages will have to adopt Phygital
Banking not only to serve different
customer needs but also based on the
acceptability.
What measures does the Federal Bank
take to ensure implementation of
Phygital Banking?
Federal Bank has evolved from physical
banking to digital anchors. We have
key differentiators that ensure the
implementation of Phygital Banking.
Few of the indicators can be understood
as:
▪ We have more than 1,250 bank
branches located at all types of centres
across the length and breadth of the
country.
▪ We offer full-fledged state-of-theart omnichannel internet banking
platforms for retail, SME and corporate
customers.
▪ We offer mobile banking platforms
for various products and services.
▪ We extensively use data analytics for
customer experience optimisation and
product innovation.
▪ We have created an open API
platform for product and process
innovation, which is enabling us to
create a strong ecosystem to connect
with Fintech partners and customers.
▪ We use digital solutions for account
opening, credit sourcing, underwriting,
etc.
▪ We extensively use RPAs for
automating operational processes.
All these above digital facilities are
well communicated to our customers
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through our branches and relationship
managers.
▪ We also offer physical banking
facilities through our branches, ATMs,
cash recyclers and kiosks.
We continuously work on migrating the
customers from using physical channels
to digital channels.
How do you look at emerging
technologies like Artificial
Intelligence, Machine Learning and
bots? How are they adding to the
makeover of Indian banking in terms
of transformation?
The goal behind these technologies
(AI, IoT, ML) is to have devices that
self-report in real-time, improve
efficiencies and bring information to
the surface more quickly instead of
depending on human intervention. Bots
help in creating customer loyalty and
satisfaction.
Nowadays, the consumers are
demanding for more individualised
experiences as they become more
technologically savvy, they are eager for
personalised offers too. Through bots,
we can keep a track of our customers
and their needs which ultimately results
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in product innovation.
These technologies give us the exact
defined results based on a datadriven approach. We, as humans, have
some limitations which can easily be
mitigated with the help of artificial
intelligence resources with more
accurate results. For large banks like us,
these technologies help us in targeting
our consumers in the best possible
way in the marketplace. Without these
technologies, one cannot get into the
deep insights of their end-user hence
limit the scope of improvement or
innovations. These technologies also
help us in automating painful manual
processes, enabling in error-free
processing and cost reduction.
What new technologies does your
bank implement to offer various
products and services?
Technology gives an edge to be more
flexible and transparent with customers.
We consistently work on offering
innovative products and services, by
leveraging the latest technologies to
capture the business in the competitive
marketplace.
▪ Blockchain – Cross border remittance
and microfinance
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▪ RPAs – For automating manual
processes
▪ AI / NLP Bots – for back office and
customer-facing services
Primarily known as an NRI bank,
what initiatives are taken at your end
to take banking to the underbanked
segments?
We are not just an NRI Bank, we are a
full-fledged commercial bank offering
all the services. Yes, we pride ourselves
on our NR customer base and that 15
percent of India’s inward remittances
are processed through us. We have also
implemented blockchain and UPI 2.0
technologies for handling remittance
business. We have more than 1,250
branches and many of them are located
in semi-urban and rural areas.
While we offer high-end products to
our customers, we also offer banking
services to underbanked segments like
micro finance, gold loans, agriculture
loans, etc. We also use digital solutions
for these segments other than the
branch and business correspondent
channel. 
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HDFC BANK
ENSURING SAFE AND SECURE
DIGITAL BANKING
With the rise of digitisation, the responsibility is to safeguard the banking services
against the cyber criminals on the prowl. This makes the need for security imperative,
says Rajnish Khare, Head, Digital Transformation, Social Business & New Media
and Mobility Banking, HDFC Bank Pvt. Ltd., in conversation with Rashi Aditi Ghosh
of Elets News Network (ENN).
insurance policies.
Customers can avail a minimum loan
of Rs 1 lakh and maximum loan up to
Rs 20 lakh under this facility. Banks
normally disburse 50 per cent of the
value of pledged shares as loan. The
bank has collaborated with National
Securities Depository Limited (NSDL) to
seamlessly deliver this product.

In an industry first initiative, the
HDFC Bank Limited has launched
three-minute digital loan securities,
allowing the customers to avail loans
swiftly. Tell us about this new initiative.
The HDFC Bank on 15 March launched
digital Loan Against Securities (LAS),
allowing customers to avail loans in less
than three minutes. This is an industry
first initiative by the bank.

HDFC Bank is the first bank in India to
completely automate the entire process of
creating an overdraft facility in a separate
current account for loan against shares.
The bank has collaborated with NSDL
to create a seamless customer experience.
HDFC Bank Demat Customers can
calculate their eligibility for overdraft
limit against shares, and open a current
account instantly. The entire process can
now be completed within three minutes
instead of days.
Currently available for demat shares
only, this facility will soon be extended
to other securities such as mutual funds,
bonds, and insurance policies. Digital
LAS empowers the customers to design
their own loan against shares at their
convenience and avail the facility within
minutes. Customers, with shares in their
portfolio, can leverage it when there is an
urgent need for money. For example, a
medical emergency.

The service will also be available to the
customers with no credit history. The
bank, which will offer 10.5 per cent
interest rate on the product, will soon
expand the offering to other securities
such as mutual funds, bonds and

HDFC Bank recently launched
artificial-intelligence virtual assistant
EVA to answer customer queries,
kindly apprise us about this project
and its significance.
VA is India’s first AI-based banking

RAJNISH KHARE
Head, Digital Transformation
Social Business & New Media and
Mobility Banking
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chatbot and can answer millions of
customer queries across multiple
channels instantly.
This technology can assimilate
knowledge from thousands of sources and
provide answers in simple language in less
than 0.4 seconds.
Within the first few days of its launch,
EVA has answered over one lakh queries
from thousands of customers from 17
countries across the globe.
With the launch of EVA, bank customers
can get information on its products
and services instantaneously and it also
becomes smarter as it learns through its
customer interactions.
Going forward, EVA would be able to
handle real banking transactions as well,
which would enable HDFC Bank to offer
the true power of conversational banking
to its customers.
Your bank has also launched digital
banking services for small and medium
enterprises (SME) clients, how
innovatory is this project?
HDFC Bank has launched digital banking
services for its small and medium
enterprises (SME) clientele in March,
last year. It will allow clients to access the
complete range of services instantly and
24X7 through their desktop, laptop, tablet
or mobile.
HDFC Bank provides banking services
to about 100,000 SMEs, out of a total
universe of 3,60, 00,000 SMEs across
India. HDFC Bank’s total SME record
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stood at Rs 70,000 crore, as of March
2016, constituting 18 per cent of the
total order book.
With the launch of the SM@, SMEs
will be able to get swifter approval of
loans, letter of credit, bank guarantees
once the necessary documentation has
been provided for.
Bank believes that up to 60 per cent of
SME transactions will go online by the
end of 2016. He declined to provide
the average size of SME-related
transactions done through the bank.
The digital facility will do away with
the need to call on a relationship
manager or visit a branch, to transact
or to get clearances. For each client
initiated transaction request, a Quick
Response (QR) code will be sent.
Clients can ask for seasonal/
additional limits for a sudden business
requirement. This would be processed,
based on HDFC Bank’s analytics data.
Several banks in India have been
focussing on providing lending and
banking facilities to SMEs, which
are seen as amongst the fast growing
segments of the economy.

to fill up this gap by providing working
capital requirements to these units.
With digitisation, the risk of
malware infestation within
e-payments is also rising, how is
your organisation controlling the
menace?
Unarguably, with the digitisation
drive comes the responsibility to
safeguard against cyber pickpockets
(cyber criminals) who will be on the
prowl against unsuspecting consumers.
Considering that cashless payments
will become both a necessity and a
huge convenience, it is imperative that
security becomes embedded by design
rather than a bolt add-on.
We adhere to “The Payment Card
Industry Data Security Standard (PCI
DSS)” and ISO 27001 (international
standard that describes best
practice for an information security
management system (ISMS)
We put the best security practices

in place while investing efforts in
educating people, as they are gradually
picking up pace on their cashless
journey
Our bank ensures that the
user credentials are tokenised,
cryptographic and authenticated
before the transaction takes place.
We avoid storing customer-sensitive
data in cloud and ensure that servers
are well protected with standardised
firewall and server security.
Disclaimer: The views and opinions
expressed in this interview are those of
the interviewee and do not necessarily
reflect the official policy or position
of HDFC Bank Pvt Ltd. 

But for millions of small businesses in
India, seeking credit has always been a
challenge. Several startups have started
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MANAPPURAM FINANCE
FUTURE-READY TO CAPITALISE
ON MODERN TECHNOLOGIES
Getting digital-ready and be quickly adaptable to digital transformation hold
key to the progress of Non-Banking Financial Companies (NBFCs) sector,
says Puneet Kaur Kohli, Group Chief Technology Officer, Manappuram
Finance, a leading gold loan NBFC, in conversation
with Elets News Network (ENN).
supporting the Manappuram Finance
actualise its various IT objectives
envisioned by the company, these
include not just formulating a robust and
forward-looking IT /digital policy but
executing it appropriately too. Besides
it includes taking care of company’s IT
infrastructure, keeping it future-ready and
safe against any security threat.

PUNEET KAUR KOHLI
Group Chief Technology Officer
Manappuram Finance

You recently joined Manappuram
Finance as Group Chief Technology
Officer (CTO), would you share how
has been your experience?
Certainly, working as Group CTO at
Manappuram Finance has so far been a
challenging yet an enjoyable stint. Right
from its early days, Manappuram Finance
knew the power of IT in transforming its
core conventional business i.e. dealing in
gold loans. That’s the reason why I believe
it has always been such an IT-driven
company. Today, apart from having the
conventional gold loan plans, we also deal
in digital gold loan, and it’s where my role
comes into the play.
My job responsibilities here entail
88
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Manappuram Finance has always been
an early adopter of industry-leading
technologies. How are you making the
best use of your expertise in taking
forward this legacy?
Right from its early days, unlike its
competition, Manappuram Finance has
been an early adopter of industry-leading
technologies. That’s the reason you see, it
developed its own proprietary solutions
which has been one of its USPs too so far.
Building upon my experience spanning
more than two decades, (further, armed
with my MBA in telecom and finance
sector), I believe I am well-suited and
equipped to contribute to the realisation
of various goals of Manappuram Finance.
Thus, apart from taking care of the
mandate given here, I am taking a
pragmatic approach in exploring
the various ways in which futuristic
technology paradigms such as robotics,
chatbots, Master data management,
anti-money laundering, anti-fraud
management tools and adaptive
technologies can be best employed to
serve organisation’s various business
interests.
As your near-term priorities include

e-KYC, transitioning the ERP
on cloud, adoption of analytics
for customer centricity, mobility
initiatives and creating a single
view of the customer, what is the
roadmap envisioned to actualise such
objectives?
As a player active in online lending,
our roadmap is quite clear. Right from
shortrun, I have set my eyes upon
achieving certain objectives in the twothree years for Manappuram Finance.
Certainly, for now, e-KYC, transitioning
the Enterprise Resource Planning (ERP)
on cloud, adoption of analytics for
customer centricity, mobility initiatives
and creating a single view of the customer
remain our key priorities. Besides, I am
gearing up for strengthening our entire
automation process, revamping of the
IT architecture, mobile-user experience,
facilitating a better- yet-secure B2B/
B2C customer experience, thereby
contributing to value-chain in the entire
ecosystem – and integrating all this into
the common production database in
order to arrive at a single view of our
customers. So you see a lot of things are
work-in-process and many more are in the
offing.
While going about executing the
digital transformation of the gold
loan, could you tell us the main
challenge you face in terms of dealing
with newer technologies?
Yes, the digital transformation of the gold
loan NBFC is one high-priority project
for us. While executing it, cyber security
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in terms of e-transactions, e-payments,
cyber laws and its compliance remain
the key concern areas I would like to
cite here.
How do you perceive the readiness
of Indian firms with regard to
upcoming technologies such
as blockchain and Artificial
Intelligence (AI) etc? Are we well
prepared to jump on the bandwagon
or risk being left out in any way?
No, in my view, we are not fully
ready to best capitalise on the
vast opportunities these newer
technologies offer to us. But going
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forward, certainly, the awareness has
to be created on how best to employ
these technologies and get the best
out of them. On regulatory front
too, things and processes need to be
relaxed a bit.
We need to be geared up for this. The
need of the hour is to understand what
kind of customers are we segmenting
and what methodology are we
adopting to achieve this because that
holds the key to the success of the
entire plan.
How do you see the role of womenin
NBFC sector, do you think the sector
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is empowering them suitably? What
is your message to them?
I believe NBFC sector is empowering
the women suitably. See, if I am here,
that’s a testimony of the fact that the
sector is very much pro-women. Its
upto you how you prove your worth
and make your own mark in the sector.
Just as in any other sector, it boils
down to an individual’s own caliber,
potential and desire to succeed. 
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NBFCS THE EMERGING LEADERS
IN TECHNOLOGY INNOVATIONS
With changing times, Vistaar is continuously innovating to ensure that appropriate
products are offered to the underserved small business community. Its financial offering
includes unsecured as well as secured loans based on the business type and financial
need, says Nikhil Bandi, Senior Vice President and Chief Information Officer at Vistaar
Financial Services, in conversation with Elets News Network (ENN).
ensure that appropriate products are
offered to this small business community.
Vistaar’s financial offering includes
unsecured as well as secured loans
based on the business type and financial
need. As Digital India is moving from
a dream towards a reality, Vistaar’s loan
products are also continuously evolving
where a loan can be provided to a small
business based on its electronic payment
receivable’s history and the years in
business.

NIKHIL BANDI
Senior VP & CIO
Vistaar Financial Services

How is Vistaar creating new economic
opportunities for small businesses in
India?
Vistaar is one of the pioneers in lending
to micro, small and medium sized
businesses. The vision of company
is to serve the financial needs of the
“underserved” small business community
of country. Vistaar has set a strong and
stable foothold in catering to the credit
needs of the MSME businesses over
the last eight years. The demand for
credit in the MSME segment has a very
broad spectrum and it varies from few
thousands to tens of lakhs.
A large portion of this segment is still
underserved. With changing times,
Vistaar is continuously innovating to
90
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Vistaar provides financial services to the
missing middle business segment such
as small manufacturing units, textiles/
power / auto looms, home-based
enterprises, services (hotel, bakery,
garages, workshops etc.), general stores
and various kinds of shops, etc.
The total unmet demand in
the Micro, Small and Medium
Enterprises (MSMEs) is close to
Rs 2.9 trillion. What role is Vistaar
playing in bridging this gap?
With a clear focus towards micro, small
and medium enterprise loan products
offering, this is the only segment
Vistaar caters to and would continue
to cater to. As a company our vision,
mission and principles are focused
towards the financial inclusion of small
business. Vistaar, through its unique
credit underwriting model, has proved
that MSMEs, which are unserved, can
be effectively given loans.
This has paved the way for many players
to enter this segment and start lending
to MSMEs. Our product innovation
team focuses towards changing needs
to small businesses in India. As the gap

Vistaar is one
of the pioneers
in lending to
micro, small
and medium
sized
businesses,
the vision of
company is to
serve the
financial needs
of the
“underserved”
small business
community of
country.
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is still huge, we are adding products
and technologies that make lending
faster and easier to right customers
by understanding their asset creation,
electronic payment history and provide
loans a few times faster than typical
secured business loan. With the product
mix offered by Vistaar, we would
certainly be a catalyst to the financial
inclusion of small business in India.
How Vistaar’s services are
empowering women in the MSME
sector?
Micro enterprises are generally family
owned and family-run businesses.
Women play an important role in
running these businesses. By extending
credit to such enterprises, Vistaar is
empowering women, both socially and
economically. Certain small ticket size
products of Vistaar focused towards
women enterprises where women have
to be the main applicant.
Banking, Financial Services
and Insurance (BFSI) sector is
transforming due to technology.
What are the new technologies
used by Non-Banking Financial
Companies (NBFCs)?
NBFCs in India are adopting latest
technology innovations much faster, even
faster than many banks and insurance
companies.
Some of the innovations where NBFCs
have embraced technology as early
movers are:
a.) Lending based on financial score cards
of customers which is a combination of
parameters like bureau scores, customer’s
business sector, demography and other
Connect with us on
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aspects related to its business growth
trajectory in last few years and potential to
expand. This establishes need of business
expansion and reflects customer’s ability
to service the loan.
b.) Using Build Operate Transfers
(BOTs) for interactions with prospects
and customers for self-onboarding
of customer, customer servicing and
employee related services. These BOTs
have now vernacular capabilities where
acceptance of technology has become
very easy even in rural and semi-urban
India.
The Natural Language processing
capabilities in combination with
vernacular capabilities have made the
process much easier and cost effective.
With this, NBFCs can reduce on their
operating cost and pass the benefits to
the end customers. This technology will
not replace the mobile revolution but
would enable it further by making some
of the mobile apps redundant and mobile
platform much stronger and simpler.
c.) Lending based on psychometric
assessment of customer: Many times
it is observed that customer has the
capacity to service the loan but intentions
are doubtful. Online psychometric
assessments of customer are used by
NBFCs now to assess the intention of
customer to service the loan. This is a
good scientific tool to help making fast
and objective credit decision.
d.) Aadhaar-based KYC, Payments,
E-NACH, E-Sign are adopted by NBFCs
much faster than many other sectors.
NBFCs adoption to these technologies
has paved the path for a very fast growth
The Banking and Finance Post
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in the MSME sector through faster loan
processing of deserving businesses.
All these technologies in-combination
would certainly revolutionise the NBFC
industry in terms of portfolio quality,
speed to process loan and business
volume growth. While there are many
other technology revolutions like
Blockchain, Internet of Things (IoT), etc.
which over the period of next three to five
years change the avatar of how NBFCs
would do business, there are very limited
use cases in NBFC space today.
Vistaar primarily works for MSMEs.
How challenging is it for your brand
to uplift the level of tech-awareness
in the sector?
With the adoption of technology
across sectors it’s not going to be
difficult for Vistaar or any other
company to bring tech awareness in
the sector. What’s more difficult is to
make customer aware of what they
should not do. With financial data,
behaviour data and social data of
customers, the profile of customers
would always be available for Vistaar
and other similar technology sensitive
companies. It’s important to educate
the MSME customers to have clean
records of their business in future to
have an easy access to finance.
Vistaar with its initiatives around
“Digital Office” (i.e. Assisted tab based
onboarding) and Vernacular BOT
(Self onboarding based on natural
language communication BOTs),
would lead the path of tech awareness
and adaptability in MSME space. 
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DIFFERENTIATED BANKS
THE LAST-MILE BANKERS
The Differentiated Banks thrive on capital, area of operation or scope of activities
and geography or sectoral focus, says P C Panigrahi, General Manger – Financial
Inclusion, Union Bank of India, while discussing their scope and challenges in
tete-a-tete with Arpit Gupta of Elets News Network (ENN).

P C PANIGRAHI
General Manger – Financial Inclusion
Union Bank of India

Define the concept of Differentiated
Banks and its advantages.
The concept of Differentiated Banks
first talked about in 2007 and again
by the Reserve Bank of India (RBI) in
2013 as a transitional path for banking
for all. The Nachiket Mor Committee
on Comprehensive Financial Services
for Small Business and Low Income
Households came up with two broad
frameworks of Differentiated Banks,
which work in niche areas. They offer a
limited number of services/products.
Advantages of these banks are normally
unlocking potentials of the area, better
Risk Management Practices, reduction of
cost of transactions and other fixed costs/
investments, core competency leading to
enhanced productivity, etc.
Basic objectives of small finance banks is
to amplify and broaden steps on Financial
Inclusion by provisions of Savings and
Supply of Credit to Small Business Units,
Small & Marginal farmers, Micro & Small
industries and other unorganised sector
entities through improved technology
92
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and low cost operations.
Objectives of payment banks are to
further financial inclusion by providing
(i) Small Savings Accounts and (ii)
payments/remittance services to
migrant labour workforce, low income
households, small businesses, and other
unorganised sector entities and users.
What are major challenges for
Differentiated Banks?
Some of the major challenges include:
Lack of consumer protection and
grievance redressal mechanism
Poor Liquidity Risk Management
Insufficient capital allocation and
exposure norms
Tough to create trust among last-mile
customers
Creation of banking awareness among
last-mile customers and making them
transact
Inadequate promoters’ experience and
corporate governance
Poor last-mile connectivity and building
franchises – factor related to operational

risk
Low income from customer services
rendered
Regulatory norms like 75 per cent of
lending to priority sector by small finance
banks and 75 per cent investment in
government securities by payment Banks
is prescribed, which may be a tough
proposition and it may crimp their Return
on assets (ROA) and erode capital base
even with a slight economic turbulence.
Ample unmet potential available in the
rural, unexplored areas and unserved
and underserved consumers needs
contextualisation. Hence long-term
sustainability balanced with Financial
Inclusion goals will be the roadmap for
their stakeholders to draw.
These banks are to aim at providing
high-volume-lowmargin and low-value
transactions in deposits, payments,
remittances, etc., in a fully secured
technology-based environment. Any
variation in these breakeven statistics may
impact adversely the Net Interest Margin
(NIM) of the Differentiated Banks.
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RHF REDUCES THE TIME OF HOME
LOAN SANCTION
TO 7 MINUTES USING
DIGITAL LENDING PLATFORM
India being a cost-sensitive market the two factors that play a major role
while availing home loan are Rate of Interest (ROI) and how soon the loan can be
disbursed, says Kunal Dikshit, CTO, Reliance Home Finance Ltd, in conversation
with Elets News Network (ENN).
2) Information and data
3) Adhering to regulatory and
compliance requirements. For example,
Reliance Home Finance (RHF) is
governed by NHB guidelines.
4) Responsible for preparing a
technology roadmap

KUNAL DIKSHIT
CTO
Reliance Home Finance Ltd

How significant is the role of a Chief
Technology Officer (CTO) in a
financial institution as compared to
other C-Suite officers?
A CTO’s role is constantly evolving in
today’s world. Long gone are the days
when technology used to be a support
function. Technology is now working
in close coordination with businesses
and driving growth with well-defined
responsibilities of ensuring Return on
Investment (ROI) on the investment
made.
The responsibility of a CTO includes:
1) Identifying the right technology
components to enable business revenue
growth and fulfill company needs.
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The profile allows the CTO to act as a
trusted advisor to CEO and align the
company goals to the strategic technology
initiatives. It’s the CTO’s responsibility
to evaluate the new technology initiatives
and its impact on the company. The
role gives one the authority to decide
on new products to be used along with
the budgetary decisions. It’s the CTO’s
responsibility that technology function
comes to the forefront and enables
the business to fulfill the company’s
objectives, thus ensuring a much more
intelligent organisation.
Home finance is a popular segment
and in India, it caters to a large section
of people. What measures do you take
to enable digital engagement with
your client base?
India being a cost-sensitive market the
two factors that play a major role while
availing home loan are rate of interest
(ROI) and how soon the loan can be
disbursed. Technology and innovation
are playing a key role in fulfilling the
aspirations of a large number of Indians
wanting access to credit and being a
financial services provider.
At Reliance Home Finance, we make
it our prime duty to understand the

consumer’s perspective and needs.
Reliance Home Finance’s digital lending
platform has drastically reduced the
turnaround time in home loan sanction
from 4-5 days to 7 minutes. This has
helped in better customer service and
satisfaction index and has also taken
the brand to newer heights. Further, we
have a state-of-the-art website that is
user-friendly as it enables customers to
understand the loan products in a simpler
manner.
All efforts are carried out via a call center,
branch network, SMS and emails to make
our customers more aware of our digital
offerings.
In a country that is still chasing
Financial inclusion, how can you
ensure housing for all and easy loan
access?
As per industry reports, there was a
shortage of close to 2 crore housing
units over the period 2012–17. Of these,
the housing for economically weaker
sections alone accounted for more
than 50 percent. Pradhan Mantri Awas
Yojana (PMAY) is a promising scheme
which is expected to solve the housing
shortage in the country. More than 65
lakh houses have been approved so far for
construction under the PMAY (U).
The government is on course to sanction
one crore houses well before 2020 to
ensure that construction activities are
completed to provide housing for a larger
section of the society by 2022. Reliance
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Home Finance has an important role
to play in realising the target of this
scheme and is working overtime to
ensure that every Indian gets his/her
dream house. Our focus is clearly on
the “affordable housing” segment and
this has become a win-win situation for
all parties concerned the economically
weaker section of the society, the
government, and RHF.
Tell us about the new technology
deployments in the company.
Technology no longer is just an enabler
but has become the “driver” of the
business initiatives, thereby ensuring
increased revenues or reduced cost by
improving efficiencies. Focus on digital
initiatives ensures better end customer
experience by ensuring ease of doing
business. Systems are in place to assist
the internal workforce to seamlessly
close deals and provide the best support
to the customers. Following initiatives
have been undertaken by us in terms of
technology:

1. Robotic Process Automation (RPA)
is covering the automation of updating
‘Pending Customer Documents’ in
the loan lifecycle. The RPA BOT
does a maker-checker and uploads
the details and updates status of the
documents received in the core loan
management system, basis excels inputs
prepared by the operations department.
Improvement of the process in terms of
Connect with us on

BFSIPost

@BFSIPost

notifications/ reminders is also in the
plan. Secondly, the automation of the
‘Purchase Order Generation’ process
and auto-execution of mail to the
respective vendor.
Another area in which we see the value
has been added is the automation of the
‘Customer Issue / Feedback’ process.
Mail sent by the customer is auto
allocated to the team and recorded in
the system and an incident number is
generated. The auto-reply is sent back
to the customer along with the incident
details.
2. Models are getting more and more
developed with the availability of data
and are getting used in not only helping
us in customer acquisition but also
reducing the delinquency
3. Technology is also integrating
“WhatsApp” for business for
communicating with the customers.
4. Digital lending platform has been
developed and RHF aims to sanction
a home loan within 7 minutes. The
customer has an option to either use his
Aadhaar number or PAN and system is
integrated with third-party entities and
tools like the bureau, de -duplication
engine, and statement analyser to
instantly calculate the creditworthiness
of the customer and generate the
sanction letter which then gets mailed
to the registered mail ID.
The Banking and Finance Post
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5. The mobile app is used by both feeton-street (for instant credit decisions
and sourcing) and collections field
force (for payment collection).
How has been 2019 for the company
so far? What can we expect to see?
The year 2019 has no doubt been
challenging with the general liquidity
crunch in the market and the slow
credit offtake due to rising interest.
We at RHF firmly believe that this is
a temporary blip and things should
stabilise sooner rather than later.
Completion of events like the General
Elections would also play a big role in
improving the general sentiments in the
market.
New offerings that one can hope to be
delivered is the launch of Artificial
Intelligence/Machine Learningbased chatbots which would be more
next-gen as compared to most of the
current ones which are mostly glorified
Interactive Voice Responses (IVRs).
Chatbots would be able to handle the
local language-based questions and be
intelligent enough to help the customer
to fill up the loan disbursal form.
Automation of most of the repetitive
mundane tasks is also very high on the
agenda. 

July - August 2019

95

INDUSTRY PERSPECTIVE

‘BANKS PAINTING ALL
NBFCS WITH SAME BRUSH’
The government should insist banks on keeping funds aside for small and midsized
NBFCs to avoid another crisis. Banks must differentiate between the NBFCs and
should qualify the stronger NBFCs, says Hardika Shah, Founder & CEO, Kinara
Capital, in an interview with Elets News Network (ENN).

HARDIKA SHAH
Founder & CEO
Kinara Capital

Give us an overview of your products
and services.
Kinara Capital transforms lives,
livelihoods, and local economies by
providing fast and flexible loans without
property collateral to the underserved
Micro, Small & Medium Enterprises
(MSMEs) in India. We offer loans in the
range of Rs.2-25 lakhs for working capital,
asset purchase, line of credit and other
business expansion needs. By not taking
any property collateral, we have extended
financial inclusion to many MSMEs in the
informal sector.
Almost half of our customers are new
to credit and to formal lending. Kinara
Capital’s on an average have reported
a 20 percent increase in their business
income from the entrepreneurs who have
taken loans from us. As a result of our
services, Kinara Capital has impacted over
96
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half a million lives in India with income
generation, job sustenance, and new job
creation, especially for women and firsttime earners. To date, we have disbursed
Rs.1,160 crores across 34,000+ loans.

liquidity crunch. This year, we are happy
with the vote of confidence from our
investors who doubled-down and have
invested in our growth at a time when the
NBFC industry has been struggling.

There is a liquidity crisis in the market
after IL&FS. What steps do you feel the
government should take to improve it?
liquidity in the system and rate cuts have
been given to the banks. The government
has infused Rs 40,000 crores in public
sector banks to provide a boost to all
sectors that have been gripped by a
slowdown. However, the banks are still
not lending to non-banking financial
companies (NBFCs) because they are
painting all NBFCs with the same brush.

RBI has framed guidelines for NBFCs
recently. How is it going to change the
current financial situation of NBFCs?
The recent moves by RBI is a good
thing for the long term viability of the
ecosystem. As per the new RBI proposal,
NBFCs that need to increase their
capital adequacy will find investors to
back them if they have a strong business
model and have demonstrated financial
sustainability.

We have a vast and mixed economy
in India and NBFCs play a critical
role in driving economic growth. The
Government should insist banks keep
some portion of funds aside for small and
midsized NBFCs to avoid another crisis.
Banks must differentiate between the
NBFCs and should qualify the stronger
NBFCs, perhaps by reviewing parameters
like whether Reserve Bank of India (RBI),
has qualified the NBFC as systemically
important or not along with the NBFC’s
profitability, overall growth, and portfolio
quality.
Kinara has raised USD 14.2 million
from private equity. What new
investments are you looking forward
to?
We have always raised funds as needed
for our business plan. As a company,
we believe in sustainable growth and,
therefore, we hit profitability within four
years of our inception. Our strategic
approach has meant that we are one of
the NBFCs not to have suffered from the

For the NBFCs who are on the cusp, RBI
is giving them ample time to push for
scalability. It is time to sink or swim for
NBFCs with low capitalisation to either
pivot their business models or find the
investors who believe in their vision.
What new innovations are you
planning for the next five years?
Five years is a long way away but we do
plan to grow in our existing regions and
expansion into new regions. We are one of
the few financial services companies that
have a majority women-led management
team, so we are very motivated to bridge
the financial inclusion gap for women
entrepreneurs. In the short-term, we are
working on new services and products
specifically tailored to support women
entrepreneurs. We want to mobilise
women entrepreneurs by providing
incentivised loan products and
services. 
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KARUR VYSYA BANK-EMBRACING
INNOVATION FOR ENSURING
CUSTOMER SATISFACTION
The Indian banking industry is keen to adopt digital innovation but several customers
still ask for face-to-face meetings. While we cannot say ‘no’ to any customer, we
educate them regarding the flexibility and convenience of using use tech-led banking,
says S Sekar, General Manager and Chief Information Officer (CIO), Karur Vysya Bank, in
conversation with Elets News Network (ENN).
service model can submit a vehicle loan
online using his mobile in 10 minutes
and the sanction can also be achieved in
another five minutes time. Similarly, for a
home loan in 20 minutes too. We have so
far implemented 24 products under retail
loans category and five products under
commercial category purely end-to-end
online including documentation.

S SEKAR
General Manager and Chief Information
Officer (CIO)
Karur Vysya Bank

There is a vogue of technology
implementation across the banking
sector. Where do you see Karur Vysya
Bank in terms of innovations?
While every organisation is concentrating
on digital adoption, we have quietly
implemented booking of all retail loans
under digital technologies, end-to-end.
For instance, a customer under the self-
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What are the major threats faced
by Indian banks in terms of techdeployments? How do you overcome
these challenges?
The biggest threat faced by Indian
banks is the cybersecurity threat. While
the Industry has opened up for digital
innovation, the associated threats are also
on the higher side. We have designed
a rugged cybersecurity framework
in consultation with regulators and
implemented the same and of course a
lot of awareness and discipline support is
also required from the users and we are
fortunate to have the same.
Despite the rising usage of digital
banking, consumers still rely on
face-to-face meetings in terms of big
investments. What should be done
to enhance people’s faith in tech-led
banking?

While we cannot say ‘no’ to any
customer who is interested in face-toface meetings, however, we educate the
customers regarding the flexibility and
convenience of using tech-led banking.
What are your views on the
Indian regulations with regards to
technology and its role in the banking
sector? What are the areas that need to
be revisited?
Banking is a highly regulated industry
and while we are free to implement
any technology for the benefit of
customers it should be under the
regulator defined framework only. But
these stringent measures are necessary
considering the sensitivity of our
industry. I feel that security should
be further tightened to ensure the
confidence reposed by our customers.
What innovations have you planned
this year?
Our innovations will continue to
be around digital innovations and
strengthening our cybersecurity. We
strongly feel that the availability of
service to our customers always is
paramount than anything. 
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From Left to Right: V G Kannan, Chief Executive, Indian Banks' Association; Ankur Gupta, Principal Secretary-IT, Govt. of
Haryana; K P Bakshi, Chairman, Maharashtra Water Resources Regulatory Authority, Govt. of Maharashtra; Amitabh Rajan,
Chairman, RBI Services Board of India; Dr. Kalpana Gopalan, Additional Chief Secretary, Department of Youth Empowerment &
Sports, Government of Karnataka; Andra Vamsi, Additional Commissioner & Additional Registrar Co-operatives and Banking,
Government of Uttar Pradesh; Rumani Riar, District Magistrate & Collector, Bundi, Rajasthan; Kewal Handa, Chairman, Union
Bank of India; Dr.Ravi Gupta, Founder & CEO, Elets Technomedia Private Ltd.

F

Embracing technology and
innovation in BFSI sector

inTech is a topic of relevance, not just for India but for
the global action plan as well. Financial Technology is
a global agenda that will enable in crafting financial
institutions across the globe, said Dr Amitabh Rajan,
Chairman, Reserve Bank of India Services Board, at the
recently organised Elets BFSI Gamechanger Summit in Goa.
Organised by Elets Techomedia in association with
The Banking & Finance Post, Asia and the Middle East’s
premier bi-monthly magazine, being the Knowledge
Partner, the two-day residential summit witnessed the
august presence of several eminent leaders namely Raman
Aggarwal, Chairman, FIDC, VG Kannan, Chief Executive,
Indian Banks’ Association, Kewal Handa, Chairman, Union
Bank of India, Vishal Agarwal, CEO, Locobuzz Solutions,
Anand Ramamoorthy, President, Uniken, Akshay Dhanak,
CIO, Magma Fincorp Ltd, Rohan Verma, CEO, MapmyIndia
and many more.
The Summit began with the welcome address by Dr
Ravi Gupta, Editor-In-Chief, The Banking & Finance Post
and Founder Publisher & CEO, Elets Technomedia. In his
address, Dr Gupta spoke about Elets’ journey so far and also
shared the joy of completing 16 years of its operations with
all the attendees.
He said that the journey of Elets began with four core
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areas namely Governance, Financial Inclusion, Health and
Education, and the role of Information Communication and
Technology in reaching the desired goals in the abovementioned segments.
The impressive congregation of experts saw deliberations
upon many significant topics such as Institutional
Foundations for Fin-Tech in India, Technology and BankingCyber Security, What Ails Public Sector Bank, Non-Banking
Finacial Companies- Challenges & Opportunities, Together
We Accelerate the Journey to Financial Digital Maturity.
Among other topic of discussions were-- - Digital
Transformation Horoscope in Phygital World: Vision 2020, CIOs as Driver of Digital Disruption: The One Stop Place for
Everything in Innovation, Data Analytics: Harnessing Data to
Understand Cutomer Behaviour and the technologies behind
it, NextGen Payments : How Open Banking and Regulatory
Landscape Led to an Open and Collaborative Payments in
Hybrid World.
A special issue of The Banking & Finance Post magazine
was also inaugurated during the conclave.
The summit concluded with felicitation Ceremony and
BFSI Gamechanger Awards that recognised the exemplary
contribution made by the Banks, NBFCs and Corporate.
Here is a bird’s eye view of the summit:
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RAMAN AGGARWAL

VISHAL AGARWAL

There is always an opportunity in the crisis. The latest
fiasco of IL&FS has also given us a set of lessons and
in terms of opportunity, for the first time in the history,
NBFC delegates had meeting with the Prime Minister
Narendra Modi which has never happened in the history.
Each company has its characteristics and we cannot just
put it as a representative of the entire sector.
IL&FS cannot represent the whole NBFC sector.

Every customer today wants real-time, personalised and
very effective engagement what we popularly refer to as
Netflix engagement. They want to continue the conversation
over Twitter, Facebook or LinkedIn exactly from the point
where they left last time. If the internet can help a brand
to boost its popularity, it can also diminish the same, if not
used wisely. And especially it becomes a huge challenge for
large brands to use technology with utmost care.

AMITABH RAJAN

VG KANNAN

Chairman
FIDC

Chief Executive Officer
Locobuzz Solutions

Chairman
Reserve Bank of India Services Board

Chief Executive
Indian Banks’ Association

FinTech has a tremendous advantage. Each component
of technology and the set of innovation that comes in the
financial market have a lot of potential associated with
it. India, however, has not been able to make optimum
utilisation of the benefits that technology is ushering in.
There is a sense of urgency for India, otherwise, we will
lack behind.

Digitisation is rapidly changing the banking and financial
sector, ensuring innovation, speedy delivery of services
and easing the working hours at the bank branches. Digital
India is indeed connecting every Indian, and banking the
underbanked segments of the society for holistic growth.
The sector is also maintaining balance with the changing
regulatory norms by adhering to it.
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KEWAL HANDA

ANAND RAMAMOORTHY

One of the biggest challenges faced by PSBs is the lack of
decision making and risk-taking officers. If PSBs have to
compete with private lenders in the commercial domain,
they will have to step out and take risks. Employees working
in the PSBs have to face too much vigilance. Anything that
has been done today or in recent past has been scrutinised
to analyze whether there were any losses due to the initiative
taken.

The common perception is, if you are going to add a lot of
security elements to engagements, you are secure but in
reality, you are going to break the customer experience. You
are going to make the app slow. You are going to make it
complex. The authentication is going through with many
cycles. Just having more and more authentication factors
does not make things safe.

Chairman
Union Bank of India

President
Uniken

ANAS KHALLEDA
Solution Manager
Huawei.

Today the banks are transforming a purely financial company
to financial technology firms. Banks today are more focused
on comprehensive customer experience and next-generation
payment systems. We are going to reshape the Information &
Technology (IT) for the banks by building a smart architecture
system through the high-performance opening platforms and
finance clouds for the services.

DEEPAK SHARMA
Chief Digital Officer
Kotak Mahindra Bank

Recognition of IT is very critical for organisations to succeed
because IT could not be just the backroom voice. A person
who is more articulate and sits in board rooms ends up
claiming the success. As organisations mature, even they
know that people who make a lot of noise and claim the
credit are not necessarily the real ones. It is very important to
recognise the silent ones and so often, I would say, these are
the people in IT. They don’t make noise. They just put their
heads down and do their work.
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RITESH PAI

Group President & Chief Digital Officer
YES BANK

If you see payments history in India, it was something that we
were just blindly copying from the west. If you look at the way
prepaid, debit, credit, PoS, payment gateway, these originated
in the west and we were the followers. But of late the trend
is changing, and we have seen a kind of off swing in it, Post
demonetisation has at least fast track the development by
three to four years. Otherwise, we would have taken a few
more years at a very organic.

GAUTAM ANAND

PHILIPS EASPEN

According to the World Bank, around 2.5 billion people in
the world do not use any formal financial sector. This is 75
percent of the total population of the world. But there are
countries like Spain where 98 percent people have access
to basic banking. So there is a huge paradigm shift between
the world as a number and a few developed countries.
Post demonetisation, we have also seen a huge shift in
the payments domain and with a boost in the number of
transactions, customers are coming in. We started late but
caught up in a big way.

The organisations today need to understand the power of
technology and also how it should be seamlessly addressed
to the customers. With technology changing rapidly
the needs of the customers are also changing. For the
success of any company, it is mandatory to understand the
expectations of the customer.

Head Net & Mobile Banking
Bill & Direct Pay
HDFC Bank
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ANIS CHOUDHURY

Product Manager
MicroWorld Software Services

In today’s growing economy, the Banking, financial services,
and insurance (BFSI) sector are dealing with exponential
growth, which requires Information & Technology (IT)
interventions. Motadata is enabling this IT needs of the
segment for keeping a track of data security and user
availability through a single console.

With the country moving towards digitisation and cashless
economy, the adaptation of new technology is also
becoming more proficient in Banking, financial services,
and insurance (BFSI) sector. But along with this, there is
a significant rise in the number of risks in fraud and cyber
attacks. To keep a tab on these arising risks, MicroWorld
Software Services has launched vulnerability management
system software named Nemasis which is supported by a
24*7 support system.

RAJDEEP SAHA

AKSHAY DHANAK

If you look at any business model the three important
elements, are the ‘3D’ lens which is — to defend, disrupt and
differentiate. These are the three buckets where companies’
strategy would lie and for each of these buckets, various
technologies are there out in the market. It requires a lot of
deliberation and calibration of the strategy. With organisation
capacity and vision we need to move ahead as a joint team.

Data analytics as a discipline is embedded deeply into our
industry. There is a huge focus shift in terms of looking at a
customer and trying to become more and more customerfocused organisation. Data discipline is pretty much-driving
force behind making a huge platonic shift in the way the
organisations were structured.

Digital Leader
Financial Services Sector, India/ South Asia, IBM India
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Regional Manager
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TOPENDRA BHATTACHARJEE
Head- Digital Bank
Direct Channels and Analytics
RBL Bank

Data was always there. A lot of data is floating around in
an unstructured way. It is indifferent systems, formats, the
variables are interlinked but not in a cohesive fashion. We
have created a system to cohesive interaction with every data
points which is there it inturn helped us in understaning the
customers we are dealing with. Once we understood that we
have started creating models in terms of how we can improve
the interactions

MAYANK BAID

Director of Sales Strategic BFSI
Huwaei Telecommunication

It’s a very competitive world and most of the banks today
seeing a challenge in customer acquisition and retaining
them. Customers demand has increased, they want more
personalised products and services. For treating the customer
as an individual, the banks are trying to implement various
tools to enhance the customer’s experience.

ROHAN VERMA
Chief Executive Officer
MapmyIndia

We ask banks to geocode every customer. With this they can
know the exact financial status and location of the customers
they are catering to. CBDT as part of their project insight has
mapped out using MapmyIndia every taxpayer in the country.
Now, when you know every tax payer's exact location, you can
do all sorts of analytics. In the case of CBDT, they are trying
to see if anybody is evading tax. Using Mapmydata data and
technology it is easy to flag such people.
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DINESH MENON

ASHWIN KHORANA

In the era of digitisation, customers are buying products
only looking at discounts and offers. Today the brand
loyalty is a big concern. In the digital era, marketing has
got redefined to engaging with the target group to induce
brand consideration leading to trails off course stickiness
advocacy and influence. People are shaping the destiny of
brands online because when somebody goes and tweets
a bad experience on their twitter handle it rattles the brand
that is offering the service.

One of our applications turned into an impressive digital
disruption as the entire organisation worked in collaboration
and not in isolation. The biggest question in front of us was
how are we going to train the frontline? Our CEO said the
frontline doesn’t need any training. If your application is
intuitive they will be able to use it.

MILIND VAREKAR

ZULKERNAIN KANJARIWALA

Post-demonetisation we saw new products coming in like UPI
because of which the payment transactions have got a boost.
What is open banking? It is a system that provides a user with
a network of financial institutions' data through the use of
application programming interfaces (APIs). With this, we are
opening the transaction field to various channels, FinTechs,
and making it easier for customers. Many companies have
started providing transaction services in regional languages
too, to give confidence to the customers who are a little bit
hesitant to use this channel.

Foreign banks like us have stringent RBI guidelines which we
have to follow. For example, if we talk about money transfers
through us that are almost 90 percent foreign remittances
we have to follow the central bank's guidelines. Hence,
open banking is a good option for us because we don’t have
to do much investment in that and by doing this type of
integration it will reach out to more areas where we are not
having our presence.

Chief Marketing Officer
SBI

General Manager- IT
Saraswat Bank
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Chief Information Officer
Jana Small Finance Bank

Head-IT
Doha Bank
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PINAK CHAKRABORTY

SATYA SHANKAR MAHAPATRA

Instead of looking at only transactional data, we are also
focusing on all the other activities of the customers like
their social media presence, web banking, etc. which in
turn is helping us to know our customers better. This is
also helpful in knowing about what deal is best for them
that we can offer.

Most of the banks have incubation centers in-house; in
Barclays, we have got five global incubation centers with one
in India as well. There they are experimenting with alternate
data. The current data which we are using for evaluating the
credit models or credit scoring is not sufficient enough.

MANISHI CHATTERJEE

DOMINIC VIJAY KUMAR

We thought of taking a cautious move, to the perennial
problems our bank is suffering from like NPA (Non-performing
Assets). We have decided to work on cognitive abilities, so
we have come up with the model of the early warning system
(EWS). It is for both the retail and corporate, and by using this
we can systematically receive relevant and timely information
before a disaster to make informed decisions and take action.

"When you look at the implementation of Artificial
Intelligence (AI) at the customer level in housing finance, it
doesn’t play a bigger role but if you look at the back office
level the credit processing, the underwriting, how we going
to target a customer, store it, analyze the customer, the AI
plays a bigger role. It is because the relationship with the
customer in our segment is more of the long term and to
predict the customer's ability to repay the loan AI plays an
important role."

Senior Vice President of Technology
Digibank
DBS Bank, India

Vice President-Risk & Analytics
Barclays Bank

General Manager- IT
IDBI Bank
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SURESH A SHAN

K V DIPU

Head- Innovation & Future Technology
Mahindra Finance

President
Head Operations & Customer Service
Bajaj Allianz General Insurance Company

We are finding it difficult to get the authenticity of the
information, for example, date of birth in rural India.
Maximum people in rural India will have a date of birth of
either June or July. It is because in rural India to get the food
they get admission in schools with the random date of birth.
So it becomes very difficult to be sure that the data you have
in your hand is right or not.

Keeping the customers in mind, you can leverage the
technology like blockchain making it easier for customers
to avail your services. Two years back we launched a
blockchain-based claim settlement process for travel
insurance. We provided the reimbursement on the cost of
the ticket, if your flight is delayed beyond time, under the
terms and conditions in the policy. By leveraging blockchain
we get the proof of the delayed flight status so the customer
doesn’t need to provide any information.

AKHIL HANDA

ATUL KUMAR

Advisor to MD & CEO
Head-Fintech & New Business Initiatives
Bank of Baroda

Chief Information Officer
Syndicate Bank

Phygital is an absolute way for us. After our integration with
the two other banks Dena Bank and Vijaya Bank, we are the
third-largest bank in the country. We serve customers who are
of every demographic, in every geography, age, and gender. In
the evolving world, which is led by key ecosystem catalyst and
enablers, predominantly in the digital front, it is imperative that
we also innovate and constantly keeps changing which we
have done with some amount of success.

The biggest challenge for the digital transformation and
innovation is every time we come across small changes
in a product, we call it as a big innovation. We should stop
talking about innovation so frequently. In the Software world,
for example, a new version comes up now and then which
is not tested properly. Because of which so many issues
come, and adoption becomes difficult. By the time we adopt,
the new version of the software comes up. We need to
understand that innovation cannot happen overnight.
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SRINIVASAN IYENGAR

JAYA VAIDHYANATHAN

Chief Operation Officer
Reliance Nippon Life Insurance Company

The biggest challenge in the insurance sector that we face is
how to manage the trust of costumers. Unlike banks where
they can visit now and then, they come to us only once a
year to pay the premium. Hence, it becomes a big issue
especially when we talk about digital platforms.
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President
Bahwan CyberTek

When does digital becomes phygital? It does when there is
a convergence of thoughts between the digital world and
the physical world. There are different facades of stating
something as digital. It means the seamless conversion of
digital and physical.
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KNOWLEDGE PARTNER

ORGANISER

Thank You For Joining Us at

SUMMIT
Elets Technomedia would like to express its heartfelt gratitude to
all the esteemed speakers, partners and delegates who participated in
Elets BFSI Gamechanger Summit, Goa on 11-12 May 2019.
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Summit
27 SEPTEMBER, MUMBAI

Get Ready to Explore the New-Age

in the Country
In India, the concept of lending in finance sector is in the disruption phase. The sector is
committed to create an appropriate framework by working together with the regulators to foster
responsible innovation in the digital lending.
The Elets Technomedia Pvt Ltd in association with the Banking and Finance Post is organising the
“Digital Lending Summit,” on 27 September 2019, that will witness the presence of various lending
fintech leaders to connect and re imagine the future of lending. The summit will include
Policymakers, Credit Lenders, Regulators and many more.

Key Discussion Points

Digital Lending
Operations

Loan & Recovery
Management

Data Harnessing &
Analytics

Risk & Fraud
Management

Cybersecurity &
Data Privacy

Target Audience
MD & CEO | Chief Operations Officers(COOs) | Technology Heads(CIOs, CTOs, and Head-ITs) | Chief
Risk Officers(CROs) | Chief Digital Officers(CDOs) | Chief Analytical Officers | Chief Credit & Lending
Officers | Chief Product Officers | Head of Collections
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