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Takeaways from program on Digital Banking on August23 2017

The focus of the program was on end to end digitisation in banks. Each session was structured with
specific targeted learning. A brief background note of the program is placed here befiorg tret
session wise takeaways.

Background:

The program takes a 360 degree look at the digital developments in commercial banks and the latest
initiatives taken by major banks. Speakersre senior bankers involved in execution of the digital
initiatives Therewasalsoa session on Agile way of dealing with digital initiativebanksby Paul
McNamara from BC®vith exercises Saurabh Tripathi & Pranay Mehrotra of B@@re the
knowledge partners for putting together the program which covered all tteads in digital
developments in banks and NBFCs. There va¢sefive Fintechsvho discussed their innovative
mechanisms of customer interaction, acquisition, credit delivery and monitoring, which can work in
synergistic partnership with banks namel§rpC Cropin, Flexiloans, Atyati, and Technospire.

Following 6 themesveretackled through presentations by various practioners of digitisation:

1. End to end digitization to enhance employee productivity, reduce costs, improve customer
experience
a. Structured @proach to digitizing customer journegdrom sales to service
b. Digitizing sales journey®nabling sales teams and RMs with digital tools
c. Capturing the power of digital to transform employee journeys (e.g. performance
management, postings and talent magement)
d. How to capture value from new technologiesobotics, machine learning, Al
2. New ways of working in the digital age
a. Driving Agile delivery: Moving from long delivery cycles to short sprints
b. Role of leadership to drive digital transformation
c. "Digital academies" to embed core digital capabilities within banks and sustain
change
3. Analytics and Advanced Data
a. Analytics to power sales across customer segmerfitsm new acquisition to cross
sell
b. Leveraging analytics for credit decision making, loamitoang
c. Creating analytics capability in the Bank (technology, organization, processes)
d. "Big data lake" and data warehouse: creating right back bone for data excellence
4. Digital to build low cost banking models
a. Enabling financial inclusion
b. Leveraging ditrl to reduce costs of delivery
c. Approach to driving sustained adoption by customers of digital channels
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5. Technology : Building the backbone of a digitally driven Bank
a. How to capture value from IT to enable digital transformation (e.g. building of service
oriented architecture, approach to decide and efficiently managing IT priorities,
vendor collaboration)
b. Cybersecurityq protecting against risks in the digital age
6. Next generation digital
a. How to work with Fintechs
b. Approach to API and Open Banking
c. Buildng digital sales and marketing capabilities
d. Digitaltrade financeand integrated digital front enébr corporate clientscombining
cash, trade and FX

Some of the most important and relevant subjects covered included creating digital ready IT
architecture digital marketing, API banking, next generation digital technology, cyber security issues
and new digital payment initiatives etG.akeaways fronthese important sessions that can help in
practical digital transformation efforts of banks are summarizehbiy.

1) End to end digitising customer journews SBI: Ms Manju Agarwal, Deputy Managing Director

i) Internal Customer Journeys @&mployeeswhich are being digitised by SBI, include;
a. Salary slip
Claims for various expenses
Leave application/ touprogram
KRAs
performance appraisal
Internal communications
How we accord approvals/ sanctions
How we conduct meetings
i) External Customeﬂourney§ GKAOK I NB 0SAYWAt RRIM GAaSR o8
.t FyOS Syl dzi NB
{GFraGSYSyld 2F | 002dzi
hNRSNAYI20KSIjdzS 062
201Ay3 5S0AG /I NR
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A Customer convenience

A Operational efficiency for bank
iv) Major digitaltrends, which are impacting bankagclude;
Customer empowermeniGlobally banks are being forced ¢pen their platforms Open banking
will increase competition & empower consumer€ A Y 1 SOK& | NB Yy A 0 0,beiity 3
payment, lending or account aggregatiddew technologies (IoT, RPA, Analytics etc.) will lead to
product and service innovationBig data technology is becomingainstream. Analytics and data
will change business model

Ay

v) Banks need to transform the current culture to meet competition and pursue innovation

From traditional banking culture | ...... to digital culture

Risk Averse Experimentation
Channel/ProducCentric Customer centric

Rigid Collaboration

Siloed Agility /Third party suppliers

Focused on running the business to Innovations

vi) Priorities for Bank in digital for value creation

Establish Innovation Lab
Robotics &Automation

Develop an Analyts platform

Sales Tools to Relationsh
Managers

Partner with FinTechs - | Leverage data to customig§ Merchant eco system fo
Investment/ Collaboration | products/processes proximity & non proximity,
payments
Redefining branches Leverage data to create ne| Mass Market  wealth
business models for lending| Management

Digitize Contact Centre

HR: Performancg
Management & Posting tools

Some Important Journeys
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Vil)Ly @SaldAy3a Ay Lyy2@0FiA2y G2 o6dzAftR GKS .lFyl 27
Invest in an Innovation lab to ensure \adopment of new products on continuous basis and
improvement in processes, operations and service levels.
LG aK2dzZ R 06S a2dzi02YS FT20dzaSR¢é¢ YR a0dza G2 YSNI C
Key considerations for the innovation lab
Assess the development to ldene andnumber of people required
A A state of the art lab facility to be developed and managed
A Hire from the market for the required skillsets (design, UI/UX, mobility, social media etc.)
A Encourage Flat organization structure in the lab
A Promote a culture wheréailures are acceptable
Researckexplore key trends & identify consumer behaviour & needs
Innovate-ldeate & innovate to address consumer demands
DesignDesignworking prototypes of customer focused products and services
Sandboxest the designed product& services for customer acceptance & market adoption

viii) Collaborating and partnering with Fintechs
Through the innovation lab and a defined partnership/ collaboration framework, SBI will be able to
drive new products in the market
CAyiSOKa KiKPSo MRAzIG RFY {AYy3IT (SOKy2f23&8 3 06dzAAY
We have existing customer relationships & financial resources.
Collaboration will be a win win for both.
Fintechs can be grouped based on the use cases into:
Lending
Payments
Artificial Intelligence
Robotics
Wealthtech
Account Aggregation
Barclays has built a set of partnerships across emerging fintech and payment players through:
A Investments
A Me&A
A Incubation
A Partnering for specific products capabilities
ix) Redefining the branche&o where the customers a&: Next generation branches would deliver
value-added services, making the branch network cost efficient in a modern and trendy setting.

Flagship Center Branchlechnology focusUse to build brand, test innovations and provide a
fascinating customer expience

To To To To Do Do
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Supermarket BranchProduct diversity focugdigh customer autonomy witkelfservicefor a very

large offer of products and services

Concept Store BranctDesign focus &S 2F 0N} yOK RSaiAdaya (GKIFIG F20
gAGK || DYSWDALIE O2y

YAzala | yR a/{ Slodatioh &dldddvénrice fochdinighidefcost of branches while
maintaining presence through smart technology enabled retail location

Mobile Branch Accessibility focusEnable remote customers with cash in and cashin various

locations

X) Big Data technology is becoming mainstream
Estimated 2.3 trillion gigabytes of data produced every dalillion+ hours of video watched on
YouTube each month 400 million tweets sent each month 30 billion pieces shared eroélac
every month

A Velocity(Rate at which data changes)

A Variety(Different forms of data)

A Volume(Scale of data)
Influence of Big Datd&inancial Institutions are leveraging analyticsifwights & intelligence for

better decision makingNYSE captures TB of trade data during each trading session, Telecom
operators process 500 million daily call records in real time
A Intelligent Decision Making

A Data Discovery and Market research
A Development of new product ideas
A Portfolio Management
A Superior Customer Expience
A Deepen KYC insight
A Enhance Customer segmentation and analysis
A Predict and prevent customer churn
A Enhanced compliance and monitoring
A Implement aggressive fraud detection and prevention
A Monitor communication channels for compliance
xi) Understandinghte customers better
Data analytics and behavioral profiling of customers to help SBI to achieve a far deeper insight into
its customer base and their needs
Who are your customers? Know them better?
: Micro-segment the customers based on demographic andoseconomic data
2 K0 GKSe@ R23X K2g YdzOK GKSe& SINYy:zI gKSNBE GKSe a
Identify the emerging needs and avenues of embedding SBI in their lifestyle
What they want?
Predicting the financial and lifestyle related needs of the customers
A Saings, investments, payments, insurance, finance

6 | Centre for AdvancedRnancial Researchand Leaning



D FINANCIAL
NG

nik of Inda

¥ Roserve B2

A Travel, entertainment, health & fitness, shoppingzc@nmerce, luxury etc.
Interacting with the customers to address their apparent and latent needs
Deliverservices where the customers are present?
Millennids are the future revenue pool and we need to be present where they interact in the digital
world
Serving the customers the way they like
Detailed understading of the customers based dineir banking / norbanking interactions
Advising on financial andvestment matters
WOW your customers on their lifestyleneedS 3 ® LINBSRA OGO | FdzidzZNBE Ay aQ (
Given that WeChat has become a way of life in mainland China, HSBC is building banking solutions

on WeChat platform
xii) eSMART SME
A Digitized lending to &éommerce sellers.
Sellers can apply for loans at partnetadler platform (like Flipkart, Snapdeal, Paytm etc.)
E-tailer platform transfers performance data along with demographic details of sellers
Centralised processing and-pnincipal sanction by specially designed Credit Underwriting
Tool.
A Sanction shared with Seller and SMECC for disbursement.
A Mapping of account on-iler platform for the capturing the cash flows.
xiii) P.A.C.E. Tool (Package for Accurate, Conveniergfaridnt recasting)
SBlhas redesigned our SME Credit underwriting process and it is now based on cash flow based
lending.
A It uses the Bank account statements (on us &usif to arrive at latest turnover of the unit.
A Advanced logics are applied to remove thontrade transactions (e.g.Kite flying, Transfer
to subsidiaries, System transactions etc.) for computation of real turnover.
A Key ratios are validated with company & industry standards to redraw the P & L and balance
sheet on the latest date
Key Benefis:
A Fully automated process with minimal manual intervention which reduces subjectivity and
increases speed of processing.
A Projections are objective.
A Minimizes window dressing.
xiv) Use of digital tools in various bankittR Performance Management-270,@0 users
Individual accountability: KRAs aligned to business
Continuous assessmenionthly scores on performance
Automated data capture Scores calculated from system data
Relative scoresEliminates externalities
HR Postings optimizer~500 HR managers

To To o
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Find "Right man for the right job"Uses 200+ parameters

Transfer policies digitizedClick of a button to detect officers due for transfer

Bankwide optimization Checks 1 trillion possibilities for best match

Process time reduced months to 2 weeks

XVv)Journeys may result in huge efficiencies for the Bank

Outward ClearingCheque drop kioskthe customer will scan the cheque, fill all the details and the
cheque will go in the queue of outward clearing post authentication by an official.

Personal loan

Topup loan for an existing home loan customer

Loan against shares/ mutual fund units

Account Opening

Customer can open his SB account through a web portal or mobile App based on OTP. He can get
started immediately and at his convenience do ak¥C verificadn based on Aadhaar by visiting a
nearby branch

CDS: Your Roles

Total ofs CASA deposits -
0010

Total ois loans - 1010

3145 4660 6185

ListofRoles 05 5016 - March 2017

Branch Manager Cohort Reporting Authority Role Type
1 -Budgetary

Role Status 12 KRA Assigned
REVA Submitted / Role Closure Compl... RV Aut

Hide Details ()
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= PR“SPER Search by PFID/Name of an employee ADVANCED SEARCH LOGOUT

Welcome, Mr. Fazlur Rahman Shaikh

Advanced Employee Search Postings

Customised search to identify employees with criteria of ﬁ Generate recommendations for transfer of employees.
your choice

Manpower Status Admin Configuration
Aview of the desired and current strength of employees Q Configure trigger parameters for employee transfers &
for each scale. update employee promotion dates.

Instructions
Click here to download instruction manuals for Prosper.

© 2016 - Saksham

2) Sessiono¥5 L DL ¢! [ & ® Uaydnama@n9Qbief General Manager, State Bank of India

LYRAIFIQa fFNBS&aG oly]l 9 F WC2NlidzyS pnnQ [/ 2YL} ye
Among the top 5@lobal banks with Asset Level approximating $550 billion (post merger)
Over 41 Crore customers with 18 Crore transactions per day (peak transaction of 5,000 per second)
Presence in 36 countries with more than 24,000 Offices
60,000 Bankig Correspondents
Highest IT spends amongst Indian Banks
Amongst the first Banks to leverage Big Data to understand customers' individual needs
Pioneering the Digital Transformation
Internet Banking is Rankedhs In terms of global traffic, wih a turnover of Rs. 56 Lakh Crores
Largest Number of POSViarket shareof 52% in mobile transactiongerminals
UPI TransactionsMore than 39 Lakh customers
59,000+ ATMsProviding convenience across the country
Digitalised TransactionsUsing Bharat QRatle and Aadhar Pay which are Capexlite models for acquiring
transactions
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Empowering the Employee
Training and imparting knowledge is the way to empower the employee
Driven by the digital transformation, the-leesarning portalGyanodyawith about 1,000 hows courses
launched.
To enhance domain specific knowledge, bank has subscribed to off the sheHrming content in
partnership with Harvard University
Knowledge sharing and collaboration through a Knowledge Helpline (intranet based) and Intranet Social
Platforms¢SBI Aspirations
Certification programs on processes like Loan Life Cycle is conducted both through online and offline channels
and employees are evaluated based on ahdunise developed software
Creating a learning culture among the employeesdnyducting Quiz programs frequently
Each employee now has annual target to complefe8 N}y Ay 3 Y2 Rdz S&4> 6KAOK I NB |
Performance Management System
Besides the 4earning modules, information is made available to the employees tindbe intranet portal
State Bank Times;@irculars, SMS alerts and digital library
Continuous feedback to drive improvement, developmental agenda and feedback tracked via an internal
Wi SEFNYAY3I | LILIQ
TECHNOLOGY DRIVEN EMPLOYEE LIFE CYCLE MANAGEMENT
Recruiment & On boarding:Revamped recruitment process and made cutting edge, ensuring State Bank
Ada (GKS OFYRARIGSQa LINBFSNNBR OK2A0S 2F SYLX 2&SNJ
V Best in class recruitment portal.
V Digital advertisement targeting select Colleges.
Performance Management System: Permance Management System more objective, transparent and
individualised to bring business focus
V ho2SOUABS WYSGNROA o0l aSRQ LISNF2NXNI YOS S@IFfdzk Az
V User friendly frontend platform that gives information (targets, achievement, etc.,) and insights to
guide forward planning (percentile ranking amongst the peers, worst performance metrics, etc.,)
Compatible with all deviceglesktop, iPad, mobile.
V Transparency to controllers; retime visibility of individual performance to employees to drive
business action
Transfer & PostingTransfer optimization tool to identify the right person for the right role
V Scientific algorithm that analyses employees past roles, experience, educational background,
ALISOAFTATIGA2Y OK2A0S: SiOdzr (2 ARSYyGAFe GKS Wi

Employee EngagementSuccession Planningintegration of employee journey data points (postings,
specialization exposure and interest, educational qualification, etc.) to plan for employees career path and
develop them for a Succession
V Rewards & Recognith - Driving motivation through instant gratification on exceptional
LISNF2NXYIF yOSs gKAES ONBIGAY3A 2NAFYyAalGA2Y I f YSY:
V Collaboration- Activating platforms for enabling employees and driving regular engagement,
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feedback and construiste interaction ( Like SBI Aspirations, Work from Home policy, etc.)
V Grievance RedressaqllT enabled system rolled out for timely resolution of staff grievances. The
escalation mechanism is automated such that, if any grievance is not responded withilatstl
TAT, it will be escalated to next higher authority
V Industrial Dispute Management Information System (IDMIS)enabled portal to track and monitor
HR legal cases of the bank
Impact and Learnings in the Digital Employee Transformation
The largesaiccomplishment (and also the biggest challenge) was to drive change in a huge bank with about
3 lac employees, in about 24,000 branches spread across length and breadth of the country
Substantial impact on employee engagement and satisfaction in the cagam
V Fairness and transparency of processes
V Greater recognition of talent, regular appreciation, feedback and development program
V DNBFGSN) adlroAfAlGes tSaasSNI LINEPoloAfAGE (2 Y2@S |
Can see results in overall business performanceedls w
V Individualised targets leading to a more focussed approach for employees
V Business get insights from performance daiased to define future strategy for divisions
V {iNRPY3ISNI FoAfAGe F2N LIS2LX S (2 cdyffdughNgieadtery R |y
communication, their voice being heard and their questions being answered regularly
Simplify ¢ as much as possiblEEmployees will adapt to change that is easy to DO and helps them in their
roles.
Digital is the keyPeople spend a large portion of theiime on computers, mobiles, iPad. It is very important
G2 SyadaNB [R2LIAZ2Y 2y GKSaS LIXIFGF2N¥a G2 RNRARODS 4AR
Touch the ground!¢ | £ { (G2 @2dzNJ SYLX 28SSax 3ISG FSSRolFO1=X I yF
3 N2 dzy &Qan beivaryifferent from those senior executives are made aware of.

3) IT transformation journey of AXIS BanrRigital Ready IT Architecture enabled significant benefitsit
Sethi, President & Chief Information Officer, Axis Bank Ltd.

Shri Amit 8thi, President & Chief Information Officer, Axis Bank handled the session and shared invaluable
experience on converting into a Digital Ready IT Architecture from an bank saddled with complex multiple
legacy back end systems with more than 450 odd apjmics which were not API enabled to an completely

Agile API enabled bank. The journey started in 2013 from a case study of Commonwealth Bank of Australia
who achieved a single common front end for all corporates, branches and customers over approx. 7 years
GAGK Ydzf GALX S LI NIYSNBR FYyR b tnn oy FyR GSIFY 2F 1n
same, Amit formed a team of 60 core IT personnel, invested in their training and achieved the similar result

of a single common frontend with clealean API based scalable sustainable architecture by cleaning
consolidating 450 services into around 250 (40% reduction) with meagre budget of around Rs.10 crore or so.

The current system has been created with the principle of service oriented arcligd@@A) where one can
search for an existing service for consuming for new application instead of multiplication.
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How was it done? His team studied almost 1000 micro transactions in existing systems, and built 500 APIs to
90% of the activities. No legasystem would change anything so the team did the customization itself.

He made a pertinent point. It is necessary to realize that technology is core. And bank has to create on its
own with help of partners as no vendor will do it. They has Finnacleed&jcMice and so on. An open
architecture with 500 odd micro services (API) involving B2C, B2B, B2E functions. This common single
frontend is called as SAKSHAM. Branches, customers and employees work only on Saksham. It takes care of
all requirements of te bank. Currently bank is engaged debundling the from monolith to modular
architecture with 200 consolidated micro services (Bian model) in next 18 months. which would be future
ready SOA, with add on services like cloud, robotics, machine learning @kdhzm etc.

Transformation journey of the banks is shown in few table and slides below;

AXIS Bank IT transformation

AXIS Bank IT transformation
Digital Ready IT Architecture enabled significant benefits

1 From Legacy architecture challenge To digial architecture

2 Too long to make IT change Predictable , crunched timelines

3 Change across products, channels take too long Lego architecture, Agile, Reusable

4 Frequent cost overruns Cost certainty

5 IT is service function IT is business enableembedded in
planning

6 To many people in IT Lean, agile function

7 One change will break other changes One and done

What Did Axis Do?

What Did Axis Do?

Hairball Architecture To a modular service oriented IT architecture (SOA¥*)
Core Systemg Complex | Applicatio | C| Core systems Service | Applications
hairball | g 0 Orient

- network -
Core banking Call center | n| Core banking ed Call center
Lean CRM V| Lean management CRM
management e
Card ATM Il Card management ATM Switch
management Switch t
Debit card Mobile €| Debit card Mobile banking
management banking d| management
Transaction Internet I | Transaction systemg Internet banking
systems banking n
Trading Payments | ! | Trading platform Payments systems
platform systems Y
Wealth Collection Wealth Collection systems
management systems management
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Evolved over time from complex me§y | To planned requirements, SOA allows rapid developm
not reusable architecture issues e simplified modular components, clean architectu
duplication, legacy etc. without duplications

*SOA: A service-oriented architecture is a style of software design where services are provided to the other
components by application components, through a communication protocol over a network.

Axis Bank IT transformation Changegtws ground

Axis Bank IT transformation Changes on the ground
Key Impact on lean and agile IT architecture
Impact From To
1 Effort for new| 5-10 project teams to Less than 3 lean
developments integration teams
2 Time for development Xto 0.4-0.6 X
3-4 monthsto 3-4 weeks
3 No. of systems interfaces | MxN to M+N
More than 400 to Around 50
4 Duplicate systems 20 systems None
5 Data, document More than 10 systems Just 2 systems
management systems

Axis Bank IT transformation: Three key teratgheir journey

Axis Bank IT transformation: Three key tenets of their journey

3 feet review IT governance Quick wins

Service oriented Saksham governang Implement SOA service
architecture (SOA) || framework for| -identify potential
information sustained SO/ projects from busines
architecture architecture plans and initiatives

-enable a digital bank | -all future development including Pratham
-channel and produc| is compliant
agnostic, modular 1]
architecture
Detailed SOA I| Architecture revigv | Business use cases f
Services board and process SOA services

Axis Bank IT transformation: Digital IT Architecture: Directory of sefs@@sAPIs created, visible, to IT &
business teams

Axis Bank IT transformation: Digital IT Architecture: Directory ofce®D0+APIs created, visible,
IT & business teams
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List of services | Description  of| Systems that Information/processing Technology
services publish and| and data architecture | enabling the
consume services
services
Service Name | Description Calling System | Called Systems Information and

service
technology

Business users and IT team can pick services for new developments using Services Directory

Tangible impact | Project has enabled rapid pace of digitization

Saksham Tablet based account
Sell service Kosks
(Banking simplified) opening process for cards

W

"ﬁ.ﬂoﬂl foasible Heduced dev time to ~2 Reduced development
without digital months from otherwise > e to =2 months from
architecture 6 months otherwise » 6 months
Enhanced productivity Improves customer Only bank b Indla with
* Clicks / Screens for services, alternate Insta a/c opening for cards
request reduced from channel adoption and and without signature
*Stol productivity at branches

* Time / tx reduced from
23 minute to 1 click

A AXD BANK
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Business impact | Replaced 35+ systems at branches with Saksham

f) Integration across multiple systems and all customer touchpoints ]

Easy access to Retail Assets and Credit Card Information for query resolution ]

(’) ~S0% reduction In data entry = One click signature verification

‘\) ) Customer Interaction history repository scross ail touchpoints ]

/) Integrated knowledge base and checklists to help reduce errors ]

| Instant Gratification « Straight through process for service interactions ]

.Jﬁh Customer offers - elfective conversion of service opportunity Lo sales intetaction

/

Transaction time Complaints Intuitive, no r‘:"’""o"’.'.”"':.;":‘

reduced by ~20%  reduced ~25% training required shpprio Y
Y R

Learning from Transformation at Axis Bank

Learning from Transformation at Axis Bank

1 Implement at scale | Scale up critical to exact value

2 Holistic All systems, applications, need to be transformed

3 Organisational Build skills required to succeed (design, implement, mana
enablement

4 Cross functiona| Proactive involvement of complnce, audit, legal, risk, CIS
teams to co create solution

5 Finding right partner | Partner that brings right technology , resources, & capabil

6 Governance Strong governance required to ensure change are consis

7 New way of working | Agile way of worlng: Rapid development, continuous te

and learn
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What next | Key new technology trends impacting banking

: Modular IT b, S\ 4 whon o
. Architecture Reduction In coat sasy sugmentation and axciusion
[ 2] s
Cloud
Hybeld cloud. Thin clients
.ﬁ I Bi"m"ﬂ as Integrabion with scowystem
Y2
o° SEFVioe Power 10 consumers
o Ne touch operstions
Automation
Machne "9 based u vwed wyuhe

4 AR Wi M wl nd e
°-:..‘m ..‘. I a'g Data ph valume velocity and versatdty

New use casas, improved reporting

° PFrogrammatie §
Blockchain
Liow volume, high value tansections

Integrated systems
| o
Monitat ing to Intelligence

‘ AL BANK

5) Takeaways from Session on API Banking by Sujata Mohan of RBL Bank:
Application Program Interface (ABankinggRBL Banujata Mohan,

InterestingQuote: Digital is the main reason just over haflithe companies on the Fortune 500
have disappeared since the year 200Blerre Nanterme, CEO of Accenture

APIs are causing fundamental changes to business moegjs

Uber-World's largest travel company, leverages APIs to show real time cab position

AlibabaWorld's most valuable marketplace leverages APlsirtderstand customer behavidk provide
personalized offers

Airbnb-World's largest accommodation providerses maps & real estate data in an integrated manner
Facebookworld's most popular mediavaner, offers seamless user authenticatiteveraging APls

- Digital has been the buzzword for quite some time now.

Some of today's largest companies work on an "aigat” model. Uber, Alibaba, Airbnb, Fibhere
are several commonalities amongst the quanies listed here:

- Seamless fronénd interface which is simple & intuitive for its customers

- Best in class open technology infrastructure

- Agile development practices"try, test and tailor" approach

- Today's customers are becoming more demanding have much more specific needs.

- Also, they are getting used to an altogether different experience, thanks to innovative companies
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across sectors

What it also means is that companies that will not adapt and evolve to become nimble and
responsive to evioing customer expectations will die, sooner or later.

- Digital is increasingly becoming imperative to stay relevant and this is a trend across industries.

- Imagine if since 2000, more than half of the Fortune 500 companies disappeared, what can be the
potential of digital disruption in the next decade

Evolution of banking in India: From paper to paperless to cashless

Evolution of banking in India: From paper to paperless

to cashless

launch

MICHR barsed
cheque primting — Set-up of NPCI
firsl st=ps Soeards
diginizatian
Cirdline IMP S
Bsnking [instanl paryment . Ao Fuimr
i Irdia m$ LS &5ign Pay
& - - -
1986 12E7 1996 1200 ] 0 0 2012 20115 2016 21T
1 | 1 | . |
1 1 1 1
1 1 1 1
I I 1 AEFE Lrified I
. . ' AFES Fayments |
ATME intreduced I 1 Interfacs I
by HSBC: i nclea ! Faiied i !
iy RTES Prepaid :
HEFT guidedines. h
1
1
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RBL Bank

Financial services industry has also been evolving rapid@lgtage evolution
Manual processes

DSA led supply chain

Low technology inmvement

Paper based processes for all transactions

Digitization of banking channels

Internet banking

Mobile banking

Technology led banking

Technology integration based partnerships
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Endto-end digital offerings
New business models to scalp such as pitforms
Plan aheaeStrong technology

The key differentiator between the three phases of evolution has been the increasing role of
technology. Going forward, every bank will need to start thinking as a technology company which
is a big mindset shift that te banks need to embrace

Financial services market is ripe for disrupti@amd Digital penetration in India growing rapidly

Smartphone users in India hagene up ~4 times in last 3 yr391 mn smartphone users in India; 2nd highest
in the world By 20204G enabled devices expected to grow to ~550 millioternet economy expected to
double to ~250 bn USD by 2020

Supply side advancements to propel grovitidia Stack has provided a transformative digital infrastructure
for FS players to leveragéth 1.1 Gllion Aadhaar cards

Fintechs disrupting FS market through innovative solutiboss wide range of topics: payments, lending,
data analytics, wealth mgmt...

OYGSNIINR&ASE I NB Ay ONEBL aAipypant &0 yo SO2WW A é(':feyéf@@m
HAhUALY 3t & 0SO2YAsyARAG2Y Y ROUGRRNY SOGSR Sy G SNLINR &S
LYLINREGPSR aSNWAOS: SYyKIYyOSR NBOSydzSa FyR AYyONSL!

Improved services and customer experienadfer enhanced revenues and increased
efficiency

Application Programming Interface (APIs) key enabler to connect enterprises digitatlyayman's

terms, an API is an agreement between two people stating: "If you give me this instruction, | will
LISNF2NY (GKAA | OGA 2y I Wa NiveNib hiedzddSuming APisppa tifaFve NI | G A
download on our smartphone¥Vhen we use Payment Gateways to shop online

Maps that we use/ see embedded in websites

APIs connect the value chain with different parties to reach a broader audience with new and
existing services

Web apps and Saa&n be easily accessed tbgvelopersand customers

Mobile devices and appsan be easily accessed amadgeted

Social Mediacan be targeted on a personalized basis for single users

Big Dataresults and base data can be shared amzhetizd tobroader customer base

External Internal and Partner APIs

Some Questions:

Reimagining Financial Serviceew can banks provide financial services to a billion the way
consumer goods are distributed or prepaid minutes are sold?
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How to build business atlels that help you scale without adding large number of people?
Future winners will adapt their business models to compete at critical layers in the stack and
collaborate with players in other layers

Banks need to modify their business model to be part of the
evolving landscape

Traditional banking models Futuristic business models

=

| |
D

Technology is undermiming the AFE Winrmers .J.-':l adapt their business models 1o
advantage of vertical integration - lower compete ar critfical layers in the stTack and
ITANSECHon COST, economies of scale collabrorare win'r players in otfrer layers

Banks need to unbundle and re-bundile their offerings

RBL Banl

Open banking: Setting the contexthe gradual opengpup of the banking business to third parties
in an automated way through leveraging application programming interfaces (APIS)

Open Banking enables bank to leverage functionalities of third parties:
A To enrich own offering
A Toincrease efficiencies and remcost

Banks can leverage third parties offerings:
A As a new distribution channels for bank's products

Open Banking vis-vis Digital Banking

We candefine Open Banking asThe movement to enable digitalfpcused companies to leverage
traditional banking services, from access to basic account information to complex-paut§f cross
border transactions, in redglme and with little or no human intervention”
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Digital Banking Versus OpenBanking
digitally-focused companies to leverage traditional bankingervices (from
access to basic account information to comp
multi-party crossborder transactions) in rea
time and with little or no human intervention

Aim to improve existing| Versus Aim tocreate new business models
business models Focused omnabling third party developers
Focused orcreating customer Control sharedbetween banks and'8parties
journeys Reliant onAPI technobgy*

Control exercisedentirely by Explicitinterface paradigms design

banks Functionality-driven effort, not endto-end
Reliant onweb and mobile

technology

Explicit customer journey

designs

Endto-end effort

Open Banking use cases can categorized as information sharing, analytics, and transaction
enabling

Service type Descriptions

Information sharing Data provision andharing platforms based proprietary data
Leverage datauch as purchase patterns at the aggregate l&vg
deliver specific insights

Analytics Platforms to integrate data analysis tgrovide users with
actionable insights

Allows tocustomize and automata set of instructions for other
platforms, i.e. live stock trading with present and customizal
strategies

Transactions Leverage standardized APIs to connect merchants and payn
providers

Enable innovative transactionse.g. Uber seamless payme
through Paytm
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Partnership model critical for faster speed to market,
quick results

Non-institutional clients
Banks (fintechs, aggregators...)

Strong backend Consumer insights

infrastructure
Regulator Stronger UIUX
management understanding
Reach Capital structure

(direct/ indirect) arbitrage

Agility -faster time to

Expertise TR,

RBL Bank

Micro-services based IT architecture key for enabling

Micro-services hosted on ESB
layer to provide BAMAS
solutions using Open AP
chanmel

Core banking Core banking Core banking
sysbem 1 sysbem 2 system 3

Wl Core Danking sysheens B Chanmeis Bl Micro seevices

RBL BEamnlk
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Example: Leveraging open banking to solve pain points

of the MFI industry

Benefits for MFI

D = Cashless disbursement

= Instant credt
AFPES Bakad Funds disbursement to the Aadhaar seeded acoownt of the
= [Enl) bo
e buresmerls end-custocmer. Mo cash reguirement for disbursement flw:::_r":_:i e

BaNE
ﬂ . ' . | = Cashless callections
=
| = Auftamatic

Transfer swowgh IMPS

Sanomatic reconciiation

in MFrMs Do system - recorecilkation to enabla

anmar free necords

Virtueal aocoount rescomacilesd Shincosgh
based collections [J gttty BT s s

SRR i
| ~ Reducs warking
s . capital requiremenls
Po=ol accousTt Rule based funds pooling n the central acocount b » Easy cash collecion im
sodutrar reduce workng capital requirement for baF 1= ceniral sccourd

RBL Banl ]

LYLI OGY hLISYy oy myd acEByMyFSa08 vyt R dBRIAGSH®eNB | § A 2

Technology imperatives: 4 key points

FPlatform strategy
= Simplified, micro-services based architecture

Build for scale
= Kay to a salf-sustaining business unit

Stable, reliable and on time service
= Critical to deliver services with high avallability & performance

EY g

Agility is a given
= Small, specialized in house teams, ry-test-tailor approach

RBL Bamnk
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Organizational/ cultural imperatives: 7 key points

1 Pick up the

e * Do not settle for succumbing to the costs and pain invobsed with

} Engage within industry associations
implementing unclear and complex guidelines

o on the
2

Actively develop an Open Banking stratedqy
offensive }

+* Focws on establishing a new business channel to exist alongside and
complemsant existing channels
Leam to serve a new customer — third party developers
* Enhamce automation

3 Serde a new }
+* Focuws less on tradiional cwstomer service meathods

customer

Actively rmeet

Build a successiul coammumnity with key partners
£ rtners } » Create and share walue among participanis
pa + Be inwohsed in other parties’ ecosystems
Ensure you have the talent with clear roles & responsibilies.
5 tﬁe'sasﬂmhlﬂ your } * Ensure the balance of Technology and business roles
+ Domt undersstimate the task — it s a new way of waorking
Define a new way of working
E Adapt .’::'_.If:e } + Ensure compliance and risk fumctions are ready ic operate at the capacity
oo neadsed o handle a broad numbsr of partners
Take the time nesded 0 set up the infrastrocutre
7 ;ﬁ::m;; » Preparing the infrastruciure is not a complicated task, but don'l be caught
unprepaned
RBL Bamnlk

| 2y Of dzaArzype SIyNH KST ySEdr | NB aStfAy3 &2dzNJ LINE Rc
Odzati2YSNEZ GUKSYy @&2dz N R22YSRH

cul8Frglea FNRBY LINBaSyidalrdAaAzy o0& {FfAf [/ KdzZAK ! NI
'L 9 al OKAWISOKBY SIYyAFHANYAYy3I Aad GKS aOASyOoS 27 3.
SELX AOAGt & NINRPRANIAVMYISRLY (St f A 3Sy Ol IBH SINAE 1108 NFERS
fA1S @dYly& | LI NEA R YLOKXKY S MRSHFRAEY3I O2 YLINBK S

l dzYl'y [ SINYyAy3 oeé[ SIENGNFE yLONERD Nt YOKM yyH
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Flowcchart
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al OKAYS ciySEBNYyNBRIA L/ L . Y]
t 2NIF2€ A2 MYANGESIYASY/ GY' Iy ASYSy G G22t F @F At of
NEO2YYSYRSR ySEG 06Sad Ay@oSadaySyd LINRRdzOG ol
w22k ROAA2NE (2 NBO2Y¥SYR. 3dzii SNYSF (0 IRR RdzO G a
Credit risk assessment
Creating ML based scoring algorithms to assess credit risk based on:
A Transaction narrations

24| Centre for AdvancedFHnancial Research and



J\*CAFJRAL

A Customer transaction network
A Policy rule automation based on unsttured data
Al: Mobile Applicationg¢ NLU
A First bank to introduce live chat in mobile app 2@16hat with call center agent to resolve
gueries
AtA2ySSNI G2 [FdzyOK b[! o6l &SR N yal Ou)\2>fl t o
A Launched a digital assistant that would answer bank@gf | § SR 1|j dzZSNASa Ay C
A First bank to launch payments via Siri
Live chat , transactional and self service chats

Customers can chat with customer service executives directly via iMGb#éomers can chat on
iMobile to do financial transactions (Recheydg-und transfer & Bill PaymentHuge adoption of
chat as customers preferred chatting over sendingals or callingcustomer care
Transactions
Launched in Beta
Continuous learning on the data captured via live & transactional chatbot
Based on useroices, digital assistant was launched that will answer
General banking inquiries
Service queries
Do selected financial transactions
Smart channelling to live agentfail if the bot is unable to answer the query
Customers can make cross border remittapegments through iMobile via siri
ICICI Bank WebsiteNLU search
First Indian bank to introduce Search feature on ICICI Bank website in 2009
One of the few banks to introduce Keyword based Search in 2014
Ly WLEyQmts (GKS . Iyl f |ciayd kébsite to redolvet quekids 6 S NS R

{2FG61 NBE w2020A04

P2FUo6 NEEWRORGADEKDZYL Yy | OGAz2yada G2 Fdzi2 Yl
CANEG oFyl Ay UGKS O2dzy iREFHZYRGE N E2 FS6 X C
pnn {2FGd6l NB Wﬁ@Zl?:ﬂiZ)/D}lia@nyafSR I ONZ

tF NESa NBalLkRyasS GAYS G2 OdzadG2YS
. a2NB GKFYy pm: NBRdAdzOGAZ2Y AY LINRO
mMmn flF1Kb ON}YyalOGA2yY LISNJ RI &
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Manual Processing Vs. Software Robotics

Field by field entry One shot entry

1x Speed Up to 10x speed

Chances of errors Error free process

Breaks during proces Non stop process

Fixed working hours Available 2477

ﬂlClClBank
{dzYYENE 3 w2020A0& Ay L/L/L .Fy]
al OKAYS fSINYyAy3a KIFa o0SSyavABRI SENBya A ESt
YIEYylF3aSYSyld g 0Odza(i2YSNI aSNIBAOSa Y2y3d 20 KSNA
L/L/L .Fyl KFa fldzyOKSR b[t &a2ftdziAz2zya 2y &S
. [ MdzyOKSR pnn a2F06FNBE NRo2GA 20SNJ Hnn 0dzaAy
ol y1

TO {SFéglea FNRY LINBaSyidldAzy o6& Ydzylf tNralkRX
[ SYRAY3AY 3IAGAYy3I | 00Saa G2 oddp YAttA2y avlrtft FI
GKS ¢62NIR® . & {YIFNI FINY¥I aOMBIEA N AVIZNJASE ANYGI Ay
NAa]l® . lFyla LINOHYSNAY3I gAGK / NRLAY OFy AYyUuNRBR
ariSttAlS (SOKyz2f238d
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~.* Introducing SmartRisk

A Complete ICT Solution For Credit Risk Mitigation In Farm Loans & Crop Insurance

PHASE 1 PHASE 3

3 -
1 1
1 I
1 1

Follow up
Loans based
on Crop
Performance

Farmer KYC,
Loan Qualification
& Processing

Loan Payback &
Timely collection

1
s ¢

PHASE 2

~v* Mitigating "ALL" Risk Comprehensive Solution-

e Credit Risk:
o Historic Farm Data (Last 3 years)
o Farmers Performance & Credit worthiness (score)
o Generating farm score for benchmarking,Crop Planning, Sowing and Monitoring — Geo

Tag & Remote Sensing

e Production Risk
o Validating Crop Stress and Solutions in Real Time

o Longterm weather predictions

o Market Risk:
o  Determine the time and tonnage of yield — To assist recovery activities

o Cropln's Marketplace for Market connect & activities for best price
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-+ Mitigating Production Risk:

Sowing till Harvesting. Monitor Remotely and Approve

R Rank o
NDVI D
«<> Yield [--Na- ]
Crop & stage wise loan disbursal observing
current condition remotely - DSS
e  Land Preparation
e  Sowing & Weeding
= o  Fertilizer & Spray
Rank — — e Harvesting
NOVI 0112 ] NDVI
Yield [ -] Vield

8) Takeaways from presentation by Prakash Prabhu of Atyati Technologies offering technology
basel BCBF services partnering with 18 banks. Such partnership with Fintech is helping scaling up
operations.12000 agents. 20 million customers. 19 banks. 30000 villages. 3500 crore loan portfolio.
Deposit, remittance, technology platform Ganesha. Inclushante platform.
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