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CIOs see more of OpEx over CapEx benefits by going
the software-defined way

DATA
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D
ata centres contain many
components (cooling, workloads,
servers, storage, networking), and
experts believe that AI can help
firms unlock huge efficiencies
through the ability to constantly
learn from past patterns. Google

showed the potential of AI in the data centre when it
used the Google DeepMind system to significantly
improve the power efficiency of its data centre. In a
span of just 18 months, the system helped Google
reduce a 40 per cent reduction in energy used for
cooling and 15 per cent reduction in overall energy.
Considering that energy costs account for a majority
of a data centre’s overall cost, Google’s example
showed that enterprises can significantly reduce
their energy related costs using AI. 

Google is not the only company trying to use AI
in the data centre. Siemens, for example, has
joined hands with a company called Vigilent, to
jointly provide customers with an AI-based thermal
optimisation solution that addresses data centre
cooling challenges. Using a combination of IoT and
machine learning, the firm's solution collects data
from thousands of sensors, which is later analysed
to determine what changes are required to
maintain desired temperatures with the least
amount of cooling spend using advanced
algorithms. Vigilent believes that close to 40 per

cent of data centre cooling capacity is typically
under-utilised as most data centre managers do
not have the required knowledge or the tools that
are required to improve efficiency of cooling
systems. 

A similar partnership has been done by Nlyte,
which has collaborated with IBM to leverage and
integrate IBM Watson into its data centre product.
While Nlyte's software will collect data from various
power and cooling systems, this information is
analysed by IBM Watson to create a predictive model
that will show, for example, predict which machines
or processors are likely to get hot or break down. 

Besides the giants, there are many exciting
startups that have built interesting products using AI.
Startup, LitBit, for example, has built what it calls
'Dac', the world's first AI powered data centre
operator. Specific to the data centre, the product can
detect loose electrical terminations before they cause
problems; can help prevent server or network
hardware failures, by pre-emptively detecting the
sound of failing power supplies and can even
understand precise normal and abnormal operating
conditions of equipment based on their precise sound
/ vibrations patterns.

Virtual Power Systems has created a product
which it calls, Software Defined Power, an approach
similar to software defined approaches in the
compute, storage and network segments, for
automating and optimising distribution of power and
cooling resources. The firm uses a machine learning
algorithm that helps data centers recuperate
stranded power allocated for long-duration peaks. 

While these are still early days, the potential is
huge, and the supporting ecosystem is ready. With the
combination of cloud (for storing and analysing huge
amount of data) and IoT (for capturing huge number
of data across multiple points in the data center), the
potential for automating a large number of critical
functions , and proactively preventing data center
outages is huge. 
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Technology Senate,
2018 was different in
the way it had
separate tracks on

BFSI, Security and
Manufacturing. This year, the
event also saw a freewheeling
fireside chat with HDFC
Bank's CIO, Munish Mittal,
who, at times, was nostalgic
about his initial struggle and
in the process shared some
pearls of wisdom for India's
CIO community. Editor of
Express Computer magazine
Srikanth R P’s fireside chat
with Mittal saw a packed
house. Mittal shared some
personal episodes from his life
and weaved it into the
learnings that got him success.
It’s important to note, some of
his past and current
colleagues were also in the
audience, whom he referred to
for the support they provided.
Mittal shared an incident,
which even some of his
colleagues weren't aware of. It
was about a conversation he
had with MD, Aditya Puri,
when he was facing an issue
with opening a branch. It
required a certain amount of
budget and hiring the services
of a world renowned database
expert, which were all
approved by Puri.

Mittal had all praises for C N
Ram, former  CIO, HDFC Bank,
who mentored him. He
considers Ram as his Guru.
The most important learning
he imbibed in Mittal was to
keep an open mind. Mind is like
a parachute, it only works
when it’s open, says Mittal.
Another learning he shared
was to be persistent with
solving the problem at hand
and not to leave it midway. He
gave the example of how his
persistence paid well, when
solving the issues he faced
while transitioning from AS400
to mainframe. It’s important to
note, it was only HDFC Bank
that had mainframes among all
the banks in India, at that point
of time. He was also of the view
that every CIO should make it a
point to share his life story with
others.

Providing a holistic
approach towards ‘Creating
winning teams’, the inaugural
session by Bishwanath Ghosh,
CIO - Enterprise, Mfg Systems
& Corporate Functions,
Mahindra & Mahindra, with the
help of examples from the field
of sports, explained the topic in
an interesting way. Citing F1,
football, relay race and more,
Ghosh highlighted two most
important points - excellence
and synchronisation. He said,
“Teams are bigger than
individuals; and sports
signifies team spirit rather
than individuals. In order to
excel, one has to always
compete with himself. Winners
break ceilings that nobody has
imagined. Winning in the mind
and playing to win is
important.”

Kazutada Kobayashi,
President and CEO, Canon
India spoke about the solution
suite offered to simplify the
document life cycle
management at enterprises.
The company, last year
clocked business worth ̀  2,600
crore in India in the area of
business solutions. The Canon
India product lineup has a
50:50 ratio in the B2B and B2C
space. The ‘office business’ is
the largest LoB of Canon. The
other LoBs include industry,
professional and home.
Kobayashi claims, Canon is
the number one supplier of
business printing solutions,
the company’s solution suite is
designed to offer a secure
document life cycle - which
includes capture, store, share,
archive, deliver and print.
When the business is secure,
the business is simple,
concludes Kobayashi.

Pratap Gharge, CIO, Bajaj

Electricals, opined that
Internet of Things (IoT) is an
emerging technology among
others; and a combination of
these technologies is resulting
in new business models. He
commented, “Many companies
are fearing digital disruptions.
With the rate of change
becoming more and more
important, a culture of
innovation is required within
organisations”. Speaking
specifically about digitisation
at Bajaj Electricals, Gharge
informed that the company
has identified three key areas -
customer experience,
people/organisation and
operations  and it has been
carrying various initiatives
under these. He further
highlighted 'Project e-Volve',
under which the company is
carrying out its digital
transformation journey. “We
were also the first to launch
IoT supported air coolers in
India,” he said.

The session from Saurabh
Sanghoee, VP Sales & Global
Services, Orange Business
Services was about ‘Smart
solution for smart enterprise
customers’. He spoke about
the importance of connectivity
and cited a survey, which says,
data connectivity is an issue
for 45 per cent of CIOs.
Sanghoee highlighted the
importance of securing and
then storing data on cloud (in
most of the cases) and
managing data, while moving
them between public, private
and hybrid clouds through an
orchestration layer. It requires
multi sourcing integration,
which asks for collaboration
with multiple vendors keeping

in mind the end user interface.
OBS also hosted a power

discussion, anchored by
Sanghoee. The focus of the
discussion was on
‘Connectivity for
Collaboration’. The dialogue
revolved around the
importance and increasing
adoption of employee
collaboration solutions like,
video conferencing, unified
communication, instant
messaging, etc and the need to
connect these solutions using
the API technology. The
emerging trend of cognitive
collaboration technology
landscape is the next phase in
the evolution of
communication solutions.
Sanghoee also touched upon
how Orange Business Services
can help enterprises in
overcoming their challenges
pertaining to unified
communication.

Another power discussion
by ESDS Software Solution
stressed on the need to adopt
hybrid cloud. Dr Rajeev
Papneja, EVP & COO, ESDS
Software Solution, explained
the various benefits of hybrid
cloud and how organisations
can start their journey in this
direction. He said, “We must
adopt the ‘Doing both’
strategy. We shouldn’t be
making choices in technology,
and we should choose both
options A and B. This allows us
to optimise and innovate at the
same time.”

Papneja also clarified that
cloud-first strategy doesn’t
mean ‘only cloud’, as there is
ambiguity among
organisations regarding this,
while they plan their cloud
journey. He added that CIOs
and industry should clear their
notions about cloud.

He stated, “People either
talk about public cloud or
private cloud; however, we
must adopt both, because that
is where the future lies. In
terms of benefits, one can get
better TCO, scalability and
control of data with hybrid
cloud,” adding, “We have two
data centres in Nashik and
Mumbai; whereas, the third
one is coming up soon in
Bengaluru. Our eNlight 360
product is an orchestrating
platform to run a data centre
in hybrid mode.”

Polycom invited its
customer National Stock
Exchange (NSE) to present on
connecting the siloed
applications: IP telephony,
Skype and room video
conferencing solutions. NSE
was unable to collaborate
because of these solutions
running individually; they
were unable to talk to each
other. This resulted in bad

user experience, standalone
databases and the
unavailability of mobility
solutions. NSE wanted that all
the endpoints with employees
should be able to connect and
seamlessly interoperate. Thus
NSE moved from a third party
bridge to an inhouse bridge. It
was a common layer that
brought all the relevant
solutions together. The
Polycom Real Presence
platform, which included all
the three siloed platforms
stitched together can be
managed centrally. It also
enables browser based
meeting.

Most importantly, the
solution was adherent to IT,
risk and compliance
requirement from teams. This
revealed many flaws in the

system that were existent
before and were now plugged.
The team from Polycom
assisted in ticking all the
boxes. The solution was
designed in one month, the
integration with NSE network
took three weeks and Polycom
helped in making this possible.

Pi DataCenters showcased
the characteristics of its data
centres in all the major areas
that any data centre company
should be good at - geo
presence, physical security,
fibre connectivity, location
advantage, product portfolio,
modular custom data suites,
cloud platform, SDDC
architecture. Sunder Muthevi,
CTO, Pi DataCenters
presented with a special focus
on the Harbour1 enterprise
class cloud platform. The
company has partnered with
Dell EMC for software-defined
storage solutions; SUSE for
open stack cloud framework;
Intel for compute, Security,
DCIM, Open Stack and CEPH
Storage and with Akamai and

ARISTA for application
security and Spine / Leaf SDN
networking respectively.

With the adoption of
emerging technologies,
security has become a key
focus point for organisations.
Sunil Sharma, Managing
Director - Sales (India &
SAARC), Sophos conducted a
session titled ‘See the future:
Synchronised security’. He
said, “Customers are raising
numerous queries and
concerns, amidst the industry
moving from known to
unknown threats. Attackers
are now more sophisticated
than the available defences.
Digital transformation is
leading to adopting of IoT,
which is providing a larger
surface to attackers. At
Sophos Labs, we deal with

400,000 unique threats.
Sophos has deep learning
involved in its solutions. When
you have co-ordinated attacks
and unco-ordinated defence
mechanisms, synchronised
security plays a crucial role.”

Robin Roy, Director -
Products, Delta Power
Solutions spoke about
innovative power solutions
and the trends in power
solutions. In his session, Roy
shedded light on enhanced
energy efficiency and green
modes of operations. He
informed, “We are trying to
build redundancy within the
UPS systems; another
trending thing is predictive
failure of components,
identifying ageing components
that can be addressed during
preventive maintenance. One
of the consumable components
in a UPS system are batteries,
so integration of battery health
management is also among the
trends. Lithium-Ion batteries
is one of the emerging trends
in UPS systems. Besides, we

can also help you mitigate
problems of harmonics. As
running of data centres is
based on partial loads most of
the time, we are hitting 95 per
cent efficiency at 20 per cent
load, which is important.
Today we have a single largest
product of 1.2 MW to offer.”

While a majority of
organisations are embarking
on digital transformation
journeys, many are unclear
about the starting point. A
panel discussion on ‘Best
practices from successful
digital transformation
initiatives’ featured
technology chiefs of leading
organisations sharing their
efforts in this space. The panel
discussion was moderated by
Srikanth RP and was
participated by Nandkishor
Dhomne, VP - IT & CIO,
Manipal Health Enterprises;
Sayed Peerzade, Group CIO,
Reliance Big Entertainment;
Gopal Rangaraj, Head - IT,
Alembic Pharmaceuticals;
Sumit Puri, CIO, Max
Healthcare and Dr Rajeev
Papneja, EVP & COO, ESDS
Solutions.

Shedding light on the
starting steps of a digital
journey, Puri said, “Across
organisations, everybody is
talking about digital
transformation. I think Digital
is not just technology; it is
about the philosophy, people,
processes, combined with
technology. There’s a clear
need for us to chart our digital
transformation goals. These
goals need to be then
measured - this is a key step.”

Whereas, in Rangaraj’s
view, IT savings could never
possibly give any tangible
returns; it is not about cost
savings, it is about what you do
with the technology. “Rather
than RoI, one should focus on
the envisaged business
outcome,” he commented.
Adding to this, Dhomne said,
“It’s not everytime that we
define the tangible benefits; it
is many times for branding,
improving processes and so
on. For example, we adopted
IBM Watson for better quality
of decision making.”

Sharing his perspective,
Peerzade stated, “When it
comes to business, it’s all
about numbers; and I think
every CIO has to prove RoI.
However, every RoI is not
necessarily about numbers.
Our digital transformation
journey started much earlier.
For instance, when we started
our cloud journey, it wasn’t
about cost, but about the
flexibility we wanted to bring
into the business. When this
project came to me, we were
spending around ̀  1.7 crore

per month on data centres,
digital businesses working in
silos. When the project was
completed, the cost was
reduced to about ̀  44 lakhs.”

“Today the survival
depends on disruptive
innovations. For instance, we
are a cloud company and we
survive on innovations. While
everybody said that cloud is a
pay-per-use model, we came
up with pay-per-consumption
model; innovations don’t have
to be always technological. We
feel that digitisation is about
giving value to customers and
enhancing customer
experience; RoI and TCO will
automatically be taken care
of,” informed Papneja. 

While a lot is being said on
digital transformation, one of
the key aspects is the
organisational culture and
skill sets. Rangaraj opines,
“To build skill sets, it is
essential to focus on who
drives the agenda. The second
part is about outcomes, and
what do we need to do with
technology. Whereas, the third
part focuses on ‘how’, wherein
the skill sets, staffing,
roadmap, budgets, project
plan etc, come into the picture.
We have at least 12-15 team
vertical functions and there
has to be a lot of educational
focus within the organisation.”

In Puri’s perspective, one
has to be absolutely embedded
in the culture of customer
value. Every function has to
move out of silos, and embed
the customer value, measure it
effectively and ensure that
value is being realised.

Dhomne comments, “We
first identify the process
owner. For instance, in the case
of IBM Watson, the head of the
oncology department is
identified, followed by the CIO
office, both forming joint
ownership of the particular
project. I have to ensure
technology readiness and
associated areas; whereas, the
head of the oncology
department ensures the
adoption, usage and
utilisation.”

BFSI Track
On Day 2, Sharad

Sadadekar, CISO, HDFC Life
Insurance gave a keynote on
‘Technology and cyber
security in the hi-tech era’. He
gave a brief overview of the
importance of India in the
emerging world order; the
highly under penetrated
geography that India is in
terms of life insurance;
reimagining insurance,
followed by the importance of
cyber security for the hi tech
era. India has the highest
protection gap in the region, as

Technology Senate 2018
REINFORCING ITS POSITION as a premier congregation of leading IT professionals and industry stakeholders, the 16th edition of
Express Technology Senate, held from June 7-8, 2018 in Pune, focused on diverse facets of the IT. From insightful panel discussions to
technology presentations, to awards – Express Technology Senate 2018 witnessed keen participation of leading professionals and 
IT opinion makers

HIGHLIGHTS OF
THE FIRESIDE
CHAT WITH 
MUNISH MITTAL

◗ Learned the importance
of fitness from Kapil Dev,
who studied in the same 
college as Mittal

◗ Learning: Always under
promise and over deliver

◗ Loves books, movies and
english literature; these have
given him many learnings

◗ On the potential of cloud:
You cannot not but embrace
cloud

◗ Inspired by the passion
and hard work of Shah Rukh
Khan

◗ HDFC Bank is co-opting
with Google

Fireside chat with Munish Mittal, CIO & Group Head-IT, HDFC Bank

Bishwanath Ghosh, CIO - Enterprise, Mfg Systems & Corporate

Functions, Mahindra & Mahindra
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growth in savings and life
insurance coverage has lagged
behind economic and wage
growth. Protection gap has
increased over four-fold in the
last 15 years with significantly
low insurance penetration and
density.

In today’s day and age, due
to open architecture
platforms, the structures are
moving horizontal, wherein
more and more hi-touch and hi
tech platforms are luring the
millennial generation to
transact online. The
aggregators are also playing
an important role. We are
moving from traditional value
chain business models to
platform driven business
models, says Sadadekar.
Simply put, insurance
transactions are moving from
a single company interaction
to ecosystems talking to each
other. Thus HDFC Life has
created a framework based on
National Institute of Systems
and Technology (NIST) and
Federal Financial Institutions
Examination Council (FFIEC)
- an entity with five banking
regulators). This framework

helped identify risks and cyber
security maturity and create a
strategy.

Dr Rajeev Papneja, EVP &
COO, ESDS Software Solution
spoke about the importance of
doing both; public cloud,
private cloud and also on-prem
deployment. On one hand,
where public cloud provides
scalability and cost advantage,
the on-prem deployment still
offers benefits in terms of
regulation adherence, latency
advantage, more control and
trust. ESDS eNLight 360
enables exactly the same. Dr
Papneja explained the benefits
of the patented eNLight 360
platform that allows hybrid
cloud scenarios, management
of multiple hypervisors. The
payment is also not on pay-
per-use, but pay-per-
consumption model.

The presentation from
Panasonic highlighted the
product lineup that the
company has built over the
years. The company, in
partnership with Tesla, is in
the process of building a
battery production factory.
The focus of the presentation

was ‘High Definition Video
Conferencing solution’. The
salient features include: Fully
interoperable with legacy
video conference; dual
monitors for people and
contents together; built-in
MCU for 24 sites connection;
intranet /internet dual
network; AV-QoS stable
connection for HDVC Mobile.
Kaushal Singh, Head - Sales,
HDVC, Panasonic India also
showed the slides comparing
Panasonic and competitors on
specific parameters and how
Panasonic had an edge over
others.

The next was a panel
discussion on 'Using emerging
technologies for driving
innovation', which had digital
leaders sharing their
respective initiatives in the
area of emerging technologies.
Lalit Popli, Head - IT, ICICI
Prudential AMC spoke about
exploring new technologies.
He said, “We have
implemented machine
learning and chatbots, while
some use cases for distributed
ledger are being explored.”
SBI has deployed a cognitive

solution at branches that will
provide an instant feedback on
the customer emotions. “This
solution will enable to design a
database for effective teller
response,” informed Sudin
Baraokar, Chief Mentor,
BankChain. 

Bajaj Finserv has launched
a chatbot for retail customers
on web and app. The company
has also launched seven
chatbots for employees.
Babysteps on Blockchain have
also been taken. “Blockchain
is currently being used for
flight delay insurance,” stated
Avinash Naik, VP, Technology
and Head - Digital
Transformation and
Innovation, Bajaj Finserv. 

Jitendra Mahapatra, AVP -
Head, Digital Analytics, Axis
Bank informed about the
initiative in the space of text
analytics, that can guide in
providing insights on frauds
based on the news published
online. The idea to provide
news-based leads on the
investment banking side is
being explored. Chatbot has
been launched for customer
intent classification.

Sanjay Narkar, CIO, IDFC
Bank presented on ‘Best
practices for maximising the
potential of analytics’. He
hinted at getting the full
management support before
heading on an analytics
journey. Narkar said,
according to a survey, 51 per
cent respondents agreed to
getting a full management
support for analytics, in the
absence of which, the initiative
doesn't fly and there is no RoI.
The reason being, it takes time
for an analytics initiative to
come to fruition. IDFC Bank
has embarked upon using
analytics as a service, wherein
analytics communities are
formed within the organisation
and self service options are
made available. 

The next session was on the
potential of using chats in the
enterprise. Rudrajeet Desai,
Co-founder, WorkApps
Solutions spoke about the
benefits of chats in the
enterprise scenario; its
advantage over using email
and how can the chat platform
be integrated with other
solutions like Google Maps,

chatbots etc. WorkApps is
building a platform with 60
APIs. which helps integration
with multiple vendors as well
as internal systems. He also
informed about the security
features provided by
WorkApps.

Blockchain is emerging as a
technology that has the power
to go mainstream. Sudin
Baraokar, Chief Mentor,
BankChain discussed the use
cases, that will soon go into
production in this year and
will be adopted by banks in the
BankChain community.
BankChain plans to take three
PoCs in production this year.
The first will address the
severest pain the banking
industry is going through:
NPAs. A Blockchain enabled
NPA exchange will have
lenders, Asset Reconstruction
Companies (ARCs), investors
on a single platform for better
price discovery of assets;
eKYC to manage AML, wherein
the data can be shared for
better risk management.

Manufacturing track
Yogesh Zope, CIO, Bharat

Forge, world’s largest forging
company, shared how Bharat
Forge used IoT to improve
operational efficiencies. With
a major hold in automotive
industry, the company has 10
manufacturing facilities
across the globe and accounts
for the supply of 50 per cent of
crankshafts globally. Zope
shared, “The challenge facing
our business, despite being
operational on a large scale, is
that market dynamics are
changing rapidly. For instance,
demand fluctuations are very
high. Secondly, the cost of
quality is also high, because
we manufacture components
that are critical in terms of
vehicle safety. Third challenge
is that margins are shrinking.
For example, in our industry,
the prices are derived by steel,
so operational efficiency is
beneficial in this environment.
Two years ago, we decided to
invest in the Industry 4.0
concept, wherein our steps
included computerisation,
connectivity, visibility,
transparency, predictability,
followed by building
autonomous machines. We

Kazutada Kobayashi, President & CEO, Canon India Pratap Gharge, CIO, Bajaj Electricals Ltd Saurabh Sanghoee, VP Sales & Global Services, Orange Business Services

Sunil Sharma, Managing Director - Sales (India & SAARC), Sophos Sachin Mayekar, Head of IT – Infrastructure Operations Practice, NSE Robin Roy, Director- Products, Delta Power Solutions

Sunder Muthevi, CTO, Pi DataCenters

(L-R) Dr Rajeev Papneja, EVP & COO, ESDS Software Solutions; Sayed Peerzade,
Group Chief Information Officer, Reliance Big Entertainment; Nandkishor Dhomne,
VP-IT & CIO, Manipal Health Enterprises; Sumit Puri, CIO, Max Healthcare ; 
Gopal Rangaraj, Head IT, Alembic Pharmaceuticals 

Winners: Intelligent Enterprise Awards 2018 

Power Discussion:  Orange Business Services Sharad Sadadekar, CISO, HDFC Life Dr Rajeev Papneja, EVP & COO, ESDS Software Solutions 

Kaushal Singh, Head Sales -HDVC, Panasonic India
(L-R) Lalit Popli, Head-IT, ICICI Prudential AMC; Sudin Baraokar, Chief Mentor,
BankChain; Avinash Naik,VP,Technology and Head- Digital Transformation and
Innovation, Bajaj Finserv; Jitendra Mahapatra, AVP - Head Digital Analytics,Axis Bank

Sanjay Narkar, CIO, IDFC Bank

Rudrajeet Desai, Co-Founder, WorkApps Solutions Sudin Baraokar, Chief Mentor, BankChain Power Discussion: ESDS Software Solution
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focused on improving energy
efficiency, reducing
communication gaps, improve
time to market and reduce cost
of quality. We decided to carry
out three activities to achieve
these, which included the
deployment of Industrial IoT
platform. However, we put
more efforts on re-skilling of
employees. Thirdly, we set up a
digital transformation lab.”

Conducting a session on
‘Digital transformation in
manufacturing’, Ashish
Kawale, Principal Business
Consultant, South Asia, Infor,
opined, “When we talk of
digital transformation in an
organisation, there are five
dimensions that affect it -
workforce, suppliers,
customers, assets and
processes. Having a digital-
oriented organisation is
important when it comes to
workforce. Secondly, most of
the manufacturing processes
are outsourced to suppliers,
making them part of the digital
journey. In terms of customers,
it is not easy to manage and
map them vertically. The only
way to retain customers is by
focusing on their experience,
which makes the role of digital
more important.”

Kawale added that
according to research, 70 per
cent of organisations give top
priority to customer
experience. Additionally,
businesses use people and
machine data for meaningful
analysis. Many companies are
now also looking at
outsourcing assets instead of
owning them. This is where
asset management comes into
the picture and digital plays a
crucial role in this.
Furthermore, it's also
important to take care of the
processes. For instance, using
digital mapping and AI to run
the processes. Infor has
identified key digital
transformation initiatives to
explore - business network,
customer experience,
servitization, digital
workforce.

“Supply chains typically
are not on the cloud; Infor
offers a solution (GT Nexus)
that allows you to manage
supply chain on cloud. For
instance, Nike, which has
around 600 contract
manufacturers across the
globe, uses the GT Nexus
platform. With this adoption,
Nike is able to save a few
million dollars annually in
supply chain management,” he
said.

Providing a holistic
evaluation of the ‘Digital
transformation in the
manufacturing industry:
Challenges and opportunities’,
a panel discussion featuring IT
decision makers from
renowned corporations
witnessed exchange of diverse
viewpoints, depicting the
current scenario. Moderated
by T G Dhandapani, Advisor -
Digital Transformation,
Sundaram Clayton, the panel
discussion was participated by
Manish Sinha, Head - IT,
Vectus Industries; Vipin
Kumar, Group CIO, Escorts;
Sanjay Verma, Head - IT, JK
Lakshmi Cement; and Ashish
Kawale, Principal Business
Consultant - South Asia, Infor.
Providing his insights on the IT
space, Dhandapani said,
“Since 1990s, we have been
confined to data centres. Most
of the applications we dealt
with were payroll processing
and inventory management;
whereas in 2000s, ERP was
introduced. Followed by this,
CRM came and we started
rubbing shoulders with
marketing teams. When PLM
was introduced, we gained
insights into how products are
designed and more. Today,
with IoT and Industry 4.0, the
entire environment of IT has
changed.”

Sinha informed, “In the
manufacturing industry there
are multiple machines
involved. We started capturing
and analysing data produced
by these machines, and we
came to a conclusion on the
kind of future buying we have
to do. Apart from that, we
knew about the down-times
which was earlier just a
manual activity.”

Sharing his company’s

case, Kumar shared, “We had
two major problems. There are
multiple variants of tractors,
but they look the same. Many
times it becomes difficult to
identify the right component
for a particular variant. To
address this, we did a
complete automation wherein
we linked all the major
assemblies with the tractor
variants. The second
challenge was quality; in each
stage of manufacturing, we
have to check a lot of
parameters. Linking these
quality parameters to the end
products was difficult, so we
digitised this process.”

Informing about the recent
project undertaken at JK
Lakshmi Cement, Verma, said,
“We have done two digital
projects recently. We have
taken e-way bill automation in
a way wherein all points of
sale across India generate bill
automatically. In another
project, we have connected our
dealers to IVR.”

“We have been helping
enterprises enable themselves
digitally. We focus on various
industry verticals, and we
have solutions catering to
them. For example, we have a
lot of focus on cloud. Another
aspect of our business is
about making enterprises
‘commerce-enabled’.
Moreover, we also look at
analytics, ensuring that
failures don’t happen.
Additionally, we also 
have AI solution for the
manufacturing sector,”
added Kawale.

In the following session,
Amitabh Mishra, Chief Digital
Officer, Vedanta shared how
Vedanta is enabling greater
operational efficiencies by
using digital technologies. He
said, “Metals and mining is a
labour intensive business
including risks of fatalities.
Our first focus is on ensuring
zero fatalities, followed by
operational efficiency,
monitoring the performance,
thereby reducing costs by 5-10
per cent. Digital doesn’t mean
possessing the ‘coolest’
technology; it is about solving
the biggest problems. Digital is
defined as increasing the
intensity of information and
fostering improvements in
costs, volume and HSE by
latest technologies such as
mobility, big data analytics, AI,
IoT, augmented reality,
Blockchain, with a focus on
safety, plant yield, optimal
supply chain, lean and
efficient operations.”

Vedanta started its digital
journey about three years ago,
wherein it focused on the
integration of IT and Digital.
“Every digital initiative that
we have tried to run, has an IT
footprint. One cannot run
Digital without having
maintenance, infrastructure,
and developmental
implications. In some of our
businesses, we have kept IT
and digital as one single
technological organisation,
whereas in some businesses
we have kept them as two
separate entities. For us,
facets of value chain for use of
Digital include exploration,
operations and maintenance,
processing, transport and
logistics, and market. Your
focus on digital initiatives
should be different for various
kinds of businesses. For
instance, we have different
focus for all of our nine
businesses,” he added.

Speaking on ‘Building an AI
journey in your organisation’,
Piyush Chowhan, CIO, Arvind
Lifestyle Brands, provided an
interesting highlight that
globally, only 12 per cent of
companies have implemented
AI by 2017; whereas four per
cent have plans to deploy it by
2018. He also busted several
myths associated with AI
including: buying AI solution
to solve problems, there’s a
need of an AI strategy officer,
AI implementation will replace
humans, AI learns on its own,
and it is easy to train AI
algorithms.

“People need to first realise
that AI is an application in a
solution, not a solution in its
form. In my view, there’s no
need of an AI officer. Thirdly,
there’s a lot of debate on
whether AI will replace

humans - this is a myth.
However, the biggest myth of AI
is that it learns on its own and it
is easy to train AI algorithms.
AI applications are of two types
- supervised and unsupervised.
You can’t jump onto
unsupervised AI applications
from the first day itself. A lot of
AI applications don’t yield
significant results, because we
are not able to train AI models
well enough,” he pointed out.
Sharing more on man-machine
intelligence continuum,
Chowhan highlighted three
steps of the AI ladder - assisted
intelligence, augmented
intelligence, and autonomous
intelligence.

Taking further involvement
on AI in manufacturing,
Deepak Bhosale, GM - IT,
Asian Paints conducted a
session on ‘Digital disruption
using AI - Possibilities at Asian
Paints’. “Traditionally, we
have been a forward-looking
company in terms of adoption
of technology. Right now, we
are at an inflexion point
wherein technologies such as
IoT will transform our
landscape. The key elements
of our AI strategy include use
cases/source of value, data
ecosystem, techniques and
tools, workflow integration
and open culture. At Asian
Paints, it is easier for us to dive
into AI because traditionally,
we have been automating and
the maturity within the
organisation is good,” he said.

Talking about the pipeline
of possibilities, Asian Paints
has identified four main use
cases including omni-channel
customer engagement,
Manufacturing 4.0,
procurement intelligence, and
visualisation.

Security track
Vishal Salvi, CISO, Infosys

addressed the audience on
'Current trends in cyber
security'. In the wake of the
spate of ransomware attacks
last year, he was of the view
that companies should have
zero tolerance towards
security hygiene. The
companies who were impacted
took steps like: network
segmentation, IP resilience,
Patch management (reduced
from 30 day to 7 day cycle). It's
important to change the IT
nomenclature. Salvi
suggested, “Use honeypots
and change the nomenclature
as the adversary would like
them to.” Security visibility as
a function is gaining
prominence; as a result, threat
hunting skills are in demand.
Infosys is generating AI and
ML use cases in cyber security. 

As the number of stealthier
attacks increase, the strategy
should be nimble to
implement. Enterprises should
focus on skills such as threat
hunting, threat intelligence,
dark web, list of threat actors,
etc. He also spoke about the
importance of DevSecOps,
strengthening the SDLC and
cloud security. It's important to
invest in skill upgradation.
“Just the investment in IT is
inadequate without skilling
the manpower with the right
skills,” Salvi concluded.

Prasun Srivastava, Senior
Solutions Architect, India and
SAARC, Gemalto spoke about
various aspects of GDPR and
the company’s six-step
approach to GDPR
compliance. GDPR is not just a
compliance cost, but a
business cost because GDPR is
built into many products which
requires user permission,
explains Srivastava. Many
countries are implementing
GDPR like laws because they
want to be on an equal footing
with other countries. He
explained Gemalto’s six-step
approach to prepare the
company for the compliance:
Understanding impact;
appointment of Data
Protection Officer;
understanding legal
implications and how to
implement GDPR in the scope
of those implications; data
classification; assessing and
documenting other risks.

The panel discussion titled
‘How to cope with evolving
enterprise security threats’,
witnessed security chiefs of
leading firms delve into the
methods to stay safe from the

increasingly sophisticated
threat vectors facing
enterprise security. Moderated
by Sameer Ratolikar, CISO,
HDFC Bank, the panelists
included Makesh
Chandramohan, CISO, Aditya
Birla Capital; Rajendra
Bhalerao, Head - Information
Security, NPCI; Sridhar R
Sidhu, Enterprise IS &
Regulatory Compliance, Risk
Management, Wells Fargo
India; and Ashish Sud, Head,
Western Region, Sophos
Technologies.

Sidhu informed that threats
facing enterprise security are
not just concerns for CISOs,
but the board is also realising
the implications. “The need is
for risk-based prioritising of
investment in technology. We
need to look at the symptoms
of vulnerabilities, alongside

looking at the journey of the
organisation and combining
tools. Our focus should be on
protection, detection, followed
by remediation,” he said.

Agreeing with Sidhu,
Chandramohan said that the
board has identified
enterprise security as a prime
issue. He commented, “As the
threat vectors and channels
are numerous, we must look at
our capability to identify them
and respond. Technology is
obviously available today, but
skills are more important.
Majority of security incidents
happen because of lack of
clarity on the roles and
responsibilities of different
stakeholders. In terms of the
the future, crypto mining and
cryptojacking will be major
threats in the next five years.”

Bhalerao was of the view

that the landscape of security
is constantly evolving; and with
various threats looming on the
application front, it is crucial
that the SIEM is not limited.
“We need to look beyond and
explore new technologies such
as AI to cope up with the
emerging threat landscape.”

From a solution provider’s
perspective, Sud commented,
“Attackers today don’t
distinguish between the size of
the organisation; SMBs are as
much vulnerable as large
enterprises. While we are in
the era of cloud, some are yet to
adopt it. It is important to start
the journey on cloud, because
security solutions are now first
introduced on cloud, rather
than on-premise setups,

The concluding session
from Dr Pawan Sharma, CISO,
Tata Motors was on Best

practices for implementing a
foolproof data leakage policy
The first step any organisation
should consider in data
protection is eliminating data
that is not absolutely required
for the business. DLP is a
process, Not a product. DLP is
most effective as part of an
overall data-centric security
program, and integrates well
with other security solutions.

Very recently, industry
analysts have noticed a
massive resurgence in the
demand for DLP solutions. In
light of the growing need for
DLP solutions, organisations
will need to remain vigilant to
a defense-in-depth framework.

There must be a balance
between security and usability
as well as a trade-off between
threat probability and
ramification.

Yogesh Zope, CIO, Bharat Forge Ashish Kawale, Senior Business Consultant, South Asia, Infor

(L-R) T G Dhandapani, Advisor-Digital Transformation, Sundaram
Clayton; Manish Sinha, Head-IT, Vectus Industries ; Vipin Kumar, Group
CIO, Escorts;  Sanjay Verma, Head - IT, JK Lakshmi Cement ; 
Ashish Kawale, Senior Business Consultant, South Asia, Infor 

Amitabh Mishra, Chief Digital Officer, Vedanta

Piyush Chowhan, CIO, Arvind Lifestyle Brands Limited Deepak Bhosale, GM- IT, Asian Paints

Vishal Salvi, CISO, Infosys 

(L-R)  Makesh Chandramohan, CISO, Aditya Birla Capital Limited
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Regulatory Compliance Risk Mgmt, Wells Fargo India; 
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Software-defined data
centre (SDDC) is the most
talked about term among
enterprises today. Coined

in 2012, with factors like mobility,
cloud and digital led
organisations, SDDC is going to
decide the future of data centres.
This evolution of IT infrastructure
and architecture represents a

complete paradigm shift from
today’s standard operating
procedures for architecting and
provisioning IT services. Segments
like telecommunications, retail,
large financial services,
healthcare organisations, utilities,
and communications have a heavy
focus on SDDC. This future of the
data centre is still in the debate
stages; but enterprises, in their
pursuit to be future-ready, can be
seen gradually treading towards

adopting SDDC. For CIOs and
CTOs, it is absolutely necessary to
understand its impact, potential
risks and expected benefits before
they embark on their journey of
implementing it.

Sharing his views, Nitin Mishra,
EVP (Technical) Goods and
Services Tax Network (GSTN),
says, “The software-defined
everything is rapidly becoming the
new normal. Hyper-converged
infrastructure (HCI) facilitates

moving to SDDC architecture as
gradually or as quickly as a
company is willing to pursue the
transition. Currently, GSTN has
two data centres in Delhi and
Bengaluru, in addition to two more
near data centres.”

In SDDC infrastructure
architecture, the software
programmatically controls and
matches dynamic workload
requirements of critical business
applications. SDDC blocks the
need to be holistically integrated
with everything in the
infrastructure including physical,
legacy facilities. Such level of
integration requires third-party
vendors and plug-ins to provide

the interfaces.
Sankarson Banerjee, Chief

Technology Officer, Projects,
National Stock Exchange of India,
where he manages
transformational projects for one
of the world’s largest stock
exchanges, says, “At NSE today
most of our data centres are
software defined. In a hardware-
based data centre, it invariably
means over-provisioning, which
creates idle capacity and wasted
resources in case of greater need
tomorrow. At NSE, all
infrastructure is virtualised and
delivered as a service, with the
control entirely automated by
software. To fully realise the
potential of the software-defined
data centre, all infrastructure
disciplines must, therefore, be
virtualised, and put under
automated control. This creates a
separate, more strategic
motivation for software-defined
storage. Clearly, the hardware
driven data centre is well on its
way to becoming an IT relic.”

“Conversely, by deploying
SDDC on HCI appliances, we have

gained the ability to buy storage,
network and compute resources
based solely on the current needs.
The extra capacity required today
can be added quickly and easily if
and when we actually have a need
in the future, allowing for pay-as-
you-grow spending. Hence, the
multi-tenant platform can also
eliminate the need for complex
integration scenarios since all
applications can run in the same
environment,” he continues.

Similarly, Mahindra &
Mahindra Financial Services sees
several benefits by taking the
software-defined approach.
Suresh A Shan, Head – Innovation
& Future Technology, Business
Information & Technology
Solutions (BITS), informs, “We
don’t have to spend significant
money on hardware, facilities,
utilities and other aspects of
operations. With traditional
computing, we can spend millions
before it gets any value from its
investment in the data centre.
With SDDC, our subsidiary
companies had reduced the size of
their own data centres – or
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Localisation will spur growth of data centers

The recent notification from
the Reserve Bank of India
(RBI) to banks and financial

institutions to store all data domes-
tically, instead of outsourcing the
job to a third-party data centre

might have put payment compa-
nies in a quandary. But on the posi-
tive side, this has brought a cheer
to local data centre players. Since
the implementation of the guide-
line, data must reside within the
country. This has led to a huge
opportunity for data centre
providers for two reasons – one,
they need to increase their capaci-
ty and expand. Since everything
must reside within the country,
data centre providers will have to
relook at their current business
model and create more delivery
centres out of India for data centre
applications or operation services.

Sharing his perspective on the
recent guidelines, one of the
leading data centre service
providers, Dimension Data
India's Head of Solutions K N

Murali, says, “The regulation
implies that all the app workloads
and the underlying data must
reside within the data centre
premise. This basically translates
into the fact that data centres will
have to increase their capacity to
offer workload deliveries within
the country. Last but not the least,
the backup and disaster recovery is
another huge area of opportunity
for data centre providers.”

Data security is a major focus of
the government’s Digital India ini-
tiative, which aims to secure
access to electronic services and
internet connectivity across the
length and breadth of the country.
The dramatic increase in data
being generated by financial insti-
tutions has had a significant
impact on the infrastructure that is

required to support such prolifera-
tion. This, combined with the fact
that most banks have started
embarking on a transformative
digital journey, the need and the
urgency to transform their tech-
nology infrastructure has also
increased substantially. This
means banks now need to trans-
form their infrastructure, opera-
tions and even the way they con-
struct commercial constructs in
order to exploit the opportunity
that the digital journey they are
taking, and the data being generat-
ed in the process, present to them.

“As an ICT company, we are
helping banks to transform their
infrastructure into one that sup-
ports a hybrid IT environment that
brings together, both private and
public clouds. We are helping

banks redesign their networks and
data centres into one that is more
agile, flexible and scalable. Equally
important, this transformation
also needs to be underpinned by a
security transformation. Security
needs to be embedded in every sin-
gle layer of the IT infrastructure to
ensure a seamless security opera-
tion that provides real-time
response capabilities to mitigate
any threat instantaneously,” 
Murli informs.

Dimension Data recently helped
automate the network of one of
the most valued banks in India,
thereby enabling the bank to roll
out new projects across thousands
of their branches in less than five
hours. The same thing took a week
before the automation.

Another data centre company is

looking to expand its reach in the
coming times. Nitin Mishra –
Senior Vice President and Chief
Product Officer, Netmagic (an NTT
Communications Company), adds,
“We have been working towards
increasing our data centre foot-
print in the last couple of years.
Two new data centres will come
up in Bengaluru and Mumbai. The
Bengaluru centre will come upon a
250,000-square-feet space and the
one in Mumbai on a 300,000-
square-feet area. With our multi-
cloud orchestration portal, we can
deploy and manage multiple cloud
platforms. Apart from this, we also
have a strong security stance,
stronger than what a customer can
afford in his own environment –
something that is of paramount
importance for the BFSI sector.

CIOs SEE MORE of OpEx over CapEx benefits by going the
software-defined data centre (SDDC) way

Data centres get
redefined with
software-defined
approach
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eliminate our extra data centre footprint
altogether. The consolidation of information
and infrastructure has major reduction of
the numbers of servers, the software cost,
and the number of staff had significantly
reduced IT costs without impacting our
internal IT capabilities.”

With a hardware-driven data centre, the
operational costs (OpEx) can be sky-high;
it’s been found that a software defined data
centre can give organisations a streamlined
and automated data centre that can lower
costs by as much as 56 per cent.

According to a large section of CIOs,
geographically dispersed data centres used
to require either dedicated staff or IT
administrators with robust frequent flyer
accounts. With SDDCs powered by HCI
appliances, IT departments can view all
operations through a single pane of glass
from a central location.

“Powerful management and
orchestration software automate many
common admin tasks, freeing up IT
professionals for more important work.
Automation, combined with end-to-end
visibility, allows enterprises to maintain
optimal data centre operations, keeping
systems running smoothly while
responding rapidly to the changing IT
needs,” Banerjee points out.

Innovations through 
software-defined

In the last two decades, Mahindra &
Mahindra Financial Services has been
working towards leveraging technology as
best as possible to address the evolving
needs of rural customers. It has created
unique architecture which is empowered
with centralised storage with distributed
data capture through available and
affordable technology. It has built robust
platform, inbuilt cluster patterns, to
execute rigid fallback support solutions
deployed in through different channels to
capture and ensure 24/7 availability.

“Rural India has especially three major
concerns, like electricity, connectivity, and
last-mile resource availability. This has to
be supported and ensured through the
design so that reliable and sustainable
concept to address the issues and concerns
faced became a motivation to continue to
innovate in all the desired areas. Our
business expectations have taken this
challenge and worked tirelessly in
leveraging the technology for enhancing
each of the last mile issues replacing with
customer experience components. Such
method and models resulted in ensuring the
timely services and deliver the value to our
clients in remote rural India, irrespective of
the spread. The current architecture is
centrally stored with distributed data
capture, in alignment with the current
digital needs, the same is going to get

distributed state-wise in alignment with the
data centre,” Shan explains.

There are several challenges in
mainstream adoption of SDDC that the
industry needs to overcome. Unlike startups,
large data organisations like NSE and
Mahindra believe the SDDC stack needs a
mechanism to identify legacy infrastructure,
physical infrastructure and intuitively
create a controlled environment to integrate
them. Usually, an enterprise data centre has
different infrastructure maturity standards
which makes it more difficult. Moreover,
there is a possibility of vendor lock-in due to
converged infrastructure and products from
OEM vendors. SDDC needs an all-inclusive
management and monitoring tool as well as
building management systems, a tightly-
coupled automation and orchestration
solution.

“In a software-defined environment, IT
becomes simplified through open
standards, as well as responsive to shifting
requirements and adaptive through policy-
based automation. Such an environment is
developed by automating infrastructure
across server compute, storage, and
networking resources,” opines Mishra 
of GSTN.

Management and security: 
a new bet

There still remains one of the most
important aspects of operating a data
centre: management. The traditional data
centre used SNMP-based managed objects.
Those systems are still in use, but data
centre management is evolving too. Along
with device management and the FCAPS
network management model, analytics,
artificial intelligence and other cutting-edge
technologies. Super convergence makes it
easier to see everything in a single pane.
CIOs need to keep up with advances in IT
management as well as other areas of the
data centre.

CIOs must approach security
strategically, making it an integral part of
their data centre transformation strategy
and roadmap. “Choosing a solution that can
safeguard hybrid cloud workloads while
preserving the benefits of the underlying
SDDC infrastructure is critical. This way
CIOs can sustain or improve their
organisation’s security posture in the
hybrid cloud without negating the virtues of
operational efficiency, agility and
performance, which prompted the decision
to invest in SDDC in the first place,”
narrates Shan.

SDDC provides a vision for today’s data
centre solutions and most importantly
provides great opportunity in channelising
the existing data centre solutions to provide
agility, scalability, app-centricity and
programmability, which resonates with
what is required from today’s businesses.

At NSE, all infrastructure is
virtualised and delivered as a
service, with the control
entirely automated by
software. To fully realise the
potential of the software-
defined data centre, all
infrastructure disciplines
must, therefore, be
virtualised, and put under
automated control. This
creates a separate, more
strategic motivation for
software-defined storage 

Sankarson Banerjee,    
Chief Technology Officer, 
National Stock Exchange of India

With SDDC, our subsidiary
companies had reduced the
size of their own data centres
– or eliminate our extra data
centre footprint altogether

Suresh A Shan,    
Head – Innovation & Future
Technology Business Information &
Technology Solutions (BITS), Mahindra
& Mahindra Financial Services

THE JOURNEY OF INDUSIND BANK ON THE 
SOFTWARE DEFINED ROAD

Abhishek Raval

abhishek.raval@expressindia.com

As a bank operating in a highly competitive sector, IndusInd
Bank leverages technology to the optimum, and makes
efforts to ensure that its IT infrastructure is highly flexible
to meet dynamic market demands. In line with this

objective, the bank has made its infrastructure software defined,
enabling it to launch any service, which can be delivered with
unlimited demand spikes and still provide smooth customer
experience. The services are backed with unlimited capacities
whereas hitherto, the infrastructure was limited with a certain
headroom provided, but it was restricted. “In the software defined
model, the capacities are unlimited, in the sense that, there are caps
in terms of upper limit on what are the actual computing sources that
are available on-premise, but it can be burst onto the cloud,” explains
Mridul Sharma - EVP & Head Technology - IndusInd Bank.

The software-defined data centre has enabled IndusInd Bank to
launch an aggregator app, which consolidates the frequently used
apps by the retail customers. It provides the ease to operate from a
single app for different use cases like food, travel, e-commerce, etc.
The payment option has been integrated in the app itself. The
thought process behind launching this app is to become useful to the
customer in his daily requirements and how banking can be included
in everyday activities.

Within the same banking aggregator app, multiple services can be
accessed including a number of bill payment options. “Our key
differentiator is that we provide offers available for specific services on
the IndusInd aggregator app, which might not be available on the
parent platform,” says Sharma. For example, the offers on Ola cabs
available on the IndusInd aggregator app might not be available on the
Ola app. The customer can compare the available offers on different
platforms and pick the best one from a single app itself rather than

separately visiting each app. This provides stickiness for the app in the
customer's mind. “We have recorded three lakh transactions in April
2018, and the m-o-m growth has been 15-20 per cent. The total number
of active customers on the app is close to 90,000. The total Gross
Merchandise Value (GMV) transacted on the app in April has surpassed
5.5 crore. Forty per cent of the customers are repeat transactors,”
informs Sharma. API makes such apps possible. It makes the web of
integrations a reality without any complex technology architecture. API
is also scalable and provides superior customer experience.

The RoI is measured by the total engagement numbers. The more
customers and repeat customers on the platform, the more the app is
moving towards justifying the investments made on it. The number of
the mobile banking users has also grown exponentially. In the last
three years, the number has jumped from 1 lakh to 10 lakh. This
speaks for itself on the RoI front.

The journey
The journey towards a software-defined data centre was taken

about an year-and-a-half ago. It also slashes the time-to-market, by
faster infrastructure provisioning times. It completely changes how the
bank allocates resources; for example, if a certain concept has to be
tested out and requires resources, the relevant team cannot be asked to
wait for a month or two. By that time, the idea is gone. The software
enabled infrastructure can allow provisioning in a few hours. “The
journey began with doing a part PoC of 20 hosts out of the 100 virtual
hosts, which are running in the physical environment. They were fully
made softwar-defined. This included all the three major components,
compute, software and storage,” says Sharma. Subsequently, the on-
premise experience also becomes cloud like. Provisioning
infrastructure can be done in a few clicks. A software-defined approach
also makes the on-premise, cloud integration simpler.

Software-defined benefits
A software-defined data centre provides a unified visibility model

and allows full usability of the available infrastructure. Sharma
explains it well by giving an analogy when he says, “Software-defined
shows the number of empty rooms in the hotel. The visibility inside
the infrastructure empowered by software defined lets the IT
function know about the empty space available in the IT
Infrastructure. There may be many empty rooms, while the new
guests are coming in. Visibility can help us provide the best
allocation.”

As a result, a year after going in for a software-defined data centre,
the benefits are exponential. “Some transactions almost grew 100 per
cent. The general growth rate was around 30 per cent. This happened
with zero investment in infrastructure. The same IT infrastructure
gave us an additional 30 per cent more output. In the previous model,
we would have planned more CAPEX, may be for the next three years.
It was a highly inefficient model,” informs Sharma. This model does
not require the bank to plan for the next few years, but a headroom is
set, which if breached, allows for only the expansion required, in terms
of nodes. This is an efficient model, which makes the best use of the
available resources.

INDUSIND BANK HAS made its
infrastructure software-defined,
enabling it to launch any service
which can be delivered with 
unlimited demand spikes and 
still provide smooth customer 
experience

The journey began with doing a part PoC of 20 hosts
out of the 100 virtual hosts, which are running in the
physical environment. They were fully made
software-defined.
Mridul Sharma, 
EVP & Head Technology,  IndusInd Bank
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What was the five point agenda
decided upon at Future Generali
India Life to bring about business
transformation through
technology?

In the last four years, the
customer service has been
automated to a large extent. This
ensures guaranteed delivery of what
the field team commits to the
customer. The company has also
undergone a massive operations
rationalisation and digitisation, for
our sales team to deliver whatever
they commit on behalf of the
company. A combination of
technologies have been used to
reduce the human touch points in
order to serve the customer. In 2017,
a five pillar agenda was created
based on the business-technology
alignment. The agenda was named
as ‘Drive towards the ambitions 
of 2020.’

◗ Automate and transform: To use
every opportunity to automate
for bringing transformation 

◗ Digitise the salesforce, customer
and omni channel experience

◗ Enable big data: Help the sales
force to interact with the
customer in an informed manner

◗ Cyber security
◗ Interaction with InsurTech

companies for solving specific
problems

Please tell us about your
partnership with the startup
companies.

The core theme behind
partnering with startups is to
disrupt the company from within in
order to empower the company to
deliver the customer with whatever
is asked for, in a swift manner. We
have partnered with a startup
company in the area of automating
and adding cognitive features in the
customer touchpoints; for example,
with one of the startups we have
partnered with helps the customer
to get the fund value of his policy

without any human interaction. This
is done over a platform provided by
Microsoft. They are strategically
aligned with us in terms of the IT
ecosystem, which is based on Azure.

The cognitive bot has Machine
Learning (ML) and Natural
Language Processing (NLP)
capabilities, built on Microsoft Luis.
These capabilities will be available
on the website, mobile app,
Facebook Messenger, Twitter,
Cortana, Amazon Echo. In the first
year, the target is to handle 10 per
cent of the call centre workload.
Another six per cent of call centre
volume will be reduced by
automating about 12-13 policy
servicing needs. The objective is
also to reduce the increased drop
rate on the website. The email
responses will also be sent by the
bot, but for the initial months, a
human will evaluate and edit them,
post which, a return email will be
sent. For example, a customer mail
asking for fund value of the policy
will be automatically replied after

the bot, pulling information from the
policy information system and the
human checking it. The bot will also
learn the changes made in the mail
by the human and will redraft a
similar query in the future, with
adequate application. The bot
supports English, Hinglish and
Hindi (written in English). The name
of the virtual assistant is Robotic
Enabled Virtual Assistant (Reva).

In the test run, we have found out
13 most common customer service
requests, which can be solved
without any human intervention:
fund value, premium amount,
renewal date, etc. These are the
requests that come when the policy
is close to expiry. During tax filing,
customers ask for certificates,
payment acknowledgment, unit
statement, policy document, etc.
Many companies charge for new
policy document if it is lost; we give
it for free in a soft copy form. Many
customers also ask for loan against
the policy value; the bot also enables
renewal payments. Most of these are

from the top 13 most asked queries
and they have been successfully
tested both on the ‘conversation’
and the ‘menu’ mode.

The Microsoft Bot platform is
used for information dissemination
to the customer service staff. This is
available to the company’s internal
staff. Soon, this service will be made

available to the customers.
We have adopted an open

approach, wherein the bot will follow
certain company set processes to
service the customers. This is
because our Net Promoter Score has
been consistently high compared to
other life insurance players.

Which initiatives have you taken
to strengthen your salesforce?

Overall, Future Generali has a
strength of 12,000 partners sourcing
business for the company. It
includes agency, direct sales
channel, bancassurance, etc. We
have set up a omni channel platform
for the sales force to service and sell
the policies on their tabs. The omni
channel experience is designed for
‘Assisted Mode’. The app on the tab
is framed such that the sales
executive can propose a need-based
policy to the customer in front of him
after considering all the necessary
factors as per the regulation. It’s
important to note: ‘Need based
selling’, because mis-selling of
insurance is a big issue facing the
industry; technology allows right
selling. In under 20 minutes, the
policy document can be emailed,
sent on WhatsApp or dispatched to
the customer in an electronic
format. Following the IRDAI
guidelines, a physical copy is also
couriered to the customer.

Moreover, the tab also enables
customer servicing using the inbuilt
biometric authentication features.
The sales force has begun using
these tabs from May 1, 2018. The
complex products are sold through
the assisted mode, while the simple-
to-understand products are bought
by the customers using the self-
service mode – the customer is
routed to the online channel or is
asked to download the app and then
fill in the fields. There are various
reasons for keeping separate
channels for assisted mode and non-
assisted mode. The regulatory
provisions, the pricing of the policy

is different in a self-service mode
because it is sans the sales
commission already accounted in it.

We did the testing with the tabs for
two months, in February and March.
The results were encouraging: Four
customer touchpoints and six
process steps have been reduced
(because of the paperless process);
it’s a predictive model, the customer
has the visibility on when will he get
the policy, similar to the e-commerce
model; the sales closing time has
been reduced to 20 minutes; 70 per
cent of the customers who bought the
policy using the digital mode were
satisfied. The eKYC helps us to
eliminate the paper based processes
altogether.

Please elaborate on the journey
on data monetisation.

It has been five months since we
began the journey of data
monetisation. The idea is to come up
with life insurance policy offers
based on the huge retail data from
Future Retail, another Future
Group company. Compared to the
retail data, the life insurance data is
miniscule. The example of the offer
can be the following: The customer
buying products for a newborn baby
can be a potential candidate for
child policy or a family policy.

A big data infrastructure has
been implemented containing the
structured and unstructured data.
The structured data includes the
insurance data, and unstructured
data has the customer emails, Net
Promoter Score (NPS),
conversations with agents,
complaints filed etc.

We are using the data of future
retail and have coined innovative
promotional campaigns with it. E&Y
is helping us execute this project.
The persistency of data, the
propensity to pay, the logistical
regression is done to get the data
outcome and then digital campaigns
are run. The campaigns are fine
tuned on a regular basis.

Future Generali Life has a five-point
agenda for technology transformation
IN 2017, A FIVE pillar agenda was created based on the business - technology alignment. The agenda was named as ‘Drive
towards the ambitions of 2020’. EC’s Abhishek Raval speaks with Byju Joseph, CTO, Future Generali India Life Insurance

We are using the
data of Future Retail
and have coined
innovative
promotional
campaigns with it.
E&Y is helping us
execute this project

What's your view on the
current overall Indian data
centre market?

Indian data centre market
is catching up at a fast pace
vis-a-vis its already matured
global counterparts. The lag
in adoption is balanced with
the fact that we get to
onboard the latest and
greatest of technologies
avoiding the long
transformation cycles.
Digitisation wave already
hitting the Indian shores has
given us a head start. The
data centre market is prone
to grow multiple folds in the
years to come, inviting huge
investments from across the
globe. With real-time data
driven industry as the key
stake holder, the data centre
market would take leaps
towards being much beyond
the regular bricks-and-
mortar facilities and develop
to be the smart and intelligent
enablers. This gives a long
runway and scope of
opportunity for service
providers to innovate and
grow along with the growing
industry.

Enterprises today demand
smart and intelligent data
centres with inbuilt features
like scalability, flexibility,

reliability, integrity and
security to support their
growth cycles. High
availability of infrastructure
elements to avoid downtimes
is of significance for
enterprises to ensure
resilience. Enterprises are
aiming to make their
applications available on a
real-time basis to their
customers and have a quicker
time to market. Features like
self-service and automated
provisioning would avoid any
possible delays in
provisioning of data centres
and making it up and running
on a click, would derive highly
competitive value to
enterprises today.

The demands from this
conscious end-user are
helping to increase the
innovation quotient from the
service provider's side. Most
of the players are yet to travel
this path, but the journey is
inevitable.

Which services are in
demand, from your compa-
ny's perspective?

Along with co-location and
managed hosting being most
sought after lines of services
from Pi, we also see a lot of
traction at the cloud hosting

and managed services front.
With the startup culture in
India on an upswing, our
hosted cloud solutions are
already seeing some serious
traction. These solutions are
touted to be the most sought
after, as they help
SMEs/startups to go
operational on the click of a
mouse and be market ready in
no time.

The evolving nature of
these enterprises might not

allow them to diversify
investments and manpower in
building sophisticated,
scalable and highly secured
databanks. That is where we
as Pi, being a software defined
strategic data centre with our
flagship cloud framework,
come in to deliver top-of-the-
league end-to-end data centre
services with high level of
automation, self-service and a
strong managed services
layer, that just suits the

dynamic nature of the market
and delivers the best to end
users.

Enterprises can optimise
their cost by channelising
their resources to their core,
and not spread too thin across
non-core elements of their
business, like IT operations.
Hyperscale enterprises are
seeing lot of value in choosing
us, as their partner of choice
for collocating their far DR
with us, owing to our strategic

location from a seismic zone
perspective and being TCO
optimal vis-a-vis the other
metro locations in the country.
We are also seeing significant
traction from the Middle East
and APAC.

Being SAP certified for our
DC infrastructure and cloud,
we are observing increased
adoption of our cloud and data
centre from the enterprises
with significant SAP footprint
and workload. Our services
around IoT and Analytics-as-
a-Service, are enabling
enterprises to do real-time
decision making and analytics
of their data pool in the right
way, at the right time.

As an aftermath of us
witnessing recurring
calamities globally off late,
latest being something like the
Mumbai and Chennai
washouts, at Pi, our
architecture is practical,
scalable and state-of-the-art,
to be just the right choice for
DR for enterprises of all ticket
sizes, to keep both natural and
man-made disasters at bay.
Our automated DR solutions,
leveraging the stable
Harbour1 platform, address
the traditional issue faced by
most Indian enterprises of not
many global class options

being available to them in
India for an on-the-fly, on
demand DR.

What's your average year-
on-year growth rate in
India?

The Indian data centre
market is today standing at $3
billion mark and would hit the
$5 billion mark by 2020. Owing
to the tremendous data pools
generated and the digital
wave in India, the market
would continue to grow. The
opportunities for the service
providers are equally huge,
owing to the continuously
growing market.

Please name some of your
major clients in India.

Being under stringent non-
disclosure clauses with our
customer, we might not be able
to explicitly name them, but
we can surely tell you that we
have critical installation of
few state governments, couple
of banks are running their
primary and secondary core
banking environment on our
cloud, not to mention some
famed BFSI and Fintech,
IT/ITES and large national
universities running their
core environments on hybrid
model with us.

‘Co-location and managed hosting are
most sought after’
WITH REAL-TIME data driven industry as the key stake holder, the data centre market would take leaps towards being much
beyond the regular bricks-and-mortar facilities and develop to be the smart and intelligent enablers. Bhaskar Vadlamani,
CCO, Pi DATACENTERS, shares his views

Being SAP
certified for our
DC infrastructure
and cloud, we are
observing
increased
adoption of our
cloud and data
centre from the
enterprises with
significant SAP
footprint and
workload
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India’s second largest
courier and logistics
company, after India Post
and a ̀  1200 crore

organisation, DTDC has
operations that spans across
India and over 240 countries.
DTDC has already
implemented the track and
trace systems, under which
any given parcel is scanned at
every touchpoint, the
information about which has
to be made available to the
customer online. 

Challenges faced
DTDC has a massive

network in India and abroad.
The company serves 3,000
corporate customers. “We
cover 11,500 pincodes in India,
through 462 offices of DTDC.
The employee count is 6,500.
This requires a setup, which is
well aware to the happenings
on the ground, has authentic
data, and can quickly collect
and share it with the
customers, franchisees,”
informs Mrinal Chakraborty,
CIO, DTDC. In case, if the
customer finds that it’s taking
unusually long for his parcel to
reach the destination after he
traces it via the track and
trace feature on the website,
the customer’s query is solved
after taking information from
him via email, phone and then
it’s registered in spreadsheets. 

Subsequently, the backend
team co-ordinates with the
ground operations team
(including the DTDC

franchisees) to identify the
issues on the reasons for the
delay. The shipment is then
streamlined for timely delivery.
“The challenge was, this was a
long drawn process, which
resulted in making query
resolution complicated and at
times, the customer was not
given the right information,
because the staff did not update
data,” informs Chakraborty.
Each one of the close to 500
customer service
representatives had their
individual excel file, on the
customer queries, which were
sent to the backend team. They
updated the file after co-
ordinating with the ground
operations team and emailed it
back to the reps. They would
then update the customer
about the shipment. In
summary, the process was
heavily email and excel sheet
driven. “It’s not just us, we have
to align and co-operate with the
airlines, DTDC franchisees, too
and they have their individual
systems,” says Chakraborty.

There were a lot of manual
dependencies with
disconnected systems in
place. “The customer query
was solved using emails,
spreadsheets, etc, due to
which the customer
representative was not
able to close loop the
data, resulting in
increasing the cycle time
to respond and also not
providing the right
response, at times,” says
Kalki V Yasas, Senior
Director - Services,
Salesforce India.

Salesforce solution
DTDC evaluated a

couple of vendors and
selected Salesforce. It
provided a unified
solution for the company. 

Now, the customer can
raise the query through
multiple channels like
website, app, call centre,
SMS, etc. A ticket is
raised, which becomes a
single point of reference
for the customer for any
follow ups regarding any
given query. “A portal
was also provided to the
10,500 franchisees, for
entering the information
at their end and then the
service cloud for the
customer service. Reps
have their own
respective data in
accordance with the
customer interaction. All
these systems are tied

together, so there is a single
source of truth with the
relevant stakeholders, which
wasn’t the case before,”
explains Yasas from
Salesforce.

As soon as a customer
calls, he is issued a ticket and
gets registered on the system.
Everything about the
customer can be accessed
using the ticket number. This
system can also help in
prioritising the ticket
numbers to be resolved. In
case if the rep is handling too
many tickets, his work can be
transferred to other agents.
“Similarly, it can solve many
other issues like, which areas
are generating more tickets;
the number of open tickets;
the reason for tickets not
getting solved. After
Salesforce, the customer
query resolution time has
come down from days to
hours,” says Chakraborty.

The huge field force of
DTDC can access the app,
which is synced with the core
system. Thus they have the
same information available
with other employees. “The
wave analytics feature allows

DTDC to have tracking of the
franchisee performance and
get insights into how can they
grow their business,” says
Chakraborty. The service
cloud can also connect with
customers via the social
media channel. The
information can then be linked
back to the customer profile.

The service console of the
service cloud provides a
single view of the customer
related information. The
console autofits the
information based on the
employee role and the process
he is following. For example,
customer service rep can view
the customer profile,
interaction history, real time
status of any given package. A
live chat functionality on the
website is also available. The
rep also has the knowledge
repository of the historical
information on the customer
interactions with DTDC on all
the mediums, his interaction
with franchisees if any. An
intelligent routing channel
enables the rep to route the
call to the concerned person,
who is in a better position to
answer the query.

Sales cloud
The typical sales pipeline

process for a sales person
includes: preparing the list of
prospective customers;

customer meetings; preparing
quotations; follow ups and
finally closing the sale. The
salesforce solution has
streamlined this process,
which has made the sales
executives more accountable
than before. Hitherto, there
was lack of visibility on the
activities of the sales force and
the prospects they had in their
list. It was difficult to measure
the following: the punctuality
with which the salesforce is
doing customer meetings; the
number of customers moving
from prospects to more
probable prospects; the
number of prospects the
executives have in their list.
This was driven through an
excel file. The process was
driven more on the executive’s
honesty. There was no
transparency and the
discussion usually remained
ambiguous. After the
implementation of Salesforce,
the scenario changed to more
of daily updates and more
prospective in nature. The
executives now have to commit
the number of prospects they
will meet, inform about, how
was the meeting and what was

the outcome. The regional
Sales Managers are more
empowered and have a greater
insight on the executive
productivity, which is recorded
in the salesforce solution. The
MIS now, is more clear and
granular than before. “We have
grown the direct party sales, y-
o-y by 22 per cent,” says
Chakraborty. The sales cloud
solution has had a big impact
on growing the business. 

The solutions implemented
by salesforce are hosted on
the company’s multi-tenant
cloud. The infrastructure
team takes the decision on
where the instance will be
hosted. “The apps designed by
Salesforce are built for the
mobile, and our apps are one
of the most downloaded
business productivity app
from the app store. Since we
follow a mobile first strategy,
all the local data generated
can be seamlessly integrated
with the centralised
database,” informs Yasas.

The pricing is license based
and pay per use. “There are
approximately 700 licenses
that we have bought,” says
Chakraborty.

Cloud based solution empowers DTDC to clock
22 percent rise in direct party sales

Case study

THE CLOUD
BASED sales
solution enabled
India’s second
largest courier
and logistics 
company to 
manage the 
salesforce better
with improved 
visibility 
about their 
performance; the
service cloud
reduces the 
customer service
TAT from days to
hours.

We cover 11,500 pincodes in
India, through 462 offices of
DTDC. The employee count is
6,500. This requires a setup,
which is well aware to the
happenings on the ground,
has authentic data, and can
quickly collect and share it
with the customers,
franchisees

Mrinal Chakraborty,
CIO, DTDC
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Many data centres in
urban locations
such as Delhi have
reported failures

of servers and other
equipment caused by

pollution. IT equipment is at
tremendous risk in locations
that have poor air quality.

In India, CtrlS, a leading
data centre player, has taken
cognizance of these issues,
and has built a pollution-free
data centre in Noida. Says
Sridhar Reddy, CEO &

Founder, CtrlS, “Before we
built our datacenter in Noida,
we conducted a research
wherein we found out that
one of the major pain points
for CIOs on maintaining a
data centre was that
hardware had a tendency to
get rusted due to high sulphur

content. This encouraged us
to consider building a data
centre which was pollution
free.”

All necessary analysis was
conducted by the team led by
the data center infrastructure
head at CtrlS to assess the
outdoor air and indoor
environment with regards to
corrosion potential. All site
specific data about the types
and levels of gaseous
contamination in the amount
of corrosion likely to be
formed was analysed through
Corrosion classification
coupons (CCCs) to determine
necessary environmental
controls required. An
appropriate contamination
control strategy including
selection and application of
the appropriate chemical
filtration systems to clean
both the outdoor air being
used for pressurisation and/or
ventilation as well as any re-
circulation air was deployed,

followed by  real-time
environmental/atmospheric
corrosion monitors to observe
accurate and timely data on
the performance of the
chemical filtration systems as
well as the air quality within
the data center.

Research conducted by
CtrlS revealed that gaseous
contaminants such as
Hydrogen Sulphide (H2S),
Sulphur Dioxide (SO2),
Oxides of Nitrogen, Bromine
and Chlorine in isolation or in
combination with
temperature and/or humidity,
when in contact with
silver/copper in electronic
circuit boards, server cards,
cooling equipment, EVA, data
communication equipments,
can cause electronic
corrosion. This may lead to
malfunctioning equipment
leading to downtime which
can further cause data loss,
revenue loss and ultimately
customer dissatisfaction.

“Data centres have been
experiencing rapid rate of
hardware failures due to
sulphur bearing gases –
primarily due to copper creep
corrosion on printed circuit
boards and corrosion of silver
in some components. Hence,
CtrlS has deployed world
class air filtration and
purification technology in its
Tier-4 data centre that totally
removes gaseous
contaminants and
particulates, and inhibits
corrosion caused by airborne
contaminants, thereby
providing pure air and
eliminating equipment
corrosion,” says Reddy.

While data centres have
always been asked to follow
good sustainability practices,
CtrlS has pioneered in setting
a new benchmark with
respect to tackling air
pollution – a problem that is
set to become more acute over
the next few years.

CtrlS shows how data centres can
fight corrosion due to pollution
IT IS A 
COMMON 
misconception
that as 
equipment in
data centres
operate in a
confined clean
space, they are
not susceptible
to corrosion.

Before we built our data
centre in Noida, we
conducted a research
wherein we found out that
one of the major pain points
for CIOs on maintaining a
data centre was that
hardware had a tendency to
get rusted due to high sulphur
content. This encouraged us
to consider building a data
centre which was pollution
free

Sridhar Reddy,  
CEO & Founder, CtrlS
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