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O
n September 24th this year, Prime
Minister Modi, inaugurated Sikkim’s
first airport at Pakyong. The airport
is said to be an engineering marvel
as it has required several innovative
initiatives and hard work, to
construct the site. This airport has

been carved out of the Himayalan mountain and has
witnessed a monumental effort as people had to pull
up heavy material along narrow mountain roads.
Pakyong Airport is perhaps just a simple example of
the challenges what states in the North East go
through for things that we take for granted in
developed states. 

This is set to change as states in the North East
now have the required attention from the Center, and
infrastructure is being built at a war footing. Also
critical to the development of the North East region, is
the 'Digital North East Vision 2022', which was
released recently by the Union IT Minister Ravi
Shankar Prasad. The vision document envisages that
digital technology will transform the lives of the
people in the region and Eight Trust Areas have been
highlighted for accelerating growth - digital

infrastructure, digital services, digital empowerment,
promotion of electronics manufacturing, promotion of
IT and IT enabled services including BPOs, digital
payments, innovation and startups, and cyber
security. The focus is on improving connectivity, and
accordingly a comprehensive plan has already been
envisaged for installation of mobile infrastructure and
providing mobile connectivity to 8621 villages which
do not have mobile connectivity. Additionally, a cloud
hub for North East will be created in Guwahati. 

There are also plans to educate and encourage
usage of national platforms such as Aadhaar, GeM,
eNationak Agriculture Markets (eNAM) and Unified
Mobile App for New-Age Governance (UMANG),
eTransport. For building the required skillsets, the
Ministry of DoNER has collaborated with MeitY for
capacity building of 50,000 state government
employees in using digital technologies across the eight
states of the NE region.

At the state level, many states have taken a series
of digital initiatives. For example, Assam has
implemented an e-office at the Assam secretariat
covering all 58 departments for tracking online
movement of files and  500 Gram Panchayats have
been lit up under the BharatNet project.  Assam has
also been progressive in drafting a cyber security
policy. The state of Arunachal Pradesh has installed
sensors in all its garbage vehicles, which helps in
ensuring that the vehicles reach the right places and
there is no pilferage of fuel. It is also the first state in
North East India to introduce Smart e-Public
Distribution System (e-PDS). Similarly, Tripura is the
first state in the region to complete SWAN - a state-
wide computer data/ voice/ video network for running
e-governance applications across the state. Manipur
has launched two portals - Anti Corruption Cell and
Digital Application for Review by Public And Nation
(DARPAN) to fight corruption and ensure
transparency of developmental projects. 
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FILLIP TO 
A DIGITALLY 
EMPOWERED 
NORTH EAST

Ambitious initiatives for implementing digital projects aim
to empower the people of the North East and ensure 
inclusive and sustainable development in the region 

The digital enablement of North Eastern Region
(NER) is aiming to not just bring growth and
development in the eastern frontiers, but also
forge stronger links with the rest of the country.

For a region which had always had limited connectivity and
where highways have not reached, e-ways might well be the
way forward for bridging this great divide. From farmers
who can benefit from e-NAM linking them to markets to the
tribal populace living in remote areas who can take
advantage of e-hospitals, and skilling of young talent
through tele-education, the opportunities are limitless.    

There are a plethora of ambitious initiatives envisaged
under the 'Digital North East Vision 2022' released in
August this year, by the Union IT Minister Ravi Shankar
Prasad. The document emphasises leveraging digital
technologies to transform lives of people of the North East
and enhance the ease of living, ensuring inclusive and
sustainable growth. State-wise roadmaps have been
developed. It envisages that digital technology will
transform the lives of the people in the region and Eight
Trust Areas have been highlighted for accelerating growth -
digital infrastructure, digital services, digital

empowerment, promotion of electronics manufacturing,
promotion of IT and IT enabled services including 
BPOs, digital payments, innovation and startups, and 
cyber security. 

Digital infrastructure
Digital infrastructure includes initiatives like

implementation of Comprehensive Telecom Development
Plan for NER, installation of mobile infrastructure and
provide mobile connectivity to the uncovered villages.
There will be special focus on 8621 villages without mobile
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connectivity. The initiatives for
high speed internet connectivity
include complete coverage of
broad-based, high speed,
affordable  connectivity through a
combination of fibre, wireless and
other alternate technologies. The
Department of Telecom (DoT) has
budgeted ̀ 10,800 cr for the
Comprehensive Telecon
Development Plan. Those gram
panchayats / blocks and local
bodies where it is not possible to
connect with fibre optic, alternate
connectivity like radio or satellite
under BharatNet Phase-II plan of
DoT. Also, Free Space Optics will be
made available where putting fibre
optic is difficult. There will be
optimal utilisation of international
gateway at Tripura.

Further, a cloud hub for North
East will be created in Guwahati.
The North Eastern Space
Application Centre (NESAC) has
also won the National eGovernance
Award from the Department of
Administrative Reforms & Public
Grievances (DARPG) for creating
the geo-portal on North Eastern
District Resources Plan to support
ground level e-governance.   

Adoption of Common 
National Platforms

Digital services envisage
increasing adoption of Common
National Platforms in the North
East. These platforms include
Aadhaar, Government
eMarketplace (GeM), eNationak
Agriculture Markets (eNAM),
Jeevan Pramaan, Unified Mobile
App for New-Age Governance
(UMANG), eTransport, among
others. GeM is actively onboarding
vendors, specially from the NER.
More than 632 vendors from the
region are on board and have done
business for  ̀ 40 crore through
8000 orders. Healthcare services
will also be improved with the
Ministry of DoNER, Ministry of
Health and Family Welfare and
Ministry of Electronics and IT,
collaborating with state
governments to set up e-hospitals

at the state and district level.
Tripura has set up a similar e-
Hospital, and the experience will be
leveraged. The dedicated
emergency response system will
include disaster recovery facilities
as a part of the cloud hub initiative
in the NER. The Government of
Meghalaya has initiated large scale
deployment in the state of the
Mobile Based Agricultural
Extension System in the North East
India (m4AgriNEI).    

The other focus areas include
use of digital technology to promote
agricultural services; also
promotion of agri-based tourism
and tourism. Promotion of digital
payments and providing secure
cyber space by setting up cyber
security labs are the other the
important efforts. 

Capacity building
The Ministry of DoNER has

collaborated with Ministry of
Electronics and Information
Technology (MeitY) for capacity
building of 50,000 state
government employees in using
digital technologies, across eight
states of the NE region. The
training gives special emphasis on
Direct Benefit Transfer, PFMS,
digital and cashless transactions,
etc. NIC offices at state and district
levels will be strengthened and
vacancies filled up. The Ministry of
DoNER is supporting the National
Centre of Geo-Informatics, a unit
under MeitY. 

In an effort to create a digitally
empowered society in the NER,
many initiatives are being taken.
While the Ministry of DoNER will
create digital repositories for the
weaving community, Computer
Aided Design (CAD) will be used 
for designing handicrafts
exclusively for the region. Further,
annual training capacity in
Electronics and IT domain at 
the 18 NIELT Centres across seven
states to be increased will be 
20,000 persons. 

Job creation
While, the Cyber City in Assam

will generate 2000 jobs, fillip to the
ITeS sector will go a long way to
generate employment, with the
North East BPO Scheme aiming to
create 15,000 jobs. The
significantly large population of
young, English speaking populace
is seen as  captive manpower 
for the ITeS sector. The 
number of seats planned for 
BPOs in the North Eastern 
states will be doubled to 10,000
from 5,000.

Small rural BPOs will develop
the sector at district and block
levels. 100 Common Services
Centres in the North East will set
up 10 seater BPO centres. These
BPO centres will be carrying  out
work related to digitisation of
education documents. The states
in NER will be helped to convert
the State Data Centres into a cloud
enabled Data Centre. Also,

National Knowledge Network will
enable collaborative research
between NER institutions and their
counterparts in other region as
and across the world. NKN is
already providing connectivity to
122 institutes in NER in 30
districts. This will be expanded to
82 districts.  

A startup and innovation hub in
the North East is among the key
initiatives. Interestingly, the NE
states have a higher literacy rates
than the rest of India, and their
populace is their biggest asset in
enabling digital transformation. 

Few milestones
Some states are already

creating digital milestones. For
instance, the office of the Deputy
Commissioner, Itanagar has fully
adopted e-office and has become a
paperless office. For this initiative,
it was also given the national e-
governance award. Arunachal
Pradesh has also been
aggressively promoting digital
payments, with a significant
number of transactions now being
done online – through debit, credit
cards or Aadhaar enabled
payment system. Online payments
are being taken for issuing trade
licence, birth and death
certificates. Arunachal Pradesh
has also recently become the first
state in North East India to
introduce Smart e-Public

Distribution System (e-PDS). 
In the past decade, the

Department of Information &
Communication Technology in
Mizoram has a number of
achievements in developing digital
ecosystem in the state. Disaster
Management Application
developed by the department was
awarded National Award 2017-18
for e-Governance under the
category ‘Best district level
initiative through ICT in 
North East’.

Under Digital Assam Program,
Information and Communication
Technology sector is considered as
a major contributor towards the
economic growth of the state. 
The program not only envisages
improvement of existing 
e-governance infrastructure and
automation of the departments 
but also deployment of digital
technologies for resolving 
many socio-economic issues
affecting the state. 

Tripura was sixth state in the
country and first state in the
Eastern & North Eastern Region to
complete SWAN - a state-wide
computer data/ voice/ video
network set up upto the block level
for running the e-governance
applications across the state. This
implementation connects the state
HQ, district HQs, sub-divisional
HQs and Block HQs to bring the
speed, efficiency, reliability and

accountability in overall system of
G2G/G2C functioning.

The Government of Meghalaya,
through its IT Department, is
focused on realising its vision of
transforming the state into a
preferred and leading destination
for investments in IT/ITeS sector
and electronics industry in East
/North East India. Along with
inviting tech investors, Nagaland
looks at providing a SMART
(Simple, Manageable,
Approachable, Responsive and
Transparent) government to the
people. Recently, the first State
Data Sharing and Accessibility
Platform (SDSAP) was launched in
Sikkim, along with the State Direct
Benefit Transfer portal. These two
portals are information
management systems for quick
and easy recording and
dissemination of statistical data by
government officials. Last year
Nongthombam Biren Singh, Chief
Minister of Manipur, had
announced the inception of Digital
Manipur, with the launch of two
portals - Anti Corruption Cell and
Digital Application for Review by
Public And Nation (DARPAN), to
end corruption and ensure
transparency of developmental
projects. The state has also
strongly focused on ensuring the
success of Capacity Building
Scheme under the National 
e-Governance Plan (NeGP).

IT, ITES AND BPO: INITIATIVES IN THE NORTH EASTERN REGION

OOnnggooiinngg AApppplliiccaabbllee NNoorrtthh EEaasstt TTaarrggeett GGrroouupp AAcchhiieevveedd TTaarrggeettss
IInniittiiaattiivvee SSttaatteess

NNEEBBPPSS Arunachal  Pradesh, All persons, specially 2185 seats  allocated to
North East Assam, Manipur, Youth and Women successful bidders. 750
BPO Meghalaya, seats operational.
Promotion Mizoram, Employing 886 
Scheme Nagaland,

Sikkim, 
Tripura

What has been the long-
term vision of the
Government of Mizoram for
enabling digital governance
in the state ?

The government has a vision
of e-Development as the engine
for transformation of
government and empowerment
of society. Digital governance
holds tremendous potential to
improve the way that
government delivers public
services and enhances broad
stakeholder involvement in
public service. To bring this
change, we need to take
advantage of the tremendous
potential capability of
Information and
Communication Technology in
offering better services using a
citizen-centred approach.
Innovation and development in
recent years, whether through
online services, big data,
artificial intelligence, social
media, mobile apps, or cloud
computing broaden the way we
look at digital governance. It
enables the government to
promote effective natural
resource management, as well
as stimulate economic growth
and promote social inclusion,
particularly of disadvantaged
and rural areas.

It is envisioned by 2022 all
villages in Mizoram will have
access to reliable internet and
mobile connectivity, and most
government services will be
accessible by the citizens
through electronic devices
from his or her doorstep and it
will be achieved through
sustainable development.     

Recently, Shri Ravi
Shankar Prasad, Hon’ble
Minister of IT, Government of
India launched Vision
Document for Digital North
East 2022, at Guwahati, which
provides a comprehensive
roadmap for bringing about
fast track digital
transformation of the North
Eastern Region. Here ICT
Department of Mizoram will
also play as a catalyst for
achieving various visions and
targets as laid out in the said
vision document.

Which have been your key
IT projects - for citizen
services as well as
streamlining processes?

Since the inception of
Information & Communication
Technology Department in
2008, we have implemented
State Data Centre (SDC),
State Wide Area Network,
State Service Delivery
Gateway infrastructure
project. G2C services such as
e-District, CCTNS, TPDS,
Commercial Taxes, 
e-Procurement are also
successfully implemented as
Mission Mode Projects. The 
e-District services is
integrated with UMANG
(Unified Mobile Application
for New Age Governance)
mobile application for service
delivery to the public. With
support from World Bank and
Ministry of IT, Govt of India,
we have recently implemented
and launched Onetime
registration and Online
application for job seekers in

Mizoram Public Service
Commission (MPSC), which
has substantially reduced the
number of trips and the cost
spend availing the service by
the citizens. The department
has also developed online bill
system for payment of water
and electricity bills.

Under the Ease of Doing
Business (EoDB), we are
implementing an online Single
Window System for all
required clearances/approvals
for a project. This will cover
372 reforms points issued by
the Department of Investment
Policy & Promotion (DIPP),
Government of India. We are
also developing the services
which is identified under
Mizoram Right to Public
Services and is expected to be
complete within this year.
More than 50 services are  also
implemented under
“Electronics & Mobile Services
Delivery” project  which is in
the pipeline for deployment.

In the process of developing
a digital ecosystem in the
state, are there any major
achievements that you are
particularly proud of  ?

Over the past ten years, the
Department of Information &
Communication Technology
has a number of achievements
in developing a digital
ecosystem in the state.
Disaster Management
Application developed by the
department was awarded
National Award 2017-18 for 
e-Governance under the
category ‘Best district level

initiative through ICT in North
East’. We  were  also awarded
Skoch Platinum Award 2016-
17 for e-District State Roll-out
Project and Content
Management System (CMS)
Project. Skoch Order of Merit
Award 2016-17 was also
awarded for our Inventory
Management System Project.
We have obtained ISO
9001:2015 Certification for

Mizoram State e-Governance
Society (MseGS) in IT
Consultancy and Software
Development Services to
various departments under
the Govt of Mizoram and
Mizoram SDC, in Information
Security Management System
ISO 27001:2013 and IT Service
Management System, ISO
20000-1:2011 certified.

The departments has
developed a CM Online
System, Property Return
Online System (PROS), Excise
& Narcotics Network System
(ENDNet), Total Information
on Schools and Teacher
(TIST), Online Leave
Application System, etc. 

Interactive Digital Class
Room for development of
science and mathematics was
also successfully implemented
in 20 schools.  Thirty six
schools were also provided
with computer sets to aid
teachers and students in the
field of IT.

Kindly highlight some of 
the challenges that you 
face in terms of
implementation of these
initiatives in Mizoram.

High speed internet
connectivity is the backbone
for all digital programmes.
Digital connectivity issues are
the biggest challenges in
Mizoram as in all North
Eastern states, and will
remain so for some more time
to come in spite of concerted
efforts by various parties.
Under Digital India program,
the  Central Government has

earmarked a huge amount of
money for ‘broadband to all’
and ‘Optical Fiber Network to
every village’. The National
Optical Fiber Network
(NOFN), which is now known
as “Bharat Net”, has started
way back in 2012, but till today
the progress is far below the
desired level. The extreme
slow progress is no doubt due
to the difficult hilly terrain of
Mizoram, frequent landslides,
heavy rainfall in most of the
months in a year, constant
road widening and road
construction, but also due to
initial preference of laying the
optical fiber underground
instead of overhead laying. 

The other challenges
during implementation of
various e-governance projects
are lack of legal support
documents for mandatory
delivery of services to the
citizens, frequent transfer and
posting of officers and staff
while the e-governance project
is being implemented, fund
constraint for operational and
maintenance of various 
e-governance projects, etc. 

What are your plans for the
future ? How do you foresee
the citizens of Mizoram
receiving the maximum
benefit through technology ?

Our future plan is to provide
high speed digital connectivity
to every village using Optical
Fibre Network. With the help of
this digital infrastructure, we
will provide free e-education to
every home and tele-medicine
in every villages. Online single

window clearance system, i.e.
EoDB will introduce for
industries and businesses no
waiting time, time lapse to
obtain the services, reduce
traveling cost for obtaining
services, and transparency. We
also plan to transform all the
state government departments
and their sister organisations
into digital government to
enable  provide online services
with secure online payment to
the citizens.

Is there any other important
factor that you would like to
highlight regarding bringing
about digital transformation
in a state like Mizoram ?

One significant factor is a
political will, and a need for a
leader with a vision to
effectively utilise ICT to bring
about changes in the system of
governance to achieve an
accountable, efficient,
transparent, responsive,
participatory and consensus-
oriented government. 

With the advancement of
technology in all sectors, most
of the traditional systems can
now be enhanced with a more
advanced, more efficient and
cost-effective system. Head of
departments needs to explore
the possibilities for utilising
this digital advantage
available in different sectors
for a productive and cost-
effective development.
Moreover, another important
factor is willingness of
government employees to
adopt and utilise ICT as a tool
to serve the citizens.

‘Our future plan is to provide high speed digital
connectivity to every village’
HIGHLIGHTING THE MANY achievements of Mizoram's Department of Information & Communication Technology, in 
developing a digital ecosystem in the state, Vanlal Chhuanga, Commissioner & Secretary, ICT, Government of Mizoram,
reminds that digital connectivity issue is the biggest challenge in Mizoram and all other North Eastern states 

By Sudipta Dev

Under the Ease of
Doing Business
(EoDB), we are
implementing an
online Single
Window System
for all clearances/
approvals for a
project

Mizoram

The other focus areas include use of digital
technology to promote agricultural services;
also promotion of agri-based tourism and
tourism. Promotion of digital payments and
providing secure cyber space by setting up
cyber security labs are the other the
important efforts
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What is the overall objective
and vision for Digital Assam ?

‘Digital Assam’ is an
initiative of the Government of
Assam, in the line of ‘Digital
India’, with the objective to
transform Assam into a
digitally empowered society
and knowledge hub. 

Under Digital Assam
program, Information and
Communication Technology
sector is considered as a major
contributor towards the
economic growth of the state.
The program not only
envisages improvement of
existing e-governance
infrastructure and automation
of the departments but also
deployment of digital
technologies for resolving
many socio-economic issues
affecting the states. 

The availability of reliable
and quality broadband
connectivity till the last mile is
a major constraint and thus we
have taken up Assam Fibernet
Project to connect all rural
households. 

Making government
services and information
easily available through digital
devices to the citizens via CSC,
Web and mobile services. 

Digital literacy of the rural
population is crucial to avail
the services through various
digital platforms as well as to
enhance the digital payments. 

The creation of jobs in
IT/ITeS and electronics
manufacturing as well as
skilling the local youths on
various digital technology, for

better employability and
promote the culture of
entrepreneurship in the state. 

Which are the key
components of Assam’s IT
policy ?

Assam IT and Electronics
Policy, 2017 is effective from
January 1,  2018 to December
31, 2022. Some of the
components of the policy are- 

◗ e-governance across all the
departments. 

◗ Augmenting and creation of
new ICT infrastructures for
delivery of services
including broadband
connectivity. 

◗ Digital empowerment
including financial literacy
to around 20 lakhs rural
households by the year
2022.

◗ Attractive fiscal and non
fiscal benefits for IT/ITeS
and ESDM industries to set
up their units in the state. 

◗ Capital Subsidy (maximum
of ̀ 30 crores), rebate on the
cost of land (max ̀ 5 crores),
power subsidy (max ̀ 20
lakhs), stamp duty
concession, lease/SGST
reimbursement, patent
assistance. 

◗ Special incentives for e-
waste, AVGC sector and
differently abled persons.

Please enunciate about the
initiatives undertaken under
the Digital Assam program ?
◗ BharatNet project:  About
1520 Gram Panchayats (GPs)

are connected by BharatNet
with 100 Mbps bandwidth.
Government of Assam is
preparing DPR for providing
broadband, TV, voice services
to each household in the 
rural areas under Assam
FiberNet Project. 
◗ Digital payments: Digital
payments are adopted by all
major departments and other
private sectors players in the
state. Various utility bill
payments like electricity,
petrol, gas, fair price shops,
CSC, PFC, etc., have adopted
various digital payments
methods like PoS, BHIM,
various eWallets, etc. Assam
Power Distribution Company
(APDCL) is brought under
Bharat Bill Payment System
(BBPS) for ease of payments by
the consumers. Guidelines and
Standard Operating
Procedures (SOPs) are
prepared and sent to every
department for promotion and
adoption of various digital
payments methods.
◗ E-office: It is implemented at
the Assam secretariat covering
all 58 departments for tracking
online movement of
files/orders, etc.
◗ Public WiFi: 500 GPs have
been lit up under BharatNet
project, and now CSC-SPV is
implementing WiFi choupal in
the villages. The Khetri gaon
panchayat under Kamrup
metro district is a fully WiFi
enabled village. 
◗ State Data Centre (SDC):
Assam has a Mini Data Centre
being managed by AMTRON,

(a state PSU) where all
government websites,
database, software are hosted.
Data Centre Operator (DCO)
for cloud enabled data centre
has been selected and the
work is in progress for
implementation of the same in
another six-seven months. 
◗ Network Operations
Centre (NOC): ASWAN NOC
is setup inside Assam
secretariat campus and is
operational with 188 PoPs
across the district providing
horizontal connectivity to DC,
SDO, CO, BDO and other
district level offices. 
◗ Disaster Recovery (DR) :
For DR sites, a decision shall
be taken once the SDC is
completed. However, for all
major projects like National
Register of Citizens (NRC),
CCTNS, etc., DR
arrangements are being made
by the individual departments. 
◗ State Wide Area Network
(SWAN): About 188 ASWAN
PoPs are operational across
the districts. The major
projects like e-District, NRC,
taxes, etc., are leveraging the
ASWAN networks. 
◗ Number of CSCs: More than
8603 CSCs are setup as of now,
out of which about 3254 CSCs
are fully active and providing
various G2C, G2B services. 
◗ State Service Delivery
Gateway (SSDG): This is
active with 57 of eServices of
various state departments.
Recently, SSDG 2.0 project is
initiated for upgrading the
current platform to the next

generation platform. 
◗ Update on Mission Mode
Projects (MMPs): eDistrict
and CCTNS MMP is being
implemented and is now under
operation and maintenance
stage along with core ICT
infrastructure like MDC,
SSDG, ASWAN, CSC, etc. 

Is Assam using the
Government of India’s
Meghraj cloud ? 

At this stage, the
requirements are being met
from Mini Data Centre (MDC),

AMTRON wherein cloud
infrastructure has been set up
successfully and providing
services to many departments.
In due course of time, the state
may use Meghraj Cloud of the
NIC for DR and BCP services. 
◗ Initiatives in the area of
GIS: The Government of Assam
has notified Assam Remote
Sensing Agency as nodal
agency for all GIS related works
of the state government. Assam
Electronics Development
Corporation Ltd (AEDCL) is one
of the organisations which has
got very good technical
competence in GIS and they
have been supporting all the
major departments like forest,
water resources, etc. Most of the
departments today have got
their digital maps of their assets
across the states and it is now
being used for decision-making. 
◗ Infrastructure built for
cyber security: Assam Cyber
Security Policy, 2018 is being
drafted and CISO is appointed.
Cyber Dome project has
already been implemented by
the Assam Police. Regular
training of officials on cyber
security is taken as priority by
the IT department. 
◗ Security Operations
Center (SOC): MDC at
AMTRON has SOC for the
management of various data
traffic, etc. 

Which government
departments are the most
active or have achieved the
most in using information
technology ? 

Adoption of IT in the
government departments is
very encouraging in the recent
years. Departments like
power, finance, land and
revenue, transport, industries
and commerce, panchayat and
rural development, PDS, have
achieved much in this field. 

What is the strategy to
partner with startups ? 

Assam Start-Up Policy, 2017
is notified for boosting startups
in the state and gradually an IT
ecosystem has been created in
the state for encouraging the
startups. IT Department has
taken the initiative of setting
up of a world class Incubation
Hub at the Guwahati IT Park
and foundation stone of the
same has been laid on August
11, 2018 at Guwahati. The
Industry Department is 
also planning to start its
incubation hub at the heart of
Guwahati city. 

How was the response to the
roadshow to attract
investments in Assam in the
IT and ITeS sector ?

More than 33 MoUs of about
600 crores were signed during
Advantage Assam – GIS
Summit 2018. Many other
investors who could not sign
the MOUs during the
Advantage Assam program
now coming forward to invest
in the state. Already two
electronics manufacturing
units have started their work
in the IT Park, which we call as
‘Tech City’.

‘ICT is not only for economic growth, but also 
for solving socio-economic issues’
MORE THAN 33 MoUs of about `600 crores were signed during Advantage Assam – GIS Summit 2018. The state is taking
steps at every front to enhance the spread of technology, says VS Bhaskar,  Additional Chief Secretary, IT, S&T, Agriculture,
Cooperation Dept, Government of Assam 

By Abhishek Raval

Digital payments
are adopted by all
major
departments and
other private
sectors players in
the state

What kind of technology-
related work is the Deputy
Commissioner Office,
Itanagar doing?

The DC office is very
important in the district. It gets
huge number of public footfall
and affects the daily life of the
people. So, our aim is to use
technology to make life easier
for people by making
government service delivery
easier. To achieve this, first, we
have rolled-out an e-office and
we have become the first DC
office among the North East
states to go completely
paperless. For this initiative,
we were also given the national
e-governance award. Second,
with the help of the IT
department, we have digitised
the Inner Line Permit (ILP),
which is a mandatory
document to obtain to enter
into Arunachal Pradesh.
Earlier, people used to visit the
designated centres across the
country to get the ILP but now
they can apply online, make
the fee payment and get the
document as per their
convenience.

Apart from this, we are
aggressively promoting digital
payments. So, a lot of our
transactions are now being
done online – through debit,
credit cards or Aadhaar
enabled payment system. For
example, in the context of

Itanagar, we have started
taking payments online for
issuing trade licence, birth and
death certificates.

Also, Itanagar offers
chopper services. So, recently
the DC office has helped the
Civil Aviation Department to
accept digital payments for
chopper ticket booking. Even
in the market area, we are
promoting digital payments by
creating Wi-Fi zones and
distributing Aadhaar enabled
payment machines.

Another very important
project that we are doing in the
district is pushing technology
in the area of sanitation. In
solid waste management, we
have taken two key initiatives –
all our garbage vehicles  and
their fuel efficiency are now
tracked by GPS. This is helping
us to ensure that the  vehicles
reach the right places and
there is no pilferage of fuel.
The route and time of the
vehicles are fixed and we are
doing very strict monitoring of
this. For garbage collection, we
have now implemented geo-
fence attendance system for
labourers, where each is given
a small pocket device that
contains the details of where
the labourer is supposed to do
the duty and at what time.
When the labourer goes to that
area, the attendance is marked
on the system. So, it is a

completely automated system
with no manual intervention.
This has been rolled out in 10
wards out of the 30 wards of
the municipality and in the
coming months, it will be rolled
out across all wards.

After sales service is a
challenge because most of
the companies that do
projects here, do not have a
local office. How is the
government looking to
address this issue?

It is very true because
Arunachal Pradesh is in the
remote corner of the country.
Although connectivity is
improving, still it is a difficult
area. So, a lot of firms do back
out and the contract clauses
are not enforced. But recently,
we have come up with a new
mechanism to enforce this – for
instance, every participating
firm, if given the work, will
have to open an office in
Itanagar. We are also keeping
some portion of their payments
due with us as a security till the
time of completion of the full
phase of maintenance. In
addition, we have the
Entrepreneurship Act in the
state, which promotes local
entrepreneurs. So, in case we
have people based in the state
or nearby places like
Guwahati, we encourage them
and it becomes easier for us to

liaison with their firms for
regular maintenances.

Does the government
provide incentives to a
company which has  set up
an office in Arunachal
Pradesh ?

The government is forward-
looking in terms of attracting
investment, especially private
investment. Recently, we have
opened avenues to offer land
on lease to private companies.
The government is also mulling
further incentives to offer to
companies to invest in the
states. Any company which
comes here, they will get a lot
of work. So, there is a huge
potential in the state.

What are your upcoming
technology-driven projects?

In the future we are working
on three-four very important
technology-driven projects.
One among them will be
digitisation of the certificates
beyond the one which has
already been done. We have
picked about 21 services, we
will digitise them fully. Those
will be integrated with
DigiLocker. Around six
services we have already
digitised and another 21
services will be going live this
year. In addition, we are going
to roll-out these services
through the Common Service

Centres, CSCs are currently
mainly focusing on the B2C
services, but we will bring huge
focus on the G2G services.

The other project we will be
working on is  GIS mapping of
the entire capital. Because it
will help in perspective
planning whenever we get the

funds for the development. It
helps us in resource
allocations as to which roads
need development, which area
needs lights, which area water
drainage system needs to be
improved. This GIS mapping
that we are working on will be
launched on a portal where all
the details would be available
and imagery regularly
updated.

The third IT-based project
is mapping of every household
and establishment using GPS
based technology. This will
help us in the collection of
property tax and civic charges.
Using this platform, we will be
able to generate invoices and
recover the charges more
effectively.

Also, the e-office that we
have rolled out, we will be
extending it to other
departments within the district
so that inter-department
communication becomes
paperless. This will eliminate
loss of documents and missing
files. As you know the capital
has also been selected as one
of the smart cities, so as part of
that we are working on the
integrated command and
control system as well as an
intelligent transport system.

What are the major
handicaps you face in
completing these projects?

The key challenge that we
face is change management.
Whenever we roll out a new
project, we need to train our
existing staff. We need to get a
lot of IT-based hardware. So
the resource allocation has to
be done accordingly. Initially, it
may be a jump, but over a
period of time it will actually
turn out to be a saving, but
requires some initial
investment.

Another, major challenge
that we have already discussed
is the technology partners,
they need to bring state-of-the-
art technology and we need to
have the people who are
committed and passionate
about these initiatives. Of
course, there is a commercial
angle to it but there has to be
some commitment also to see
the system go live and benefit
the people.

The third challenge is
hardware procurement.
Nowadays, we are doing it with
the Government e-Market
Place (GeM) portal. It has been
made mandatory in the state,
especially in the capital, where
internet connectivity is stable.
Therein, we are facing some
issue as you know GeM is an all
India portal. So, vendors who
are participating from some
other states are not able to
meet the timeline at times
leading to an inordinate delay.

‘Our aim is to use technology to make life easier for people’
ARUNACHAL PRADESH IS known for its scenic beauty, but reaching there and staying connected is a challenge, however
thanks to technology intervention, the state has significantly addressed this issue. Prince Dhawan, Special Secretary (IT) and
Deputy Commissioner, Itanagar speaks about the huge potential in the state and the government's efforts to attract private
investments

By Mohd Ujaley

Another very
important project
that we are doing
in the district is
pushing
technology in the
area of sanitation

Assam

Arunachal Pradesh 
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As the CTO / key architect of
GeM, what are some of the
key aspects that you have
kept in mind while
designing the platform for
scalability?

Government e-Marketplace
(GeM) was launched in POC
mode, but soon load on it
started growing fast. While
launching a fully fledged
version of GeM Platform
several key aspects have been
kept in mind to build design of
GeM platform to achieve
scalability.

First, an emerging and next
generation architecture style
known as Micro Services
Architecture is used in GeM.
As business functionality of
GeM can be decomposed into
independent business domains
so it is fully amenable to the
design pattern supported by
this architecture style. Each

domain is assigned to
independent team that has
freedom to choose any
technology, tool and hardware.
Different business domains
(modules) have their own
codebase, business logic,
database and hardware.
Several copies of business
logic in several servers are
deployed horizontally, giving
GeM scale ability along X-axis.
By decomposing business
functionality into Micro
Services provides GeM
scalability along Y-Axis, and
partitioning data of each Micro
Service of each business
domain on an attribute gives
scalability to it along Z-Axis.
Thus scalability along all axes
is achieved by choosing Micro
Services architecture design
for GeM.

Secondly, effort was made to
get the infrastructure

components such as router,
firewall, bandwidth, virtual
machines, high security module
and load balancers from cloud
service providers in virtual
mode. Cloud Service Provider
was insisted that not only
Virtual machines be auto-
scalable in horizontal direction
but also the other
infrastructure components
should also scale dynamically
on demand as far as possible so
that GeM services can be
delivered without any
disruption.

Thirdly, software such as
Docker and Docker Swarm
have been used, as they have
the capabilitiies to generate
new instances if the load on
any Micro Service increases to
deliver and maintain
performance and throughput
at desired level.

Fourth, an innovative

Ingress and Egress API design
pattern, which is an extension
of API Gateway Design pattern
is used. It allows GeM to
collaborate, consume and
aggregate the services of other
government departments. By
off loading some of the business
functionality required in GeM
to other departments and
orchestrate it in business
processes of GeM has allowed
GeM to scale out and give good
performance to its users.

Fifth, GeM leverages two
different clouds, one cloud for
hosting online procurement
transaction processing
environment and another
cloud for hosting data
warehouse where online
analytical processing and
reporting are done. This multi
cloud architecture gives GeM
an unmatched and unparallel
scale to expand. The design

pattern of data analytics
named as Segregate Write-
Read Architecture (SWRA) is
a new architecture style which
gives near real time data
analytics capabilities to GeM.

How important is open
source to the overall
development and design of
GeM?

Open Source software is
very important for the overall
development and design of
GeM since they help in
bringing down the Total Cost
of Ownership, avoid vendor-
locking and allow GeM to
share its entire code with
community without worrying
about complex licensing
policy of software. Moreover,
policy of Ministry of
Electronics and Information
Technology (MeitY), Govt. of
India promotes the use of

Open Source software, so
GeM is complying to it. But
wherever, it is essential,
proprietary software,
technology and tools have
been used in GeM, for
example, they have been used
in data analytics, cyber
security and application
performance management.

In your view, what are some
of the major areas/functions
on which GeM has made a
major impact in the
country? Can you cite 
some examples?

GeM has transformed the
complete purchase to
payment process of public
procurement for both goods
(products) and services which
are done in the country. It is an
end to end paperless, cashless
and contactless electronic
system right from registration
to payment. It is perhaps the
only Portal which offers both
goods and services at one
place. The details of both
Sellers and buyers are verified
online from other government
databases such as Aadhaar,
Income Tax, MCA-21 and
GSTN. It has brought
transparency, efficiency and
speed in public procurement
(examples of it are given
below) and facilitates buyers
to achieve the best value for
their money through three
modes of procurement-Direct
Purchase, e-bidding and
reverse e-auction.

GeM supports small sellers
since it recommends buyers to
take minimum or no EMD for
smaller transactions during
Bid process so that small
sellers can easily participate
in several bids simultaneously
without locking their capital in

different bids.
Alternative methods
such as bringing down
Seller Rating,
Suspending Sellers, etc.
are adopted to deter
sellers from indulging in
unethical practices.

Purchases can only be
done provided the item
pre-exists in GeM
sourced catalogue and
an item in GeM catalogue
is included if no seller
has any objection about
any of its technical
parameters. All the
technical parameters are
published for wider
consultations with all
sellers. It helps in
bringing transparency in
technical specifications
of goods and services.
The last procurement
prices of the items  are
shown to buyers when
they put the selected
items in the cart to bring
in transparency of price
and give buyers idea
about reasonableness of
prices offered on the GeM
portal. Sellers have to
offer 10  per cent
discount in the MRP of
the product and they are
free to offer higher
discount on GeM. The
price of a product put in
the cart is frozen for 10

days, if the price goes up, the
seller has to offer it to the
buyer at the price when it was
put in the cart. But if the price
goes down, the seller has to
give  the product at reduced
price.

The overall speed of public
procurement has increased
with the advent of GeM
National Portal. For example,
the average closure time from
Bid Publication to Payment
has been reduced from 25
days in March 2017 to 13 Days
in March 2018. It also shows
that buyers are more efficient
at the closing of financial year
compared to other months of
the year.

Similarly, the average time
taken from Receipt of Goods to
Consignee Receipt and
Acceptance Certificate
(CRAC) generation also came
down from 20 days in March
2017 to four days in March
2018. Similarly, the average
time taken from CRAC
generation to payment
transfer also came down from
21 days in March 2017 to five
days in March 2018.

What is our future 
vision for GeM ?

The vision of GeM is to bring
evolution in public
procurement by promoting a
transparent, efficient and
inclusive marketplace. The
vision can be achieved by
instituting a unified
procurement policy that
encourages behavioral change
and drives reform. Further it
requires building an easy to
use, fully automated platform
which ensures transparency,
efficiency in public
procurement and delivers new
features for inclusive growth
and development of all its
stakeholders.

DevOps methodology and
Artificial Intelligence have
been adopted to accelerate the
velocity of development and
delivery. In fact, in key phases
of GeM software project life
cycle such as development,
build, testing and releases
innovative architecture style
and tools are being applied to
automate them. Further,
multiple testing and release
environments are being
created to design multiple
DevOps pipelines to increase
overall throughput and quality
of features offered in GeM.

The vision of GeM is also to
use Artificial Intelligence to
bring in cognitive computing
capabilities to automate human
decision-making process. GeM
is already using live  chat bot,
the  aim is to use AI Assistants
for automating repetitive tasks
requiring human judgement,
voice and image recognition
techniques allowing GeM users
to search products and services
just by voicing over and with the
help of images of products. The
ultimate aim is to establish a
lean, dynamic organisation
capable of doing continuous
innovation, making market
driven decisions and 
committed to delivering value
by ensuring right quality at
right price.

'We want to use AI to bring in
cognitive computing capabilities'
GOVERNMENT E MARKETPLACE IS the National Public Procurement Portal offering an online, end-to-end solution for 
procurement of common use goods and services by government departments. It is used by Central and State Government
Ministries and Departments, Central and State Public Sector Undertakings (CPSUs and SPSUs), autonomous institutions and
local bodies. In just two years of its operations, GeM has recorded till date more than 8 lakh transactions worth over ` 12,239
crore. GeM has nearly 27.9 thousand buyer organisations registered and about 1.43 lakh sellers and service providers offering
more than 4.86 lakh products and services for online purchase. Today, GeM contributes approximately 20-25 per cent average
overall savings to the government. As a national platform, scalability and stability of the platform is absolutely critical.

As part of the Indian Tech Leaders Series, we are honoured to bring you the views of Dr Rajesh Narang, CTO, GeM, who
shares his views on the technological capability of the platform, the role of open source, and his future vision for GeM.
Reproduced below are edited excerpts of the interview.

By Srikanth RP

The vision of GeM
is also to use
Artificial
Intelligence to
bring in cognitive
computing
capabilities to
automate human
decision-making
process
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How is next generation
technology and innovation
redefining the dining
experience in India?

Advanced technology is
reducing the friction in the
ordering process, making it
easier to customise meals
and cut-down in the delivery
time. Mobile applications
allow the diners to track
meal progress in real-time,
from preparation to delivery.
Some also allow the
customers to pre-order and
pre-pay for meals for an
expedient dining experience.

Mobile ordering systems
incorporate geo-fencing
capabilities, an SMS alert
will be sent when a diner is
at a certain distance 
away, prompting the 
kitchen to prepare their
order so it’s ready when they
arrive. With all of these
progressive solutions, the
goal is to assist the
restaurants to comply with
the expectations of
technology-savvy and
mobile-engaged customers’
expectations.

How is AI creating the new
norms from frictionless
ordering and customer
experience?

Artificial Intelligence is
transforming customer
experiences and operational
efficiencies to new heights.
Customer service is a
complex and an expensive
affair. AI has the potential to
reduce costs in processing
customer requests by using
automated self-service
solutions and spur the
business efficiencies.
Chatbots can solve customer
support desk queries in the
different time zones and
language barriers, making
the brand accessible at 24/7.

Multi-chain restaurants
are adopting from machine
learning to speech
recognition, natural language
processing to chatbots and
process automation to offer
personalised food ordering
and maintain accurate
responses. Data is a powerful
tool, large datasets can
provide proactive and
actionable insights for 

quick service.
Prescriptive and

predictive analytics can
detect the patterns and
provide precious insights
into customer behaviour and
service processes. It has the
ability to supplement quality
and customer loyalty.
Advanced analytics is
boosting inventory
management across
locations and providing
proactive services.

What is the digital recipe
for the food industry, with
the capabilities of online

ordering, payment
flexibility, home delivery,
and real-time delivery
status?

Today, it is imperative for
the restaurant businesses to
invest in digital platforms, in-
store technologies for digital
experience at restaurants,
and empower employees to
serve as brand ambassadors.
Restaurant brands who well
understand their customers,
capitalise on digital/
technology investments, are
able to engage customers in a
personalised way to drive the
increased frequency, check
size, customer conversion,
upselling and build loyalty.

How are you integrating the
digital experience to create
a deeper connection with
the customer?

Digital customer
experience is the combination
of all digital interactions a
customer has with a brand –
right from customers
searching for a brand online
to interacting with the brand
on social media, purchase,

feedback on all digital
platforms seamlessly to give a
single view of the customer.

Brands have to leverage
the technological delight by
integrating customer and
brand context with
technologies. Every
interaction with the
customer must be monitored
and build deeper
connections with them.

How should restaurants
approach the mobile-first
strategy?

For competitive
advantage, restaurants must
drive mobile-first strategy –
tech-empowered customers
demand the information
before-hand and menus on
their fingertips. Mobile-first
is all about creating the best
possible mobile experience
about your brand. Cloud
adoption is helping to adapt
quicker changes in
restaurant POS software
management and
centralised operational 
and guest data across
franchises or chains.

How digital and mobile-first strategy
is redefining dining experience
DIGITAL MENUS, CUSTOMISABLE meals, the speed of service, flexible payment
options and personalised engagement are the key ingredients to create the next-gen
dining experience. In an exclusive interview with Express Computer, Kiran Komatla,
Vice President - IT, Burger King India discusses how the restaurant industry is 
embracing cutting-edge technologies to provide the finest dining experience

By Salvi Mittal

Artificial Intelligence (AI) and
customer experience are the
imperatives in today’s world. It
is critical to embrace technology
not only to reach out to
maximum customers, but also to
make an impact and deep
connect with customers. Hence,
enterprises need to have
strategies that are implemented,
keeping technology as the
backbone. Customer experience
is one function which has
increasingly felt the need for this
symbiosis.

In an interaction with
Express Computer, Jacqueline
Mundkur, Group Head –
Customer Service, Future
Group, shares how customer
experience has begun to occupy
a central space for today’s
service organisations thus
enabling the creation of
sustainable differentiation.
Mundkur discusses how the
digital influence doesn’t just
stop at the customer touchpoint;
rather it requires deep data
mining.

How is IT shaping-up 
customer experience?

IT is the key to approach
customers and influence them,
thereby making them adopt and
become loyal to a brand. This
requires identification of the
customer’s behaviour as an
essential ingredient, and how
organisations can provide an
offering which will be of value to
customers. Today, customer
experience is driven by speed,
simplicity, and instant
gratification. Once an enterprise
understands these key drivers
then it becomes important for all
the strategies and investments
to be aligned to meet these
needs. Eventually, all great
services should translate into
great sales, top line growth and
loyalty. Hence, the effects should
be measurable.

In this connected era, IT
plays a major role in enabling
delivery of contextual customer
experience. Technology allows
us to capture the customer
interactions, enables us to build
customer personas and identify
the customer segments and
micro-segments; which enable
us to meet customer’s
aspirations and expectations.
Personalisation and contextual
commerce is what we achieve.

How does enterprises
churning the satisfied and
dissatisfied customer
feedback on social media?

All responsible enterprises
have been working on the
reactive aspect of service
delivery for the longest time.
The reactive service aspect is
almost three decades old and
and smart technology platforms
have enabled more channels of
communication being catered
seamlessly with the help of IT.

The fundamentals of the
future lie in service
differentiation that is being
proactive and predictive of the
needs of your loyal customer.
That’s where technology has
given us real-time visibility and
enables the professionals to
quickly react and prevent issues
from cropping up in the future.
Therefore, I would say social
media has boosted decision

making and responsiveness.
Also, most sensible

enterprises collect ‘direct ‘
customer feedback. This
humongous information from
customers can create an
immense source of knowledge
for feeding assortment
decisions, training,
infrastructure augmentation,
stakeholder synergy and much
more; provided precise mining
and machine learning inputs
are painstakingly given.

How are the enterprises
keeping up the pace with the
ever-changing customer
behaviour and technology?

Today, the story is all about
relevance. Whether what is
being offered is relevant to
customers through multiple
channels of choice, or being
relevant to those employees
who serve the customers. We
professionals spend a lot of time
strategising about the customer
and forget there is a huge cohort
of employees who are our brand
ambassadors. Technology will
help weld these two cohorts
together for seamless
contextual conversations.

India has the large ratio of
millennials/ GenZ who lead the
customer experience by virtue
of being the workforce at the
frontline. Their unique
mindsets and exposure have to
be catered to. Fortunately,
sophisticated technologies like
mobility, IoT, etc have enhanced
the effectiveness of all solutions
delivered to the customer
through an enterprises’
employees.

Technology is all pervasive
and professionals are constantly
being exposed to the relentless
pace and variety of disruptive
innovations. It is imperative that
all responsive organisations
embrace these technologies to
ensure that they stay constantly
connected and reach out through
their customer (prospective or
existing) and the market
demands.

Hence, a fine balance is
required where we
professionals strive to
simultaneously evaluate which
technology is to be embraced
and when, so that best meets the
business goals.

IoT will create
many more
avenues to learn
from customers
directly
IN AN INTERACTION WITH  
Express Computer, JJacqueline
Mundkur, Group Head – Customer
Service, Future Group, shares how
customer experience has begun to
occupy a central space for the 
company, with service being the
only sustainable differentiator

By Salvi Mittal

IT is the key to
approach
customers and
influence them,
thereby making
them adopt and
become loyal to a
brand

As it is said, “Data is the
new Oil”, how is Indiabulls
matching up to the needs of
data protection?

Today organisations are
backboned with data,
irrespective of their business
domain, hence, it is critical for
enterprises to take the utmost
effort to safeguard its
sensitive business and
customer information, not
only for sustaining their
business, but also predicting
about future growth while
considering the changing
customer behaviour.

Data protection has now
become the mandatory
element within the
information security fabric
for the financial sector, the
obligation of data protection
increases many folds onto us
as we process various
sensitive business and
personally identifiable
information. Aiming to
achieve the secured business
environment and fulfilling the
Statutory & Regulatory
Information Security
requirements, we have
implemented the Security
Operations Center, and are
running a vulnerability
management program. We
have also implemented the
ISO 27001:2013 controls
along with ITGC controls to
comply with the regulatory
requirements.

What is your security
strategy overview?

Various global information
security surveys discovered
that the biggest threat is from
the employees with either
malicious intent or casual

approach or due to
unawareness. Although we
have implemented the best
available security solutions,
still we are focusing towards
educating users to lessen the
chances to become the victim
of an intrusion attempt which
targets one of the weakest
links in the security chain.
◗ Awareness: In this
endeavour, the InfoSec team
has already started an
initiative named as
“SANKALP”, which means
commitment. Under the
umbrella of SANKALP, a
dedicated team is functioning
with the responsibility to
increase the security
awareness across all
business locations in various
ways. The team has launched
a cyber security awareness
campaign by the name of 
“e-Surksha” aiming to create
awareness around the cyber
hygiene across the
organisation. Moreover,
every employee has to
undergo the mandatory
InfoSec training through
online TMS module.

Additionally, publishing
regular newsletters, mailers
on important topics as a part
of this initiative. Users are
encouraged to report security
incidents through various
channels and get rewards
accordingly.
◗ Privacy: The cyber
security threats are more
potent than ever before, with
employees cited as the
primary risk. This trend,
coupled with the expansion of
data privacy laws around the
world, has led to the growing
realisation that robust

information management
solutions are must-have tools
for data protection and
regulatory compliance.

It’s only through a robust
Enterprise Information
Management strategy and
layered thoughtful security
practices can protect our
organisation and its data.
Data privacy has become the
important element within the
information security fabric
when it comes to fulfilling the
need for complying with
various regulatory and
compliance requirement.

Being in a financial sector,
we are fulfilling all the
regulatory and compliance
norms of data protection
compliance and aiming to
imbibe it at the grass root
levels for meeting regulatory
and compliance goals as the
core element of our data
protection strategy.
◗ Compliance fulfillment:
Strengthening the security
control measure to support
our business objectives, we
have implemented the 
right management system to
gain more control over access
to our organisational
information.

What kind of bulletproof
approach you are adopting
to ensure data protection
across the organisation and
drive the digital strategies?

No single security solution
is vigorous enough to fully rely
upon. To cope with the
increasingly sophisticated
security threats, solutions
should also mature
themselves enough to counter
the upcoming security
challenges. Scrutinising the
pre and post solutions
implementation scenario, we
have observed that
remarkable improvement has
been achieved pertaining to
lowering the security
incidents as well as preventing
the potential cyber-attacks.

How do you identify and
classify the relevant data
and churn it out securely?

In order to execute an
effective information security
strategy, data classification is
an essential consideration. It
allows organisations to
identify the business value of
unstructured data at the 
time of creation, separate
valuable information that
may be targeted from less
valuable information, and
make informed decisions
about resource allocation to
secure data from
unauthorised access.

Successful data
classification determinations
the security measures
applied to a specific set of
data, helped us meet the
regulatory requirements
for retrieving specific
information within a defined
timeframe.

Ideally, in order to identify
and classify relevant data, we
take risk-based approach,
data classification and data
categorisation. Risk-based
approach is referred to
identifying and
understanding of the
organisational regulatory and
contractual privacy and
confidentiality requirements,
and then defining data
classification objectives by
involving key stakeholders,
including compliance, legal
and business leaders.

Under data classification
we have classified our
information in the four
categories which are
categorically defined within
the policy document, which is
formalised and communicated
to each stakeholder at
relevant periodicity.

Data categorisation is
depending upon the
sensitivity of business, the
data is organised around
business processes and
driven by process owners.
Considering the nature of
customer or vendor data is
being collected, processed,
and transacted are the
determining factor for data
categorisation.

Data location, data flow in
and out of our organisation is
a key consideration. For
example, data storage
internally or externally,
cloud-based services and
devices being used are the
determinant factors.

Considering the location of
data storage, movement of
data and classification,
protection strategy will be
planned.

Crafting the security roadmap for
Indiabulls group
BUSINESSES TODAY ARE placing themselves in the firing line as they face the biggest
challenge of cyber security. Rohit Kachroo, CISO, Indiabulls Group speaks about how
he is gearing-up to meet the security needs for Indiabulls and is strapping information
management solutions for data protection and regulatory compliance.

By Salvi Mittal
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The ‘One Tata’ plan is
a part of the Tata
Sons’ Chairman
Natarajan

Chandrasekaran’s strategy of
Synergy, Scale and Simplicity.
The One Tata plan comes
under the Synergy part. The
objective of Tata Capital is to
dovetail with the group
strategy and ‘ One Tata
Capital’ is to synergise within
the entities that come under
Tata Capital business of the
Tata Group - there is an
NBFC; Tata Capital Housing
Finance and Tata Securities,
in addition to a greentech
company. 

The synergies will be
achieved in the areas of
procurement, building
backend platforms, customer
channels at the front end,
building a common data
analytics platform, etc. 

“As far as the Tata Group is
concerned, it’s the largest, if
one goes by the number of
customer, shareholder, dealer,
vendor relationships and the
entire ecosystem that the
group operates with. It makes
much more sense to tap the
Tata Group ecosystem first
rather than freshly acquiring
customers, which is

expensive,” explains Abonty
Banerjee, Chief Digital
Officer, Tata Capital. This is
currently being synergised in
a structured approach. The
supplier and vendor systems
are being integrated; and
bundled offerings are being
planned on the retail side. The
dialogue is on within the
multiple group companies.
“Some initiatives are in the
nascent stage and some have
already been kickstarted,
depending upon the amount of
technology and integration
needed,” says Banerjee.

One customer
Hitherto, the technology

platforms procured by these
companies was done on an
individual basis. Now, the
customer is seen as one and
the technology evaluation is
done on a holistic basis, after
considering the request
gathering from all the
concerned companies. “The
common customers of these
companies will be served as if
being served from one
company rather than three
companies, which enhances
customer experience. Thus
companies only remain as
separate legal entities for the
customers, but the customer
service offered is seamless
through one single entity,”

states Banerjee.
The synergies will also

apply to Tata Financial
Services, which has a mutual
fund company, insurance, etc.
Cross selling of insurance,
wealth management service
distributing the MF products
to the customers of these
companies, already exists.
Tata Capital is already in the
process of offering bundled
offerings in the life insurance
and general insurance space.
Efforts are also on to
customise products for the
subscribers of Tata Sky and
Croma. Specifically, for the
Croma customers, an offering
already exists, the attempt is
to better it further. In the area
of Tata Motors, Tata Capital is
beginning to lend the vendor
ecosystem. 

The idea is to make the
offerings more integrated
using digital technologies as
far as possible within the
realms of regulation. The
objective is to appear to the
customer as one, in spite of
the original reach out may be
from different companies. The
financial products will be in
the form of bundled offers -
from different Tata Group
companies, however, they will
be congregated into as a
single offering. The challenge
to integrated service offering

is in terms of regulation,
which restricts the amount of
customer data that can be
accessed by different
companies. For example, it’s
difficult to service the
insurance customer by an
executive of Tata Capital
because the regulation
mandates access of customer
data of one company by
another company, no matter, if
they belong to the same group. 

Tata Capital has a full-time
appointment to work on the
One Tata Capital program.
Banerjee is also working on
the strategy to combine the
online and offline world. The
synergy aspect is not only
about the online integration.
It’s also about offline tie-ups
and group distribution.
Currently, the commercial
lending to the partners and
distributors in the Tata
ecosystem, is done offline,
which can be moved to online
platforms. 

Apart from the synergy
aspect, scale and simplicity is
also being applied to new
customers. The effort is to
make the customer's journey
simple and build scalable
systems. 

‘One Tata’, ‘One Tata
Capital’ and ‘One Tata
Capital Financial Services’
are different in spite of all of

them being a part of Tata
Sons. The scale and
initiatives will differ. One
Tata will include backend
integration of the group
companies; analytics
synergy; cross sell and upsell
opportunities; purchase
process; partnering better
with dealers and vendors.
This will result in a more
targeted offering to the
customers with scale 
and speed. 

Ongoing initiatives at 
Tata Capital

The thrust currently is to
do business over digital
platforms and make them
scalable. The front end
channels like portals, web,
mobile, etc, are being
transformed as a part of this
initiative. The objective is to
make the channels more
customer friendly.

Tata Capital recently
launched the online working
capital platform. The newly
developed online platform
under Tata Capital’s
Commercial Finance line of
business, aims to provide
customers with an easy,
seamless and paperless
experience. Loans up to ? 
2 crores can be approved
within 24 hours on this new
online platform.

Another aspect is to make
the customer journeys
simpler. “The customer
should be easily able to
purchase and get serviced
online. Fintechs are also a
part of building these
journeys with their niche
plug and play products,” 
says Banerjee. These
specialised areas include
bots; aggregators who are
accessing statements and
customising them for faster
credit approvals; fintechs
providing Geospatial
information to help 
waive off certain field
investigations, etc. 

As the customer journeys
are being planned and built,
in addition to the capabilities
in-house, the potential
provided by the fintech
partners can also be realised.
“Building these customer and
service journeys is a major
part of what I do. We have
partnered with specialists
from various fields like
design, UI, to meet customer
expectations ” informs
Banerjee. 

Every product has its own
requirement and has to be
built accordingly. The
company is reimagining the
customer journey for each of
the financial products. In
some products, the focus has
to be on the backend and in
that case, a technology
expert works better. In other
cases, it’s found that the
product can be designed
beautifully but what gets
delivered is restricted to the
regulation, platform and the
ecosystem available. 

Initiatives in analytics
The company is currently

using analytics for making
credit decisions. The risk
based models for pricing are
being tested. “We have
projects running in using
analytics in the collections
process and also for 
customer acquisition, 
pre-approved offers for other
products and customer
propensity models. Maximum
traction has been attained in
customer acquisition and
campaigns,” informs
Banerjee. 

A couple of partnerships
have been struck in the space
of using unstructured data.
“We are working on
unstructured data, in
conjunction with other data
sources, and not standalone,”
concludes Banerjee. 

How One Tata Capital fits into Tata
Sons’ One Tata plan
EFFORTS ARE
ON to customise
products for the
subscribers of
Tata Sky and
Croma. For Tata
Motors, Tata
Capital is 
beginning to
lend the 
company’s 
vendor 
ecosystem.
AAbboonnttyy
BBaanneerrjjeeee, Chief
Digital Officer,
Tata Capital,
talks about the
new synergies

Salvi Mittal

salvi.mittal@expressindia.com

Today the banking
experience has
evolved from
navigation to

conversation with enhanced
self-service channels. Axis
Bank, India’s third-largest
private sector bank, has
deployed a conversational
interface for customers, ‘Axis
Aha’, an AI and ML powered
chatbot. The 24×7 chat and
voice enabled banking

assistant helps the customers
in account transactions,
payments, managing cards
and queries. Customers can
simply speak or text “Axis
Aha!” and get a response.

This is an initiative
towards voice banking, which
offers the customers, hassle-
free transactions and
inquiries. “The idea is to
convert these bots to the
personal Relation Managers
(RMs) for the entire mass. We
are aggressively focusing on
the personalisation in order

to stay relevant to the
customer, rather than
targeting them through just
emails which are generic in
nature,” says Praveen Bhatt,
Head – Digital Banking &

Customer Experience, Axis
Bank in an exclusive
interaction with Express
Computer.

Previously, the bank had
about 300 email agents, the

number has now gone down to
70-80 agents. Alongside, the
self-service channels have
also seen marked
improvement. The AI backed
solution not only elevates

consumer experience and
engagement, but has also
resulted in drop of email
volumes, since the traffic has
moved to the chatbots.

The voice and chat
interface also provides
customers an opportunity to
query on multiple banking
needs. “Such cutting-edge
solutions are useful when we
cater to NRI customers or
working-class customers who
want the information
available after 8 pm in the
late evening or before 9 am in
the morning. We are taking
away the stress from banking
and trying to make the
experience much simpler and
conversational,” Bhatt adds.

Currently available on the
home page of the bank’s
website, Axis Aha will
gradually be extended to the
mobile banking and internet
banking application.

Axis Bank’s AI backed chatbot 
helps to reduce email volumes
AXIS BANK PREVIOUSLY  
had as many as 300 email agents,
the number has now gone down
to 18-19 agents, and the self-service
channels have also improved

Hitherto, the technology
platforms procured by these
companies was done on an
individual basis. Now, the
customer is seen as one and
the technology evaluation is
done on a holistic basis

Abonty Banerjee,    
Chief Digital Officer, Tata Capital

The voice and chat interface
also provides customers an
opportunity to query on
multiple banking needs.

Praveen Bhatt,    
Head – Digital Banking & Customer
Experience, Axis Bank 
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According to a
Gartner 2018
survey, only 
1 per cent of

organisations indicated any
kind of blockchain adoption,
and 8 per cent said, they are
planning some kind of 
short-term blockchain
testing or experimentation.
Furthermore, 77 per cent
organisations said that they
have no interest in
blockchain and there are no
plans to investigate or
develop it. 

However, according to the
survey, from an industry
angle, the insurance and
financial services sector
responded positively 
on the technology, 
and is more active in
blockchain planning and
experimentation. While
banks like YES Bank, ICICI
Bank, Axis Bank have live
and functioning blockchain
platforms, there are other
companies too, which are in
the various stages of
bringing their businesses on
the technology. 

Mahindra Finance to 
provide SME financing on
blockchain

Mahindra and Mahindra
Financial Services Group will
soon launch a cloud powered
blockchain platform for SME
financing. “The platform will
be primarily used for bill
discounting. It’s past the PoC
stage and is in the last phases
of testing, with some
infrastructure level testing to
be done. The application level
testing is over,” says Gururaj
Rao, Vice President and CIO,
Mahindra and Mahindra
Financial Services Group.

The blockchain platform
will have an integration with
Mahindra and Mahindra’s
SAP platform. Mahindra
Finance provides funds to
M&M Group’s automotive
suppliers.

The SME financing model
has multiple stakeholders
like the financier, OEMs,
suppliers and banks, credit
rating agencies, etc. The
supplier ecosystem for an
OEM is so large that at times,
there are four tiers of
suppliers, providing ancillary
parts to the upper tiers. They
would be hosted on the

blockchain. Each party can
have their Chinese walls and
protect individual data. It’s a
decentralised platform that
provides complete freedom to
each of the parties on how
they manage the information. 

The benefit with
blockchain is that it will allow
Mahindra Finance to get into
multiple relationships, all
together, on a single platform,
and at a feasible cost. The
platform will enable the
company to massively grow
the business and with speed.

Mutual fund sector 
CAMS is working on two

blockchain related projects.
Firstly, the Mutual Fund (MF)
reconciliation will be boarded
on the blockchain platform
soon. This will be done using
the smart contract
characteristic, which will
essentially automate the
reconciliation. The platform
will have CAMS, AMCs and
banks as participants. To
begin with, one AMC (one of
the largest in the country)
and a bank (again, one of the
largest in India), will be on
the platform. But over a
period of time, the plan is to

have about 15 AMCs and 10
banks onboard. 

“CAMS has a corporate
lending platform called
GoCORP, on which
transactions to the value of
about two lakh crore are
traded, on a monthly basis.
This platform will be put on a
blockchain platform, for
instant reconciliation, which
until now takes hours to be
done. The bank is also a part
of the ecosystem. This helps
the fund manager to take
decisions faster,” says
Soumendu Ganguly, GM,
Product, CAMS. 

As the blockchain platform
automates the reconciliation
and the related jobs, Ganguly
estimates a reduction of close
to 40-45 per cent of manpower
being moved from the
reconciliation job to other
productive functions. 

The bank will benefit by
getting faster money
transfers, resulting in better
fund utilisation. The same
applies for the AMC, to be
specific, the fund manager.
He can deploy funds faster
and can provide better
productivity for their clients. 

Secondly, the process of

providing loans against MF
units, is being moved onto the
blockchain platform. “The
project is 50 per cent
complete. This process is
currently not capable enough
to have a real time update on
the value of the MF NAV,
which keeps the bank i.e. the
lenderaa, unaware of the NAV
on a regular basis. As a result,
the bank is unable to keep
tabs on the risk calculation,
etc.,” says Ganguly. In case
the NAV is going up, the bank
can offer more loans. This will
also help the banks to decide
whether they should provide
the overdraft facility or not or
even in that case, whether to
reduce the interest rate the
customer is paying. Thus, the
customer gains.

This brings the bank in a
position to do better portfolio
evaluation, take targeted
decisions and also do more
business. CAMS is working
with a startup on the
blockchain project. It’s a
retainership model, under
which CAMS invests a
specific amount in the startup
based on the work done. “The
way this project is moving, I
can assume, 10-15 per cent of
the IT budget will be around
both these projects,”
forecasts Ganguly. 

Insurance consortium
The insurance industry has

also build a few consortiums,
which have started operating
with limited use cases.
“Cateina Technologies is 
also in the early stages of
responding to the RFP floated
by the Insurance Consortium
for which the fintech has 
build a shared document
infrastructure on blockchain.
It will reduce the cost of
customer acquisition and 
help insurance companies
monetise the data residing in
their data warehouse,” says
Mehra. 

SBI General has partnered
with two general Insurance
companies for a specific use
case for blockchain. “The
platform contains only

specific information for
sharing with other
companies, which will help
them to identify any
fraudulent applications.
However, most of the
information is not shared,
given the regulatory and data
privacy constraints. This will
significantly reduce manual
interventions,” informs Vinai
Nair, Head- Insurance
Service delivery (IT), SBI
General Insurance.

The agricultural sector is
also testing the technology.
Multiple participants have
come together to experiment
how blockchain can benefit
the agricultural ecosystem. 

Warehouse receipt 
solution on blockchain

Cateina Technologies is
doing a PoC for using
blockchain for digitising the
warehouse receipt and the
associated processes for the
farmer, the wholesaler, the
warehouse owner and the
banker. “The PoC will be over
by December 2018,” says
Rajendra Mhalsekar, CEO,
Digital Chain IT Consulting.
He is consulting the fintech
on this project. The PoC is
being done by Cateina
Technologies. “The company
is deliberating with three
state governments and some
warehouses to join the
blockchain consortium. With
one of the state governments,
all the state run warehouses
are being invited to join the
platform. There are over 65
warehouses in the respective
state (both private and
government) with the
potential to benefit over ten
thousand farmers,” says
Sanachit Mehra, Founder,
Cateina Technologies. 

The plan is also to connect
the blockchain platform to the
Central Government’s
electronic National
Agricultural Marketplace
(eNAM). One test run has
been done. One more PoC is
planned with five government
owned warehouses in
Karnataka.

Despite low adoption, industries
continue to experiment with blockchain 
MAHINDRA
FINANCE,
CAMS, the
insurance
industry, an
agricultural 
consortium,
which includes
three state 
governments,
are in advanced
stages of going
live on
blockchain

Abhishek Raval

abhishek.raval@expressindia.com

With a view to cater
to the modern
needs of the
digital

communications sector of
India, the Union Cabinet
recently approved the
National Digital
Communications Policy 2018
(NDCP 2018). Under the new
telecom policy, the
government aims to provide
universal broadband
connectivity at 50 Mbps to
every citizen. It has kept a
target of providing 1 Gbps
connectivity to all Gram
Panchayats by 2020 and 10
Gbps by 2022.

T V Ramachandran,
President, Broadband India
Forum was personally and
closely involved in the framing
of the NDCP 2018. “There are
many unique characteristics
of the policy; not only in the
terms of content, but also the
manner in which it was
formulated. The making and
the process followed to come
up with the final draft,” says
Ramachandran.

Ramachandran has been
involved in the telecom sector
since 1994. He has been
witness to how the four
policies prior to the NDCP
2018 were finalised - in 1994,
1999, 2012 and 2014. 

All the other policies were
good in their own way. “I will

not belittle any of the other
policies. Particularly, the
1994 National Telecom Policy
(NTP) was world class,” says
Ramachandran. However in
the current policy, there have
been multiple
considerations, which were
there in 1994 too but far less
vis-a-vis, in the NDCP 2018.
From October 2017 until the
finalisation, there have been
umpteen round of
discussions with
stakeholders across the
board, alongside discussions
with multiple industries,
telecom think-tanks and
policy forums, chambers of
commerce.

“The Broadband India
Forum provided 500 pages of

submissions. Similarly reams
of pages of submissions were
received from other industry
forums. The process followed
by DoT to combine these
inputs and put them in
perspective was very well
organised,” comments
Ramachandran.

To begin with, Aruna
Sundararajan, Telecom
Secretary and Chairman of
the Telecom Commission
briefed on the process to be
followed to discuss the multi
stakeholder inputs.
Subsequently, 13 committees
were formed. Each committee
was tasked to work on a
certain area of the policy.
Each committee was headed
by a senior official of the rank
of joint secretary.

Committees
◗ Digital India: The
committee studied the various
aspects of smart cities, homes,
businesses, universal access to
phones, broadband highways,
rural public Wi-Fi hotspots,
digital payments, etc.

◗ Security: The committee
looked into telecom incident
management, data security,
subscriber privacy, network
security, securing government
communication.

There were also
committees on New
Technologies, licensing
framework, Make In India,

infrastructure, spectrum
management, skill
development and capacity
building, allocation and
pricing of resources, wherein
all the resources needed for
telecom were discussed.
Resources like spectrum,
Right of Way (RoW), taxation,
duties and levies on the
sector, ease of doing
business, committee on
disaster management,
legislative framework, which
includes what needs to be
done on the Indian Telegraph
act, Indian Wireless Act, etc.
The last committee was on
the strategic financial
planning. It includes the
inclusion of digital financial
services, ease of doing
business and improving
financial health of telecom
service providers.

Some of these aspects have
never been examined before
as a run up to forming the
telecom policy. These
committees individually
interacted with the industry,
academia, institutions, etc.
The Telecom Secretary and
the Special Secretary N
Sivasailam were closely
involved in these
deliberations.

“The policy that we have in
hand has transcended the
telecom sector and is more in
lines with the realm of the
digital world. Even in Europe,
they no longer use the word

‘telecom’, but Digital,” says
Ramachandran. The way apps
are surging ahead, OTTs are
proliferating at a rapid pace
and thus the ambit of telecom
has widened from what it was
in 1994 and thus the name
Digital Communications
Policy 2018. 

The firsts in the policy
There are a number of

aspects absent in the previous
policies, which are present in
the current policy. A Fiber
First initiative has been taken.
From now on, a large part of
connectivity will be
established on fiber. The
policy considers fiber optic
connectivity as a public utility.
Data cannot be consumed
without fiber and when the
country is moving towards 5G,
the normal copper cables and
spectrum cannot cope up;
fiber is a must.

“5G can be integrated well
with the last mile, but how do
you backhaul - for that fiber is
a must,” Ramachandran
points out, putting thrust on
the importance of Fiber First.
India has less than 15th of the
fiber presence that USA and
China has. Hence, fiber layout
is a huge shortcoming that
needs to be addressed.

Satellite Communications
(SatCom) has been given due
weightage. Over four
paragraphs are dedicated
exclusively for SatCom. It

wasn’t given enough
importance, as was the case
with fiber in the past. India is a
huge country where the reach
of fibre is limited and thus
SatCom has the potential to
reach the far flung areas.
According to a study, over 10
Gb of bandwidth is wasted
from the satellites all over
India. SatCom can be used to
harness this wastage. It can
be used to deliver content to
the rural household. 

The need for public Wi-Fi
has been duly recognised in
this policy. It has been
visualised in the policy, that by
2022, the country should have
10 million public Wi-Fi
hotspots. Currently, India has
less than 30,000 or 40,000
public Wi-Fi hotspots;
whereas, the world average is
eight million. “You also need
public Wi-Fi to offload the
traffic from mobile to Wi-Fi.
This will move the pressure
from the spectrum over and
onto the public Wi-Fi,” states
Ramachandran. This will also
improve the quality of service
on the mobile. 

Finally, TRAI was also
consulted and invited to
provide recommendations for
the policy. The implementation
will be the key after coming up
with such a versatile policy.
The telecom secretary has
formed a implementation
group within the ministry 
for monitoring.

THE ASPECTS
OF Fiber First, 
satellite commu-
nications, public
Wi-Fi, skill
development
and capacity
building are
some of the new
entrants in the
NDCP 2018

The platform will be
primarily used for bill
discounting. It’s past the PoC
stage and is in the last phases
of testing, with some
infrastructure level testing to
be done. The application level
testing is over

Gururaj Rao,     
VP & CIO, Mahindra and Mahindra
Special Services Group

CAMS has a corporate lending
platform called GoCORP, on
which transactions to the
value of about two lakh crore
are traded, on a monthly
basis. This platform will be
put on a blockchain platform,
for instant reconciliation,
which until now takes hours
to be done

Soumendu Ganguly,     
GM, Product, CAMS

The many firsts of the National Digital
Communications Policy 2018
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