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T
he BFSI sector has always been the
first to experiment and adopt
emerging technologies, even when
the business case is not so clear. Last
year, while the hype about blockchain
came down significantly, AI
continued to be an increased area of

interest. As expected, bots continued to be deployed
across the enterprise, and showed the ability to
handle queries of increased complexity and scale.  

Kotak Mahindra Bank’s Keya, India’s first voice

bot in the banking sector, handles more than a million
interactions every month and successfully recognises
the intent behind 70 per  cent of all calls. Similarly,
120 bots deployed at ICICI Lombard General
Insurance handle about 90 per cent of policy issuance
in near real-time. As bots learn and unlearn and
relearn, they are fast shaping up to handle extremely
complex queries. For instance, Yes Bank’s mPOWER

bot goes a step further and connects customers with
the nearest sales person on call instantly via an
automated call patching facility. It can even send an
SMS to the nearest dealer for the customer, for
arranging a test drive of the car selected in the bot.

With disruption being the norm in the BFSI
sector, firms in this sector are opening up their
platforms to startups. Banks like HDFC Bank, have
adopted Open Banking, to partner with startups and
other ecosystem partners via Open API. When the
platform is open, a bank like HDFC Bank can
partner with a pool of partners like fintech, startups
and universities, giving it access to innovative ideas
and providing a platform to test products. This
provides the bank access to a very large ecosystem
and people who are building relevant products and
services.

The Mahindra and Mahindra Financial Services
Group is testing a cloud powered blockchain platform
for SME financing, which will be primarily used for
bill discounting. CAMS, a mutual fund transfer
agency is planning to do the Mutual Fund (MF)
reconciliation using blockchain. Similarly, SBI
General Insurance is exploring blockchain use cases
in inventory tracking and payments.

In the future, as more channels go fully digital,
one can expect a jump in the number of customers
using the self service mode. A case in point is HDFC
Ergo General Insurance, which is targeting 80 per
cent transactions (for registering claims), to be
completed on a self-service model from the existing
65 per cent. Similarly, DHFL Pramerica Life
Insurance’s AceApp accounts for 70 per cent of the
retail business of the firm now.

As banks and insurance firms partner with more
startups, expect the BFSI sector to lead the rest of the
industry in showing the true potential of emerging
technologies.
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There are three forces
reimagining the
banking scenario.
The power of mobility

with enhanced features is
enabling banks to deliver more
and empowering the
customers to do more with a
few clicks on demand vis-a-vis
what PCs were able to do
before; the cloud
infrastructure is a big story
because it has opened up an
avenue for a scalable and easy
connectivity with the country’s
digital ecosystem - GST,
Aadhaar and other
components of the India Stack.
The power of mobility and the
cloud infrastructure is
resulting in the third force of
massive data getting
generated i.e digital exhaust.
“If these three forces impacts
our processes then we include
it in our definition of digital,
which is backed by technology.
Digital and technology both go
together and I handle both. In
case they are looked at
separately then it becomes a
subject of political battle
internally in the organisation,”
says B Madhivanan, CTDO,
ICICI Bank. 

The definition of digital has
three aspects at ICICI Bank:
Run, Transform and
Reimagine. 
●● Run: Previously it involved
providing services in a
branch, ATM, etc. The
objective now, is to provide the
same services in a digital
mode. Transactions done

using ATM and branch are not
covered in the definition of
digital transactions.
“Currently, 82 percentage of
the bank’s financial and non
financial transactions are
done using digital mediums.
Cards, internet, wallet,
ecommerce, etc, where the
cash is not involved are
considered as digital. We have
done nothing new. The IT
systems have been changed to
accommodate the demand for
digital mediums. Accordingly,
changes have been made in
the data centre. It is now, more
modular and reliable. This
allows us to make
transactions sans any hand
offs or handovers,” says
Madhivanan.For example, the
emergence of UPI post DeMo.
Instead of cheques, people
prefered UPI transfers. It was
possible only after the
technology stack was put in
place to create a scalable
model to process UPI
transactions. The cheques are
still issued but post DeMo, it
has reduced. This has a direct
and positive effect on the cost
to income ratio. There is no
income earned but the costs
have reduced dramatically.
From reconciliation, to
clearance, to operations, it’s a
long and time consuming
chain with as many cost items
involved. The reconciliation
job, which requires dedicated
hiring has become digital and
thus reduction in costs
excluding the commensurate
investments made in
technology.

The earnings have

remained still and are growing
with the volumes booming
because of the number of
digital mediums available,
coupled with the ease of
accessing them.   

For all this to happen, it
requires a robust and scalable
data centre. VMs can be spun
off on demand. This in turn
requires skill sets, which can
manage both internal and
external cloud environments.
AI and ML skills are also a
part of the skills repertoire.
“We have the workforce, who
have upgraded themselves.
The classic engineers are
using the Cloudera and other
mediums to upskill
themselves. For the
aforementioned skills, I am
not recruiting from outside.
The current workforce is
upskilling themselves and
managing the tasks,” says
Madhivanan.    
●● Transform: In the
‘transform’ aspect, the focus
moves from the backend as
was in the ‘run’ aspect to
banking processes. The
technology is now getting
introduced in the middle and
frontend, in addition to
backend. 

One of the banking
processes is customer
onboarding. Hitherto
digitisation, it was heavily
paper based, for example,
asking for salary, income and
bank statements, etc. The TAT
to onboard a retail, corporate,
SME customer was seven to
seventy days. The bank is
equipping the employees with
tablets and the IndiaStack

ecosystem to make them more
productive. The KYC and
other processes are done
using the mobile device, “Our
ability to reconstruct the
process using the mobile
device and processing
capability of the backend is
enabling the digital
transformation,” states
Madhivanan. Now, the bank
employee is processing more
customer onboarding
applications and also doesn’t

have to visit the branch for
details submission. 

The digitisation of bank
processes requires the shift
from the hitherto practice of
Six Sigma to the current
practice of creating customer
journeys, which asks for skills
in design thinking. “These
skills are not available from
inside the bank and thus we
are hiring them (product
managers) from ecommerce,
payment, fintech and new age
media companies. But we are
not dependent only on them.
As we work with digital
agencies, the internal
workforce is also getting
trained. The plan is also to
extend these roles from the
CTDO’s office to every
department, which helps
employees across functions to
communicate in a common
language,” informs
Madhivanan. The employees
are joining in as product
managers, product leads, tech
leads, etc. The fresh talent
hired from these agencies on
an outsourced basis is also
working in the UI/UX function.
The bank is getting the fresh
talent to train the existent
workforce. “Our workforce is
given a KPI to acquire the
skills from the outsourced
staff, who work on a
temporary basis, on a project
related work,” he says.

Impact on cost to income:
The bank spends close to
`300-400 crore annually on
customer sourcing. It involves
costs incurred on call centre,
sales agents, branch, etc. The
bank’s 20-25 per cent business

is sourced through these cost
items. The assisted models
devised by digitisation can
considerably bring these costs
down and the amount spent on
digitisation is negligible
compared to the gains. The
target is to source 50 per cent
business from call centre,
sales agents, branch. “My cost
of sourcing will virtually
eliminate because of
digitisation, which will have a
direct bearing on RoI,” says
Madhivanan.
●● Reimagine: The power of
digital is empowering banks to
play with unit economics.
Earlier the product ticket size
was high because the cost of
acquisition was high, however
now, since the customer
acquisition cost has collapsed
due to the power of
digitisation, the banks are
able to sell small and
customised products. For
example, the ticket size of
term loan insurance, SIPs,
personal loans are going down
considerably. Loans can now
be also given to pay monthly
bills, unlike before when the
perception was that loans can
only be given for buying fridge,
TV, ACs, etc. This is where the
power of AI, ML will come in.
“We have a 150 member
Business Intelligence Unit
(BIU). It consists of data
engineers and data scientists.
The data scientists provide
the insights, but without the
backing from data engineers,
who are experts in data
storage and management,
they will not be able to get
sharp insights. The data

scientists are in demand and
they attrite fast,” informs
Madhivanan.  

The job of a data scientist is
a combo of engineering and
data both. The bank hires such
functions from Indian
Statistical Institute, PG
courses pass-outs from IITs.
This year, 15-20 data scientists
were hired by the bank. The
only worry, according to
Madhivanan is, they will use
the first job as a starting point,
to learn and then move on to
tech companies who will pay
them through the nose.
Precisely, why a fintech and
Innovation Hub has been set
up by the bank, where 15-20
IITians have been hired, and
where the bank has found
some early successes. 

So, overall the strength of
the technology team is 650 and
the outsourced staff amounts
to over 2000. Every
employee’s skills inventory is
documented in terms of core
areas, experience, etc. This
exercise helps in the skills
demand supply match. 
The staff is moved accordingly
to projects where the skills
match. “Still the annual
attrition rate is 15-16 per cent,
but we are able to manage,
reasonably well,” informs
Madhivanan. 

The 15G form process has
been RPA enabled. These
forms are processed only
during year end, but when
most of the branch employees
are engaged in managing
them, the robotisation has
reduced costs and enhanced
employee productivity.    

Digital empowers ICICI Bank to play
with unit economics
EARLIER THE PRODUCT ticket size was high because the cost of acquisition was high, however now, since the customer
acquisition cost has collapsed due to the power of digitisation, the banks are able to sell small and customised products, 
says B Madhivanan, CTDO, ICICI Bank 

The IT systems have been
changed to accommodate
the demand for digital
mediums. Accordingly,
changes have been made in
the data centre. It is 
now, more modular and
reliable

B Madhivanan,
CTDO, ICICI Bank 

Digital is spawning in organisations
at a rapid pace. It is gaining 

massive proportions, in terms of
having a role both at the frontend
and backend in the BFSI sector. A

roundup of the digital initiatives
and returns realised at some of the

top Indian institutions
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While the business of
banking,
intermeshed with
macroeconomic

scenarios, will continue to
navigate both the intermittent
headwinds and tailwinds, there
has been another strong story
building up on the back of
technology-driven disruptions.
“We are now in the fourth year of
our 'large bank' phase and have
already achieved a CASA ratio of
36.5 per cent (FY18), making
substantial progress towards
achieving size and scale as a
large bank, with a firmly
embedded digital banking ethos,
and a focus on quality,” says
Ritesh Pai, Chief Digital Officer,
Yes Bank.

Grasping the speed and
importance of the digital space
specific to the banking industry,
Yes Bank has invested
significantly in upgrading core
systems like Core Banking
System, debit card switch,
mobility platforms, and
chatbots. “The bank shall
continue to do so for the coming
24 months to create a next-
generation digital platform
which can provide a ‘Unified
Digital Experience’ across the
internet, mobile, voice and bot
channels,” says Pai.

These initiatives will ensure
that there are heightened
customer engagements and
superior customer service. For
example, over the previous year,
Yes Bank has implemented ‘bots’
technology for customer
acquisition, personal banking
assistant, cross-sell and
customer servicing for various
businesses. In addition to helping
customers explore the bank
services and seek product
information, Yes Bank's ‘Yes
Robot’ also allows customers to
transact over chat, which is one
of the industry-first features
integrated into the bot.

Untapped segments 
Yes Bank is also creating

Centers of Excellence for
Robotics and Analytics, which
will play a pivotal role in reducing
service time and enhancing the
quality of customer interactions
and elements key for customer
delight.

Pai says, “One of the key
pillars of Yes Bank's digital
banking strategy is to build
digital businesses around
emerging payment systems  to
address untapped segments and
create a multiplier effect on 
the reach.” 

There is a  two-pronged
strategy - firstly, through the
bank’s ART (Alliances,
Relationships and Technology)
strategy, they forged strong
partnerships with merchants
and other players in the
payments ecosystem. The
strategy has hugely benefitted
them in not just new customer
acquisition but also ensuring
that value is delivered right for
long-term stickiness. Secondly,
they have set up a Fintech
Accelerator -  Yes Fintech,
through which they are
identifying emerging payment
solutions and co-creating them
with fintech startups.

Yes Bank is scaling up UPI,
IMPS, BBPS and prepaid
payment instruments through
multiple third parties. 

“At Yes Bank, we have seen
these fantastic times playing out,
with great growth numbers like
111 per cent growth in credit card
transactions, 921 per cent in UPI,
141 per cent in mobile banking,
2576 per cent in wallet
partnerships, 1096 per cent in Yes
Pay - the bank's wallet, 49 per
cent debit card,” he adds.

The bank is also exploring
technologies like blockchain 
for easing out settlement 
and reconciliation 
processes.

Contributing to the Prime
Minister’s Digital India and
Smart City Missions, Yes Bank is
working with multiple state
governments and municipal
corporations by offering them
customised smart city solutions
for digital payments. 

Digitising retail loan 
business through 
AI backed bots

“This utility is a first of its kind
in the retail lending industry
backed by the cutting-edge
technology of bots, and Yes Bank
is the only bank to offer this
feature in the marketplace for
loan products,” he says.  

mPOWER BOT is a chatbot
hosted on Facebook messenger
and other touch points of the
bank like the website, mobile
banking, net banking, Yes Pay
wallet, etc. It is programmed to
respond with answers to all
consumer loan eligibility queries
and customised pricing offers.
The robot asks a few questions
related to the customer and

instantly gives precise eligibility
and a tailor-made best offer
details on loans. 

The bot also connects
customers with the nearest sales
person on call instantly via
automated call patching facility.
The chatbot has the capability of
providing in-principle loan
approval in one minute across
multiple consumer lending
products (personal loan, auto
loan, gold loan, loan against
securities, used car loan,
business loan) and also
integrates with the bank's
customer scoring algorithms in
real time.  

Creating a robust digital
framework 

“We have been nimble in
adapting transformative
technologies to augment our risk
management framework by
designing robust systems and
processes, utilising state-of-the-
art digital innovations,” he says.
The bank continually invests to
fortify the resilience and
reliability of IT and Information
Security systems to enable
seamless customer services and
mitigate various aspects of cyber-
related threats and risks. This
has facilitated the bank in
offering a vast array of digital
products and services
to customers and promote 
safe, secure and convenient
banking.

Data science and analytics
Pai states, “Yes Bank has been

at the forefront of several
industry-first innovations and
technological advancements.
The bank continues to grow
exponentially, in line with its
mission to be a ‘Technology
Company in the Business of
Banking’.  In fact, in our efforts to
re-imagine banking and
delivering banking-as-a-
platform, Yes Bank recognised
early that data science and data
analytics are key pillars to
achieve these objectives and
have robust relationships 
built with industry leaders in 
this space.”

Yes Bank utilises data to target customers,
add value to their experience
YES BANK HAS witnessed growth numbers like 111 per cent increase in credit
card transactions, 921 per cent in UPI, 141 per cent in mobile banking, 2576 per
cent in wallet partnerships, 1096 per cent in Yes Pay, and 49 per cent in debit
cards, informs Ritesh Pai, Chief Digital Officer, Yes Bank

Salvi Mittal

salvi.mittal@expressindia.com

HDFC Bank has always focused on
tech-enabled services and
creating the next level of digital

customer experience. “HDFC Bank has
always had a strong focus on new
technologies like artifical intelligence,
RPA, etc., embedding them into the
bank's digital strategy and providing a
much superior customer experience,”
says Nitin Chugh, Country Head - Digital
Banking, HDFC Bank. 

In the past, digital was about the
convenience, whereas now it has
become about the experience. The bank
is trying to play an essential role in the
day to day activities like bill payments,
shopping, money transfer, invest, trade,
etc., hence, including these features for
its customers. “HDFC Bank wants its
customers to be engaged with the bank,
hence,  we are transitioning from a
lifecycle bank to a lifestyle bank,”
affirms Chugh. 

New channels
The new platforms will have multiple

experiential features and be based on
cutting-edge technologies, keeping the
platform relevant and intuitive for the
customers in their decision-making. The
recommendations are based on
information using advanced analytics
and AI. It will further go about
segmenting each customer for
personalised recommendations, 
called hyper-personalised.

“These new channels are giving us
innovative ways to interface with the
customers. For example, we have been
working on chatbots for more than a
year now. We believe that chatbots can
become an independent channel for the
customers," he adds. 

“We have to be aware of customer
expectations, their changing behaviour
and new technologies, and how we
benchmark ourselves, not necessarily
within the financial services, but even
outside the industry,” states Chugh. 

HDFC Bank has always believed in a
platform approach since it is scalable
and horizontal in nature and feasible for
future launches. “How do we tech-enable
ourselves, despite having the platform
approach? We also have open API
banking, so that we can partner with

large platforms and ecosystems,” 
he adds.

Chugh further explains that they are
deploying new technologies, which
requires a pool of partners like fintech,
startups and universities, giving them
access to researches, innovative ideas
and providing a platform to test
products. This is providing the bank
access to a very large ecosystem and
people who are building relevant
products and services.

Areas where AI can innovate
Electronic Virtual Assistant (EVA),

AI-powered chatbot, started off with just
answering customer queries. Now the
bank has initiated a few transactions on
EVA like bill payments, ticket booking,
etc. Gradually, EVA will be scaled up to
full-fledged banking assistance.

HDFC Bank has gathered significant
knowledge around AI, and is now
applying AI use-cases in few of the
deployments; risk management,
marketing campaigns, etc. 

“We have a roadmap which deploys
AI almost everywhere in the bank, until
it is relevant. AI will be the core
technology and over time we are
embedding AI in the workplace and
making it better and efficient,” 
mentions Chugh.

HDFC Bank bets on AI as
core technology

Salvi Mittal

salvi.mittal@expressindia.com

At Kotak Mahindra
Bank, digital to a
certain extent is not
an IT initiative, it is

an integral part of the overall
strategy, where technology is
used to enable business
initiatives. “We have a holistic
view of technology,
transformation, new business
models and rapid innovation
which collectively adds value
to the bank," says Deepak
Sharma, Chief Digital Officer,
Kotak Mahindra Bank.   

Sharma looks at
transformation from the lens
of what impacts the core
businesses. He connects
customer journeys and their
life stages and places the
customer at the centre of
Kotak’s entire digital
approach. "The penetration of
mobile and the internet gives
us large opportunities. Today
more than 70 per cent of our
customers are active on
digital banking. Despite this,
we also found that a lot of
customers continue to call-up
our customer contact centre

to seek banking assistance.
Hence, we launched
WhatsApp Banking, to make
banking simpler and more
convenient,” he says. More
than 30 services are now live
on WhatsApp. Kotak
Mahindra Bank is among the
select partners who have
started banking services on
WhatsApp. In the first phase,
the bank’s WhatsApp channel
directed customers seeking
information on certain service
requests. Progressively, the
bank will enable small value
transactions like bill pay,
recharge, fund transfers, etc.,
on WhatsApp. 

The bank has introduced
voice bot Keya, to humanise
customer interactions with
IVR. The customer can
directly speak to Keya and get
their queries resolved,
instead of pushing multiple
buttons on the IVR. The voice
bot is a skill-based tool
powered by artificial
intelligence and will continue
to improve and enhance its
services the more it speaks
and interacts with customers.
Today, Keya handles more
than a million interactions a

month, of which it
successfully recognises the
intent behind more than 70
per cent of all calls. 

To enable faster loans
processing and credit
automation, the bank runs an
instant loan platform, which
provides instant personal
loans and home loan approval
in 24 hours. The instant loans
platform not only speeds-up
approvals, it also helps
customers in their home
buying process. 

One of the bank’s most
successful digital projects was
811, India’s first downloadable
digital banking ecosystem. 811
has enabled the bank to
increase its share of wallet.
“Within the 811 journey, the
bank has also enabled real-
time credit card approvals and
instant processing of a credit
card for new customers,”
states Sharma.

In order to eliminate paper
from branches and automate
processes to make them real-
time and seamless, the bank
has launched Project Velocity.
Customers can place a service
request, the bank will capture
the request real-time in the

system and immediately
authenticate the customer
using Aadhaar. “The objective
is to introduce paperless
banking and zero-touch
operations. More than 50 per
cent of our service requests
have moved to Project Velocity
since the idea was to speed up
processes," adds Sharma.  

To advocate the idea of a
banking app that also
supports the lifestyle
requirements of customers,
the bank has introduced
shopping, travel and
entertainment as categories
in its mobile banking app.

Sharma further informs
that once they understand
customer trends and their
new journeys then it is about
retaining and improving
certain experiences rather
than altogether recreating
something new. "We also went
live with the blockchain
platform, for commercial
transactions. We joined the
Ripple blockchain platform to
enable cross border
remittances. We are live in the
UK-India and Israel-India
corridors and are scaling this
up to other countries," he

explains. Blockchain is
helping the bank provide its
customers with real-time
cross-border transactions in a
safe and secure manner.

“These are multi-year
journeys, as the technology
matures, so will the value to
the firm and customers, and
we continue to be committed
to all these initiatives."
Sharma states. 

The bank recently
announced the launch of its
Open Banking platform
(https://api.kotak.com) - a
significant step towards
creating a collaborative
ecosystem for enterprises,
fintechs and app developers.
Within a short period of the
portal’s launch for fintechs
and other startups, it has
gone live with more than 30
partners in the lending and
payments segment, and over
40 developers are presently
going through the integration
process. This collaboration
will help the bank accelerate
the pace of innovation and
develop improved customer-
centric solutions. 

In collaboration with the
Government of Telangana,

Kotak Mahindra Bank is the
exclusive banking partner for
Aadhaar Enabled Payment
System (AEPS) service
through the MeeSeva
platform. This collaboration
enables customers to access
AEPS cash withdrawal
services at more than 4,000
MeeSeva outlets across 31
districts in the state of
Telangana. This partnership
facilitates financial inclusion
and digital literacy.  

Sharma explains, “AEPS
services help in providing the
last mile banking connectivity
in places where we may not
have a branch. Currently, we
handle more two million
transactions on the AEPS
network.”

The bank has also made
significant investments on a
data warehouse and data
lake. “The Interact platform
captures real-time data based
on propensity, customer
behaviour, transaction, time,
location and throws up
customised and meaningful
offers to customers. Our
analytics team runs the
center of excellence for the
bank,”  he concludes.  

Customer takes centre stage in digital strategy of 
Kotak Mahindra Bank
KEYA, INDIA’S FIRST voice bot in the banking sector, handles more than a million interactions every month and successfully
recognises the intent behind 70 per cent of all calls. Deepak Sharma, Chief Digital Officer, Kotak Mahindra Bank says that the
voice bot will also be extended to Google Assistant and Alexa to help customers solve all their banking queries seamlessly

We are now in the fourth year of
our 'large bank' phase and have
already achieved a CASA ratio of
36.5 per cent (FY18), making
substantial progress towards
achieving size and scale as a
large bank, with a firmly
embedded digital banking ethos,
and a focus on quality

Ritesh Pai,
Chief Digital Officer, Yes Bank

The objective is to introduce
paperless banking and zero-
touch operations. More than
50 per cent of our service
requests have moved to
Project Velocity since the
idea was to speed up
processes

Deepak Sharma,        
Chief Digital Officer, 
Kotak Mahindra Bank

HDFC Bank wants its customers 
to be engaged with the bank, 
hence,  we are transitioning 
from a lifecycle bank to a lifestyle bank

Nitin Chugh,
Country Head - Digital Banking, HDFC Bank

NITIN CHUGH, Country Head - Digital
Banking, HDFC Bank, shares how the bank
is including emerging technologies like AI
and RPA, into its digital strategy, to offer
superior customer experience
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Capability acquisition is
critical for the CIO
function, believes
Mridul Sharma - EVP

& Head Technology - IndusInd
Bank. “The CIO, especially from
the BFSI space, should acquire
capabilities in accordance to
the developments happening in
the product, process and then
finally the technology space,”
he says.  

The product space
includes keeping tabs on the
developments taking place in
the area of payments and
ecommerce. The element of
innovation, being taken up in
many financial institutions
has a lot of bearing on
studying and exploring the
potential avenues of
strengthening the financial
products. Understanding the
process end to end across
functions is also important.
Sharma points out that CIOs
cannot afford to restrict
themselves to having an
understanding of just the
technology part of the process

and being unaware of how the
process works in other
functions. After product and
process comes technology. A
thorough understanding and
grasp over product and
process will help a CIO in
taking a decision on whether
to innovate with the product
or process or both in order to
come up with a sustainable
innovation that will stand out
in the market. It will not be a
‘me too’ innovation.

Moreover, the world of
technology is changing fast, so
the CIOs have to keep upping
the ante on themselves and
the team to be on par with the
market developments. “A lot
here depends on the personal
inclination of the CIO and the
team to learn and be on top of
the technology advancements.
“At the decision making level,
the IT decision maker needs to
have a general appreciation of
the fact that a particular
technology can be a potential
solution to a problem, and
then you can put specialist on
the job to ask him to explore in
a certain direction,” says
Mridul Sharma - EVP & Head

Technology - IndusInd Bank.  
For example, from a

scalability perspective, the
openstack technologies are
developing big time. They
have horizontally and
vertically scalable
architectures on dockers and
kubernetes with self healing
capabilities. This area is
developing thick and fast.
“These technologies, at the
concept level can be studied
fast - in a few days if not
hours,” says Sharma. 

The norm is that CIOs and
teams are content with their
current understanding and do
not want to explore because if
the existent systems are
running fine and not giving
issues, then why fiddle with
them. This attitude must go.
“The reason being, may be the
IT decision makers aren’t
aware of the per transaction
cost of the operating model as
it exists today. Is that actually
going to be business
sustainable. If the returns out
of the investment is ̀ 4 and the
spend is ̀ 6, then where is the
business case ?,” asks
Sharma.

Growth of IndusInd Bank
The bank over the last ten

years has grown from
strength to strength focusing
on product and process
transformation. The bank
since the last many years has
been able to grow 25 per cent
QoQ due to the changes made
in products and processes.
“The bank was an underdog,
around 2008. The product and
process changes brought
about, thereafter, in the light
of the digital transformation
has given us results. The
average balance, holding,
cross selling and upselling
done to the digitally engaged
customer is more than 5X
higher than the other average.
If this is extrapolated to more
customers, it will result in a
corresponding increase in the
balance sheet,” says Sharma.
As the bank grew, the cost to
income ratio has also been
improving YoY, given the
lowering costs per
transaction.  

Growing usage of hybrid
cloud and openstack

Cloud and open source

technologies - both pure open
source and assisted open
source, will play an important
role for the CIO in terms of the
features offered and the
efficiency offered. “We have
adopted a hybrid model of
cloud adoption. The fixed
workloads are run on premise
because its cheaper. The
variable workloads, which
requires scalability are run
on a public cloud, with our
own instances,” informs
Sharma. 

IndusInd Bank has
actively pursued and adopted
openstack technology. “The
time has come, when
proprietary technologies are
being overtaken by the
innovation done by the open
source community. Moreover,
today supported open source
is also available. We have
seen an uptick in open stack
and a downward trajectory
for adopting proprietary
technologies. The growth 
of our application servers
being run on openstack is
more than the ones running
on proprietary,” states
Sharma. 

Adoption of proprietary technologies is
being surpassed by pure open source tech
INDUSIND BANK has actively pursued and adopted openstack technology. The growth of the bank’s application servers
being run on openstack is more than the ones running on proprietary, says Mridul Sharma - EVP & Head Technology -
IndusInd Bank

What is the role of technol-
ogy in housing finance ?

We are a technology
company in the business of
housing finance (HF). The
core application layer (ERP)
is the base on which the
transactions are recorded in a
housing finance business.
Atop, there are some
applications, which act as
business enablers.

The hub and spoke is the
target operating model of PNB
Housing Finance. The model
is process driven and based
on technology, end-to-end.
This helps a new entrant to
understand the business
relatively easily compared to
any other business.

Underwriting is a
fundamental part of HF and
the per person productivity is
crucial part of underwriting.
Digitisation and the target
operating model enhances the
productivity of the
underwriting team. There are
two kinds of underwriting:
Financial and property. It
includes specific assessments
in the legal, technical, fraud
control, etc., which are
processed using the uConnect
app, all using a single
platform without any screen
toggling involved. The
updates are done seamlessly
on the ERP. These
applications are scalable and
future ready.

How much time does it
take to convert an 
application into disbursal?

Faster turnaround time is
and has been a key
differentiator in the lending
industry and PNB Housing
aims at turning around a loan
application in the minimum
possible time with the use of
technology.

Currently we take about
three days on an average for
sanctioning a loan
application and one day to
disburse  the same post
property finalisation by the
customer. The reason for
such a quick turnaround time
is that immediately after
receiving customer request
from various channels like
our digitally enabled contact
centre and lead aggregator
portals, etc., we conduct
verifications through our 
e-verification softwares like
iBox. It is an in-house online
platform that conducts
identification checks through
PAN number, utility bill and
email id, without any manual
intervention. Also, the other
verification reports such as
field investigation, fraud
check, technical and legal
reports are initiated online
and are uploaded by the
verification agencies directly
on the system.

The customer is regularly
updated on the status of loan
application through
SMS/email. An amalgamation
of all these processes cuts
down the turnaround time
significantly, giving us an
edge over others and that too
with an unparalleled service
delivery standards. We hope
that this shall be reduced
further after the
implementation of some 
of the ongoing IT projects
which are on the verge of
completion.

For self employed
businesses, we use Perfios,
which analyses a thick bunch
of bank statements in
minutes. This also has a
positive impact in better
underwriting and as a result
leads to low delinquencies
and NPAs.

Compared to the industry
average PNB HF’s lead
conversion ratio is higher. 
Why?

PNB HF converts 25-30 per
cent of the overall leads into
sales. The industry average is
4-5 per  cent.

More than 50 per cent
leads are converted through
the uConnect app or portal.
The investments made in the
call centre empowers the staff
to be engaged with the
customers over a period of
days and weeks to re-initiate
the conversation trails and
ask for specific requirements.
We also whatsapp the
required details to the
customers.

Collections team plays a
critical role in the HF busi-
ness. How are they digital-
ly enabled?

Every member of the
collections team has been
given a tablet, which has a
collections app, connected
with the ERP. The money can
be collected in cash or cheque.
A functionality has also been
designed, which enables the
customer to click on a link
triggered on his mobile
device. This usually helps to
digitise the payment but also
comes handy for bounced
cheques. A customer
behaviour scorecard has been
designed, which provides
trends on the payment
history. On an average, the
team collects ̀ 5-6 lakhs a
month through the app.

How many deposits have
you got as of now since the
online deposit facility was
launched?

We are a deposits
accepting HFC and it has been
one of the sources of our raw

material, that is, funds. We
have always been keeping a
close focus on deposits and
the same is evident from the
fact that we are the second
largest deposits accepting
HFC in the country.

Even though we have been
offering fixed deposits since
long, our online deposits
facility was launched in
August 2018 with some
features that are unique to the
sector. We provide
conveniences like online

submission of form 15G/H and
facility of online redemption
of deposits at customer’s
fingertips. The online deposit
facility is available on the
mobile app and corporate
website which enhance the
ease, as it can be accessed
anywhere, anytime and
customer does not need to
visit the branch at all.

Since the launch of online
deposits functionality,
approximately, 20000
applications for deposits have

been created through online
and offline channels.

Approximately how much
has the company paid to
the agents through the 
digital channels?

Remittances to your
business partners is
something which is done
across the financial sector.
What matters is how we pay
them and how friendly we
make it for our associates.

At PNB Housing, we have
created a web and mobile
application ‘vConnect’ through
which our partners can raise
their e-invoice from anywhere
based on the business sourced
and post verification of
invoice, we make online
payments which reach them in
a much lesser duration than
cheques or any other medium.
This application has been in
use for the last five years.
About 90-95 per  cent of the
total cost of acquisition is
being paid through the app on
an annual basis.

What’s your cloud strategy
and how do you test your
applications?

We operate on a hybrid
cloud model. Going forward,
based on the roadmap that we
have charted, we might
completely move on the cloud.
The testing is done with a
combination of agile and
waterfall methodologies.
Depending upon the
application, the testing
methodology differs.

Being an organisation
growing at a rapid pace and a
good number of customers
and business partners getting
associated every month, each
of our application is subject to
various rigorous tests by
different teams before its

launch, the last being user
acceptance testing by the end
users. We follow agile testing
methods and before the
launch of an application, it
goes through a host of testing
procedures for various
purposes, such as:
● Unit Testing
● Sanity testing
● Integration Testing
● Interface Testing
● Regression Testing
● UAT

Besides the mentioned
tests, every application is
subject to performance
testing and security testing as
well.

The company is also in the
last phase of completing the
Security Operations Centre
(SOC), which will be powered
with AI related features.

What is your IT budget for
FY19?

Our annual IT budgets are
generally in the range of 3 to 5
per cent of the annual
revenues, and this is
symmetrical to that of the
HFCs in this space. Having
said that, with a single digit
percentage, we have been
able to foster very
convenient, hassle free,
forthcoming and quick
services to our customers,
partners as well as
employees. Whether it is
requesting for a loan,
subsequent disbursement,
creating deposit, raising of
payout requests by partners
or even the entire human
resource management,
everything is at the fingertips
of that particular
stakeholder.

Along with this, we have
ensured that our services as
well as data is accurate 
and secure.

‘We are a technology company in the
business of housing finance’
PNB HOUSING FINANCE has been able to convert 25-30 per cent of the leads generated into sales by using a well integrated
and process based IT platform, says Nitant Desai, Chief Operations and Technology Officer, PNB Housing Finance

By Abhishek Raval

The time has come, when proprietary technologies are being
overtaken by the innovation done by the open source
community. Moreover, today supported open source 
is also available

Mridul Sharma,       
EVP & Head Technology, 
IndusInd Bank

The hub and spoke is the target operating model of PNB
Housing Finance. The model is process driven and based on
technology, end-to-end. This helps a new entrant to
understand the business  easily

Nitant Desai,     
Chief Operations and Technology Officer, PNB Housing
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The CEO at SBI General, in
his past stints was
associated to technology
functions and thus the

company has charted a strong
business focused digital strategy.
SBI General Insurance’s MD, CEO,
Pushan Mahapatra was in-charge of
IT, Risk and Compliance at SBI
Hong Kong in 2000 followed by a
stint at SBI serving the IT functions
of the bank’s international
operations. Thereafter, he headed
the enterprise datawarehouse
project at the group level. 

“At SBI General, every two weeks,
a senior management review of the
outcomes from the digital initiatives
in undertaken. The financial impact
and customer service enhancement
is specifically tracked in these
meetings,” says Vinai Krishnan Nair,
Head - IT Delivery & Insurance

Business Solutions, SBI General
Insurance. 

Technology is a secondary factor.
In the last one and a half year, the
company started devising the
strategy around the customer. In
terms of how the customer will
interact and perceive with the
services delivered through different
customer service channels by the
respective LoBs. Keeping the
customer at the centre and then
building backwards on what would
he requires. This philosophy drove
the interactions between 
business and IT.

Multiple programmes have been
initiated as a result. “We term the
initiatives not as IT projects but
customer journeys, which will
involve milestones, Minimum Viable
Products (MVPs), etc,” says Nair.
One such programme has been in the
area of operational efficiency. The
objective was, faster delivery of the
product to the customer and

operational efficiency would be a
byproduct, for example, the
customer is reminded on policy
renewal via SMS, which has a link to
pay renewal premium and also buy
the renewal policy. This drastically
reduces the policy renewal time 
and thus enhances operational
efficiency. 

Another area would be servicing
motor claims. A live streaming has
been enabled for the surveyors and
loss assessment personnel. This has
collapsed the claims payment TAT
from days to hours and has also
resulted in enhanced operational
effectiveness.

These programmes have seen

improvement in the policy renewal
numbers and has also experienced
significant improvement in
operational efficiency.

PoC: Private blockchain 
for asset tracking

SBI General Insurance has
joined the insurance consortium on
no claims bonus specific to motor
insurance. A PoC is also underway
to explore blockchain to 
process vendor payments and
tracking assets.

For using APIs, since the days of
digitisation at the company, the
thought process was to keep all the
technology implementations to be
based on  Services Oriented
Architecture (SOA). “We made sure
that all the IT infrastructure is SOA
compliant. Thus, we had the web
services ready for all kinds of
business transactions,” says Nair.
The question, then was, how can
these services be externalised

outside the enterprise. An API
management layer has been set up
on top of the SOA platform and the
customer related information and
service channels sit above them.
The externalising of the API layer
was made easy because of this
setup. Ultimately, whether it is a
bank, direct agent, broker, or any
channel, they can directly interact
with SBI General through the API
channel, which has the services
already published. 

Bots are also being used for
internal jobs. A couple of bots are
operational for production support
services and data transfer. 

A cloud policy is also being
formulated. Experimentations are
also on to move non core
applications on the cloud. An
interesting PoC is being done to host
a frontend insurance digital
distribution platform for customers
and channel partners. This will
enable to handle the business peaks. 

Keeping a close tab on financial 
impact from digital initiatives
AT SBI GENERAL, every two weeks, a senior management review of the outcomes from the digital initiatives in undertaken.
The financial impact and customer service enhancement is specifically tracked in these meetings. Vinai Krishnan Nair, 
Head - IT Delivery & Insurance Business Solutions, SBI General Insurance speaks the digital strategy of his company, and more

Salvi Mittal

salvi.mittal@expressindia.com

Kirti Patil is Executive Vice
President and CTO at Kotak
Life Insurance and is

accountable for aligning the
company's technology strategy with
its business vision, and business
requirements to provide the
organisation a competitive edge.

“We have embraced a mobile-
first and user-experience-driven
portal strategy for all its
stakeholders – customers,
distributors, and employees. Data
and analytics are key to digital
transformation. In IT, they need to
move from data centres to centres
of data – structured and
unstructured. The focus in the
coming years will be on creating a
data warehouse and data lake to
address the data requirements of
the digital business,” states Patil.

Kotak Life Insurance is
investing in technology to recreate
digital assets for enhancing
customer experience, reduce
processing time and ensuring
anywhere, anytime and any device
availability of these services.

“Re-usability and inter-
operability are integral
components of our IT philosophy
for several years. Now the focus is
on API and micro-service driven
solutions. While we have been
using API integration with our
group and the individual
customers, we have just
commenced implementation of an
API Management solution. The
architecture for our new customer
portal is micro-services driven,”
mentions Patil. 

Key digital elements
The Kotak Life Insurance

foresees digital transformation as
re-imagining the business with a
digital-first mindset. Their
objective of digital is to enhance
the customer experience at all the
touch points, empower distributors
and provide convenience, energise
and empower employees, improve
process efficiency and

effectiveness.
Patil reveals that to not only do

things differently but THINK
differently, the group is taking a
zero-based or first-principles
approach to deliver actual value to
end-users. 

The digital transformation
initiatives are completely
synchronised with the technology
transformation initiatives to make
the most of the emerging, new-age
technologies, creating extremely
simple and intuitive customer
journeys, building a foundation for
data-driven decisions. And,
simplification of products and
processes for instant fulfillment
and self-service wherever possible.

Recent digital project 
One of the most critical

initiatives is towards building
digital assets for employees by

strengthening internal support
systems, measuring the happiness
quotient, personalisation and
training for growth, better
servicing of internal and external
customers through intelligent
workflow mechanisms, RPA. 

Providing the sales hierarchy
complete visibility of the progress
of the daily activities of a
geographically dispersed sales
force, is a challenge today. “We are
in the process of implementing a
lead and activity management
solution for our sales force
spanning all channels. This will
improve predictability and help
nudge the force in the right
direction” she explains.

Empowering the last mile with
right tools, right insights and rule-
based self-service service, Patil has
implemented a responsive Sales
Fulfillment application for the
distributor workforce. About 90
per cent of the business is sourced
through this physical route. “We
are now implementing a business
rule engine to enhance STP leading
to faster issuance. This will also
help us provide a no-go decision at
the time of sourcing,” she says.

Analytics to deepen 
customer relationships

Patil mentions, “Our ultimate
goal is to support the group’s
mission of 'Bringing assurance to
customer’s lives'. Even our
analytics projects flow from that
philosophy - build value to
customers, that customers need
and will appreciate, rather than
from an inside-out perspective.” 

The group is using analytics for
persistency enhancement, fraud
analytics and cross-sell. But these
are siloed programmes. 

Creation of an analytics COE
will help them build the data lake,
build personas and will work on
behavioural as well as transaction
data. The solution will work
towards enriching internal data
with external sources and value
engagement for customers and
distributors at right moments in
the lifecycle.

Kotal Life Insurance
redefines its 
digital assets
KIRTI PATIL, Executive Vice President and CTO at Kotak Life
Insurance speaks about how the  company is in the process
of implementing a lead and activity management solution
for its sales force spanning all channels

Ultimately, whether it is a bank,
direct agent, broker, or any
channel, they can directly 
interact with SBI General through
the API channel, which has the
services already published 

Vinai Krishnan Nair,        
Head - IT Delivery & 
Insurance Business Solutions, 
SBI General Insurance

Our ultimate goal is to support
the group’s mission of 'Bringing
assurance to customer’s lives'.
Even our analytics projects flow
from that philosophy - build
value to customers, that
customers need and will
appreciate, rather than from an
inside-out perspective

Kirti Patil        
Executive Vice President , CTO, 
Kotak Life Insurance

Abhishek Raval
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HDFC ERGO General
Insurance has reimagined
the business processes in

the light of digital, keeping the
customer at the centre. The results
have been significant. The
Turnaround Times (TATs) have
reduced tremendously. Customer
experience has enhanced and the
Net Promoter Score (NPS) has also
shot up. 

An omni channel approach has
contributed to these achievements.
The customer can interact with the
company on an IVR, call centre,
website (including chatbot DIA),
mobile app, etc. The online
platforms of the B2B partners are
also connected with HDFC ERGO’s
system. A policy related  change
made in the partner systems
seamlessly gets reflected in the
company’s system. 

“Recently, we have seen a huge
jump in the number of customers
using the self service mode to
register claims, which we didn’t
expect and the NPS on this service
has been good. Now, we have started
propagating it. We are targeting 80
per cent transactions to be
completed on a self service model,
which is at 65 per cent currently,”
says Mehmood Mansoori, Head
Operations, IT, Marketing & Online
Business, HDFC ERGO General
Insurance. The customers are
comfortable in doing a monetary
transaction, without talking to the
customer service.

The most used platforms by
customers for requesting service
are website and IVR. Chatbots falls
in the emerging category. The
channel partners are also adopting
digital platforms extensively. A
query posted on an email or IVR can
also be tracked online.     

Digitally enabled insurance
products

All high volume retail products -
motor, health, travel, etc., are being
managed end-to-end on a digital
platform. While for certain products

phone calls made by the customer
service, there are many others that
are served on a digital platform.
“Our health product is so digitally
enabled that the partners working
for us can book a customer
appointment with the diagnostics
player digitally,” says Mansoori. 

Underwriting is a critical
process for a general insurance
firm. The entire underwriting is
automated. In case of a policy
break-in, a link is sent to the
customer and he can video shoot the
vehicle and do the assessment on
his own. The claim subsequently
can be cleared on the same day,
subject to completing certain
conditions. In the healthcare
insurance space, 70 to 80 per cent of
the process is digitised. The
healthcare underwriting is AI
based. A few exceptional cases have
human intervention and are subject
to additional tests due to certain
conditions. 

About 92 per cent of the policies
are processed digitally. It
essentially means that there is no
manual data entry done for
processing them. The number of
calls hitting the call centre have
reduced to a large extent, 
informs Mansoori. 

Active engagement 
with startups

HDFC ERGO is running an

incubation centre and there 
are nine startups, shortlisted to
work with the company - in the
areas of imaging, blockchain, 
AI, etc. 

The general insurance industry
as a whole has reached a consensus
on the potential of blockchain for
the industry because from a
customer standpoint, he is the same
and is porting from one player to the
other. Blockchain enables a
more rounded view of the 
customer for every general
insurance player who is a part of the
general insurance blockchain
consortium. “Although, as an
industry, there are efforts being
made to form a consortium, which
will take time to reach a common
ground, we have started
experimenting with the technology,”
concludes Mansoori.  

The many benefits
of a focused 
digital strategy
HDFC ERGO GENERAL Insurance is targeting that 80 per cent
transactions are completed on a self service model, and all
high volume retail products like motor, health, travel, etc., are
being managed end-to-end on a digital platform

Our health product is so digitally
enabled that the partners working
for us can book a customer
appointment with the 
diagnostics player digitally

Mehmood Mansoori,
Head Operations, IT, Marketing & 
Online Business, 
HDFC ERGO General Insurance
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DHFL Pramerica Life
Insurance (DPLI)’s
AceApp has served
an ace by clocking 70

per cent of the retail business
of DPLI since it was launched
in 2017. The app simplifies
customer interactions and
sales related procedures of
the salesforce. The company
has also made commensurate
investments in the backend to
facilitate seamless
information exchange.

DPLI launched AceApp, a
bundle of digital tools for the
salesforce in early 2017. The
objective was to make
customer interactions simple
and easy, given the complex
nature of the life insurance
business. Even today, there
are certain products that are
not allowed to be sold online
because of the complex
nature. It requires the sales
person to sit down with the
customer, do the need
analysis and narrow down the
product required. “The use of
digital tools has significantly
helped us. As part of our
digital transformation,
AceApp has been identified as
a key project,” says
Anshuman Verma, Chief

Marketing & Digital Officer,
DHFL Pramerica Life
Insurance. It manages the
sales process, end-to-end.

The AceApp provides an
end-to-end processing of the
sales cycle, enabling the
salesforce to be productive,
beginning with need analysis,
generation of quotations
(AceApp has one of the
fastest quotation generation
engines in the industry); the
app allows automated debit
from the debit card or the
bank account; validates
various identity documents
online; pulling authentication
related documents and
photographs during
onboarding. The customer
can try out multiple options
on product types and also
with how much premium,
what kind of products are
available. The app offers
tremendous help on reducing
the documentation fatigue
with features such as partial
applications when certain
documents are unavailable,
which can be submitted later.

These features have made
the app a popular application
for the retail business. “More
than 70 per cent of the retail
business of DHFL Pramerica
Life Insurance is acquired
through the AceApp, since it

was launched in late 2017,”
says Verma, adding that the
PoC kickoff was in 2017, and
thereafter the app went
mainstream in the first
quarter of 2018. The premium
payment is also collected
through the app. A link is
generated by the payment
gateway, which sends a
customised link to the

customer. He can authorise
the payment by clicking the
link. Every link is unique to
the respective customer.

The AceApp was subjected
to a combination of
automated and human testing
before it was rolled out. A
monthly release cycle is
followed. A combination of
inhouse and vendor team

manages the app. The
inhouse team has about 10
employees, in addition the
vendor resources are
onboarded, when the 
need arises.

The company has actively
invested in upgrading the
middleware that interacts
with the backend. A
substantial amount of work

has also been done in
workflow automation and
management. A strong
middleware technology
facilitates the seamless sync
of the frontend and the
backend. Investments have
also been made in
compression technologies for
faster data synchronisation.
How this helps is, it has
completely digitised the policy
application process. As soon
as a policy is acquired by the
sales agent on the frontend, it
directly gets into the Business
Process Management System
at the backend, which in
absence of an end to end
digitisation would have gone
separately to the
underwriting and financial
reconciliation teams.

The broad advantage of
digitisation is it congregates
customer information and
provides a unified view in
terms of the overall exposure
the company has, on group
insurance, life insurance. It
also enables talking to third
party systems and correlate
with data from external
sources like checks from credit
bureau, social profile, etc.

Potential of open source 
DPLI’s AceApp runs on an

open source mobile

application platform,
provided by Red Hat.
Furthermore, the company is
extensively using the
technology for other
purposes. “The proprietary
system providers want to
make money even on their
solution training and
education initiatives. This
puts pressure on the
enterprise decision makers to
go for open source
technologies. The advantage
is with the flexibility to
experiment, learn and
implement. Open source 
is the future and the use of
proprietary technologies 
will wane,” says Verma.

PoC on tracking 
health vitals

Currently, the insurance
companies are discussing on
a consultative paper and
working towards creating a
necessary infrastructure
around using wearable
technologies. “DPLI is
running a closed user 
pilot with our employees 
by correlating physical 
data and their activity 
levels to offer some 
services to motivate
customers in adopting a
better lifestyle,” concludes
Verma.

The proprietary system
providers want to make
money even on their
solution training and
education initiatives. 
This puts pressure on 
the enterprise decision
makers to go for open
source technologies. 
The advantage is with 
the flexibility to
experiment, learn and
implement. Open source 
is the future and the use
of proprietary
technologies will wane

Anshuman Verma,        
Chief Marketing & Digital Officer,
DHFL Pramerica Life Insurance 

DPLI acquires 70% of retail business
through AceApp
DHFL PRAMERICA LIFE Insurance (DPLI) is betting on open source technologies and is also running a pilot on 
wearable technologies, says Anshuman Verma, Chief Marketing & Digital Officer, DPLI

What are the focus areas in
your role as the CIO of ICICI
Lombard ?

At ICICI Lombard we strive
to be an early adopter in
leveraging latest technologies
to add value to our customers
and partners. We believe
emerging technologies would
play a critical role as agents of
change across all lines of
businesses and operations.
Thus, in terms of technology
landscape and focus areas for
the next couple of years, we
are focusing on the following:
● Leveraging the power of

the cloud to transform our
IT system by breaking
down the monolithic
architecture of the past
into micro-services based
architecture, which is far
more flexible, responsive
and scalable. It would also
enable us to do integrations
with new age digital
partners a lot easier and
faster, thereby providing an
excellent and seamless
customer experience.

● Exploiting opportunities in
using artificial intelligence
and deep learning for
automating operations and
enhancing customer
experience across multiple
lines of businesses and
processes.

● Leveraging our centralised
data lake and using
advanced analytics to
design novel and highly
personalised experiences
for our customers, to define
new ways to measure,
manage, and control

business operations, and to
streamline and automate a
lot of processes that were
designed for the data-less
world of the past. 

What does digital mean for
your company?

In the past, digital used to
mean either you are digitising
your existing manual
processes (i.e. following the
same old process digitally) or
you are moving your products
online to sell through digital
channels. However, today’s
highly mobile and connected
customers, who are getting
almost everything under the
sun delivered instantly with a
few taps, need to be serviced
completely differently. 

Thus, digital for us means
rethinking from first
principles and redefining our
products and processes to
serve our customers
completely, digitally end-to-
end, and in a cheaper, better
and faster manner. So broadly
our digital agenda is based on
leveraging emerging
technologies across three
pillars of growth:
● Delightful customer

experiences

● New business
opportunities and avenues

● Building foundational
capabilities and improving
operational efficiencies

To give you some
examples: 
● We recently launched 

AI-powered break-in
inspection service on our

app through which our
customers can just upload
pictures of their vehicle
(the insurance for which
has expired) and our AI
module will analyse the
images to detect the
presence of any damage,
post which the break-in
policy proposal will be
either accepted or
recommended for
verification.

● We started a virtual survey
where a garage operator
can conduct a video survey
of a vehicle using our
mobile app and the
surveyor sitting at the
central location can
instantly process the

claims. Similarly, in case of
an accident, our customers
can get in touch with us
instantly via video
streaming to do the survey
on the spot and get
assistance on filing the
claim and finding the right
garage for repairing the
vehicle. These have
resulted in significantly
enhanced customer
experience and a reduction
in the time taken to process
a claim.

● We launched India’s first
artificial intelligence based
technology to facilitate
instant health insurance
claims approval for
cashless cases. 

● As it is said data is the new
oil, we had started
capturing a lot of granular
level data since last few
years and have built a
centralised data lake to
mine these massive
datasets for various use
cases such as personalised
product offerings, risk
profiling, and selection,
pricing, cross-selling,
claims prediction and fraud
detection.

What are the driving factors
for your digital strategy?

Digital strategy is driven
primarily by changing
consumer preferences and
expectations. Customers
today are:

● Mobile first, tech-savvy,
multiscreen and
multimedia oriented

● Looking for simplified and
personalized services
delivered completely
digitally

● Looking for instant
gratification

So we are moving from a
product-centric approach of
an insurance provider to a
customer-centric solutions
provider approach. We are
focusing on serving our digital
native customers completely
digitally end-to-end with
highly personalised products
and services. The key
elements of our digital
strategy include:
● Drive new digital products

through value-based
partnerships to capture the
digital insurance market.
E.g. we have launched
multiple “moment of truth”
based microinsurance
products on digital
platforms - trip insurance
on Ola and IRCTC–
accident, disability, and
baggage loss.

● Leverage consumer shift
towards mobile by creating
new distribution channels,
enabling end-to-end digital
sales and service
(including but not limited to
chat based interfaces). E.g.
sachet based products
(vector-borne cover) on
platforms like Paytm,
Hospital Daily Cash
programme for affordable

and rural segments,
cashless based 
OPD program in
partnership with 
Practo - doctor
consultation, pharmacy,
and diagnostic.

● Any innovations that help
in increasing the reach or
distribution, enhancing
customer experience,
preventive risk
management or in
simplifying and making the
processes faster.

How is ICICI Lombard
leveraging chatbots and
enhancing the insurance
experience?

Customer centricity has
always been our prime focus.
Leveraging Natural Language
Processing and Robotic
Process Automation
technologies, we have built
over 120 bots for automating
the manual process of quote
generation and policy booking
across various products for
our corporate and SME
customers. Today, for certain
products, almost 90 per cent of
our policy issuance is done
through these bots in near
real-time.

We have developed chabot
based solutions across
multiple lines of business to
address low complexity high
volume issues/tasks. For
example, currently, our
customers and partners can
instantly get answers, quotes
or can easily complete 
various transactions without
any manual intervention
through our chabot platform –
MyRA. 

At ICICI Lombard
we strive to be an
early adopter in
leveraging latest
technologies to
add value to our
customers and
partners.  
We believe
emerging
technologies
would play a
critical role as
agents of change 

‘We strive to be an early adopter in
leveraging latest technologies’
SHARING THE DIGITAL roadmap and strategies of his company, GGiirriisshh NNaayyaakk, Chief of Customer Service, Operations &
Technology, ICICI Lombard General Insurance informs that about 90 per cent of policy issuances are done by over 120 bots in
near real-time 

By Salvi Mittal 
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The Big Data and
Analytics
Programme was
initiated at the

Bombay Stock Exchange
(BSE) primarily for taming
rumour mongering about
stocks. The surveillance team
kept tabs on certain websites,
read stock specific news from
financial newspapers,
magazines and prepared
paper clippings, etc. All the
material was then aggregated
and compiled as a report to
decipher intelligence from it.

This exercise was limited to
only a few sources of
information from which the
relevant material can be culled
out and that too with limited
amount of accuracy on any
given day. This is submitted to
the regulator on the
subsequent day. Many
important articles are missed
due to various reasons. The
real-time element was
nowhere to be seen. In the
stock exchange space, where
wrong information can wreak
havoc in seconds, the current
practice was highly inefficient.

Taming the market 
manipulators

BSE decided to leverage the
big data and analytics solution
to automate the process of
intelligence gathering to nab
the rumour mongers and

market manipulators. “The
BSE since the implementation
got over, has been able to
achieve 95-97 per cent
accuracy. It essentially means,
the algorithm designed is 95-97
per cent accurate in thinking
like humans and the kind of
findings and correlations made
by humans,” says Kersi
Tavadia, CIO, Bombay Stock
Exchange, adding that this was
achieved using a small
database. Gradually the size of
the data processed has
increased with tremendous
pace. BSE generates 300 to 400
GB data per day and until now,
the data repository has over
500 TB data.

The data is gathered from
across platforms including
social media sites. As soon as
an alert is classified as a
rumour, a Straight Through
Process (STP) is formed,
which sends a message to the
respective company against
which the rumour is created.
The company immediately
responds and the clarification
is published on the BSE
website.

If required, a report is
immediately relayed to the
regulator. This has gained a lot
of confidence for the BSE
website, to get reliable
information. “On an average
there are about 20-25 cases,
which are false positives,
where the objective is to fan a
stock specific rumour,” informs
Tavadia. There are many

alerts generated, but only the
ones which are meant to cause
damage are quarantined and
looked into.

Keeping tabs on people
and machines

Apart from preventing
rumour mongering, the big
data analytics solution is
extensively used for creating
internal MISs for the top
management, Relationship
Managers (RMs), IT related
MIS reports, etc. This includes
machine related data, e.g. the
profile of people logging in
from various systems, which
helps in user behaviour
analysis; alerts related to the
health of the machines;
application and system
performance logs are
generated; the BD&A is also
used for converting videos of
the media interviews of
important personalities in the
financial world, in a text
format. They are matched with
the rumour monger library
created by BSE and the
findings are generated.

Why open source ?
Hitherto, the data was

residing in multiple systems.
There was duplication of the
data. The same data set was
residing in multiple versions in
different systems resulting in
not only duplication but also
data inconsistency. “Under the
BD&A programme, a data
warehouse based on the

Hadoop framework was
designed. The data from
multiple systems were
consolidated in the
warehouse,” says Tavadia.

The reports from the data
are prepared directly from the
warehouse and sent to the
concerned authorities. “We
have cut down significant IT
costs, by using open source
systems. The proprietary
systems used initially were not
scalable and expensive to
maintain. The biggest pain with
these systems was, the inability
to accommodate increasing
capacities into the existing
versions of the hardware. The
original systems had to be
removed and replaced by
newer versions of the same
systems. This resulted in
buying new hardware.
Whereas with the open source
system, the hardware can be
sliced as required. It works on a
simple intel architecture. “We
have a mix of hardware
servers, from HPE, Huawei,
Lenovo running on a mix of
Operating Systems (OS). It still
runs as a single seamless farm.
Hadoop framework is OS
agnostic,” informs Tavadia.

When this technology
architecture was adopted a few
years back by BSE, there
weren’t many takers of this
idea. BSE, now has one of the
largest data warehouses using
a community based approach.
After having reaped the fruits
of the open source technologies

openly available, BSE has also
subscribed to certain special
services. “We have subscribed
to additional governance,
security and encryption
features. We deliberately didn’t
invest in these additional
features when the project was
kicked off. If that was the case,
the initial benefits from the
project would have been killed
by the complexities built in due
to subscribing to a slew of
functionalities, right at the
initiation. We believe in Keep It
Simple and Stupid (KISS)
methodology,” he states.

The cost advantage have
been significant. Open source
doesn’t demand the user for
doing any visibility in terms of
freezing the technology
lifetime and refreshing cycles.
It enables ‘build- as-you-grow’
approach. “At times, it does
happen, that we overestimate
IT procurement cycles and
something that was visualised
to be bought again in the next
five years has to be bought in,
for example, just two years,
which leads to not only cost
escalation but complexities
too,” remarks Tavadia. Open
source is a cost effective and
commodity infrastructure.

Data lifecycle on Hadoop
The data from various

systems is pulled by the
Hadoop architecture. The data
ingestion, in 99 per  cent of
instances is in a real time
mode. There are only a few

occasions when it’s taken in a
batch mode. The data
movement happens over LAN
in GB speeds, and thus speed is
not an issue. The network
component of the BD&A
infrastructure is tremendously
simple. It runs on a cluster
switching model, which has a
common networking layer. The
data flow thus happens
instantaneously without the
need for having separate
networking layers between
different switches as is the
case with proprietary models.
Apart from the simplicity in the
network functioning, the
availability is also high,
wherein the data doesn’t travel
across the systems and putting
load on them affecting the
performance of other
applications like risk
management, trading,
surveillance, data feed, etc.
These are mission critical
systems, which are totally
isolated from the BD&A but
still pushing data into them.
The data travels within the
cluster of hundreds of servers
(server farm) generated on the
Hadoop architecture and not
in-between the different
applications.

The storage handling is 
also automated. The Hadoop
architecture allows data
tiering in an automated
fashion, as per how the system
is configured. Accordingly, the
data gets stored in flash, 
tapes, etc.

Big data, analytics help BSE nab 
market manipulators
THE DATA IS gathered from across platforms including social media sites. As soon as an alert is classified as a rumour, a
Straight Through Process (STP) is formed, which sends a message to the respective company against which the rumour is 
created. The company immediately responds and the clarification is published on the BSE website

Please share some of the
achievements of the 
company’s digital 
transformation efforts ?

The digital revolution of
Tata Motors started in the
early 90’s with the
introduction of 3D Computer
Aided Design (CAD) in its
product development process,
with a vision that the era of
physical drawing boards
based engineering is nearing
its end. Thereafter we ceased
to use physical drawing
boards for new programmes
and this process was
completely replaced by 3D
digital mastering of 
product data. 

This enabled us to take the
product development
processes to a new level.
Further, development of new
vehicle programmes has
become increasingly global,
where many internal teams
and external partners must
coordinate their efforts within
the boundaries of quality, cost
and time (QCT). In this
dynamic scenario, digital
product development
solutions are enabling us to
meet accelerated product
development schedules by
providing tools and
capabilities that address
agility, quality and
standardisation.

A few achievements from
the journey are:
● 3D mastering of parts,

aggregates and tooling

with concept-to-cradle
paradigm. All downstream
external and internal
consumers refer to this
master data as a single
source of truth.

● Implementation of a unified
PLM (Product Lifecycle
Management) system for
both Passenger Vehicle
(PV) and Commercial
Vehicle (CV) businesses
across various locations of
Tata Motors Ltd (TML)
operations 

● Today, PLM is used 100 per
cent for all new vehicle
development programmes
with state-of-the-art
change management
process.

● Development and
implementation of
Knowledge Based
Engineering (KBE)
applications across various
product design and safety
domains. Using in-house
developed knowledge
based engineering
framework, KNexT, the
knowledge of engineering
processes is captured in
the form of rules and
reused. These applications
perform complex
operations with
automation, thereby
eliminating the manual
errors and providing
quicker results.

● Deployment of productivity
enhancement tools across
various product design and
validation domains. These

have been instrumental 
for designers to increase
their productivity
significantly through
identified levers such as
quality checks for design,
drawing automation and
process automation. 

● Use of High Performance
Computing (HPC) solution
through CAE simulation
using General Purpose
Graphics Processing Unit
(GPU) computation
technology resulting in
significant improvement
for non-linear implicit
simulations.

● Smart review tools were
deployed delivering
insights into engineering
changes of vehicle data at
each design release
milestones, enabling
project teams to review
changes visually. 

● Multiple business
processes have been
digitised by converting
either paper based or email
based processes into
standardised online
applications using pFirst
in-house developed
platform.

Bringing in digital 
technologies when the 
current infrastructure is
running on legacy is a
daunting task. Please
explain your scenario?

It is usually difficult for a
legacy system to maintain,
support, improve or integrate

with the new systems due to
its architecture and
underlying technology.
Eventually, they become a
significant barrier to digital
transformation. The
underlying infrastructure
becomes more expensive to
maintain as it ages. Legacy
systems often require a
specific technical
environment, including
hardware. Thus, the
infrastructure maintenance

spending remains high, as
compared to modern
solutions. Legacy data
represents another
significant infrastructure
issue. Transferring legacy
data manually to a new
database is a time- and cost-
intensive task.

We at TML too experienced
similar scenarios at multiple
points in time wherein, they
were handled with advanced
planning for infrastructure
enhancements and
replacement in phases,
deploying automation tools for
database migration and
conducting end-user training
with strong in-house
capabilities of the Digital
Product Development
Systems team ensuring a
smooth transition for the end
users. As the compute power
increases and the size of
computer reduces, we shall
see it being deployed onboard
the vehicle with the edge
computing paradigm,
potentially supporting
Artificial Intelligence (AI) and
Machine Learning (ML) for
real-time decisions.

Backing from the top man-
agement is crucial for digi-
tal transformation. In your
organisation, what kind of
support was provided by
the senior management and
what steps did you take for
change management?

The senior management
has always supported and

encouraged adoption of digital
technologies in the
organisation to enable
digitisation of processes and
thereby created significant
efficiency in the system. A
core team (the Digital Product
Development Systems team)
has been working towards
implementing the digital
product development
roadmap to help create a
platform for digital
technologies over 
several years. 

With this support, the
company continues its
endeavour in the R&D space to
develop vehicles with reduced
costs, substantially upgraded
engineering quality and
reduced time to market. 

With many kinds of digital
transformation, the
expectations are significant
for Industry 4.0. Initial work
with emerging technologies
like General Purpose
Graphical Processing Unit
(GPGPU), Machine Learning
(ML) and Artificial
Intelligence (AI), which
today is a reality as
compared to a decade ago,
has resulted in a crunched
product validation time. Our
organisation has been
committed to work on these
advanced toolsets in product
development, validation and
operations. AI will also
augment the use cases
related to prognostics and
predictive maintenance as
we deploy the IoT platform

for the range of connected
vehicles.

What are the skill set 
challenges faced / over-
come and accommodations,
which you made for realis-
ing 
digital transformation?

We have had a robust
competence mapping and skill
gap analysis framework at an
organisational level. With
digital and online skills
assessment, the company
identifies the learning
priorities for each individual
roles, with intervention
through customised exercises
and courses. 

Challenges faced for new
skill set requirements are:
● Sometimes employees are

anxious and resistive of
using newer technology
and methods.  This is a
typical “resistance to
change” mindset. To
counter this, motivation,
training, and coaching are
being used to get them
aligned.

● With multiple legacy
systems across locations,
their modernisation
requires prioritisation 
and hence need for a
dedicated effort and time
window for each system,
individually. As opposed 
to this, simultaneous
modernisation may lead to
catastrophic impact 
that may go out of
containment zone.

Anchoring digital transformation
efforts at Tata Motors
THE SENIOR MANAGEMENT has always supported and encouraged adoption of digital technologies in Tata Motors to enable
digitisation of processes and thereby created significant efficiency in the system, says Rajendra Petkar, CTO, Tata Motors, in
an interaction with AAbbhhiisshheekk RRaavvaall

The BSE since the
implementation got over,
has been able to achieve 
95-97 per cent accuracy. It
essentially means, the
algorithm designed is 95-97
per cent accurate in thinking
like humans and the kind of
findings and correlations
made by humans. This was
achieved using a small
database. Gradually the size
of the data processed has
increased with tremendous
pace. BSE generates 300 to
400 GB data per day and until
now, the data repository has
over 500 TB data

Kersi Tavadia,        
CIO, Bombay Stock Exchange

Initial work with emerging
technologies like GPGPU, ML
and AI, which today is a
reality as compared to a
decade ago, has resulted 
in a crunched product 
validation time

Rajendra Petkar,      
CTO, Tata Motors

INTERVIEW
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With the focus on
‘Defending
against the
unknown –

Anycloud, Anyworkload, Any
deployment’, the Delhi edition
of Express Digital Governance
Series was organised by
Express Computer in
partnership with high-end
network technology giant
Juniper Networks. Heads of
government departments,
policy makers and IT leaders
from the central government
came together to discuss and
debate about the great
potential of emerging
technologies in the
government and how they can
be made cyber secured.

The conference began with
a keynote address by Pankaj
Dikshit, Senior Vice President
(IT), Goods and Services Tax
Network (GSTN), Government
of India. Dikshit spoke in
detail about the impact of
emerging technologies on life
and how over the years the
dynamics of governance has
changed due to tech
intervention.

Citing the example from his
own organisation, Dikshit said
that IT infrastructure is
becoming complex as the
demand from citizens is
increasing and there is
continuous improvement in
the system. “You have
heterogeneous environment
today, wherein some of your IT
infrastructure is on-premise
and some is on cloud.

Government organisations
also work with a lot of
contractors, therefore,
security of IT infrastructure,
including the data, becomes
critical and tricky to handle,”
said  Dikshit.

Explaining about the
technology architecture
followed at GSTN, he said that
GSTN has put in place a solid
IT architecture which is robust
and highly secure. “Everything
that we put into action is
properly tested before it goes
live,” he asserted.

Dikshit was of the view that
with proliferation of
technology, the vector for
cyber attacks will also
increase, therefore both
government organisations and
enterprises should adequately
invest in cyber security. “As

there is proliferation of
technology, cyber attackers
are also becoming smart to use
the same technology. So, the
organisations have to
strategise in a way to minimise
the cyber risk,” he said.

On the challenge of
adoption of emerging
technologies in the
governmentsector, he was of
the view that only those efforts
will succeed that can easily be
adopted by people. “Your
architecture could be
complex, but at the user end
front, things should be
simple,” he said, adding that
this could only be achieved if
organisations keep people in
mind while deploying
technologies.

Delivering his expert
presentation titled, 'Defending

against the unknown', Rajesh
Kumar, Technical Consultant,
Juniper Networks, explained
about the evolution of
networking and how network
security has become a critical
factor, especially in the age of
the cloud. He emphasised that
SDN and SD-WAN are
changing the dynamics of
networking as organisations
are looking to create superior
infrastructure. According to
him, this has placed a huge bet
on agile IT infrastructure
which has to be secured and
can be deployed on the go.
“Agility is everyone's need and
security is no longer just
about perimeters.
Application-based security
has become critical,” he said.

Kumar also shared
information about Juniper’s

Junos Fusion technology. He
said that Junos Fusion
provides a method of
significantly expanding the
number of available network
interfaces on a device – called
an aggregation device – by
allowing the aggregation
device to add interfaces
through interconnections with
satellite devices.

The conference also
featured a panel discussion on
the topic of 'Simpler and
secure IT for agile
government', moderated by
Mohd Ujaley, Special
Correspondent, Express
Computer. The panelists
included senior government
officials, who discussed about
the existing IT infrastructure
in the central government and
how they could be made more
secure and agile.

Participating in the
discussion, Vijay Devnath, GM
and CISO, Infrastructure and
Security, Centre For Railway
Information Systems (CRIS),
brought the attention of
delegates towards the
importance of government
assets and their security. He
was of the view that security is
paramount, but organisations
need to ensure a better
balance between security and
user experiences. Citing
examples from Indian
Railways, he explained that
hardening of the system
brings some discomfort to the
users. “For example, if I make
it mandatory to use OTP for
booking a ticket on IRCTC,
there are a large number of
people who may face some
difficulty. What we need to do
is to create a fine balance
which offer the best possible
security and great user
experiences,” he said.

Sharing his views on the
cloud and security, Ramesh
Singh, DDG, NIC, Government

of India said that the cloud has
indeed democratised IT and
made IT affordable, but the
security piece still needs a lot
of attention. On the network
security front, he was of the
view that network needs to be
self-healing and automation in
networking is a better step
towards future of networking.

Agreeing with the views of
Singh, Sandeep Kumar, GM –
Technology, NHIDCL, Ministry
of Road Transport and
Highways, said that his
organisation is using cloud
technology for hosting some of
the key projects. According to
him, all of them have shown
great resilience towards
cybersecurity and improved
user experience.

Participating in the debate,
Swapnil Bhatnagar, Research
Director, Avasant, said that
emerging technologies like AI,
machine learning and
blockchain are going to
disrupt different industries
and  governments. “What
government organisations
need to look at is how they can
use them for improving
citizen service delivery. Since
government services include
a lot of data sharing, the
security has to be ensured at
all levels – from application to
perimeter to entire
networks,” he said.

Agreeing with Bhatnagar,
Kumar from Juniper said
that cloud technology has
changed the way people look
at the IT infrastructure, but it
has also brought lot of
complexity and
heterogeneity in the data
centre. “The government
organisations need agility
and security in their IT
infrastructure and this could
be ensured when they 
deploy flexible solutions
which can scale as per the
requirements,” said Kumar.

Simple, secure and agile IT infra 
for digital governance
EXPRESS
DIGITAL
GOVERNANCE
SERIES,  
organised by
Express
Computer and
Juniper
Networks,
focused on the
potential of
emerging 
technologies 
in the 
government,
and how these
can be cyber
secured

Salvi Mittal

salvi.mittal@expressindia.com

Data is at the heart of
digital
transformation for
businesses. To

identify how enterprises can
maximise the potential of data
analysis for creating a
competitive differentiator,
Express Computer hosted a
conference named ‘The Digital
Transformation’ in Chennai
recently, powered by Orange
Business Services.

The conference saw
participation from key IT
decision-makers from various
industries, including TG
Dhandapani, Advisor- Digital
Transformation, Sundaram
Clayton and Saurabh
Sanghoee, Vice President,
Enterprise, Orange Business
Services India, along with
other notable names from the
Indian corporate sector.

In his keynote address,
Dhandapani focused on
clearing the myths around
digital transformation.
“Technology is the tool to
enable business processes
and drive business objective.
The digital roadmap must be
aligned with business
strategies and provide
solutions to achieve the
business goals,” he said. 

The age of digitisation has
brought with it significant
increase in the amount of
easily accessible data, but
taking advantage of it can be a
challenge. To seize new

opportunities with the right
strategy and support,
analysing and understanding
this data is essential. He
further added, “Enhancing the
data management capabilities
to improve and streamline the
customer experience will
continue to be one of the key
targets of infrastructure
engineers.”

Applying the right tools,
like artificial intelligence, the
Internet of Things and the
right expertise, to enhance
decision-making creates
significant value and
competitive advantage for
businesses, resulting in
improved customer
experience, operational
excellence, and creation of

new services.
“Data is poised to emerge

as a critical pillar in a
company’s digital
transformation strategy. 

To truly capitalise on the
transformation ahead,
enterprises must work with
the right technology partners
to develop a comprehensive
digital strategy, keeping the

customers at the centre,” said
Saurabh Sanghoee in his
session on ‘Powered by data,
driven by people’.

The conference also
featured a panel discussion,
‘Maximise the potential of
data analysis for creating a
competitive differentiator and
achieve business goals’,
moderated by TG

Dhandapani.“Leveraging
smart data can help
organisations to increase the
relevance and integrate the
insight into the products and
services we provide. It also
helps us closely associate with
the customers,” mentioned
Mugunthan Soundararajan,
Vice President,
Matrimony.com during the

panel discussion. Dilip
Ramadasan, CIO, 
Dr Agarwals Eye Hospitals; 
GP Ashok Kumar, General
Manager, The Karur Vysya
Bank and Saurabh Sanghoee,
Vice President, Enterprise,
Orange Business Services
India were the other
participants of the insightful
discussion.

“Data helps us in
evaluating the trends,
identifying new business
opportunities and come up
with the best offers that
customers would want.
Moreover, the data can be
turned into knowledge that
will help organisations reach
their business goals,”
Ramadasan said.

“It is very important to
consult the right internal
stakeholders as you begin
your network transformation
journey to ensure your
strategy supports your
broader digital business goals.
This means understanding the
expectations and needs of the
CxO, business application
owners and end users, as well
as the network, IT and
security management teams,”
said Alpesh Sarvaiya, Head of
Presales, Orange Business
Services India, in his session
on ‘Network transformation
journey’.

Leveraging the data
smartly will aid organisations
in the next phase of their
digital transformation,
Sanghoee stated in his 
closing notes.

Powered by data, driven by people
THE DIGITAL TRANSFORMATION conference hosted by Express Computer and powered by Orange Business Services, 
held in Chennai, witnessed key IT decision-makers from various industry segments discuss leveraging data 
for competitive advantage 

Panel discussion (L-R): Mugunthan Soundararajan, Vice President, Matrimony.com; GP Ashok Kumar, General Manager, The Karur
Vysya Bank; TG Dhandapani, Advisor- Digital transformation, Sundaram Clayton; Dilip Ramadasan, CIO, Dr Agarwals Eye Hospitals;
Saurabh Sanghoee, Vice President, Enterprise, Orange Business Services India

Keynote session by TG Dhandapani,
Advisor- Digital Transformation,
Sundaram Clayton

Session hosted by Saurabh Sanghoee, Vice
President, Enterprise, Orange Business Services
India on ‘Powered by data, driven by people’

Hosted session by Alpesh Sarvaiya, Head of
Presales, Orange Business Services India on
‘Network transformation journey’
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