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D
espite some hiccups, Aadhaar has
undoubtedly become one of the
biggest success stories
representing the rise of an efficient
India that uses digital technologies
to improve the quality of life for the
common citizen of India. Last year,

PM Modi, announced the launch of another big
initiative, called Ayushman Bharat, Pradhan Mantri
Jan Aarogya Yojana (AB-PMJAY), whose impact

could be equally big in scale and impact. Targeting
more than 50 crore beneficiaries, Ayushman Bharat
could help India achieve the ultimate goal of
universal healthcare.

Touted as the world’s largest government funded
healthcare program, the goal is to deliver healthcare
using the key principles of paperless, cashless and
transparent treatment. IT has played a key role in
enforcing these principles. Ayushman Bharat’s CEO,
Indu Bhushan, says that IT plays a critical role in
every aspect --- be it beneficiary identification,

empanelment of hospitals, transactions at hospitals
or feedback.

PM-JAY is estimated to get over ̀ 75 lakh claims – a
number which is expected to increase during the year.
The success of this initiative lies in keeping claim
processing costs low. Compared to an industry which
largely uses paper-based processes, and both the cost
and time to process a claim is pretty high, this is a
complete paperless claims system. Hospitals can
process their claims within 15 days. The National
Health Authority (NHA) is looking at accelerating this
process further, by investigating if certain portions of
a claim can be auto approved. On the beneficiary
identification front, NHA has also recently introduced
an auto approval technology that would provide
instant approvals. This is a critical area, and has
been designed keeping in mind, the scale at which the
number of claims can go up in the future.

As the platform uses Aadhaar for beneficiary
identification, it minimises the probability of fraud.
An open API policy has helped in integrating the
platform seamlessly with existing claims processing
systems that states have today.

Data analytics and machine learning are some of
the technologies being closely looked at by NHA, for
its applicability in cases related to fraud detection in
claims. Over a period of time, as the overall adoption
increases, the NHA can look at how technology can
help in measuring hospital quality, accurate costing
of procedures and in building deeper engagements
with beneficiaries. The entire system is cloud-based,
which helps in improved agility as the business IT
landscape evolves and transactional data volumes
start shooting up.

In a country where there are major inequalities
with respect to access to healthcare, the success of
Ayushman Bharat could prove to be the game
changer for Indian healthcare.
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Please explain the design-
ing and building of this
scheme, with an overview
of how IT is being used in
building the scheme

The Prime Minister
wanted 500 million
beneficiaries to avail cashless
medical treatment and not be
made to pay a single Rupee
from day one of the scheme's
launch. Pradhan Mantri - Jan
Arogya Yojana (PM-JAY) has
been conceptualised keeping
in view three key principles of
paperless, cashless and
transparent treatment. To
enforce these principles, IT
has been used in all 
frontiers; be it beneficiary
identification, empanelment
of hospitals, transactions at
hospitals, feedback and
grievance redressal, fraud
and citizen mobile app, as
well as in support services
such as anti-fraud measures,
information security
measures, data privacy
measures, infrastructure, etc.
The core idea is to build upon
existing technology solutions
through customisations and
integrations, thereby
enabling an end-to-end
technology enabled suite to
provide services to all
stakeholders.

National Health Authority
(NHA) has helped deliver the
three core principles using,
for instance, its Beneficiary
Identification System (BIS).
BIS indexes all the eligible
families and using powerful
phonetic search technology
and helps hospitals find out
instantly if a person they are
admitting is covered by PM-
JAY. Citizens can find out if
they are eligible for PM-JAY
using the same technology on
mera.pmjay.gov.in or by
downloading the PM-JAY
mobile app on Android
devices. NHA's claim
processing platform, called
HTMS (Hospital Technology
Management System), is
another key technology that
helps hospitals raise claims
for treatment provided,
insurance companies to
verify and process these
claims and make payments
and states to monitor the
process – which is completely
paperless. Technology
enables this to be completely
paperless with integrated

electronic payments. The
transparency enabled by
technology on the status of a
claim and payment of money
has encouraged both, public
and private hospitals to
participate actively in 
this scheme.

Please explain the role of
technology in boosting pro-
ductivity and bringing effi-
ciency in the entire system

PM-JAY is estimated to get
over 75 lakh claims, which are
expected to increase during
the year. Keeping claim
processing costs low is the
key. The insurance industry
today largely uses paper-
based processes, wherein
both the cost and time to
process a claim is pretty high
– usually around 45 days.
NHA decided to launch the
scheme with a fully electronic
and paperless claims system.
This is already a big boost to
efficiency and productivity
and is the reason why
hospitals can process their
claims within 15 days. NHA is
now looking at which portions
of a claim can be auto
approved (auto adjudicated).
On the beneficiary
identification front, NHA
recently introduced an auto
approval technology that
would provide instant
approvals. Auto adjudication
for claims is a key area for
PM-JAY. When PM-JAY
expands to UHC to cover
more people and provides
OPD coverage (medicines,
diagnostics) to reduce out-of-
pocket expenditure, the
number of claims should
explode to 10x the current
volume. A significant
percentage of claims will
need to be verified and
approved using technology to
keep the cost of claims
processing down.

Data is the key towards
driving an ecosystem to boost
productivity and efficiency. In
PM-JAY, detailed dashboards
have been developed that
monitor key performance
indicators (KPIs) with
respect to the scheme’s
uptake and also highlight the
issues and grievances related
to service delivery at the field
level. At the national level,
progress reviews are
regularly undertaken with
stakeholders based on these
dashboards and reports, in
order to chart out course

corrections, wherever and
whenever required.

Could you talk about the IT
platform being used to
build this scheme? How it
is different from the
Aadhaar platform?

PM-JAY IT platform is a
combination of centralised
and federated architecture.
Three models are 
provided for:

◗ States fully onboarded to
NHA IT platform;
◗ States using their own IT
systems, but fully integrated
with NHA IT platform;
◗ States that use a
combination of the first two
i.e. partially using NHA IT
platform and partially using
their own systems

PM-JAY utilises the
Aadhaar platform during
beneficiary identification
(non-mandatory). The
platform harnesses to power
of de-duplication and
biometric authentication
which minimises the
possibilities of frauds under
the scheme. PM-JAY has
adopted several learnings
from the highly successful
Aadhaar platform. NHA
decided to go completely with
an open source stack in
alignment with MietY's open
source policy. This has
brought significant reduction
in the cost of ownership of the
PM-JAY IT platform. Like
Aadhaar, PM-JAY has several
open APIs that provide
flexibility to states.

For example, Uttarakhand
is covering all residents of the
state – anyone with
Uttarakhand election/voter
card or ration card is
included by extending BIS,
using our APIs. The open API
architecture is also being
used to integrate with states
which have an existing claims
processing software, such as
with Tamil Nadu. NHA's
systems are also designed for
scale and performance. We
currently support over two
lakh CSC users, over 15000
Pradhan Mantri Arogya
Mitras (PMAMs) and more
than 2,000 approvers and
state team members who
monitor the system.

What are the security 
postures in place to make
this mammoth scheme safe
from data breach?

NHA published the data
security and privacy policies
even before the scheme was
launched, demonstrating the
importance this plays in the
organisation. Our policies
were formulated on the basis
of recommendations of the
upcoming data privacy and
controls specified by ISO
security standards. The NHA
platform itself is hosted
within a secure environment
that uses some of the best
technologies in the ever-
evolving world of security.
Keeping vigil on security and
privacy is an on-going
activity. NHA has also put
together a security and
privacy team which works
with our various vendor
partners to ensure
compliance with our policies.
Regular audits, third-party
assessments, use of
encryption to secure private
data, are the measures used
to keep the system secure
against the possible attacks.

What are IT initiatives
planned to further 
solidify the scheme?

Data analytics, machine
learning and several other
technologies are the areas
being closely looked at by
NHA. The first area where we
are applying these, is for
fraud detection in claims.
Today's technology is really
powerful in finding patterns –
such as which doctor's claims
have different patterns from
their peers across the
country. Big data and
analytics is the key for
effective monitoring and
evaluation. NHA is looking at
how technology can help in
measuring hospital quality,
accurate costing of
procedures and deeper
engagements with
beneficiaries. Over the next
year, we hope to partner with

IRDAI to look at how much of
the technology investments
that NHA has made can be
used to support the overall
health insurance industry.
Going forward, we intend to
strongly build the ‘Voice of
Customer (User)’ to continue
to improvise our processes,
policies and IT. This will be
enabled through in-bound
and out-bound calls through
our call centre and other IT
enabled initiatives.

Integrations are key to
allow for convergence of PM-
JAY with other state schemes
for expansion of the
beneficiary base. This will be
done through an agreed data
exchange mechanism and
technology enabled gateway.
Other strategic initiatives
such as mobile-first (mobility
as a channel), quality
certification to improvise
quality of care, are being
institutionalised to provide a
robust technology enabled
platform for the scheme to
grow upon.

What best practices 
have you implemented
while building the IT
infrastructure?

NHA has adopted
the IndEA framework,
an enterprise
architecture model
that provides a
comprehensive set of
world class processes
and practices for
government ICT
programs. NHA
decided to proceed
with its cloud based
IaaS and PaaS in a
Government
Community Cloud
(GCC) with primarily
all open source licenses for
hosting the entire PM-JAY
ecosystem due to the
following factors:
◗ Availability of CSPs
empaneled by Ministry of
Electronics and Information
Technology (MeitY) with
provision of GCC hosting
◗ Availability of MeitY
guidelines with scope and
services for cloud hosting
◗ No physical procurement
involved as everything is
provisioned by the CSP is 
as service
◗ Availability of data centre
and disaster recovery
location in different 
seismic zones
◗ Provision of IT
infrastructure and other
software licenses on demand
with scalability (both upscale
and down scale)
◗ No requirement for hiring a
system integrator for
implementation and
management of IT
infrastructure as these
services are provided 
by the CSP
◗ 24/7 services for both
implementation and
monitoring of IT
infrastructure

◗ No requirement for
purchase of monitoring tools
as CSP monitors the entire
infrastructure and access of
the tool is provided the client
◗ Agility and ease of change
as the business IT landscape
evolves and transactional
data volumes start 
shooting up. 

NHA recently won the
Presidential award for both
enterprise architecture and
security at the 2019 Open
Group awards.

How IT is helping in ensur-
ing smooth functioning of
the scheme, especially in
remote areas where inter-
net connections are poor
and hospitals lack ade-
quate IT infrastructure?

The ability to monitor most
aspects of the scheme is near
real-time, which is one of the
key benefits of the IT system.
NHA has a comprehensive set
of KPIs that help understand
how a well a state is
implementing PM-JAY. NHA
regularly reviews these KPIs
and is able to support states
as-and-when challenges are
identified. PM-JAY 
benefits are mostly for
hospitalisation, both
secondary and tertiary care.
We have found that most of
these facilities are in well-
connected areas with decent
connectivity. There are a few
facilities in the North East
and some districts in states
like Chhattisgarh, where
connectivity is still lacking.
The healthcare facilities in
these locations have been
provided with an offline
method to identify
beneficiaries and process
claims. We are continuously

working on enhancing our IT
outreach to such states
through various initiatives
currently under PoC, like
implementation of CDNs,
delayed connectivity
features, etc.

Which states have moved
the fastest in absorbing
the AB-PMJAY? How 
critical is the role of 
technology?

PM-JAY was launched with
28 states joining the scheme

on September 23, 2018.
This would not have
been possible without IT
being provided to the
states in a hosted
manner. States like
Jharkhand, which did
not even have a health
insurance scheme, have
managed to empanel 600
hospitals and treat
95,000 patients for free
within six months of the
launch. IT has also
provided flexibility; for
instance, Jharkhand
offers PM-JAY coverage
to anyone with a BPL

ration card in the state. The
open API approach has
ensured that states could
rapidly integrate and
configure the IT system to
meet the states’ needs.
Existing states that
converged the scheme with
PM-JAY like Tamil Nadu and
Karnataka have managed to
integrate the same in a couple
of months. Portability has
also been a big benefit
brought out by the scheme.
Technology has helped people
with cancer, cardiac and
other tertiary care diseases
to seek care outside their
states in some of the top
medical institutions in the
country. This was not possible
prior to PM-JAY.

How are you using analyt-
ics to make the scheme
more sustainable and elim-
inate frauds?

In the area of fraud
analytics, a PoC has been
initiated with top global
analytics firms and start-ups,
including SAS, MFX, Lexis
Nexis, Optum and Greenojo,
for triggering suspect
transactions and entities
through rule engines and

artificial intelligence layer.
The teams have started
creating the triggers and
results will soon be shared
with states on a regular basis.

What kind of IT related
training is imparted to the
Arogya Mitras in collabora-
tion with National Skill
Development Corporation
(NSDC)?

Intensive training for
Pradhan Mantri Arogya
Mitras is done on running the
Beneficiary Identification
System software to identify
and verify the beneficiaries,
and Transaction
Management System
software to carry out
treatment at the hospitals.
PMAMs are trained
intensively for three days on
these IT systems. In addition,
orientation about the scheme,
grievance management
system and other soft skills is
imparted. Since the launch of
the scheme, more than 15,000
PMAMs have been trained
and are working in all the
empanelled hospitals. These
trainings have been done
through various channels like
direct training by state health
agencies, in partnership 
with NSDC and other
stakeholders.

How many ministries,
departments, state agen-
cies and government bod-
ies – both central and
states – are involved in
operationalising 
AB-PMJAY?

An independent
autonomous body in the form
of a National Health Auth
ority (NHA) has been set up to
implement and manage PM-
JAY at the national level.
Headed by a full-time CEO,
NHA is responsible for
implementing the scheme
across the country. It is
governed by a Governing
Board, chaired by the Union
Minister of Health & Family
Welfare and has 11 members.
To implement the scheme at
the state level, states have
formed State Health Agencies
(SHAs) in the form of a
society/trust. SHAs have full
operational control over
implementation of the
scheme in the state.
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Beneficiary Identification || 12-week progress  
130% increase in the month of January 2019

Preauths Requested & Claims Submitted || 12-week progress
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Claims Submitted (Total: 750k, Amount: INR 984 Cr

Preauths Requested (Total: 2021k, Amount: INR 1379 Cr

States No. of 
empaneled
hospitals

Andaman & Nicobar 3

Andhra Pradesh 660

Arunachal Pradesh 2

Assam 153

Bihar 631

Chandigarh 12

Chhatisgarh 1332

Dadra and Nagar Haveli 4

Daman And Diu 4

Goa 4

Gujarat 2987

Haryana 357

HimachaI Pradesh 198

Jammu and Kashmir 150

Jharkhand 585

Karnataka 880

Kerala 446

Lakshadweep 1

Madhya Pradesh 212

Maharashtra 488

Manipur 15

Meghalaya 152

Mizoram 104

Nagaland 59

NHCP 21

Puducherry 1

Sikkim 7

Tamil Nadu 2180

Tripura 64

Uttar Pradesh 1637

Uttarakhand 184

West Bengal 1240

Grand Total 14773

PM-JAY STATUS UPDATE

In the area of fraud
analytics, a PoC has
been initiated with
top global analytics
firms and startups

1,08,03,718

10 % non-Aadhaar

90 % Aadhaar

Hospitals empaneled  till date

13,967

50%

Private

Public

88% 90%86%

50%
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For Reliance General
Insurance, the current
financial year has been

good and consistent in the last
few years. 

On the technology front,
the company’s commitment
to technological
advancement has been
underpinned by its IT spend
in recent years, which has
resulted in digital interactive
communication with
customers through
WhatsApp integration, AI
enabled bot for customer
servicing and sales quotes.

Recently, Reliance General
Insurance came out with
virtual assistant RIVA. How
has been your experience
with it?

RIVA (Reliance Interactive
Virtual Assistant), our
interactive chat-bot on our
Facebook Messenger and on
the website is exceedingly
doing well. It offers many
services on its platform like
generates a policy quotation,
accepts claim intimation, and
provide claim status and
policy copy in less than a
minute to our customers. The

Indian customers are very
much habituated to a
technology-based interaction.
For example: We can see how
WhatsApp is commonly used
in the country and hence we
have also gone with the
company being on WhatsApp.
This is supported by RIVA
which works and meets
customer’s expectations on
the real time basis.

The insurance industry
seems to be very dry, there
is hardly any engagement
with consumers after sales.

Do you think that may
change with the adoption of
Artificial Intelligence,
Internet of Things and 
chatbots?

It was not long ago that
buying an insurance policy
was a time-intensive and
confusing task. Today, the
customer can get real time
advice to buy policy, pay
premiums and file claims on
their mobile phone. This
digital revolution started with
on boarding of customers and
is now expanding in claim-
processing, product-

personalisation and other
engagements. The processes
are user friendly and foster a
consultative and real time
approach.

Our commitment to
technological advancement
has been underpinned by our
IT spend in recent years,
which has resulted in digital
interactive communication
with customer through
WhatsApp integration,
artificial intelligence enabled
bot for customer servicing and
sales quotes. Therefore,
looking at this, we completely
believe, technology will play a
big role in supporting human
decision in times to come.

In your view, what are the
major challenge the 
general insurance industry
faces?

The appalling lack of
awareness with respect to
insurance products is a big
issue plaguing the Indian
insurance sector. This has a
ripple effect that has resulted
in an under penetrated
insurance market. A lot of
people unknowingly carry risk
till an event happens. In a
scenario where homes have
been affected by various
cyclones and floods, people
can hedge their financial
losses through home
insurance. Further it is
important for people to really

understand the policy
coverage’s as all policies are
not the same.

Another challenge we face
in this industry is lack of
customer contact. It is
advisable to make the contact
mandatory so that the right
number is shared with the
insurance company, and real
time services can be delivered
to customers, especially at the
time of claims.

How has been the 
current financial year for
Reliance General
Insurance?

The cur rent financial year
has been good and consistent
in the last few years. We have
seen a topline growth of 21 per
cent for half year ending for
September 2018, which is far
better than the industry
growth of 13 per cent for the
same period previously. The
bottomline has also grown
commensurate to the growth
of the top line.

What are the segments that
you see may drive the
demand for Reliance
General Insurance services
and products?

For FY 2018, most of our
verticals and segments like
Motor, Fire and Health, we
have witnessed higher growth
rate than the industry as
compared to FY 2017.

Tech to help insurance industry meet 
customer expectations in real time
IN AN EXCLUSIVE INTERVIEW with Express Computer, Rakesh Jain, ED & CEO, Reliance General Insurance shares that
technology will play a big role in supporting human decisions in times to come and the insurance industry will use it to
improve customer experience and offer real time services. By Mohd Ujaley 

What was the need for the
bank to consider a technol-
ogy like blockchain?

Blockchain has many
advantages. The technology
is designed to be immutable,
and once information is
written to a blockchain, it
cannot be altered. This has
tremendous benefits for our
industry. In any supply chain,
there is a long chain of
participants. With the use of
blockchain, you can bring in
transparency and consensus
more efficiently.

We were the first bank in
the country to embark on the
journey of blockchain. Using
blockchain technology, the
bank executed transactions
in international trade finance
and remittance in
partnership with Emirates
NBD, a leading banking group

in the Middle East. We scaled
this up subsequently, and in a
span of two years, we had
successfully on-boarded over
250 corporates on our
blockchain platform for
domestic and international
trade finance, the most by any
bank in India.

What was the impact?
The blockchain application

created by ICICI Bank
digitises the paper-intensive
international trade finance
process as an electronic,
distributed and unalterable
ledger, and gives the
participating entities
including banks the ability to
access a single source of
information. It enables all the
parties- buyers and sellers
across domestic and
international locations, all

branches and locations of
ICICI Bank in the country and
overseas, to view the data in
real time. It also allows them
to track documentation and
authenticate ownership of
assets digitally and execute a
trade finance transaction
through a series of encrypted
and secure digital contracts.
Further, it allows each
participant to check online
the status of the application
and transmission of original
trade documents through a
secure network.

What are some of the
biggest learnings from this
initiative, and what advice
would you give to some of
the corporates who are
looking at adopting
blockchain?

For blockchain to succeed,
there has to be complete
collaboration between all
stakeholders. One also has to
pick up a few initial processes
to experiment and pilot. In
our case, we picked up trade
finance and remittances. One
also has to understand that
blockchain is not like any
other technology project. This
requires collaboration skills,
and the team has to be
entrepreneurial in mindset.
Pilots have to be done quickly,
and tested out in the market.
Disruption, I believe, is the
outcome of a series of many
incremental efforts.

‘We are the first Indian
bank to embark on the
journey of blockchain’
EMERGING TECHNOLOGIES are always risky. When executed well,
they seem great, but when they fail, the downside can be huge. ICICI
Bank, has undertaken a series of big bets on emerging technologies,
and it is always interesting to know the bank’s perspective on the
approach taken for adopting these technologies. To understand the
bank’s approach, Srikanth RP spoke to Abhijit Singh, Lead – Strategic
Initiatives, Blockchain, ICICI Bank

Srikanth RP

srikanth.rp@expressindia.com

HDFC Bank has always
been a bank of scale.
Once the bank is

convinced of an emerging
technology, it rapidly scales it
up across the organisation.
Take the case of AI. EVA, its

AI-powered chatbot, was
used by the bank to just
answer basic customer
queries. Today, the bot can
handle transactions on like
bill payments, ticket booking,
etc. Eva has already
answered more than five
million queries with more
than 85 per cent accuracy.
The chatbot holds more than
20,000 conversations
everyday with customers
from all over the world.

“Our intent is to embed AI
in every business process.
We see huge potential for AI
and its impact for radically
improving the efficiencies,”
states Munish Mittal, Group
Head - IT & CIO, HDFC Bank.
A case in point is the
signature verification
process for clearing the

cheques. The bank is
using machine

learning with
almost 80 per

cent accuracy
to process

more than 2.5
lakh
cheques a
day.

The
bank
also
uses

an intelligent AI-enabled bot,
which is used for improving
the efficiency of the credit
decision process. Eye balling
is of paramount importance
in the credit decision process,
and the bot mimics a human
by eye balling the customer
demographics for those who
have applied for loans against
the already existing base.
The bot can crosscheck
multiple columns for
matching and cross checking
it with available information.
This parallel processing
ability of the bot to work on 10
probable matches at once,
instead of a human doing it
one by one, improves
efficiencies by a huge level.

Munish Mittal says that AI
is now being looked for
automating every possible
process. “We are looking at
using AI for understanding
the preferred channel that
the customer wants to be
reached out or be connected.”
The bank is also using AI for
processes such as
underwriting, credit score
and for credit card payment
checking. For improving its
cyber security posture, the
bank is looking at AI for
anomaly detection in its
Security Operations Center.

HDFC banks on AI
to take efficiencies
to a new level
FROM ANSWERING queries, detecting fraud 
and improving its information security posture,
HDFC Bank is leveraging AI for a huge number 
of use cases

It was not long ago that
buying an insurance policy
was a time-intensive and
confusing task. Today, 
the customer can get real
time advice to buy policy,
pay premiums and file
claims on their mobile
phone. This digital
revolution started with 
on boarding of customers
and is now expanding 
in claim-processing,
product-personalisation 
and other engagements.

Rakesh Jain,        
ED & CEO, 
Reliance General Insurance

Our intent is to embed AI in every
business process. We see huge potential
for AI and its impact for radically
improving the efficiencies

Munish Mittal,         
Group Head-IT & CIO, HDFC Bank.

Blockchain has many
advantages. The technology
is designed to be
immutable, and once
information is written to a
blockchain, it cannot be
altered. This has
tremendous benefits for our
industry. In any supply
chain, there is a long chain
of participants. With the
use of blockchain, you can
bring in transparency and
consensus more efficiently.

Abhijit Singh,          
Lead – Strategic Initiatives, 
Blockchain, ICICI Bank
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Arvind
Sivaramakrishnan,
CIO, Apollo Hospitals
believes in the

technology which is effective,
consistent and replicable to
gear-up the clinical and
operational processes. “The
health system is exploring
every aspect of the disruptive
and traditional technologies
and is cautious about picking
the right blend of innovation,
which has to be a healthcare

driven combination,” says
Sivaramakrishnan.

Harnessing the 
power of data

Apollo’s IT is heavily
curbing the data generated by
the multiple health records
and is driving the intelligence
for various clinical protocols,
to facilitate adequately
managed treatment options
and continue to evolve the
clinical effectiveness 
and outcomes.

“We have partnered with
Microsoft, wherein, we have

formulated a machine
learning and artificial
intelligence algorithm to
predict the cardiovascular
disease risk scores for
individuals,” states
Sivaramakrishnan. 

“The solution was built in
collaboration between our
clinical practitioners,
technology team in
partnership with data
scientists at Microsoft. It
classifies the clinical and
social health information of
patients and the high
contributing factors leading to

cardiac diseases, thereby
assisting the clinicians in
managing the risk factors,”
he says.

The hospital is leveraging
AI and ML to effectively guide
patients and clinicians, so that
the clinical outcomes are
further increased to the
highest possible levels while
ensuring the best quality and
safety. In this regards, Apollo
Hospital is running a program
named 'SUGAR', which is a
combination of mobility,
intelligence, and clinical
protocols, driven by big data

analytics. The program
effectively manages diabetes
patients, so that they are kept
within the permittable range
of diabetic symptoms and
disorders.

Also, the hospital’s
clinicians are constantly
working with the technology
teams, in order to build
intelligence into clinical
pathways and protocols,
which are used to administer a
treatment regime.

“We are using a
combination of big data
analytics, coupled with the
clinical expertise, for
managing infection control
and antibiotics’ resistance
patterns for highly vulnerable
patients. Advanced analytics
is helping the hospital in
reducing the length of the
patient’s stay and prevent
them from further
complicating their stay at the
hospital” he adds.

Reducing queues at 
the hospital

Digital is definitely a
powerful solution to improve
efficiencies in the healthcare
sector. In order to streamline
the patient’s appointments
with doctors, the hospital had
introduced a mobility solution
named ‘Ask Apollo’. It is a
combination of mobility and
cloud-based services.

The mobility solution helps
in interpreting the customer’s
expectations, improving the
operational efficiencies 
and reducing crowd in the 
waiting areas.

Balance in skillsets to 
complement AI

AI isn’t just about the
framework, it’s also about
getting the right skill set. “We
require high talents in terms
of the clinical experiences,
capable to define the problem
statement and interpret the
data, coupled with the ethical
clinical practices and
approaches,” he highlights.

Data scientists know how
to generate algorithms and
models based on the data, 
and the technology, 
keeping a sustainable
compute environment.
Sivaramakrishnan says, “We
have integrated clinical
quality professionals who are
ensuring that this is compliant
with all the ethical practices
and the degree of quality that
is required. Since the
personalised algorithm is not
the standalone piece of
technology, the team
constantly works to ensure
that they integrate the
personalised algorithm back
to the standard operational
practices.”

Apollo Hospitals is

leveraging AI and ML as the
fundamentals of their DNA.
Hence, they are completely
integrating, engaging with the
right talents to embark on
implementing pathbreaking
algorithms and solutions to
deliver the best healthcare
services.

Apollo Hospitals adopting a combination
of disruptive, traditional technologies
APOLLO
HOSPITALS
HAS 
INTRODUCED
‘Ask Apollo’ a
mobility 
solution, 
which is a 
combination of
mobility and
cloud-based
services

Salvi Mittal

salvi.mittal@expressindia.com

Cipla is the third
largest pharma
company in India, an
Indian multinational

pharmaceutical and
biotechnology company,
headquartered in Mumbai.
The company is primarily into
developing medicines to treat
respiratory disorders,
cardiovascular diseases,
arthritis, diabetes, weight
disorders, depression and
other medical conditions.

“At Cipla, we are
unleashing the power of
digital in terms of reaching out
to the customers, healthcare
practitioners and eventually
running an engine which feeds
into our key strategy
processes,” says Kedar
Upadhye, Jt President &
Global CFO, Cipla Limited. 

Upadhye speaks about
embracing digital to enable
underlined processes in
manufacturing, product
development, on-ground
activities, etc. The intention is
to reduce the time to market
by deploying digital tools in
integrated product

development and taking
laboratory discoveries to the
shop-floors compliantly
through systems like
Laboratory Information
Management System, 
SCADA, etc.

Robust infrastructure
Hence, digital for Cipla is a

very strategic in vision and it
is about developing the
products which meet the
needs of the patients and pass
through a compliant
manufacturing infrastructure.
“We have a robust
infrastructure for finance, HR
and supply chain processes,
so digital is wide ranging for
Cipla,” he states.  

Digital is embedded in
business planning and
executions, each critical area
in the value chain, and
according to Upadhye, has a
clear approach for digitised
operations. 

“The leadership has put an
articulated vision to digital.
For example, the entire field
force is to be moved to a digital
detailing platform in the next
12 to 15 months. Second target
could be to reduce the down
time by 20-30 per cent at the

company’s global
manufacturing set-up where a
cloud-based architecture has
to support the commercial and
portfolio decisions. These are
some of the goals that adds
value and a sense of urgency
to the digitised roadmap,” 
he explains. 

Practical and strategic
decision making is facilitated
through real-time
information. Tools like
advanced analytics and those
used at business warehouses
highlight areas which require
focus, rather than targeting
multiple actionable items.
Therefore, a large amount of
data is converted into KPIs
which provides insights
against the previous period’s
targets, or competition.

Supply chain is end to end.
From procurement of the raw
material to the dispatch of
goods to the customers,
digitisation is helping the
company build a strong
integrated supply chain
network, and is helping them
to manage efficiencies, the
cost of supply chain, services
rendered to customers and
investments in inventories
and infrastructure.

Faster decision making
Since invoicing happens in

high volumes, Upadhye
mentions that the deployment
of a chatbot for the financial
operations, to process the
travel invoices. 

The company is very
enthused about the potential of
robotic automation, currently
at various stages of utilisation
in the accounts payable area
and tax declaration with zero
documentation. This has
enabled Cipla to streamline
operations generating
financial benefits, compliance
and HR benefits. The employee
consequently experiences a
truly simplified digital
automation process with a
click of button. 

Automated workflows have
been introduced for inventory
reserve calculation for GAAP
accounting filings. 

Upadhye further highlights
the business outcome
achieved from RPA. It gives a
delightful experience to the
organisation, its partners and
customers. Since everything
becomes scalable, the
resources required to perform
the multiple transactions
reduce substantially and can

be repurposed to high-end
work which adds more value.
This is much better than being
stuck in the manual
processes.

“RPA itself is very objective

in nature. Powered with
analytics and database, and
being cloud-based, there is
enhanced security whereby
the accuracy of problem-
solving increases enormously.
It offers a fact-based,
prioritised decision making,
and the effectiveness of
managerial decision-making
is enhanced,” Upadhye states. 

Connecting manufacturing
and supply chain

“To fulfill the dynamic
demand of serving all, we
have transformed our supply
chain by hooking up all our
production machines to
collect real-time feedback,”
he explains. 

This Manufacturing
Execution System (MES)
automates material flow and
accurately captures cost-
information with a paperless
workflow in turn reducing
waste, re-work and scrap.
This information will help to
increase the volumes while
maintaining quality. 

In the very key area of
pharmacovigilance, Cipla was
the first in Asia Pacific to
upgrade to cloud-based
solution. Besides being
completely scalable, the
upgrade enhances compliance
with E2B exchange and
periodic reporting, allows
global case processing and
speeds up case review.  

Improving employee
productivity

In comparison to the pen
and paper mechanism of the
past, Closed Loop Marketing
system helps the sales force to
have meaningful discussions
within a short face time in the
doctor’s chamber. The CLM
system automatically analyses
physician preferences and
arms the sales force to deliver
personalised content that
closely matches physicians’
interests. The accompanying
e-detailing software displays
and manages visual aids such
as presentations, reprints, and
even animations. As it does so,

it captures the interactions
between reps and physicians
by recording which items are
viewed and for how long. The
software also automatically
calculates expenses borne by
the employee during his visits. 

Laboratory Information
Management System (LIMS)
can control, manage, organise
and document information in
the labs. This system digitises
data generated during
management of sample,
instrument, stability and for
micro parameters. It can
further automate data
collection and reduce risk of
human errors during
transcription, resulting in
perfect batches. Electronic
Lab Notebooks help to capture
data during research and
track phases of product
development by automating
the documentation process. 

LIMS helps in improving the
productivity by facilitating
collaboration, sharing of
information improving
accuracy and precision of
research. 

VR/AR technologies are
also being in training
employees on SOPs and plant
maintenance. 

When it comes to patients,
everything from the CiplaMed
website to the recent
partnership to make a multi-
lingual clinically-validated
digital disease management
platform available to patients
living with diabetes or
cardiovascular diseases is an
attempt to leverage digital.
“For patients, it is a form of
empowerment and they take
charge of their health. For us,
it constitutes a way to go
beyond the pill and contribute
to shaping the healthcare
ecosystem through solutions
that target awareness,
diagnosis, treatment,
compliance and well-being of
patients,” mentions Upadhye.  

“Further, we are upgrading
our inhalers with IOT devices
to help in patient education,
drug adherence and dosage
administration,” he adds.  

How Cipla is embedding digital into its
business planning and execution
AT CIPLA,
INDIA'S third
largest pharma
company, 
digital is an 
integral part of
the strategic
vision and is
embedded in the
value chain 

At Cipla, we are unleashing
the power of digital in terms
of reaching out to the
customers, healthcare
practitioners and eventually
running an engine which
feeds into our key strategy
processes

Kedar Upadhye,        
Jt. President & Global CFO, 
Cipla

We are using a combination
of big data analytics coupled
with the clinical expertise for
managing infection control
and antibiotics resistance
patterns for highly
vulnerable patients 

Arvind Sivaramakrishnan,    
CIO, Apollo Hospitals
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Headquartered in
Manesar, Haryana,
UNO MINDA Group
is a conglomerate

comprising of several
companies that manufacture
diverse range of auto
components for Indian and

international OEMs. UNO
MINDA has 59 manufacturing
plants globally, with a
workforce of more than
20,000 personnel.

Parna Ghosh, Vice
President & Group CIO, UNO
MINDA Group is responsible
for the strategic initiatives in
IT and driving digital
transformation across the

group. Ghosh is focused on
ensuring that the group is
relevant and innovative in the
entire information technology
gamut. UNO MINDA Group
has more than 25 product
lines and footprints globally,
hence, connecting the entire
organisation under a single
umbrella, is imperative.

The group is keeping itself

abreast with digital
technologies to be sustainable
and significant in the market,
and deliver an integrated
planning view for maintaining
transparency within the
various organisational
functions, along with, offering
the top management and shop
floor management, a faster
decision-making platform.

The group has rolled out
the SAP S/4 HANA as the core
digital platform, in order to
enhance the connectivity with
SAP and the surrounding
applications which could be
digital or mobile.  

It has also digitally
connected approximately 350
suppliers, who were earlier
communicating through
emails. Now they are
embracing a supplier’s portal,
backboned by analytics for
visibility and transparency in
the supply chain.

“We have an SAP data
warehouse, where we are
developing analytical,
historical, prescriptive and
predictive dashboards for the
top management for
supporting decision-making,”
explains Ghosh. 

IoT for production line
The group is connecting

manufacturing plants with
Internet of Things (IoT)
platform. It has collaborated
with an Indian startup, which
uses best-of-the-breed IoT
platform and has developed
applications and interfaces in
the fore and adopting best
practices in the relevant areas
of Industry 4.0.

The IoT solution connects
the machines and production

lines, which required zero
manual intervention for data
capturing. The data is
automatically transferred
from the production lines to

the SAP systems in real-time.
“The objective is to reduce

the manual effort of data
capturing. Since the auto
ancillary businesses are highly
manpower intensive, driving
efficiency and higher
productivity is the key focus
area and bringing in customer
satisfaction and quality is the
outcome for the Industry 4.0
initiative. Secondly, digital
gives us a competitive edge and
enhanced customer
experience. We have already
witnessed improved
efficiencies in the plant
equipment and assets,” states
Ghosh.

The solution keeps 
a close tab on the energy
consumptions and maintains
accuracy in the
manufacturing plants. It
tracks the machines' and
assets' productivity. The IoT
solution is currently live in
four plants and gradually,
UNO MINDA plans to 
expand the solution to 
other plants. 

Now, Ghosh is upgrading
the IoT solution with
integrated planning view
dashboard for the supply
chain, capacity, human
resource and production
planning, on a single
platform. 

UNO MINDA Group leverages digital
tech for competitive edge
UNO MINDA GROUP is a leading supplier of automotive components to original equipment manufacturers (OEMs) globally.
Industrial IoT has helped the group to improve efficiencies across its manufacturing plants in India 

Salvi Mittal

salvi.mittal@expressindia.com

Hari Marar, MD &
CEO, BIAL is lever-
aging the technologi-
cal innovations at

the Kempegowda
International Airport,
Bengaluru (KIAB) to offer a
seamless travel experience to
passengers and creating a
future-ready airport.
Bangalore International
Airport is the third largest
and busiest airport in India.

Bangalore International
Airport is embarking on a
transformational journey and
is leveraging IoT, AI, and ML
for quick reactions to the pro-
vision of passenger facilities
across the airport and
enhance airside performance,
enabling on-time departures
of flights. A robust IT infra-
structure to support future
technologies, with the use of
business intelligence, AI, and
deep-learning algorithms will
facilitate transformation as

the terminal at BLR Airport
evolves, while always ensur-
ing that data security is cen-
tral to all processes.

Biometric and paperless
boarding

BIAL is currently planning
the implementation of the Digi
Yatra biometric boarding sys-
tem. From entry into the air-
port campus till boarding the
aircraft, every point in the
passenger’s travel through the
airport will be touched by var-
ious aspects of technology.

With the implementation
of Digi Yatra – subject to
MoCA and GoI developing the
platform – the passenger’s
face will become the single
biometric token – there will
be no more inconvenience of
showing an eTicket/ boarding
pass/ identity card at various
locations.

Marar explains, “To use
this technology, the passenger
must create a DigiYatra ID
with a one-time validation of
his/ her Aadhaar or any other

Government-approved ID, fol-
lowed by one-time facial recog-
nition at the airport kiosk.”

The rollout will be phased
and will start with one domes-
tic airline and scale up sys-
tematically over the next 
few months.

Frictionless check-in and
check-out

BIAL has launched the self-
bag drop facility to enhance
customer experience; 16 fully-
automated self bag drop
machines have been deployed
to accelerate the baggage
transaction and reduce check-
in queues. The bags are meas-
ured, weighed, scanned and
automatically fed into the bag-
gage handling system, thereby
enabling the check-in process
to be completed in approxi-
mately 45 seconds.

As many as 32 brand new
self-check-in kiosks are
planned to be installed to
print boarding passes and
baggage tags. These kiosks
have been specially designed

for BLR Airport. The imple-
mentation of smart security
lanes with automated tray
retrieval will integrate securi-
ty screening with the latest
technological innovations to
facilitate more accurate
screening and higher through-
put, making the process more
pervasive, but less invasive.

“Passengers will breeze
through the security-check
area in less than five minutes,
reducing stress levels for pas-
sengers. Our concerted efforts
are to introduce innovative
and interactive digital solu-

tions which will create value
for our passengers and con-
cessionaires” he asserts.

Advanced analytics for
deepening the experience

The BI and analytics plat-
form is currently under execu-
tion at BIAL and, amongst the
many other benefits to the
enterprise, specifically for
passengers, it would help the
airport understand passenger
reporting patterns, processing
times, resource usage, there-
fore enabling the dynamic
scale-up of resources. This is
based on the correlation of
data from various external
data sources like weather,
traffic, flight status, social
media and analytics from vari-
ous BIAL internal systems.

Analytics will also be
applied using algorithms and
deep learning algorithms
built on the platform,
enabling enhancement in pas-
senger service and experi-
ence, reduction in the
queue waiting times and
improvement in
process efficiencies.
The BI and analytics
platform will be valu-
able, on both on a
tactical interventions
level as well as from
a strategic planning
perspective, giving
BIAL the ability
to deliver
enhanced
services
to the

passengers at the airport.

Sustainable airport
“Sustainability remains a

key pillar as operations at
BLR Airport are conducted in
a responsible manner with
various measures that enable
us to aspire for the highest
environmental sustainability
recognition,” says Marar.

Hence, in order to create a
sustainable building, Marar is
launching an IoT platform and
Smart Aerocity initiative to
manage various devices,
equipment, etc. These IoT
solutions will help in collating
and analyse the data from
multiple devices across the
campus, like street lights,
HVAC, energy and water
meters, temperature and
weather sensors, electrical
equipment and many others.
The data will further be
processed using algorithms to
fuel efficiencies, proactive

maintenance of equipment
to reduce downtime

and enhance serv-
ice levels.

Sharing of
relevant infor-
mation with
passengers
on an API

ecosystem
will lead to a

reduction

in passenger anxiety related
to air travel.

“BLR Airport will continue
to lead from the front in trans-
forming air travel in India by
leveraging technology. The
technology used by BIAL will
be advanced, yet simple
enough for Indian consumers
to easily adapt and experi-
ence, and at the same time, it
will be secure and efficient,
thereby safeguarding cus-
tomer privacy. Towards this,
we have an efficient team 
that is continually devising
ways to bring new technolo-
gies to airport operations,”
Marar adds.

Digital transformation and
innovation 

BIAL signed a five-year
agreement with Accenture in
2017 to create the Bangalore
Airport-Accenture Innovation
Centre (BAIC) on the Airport
Campus. The agreement is
the centerpiece of their digi-
tal transformation pro-
gramme and covers both dig-
ital transformation and inno-
vation. BIAL has a team
working on about 16 new 
digital initiatives that are in
various stages between 
conceptualisation and
deployment.

BIAL also has an agree-
ment with Unisys for the
development of sophisticated
algorithms that, over time, will
use AI and ML capabilities to
enable them to make
informed and sophisticated
decisions about every aspect
of the business.

He further says, “This
project is going to be central
to the way we reshape our
business, and our partnership
with Unisys is structured over
a five-year period that allows
us to build up our in-house
capabilities over the course of
the partnership. We strongly
believe that in the future,
technology will be at the heart
of airport operations.”

Here’s how Bangalore International
Airport is betting big on IoT, AI & ML
BIAL TO 
IMPLEMENT
DIGI YATRA –
the passenger’s
face will become
the single 
biometric 
token – there 
will be no more
inconvenience 
of showing an
eTicket/ boarding
pass/ identity
card at various
locations 

The technology used by BIAL will
be advanced, yet simple enough
for Indian consumers to easily
adapt and experience, and at the
same time, it will be secure and
efficient, thereby safeguarding
customer privacy

Hari Marar,        
CEO, BIAL

We have a SAP data
warehouse, where we are
developing analytical,
historical, prescriptive and
predictive dashboards for
top management for
supporting the 
decision-making

Parna Ghosh, 
Vice President & Group CIO at UNO
MINDA Group 
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Headquartered in
Bangalore, Indian
foodtech startup,
Swiggy, provides

food ordering and delivery
solution from nearby
restaurants to its customers,
across India. “Our vision is to
transform Swiggy as an AI
first company, which gives a
unique way to rethink the
business for a company which
is powered by AI at its core,”
says Dale Vaz, Head of
Engineering, Swiggy.

Acknowledging that
digitalisation is transforming
the ways foodtech companies
provide dining experience and
do business, Vaz indicates
that as the industry is
undergoing a technology
disruption in terms of
embracing new age

technologies, online food
ordering is becoming more
eminent in India. Swiggy is
harnessing the hyper-local
and hyper-personalised
experience, with its
exponential customer growth. 

“Swiggy is the unique
combination of technology,
ML and algorithms, which is
backed-up by extremely
strong business and
operation suite. We bring
together very carefully
artifacted/crafted symphony
between technology and
people, which is driving the
experience powered by the
people on the ground, our
business, and operations
team,” states Vaz, adding that
they are matching up the
demands in the three-way
market place, i.e, customers,
restaurant partners, and
drivers; and meeting the
customer’s demand within

the promised delivery time.
The major action happens

in a matter of a few minutes.
Hence, Swiggy ensures that its
customer finds a restaurant,
communicates the order to the
restaurant and ensures that
the driver reaches to pick up
the food and gets it delivered
to the customer in the most
efficient manner.

“With this intricate model,
we have underlined various
other complexities, i.e.,
traffic, weather conditions,
different levels of challenges
with drivers, and various
sophistication levels that
individual restaurants follow,
etc. We assure/ensure to
provide highly reliable
customer experience within
the given supply chain, for
every single order” he
explains.

Food and customer 
intelligence

Currently, Swiggy has 1.7
lakh delivery partners, more
than 75000 restaurant
partners, across 120 cities.
The challenge with the hyper-
local approach is two-fold,
first, help the customers to
discover the product and
second getting it efficiently
delivered.

The food has to be
described differently for
various regions in India.
“Hyper-local discovery has
catalogue intelligence which
essentially enables us to
understand and identify the
products we sell on the
platform. It collects
intelligence about the product
and identifies the similarities

within the products and ways
a customer would relate
himself with a specific
product,” says Vaz, adding
that the second is customer
intelligence, every customer
has a very precise taste. They
closely track the need of the
customer and the trends
within their buying behaviour. 

Churning out the data
Swiggy has terabytes of

data and has built an in-house
data warehouse, where they
collect data signals from all
types of interactions, i.e,
consumers, drivers, the
restaurant partners and their
interactions. 

One of the features on
Swiggy’s mobile application
is where they provide the
customers with a highly
accurate promise of delivery
time. It is an example where
they crunch billions of data
points, received on a daily
basis. These data points help
them build predictions.
Predicting which driver can
reach the fastest, traffic and
weather conditions. 

“Technology is at the heart
of what we do. Since 2017, we
have doubled our restaurant
partners and the number of
drivers. Hence, with this
rapid growth, technology is
an existential need and we
are using ML at the heart of
Swiggy, have replaced human
decision-making systems
with ML systems. We have
doubled the tech headcounts
in the last 14 months and
doubled our data science and
machine learning capacities,”
Vaz concludes.

Swiggy: Harnessing 
hyper-personalised approach 
for efficient food deliveries
SWIGGY HAS 1.7 LAKH DELIVERY partners and more than 75000 restaurant partners,
across 120 cities. The food delivery platform is harnessing the hyper-local and 
hyper-personalised experience, as it grows its customer base at an exponential rate

Mohit Rathod

mohit.rathod@indianexpress.com

The online travel
industry in India has
witnessed a paradigm

shift in the past few years.
Travel and hospitality sector
at large has been seen
adopting newer technologies
and digital platforms to
improve customer
experience. This growth in
adopting newer technologies
has become one of the prime
reasons for impact in the
sector. The dynamic pace of
disruption across
smartphone, social media,
digital space and visual
content creation has
transformed the way
consumers search, book, pay
and even submit claims and
reimbursements for travel.
With an aim to unlock the
potential of online travel and
stays as well as improve
adoption of online booking,
MakeMyTrip and GoIbibo are
leveraging technology to
enhance user experience and
reach – delivering highly
relevant and more
personalised content.

Sharing MakeMyTrip and
GoIbibo’s story, Sanjay
Mohan, Chief Technology
Officer, MakeMyTrip, says,
“We are increasingly
embracing technology to
provide best in class
customer experience while
automating operations. New
digital mediums like chatbots
have opened an advanced
dimension, leveraging
technology to take the
customer experience to the
next level. As these chatbots
mature, they will provide the
opportunity to simplify and
personalise the user
experience throughout the
travel lifecycle. GoIbibo –
through its chatbot GIA –
handles some of the simpler
customer transactions
booking, boarding passes etc,
so that human agents can
focus on more complex
interactions. The use of voice-
activated assistants – like
Amazon’s Alexa in GoIbibo’s
case – to offer hotel search
and book functions has also
begun. Bots using Natural
Language Processing (NLP)
can be deployed to
accomplish more complex
personalisation using AI for
context. NLP and AI have the
potential to add considerable
value to all types of travel-
related activities, including
allowing customers to
perform travel search and
booking, while talking in their
native languages.”

Optimised operations,
enhanced experience

With the growth in
internet penetration and
availability of smartphones,
travel has become
increasingly mobile-centric,
making travel booking
experience more customised
and personalised. As Mohan
states, the company now has
one of the cleverest customer
facing AI in the Indian online
travel space called Gia and
Myra – it is already doing
over 200,000 weekly unique
conversations not just on GI
and MMT platform, but
various chat apps like
Whatsapp, Facebook
Messenger, Amazon Alexa;
and soon on Google
Assistant.

“The use of AI is helping
take care of post booking
needs and is also helping us
extract information from

various data sets to become
more and more accurate in
predicting what a traveller’s
preferences are and make
most relevant offerings. As a
result, we have seen a 15 to 20
per cent improvement in
terms of reduced booking
time. The company is also
using AI to improve meta data
on photo catalogues given
how critical is rich visual data
to hotel search and booking
experience," informs Mohan.

Disruption ahead
Big data as a concept has

been around with regard to
multiple industries. Within
the global travel, tourism and
hospitality industry, it is
primarily the large OTAs,
metasearch players and
branded hotel chains that
have managed to use data to
bring out insights that can
help improve customer
experience, using a 
mix of segmentation,
personalisation, and 
supply-side insights.

Mohan points out, “This
data helps in better
understanding a user’s intent
of visit on the app or website –
consequently preparing a
customised user interface,
sending relevant notifications
and offers to convert 'lookers'
into 'buyers'. At the same
time, supply-side insights
help in surfacing the right
product/inventory to the
customer, thus increasing
customer satisfaction and
delight. Today, hospitality and
travel companies are
delivering real added value by
integrating artificial
intelligence into online search
and booking. The industry is
adopting an AI-first approach,
focusing on ‘relevance’ to
build powerful messaging and
product bundling capabilities
based on context and
traveller propensity. Past
behaviours can feed
computers to analyse actions
and predict future purchase.
AI in travel and tourism is
being used today to predict
travel choices, personalised
services, complete bookings
and manage in-trip and post-
trip needs. As chatbots
mature, they will provide the
opportunity to simplify and
personalise the user
experience throughout the
travel lifecycle.”

‘The online travel
industry is
adopting an 
AI-first approach’
AT MAKEMYTRIP, use of 
artificial intelligence (AI) has
resulted in 15 to 20 per cent
improvement in terms of 
reduced booking time

How is a CFO reacting to
the extensively growing
digital?

We have started as a born-
digital company, to me digital
is the crux of my mantra. If I
extrapolate that to the prod-
uct, the core offering has to
morph. In the past, we had
the door to door salesmen,
today it has taken up by the
online marketing and out-
reach, but the core product
has not changed. The pricing
has become value-based pric-
ing, the differential pricing
more based on the value that
the organisation renders to
the community at large.

The speed of the new
products coming to the mar-
ket has considerably acceler-
ated. Today the shelf life of
the product is much lower.
Now the CFO becomes the
custodian of the integrity of
the organisation, whether it
is business, compliance,
finance, etc., the basics
haven’t changed, but the way
we perform that work has
changed significantly.

So today, there is an over-
load of information, we have
been pounded with a lot of
big data and are presumed
to make sense of the humon-
gous data. We are supposed
to identify the critical meth-
ods, the correlations

between them and the sensi-
tivity of the moment and then
use those parameters to
track your production effi-
ciencies, cost reduction, etc.

Hence, to me, the emerg-
ing technologies and digital
are redefining the processes
completely, while the basics
of the goal and integrity of
the organisation haven’t
changed. The way you per-
form your business has radi-
cally changed.

Often the regulators are
left behind and they immedi-
ately introduce the new laws
to govern the change. Hence,
one has to constantly aim at
the advanced digital offer-
ings coupled with the regula-
tions. Also, the people are
determined to be aligned or
re-tuned with the changing
landscape of the product,
industry and the legislature.

Thus, keeping these
aspects in mind, how do we
plan our matrix, for example,
in the digital business, it is
my job to provide my cus-
tomer with opportunities
that would bring him back to
buy my product again. That’s
where we are taking a life-
time value view of a cus-
tomer, US$ 5 that we have
spent in acquiring a cus-
tomer could potentially give
us US$ 10 of lifetime bene-

fits. This, of course, is possi-
ble through the deep analyt-
ics applied to a larger data
sets which throw out a pat-
tern and behavioral aspect.

Hence, rather considering
a transactional view, we have

to contemplate a lifetime
customer value view, which
can only happen through
deep technology-based appli-
cations on the financial
matrix and therefore, helps
you drive the right customer
correlations.

We are leveraging analyt-
ics and data sets to have an
overall transactional view.

Being a CFO, how are you
leading the digital agenda?
What are the key elements
of your digital strategy?

Our job is to remove the
friction points that a traveller
can face and create a stream-
lined experience. Over time,
we have built the ethos of the
company, centred around the
customer, all our business
prophecies and innovations
are determined to make the
travel a seamless experience.
Within that the finance
department or me, specifical-
ly, as a CFO, I consider
myself a part of the business
and working with the busi-
ness teams, products and
technology, constantly giving
inputs, involved in every cus-
tomer interaction and mak-
ing the experience smooth.

How are you building a
finance function that has
the right people, with the

right skills, to complement
and get the most out of
new technologies?

If you don’t have the right
skill set to run the business,
then your vision and execu-
tion may differ. The abun-
dance of data is consistently
been generated, and you
have to have a team to
analyse, understand the
right tools and make sense
out of that data. Just like the
product, our people had to be
evolved, more analytics-
focused, where they were
able to get high-resolution
insights, that’s what classi-
fies a futuristic team.

At Cleartrip, largely we
are matrix driven, create the
ability for business to identi-
fy the best financial perform-
ance of the week, day or
month. This gives us a cer-
tain set of outputs matrix for
the business leaders to rely
on for decision making.

Tones of information is
floating around, it is critical
to have a skill set who knows
exactly what and where to
look and what are the tools
required to classify the data.
We are using the right set of
tools, people, to run the busi-
ness, and provide a seamless
experience and maintaining
the financial integrity of the
organisation.

How CFO of Cleartrip is
responding to the digital wave
IN AN INTERVIEW with Express Computer, Indroneel Dutt, CFO, Cleartrip, discussed
the impact of the digital capabilities on the traditional finance function. Further, he 
emphasised on building a finance team to complement the emerging technologies and
highlighted the key elements of his data-driven digital strategy. By Salvi Mittal

Now the CFO becomes the
custodian of the integrity of
the organisation, whether 
it is business, compliance,
finance, etc., the basics
haven’t changed, but 
the way we perform that
work has changed
significantly

Indroneel Dutt,         
CFO, Cleartrip

Our vision is to transform
Swiggy as an AI first
company, which gives a
unique way to rethink the
business for a company,
powered by AI at its core 

Dale Vaz, 
Head of Engineering, Swiggy

AI in travel and tourism is
being used today to predict
travel choices, personalised
services, complete bookings
and manage in-trip and
post-trip needs. As chatbots
mature, they will provide
the opportunity to simplify
and personalise the user
experience throughout the
travel lifecycle

Sanjay Mohan,        
Chief Technology Officer,
MakeMyTrip

INTERVIEW
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Express Computer
recently hosted the
first edition of
Education

Technology Summit with the
theme ‘The Next India(R)
Evolution’. Held at Crowne
Plaza, New Delhi, the
Education Technology
Summit witnessed leaders,
experts, and veterans of the
Indian education industry
come together to discuss the
trends and transformation in
the industry. It kicked-off with
an auspicious lamp lighting
ceremony, followed by a
welcome address by Srikanth
RP, Editor, Express Computer.

Gaurav Kapoor, Senior
Head - Industry Partnership,
CSR Engagements, Media &
Advocacy, NSDC gave a
keynote address on how
NSDC is blending education
with technology and
vocational training for
encashing the demographic
dividend of India. Pointing out
that the Indian education
system has come a long way to
become an education hub, he
spoke about why it is
important that the working
labour force has a creative
and productive focus. 

“As the population grows, if
employment opportunities
become limited and people
are not getting jobs, it will
lead to social unrest and we
don’t want to create this
situation in India. The
integration of education along
with skill development, which
we call the vocational
education system, is a very
important factor. We want to
see how education and
technology blend together and
I don’t consider vocational
education different from
education. In fact, it has to be
well blended within our school

systems like it is there in
many countries.”

Giving examples of how
countries like Sweden,
Finland and Norway practice
a well integrated vocational
system, which starts from
class sixth, Kapoor said that
these students start getting a
flavour of what it means to
have an alternate vocational
education. They may or may
not use it, going forward, but
most of them are trained
carpenters and mechanics.
Germany has an effective
system of dual education so
people enroll with the
companies, work as
apprentices and they also go
to higher education institutes
and do their engineering
degrees / diploma parallelly.

He further mentioned that
India too has started focusing
on building a skill university,
in Haryana, Pune, Jaipur and
Bhubaneshwar, where NSDC
is looking at blended learning
concept of dual education –
studying at the institute from
Monday to Thursday, and
Friday and Saturday go out
and working on the shop floor
in a factory. This combined
learning is crucial.

Kapoor also apprised the
audience about the recent
amendment of the
Apprenticeship Act.
“Apprenticeship is an
important concept.
Unfortunately, in our country,
besides few large corporates
and PSUs, this never took off.
Apprenticeship has to be in
this country and NSDC is
trying to promote it in a big
way. People who are doing
engineering or diploma have
to come into the labour force
in a factory, on a shop floor,
through an apprentice route.
Currently, we are looking at

apprenticeship which should
be of a three-year kind of
concept, which is blended
with classroom learning and
shop floor training. Though in
India, the conditions and
factors don’t allow us to have
four days of formal education
and two days on the shop
floor, it is vice-versa. Four
days of shop floor and two
days of formal education is
what we are looking at under
the new Apprenticeship Act.”

Sharing the work being
done by NSDC for improving
skill sets, Kapoor highlighted,
“We are working with 7,000
schools across Himachal
Pradesh and Haryana where
we are trying to see how in
class 9th, 10th, 11th and 12th,
vocational education can be
built into the school

curriculum - it has been quite
successful. A student who
starts learning through
vocational education in class
can get level 3 and level 4
certificate by the time he
completes his 12th class,
having an NSQF level 4
certificate to get into a job
directly.”

Concluding his address, he
stated, “B-Voc and
Polytechnics trying to
promote technical and
vocational education as part
of formal education is
something which will take us

right to the doorstep of the
opportunity, which we are
trying to unlock. If we play it
well, we are poised well to
take over most of Europe and
reach close to China in terms
of GDP and employment.”

Universal basic income for
prosperity

In a special address,
Rajesh Aggarwal, Joint
Secretary, Ministry of Skill
Development and
Entrepreneurship,
Government of India, said that
the future of jobs will undergo
major transformation and
technologies like AI, robotics
may impact the semi-skilled
jobs. The idea of having
Universal Basic Income will
help in bringing prosperity in
the next five-seven years.

Emphasising on re-
skilling, Aggarwal stated,
“Education institutes should
give more focus on building
the ability to reskill. I believe
humans' basic needs will
remain the same, be it Roti,
Kapda, and Makan. But with
changing job scenario and
projects like Digital India and
Make in India, we would not
only need the likes of MTechs,
PHDs, and MBAs, but at the
same time, we also need a
skilled and semi-skilled
workforce to deliver the
services.”

Showing concern over the
lack of industry engagement
and the pathways between
skill and educational, in
India, he shared that it
needed to be looked at from a
bigger lens.

Enabling the future 
workforce

This session began with a
presentation by Manav
Sehgal, Head of Solutions
Architecture, Public Sector at
Amazon Internet Services
Private Limited. In his
address, Sehgal emphasised
the role of technology in
making the future workforce
smart. By comparing different
modes of communication, he
said that future is going to be
more collaborative.

“The challenge of creating
a resilient workforce for an
ever-changing workplace
requires new forms of public-
private collaboration,” he
said, adding that both private
companies and educational
institutes can come together
to provide digital skills that
can create market-ready
talent.

While showcasing how
AWS is enabling education
institutes across the country
in imparting industry
required training and
technology, Sehgal stated that
technologies like cloud, AI
and machine learning are the
future, so educational
institutes must invest in the
same. He said that AWS offers
an end-to-end solution that
can make educational
institutes ready for future
technology. “Technology
adoption is a driver of
inclusive growth. It helps
people upskill and companies
become more productive,”
mentioned Sehgal.

Tech-enabled campus
In his session, Budhaditya

Mukherjee, Country Manager
- System Engineering, Aruba,
a Hewlett Packard Enterprise
company, focused on the
importance of networking for
setting up Wi-Fi in the
campus. With the help of
presentation and use cases,
Mukherjee elaborated that
universities and educational
institutes need to look into the
overall design and
architecture before setting up
campus Wi-Fi facility.
According to him, this will
enable optimal use and best
experience for users. 

He said that users expect
an always-on experience. He
informed that with Aruba’s
ClientMatch technology,
students, faculty, and guests
can connect to the best access
point, while AirMatch
leverages machine learning to
automate Wi-Fi network
tuning for the highest
performance. The new cluster
capabilities in ArubaOS 8
makes sure everyone stays
connected, even during
network updates.

Mukherjee stated that
increase in the number of
devices due to mobility and
IoT can be difficult to
manage, especially in
crowded campuses. Aruba’s
802.11ac Wi-Fi network and
HPE Smart Rate Gigabit
switching supports
demanding teaching and
learning apps, which is
important especially in high
density environments.

Simple and easy digital
banking solutions for 
education institutions

Krishnakumar Dharmaraj
(KK), Managing Director &
Head, Transaction Banking -

Commercial Banking, South
Asia, Standard Chartered
Bank, in an interesting
presentation, shared a
perspective on how education
institutes can opt for digital
banking solutions such as
flexible modes of payments,
account rationalisation,
single account for all
payments and many others
which are essential for every
education institution to make
it more convenient for parents
and students to pay and
overall improve their banking
transactions.

The education sector
needs to be ready to serve the
changing consumer demands
and payment preferences. KK
presented a bouquet of digital
banking services from the
house of Standard Chartered,
customised for educational
institutions.The bank also
highlighted the financial
challenges faced by schools
and shared the solutions to
address them. KK highlighted
that UPI is one of the largest
payment systems in India and
this system is helpful for
education institutes in
numerous ways.

“Standard Chartered Bank
has expanded its solutions
within the education
ecosystem and has created a
value proposition that can
facilitate a smooth transition
to the digital space; for
example, the bank has real-
time reconciliation of regular
receipts from multiple
students by assigning each
student a unique virtual
account number,” informed
KK.

He further stated, “When
India launched the UPI, we
were one of the early
organisations which started
offering UPI. We have also

Transformative
power of
technology in
education sector 
THE MAIDEN EDITION OF EDUCATION TECHNOLOGY
SUMMIT, held in New Delhi recently, highlighted the potential
for technology-enabled transformation in the education sector,
and witnessed an august gathering of leading educationists
from across the country. By Sandhya Michu and Mohd Ujaley

Rajesh Aggarwal, Joint Secretary, Ministry of Skill Development and Entrepreneurship, Government of India

Gaurav Kapoor, Senior Head - Industry Partnership, CSR Engagements, Media &
Advocacy, NSDC

Manav Sehgal, Head of Solutions Architecture, Public Sector at Amazon Internet
Services Private Limited

N K Ahuja, Vice Chancellor, Swami Vivekanand Subharti University Naveen Goyal, Founder & CEO, NoPaperForms Budhaditya Mukherjee, Country Manager - System Engineering, Aruba, a Hewlett
Packard Enterprise company
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launched an API store to ease
connectivity. Our front-end
online platform,
Straight2Bank, is well
accepted by clients and we
are now taking it to the next
level - S2B NextGen. We are
constantly engaged in
innovation and our
endeavour is to add the best
value to our clients.”

Evolving role of technology
in improving quality of
education

The panel discussion on
the topic, “Evolving role of
technology in improving
quality of education”, was
moderated by Srikanth RP,
Group Editor, Express
Computer & CRN. The
panelists were, K G Suresh,
Director General, Indian
Institute of Mass
Communication; Hrridaysh
Deshpande, Director,
Ajeenkya DY Patil University;
Prof. Pradeep Pendse, Dean
Academics and CTO,
Welingkar Institute of
Management; Prof. P D Jose,
Chair, Digital Learning and
Faculty - Strategy, IIM
Bangalore; and Budhaditya
Mukherjee, Country Manager
- System Engineering, Aruba,
a Hewlett Packard Enterprise
company. The panelists
focused on how technology
can improve the quality of
education. They were
unanimous that there has
been significant improvement
in enrollments across the
country, in both schools and
higher education, but quality
needs to be improved.

They were of the view that
most of the graduates lack
skills required by the industry
and hence they are unable to
get jobs. Prof Jose said that
both academia and industry

need to collaborate to improve
the learning outcomes.
Participating in the
discussion, Suresh mentioned
that time has come for
convergence, wherein
different mediums and
technologies are converging,
and only those students who
are conversant with digital,
print and broadcast are able
to get placed. He said that his
institute is focusing on
inculcating these skills among
students. Sharing his views,
Deshpande stated that
understanding and imbibing
of emerging technologies will
help both students and
universities in improving the
quality of education.

Role of technology 
in higher education

Addressing the august
gathering, Dr NK Ahuja, 
Vice Chancellor, Swami
Vivekanand Subharti
University, stated that
technology is a great enabler
for the education sector.
Explaining how his
university is using
technology, he said that 
most of the processes of the
university has been digitised
and has resulted in improved
efficiency.

Ahuja shared that Swami
Vivekanand Subharti
University’s main campus is
in the National Capital
Region, spread over a
sprawling area of about 250
acres of land. The university
has several constituent
colleges which provide higher
education in almost all the
disciplines like medical,
dental, nursing,
physiotherapy, paramedical,
pharmacy, naturopathy, Yogic
sciences, engineering,
management, law, journalism,

education, library, arts and
science, hotel management,
faculty of science, etc, thus
engaged in creating
academically and technically
proficient professionals. He
said that the uniqueness ofthe
university lies in providing an
environment fully conducive
to the overall development of
students, thus maintaining a
balance between academic
excellence and moral
perfection. The university has
also started a number of
courses through distance
education, approved by joint
committee of UGC, AICTE,
and DEC.

Skill Development and
AICTE

In his presentation, Lt Col
Kailash Bansal, Director,
AICTE emphasised on the
importance of skill sets
needed for the future
workforce. He said that with
emerging technologies like AI,
machine learning and
blockchain taking centre
stage, the future workforce
will have to be ready with
these technologies and to
make them ready, educational
institutes will have to play a
key role.

While sharing about the
focus of AICTE in this area, he
informed that AICTE is
running a mandatory industry
readiness-cell that works in
the area of preparing young
engineering graduates ready
for the market. 

With the help of a
presentation, Bansal
explained that an employer
looks for different sets of
parameters including
personal traits as a well as
technical know-how to hire a
person. 

He pointed out that AICTE

is promoting both technical
and soft skills among
students.

Sharing more details, he
stated that AICTE focuses on
promotion of quality in
technical education, planning
and co-ordinated
development of technical
education system and
regulations, and maintenance
of norms and standards.

Innovative use cases 
The panel discussion on

‘Innovative use cases
showcasing the future of
education using technology’,
was moderated by Dr Ishan
Ranjan, Vice President
Training & Interventions,
Inspire Infotech. 

The panelists included Dr
D N Pandey, Director, Jaipuria
Institute of Management; Prof
M Balakrishnan, Deputy
Director, IIT Delhi; Abhishek
Pandit, Executive Vice
President, AISECT Group;
and Dr Ashok Mittal,
Chairperson, IIITD
Innovation and Incubation
Center.

Giving the brief overview of
the discussion, Ranjan said
that technology penetration in
the area of education has
improved quality and enabled
educational institutions to
impart learning in a more
engaging way. 

The panelists were of the
view that emerging
technologies like AI, virtual
reality and augmented reality
can serve as a catalyst in
improving the education
sector.

Dr Mittal emphasised that
despite technology
intervention, it is highly
needed that fundamentals of
learning must be taught to
students. “We should use

technology to learn our
traditional subjects in more
engaging way but in no way
technology should become our
end-goal,” said Dr Mittal.

Success story:
Competency-based
Transcript System

Hrridaysh Deshpande,
Director, Ajeenkya DY Patil
University gave a
presentation on the
importance of
democratisation of
knowledge. He said, “As one of
the largest universities in the
country, the Ajeenkya DY Patil
University (ADYPU) is
increasingly focusing on
technology-intensive,
innovative education. The
university is embracing the
twin engines of globalisation –
technology and innovation.
Technology is a key for
enabling infrastructure,
besides the buildings and
facilities. Annually, ADYPU
spends approimately ̀ 5 crore
on IT, including the
subscriptions, software
licenses and hardware
addition. Year-on-year the
university increases the
allocation.”

He claimed that ADYPU is
one of the pioneers in India to
have adopted the Scale-Up
Classroom, which stands for
‘Student-Centered Active
Learning Environment with
Upside-down Pedagogies’. It
is a structural and
pedagogical approach to
deliver technology driven
learning, currently being used
by over 250 universities
across the US and Europe.
The approach has been
instrumental in increasing
student participation and
engagement. 

Deshpande said that in the

future, his university will
focus on unique competency
based matrix and digital
portfolio, in which artificial
intelligence will be used to
connect an employer’s job
description with the student’s
capabilities, thus reducing
the gap between expectations
and delivery.

Enrollment transformation 
Naveen Goyal, Founder &

CEO, NoPaperForms began his
presentation by explaining
about his company. He
informed that NoPaperForms
is a SaaS based enrolment
management platform which
handles complete admission
cycle, from enquiry to
enrolment, from generating
forms, payment collection to
measuring ROI; everything is
automated and can be done on
the fly. 

Goyal said that compared
to the old setup, where
institutes spent a lot of time
on setting up complex IT
systems, NoPaperForms is
shifting the focus on engaging
students, measuring ROI and
improving conversion. His
company customises its
modules to ensure that both
offline and online processes
can co-exist, and then slowly
educate traditional customers
and bring a shift in their
mindset.

Goyal said that earlier the
digitisation of admission
process was happening
through traditional ERP
systems, which are costlier
as well as complex to
implement and maintain for
the institutions. Also, the
administrative staff was
comfortable working on the
traditional legacy systems,
heavily relying on the offline
medium, so it becomes

difficult to convince such
institutions. The way the
Admission and Marketing
departments have evolved in
the last few years, a need was
felt for a different style of
system which the existing
ERP was unable to cater to,
the space that NoPaperForms
is dealing in, is the new age
plug-and-play SaaS model,
where the strength lies in its
simplicity and cost-
effectiveness.

Education Technology
Innovation Awards 

Express Computer
Education Technology
Innovation Awards is an
endeavour to boost education
institutes who have been
using technology for
disrupting the education
system. The institutes were
awarded on the basis of
innovative use of a particular
technology or a combination
of technologies for distinct
benefits to the stakeholders.
This includes deploying a
completely new solution or
innovative use of existing
technology to gain a
competitive edge, improve
operations, become more
responsive to customers and
partners or, simply, to add to
the top or bottom line.

The judging panel looked
into the Indian education
institutions/universities/
colleges that have broken new
ground in using IT systems/
initiatives/projects in adding
value or in solving pain
issues.

This year’s winners are:
IIM Bangalore, NSDC, Swami
Vivekanand Subharti
University, Ajeenkya DY Patil
University, Sharda University,
and Institute of Technology &
Science, Ghaziabad.

Panel Discussion: Evolving role of technology in improving quality of education

Award to NSDC for Leadership in Transformation of Skills Using Digital PlatformsKrishnakumar Dharmaraj, Managing Director & Head, Transaction Banking -
Commercial Banking, South Asia, Standard Chartered Bank Award to IIM Bangalore for Leadership in Usage of Digital Learning Tools

Education Technology Innovation Award to Institute of Technology & Science,
Ghaziabad Education Technology Innovation Award to Sharda University Award winners

Lt Col Kailash Bansal, Director, AICTE Panel Discussion: Innovative use cases showcasing the future of education using
technology Hrridaysh Deshpande, Director, Ajeenkya DY Patil University

Education Technology Innovation Award to Swami Vivekanand Subharti University Education Technology Innovation Award to Ajeenkya DY Patil University
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The Bengaluru
headquartered $190
mn, DTDC Express
was established in

1990, operating from 520
centres with seven zonal and
20 regional offices. India’s
second largest end to end
logistics company has
presence in 14 countries,
operating via 10500
franchisees, which makes it a
company having the highest
number of franchisees in India.
The company covers small and
medium parcels, supply chain,
warehousing, ecommerce and
e-fulfilment. DTDC handles
close of 12.5 million parcels in
a month and the company is
ISO 9001 certified.

DTDC Express, made a
technology upgrade and
migrated its applications to
cloud, partnering with
Capgemini. Both have a
decade long relationship,

which began in 2009, when
Capgemini had set up the SAP
platform for DTDC Express.
The objective of cloud
migration was to reduce the
overall TCO, which was
slashed by over 30 per cent
annually.

Technology upgrade
Post the GST

implementation, it was
inevitable to move to the
changed environment, “SAP
had released the GST patches
and it was required to refresh
to a better environment,” says
Mrinal Chakraborty, EVP,
Technology & Innovation,
DTDC. It was decided to move
from on-premise to a private
cloud environment with an
upgrade to SAP Hana. This
was done by 2017, post which
the GST patches and the latest
ECC version was integrated.
The SAP infrastructure pre
2017, i.e. from 2006 to 2017,
was deployed in house. “This
made us one of the few

companies who could go live
with GST compliant invoices
in under under months after
GST was rolled out,” informs
Chakraborty.

It’s important to note that
while SAP supports the
backend operations of DTDC
Express, the core operations
is anchored by the Java based
Core Transaction Billing
System (CTBS), which along
with the SAP and the process
integrator was also moved to
the cloud. The integration
between the SAP and non
SAP processes happens
through the process
integrator.

There are three major
reasons for the technology
upgrade. Firstly, as per the
technology roadmap, the plan
was to move to SAP Hana and
the introduction of GST gave
that opportunity to DTDC
Express. Secondly, the entire
workload maintenance and
management can be
outsourced without the need

for engaging the inhouse
human resource in the IT
department. Lastly, post the
migration, the availability of
the SAP environment is better
and bigger. The database
architecture was old and it was
required to move to the Hana
environment, which gives 5x to
7x more performance. Before
SAP Hana, the company was
using SAP MaxDB.

Given the GST
requirements, it was
necessary to move from
Enhancement Pack (EH7) and
above, and thus the migration
was done from Enhancement
Pack (EH4) to (EH8). “Moving
to the private cloud
environment is a more secure
option. Its ensured that the
servers are on private subnet,
which doesn’t allow straight
access to the root to the server.
The migration began in Feb
2017 and was completed in
April, with all the
applications,” says Ananth
Chandramouli, Head of Local

Business Services – India,
Capgemini. A major
benefit of this migration
has been, apart from
DTDC Express, the
associated companies /
franchisees have also
become GST compliant.
“We could move all our
10500 franchisees on GST.
We can ask customers to
provide their GST number
without which, we cannot
issue the invoice. This has
brought in discipline and
transparency in the way
we operate our native
billing and the govt’s e-
way bill system,” says
Chakraborty.

It was important to
ensure minimum
downtime during the
migration and upgrade.
“We ensured a mock drill is
done with a copy on the
production server. This
threw up an estimation of
the impact, when the final
migration is done on the
amount of downtime we
would request DTDC to
undertake. Three rounds
of tests were conducted
before going live,” says
Chandramouli.

The benefits
After GST and eway

bill implementation, the

business took a hit initially but
then it took off significantly
and has remained stable since
then, “Over 92 per cent of
DTDC’s payments receivable
and payable have gone digital
without any cash or cheque
component. The company has
become e-compliant. This had
a direct impact on our cash
flow, which is better and more
visible, now. It’s not that we
get a demand draft which will
be encashed after a few days.
All the payments now, being
done via e-transfer reflects on
the financials on the same day.
Another major benefit is
related to digitisation of 
e-invoices. Physical invoices
have been done away with. 
No hassles of physically
sending, receiving, storing of
invoices. Thus days sales
outstanding (DSO) has
reduced significantly, which is
a major achievement.” says
Chakraborty.

DTDC Express slashes TCO by 
30% annually through tech upgrade 
and cloud migration
DTDC EXPRESS,
recently made a
technology
upgrade and
migrated its
applications to
the cloud, 
partnering with
Capgemini. Both
have a decade
long relationship,
which began in
2009, when
Capgemini had
set up the SAP
platform for
DTDC Express.
The objective of
cloud migration
was to reduce the
overall TCO

This threw up an estimation
of the impact, when 
the final migration is 
done on the amount of
downtime we would 
request DTDC to 
undertake. Three rounds
of tests were conducted
before going live

Ananth Chandramouli,         
Head of Local Business Services – India,
Capgemini
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CLOUD 
MIGRATION:
CRITICAL
SUCCESS 
FACTORS

◗ ‘Migration without dis-
ruption’ Capgemini was
involved in the building of
the core CTBS system and
they are also DTDC’s SAP
support partner, thus
process orchestration of
connecting CTBS and SAP
backend was seamless
without ‘disrupting the
ongoing business 
operations’

◗ Cloud migration and
upgrade is usually a one
step process as prescribed
by SAP but given DTDC’s
requirements, MaxDB was
migrated to the private
cloud and then in step two,
it was converted to HANA

◗ Following the standard
operating procedures for
cloud migration as pre-
scribed by SAP

◗ Adoption of DevOps in
plugging the gaps in what
the business wants and
what the developer thinks
what the business wants.
No separate testing of per-
formance and security. It
all happens simultaneous-
ly after the entry of
DevOps. An all and all full
stack development

◗ Taking care of 
authorisation, 
authentication, etc in a
cloud based project

◗ Scalability and perform-
ance testing – Make sure
the system pounds in the
same way as it used to
when DTDC Express was a
`450 cr business to now
when it is a US$ 190 bn 
company to the growth
roadmap set for 2022

◗ Keeping the sustainability
of the system scalability
and infusion of new 
technologies, in mind
results in increased busi-
ness usage of the systems

◗ Teams Involved: DTDC
Express (six members) –
Project Management team,
CFO (personally involved),
VP – Finance

◗ Capgemini: Six consult-
ants acted as a bridge
between the business team
of DTDC and the IT team of
Capgemini; two subject
matter experts (SMEs) from 
logistics industry with a
consulting background;
one project manager with 
technical expertise.

After GST and eway bill
implementation, over 
92 per cent of DTDC’s
payments receivable and
payable have gone digital
without any cash or cheque
component. This had a direct
impact on our cash flow,
which is better and more
visible, now

Mrinal Chakraborty,         
EVP, Technology & Innovation, DTDC
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