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Executive Summary

The spotlight on the banking sector is more prevalent as it gets ready to sharpen 

its digital o�ering in the post-COVID era. This new race has just begun. As 

challenging as the pandemic-hit economy may be, the new normal can also be 

an opportunity for banks to stay committed to their customers. 

Bottom line, the survival of financial organisations in a post-COVID-19 world will 

depend on how technology and data are used to serve the customers, agility 

being the need of the hour. The traditional working models of banking are 

challenged more than ever before. New specialised business models are taking 

centre stage across the financial industry. These new entrants, in fact, draw a fine 

line between business and technology. Thus, a bank’s ability to maximise on the 

new opportunities arising out of this change and creating value for customers 

will define their success in the coming years. The upside here is with the right 

partnership banks can look at swiftly building on security, convenience and 

trust-based product o�erings for their customers.

In the wake of these changes, this white paper brings together an amalgamation 

of views on how regulators, industry and partners see the future of banking. The 

paper also includes thoughts and comments from industry leaders and 

authorities. It explains how digital disruption is impacting the industry and the 

speed at which banks need to respond to the new ‘ask’ from their consumers. 

We also delve into the strategies of digital transformation, while diving into the 

key aspects of forming new partnerships in the post-COVID era. 
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Of regulators, security and digital growth:

SECTION 1

Banks are in full business continuity mode. In these times of change, banks can 

boast of turning things around through adoption and innovation. Realigning to 

market’s needs will allow banks to lower cost and lead the game, as we start to 

look ahead. 

But to be the leader in these new times, banks will need to react faster than ever 

before. For, it’s not an unknown fact that there has been a new emergence in 

innovative financial services led by fintech start-ups. These new firms have been 

agile in responding to customers’ needs by o�ering products that are more 

user-friendly, cost e�ective and mobile-first. 

Banking in the ‘new normal’

%
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Sure, banks were once bound by regulatory compliance. But, now the RBI is 

listening too. RBI’s new motto 'cash is king, but digital is divine' is a testimony to 

this wave of digital inclusion. This new wave isn’t an outcome of a series of 

unfortunate events. It, in fact, has been evolving over the last three decades. 

The 20s decades has only thrust upon the need for digital adoption with much 

more force. 

Measures like multi-factor authentication, dynamic authentication technologies, 

such as 3D Secure 2.0, artificial intelligence and machine learning (AIML) are 

serving banks to reduce fraudulent transactions that are faster and frictionless. 

Further, adopting new methods of payments like contactless cards, QR codes 

and tokenisation is also helping banks in mitigating risks; making digital 

transactions more in tune with the current times. 

All these changes are a result of the growing need for mobile and open banking, 

increased demand for real-time interaction and customised services. Regulators 

are taking all these changes seriously.

The banking industry is now facing unprecedented challenges not just in terms 

of responding to customers’ demands, but also taking charge of on-going 

regulatory developments. The case in point is notices like card control or 

issuance of electronic cards against overdraft facilities and more. These are just 

a few examples of the rapid developments that banks need to consider and act 

swiftly, to stay and win the race. With that said, the need for modern banking 

experience has also resulted in growing competition between banks and other 

financial / fintech companies.

RBI conducted a study to assess the progress of digitisation from cash to 

electronic. This study pointed out, “Speed, convenience and competition are 

shaping the future of payments.” 
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SECTION 2

The enablers for this change are: mobile phones and the internet. Another 

media report says -- “Indians across age groups -- younger age groups to the 

older ones are rapidly adopting digital payment modes. As per the article, the 

usage of digital payments among Indian consumers across age groups was

the highest at 75% in the COVID-led economy, followed by the global average 

at 45%.”

Process automation 
for growth
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One of the obvious impacts of COVID-19 pandemic is the increased use of digital 

banking. This means they’ll now have to revise their digital strategy to cater to 

a diverse and wide customer base. Process automation is now of utmost 

importance. It’ll not just help in streamlining operations and bring down costs, 

but also help to address:

Further, as ex-RBI Deputy Governor HR Khan recently pointed out, “There is a 

need to move from strict individualistic hierarchies to hybrid, distributed 

working models aimed towards teamwork and collaboration.” 

Localisation
Banks can make their services more friendly by enabling 

communication in local and regional languages 

Education and customer engagement
It is important for banks to educate customers on the 

convenience and security of online banking; in order to win 

trust and widen its customer base 

New and improved services 
Banks will have to support new services to continue BAU with 

minimal human interaction. For instance, the recent example of 

online onboarding services is a great way to increase customer 

reach, while maintaining social distancing

Faster transaction time
Banks need to embrace automation to allow transactions 

without having to wait for physical approval. 
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SECTION 3

By leveraging on innovations and investing in financial technology, banks can 

lower transaction costs. It will also help them adapt easily to changing market 

trends. O�ering agile services will help banks to tap into a large segment of the 

value chain and serve everyone alike - which wasn’t easily possible with legacy 

banking systems. 

Pain points that banks need to address in the current ecosystem:

Long-drawn 
KYC processes

Higher costs 
of operations

Complex legacy 
IT infrastructure

Organisational 
resistance to change
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The success of banks will largely depend on the customer base they target, 

adapt to, and the types of services they o�er. But this is challenged by the rapid 

growth of the fintech sector in India. The fintech sector quickly reacted to some 

of the regulatory changes like relaxation of KYC norms for smaller ticket 

transactions, exemption from two-factor authentication for digital wallets and 

more. Fintechs are recognising opportunities in these pain points. By doing so, 

they are acquiring right customers at higher volumes and lower costs than 

regular banks. But, banks can do the same too. 

The o�set of this digital disruption lies in partnership. The needle clearly points 

to the fact that industry will gain ten folds if banks and fintech players work 

together. In fact, both are co-dependent. Fintechs can o�er innovative products 

and services at speed, while banks have the infrastructure, reach and trust of 

customers.

Benefits banks see in collaborating with fintech companies:

Source: Mannat © November, 2016 The Financial Brand

Enhanced brand reputation

36%

Expanded mobile banking functions

59%

Lower capital expenditures

44%

Lower cost of doing business

42%

Increased access to consumers in new markets

8%

Increased access to younger consumers

11%
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Competition is, slowly but definitely, making way for collaboration. Here are 

some of the key factors that will determine the success of bank-fintech 

partnerships: 

The partnership between banks and fintechs will yield best results from both the 

worlds. Each party will draw direct benefits of reaching a wide customer base by 

cutting costs, increasing revenue, and improving customer experiences. 

Scalability to quickly adapt to changing market dynamics

Alignment towards a strategic goal

Implementation measures for di�erent product life cycles 

Ability to build on existing product portfolio 

Making timely changes based on data and performance 

Banking and beyond
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SECTION 4

Banks can take the lead position by responding to regulatory changes with 

speed and smart collaboration with fintechs. But, beyond these two points it is 

key for banks to assess big data. This will help banks deliver on their core 

promise swiftly. 

Data will help banks to: 

According to a study by Accenture, “Companies with higher growth rates give 

importance to technology and to organisational characteristics that depend on 

data for their development. These companies focus on mastering leading-edge 

technologies and data manipulation to drive business innovation at 

unprecedented scale.”

Thus, the right data will help banks create value, become more alert to change 

and win the trust and loyalty of the customers. A bank that’s built on solid data 

foundation, and is focused on taking lead through data generation is best placed 

to be among the industry’s future leaders.

Growth through data
and innovation

Respond to market change faster

O�er benefits to their customers 

Improve banking experience for their customers

Increase revenues for banks

Reduce costs and mitigate risks
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Key steps for scaling success through data:

Identify the key stakeholders who can operationalise 

the strategy

Know which data points to use appropriately 

Form right integrations with third party platforms

Ensure IT infrastructure is strong enough to support the 

collection and storage of reliable data including 

data warehouses

Set up a centralised analytical unit for data management and 

visualisation to drive the desired results

Banking and beyond
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SECTION 5

Banks and financial services organisations need to pay attention to 

technological developments such as AI, robotics and more to respond to change 

swiftly. The way businesses discover and implement innovation is changing. 

Customisation is the main talking point for banks, around the world. The more 

niche the banks are with their customers, the more they’ll win their loyalty. 

With enhanced use of data and technology to gather insights, there is an 

unparalleled opportunity to identify consumer demands and align the product or 

service. By using a simple demographic, product and risk-based profiling, banks 

can deliver greatly improved services. If done well, customers will welcome 

these services or products with greater acceptance. 

Apart from these changes, it’s also important for banks to sensitise customers 

by raising awareness about safe and quick ways to transact online. The current 

situation has pushed for rapid adoption of digital payment solutions, drawing 

more attention to the importance of safety and security in the online banking 

world. There is certainly a lot more innovation in the pipeline. 

As the playing field continues to change, banks will have to constantly evolve 

and adapt to new technologies to drive the goal of being a truly ‘modern and 

digital’ bank. Till then, o�er consumers a digital experience backed by robust 

security solutions, convenience and speed.

The road to ‘new normal’
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