CED INSIBHTS

inanciil Services has always been a lemd-
gr in exploring new  lechnology. In the
beginming, the banks amd then the KBFCs
have look 1towards wechnology in acguir-
ing, on-boarding and servicing customers.
However, it"s been observed, in the past de-
cinle the pace of consumer preference is ol picing
the technelogy.

O ome T, the consumers wre expericnong a
hyper media targeling leading 1o an extremely frg-
ment attention span, and on the other hand, hyper
competition, coupled with non-differentinted prod-
ucts b5 taking o tell on market share and profitability
The basiness sk gt land is o epgage the customer
o tlt they stick around long enough with a bhank!
NBFC to make their stay profitable.

Gioing forward customer will be increasingly
pressed on ime which will lead to o demand for do
it yoursell (DY) products and serviees tailored o an
individual's need, Services oo will ave o be made
available @ the customer's doer step rother than ex-
peeting them to pay visit at designated locwtion, Dig-
ital evelution, w general, s killed any mass mar-
keting activities and “segment ol one’ i e new buzz
word, To stay visible, competitive, and ahcad of the
curve one miust ensure they set their priority righ

Create Dlsrugtlun by Inventing Mew
Operating & Business Model

The epicenter of dismuption is nol coming trom the
traditional players, bat from new age playvers ke
Bank Bazaar or Zerodhn, Even Mastercard. o 1m-
ditional player with a long legacy, is shodding it
traditional reots 1o mnovate ther business model 1o
becoming a digital wallet, Finteeh are targeting the
most profitable clements of the value change from
payments, lending or insurnce. Providing the cus-
tomer with choiee and o frictionless transnction envi-
ronment. They are focused on doing one thing with
brillisnce and targeting the customer’s deeision fa-
tigue syndrome. Through the use of elever data min-
wng. they offer a high degree of control to the cus-
nomers. Customer can now define the expenence they
want and nat get entangled 10 efforts sucking pro-
eesses of trnditional banking, thus leading 1o higher
degree of engagement,

Simplifying Legacy System & Active Adop-
tion of Sans to Generute Actionoble in Real-Time
to Delight Consumer. 24X7 Service Availability:
Customer mtelligence will be the most imporiant
predictor of revenue growil and profitability. Mos:
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legacy financial service pluyer has du in their soiled
system and laeks the necessary incentives to change, We
believe revenue pressures will force Financial Services
(FS) ployers to look at customer data more ..;lnl.ul_l, Ihe
focus will, and :\||I.I1I!|J. L"II..Ingu.' froam .wl||lni]|ur| Iy iefem-
tion which will eventually be a function o the expericnce
with the FS brand, primarily led by digital imerventions
CRMs, one of the most neglected pieces of digital tech-
nologies will have o be coupled with ML/AL echnalo-
gies 1o serviee (he customer foster. Active use of voice
screening lechnologies iy also lewd oo higher degree
of serviee aviilinble the customer,

I¥gital Architeetwre Will Lead ro Differemtiation:
Consumer these days are less likely to walk in w branch
and demand for service. The mandie for serviee or prod-
el can come ol any point of tme. Dita Trom our own
“digital lending platform® shows that demand for home
loans starts [rom seéven in the morning and lasis tll sbou
one i the nighl. This coupled with the fact that custom-
ers are now demandimg our produet not only when they
are stationary, but alse when on the move, and while he

g connected I:!'|m-||g|| varous devices,

his frogmeng
customer joumey his 1o b addressed P"lrn;~||-__l|'| the wse of
rule-based technologics and connected devices all render-
ing a similar experience which appears frictionless, This
can only be made possible through the use and transfer
of datu, such thal the system can recognize the customer
quickly and affer the services as demanded

ES firms have only looked

inward to create product

offferings from the inside,

with new set of employees the
opportunity is ripe to create
product of fering which are
more aligned to the
customer’s need

For long, customer intelligence used 10 be based on
dssumplions, built from focus groups inlervicws e mar-
ket surveys, These were proxies for real world consumer
behaviour, and the results wene based on best guess. Mow,
techinalogy advances have given busingsscs nccess 1o
real transactional data on whot users do and behave, This

creates an apportunity for analytics led companies to wn-
loek the information inside, give customers what they
really wani

Rethink Talent Acquisition Strategy: To quote the
famous et “wiuu B i here, won't el you |_|-||_-rg:'I
the FS category must from time 1o nime review the kind
of people they require to perform and excel, Technolo-
gies now touch every aspect of a company’s working
and requisite skill set are required to perform in this
‘rew normal”,

To mointsn an effective digital channel, in today’s
day & age, numerous Lleams are reguired Lo work in synec.
Starting frem marketing, operations, sales, underwriiers,
risk, ORM. and customer service will all have 1o intervene
at appropriate times 1o provide o frictionless onboarding
andl servicing expenience. All these team of 1oday are en-
abled by technologies. For example, o marketer of today
has to not only know his core marketing fundamental,
but also should have a very good understanding of tech-
nologics landscape 1o enable digital products and use of
1argeting tools.

Also, an importent point 1o note that India’s changing
demographics is also leading to new values sysiem be-
ing injected into the work space. This is a blessing in dis-
guise. Dver the years, FS firms have only looked inward
1o create product offerings from the inside, with new sct
of emplayees the opportunity is ripe (o creale product of-
fering which are more aligned to the customer’s need. O




