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Blowing own trumpet? Humility
will decide your next increment
Companies may not strictly rate or measure
humility among employees, but they do
encourage imbibing the virtue.
Organisations are giving equal weightage to
both hard goals as well as soft behaviours.
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banknotes?
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Digital revolution: When banks became
kirana shops

By Saloni Shukla, ET Bureau | Dec 23, 2015, 05.18 AM IST Post a Comment
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There was a time when a banker at the
branch would turn away an anxious student
looking to pay college fee through demand G Chrome
draft saying it is beyond working hours. Or

an ageing couple would have to wait for
nearly 10 days to credit the cheque their
son or daughter would have sent them.
But 2015 would go down as a year when
you can order coriander leaves or drumstick
through your bank at the click of a button,
or buy Adidas shoes or select a dining table
for your home. In essence, this is the year
when banks just did not remain banks, but

RELATED COMPANIES EXPAND

_ ICICI bank -1.00 (-0.38%)
became a kirana store as well as a market
place in a bid to ensure their survival. HDFC bank -3.60 (-0.30%)
Whether it is a wallet where you store money Axis Bank 7.65 (1.62%)
to pay for a purchase, or a mobile app
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through which you could transfer funds or

trade in stocks and bonds, it was hectic 12

months for bankers who were made to run harder by customers than regulators. "l would
say what we have done in the last one year (for customers) would be much more than we
have done in the last 10 years," says Rajiv Sabharwal, executive director, ICICI Bank.
"Everyday something becomes simpler."

A Marathon

The year 2015 saw a mobile phone becoming a bank with ICICI Bank launching Pockets,
a digital banking service in February and it has witnessed over 2.8 million downloads so
far. About 1.5 million customers are registered out of which about 70 per cent are non-
ICICI customers.



Home Vv Industry / Autov Bankin lFmance Cons. Products ¥ Energy ¥ Ind'l Goods/Svs ¥ Healthcare/Biotech ¥ Services ¥ More' ¥
outprmt

Ba"kffatgn@fgr‘inﬂ

from I 489

Most Most Most
Read Shared Commented

In one of India's biggest-ever layoffs, L&T sheds
14,000 employees from its workforce

IRCTC asked to scrap online booking charge till
December 31

Payments going the plastic way: Is India ready for
cashless transactions?

Demonetisation: Now you can withdraw cash from
260 Big Bazaar stores

Over half of the demonetised notes are exchanged;
bank queues to ease soon

More »

Home is where your
heart is. Secure it now

ICICI Lombard ' Junglee Rummy

We Pay, You Play - Play
Rummy with Rs.25 free

Recommended By Colombia

Others were not left behind. It was such a marathon that almost all banks, including some
of the laidback ones, got into the act and joined the app or wallet bandwagon. While it
would be pushing the envelope to say these would become customer acquisition tools,
one could reasonably be sure that without these offerings the customer is sure to walk
away. "If they don't change, there's a problem," says Aditya Puri, chief executive at HDFC
Bank. "Everybody will face different problems. If you are a small bank and you don't offer
all these conveniences, customers will go away. People who do not understand the new
paradigm by the digital world will pay for it. Benefits can come to people as long as you
understand what your customer wants because what has happened in this new world is
markets are also being substituted with networks of information with the customer at the
centre. This blurs competition. The insurance fellow is also your competition; Airtel is also
your competition; payments banks are also your competition."
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HDFC Bank launched PayZapp, a mobile app, in June that enables customers to make
online payments and Chillr, a wallet that allows users to send money to anyone in their
phone book. Both these mobile phone apps have seen over 1 million downloads each. In
October this year the bank also tied up with e-lala.biz — an initiative that will take online
all retail shops including the corner kirana store.

Indeed, banks' attempts to improve services haven't gone unnoticed by customers. They
are taking to technology like duck to water with online and mobile transactions soaring to
over 60 per cent this year, from over 45 per cent a year earlier. Axis Bank, which
launched Lime in September, has seen over 1 million downloads of the app in just three
months. Lime app integrates wallets, shopping, payments & banking on a single platform.

"It is not about banks going digital; it's about consumers spending more and more of their
time digital and their expectations are they want to be served anytime anywhere," Rajiv
Anand, group executive & head, retail banking, Axis Bank said.

Axis Bank's mobile banking base has increased by 68 per cent in the last year with
transaction growth of 118 per cent and spends growth of 414 per cent in the first six
months of the fiscal. "In the last quarter (Q2), we saw as much as 89 per cent of financial
transactions by Axis customers happening outside our branches," says Anand.

PSU Banks Not Far Behind

While private banks led the digital revolution PSU banks were not far behind in wooing
customers who preferred to transact on digital channels. State Bank of India launched SBI
Buddy, a wallet, in August and now has 3.5 lakh customers on this platform. In fact, the
banks say that the playing-field is not level. While they are governed by the strict rules of
the Reserve Bank of India, many of the technology companies are out of the central
bank's vigil.

"If you look at e-commerce platforms like Flipkart, | can just create an account and shop,"
SBI chairman Arundhati Bhattacharya has said. "But online banking poses natural
barriers for banks such as KYC issues and the mandatory need to have an account. That
ease of banking has not been provided yet". Will 2016 get easier for banks to compete
with the rest of the businesses, or will others face tougher times in performing the
functions of a bank? Tough question.

Stay on top of business news with The Economic Times App. Download it Now!

692 people recommend this. Sign Up to see what DON'T MISS any stories, follow us on Twitter
your friends recommend. Follow @ETIndustryNews ¢ 25.1K followers

FROM AROUND THE WEB

Premium 2, 3 BHK apartments in Currency that never goes out of Rs. 1000/month can make you
Singanallur circulation plan your dreams !
Puravankara American Express HDFC Life Click2Invest

MORE FROM ECONOMIC TIMES




Home Vv Industry J Auto ¥ | Banking/Finance s. Pro

Banking Finance

|
Pawan Kalyan slams Centre's Banks get about Rs 5.44 lakh If SAARC fails, there's BIMSTEC:
demonetisation move crore worth of scrapped notes India warns Pakistan

Recommended by

From Around the Web More from The Economic Times
Homes surrounded by majestic hills of Demonetisation, a blunder in every imaginable
Coimbatore way

Provident Housing

ICICI Lombard: Pay once & be worry free for 3 No government accommodation for former
years! CMs: SC

ICICI Lombard

Complete health insurance for your family Single-door refrigerator cost likely to shoot up
Bajaj Allianz Health Insurance by Rs 4,000

New Fitbit Charge 2- Heart Rate + Fitness India to evacuate nationals from South Sudan
Wristband

Fitbit

Recommended by

READ MORE ON » ICICI Bank | HDFC Bank | Flipkart | Axis Bank | Airtel | Adidas

Follow this section for latest news on Banking

Like 176

Add your comment here

Get a Quote Browse Companies

Type Company Name Get Quote ABCDEFGHIJKLMNOPQRSTUVWXYZ|123456789

Browse Mutual Funds
ABCDEFGHIJKLMNOPQRSTUVWXYZ

Wislth

10,000+ respondents share their
R I ‘ s . f : Book Your Copy Now !
. - investment and spending habits.

Live Market News Portfolio Mobile Live TV Newsletter Commodities Speed QnA Blogs Alerts RSS

Other Times Group news sites  Living and entertainment Hot on the Web Services
Times of India | gaﬂﬁ'q;"m Timescity | iDiva | Zoom | Budget 2017 | Sensex, Nifty Live ads2book | Gadgetsnow | Free Business Listings
BRI | Mumbai Mirror Luxpresso | Gaana | Happytrips | Blo Simplymarry | Astrospeak | Timesjobs | Magicbricks | Zigwheels | Timesdeal |
Times Now | Indiatimes Cricbuzz | Get Smartapp Gold Rate | US Presidential dineout | Filmipop | Remit2india | Gaana | Greetzap | Techradar | Alivear |

R TR R Elections Live Updates Google Play
IS l g. Networking Festival Guide 2016 | Google
0D TooeédT | Lifehacker

. expected to unveil Pixel
itimes | MensXP.com smartphones



Gi d Eis GN Ind ° ive: India’ jcal strik
Nlazﬁ,??ﬂé)?aln%le :;)a/ylMusnn( 4 Auto ¥ | Banking/Finance = Cons. #é%ur&?'sasvs“rgﬁaer%gevsor]nd'l Goods/Svs ¥  Healthcare/Biotech ¥ | Services ¥ More ¥

Banklng Finance

About us 7 Adveriise withus 7 Terms of Use & Grievarnce Redressai / Privacy Puiicy / Feedback 7 Sitemap 7 Code of Ethics 77 Disciaimer Copyright © 2016 Benrett, Coiernan & Co. Lid. Aii righis reserved.



