Measures For Improvement In Indian Banking System
The rapid changes that the banking sector in India has experienced are indicative of the future of banking in India. We can expect further rapid technological changes that would revolutionize customer experience regarding Banking. The future of banking technology will indeed be beyond expectations.
The future of Indian banking sector is tied in with the future of banking technology.
1. Machine Learning: Data science can be used to predict the needs of customers and provide them with customized products that suit their needs.
2. Artificial Intelligence: With AI making inroads in digital banking in India, there will be changes to banking processes. We can expect to see smarter operations as backend processes are streamlined.
3. Personalized Service: Digital banking will help customize the screens for customers based on their usage history. It will also allow for automatically filling in certain information required on online forms. This will ensure a much better user experience.
4. Security: While passwords and OTPs are already in use, we can look forward to advanced biometric authentication, voice recognition and face recognition in the near future. ATMs will become contactless, and the mobile phone would be used to operate it.
5. Blockchain Technology: More and more banks will adopt blockchain technology which means that the account details of a customer will be maintained in real-time across banks while eliminating the risk of hacking by criminals. Financial transactions become encrypted packets called blocks and get added to an encrypted chain, much like an email chain.
6. Empower the Employees: Your customer service employees are your frontline. As such, they need to have the right resources to provide exceptional customer service. But many times they don’t. Far too many banks and credit unions are falling behind when it comes to providing their employees the tools they need to most effectively do their job. The result? Not only does customer service quality suffer, but employee morale as well.
Inefficient and disorganized knowledge base solutions result in confusion for your frontline staff. They can’t find the information they need which impacts their confidence and the confidence of customers. In order to change this, banks and credit unions need to ensure that every employee has:
· Accurate, up-to-date and consistent information
· Immediate answers to their questions
· An easy way to search for information
7. Allow Consumers to Self-Service: Today’s consumers are increasingly more and more self-reliant. We’ve been conditioned by digital services like Netflix, Amazon, and Google to find what we want, whenever we want – so much so that we yearn for and expect it. Be it searching for a product or service, or changing the settings on our own account or service plan – the ability to do-it-ourselves is not only convenient and efficient, it’s empowering.
Yet, most banks and credit unions digital properties don’t provide great self-service support or how-to answers. Instead, consumers are shuttled down a path to call, head into a branch, or worse yet – give up on what it is they are trying to do or find. Providing self-service support content across bank and credit union web, mobile, and online banking platforms improves consumer satisfaction levels, improves customer retention, and increase conversion – particularly when customer service departments are offline.
8. Stay Consistent Across All Touch Points: According to an Ernst & Young Consumer Banking Survey, omni-channel experience was listed as one of the key areas for improvement among banks. The survey stated, “To stay competitive, banks and credit unions need to continue building out channel capabilities to provide 24/7 real-time access to banking, seamlessly, across channels.”

Providing consistent and accurate information across channels is a constant challenge for banks and credit unions. Yet, in today’s technological world, with customers banking online, on their mobile devices and on tablets in addition to at branch locations, providing consistent information is becoming more and more crucial for institutions hoping to provide the best in banking customer service. According to a Banking Technology article, “Research from Google has shown that 46% of people managing their finances online switch between devices before completing the activity. Often customers will start research on a smartphone before migrating to a PC or tablet to dig deeper into the information they need.”
9. Educate Your Customers on Financial Literacy
The concept of educating potential and current customers on financial literacy is not necessarily new. What is new is how banks and credit unions are choosing to do it today, and whom they’re now targeting. While financial literacy programs have existed outside of banks for many years, targeting low income and youth populations, it is only recently that banks have recognized the value in bringing educational initiatives in-house. For example: Bank of America has partnered with the educational site Khan Academy to offer its customers financial literacy video tutorials. When it comes to financial education, the benefits for banks are huge and the avenues to deliver that education are many.
10. Embrace Financial Technology: Staying in compliance with strict regulations and meeting customer demand for immediate, on-the-go service are issues banks and credit unions are constantly struggling. Yet, as banks and the financial sector as a whole catch up with advances in technology, they are finding great opportunities to improve their bottom line and increase customer satisfaction.
Some of the ways innovators in the banking sector are using financial technologies to improve their businesses are through:
· Exploring advances in mobile payment options
· Using biometrics, such as voice identification and eye scanning, to increase security
· Integrating systems and converting old data to new formats
· Installing drive-through video teller devices
Taking advantage of customer data and social media (that banks have but are not using to its full potential) to enhance bank marketing and geographically targeted customer offers. These are just some of the many opportunities that financial technology is making available to banks. 
11. Become An Advisor, Not Just a Lender, For Small Businesses: Small businesses, post-recession, are looking for more than just a lender. They are looking for a business partner. For community banks and credit unions, this customer need has created a unique opportunity. Yet, many banks and credit unions have not figured out quite how to move beyond the traditional lender role they have played for so long. By acting as an advisor to small business clients, banks gain an additional revenue stream through fee-based services. Offering additional services beyond traditional lending benefits the bank through additional revenue and the small business customer who gains a trusted financial partner.












Future of Banking in India
Banking in India is at the crossroads now. They are under intense pressure to accept and evolve with digitization. Their very existence is at stake. They need to adopt a holistic approach to digitization. It is not just a customer relation tool, neither is it just something that speeds up a banking process. It is changing the entire concept of banking. Product innovation and development according to the needs of individual customers is the current buzzword. The agility that banks in India have displayed during the past couple of decades demonstrates that they will continue to evolve. The Indian banking sector will continue to grow, and digitization will continue. Banking will be an important aspect of economic growth. The future of banking technology is e-banking or digital banking.
As per the Reserve Bank of India (RBI), India’s banking sector is sufficiently capitalised and well-regulated. The financial and economic conditions in the country are far superior to any other country in the world. Credit, market and liquidity risk studies suggest that Indian banks are generally resilient and have withstood the global downturn well.
Indian banking industry has recently witnessed the roll out of innovative banking models like payments and small finance banks. RBI’s new measures may go a long way in helping the restructuring of the domestic banking industry.
The digital payments system in India has evolved the most among 25 countries with India’s Immediate Payment Service (IMPS) being the only system at level 5 in the Faster Payments Innovation Index (FPII).*
Market Size: The Indian banking system consists of 27 public sector banks, 21 private sector banks, 49 foreign banks, 56 regional rural banks, 1,562 urban cooperative banks and 94,384 rural cooperative banks, in addition to cooperative credit institutions (FY17 data).  In FY07-18, total lending increased at a CAGR of 10.94 per cent and total deposits increased at a CAGR of 11.66 per cent. India’s retail credit market is the fourth largest in the emerging countries. It increased to US$ 281 billion on December 2017 from US$ 181 billion on December 2014.
Investments/developments: Key investments and developments in India’s banking industry include:
· As of September 2018, the Government of India launched India Post Payments Bank (IPPB) and has opened branches across 650 districts to achieve the objective of financial inclusion.
· The total value of mergers and acquisition during 2017 in NBFC diversified financial services and banking was US$ 2,564 billion, US$ 103 million and US$ 79 million respectively.
· The biggest merger deal of FY17 was in the microfinance segment of IndusInd Bank Limited and Bharat Financial Inclusion Limited of US$ 2.4 billion.
· In May 2018, total equity funding's of microfinance sector grew at the rate of 39.88 to Rs 96.31 billion (Rs 4.49 billion) in 2017-18 from Rs 68.85 billion (US$ 1.03 billion).
Government Initiatives: 
· As of September 2018, the Government of India has made the Pradhan Mantri Jan Dhan Yojana (PMJDY) scheme an open ended scheme and has also added more incentives.
· The Government of India is planning to inject Rs 42,000 crore (US$ 5.99 billion) in the public sector banks by March 2019 and will infuse the next tranche of recapitalisation by mid-December 2018.
Road Ahead
Enhanced spending on infrastructure, speedy implementation of projects and continuation of reforms are expected to provide further avenue to growth. All these factors suggest that India’s banking sector is also poised for robust growth as the rapidly growing business would turn to banks for their credit needs.
Also, the advancements in technology have brought the mobile and internet banking services to the fore. The banking sector is laying greater emphasis on providing improved services to their clients and also upgrading their technology infrastructure, in order to enhance the customer’s overall experience as well as give banks a competitive edge.
India’s digital lending stood at US$ 75 billion in FY18 and is estimated to reach US$ 1 trillion by FY2023 driven by the five-fold increase in the digital disbursements.
