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Digital banking's rapid evolution:
Embracing unified financial platforms

Digital banking is transforming profoundly as banks and financial institutions strive to meet the growing
customer demand for seamless, personalised and advanced services. This shift marks a move away from
fragmented, standalone systems towards adopting a unified approach that integrates various banking
functions into a more advanced and single, comprehensive platform.

In recent years, top Indian banks have invested heavily in isolated systems for distinct functions such

as Customer Relationship Management (CRM), loan origination and transaction processing. While these
single-application solutions were designed to address specific needs, they often fell short in practice.
Despite substantial investments, these fragmented approaches led to inefficiencies, including duplicated
efforts, inconsistent data and a disjointed customer experience, with results failing to meet the desired
benchmarks.

This insight has prompted a strategic shift in banking towards comprehensive platforms that unify
multiple functions into a single system. These platforms boost operational efficiency, enhance data
consistency and provide a seamless customer experience.

By replacing fragmented applications with an integrated solution, banks can streamline operations and
manage processes through one interface. This evolution from isolated systems to unified platforms
underscores the drive for greater efficiency, innovation and improved customer engagement in the
banking sector.

Modern customers expect more than just
transactions; they seek financial advice, tailored
offers and proactive engagement. Basic services
no longer suffice. Leading banks are showcasing
how integrated systems can meet evolving
demands, setting new standards in digital
banking.

These platforms enable banks to offer
personalised interactions, boosting engagement
and satisfaction. By adopting this unified
approach, banks can improve efficiency and
position themselves as leaders in customer-
centric services.

They also enhance agility, enabling banks to
respond swiftly to market changes and customer
needs.This transformation drives innovation

and secures a competitive edge in the financial
landscape.
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Inside the banking playbook

Banks globally are enhancing their digital capabilities, focusing IT spending by Indian banks (US$ M)
on seamless customer experiences and delivering tangible value

through increased adoption of digital channels. 7783.03

According to Gartner reports and a Factiva article, IT spending in 674714
the Indian banking market currently accounts for 8-10 percent of 5946.35
operational expenditures. Furthermore, IT spending is expected 4741.52 Sﬁz m

to achieve a CAGR of ~12 percent, potentially reaching US$7.78 399120 430382

billion by 2029. g g

This banking spending forecast includes total enterprise IT

services, covering internal spending, tech consulting, digital é é é é é é é
transformation and enhancement, data centre systems IE (RN RN [ EeN [ m [ mee

software, services and telecom services.

2023 2024 2025 2026 2027 2028 2029
Top banks have already begun modernising their customer
engagement channels. The next pressing priority for realising
value from digital investments is to boost adoption and
strengthen customer engagement.

. Total Sum of End-User Spending
Constant Currency ($M)

Leading banks heavily invest in this evolving market landscape to maintain a competitive edge. By focusing on digital transformation
and prioritising customer-centric innovations, these banks aim to stay ahead of the curve, ensuring they meet the changing demands
of consumers while maximising the return on their digital investments. This strategic focus will ultimately position them to thrive in
an increasingly digital-first banking environment.
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Common pitfalls in the current digital

banking landscape

As banks undergo digital transformation, a common pitfall is relying on fragmented, single-application solutions. While these isolated
systems may address specific needs or provide quick fixes, they often lead to significant inefficiencies. Each application operates
independently, requiring separate management, maintenance and integration efforts. This lack of cohesion can result in duplicated

processes, inconsistent data and increased operational costs.

Challenges

Redundant processes

&

Complex integration

Integration expenses

Inconsistent user experience

Furthermore, these piecemeal solutions can create a disjointed
customer experience. Customers may encounter inconsistencies
across different platforms, leading to confusion and frustration.
For example, a bank’s mobile app might offer different features
or levels of service compared with its online platform, creating a
fragmented user experience.

Using fragmented applications also leads to significant talent
and skills challenges. Managing various technologies requires
specialised knowledge, and the training costs associated with
familiarising staff with multiple systems can be substantial.
These complexities can hinder operational effectiveness and
slow down the digital transformation process.

Scalability challenge

Siloed data

° Increased maintenance

° Higher training costs

Banks should implement a comprehensive platform to tackle
these challenges and achieve successful digital transformation.
A unified system integrates various functions and services,
streamlining operations and ensuring consistent customer
interactions. By reducing reliance on disparate systems, banks
enhance operational efficiency and deliver a seamless, cohesive
customer experience.

A comprehensive digital platform enables banks to manage
functions—from account management and transactions to
customer service and personalised financial advice—within a
single framework. This approach not only lowers costs associated
with managing multiple systems but also enhances agility and
fosters innovation in response to evolving market demands.
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Building value through platform
consolidation

When banks implement a platform, it is far more than just an IT upgrade or a new app. It is the cornerstone of their digital
transformation, affecting every facet of the organisation, from internal processes to customer engagement.

The traditional application-wise approach often results in fragmented systems, where a different application manages each function.
This siloed setup leads to operational fragmentation, increased risk of errors, limited customer engagement and a lack of flexibility.
Banks struggle to gain a holistic view of their operations and customers without a unified platform, ultimately hindering their ability
to deliver seamless and personalised experiences.

Application-wise approach

Core Banking System (CBS) LOS and LMS CRM and customer engagement platform Analytics and business intelligence Risk, fraud and compliance Treasury and Digital and
management trade finance omnichannel

[ Retail banking ] [ Branch

Loan ] [ Loan ] [ Lead and opportunity [ Customer 360

Data warehousing ]

Dashboards, ] [ KYC and AML

[ Credit risk ] l Treasury ] [ Internet and ]

operations management ] [ origination management management. I view ] and storage visualisation and scoring operations mobile banking
[ Interbank ] General ledger ] [ Loan ] [ Collections ] [ Interbank ] General Ledger ] Regulatory ] Advanced ] [ Fraud detection ] [ Compliance ] [ Trade ] Self-service ]
transaction and accounting processing recovery transaction & Accounting reporting analytics and Al and alerts repotring finance channels
App 1 W ~App2 W —— App3 W — App 4 ¥ ~ApPSW App6 W App7 W App8 W~ -App 9V App 10W App 11W App 12 ~App 13W App 14 App 15V App 16 W~
Siloed data Operational fragmentation Increased risk of errors Limited customer engagement Lack of flexibility
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In contrast, a comprehensive platform provides a unified solution by integrating various functions such as CRM, Loan Origination
Systems (LOS), Loan Management Systems (LMS) and more into a single, cohesive system. This integration facilitates streamlined
operations, enhances customer engagement and boosts overall efficiency.

Using comprehensive platform

Core Banking System (CBS) LOS and LMS CRM and customer engagement platform Analytics and business intelligence Risk, fraud and compliance Treasury and Digital and
management trade finance omnichannel

|

Retail banking Branch Loan Loan Lead and opportunity Customer 360 Data warehousing Dashboards, KYC and AML Credit risk Treasury Internet and
operations management origination management management. view and storage visualisation and scoring. operations mobile banking
Interbank General ledger Loan Collections Interbank General Ledger Regulatory Advanced Fraud detection Compliance Trade Self-service
transaction and accounting processing recovery transaction & Accounting reporting analytics and Al and alerts repotring finance channels
CBS(App1) @ ——— Comprehensive platform (App 2) W
Unified customer insights Enhanced personalisation Effortless scalability Streamlined operations Reduced IT cost

By breaking down operational silos and unifying core systems, banks can achieve greater agility and responsiveness. A platform-
based model simplifies system architecture and enables real-time insights and cross-functional collaboration. This shift empowers
banks to innovate faster, respond to customer needs more effectively, and drive sustained growth.
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Why integration is the future

In today's fast-changing financial landscape, banks must transform quickly, work smarter and enhance customer experiences. Legacy
systems and fragmented tools hinder agility and scalability. To stay competitive, banks need more than minor upgrades—they need
a shift to comprehensive digital platforms.

Offer a single Optimise customer Orchestrate
360-degree customer journeys and decision omnichannel customer
view in real time making through AI/ML interactions
4 ) 4 )
. . Contextualise and
Deliver personalised )
i ) personalise value
financial engagement .
delivery
\\ \\
4 ) 4 )
Scale service and reduce .
Enable open banking
cost to serve what the .
value-added services
customer loves
. \\
Create an efficient . Build awareness with
. Grow revenue with
onboarding and ) . the relevant customer
o ) trusted relationships .
underwriting experience journey
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The key areas where a comprehensive platform can significantly affect banks include:

Operational efficiency:
&

Streamlining back-office functions, automating
processes and reducing errors to enhance speed,
s decision-making and cost-efficiency

Customer engagement:

Centralising data to deliver personalised experiences
across multiple touchpoints, empowering teams with
5 real-time insights for faster, more effective service.

Sales and marketing:

Creating targeted campaigns based on customer data,
boosting conversions and enabling proactive cross-
selling through a 360-degree view of interactions.

Risk and compliance:

Integrating risk management, fraud detection and
compliance tools to stay compliant, manage risks and
automate checks for industry standards.

Customer retention and loyalty:

Consolidating interactions and preferences to offer
personalised, consistent services that improve
satisfaction and foster long-term loyalty.

Employee empowerment and self-service:

Providing employees with better tools and enabling
customers to self-serve through mobile apps or

s online portals, reducing service costs.
By addressing these critical areas, a comprehensive platform In a landscape that values integration, intelligence and speed,
does not just support the bank’s functions—it elevates them. It those who fail to evolve risk being left behind. A platform-led
empowers departments to operate with greater precision, agility = approach is no longer optional but essential for long-term
and customer focus. The result is a more connected, intelligent success.

and responsive organisation. As the industry evolves, banks
embracing platform-led transformation will be better positioned
to lead and thrive.
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Boosting ROI with scale, integration and insight

Implementing a comprehensive platform can help banks maximise their ROl in several critical areas. These platforms enhance
efficiency, deliver superior customer experiences, facilitate data-driven decision-making and contribute to cost reduction.

The core strength of these platforms lies in their scalability, integration capabilities and flexibility. These qualities equip banks to
meet current challenges while also enabling them to capitalise on future opportunities. This approach not only drives sustainable

growth but also ensures long-term profitability.

Data-driven decision making

Advanced analytics reveals deep customer insights from large datasets, while predictive modelling anticipates
needs and market shifts.Empowers banks to stay ahead with informed, strategic actions.

il

L]

Enhanced customer experience

By integrating customer data across touchpoints, banks can deliver personalised interactions, and a

unified view ensures consistent experiences.Drives satisfaction, loyalty and revenue growth.

Scalability and flexibility

Supports seamless growth without heavy reinvestments and adapts to evolving business
needs, customer demands and market dynamics.Future-proof operations and ensure sustained

competitiveness.

Better regulatory compliance

@

compliance overhead.

Integrated business functions

IT cost efficiency

Automated compliance processes ensure alignment with evolving regulations, while built-in
audit trails simplify reporting and reduce associated costs.Minimises risk while lowering

A unified platform eliminates data silos and fosters collaboration by providing consistent, organisation-
wide access to customer insights.Enhances coordination, alignment and decision-making across teams.

Consolidating multiple systems into one platform reduces infrastructure complexity and lowers IT maintenance
and support costs.Delivers significant and sustainable cost savings.

By integrating these features, banks can achieve immediate

returns and ensure sustained growth and long-term profitability.

The combination of scalability, seamless integration and
advanced analytics transforms a bank’s ability to respond swiftly
to market dynamics, streamline operations and deliver hyper-
personalised customer experiences. It enables a unified data
environment where insights drive every decision, from product
innovation to customer engagement.

This holistic platform approach dismantles legacy silos,
enhances cross-functional collaboration and fosters agility

in adapting to regulatory shifts, technological advancements
and evolving customer expectations. It reduces operational
inefficiencies, accelerates time-to-market for new offerings and
builds resilience into core banking systems. Most importantly,
it positions the bank to innovate continuously, stay ahead of
competitors and deepen customer trust and loyalty through
consistent, value-driven engagement.
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Adopting a comprehensive platform is a response to current Today's digital-savvy customers demand more than transactions—
challenges and a proactive strategy for future readiness. As they expect smooth, tailored experiences at every touchpoint.

customer expectations evolve, regulatory demands grow more
intricate, and emerging technologies reshape the landscape, banks A comprehensive platform addresses this shift by integrating all

must stay agile and responsive to change. A unified platform customer touchpoints into a cohesive system. This integration
serves as the cornerstone for future-proofing financial institutions, enables banks to offer a more coherent and personalised
equipping them with the flexibility to navigate new challenges and customer journey, fostering deeper relationships and enhancing
seize emerging opportunities swiftly. long-term loyalty.

Moreover, a complete platform provides several strategic advantages, such as

Adaptability Operational Enhanced customer

efficiency experience
The ability to quickly adapt to Streamlining processes and Creating a seamless and personalised
changing market conditions, reducing redundancy through interaction for customers is crucial
regulatory requirements and a unified system, leading to for meeting modern expectations and
technological advancements. improved overall efficiency. driving engagement.

By embracing a holistic approach to digital transformation, supported by an integrated and adaptable platform, banks and financial
institutions can ensure their long-term success and maintain a competitive edge in the ever-evolving financial industry.

This strategic shift addresses current inefficiencies and positions banks to thrive in the future, setting a new standard for excellence and
innovation in digital banking.
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