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Dear Unionites,

1.

It gives me immense pride and joy to connect with you all
for the first time through ‘EASE’ special issue of 'Union
Dhara'. Over the years, our Bank has continuously evolved,
embracing change, leveraging technology, and strengthening
our customer-centric approach. Today, we stand at a defining
moment in the journey of India’s banking sector, where
traditional strengths are being seamlessly blended with
innovation, resilience, and a vision for the future.

At Union Bank of India, we envision a banking ecosystem that
is seamless, inclusive, and future-ready. The EASE reforms
have given us the perfect platform to turn this vision into
reality, enabling us to serve our customers with greater
efficiency, transparency, and personalization.

Through digital onboarding, Al-driven insights, and advanced
analytics, we are reimagining the way we operate, while
ensuring that financial services reach even the most remote
communities. Our employees remain the cornerstone of this
transformation, equipped with modern tools and enhanced
skills to provide faster, smarter, and more innovative
solutions.

Looking ahead, our focus is on leveraging technology, data,
and sustainable practices to make banking accessible,
reliable, and responsive. We remain committed to supporting
startups, MSMEs, farmers, and large-scale infrastructure
initiatives, aligning our growth with the aspirations of India
and its people.

As India strides forward with renewed confidence, the
banking sector stands at the forefront of enabling the vision
of Viksit Bharat. Our Bank, built on a strong foundation and
powered by a dedicated workforce, is poised to be a key
partner in this transformative journey.

I encourage each of you to go beyond routine excellence and

create purposeful impact that strengthens our institution
from within and contributes to nation-building.

With best wishes,

oot

(Asheesh Pandey)
Managing Director & CEO

Fiaa am, Jers-fodam, 2025 [
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Dear Unionites,

It's a great pleasure to share my thoughts through ‘Union Dhara’
‘EASE’ special issue.

At Union Bank of India, our greatest strength has always been
our people. The EASE reforms provide us with a remarkable
opportunity to reimagine the way we operate, innovate, and
serve our customers, while simultaneously empowering every
employee to play an active role in shaping the future of banking.
These reforms are not merely guiding frameworks—they are
a blueprint for creating a bank that is efficient, technology-
driven, customer-centric, and resilient.

EASE reforms equip us with the tools, frameworks, and
processes to meet these expectations with confidence. From
digital onboarding and Al-powered credit assessments
to analytics-driven risk management and cloud-enabled
platforms, we are harnessing technology to make banking
faster, smarter, and more reliable.

Standardized processes, robust monitoring frameworks,
and transparent workflows enhance risk management and
regulatory compliance. Simultaneously, EASE emphasizes
continuous learning and skill development, empowering
employees to embrace new technologies, explore innovative
solutions, and deliver services with confidence and precision.

Looking ahead, the opportunities are immense. EASE reforms
position us to support startups, MSMEs, farmers, and
infrastructure projects, aligning our operations with India’s
broader economic ambitions. By integrating sustainability-
driven lending, analytics-driven decision-making, and
customer-focused innovations, we are shaping a bank that is
future-ready, inclusive, and globally competitive.

As we continue on this transformative journey, I encourage
every employee to take pride in their role. Let us embrace
innovation, foster collaboration, and uphold the highest
standards of excellence. Together, we are building not just a
bank, but a resilient, technologically advanced, and socially
responsible institution.

With best wishes,

AddT>,

(forcior ¥ta1)
PrduTa® s

M gfEe o, ers-fadar, 2025

(Nitesh Ranjan)

Executive Director
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Dear Unionites,

It is a privilege to address you through this issue of 'Union
Dhara'. Our Bank’s story has always been one of resilience
and innovation. At every stage of our journey, we have proven
our ability to adapt to change and to convert challenges into
opportunities. This legacy is not just an achievement of the
past—it is the foundation upon which we continue to build the
future.

In recent years, the introduction of EASE Reforms has given
a new direction to Public Sector Banks. These reforms are
not just a set of guidelines but a guiding framework for
transformation—strengthening governance, improving
customer responsiveness, and deepening digital adoption. For

our Bank, they have acted as a catalyst to sharpen efficiency,
enhance transparency, and create new avenues for delivering

value to our customers.

Extending financial services to underserved communities,
supporting small businesses, and empowering rural households

are not just business goals but social commitments.

What makes me most proud is the unwavering dedication of our
workforce. Your passion, your willingness to embrace change,
and your commitment to excellence have been instrumental in
translating reforms like EASE into meaningful outcomes on the

ground.
Aswe move forward, we must continue to challenge ourselves—
to innovate, to simplify processes, to anticipate customer needs,

and to set benchmarks in service quality.

I am confident that with unity of purpose and clarity of vision,
we will continue to scale greater heights together. Let us move
ahead with renewed energy and determination to script the
next chapter of our Bank’s success story.

With best wishes,

(SR IBRISAIORIGN)
iU e

(S. Ramasubramanian)

Executive Director

Fia am, Jerrs-faday, 2025 [
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Dear Unionites,

[ appreciate the efforts of ‘Union Dhara’ Team in bringing out
special issues on important banking topics.

Itis heartening to see our Bank continually evolve and embrace
new paradigms of banking. As I reflect on our collective
journey, [ am reminded that our Bank is not merely a financial
institution—it is an instrument of national transformation.
We stand at a juncture where banking is not defined only by
balance sheets, but by the scale of impact we create in society,
the trust we nurture, and the progress we enable.

In recent years, we have witnessed a remarkable reimagining
of the role of Public Sector Banks. No longer confined to
conventional banking, we are becoming engines of innovation,
inclusion, and growth. The steps we have taken towards
digitization, advanced analytics, and customer-first services
are not isolated initiatives; they are deliberate moves towards
shaping a future-ready institution that can stand tall in a
rapidly evolving financial landscape.

The EASE Reforms have immensely contributed to this
transformative journey—streamlining processes, enhancing
digital capabilities, and fostering a culture of accountability
and excellence. However, the true impact of these reforms
comes alive only when each employee brings them to life
through dedication, innovation, and a customer-focused
mindset. From improving operational efficiency to offering
personalized solutions, our everyday actions are shaping the
future of banking.

As we advance, our challenge is to keep pushing boundaries
embracing innovation, deepening customer relationships,
and continuously enhancing our systems and processes.

[ am proud to be part of this journey and confident that
together, through collaboration, commitment, and creativity,
we will continue to take our Bank to new heights of excellence.

With best wishes,

2

(Sanjay Rudra)

Executive Director
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EDITORIAL

Dear Readers,

We take immense pride in presenting the ‘Union Dhara’ special
issue on EASE of. With the continuous growth of the Indian
economy, sustained reforms are being undertaken to make the
public sector banking system more capable, accountable, and
future-ready. In this context, the Enhanced Access and Service
Excellence (EASE) initiative, launched in 2018, has emerged
as a significant reform framework for public sector banks,
providing new direction to banking across key areas such as
customer centricity, financial inclusion, digitalisation, credit
flow, and governance.

In this issue of Union Dhara, articles on, Initiatives such as the
Customer Center of Excellence demonstrate that banking is no
longer confined to transactions alone, but has evolved into a
well-thought-out and sensitive experience. Articles focusing
on Digital CASA Onboarding, Digital Co-lending, Staff Loan
Digitalization, digital retail lending, and Digital Call Centers
highlight how Digital EASE has made services not only faster,
but also more seamless and reliable, while Doorstep Banking
reflects the efforts made to bring the bank’s presence closer to
customers’ everyday lives.

The spirit of inclusion adds depth to this journey of reforms.
Themes such as financial inclusion, banking for persons with
disabilities, and gig workers enable readers to appreciate how
the bank is keeping pace with the changing fabric of society
with sensitivity and responsibility. Initiatives like Union Vidya
strengthen this journey of knowledge-sharing and capacity
building, while the strong emphasis on Cyber Fraud Mitigation
reassures that trust and security remain the highest priorities
alongside digital progress.

The guidance from members of the Editorial Advisory
Committee in systaining the creative jpurney of ‘Union Dhara’
is truly invaluable. We express our gratitude to Shri. Rakesh
Kondilya, AGM, Finance & Accounts for providing guidance in
selection of articles from the multitude of entries received. We
are confident that this ‘EASE’ special issue will provide readers
with a clear understanding of the changes taking place in public
sector banking. We look forward for your valuable suggestions.

Yours sincerely,

-

(Gayathri Ravi Kiran)
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The Road Ahead

The Future of EASE Reforms and Financial
Transformation in Public Sector Banks

The journey of Enhanced Access and
Service Excellence (EASE) Reforms
has been a defining chapter in the
evolution of Public Sector Banks
(PSBs). It has not only fortified our
financial systems and operational
frameworks but also reignited the
spirit of progress across the public
sector banking landscape.

PSB cohort is witnessing this
transformation closely — a journey
that has combined technology,
governance, and financial discipline
into a unified roadmap for excellence.
EASE has reoriented PSBs from being
traditional custodians of capital to
being forward-looking institutions
driven by data, innovation, and
customer centricity.

Over successive iterations, the EASE
framework has enhanced governance,
improved credit delivery, reduced
NPAs, and accelerated digitization.
But the true success of EASE lies in
how it has prepared PSBs to think and
act differently — to move from being
process-oriented to being
performance-oriented, from being
reactive to being proactive, and from
being service providers to being true
financial partners towards India’s
growth story.

Vision Ahead

The journey of EASE has laid a strong
foundation for transformation in
public sector banking, blending
reform with innovation. The vision
ahead includes the following:

- Digital Synergy and Financial
Intelligences

The future of EASE will be driven

W I e, ers- R, 2025
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by the seamless integration of
technology and financial
intelligence. With cloud-based
infrastructure already enabling
scalable, secure, and efficient
banking, the next leap will come
from Agentic Al — capable of
autonomous analysis and
decision-making — which will
transform how banks assess
credit risk, optimize liquidity, and
manage portfolios in real time.
Generative Al will further enhance
financial forecasting, capital
planning, and scenario analysis
by simulating complex outcomes
and supporting data-driven
strategic choices. At the same
time, automation across treasury
operations, reconciliations, and
reporting will bring greater
accuracy, agility,and transparency.
Together, these technologies will
empower financial leaders to
move from historical reporting to
forward-looking strategy,
ensuring every decision is aligned
with long-term value creation.

Data: The
Asset

New Financial

In the era of intelligent banking,
data has become as valuable as
capital — powering insights,
enhancing precision, and driving
performance. The next frontier of
EASE transformation recognizes
data as a strategic asset that
enables Public Sector Banks
(PSBs) to monitor portfolio
health, assess borrower behavior,
and make real-time decisions. By
integrating data across functions

Avinash Prabhu

and applying advanced analytics

and Al, banks can improve
decision-making, reduce
inefficiencies, and ensure
sustainable  profitability.  As

custodians of financial prudence,
our responsibility is to convert
every data point into meaningful
insights that supports smarter,

faster, and more responsible
banking.

e Driving Financial Inclusion
with Efficiency
EASE Reforms have been
instrumental in  expanding
financial inclusion — reaching

citizens through digital banking,
doorstep delivery, and simplified
access. The coming years will see
a renewed focus on ensuring that
inclusion is financially
sustainable. Through data-driven
credit models, PSBs can enhance
the viability of lending to small
entrepreneurs and rural sectors
while managing risks effectively.
Leveraging fintech partnerships,
PSBs can offer innovative micro-
financial products at scale, driving
both inclusion and profitability.
As custodians of public trust,
PSBs must continue balancing
their social commitments with
sound financial management.

e Capital Efficiency and Financial
Resilience

The future direction of EASE may
emphasize capital optimization
and financial prudence as key
levers of performance. The focus
may increasingly shift toward
improving capital efficiency,




optimizing RWA, and enhancing
RAROC as key measures of
performance.

Predictive analytics will help
identify early signs of stress,
rebalance portfolios, and guide
optimal capital utilization across
business segments. The finance
function will play a pivotal role in
striving growth strategies that
deliver higher returns with
measured risk. At the same time,
automation and digitization are
enabling leaner operations, while
new income streams from digital

products, transaction banking,
and fee-based services are
strengthening non-interest

revenue. This dual strategy —
enhancing operational efficiency
while expanding income — is
essential for building long-term
financial resilience.

Governance, Transparency, and
Trust

EASE has been a catalyst for
embedding governance and
accountability in every layer of
banking. The next chapter will
build on these principles with
predictive governance — using
Al-driven  monitoring, early
warning systems, and real-time
dashboards to enhance oversight
and compliance. Transparency
and ethical financial conduct will
remain the cornerstones of trust.
As PSBs, we carry a special
responsibility — to safeguard
public funds while driving
economic growth. Upholding the
highest standards of governance
is not just a mandate; it is our
identity.

Sustainability at the Core

Environmental, Social, and
Governance (ESG) principles have
increasingly become integral to
the EASE reforms agenda. PSBs
are aligning their operations with

sustainability goals by adopting
responsible banking practices,
enhancing transparency through
ESG disclosures, and financing
green and inclusive projects.
Regulatory frameworks like the
RBI's Green Deposit guidelines
and the Business Responsibility
and Sustainability Report (BRSR)
have further reinforced ESG
integration, positioning PSBs as
key enablers of sustainable and
inclusive  economic  growth.
Looking ahead, the future
direction of ESG in EASE reforms
is set to deepen through the
adoption of advanced
technologies such as Generative
Al and cloud computing to
support ESG data analytics, risk
modeling, and green finance
tracking. PSBs are expected to
expand their ESG-linked lending
portfolios, integrate climate risk
into credit assessments, and
enhance stakeholder engagement
through transparent ESG
reporting.

Empowering People for a
Digital Future

Technology and reform
frameworks achieve their
purpose only when powered by
skilled and inspired people. The
future of EASE will depend on
developing talent that is digitally
fluent, financially astute, and
strategically agile. Our teams
must be equipped to work
alongside  Al-driven systems,
interpret data-driven insights,
and make decisions with both
analytical precision and human
empathy. Building this capability
will not only sustain
transformation but accelerate it.

Aligning with India’s Growth
Ambitions India’s vision for a
robust, self-reliant economy
offers an immense opportunity

v

for PSBs. As the country focuses
on infrastructure development,
MSME support, and digital
innovation, banks will play a vital
role in financing growth and
enabling entrepreneurship. The
future of EASE Reforms will align
closely with these national
priorities. PSBs must position
themselves as strategic enablers
— channeling capital efficiently,
fostering innovation, and driving
inclusive development. Financial
stewardship will be key in
ensuring that every rupee
invested contributes to national
growth and institutional
sustainability.

Charting the Future: From Reform
to Reinvention

EASE reforms have not only
transformed systems and processes
but also reignited a purpose-driven
approach to banking, shifting from
traditional methods to digitally
empowered, financially resilient
institutions. The EASE journey has
proven that when reform is guided by
vision, discipline, and innovation,
transformation becomes inevitable

The next phase must evolve from
reform to reinvention—embracing
global best practices while remaining
anchored in the public sector ethos of
trust and service. This shift calls for a
transition from historical reporting to
forward-looking  strategy, where
decisions are guided by long-term
value creation and sustainable impact.

For the above vision to be a success, it
will have to be a team effort, with a
significant contribution from each and
every Unionite Let us continue this
journey together — harnessing the
power of data, technology, and
disciplined financial management to
build a future-ready institution that
stands for strength, innovation, and
enduring value.

* k%
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Digital CASA Onboarding

The Indian banking sector has been
undergoing a paradigm shift over the
last decade, driven by technology
adoption, regulatory reforms, and a
growing demand for customer-
centric services. A major thrust in
this transformation has come from
the Enhanced Access and Service
(EASE)

introducedin 2018bythe Department

Excellence reforms,
of Financial Services (DFS), Ministry
of Finance, in collaboration with the
Indian Banks’ Association (IBA).

One of the key outcomes of these
reforms has been the introduction of
Digital CASA (Current Account &
Savings Account) onboarding, a
service that allows individuals and
businesses to open and operate
accounts seamlessly through digital
channels. This initiative not only
enhances customer experience but
also strengthens banks’ deposit base,
supports financial inclusion, and
aligns with the Government of India’s

vision towards a Digital India.

Evolution of CASA Onboarding in
India

Traditionally, account opening in
India required multiple visits to the
bank branch, submission of extensive
documentation, and long verification
This
inconvenient for customers but also

timelines. was not only
costly for banks in terms of manpower

and paperwork.

The journey towards digital CASA
onboarding augmented owing to
several factors such as EASE reforms
which emphasized on “technology-
customer the

driven journeys”,

3 AT aRT, JATS-Toer, 2025

COVID-19 Pandemic which triggered
adoption of contactless solutions,
and RBI’s regulatory push permitting
Aadhaar eKYC,
integration, and Video KYC etc., which

Digi  Locker

strengthened digital onboarding.

Almost all the Public Sector Banks
(PSBs) have now launched end-to-
end digital CASA account opening
journeys, supported by their mobile
apps and online portals. In the FY
2024-25, over 10% of newly opened
CASA facilitated
through a fully end-to-end digital

accounts were

process.

Key Features of Digital CASA
Onboarding

Digital CASA Onboarding have
streamlined the customer onboarding
process. The key features include:

¢ Paperless and Presence-less
Journey: Customers can open
accounts from anywhere,
eliminating branch dependency.
Aadhaar eKYC and Digi Locker

ensure paperless verification.

¢ Video KYC (V-CIP): V-CIP allows
real-time video verification by
bank officials,
compliance with RBI norms.

ensuring

e Instant Account Activation:
Accounts are activated within
minutes and can be immediately
linked with UPI, debit cards, and
internet  banking, ensuring

customers to start transacting

instantly.

¢ Omni-channel Access:
Customers can open accounts
through websites, mobile apps,

assisted kiosks, or even through

business correspondents

equipped with digital tools.

¢ Personalization through
Analytics: Banks wuse data
analytics to offer relevant

products—credit cards, personal
loans, insurance—right at the
time of onboarding.

Benefits to Customers

CASA
onboarding has transformed the way
they access banking services by

For  customers, Digital

making the process simple, fast, and
hassle-free. The key benefits include:

¢ Convenience: Instead of visiting
a branch multiple times and
submitting physical documents,
customers can now open a
Savings or Current Account

anytime, anywhere.

e Speed & Transparency: What
earlier took days is

completed within minutes. With

now

instant account activation and
seamless integration with UPI
and digital payments, customers
are allowed to  transact
immediately. This not only saves
time but also offers greater
transparency through digital
passbooks, e-statements, and

real-time status updates.

¢ Financial Inclusion: Even rural
and underserved segments can
open accounts digitally, often
with the support of Aadhaar-
enabled
(AEPS).
Benefits to Banks

For banks, digital CASA onboarding
has brought multiple strategic and

payment  systems




operational advantages to the Banks.
A few advantages include:

¢ Lower Operating Costs: Digital
onboarding reduces manpower
requirements and paperwork
leading to less acquisition costs
and free up branch staff for more
value-added services such as
and wealth

credit advisory

management.

e Wider Customer Reach: The
ease of opening accounts digitally
has also led to higher CASA
mobilization, helping banks to
strengthen their low-cost deposit

which is crucial for

profitability
maintaining healthy margins.

base,
improving and
Moreover,
expands the customer reach
beyond  physical  branches,
enabling banks to tap into new
segments such as youth, gig-

digital onboarding

economy workers, rural

customers, and MSMEs.

« Cross-sell Opportunities: With
digital footprints created at
the point of onboarding, banks
can leverage data analytics to
cross-sell loans, credit cards,
insurance, and investment
products, thereby enhancing
fee income.

* Regulatory Compliance:
Automation and Aadhaar/Digi
Locker-based verification ensure
better regulatory compliance
and reduced fraud risks,
aligning with the goals of the
EASE reforms to make banking
more efficient, transparent, and
customer-centric.

Challenges in Implementation

Despite many advantages, the

CASA
onboarding faces several challenges

implementation of Digital

in India. Such few Challenges includes

as well

- Digital Divide: Limited
smartphone penetration, patchy
internet connectivity, and lower
digital literacy in rural and semi-
urban regions restrict wider
adoption.

- Digital Literacy: Many senior
citizens and first-time users also
find it difficult to navigate apps
or complete processes such as
Video KYC without assistance.

« Cybersecurity Threats:
Cybersecurity remains another
major concern, with risks of
phishing, identity theft, deep

fake-based impersonation,
and synthetic identity fraud
increasing in a fully digital
environment.

The Road Ahead

The road ahead for Digital CASA
onboarding lies in making the process
smarter, safer, and more inclusive.
With the ongoing EASE iteration
focusing on Al-driven, end-to-end
digital journeys, banks are expected
to adopt advanced analytics and
machine learning to strengthen fraud
detection and risk management while
offering hyper-personalized
onboarding experiences. Wider use
of regional languages, voice-based
assistance, and simplified app
interfaces will help bridge the digital
divide and make the process more
inclusive for rural customers, senior
citizens,
Integration of CASA accounts with
Central Bank Digital Currency (CBDC)
wallets, Account Aggregator services,

and first-time users.

v

and other layers of the India Stack
will deepen digital adoption and
open cross-selling opportunities. For
MSMEs and startups, digital CASA
will evolve into a comprehensive
business  onboarding  platform,
combining GST, PAN, and Udyam
registration with credit
assessment. Going forward, the
success of digital CASA onboarding
will depend on banks’ ability to

instant

balance convenience with security,
invest in digital and
strengthen customer trust, thereby
making it a cornerstone of India’s
modern banking ecosystem.

literacy,

Digital CASA onboarding has emerged
asone ofthe mostimpactful outcomes
of the EASE agenda,
transforming account opening into a
paperless,
cashless journey. It has significantly

reforms

presence-less, and

improved customer experience,
increased CASA mobilization,
reduced costs for banks, and

advanced financial inclusion in line
with the vision of Digital India. As
banking reforms progress, digital
CASA will not merely be an entry
point for customers but a foundation
for end-to-end digital relationships,
driving efficiency, innovation, and
trust in the sector. Ultimately, this
reform represents a milestone in
India’s  banking transformation,
ensuring that both banks and
customers are better prepared for a
fully digital future.

Ajay Bansal |
DGM, FnA - Ease
C.0., Mumbai
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Enhanced Access & Service Excellence
Why EASE Reforms Matter in Everyday Life

When a
accessible

bank becomes more

and user-friendly, it
transforms things beyond balance
sheets. It

shopping choices, how a market pays

transforms mornings,
its vegetable sellers, even how boldly
its tenth
is the
promise of EASE—Enhanced Access

a small business hires
worker. That, in essence,
& Service Excellence—India's multi-
year, theme-based reform initiative
(PSBs).
Launched in 2018 and renewable

for public sector banks

every year, EASE has evolved from
mere clean-up and controls to a
comprehensive thrust towards digital
convenience, honest credit, quicker
and resilient

grievance redress,

banking.

This is the tale of those reforms as
citizens live them—what's going
well, what's changing, and where the
way still needs to be smoothed.

The dawn queue thatunobtrusively
disappeared

At 9:55 a.m.,, just before one of the
branches in Gwalior opens, Ujjwala
waits outside the shutters with her
toddler. She used to fear these trips—
token slips, several counters, an
additional trip if the passbook printer
was not working. This year she sees
something new: the guard points to a
little screen near the door and a
that
schedules her slot. When she arrives

queue-management system
at the first counter, her application is
already marked in the system. "Bas
do kaam aur," says the relationship
officer to her—"just two taps more."
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These little kindnesses are the tip of
the iceberg of a greater EASE wave.
The EASE 7.0 agenda, which was
announced in April 2024, doubled
down on "Customer Delight"—faster
time,

in-branch proactive

notifications, easier digital
experiences—while connecting it to
"Economic Development" and
"Resilient Banking." Behind the smile
behind the counterare new customer-
journey standards, analytics triggers,
and internal escalation rails making

the experience feel seamless.

The vendor who ceased saying
"khulle nahin hain”

On a mandi near Ranchi, Manoj sells
fruit in kilos. He used to maintain a
steel box for change and lose a bit to
each bout of ping-pong with small
notes. Today his stand bears a QR
placard; hawkers, bus conductors,
pensioners and other customers scan
and pay. And if he wires money to a
vendor in another town, a beneficiary
name search feature reminds him
that he hasn't entered a wrong
subtle,
reassuring changes the authorities
introduced for NEFT/RTGS last year.

account number—a

These are not sporadic upgrades;
They are the social impact of a
gigantic thrust. By end of November
2024, UPI volumes surpassed 15,500
crore transactions for the period and
digital payments as a whole reached
unprecedented height, as campaigns
markets and
digitally
empowered clusters. EASE did not

converted entire

transport nodes into

create UPI—but it is adamant that
PSBs weave such tracks into routine
banking and facilitate easy adoption
by small merchants and elderly

people.

The lender that today says "not
yet" (and that's a relief)

For Santosh, who operates a sheet-
metal unitin Aurangabad, a "no" from
his bank once felt capricious. Today,
when his working-capital top-up is
delayed, he also receives a reason
code and a list of "get-credit-ready”
actions—upload recent GST returns,
reconcile a rejected invoice, correct a
pledge mismatch. Under EASE, PSBs
have invested years of getting
prudential lending, early warning
systems, and post-sanction
embedded in their
processes. The objective: lend boldly,
but not again the NPA spiral that

damaged banks and borrowers alike.

monitoring

The country data reflects the arc.
Gross NPAs in scheduled commercial
banks declined from 310.36 lakh
crore (March 2018) to 4.75 lakh
crore (March 2024), as part of a range
that also IBC

and improved risk
that EASE
measures and incentivizes

of tools include
resolutions
governance domains,
in its
performance index.

A dairy farmer's "same-day" credit

In Palakkad, Latha provides milk to a
cooperative. When fodder prices are
high, her Kisan Credit Card is more
important than ever before. She
would wait days for limit increases;




now her branch encourages her in
advance when her repayment history
makes her eligible for an increase in
limit. EASE's "credit outreach with
discipline"

philosophy combines

analytics, streamlined
documentation, and campaigns that
reach saturation levels among eligible
segments—including specific drives
for animal husbandry and fisheries
KCCs. The outcome is not only more
accounts, but more timely credit that

matches actual farm cycles.

Not every borrower fits outdated
boxes. In Indore, Aditi operates a
logistics-tech start up with riders
whose incomes are gig-based. Her
bank now has a product that
considers platform cash flows and
invoice histories, instead of solely
old-fashioned salary slips. That push
comes from the EASE 8.0 playbook,
launched in 2025, which encourages
PSBs to serve start-ups, gig economy
workers, and new-economy MSMEs
with re-imagined underwriting and
and defend

Al-driven

quicker onboarding,
with

verification. The idea is access that's

against  fraud

both broader and more tech savvy.

What's EASE—and how does it
continue to improve?

EASE is a standardized, theme-based
reforms agenda for PSBs, guided by
the Department of Financial Services
and implemented through the Indian
Banks' Association. Every annual
edition identifies measurable
themes—front-line service, digital
journeys, risk and resilience, HR and
incentives, financial inclusion—and
then measures banks against their
progress through an EASE Index and

Awards. It has evolved over time from

clean-up (EASE 1.0-2.0) to digital
scale-up (EASE 3.0-5.0), and recently

to customer delight + resilience

(EASE 6.0-8.0).
» EASE 7.0 (FY 2024-25) focused

on Economic Development,
Delight,

Banking—encouraging banks to

Customer Resilient
make service stand out while
maintaining risks under control.

» EASE 8.0 (FY 2025-26) honed
four pillars—typically articulated
as Risk & Resilience, Innovation,
Socio-economic impact (Viksit
Bharat),
fostered product innovation for

Excellence—and

newer customer segments.

The idea here is cultural: Shift
"EASE" is not special project but an
organizing habit of public sector
banking.

Real-time vignettes nationwide

1) A pensioner's straightforward

transfer

Raghavan in
Thiruvananthapuram prefers
double verification for
everything. When he sends

money to his granddaughter
through NEFT, now he receives a
name verification prior to
sending. Such caution signals
eliminate fraud fear for the
elderly—evidence that "service
excellence" is as much about

calm of mind as it is about speed.
2) Larger impact of a self-help
group
A Vidisha women's SHG once
handled cash in passbooks; now
the group pays via UPI for
member deposits and gets SMS
reminders prior to instalments

v

due. The bank has combined SHG
information with micro-credit
guidelines to auto-rate the group
for increased limits—something
that just was not possible prior
to EASE-era data plumbing.

3) MSME onboarding without a
briefcase of papers
In Surat, a dyeing unit applying
for a term loan uploads IT
returns, GST, and utility bills
from one loan journey portal
With EASE 7.0/8.0, PSBs are to
minimize touchpoints,
signatures, and visits to branches
and pre-fill wherever legal data
is available. The customer has a
clean screen; the bank has an
integrated risk file.

4) The banker whose dashboard
changed her day

An assistant manager in a Nagpur
office starts her day on a service SSO
that brings up pending complaints,
KYC
notification, and MSME follow-ups.
EASE
citations to such outcome metrics—

expiry dates, high-value

connects promotions and
how fast she settles, how smoothly
audits clear, how many customers
she retains, not just how many forms

she settled.

Why the numbers matter—but
people matter more

When policymakers claim "NPAs are
going down", it can be vague. But its
translation is human: fewer dead
loans equal reduced risk premia,
which equals better rates for the next
legitimate  borrower.  Similarly,
digitally facilitated markets aren't
flash in the pan; they imply a fruit

vendor can accept a 27 payment
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without fishing coins and can
subsequently demonstrate income to
obtain credit. The Ministry of Finance
2024 year-ender associated EASE-
strengthened governance with such
results: healthier balance sheets,
flourishing digital payments, and
financial-inclusion schemes used by

millions.
What transformed within PSBs
1. Risk first, not risk last.

Pre-sanction checks, sectoral
heat maps, and warning systems
are now the norm. A recent

government note captured it

thus: EASE reforms have
facilitated benchmarked
advancement in governance,
prudential credit, risk

management, and data-driven
banking in PSBs. The tone is
uniform—grow, but with

guardrails.
2. Digital in the core, not as a

wrapper.

From fraud filters based on Al to

API-based doc pulls, PSBs are
with
Even

catching up private

staff
scheduling by branches is now
affected by

transaction highs and footfalls.

counterparts.
analytics  on

The IBA leadership has recently
emphasized how PSBs are
embracing GenAl and cloud to
accelerate service at the cost of

heightened security.

3. People practices rewarding
outcomes.

EASE transformed HR from
administrative to results-
oriented—Ilinking rewards and

training to service quality, cross-

31 AT aRT, JATS-Toer, 2025

sell sanitation (not coercion),
and risk adherence. Good service
is not arbitrary; it is conceived,
gauged, and rewarded in every

EASE Awards cycle.

Where EASE intersects with

"access” most visibly

% Doorstep and facilitated
banking: Business
correspondents, micro-ATMs,

and easy KYC enable banks to go
to customers.
« Large scale inclusive credit:
MSME
enrolling, and SHG upgrades now

KCC saturation drives,

operate like campaigns, not an
isolated camp.

+ Omni-channel coherence: the
same promise whether you walk
into a branch, app, website, or
call centre—one of EASE 7.0's
service mantras.

If all
becomes near-at-hand public service

these harmonize, banking

you can count on.
The 2025 turn: EASE 8.0's

By mid-2025, the EASE discussion
introduced new muscles:

> Innovation for new customer

segments: solutions for new
cohorts of customers such as
start-ups and gig workers who
data

responsibly, so a delivery rider's

employ alternative
consistent earnings record can
actually be considered.

» Risk & resilience for a more
turbulent world: stress testing,
cyber-drill

frequency, and

vendor-risk hygiene are no
longer hidden in IT playbooks

but show up on CEO dashboards.

» Changing socio-economic
impact: the scheme clearly links
banking to the Viksit Bharat
vision—connecting credit to
industry segments that increase
employment and productivity,
and not just those with the

shortest pay-out cycles.

All this stays true to an August 2025
policy rhythm: Discipline in credit,
and

Responsibility in recovery,

Evidence-based growth.

Straightforward challenges

@,

« Consistency in experience: Not
all branches are equally "easy."
Semi-urban and rural branches
may continue to have

connectivity, cash logistics, or

language deficits that neutralize

some digital advances.

+ Human time versus screen time:
A neater app does not substitute
the
pensioner requires at a counter.

calming minute a lost

Service excellence needs to plan
for empathy, and not throughput.
+ Credit depth for the "thin-filed":

Alternative data assists, but it
should be wused
with—clear consent, explainable

responsibly

models, grievance channels—to
insure thath inclusion does not
equal opacity.

«» Cyber vigilance, always: As PSBs
scale cloud and AJ, secure design
and zero-trust habits need to be
daily routines, not audit checklist
items.

These
EASE; these are reminders of what is

aren't arguments against

required to continue to learn.
What success might feel
> A first

student opening




account: An app that onboards
you with e-KYC in minutes, warm

"what next?" guide, and
transparent fees.
» For micro-entrepreneur: A

that
increases as GST trail grows, a

working-capital  limit
dashboard that reminds of dues
before the penalty dates, and a
relationship officer who calls
before there is an issue.

» For a farmer: A KCC that shows
up when the sowing window is
open, not afterwards, and a

that

on

claims process informs

going
requiring to travel twice.

what's without

» For a retiree: A branch that
values time—less paperwork,
simpler signage, an actual

person—and digital channels

that buffer, not befuddle.

In other words, "enhanced access" is
the entrance; "service excellence" is
the reception within.

The EASE habit: why continuity
matters

Banking reform is best when it is
consistent. EASE has now completed
seven past editions and an eighth is
in progress, with established themes,
public
acknowledgment. That rhythm is

scorecards, and
important. It sends a message to
front-line employees, "This isn't a
campaign that will pass away." It
sends a message to customers, "Your
experience is being monitored and
enhanced." It sends a message to the
system, "Inclusion and resilience
accompany each other."

v/ By
institutionalized

making targets

and

monitorable through the IBA's
EASE Steering Committee, the
agenda keeps away from being a
slogan.

v By officially
year's themes—EASE 7.0 in April
2024, EASE 8.0 in 2025—it
signals what good is before it

launching every

measures it.
That's how cultures change: in open
sight, step by step.
A simple checklist for "service
excellence,” the EASE way

[.  Clarity:
timelines in simple language.

display fees, steps,

[I. Proactivity: prod prior to a
problem—KYC reminders, EMI
notifications, threshold alerts.

[II. Speed with safety: reduce clicks

and visits, but avoid chopping
look-
transaction notifications,

controls—employ name
ups,
and context-based warnings.

IV. Inclusion: orient for the first-

time wuser—guided journeys,
local language options, grievance
that

helplines actually get

answered.

V. Dignity: Provide service to a
X500 depositor with as much
care as a X5 lakh borrower. That's
not ethics; it's good banking.

A road ahead

Three likely to
characterize EASE's next run:

themes are

v Harmony between human and
tech: keeping branches cozy and
apps minimal; equipping staff
with digital empathy—how to
lead without judging.

v/ Accountability through design:
grievance clocks, audit trails, and

v

decisions explainable to and
contestable by customers.

v Credit with a purpose: where
lending makes sense in jobs and
productivity—MSMEs,
agriculture

value chains,

renewables—while  remaining

allergic to complacency.

The government is very clear in its
objective: credit discipline and robust
growth have to go hand-in-hand, with
EASE as one of the principal vehicles.

Conclusion: When banking seems
like a public good

The ultimate compliment for a bank
is not a rating of five stars; it is the
lack of fear. It is when a young
entrepreneur does not waste a week
on forms, a farmer doesn't lose a
season of not getting a signature, a
pensioner is not fearful a fear of a
mis-transfer, and a market does not
bother about availability of "khulle."
That's what Enhanced Access &
Service Excellence means in the field:
everyday lives flowing with less
hassle and more respect.

EASE is not magic. It is standards,
software, training, and grit—recycled
annually, benchmarked in the open,
and felt more and more in the little
moments. If it holds to its compass—
access for all, excellence for each—
the long line at the bank can become
one of those fond tales we share with
our grandkids. And they will ask us,
befuddled, why we put up with it to
start with.

C. BALAKRISHNA
R.0., Bengaluru (N)
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Analytics Centres of Excellence in PSBs
A Strategic Outcome of EASE Reforms

The Indian banking sector,
particularly Public Sector Banks
(PSBs), has been undergoing a
significant transformation in recent
years. A pivotal driver of this change
has been the Enhanced Access &
Service Excellence (EASE) reforms,
introduced in 2018. These reforms
aimed to modernize PSBs by focusing
on digitalization, customer-centric
services, and operational efficiency. A
notable outcome of these reforms is
the establishment of Analytics
Centres of Excellence (ACoEs) within
banks, = which  have  become
instrumental in driving data-driven
decision-making and enhancing
service delivery.

Inception of Analytics CoEs: EASE
reforms agenda emphasizes on
leveraging technology and data-
driven decision-making as a core
component of modern banking. In
this context, Analytics CoEs have
emerged as a natural extension,
enabling banks to operationalize
these objectives effectively. Several
Indian banks have now successfully
implemented Analytics CoEs aligning
with EASE reforms, and thereby,
standardized analytics practices
across departments ensuring that
data-driven decision-making
becomes an integral part of their
organizational culture.

Understanding Analytics CoEs: An
Analytics Centre of Excellence is a
centralized unit within a bank tasked
with developing and implementing
advanced analytics capabilities.
These CoEs are specialized units
designed to harness the power of
data, enabling banks to make

35 AT aRT, JATS-Toer, 2025

informed decisions, improve
customer experience, and optimize
operational processes. By centralizing
analytics capabilities, banks can
leverage insights across functions,
ranging from risk management to
product  development, thereby
achieving sustainable growth. Their

primary functions include:

e Data Management:
clean, structured,
governed data that can be used
for decision-making.

Ensuring
and well-

e Advanced Analytics: Applying
predictive  models, artificial
intelligence, and
learning to generate actionable
insights.

machine

¢ Business Intelligence: Creating
dashboards, reports, and
visualizations for management
and operational teams.

e Process Optimization: Using
analytics to streamline
operations, reduce costs, and
improve service efficiency.

e Innovation and Research:
Exploring new
techniques  and
adoption  to
competitive edge.

analytics
technology
maintain a

Advantages of Analytics CoEs

The establishment of Analytics CoEs
offers several advantages to banks. A
few advantages include:

¢ Enhanced Decision-Making: By
providing data-driven insights,
ACoEs enable banks to make
informed decisions, reducing
risks and capitalizing on
opportunities.

Improved Customer
Experience: By leveraging
advanced data analytics, banks
can offer personalized customer
offerings, tailoring products and
services to meet individual
customer needs and preferences,
which enhances engagement and
satisfaction.

Customer Retention: Improved
analytics capabilities contribute
to customer retention by
identifying at-risk clients and
enabling timely interventions.

Operational Efficiency:
Automation of processes and
predictive analytics lead to cost
savings and streamlined
operations. Analytics also enable
stress testing and feedback
analysis, helping banks assess
financial resilience under
different scenarios and refine
processes based on actionable
insights.

Risk Management: Advanced
analytics assist in identifying and
mitigating risks, such as fraud
detection and credit risk
assessment.

Collection Efficiencies: Banks
can also enhance collections by
predicting repayment patterns
and prioritizing follow-ups more
effectively.

Employee Upskilling: Internally,
an Analytics CoE facilitates
personalized learning for
employees, allowing staff to
upskill based on performance
metrics and learning needs,
thereby improving operational
efficiency.




¢ Compliance and Reporting:
ACoEs facilitate timely and
accurate reporting, ensuring
adherence to regulatory
requirements by quickly
identifying irregularities,
detecting patterns of non-
compliance, and generating
regulatory reports with higher
precision.

Collectively, these advantages
empower banks to make informed
decisions, improve profitability, and
deliver superior value to both
customers and stakeholders.

Implementation Challenges and
Considerations

While Analytics CoEs offer substantial
benefits, banks must address several
challenges to ensure successful
implementation:

¢ Data Quality and Integration:
Inconsistent or fragmented data
across branches can impede
analytics initiatives. Establishing
robust data governance practices
is essential.

e Talent Acquisition and Skill
Development: Advanced
analytics requires skilled
professionals in data science, Al,
and machine learning. Banks
need to invest in training and
hiring to build the right
capabilities.

¢ Technology Investment: Setting
up a CoE involves significant
investment in IT infrastructure,
cloud services, and analytics
tools.

¢ Regulatory Compliance:
Analytics must adhere to data
privacy regulations and banking
standards, such as the RBI’s
guidelines and the emerging
DPDP Act.

Addressing these challenges ensures
that  Analytics  CoEs  deliver

sustainable value while supporting
the broader objectives of EASE
reforms.

The Road Ahead

The banking sector is entering an era
where data is not just an enabler but
the core strategic asset. With
increasing regulatory complexity,
evolving customer expectations, and
competitive pressures from fintech’s
and big tech players, the future of
banking analytics lies in embedding
intelligence into every layer of
operations and governance. As banks
enter in to the next phase of analytics
adoption, the role of Analytics CoEs is
expected to expand further. Future
directions may include:

¢ Hyper-Personalization at
Scale: Next-generation customer
engagement will be powered by
hyper-personalization. This shift
will  transform banks from
transactional service providers
into proactive financial partners.

¢ Intelligent Risk and
Compliance Ecosystems: Risk
and compliance may evolve into

real-time, analytics-driven
ecosystems. Al-powered
anomaly  detection, natural
language tools for regulatory
scanning, and dynamic
compliance dashboards may
replace manual, periodic
reporting.

e Alternative Data and Financial
Inclusion: The expansion of
credit access in emerging
markets will be supported by the
use of alternative data such as
digital footprints, telecom data,
e-commerce spending patterns,
and utility bill payments to
assess  creditworthiness. By
blending traditional financial
data with alternative data

v

sources, analytics can power
inclusive growth while managing

risk through more granular
segmentation.
¢ (Cloud-Native Analytics

Platforms: The road ahead may
involve a shift to cloud-native

analytics platforms, offering
scalability, agility, and cost
efficiency.

¢ Embedding Analytics into
Decision Fabric: The road ahead
will also require banks to embed
analytics deeply into their
decision fabric. The emphasis
will ~ shift from centralized
analytics teams to an “analytics-
first  culture” across the
organization, where decisions at
every level—strategic, tactical,
and operational—are guided by
data.

Conclusion

The establishment of Analytics
Centres of Excellence represents a
major milestone in the digital
evolution of Indian public sector
banks. Born out of the EASE reforms,
these CoEs are not merely
technological tools—they are
strategic enablers of operational
efficiency, customer-centricity, and
sustainable growth. By harnessing
data-driven insights, banks can
optimize processes, personalize
services, mitigate risks, and foster
innovation. In a financial ecosystem
where data is the new currency,
Analytics CoEs are set to become the
backbone of smart, agile, and future-
ready banking.

Chinmayee Kar
FnA - Ease |3
C.0., Mumbai
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Customer Center of Excellence

"Building a good customer experience does not happen by accident. It happens by design.”

- Clare Muscutt

Businesses across the world have
reshaped the word “Customer
Service” and are arriving with new
ideas by continuous innovations and
strategies not only to stay in business
but also for growth, year after year.
One such strategy is “Exceptional
Customer Service” or “Service
Excellence”.

Exceptional customer service builds
long lasting loyalty by creating
great experiences. It involves
exceeding customer expectations,
demonstrating empathy and
understanding, and going the extra
mile to resolve issues and build
loyalty to boost the business. It also
sets high standards, making an
organisation stand out and keeping
customers coming back for more
very often. For providing exceptional
customer service, businesses are
building  Customer Centre of
Excellence within the organisation.

Customer Centre of Excellence (CX
CoE)

A Customer Centre of Excellence is a
strategic, cross-functional unit within
an organization that drives customer
centric innovation, best practices in
the industry, and continuous
improvement in customer service
excellence. It is not just a department
or a unit in the bank, but mindset
and a mechanism for embedding
customer experience into the DNA of
the business.

Core Objectives of a Customer
Centre of Excellence

R0

< Toimprove Customer Satisfaction
& Loyalty.
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% To reduce churn, boost Net

Promoter Score (NPS), and
enhance lifetime value.

% To drive Customer Centric
Culture.

< To align departments around
customer service excellence and
foster customer centric decision-
making.

% To enhance

Efficiency.

Operational

< To streamline processes and
optimize customer journeys to
reduce cost to service a customer.

% To fuel Innovation.

< To act as an incubator for new
ideas, tools, and approaches to
elevate customer experience.

Requirements for building a

Customer Centre of Excellence:

< Vision & Strategy: Organisation
requires to establish a clear
purpose aligned with business
goals. For example, a banking
organisation might aim to reduce
churn by 75% through better
customer approach and proactive
support.

< Secure Executive Sponsorship:
Financial allocation, support and
guidance of the top management
is essential for defining the
quality of a centre. So, the budget
allocation, organizational
alignment of goals and removing
internal roadblocks would be
very important.

< Assembling a Cross Functional
Team: Teams that build and
manage Centre of Excellence
should include representatives

%

%

from Customer service,
Marketing, Productdevelopment,
IT and Analytics. This diversity
ensures holistic insights and
collaborative execution.

Create a Customer Experience
Operating Model: This is very
important, because once built it
would be very difficult to alter or
remodel. So, design principles
should include, customer journey

mapping, seamless Cross
functional collaboration, clear
Customer Service Key

Performance Indicators (KPIs)
and accountability structures.

Leverage Technology & Data:
CRM systems, Artificial
Intelligence tools, and analytics
platforms are required to
personalize interactions, predict
customer needs and to monitor
satisfaction in real time

Impact measurement: For this
the organisation needs to track
metrics like:

» Net Promoter Service (NPS),

a customer satisfaction
metric that measures
customer loyalty and

likelihood of them
recommending the products
and services to others.

» Customer Effort Score (CES)
is a customer satisfaction
metric that measures the
amount of effort a customer
must expend to complete a
task, get a question
answered, or resolve an
issue with the organisation.




» Customer Retention Rate
(CRR), an indicator of a
percentage  of  existing
customers retained over a
specific period. This is a key
metric that indicates how
well a business fosters
loyalty and provides ongoing
value, as it reflects the
portion of customers who
remain with the business
rather than switching to

competitors.

» Cost-to-serve (CTS) refers to
the total expense an
organisation  incurs to
deliver its products and
services to a customer,
covering all direct and
indirect expenses from

conceiving the product to its
final delivery and support.
Analysing CTS helps
business to understand the
profitability of different
customers, products, and
channels by pin pointing
inefficiencies and high costs.

» Employee engagement is the
extent to which an employee
is passionate, committed,
and dedicated to his/her

work and organisation,
demonstrated by the
emotional connection,
enthusiastic contributions,

and discretionary efforts.
Engaged employees think,
feel and act in ways that
support the organisation’s
success, often going ‘the
extra mile’ to achieve goals
and serving as campaigners
for the organisation.

Best Practices towards Sustained

Excellence

» Consistency across customer
touch points ensures uniform

messaging, service quality, and

responsiveness.

» Personalization at Scale uses
data to tailor  customer
experiences  without losing
efficiency.

» Empathy-Driven Design
understands customer pain

points and design solutions that
resonate emotionally.

» Continuous Learning & Feedback
Loops regularly gather insights
from customers and frontline
teams to refine strategies.

Impact of a Customer Centre of
Excellence on the business

A Customer Centre of Excellence
drives measurable improvements
across multiple dimensions of
business performance as indicated
below;

Improved Customer Satisfaction &
Loyalty
» Drive initiatives that reduce

churn and increase Net Promoter
Score (NPS).

» Enhances customer lifetime
value through better onboarding
and proactive support.

» Builds emotional connection and
trust through consistent and
personalized experiences.

Revenue Growth

» Organizations leading in
customer experience outperform
laggards by nearly 80% in
revenue growth.

» Satisfied customers spend more
and are more likely to explore
additional offerings.

» Loyalty programs and tailored
experiences contribute
significantly to business.

Operational Efficiency

» Streamlines customer journeys
and internal processes, reducing

the cost-to-serve.

» Identifies pain points and
eliminates inefficiencies across
touch points.

» Promotes cross-functional

collaboration to align
departments around customer
needs.

Innovation & Agility

» Acts as an incubator for new
customer experience strategies,
tools, and technologies.

» Encourages experimentation
and rapid changes based on
customer feedback.

» Keeps the organization ahead of
evolving customer expectations.

Employee Engagement

» Boosts employee morale by
aligning teams with a clear
customer-centric mission.

» Empowers employees with
insights and tools to deliver
better service.

» Can lead to a significant increase
in employee engagement when

customer experience is
embedded in the operating
model.

In today’s hyper-competitive

landscape, customer experience is no
longer a “nice-to-have”, rather it is a
strategic imperative. A Customer
Centre of Excellence ensures that
customer centricity is not just a buzz
word but a systematic, measurable,
and scalable partofany organization’s
business DNA and it truly transforms
the customer experience strategy
when implemented effectively.

S B Karimullah Sahib
R.0., Kadapa
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Over the last decade, Public Sector
Banks (PSBs) witnessed excessive
build-up of stress in their loan
portfolio. Much of the stress remained
hidden
Restructured  Assets

in the form of Standard
(SRA) on
account of special regulatory
treatment for classifying restructured
accounts as standard accounts under
With  the

recognition of the stress since 2015,

certain  conditions.
the adverse impact of the hidden
stress on key financials became
manifest. Multiple drivers have been
attributed by various observers for
increase in stress, including, inter
alia, aggressive lending, and lack of
robust lending practices, wilful
defaults, frauds, economic slowdown,

and misconduct in certain cases.

the
Government has

the
implemented a
4R's strategy of
NPA  transparently,
and
Recapitalizing PSBs and Reforms in

To address problem,
comprehensive
recognizing

Resolution recovery,
the financial ecosystem and PSBs. As
4R's
recognition of hidden stress as NPA

a result of the strategy,
has been largely completed, the
creditor-debtor relationship was
altered, significant recovery has been
affected and
provisions built up against NPAs.
With this, PSB balance-sheets are

becoming healthier.

significantly higher

As a part of the reforms, in January
2018, the Government and PSBs
jointly committed to and launched a
common PSB Reforms Agenda for
Service

Enhanced Access and
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Pillars of EASE

(EASE), the
guidance of DFS. The progress of
PSBs against the PSB Reforms EASE
Agenda has been rigorously tracked
through a first of its kind EASE
Reforms Index, comprising of various

Excellence under

metrics under different themes for
holistic development of PSBs.

The
roadmap were for transforming the
PSBs
aspiring and inclusive India through

digitization. agendas and

into NextGen Banks for an

governance and focused on enabling
the transformation of PSBs into
digital and data-driven entities with

innovations like “Dial-a-Loan” and

o) L]
% &
5 cae
. -
¥ In 2015,  Government
». Implemented a

PSBs witnessed excessive
build up of Stress in their
loan portfolio, during the
last decade. Much of the
stress remained  hidden
in the form of Standard
Restructured Assests
(SRA). Subsequently, RBI

comprehensive 4R strategy
of Recognising NPA
transparently, Resolution &
recovery, Recapitalising PSBs
and reforms in the financial
ecosystem and PSBs to
tackle the high NPA ratio of
the banking sector.

issued Asset quality review
framework in 2015 which
revealed high incidence of
NPAin the banking industry.

Reforms address key areas
in PSBS via- Governance,

Prudential ~ lending.  risk, In Jan 2018. Government
mtanagement, tectnology and PSBs jointly launched
drivern checks and controls EASE reform agenda, with
and smart banking as '

clean and smart banking
theme, for  continous
improvement through
transparent reporting on
PSB reform priorities.

well as transparency and
accountability in the wider
financial ecosystem.

Laid the foundation for clean
and smart banking.

The initial set of EASE reforms, EASE
1.0 and EASE 2.0 aimed at
institutionalizing CLEAN & SMART
banking in PSBs, ensuring prudential
and clean lending, better customer
service, enhanced credit availability,
on MSMEs,
improvement and better governance.

focus asset quality
Subsequent annual editions of EASE
continued to build on this foundation
and ushered in successive waves of
reforms focused towards “Banking of
the Future”.

EASE 3.0 and EASE 4.0 were designed
to make customer interface more

sophisticated  with  end-to-end

“Credit @ Click” etc. It
emphasized on technology-enabled,

also

collaborative banking, expanding
digital credit access across retail,
agriculture, and MSME segments via
SMS, chatbots, call centres, websites,

and mobile apps.

In 2022, PSB Manthan was organized
by DFS and IBA. After detailed
deliberations in PSB Manthan, three
reforms pillars have emerged to drive

initiatives:
e EASE Pillar-I: The common
reform agenda (EASE

5.0-Continuation of the common
reform agenda into its 5th year)




EASE 7.0

Economic Development: Customer
Delight, Resilient Banking

EASE 5.0

Enhanced Digital Experience; Data-driven,
Integrated and Inclusive Banking

EASE 3.0

Smart Tech-enabled Banking for
Aspiring India

EASE 1.0

Responsive and
Responsible PSBs

e EASE Pillar-1I:
3-year roadmaps:

Bank-specific
Creation of
bank-specific three-year
strategic roadmap,
contextualized to each bank’s

strategic position and business

priorities
e EASE Pillar-III: Collaboration:
Identifying areas for joint

capability building across public-
sector banks

EASE Pillar-1: Common Reforms

Agenda:

EASE Pillar-1 outlines the common
reform agenda which is applicable to
all the 12 Public sector banks, with
defined targets to be achieved within
a one-year period. The primary
objective of this framework is to drive
banks,
enhance operational efficiency, and

uniform progress across

strengthen customer-centric
services. To ensure accountability
the
each bank is

and sustained improvement,
performance of
monitored and evaluated on a
quarterly basis, followed by ranking

among peers.

Each year, a common theme is
identified under Pillar 1, which is

| EASE 752

R Risk & Resilience

I Innovation

S Socio-economic Impact (for Viksit Bharat)
E Excellence

FY24 EASE 6.0

Customer Friendly Banking
Enabled by Modern Capabilities

FY22

EASE 4.0

Tech-enabled Simplified and
Collaborative Banking

FY20 EASE 2.0

Clean and Smart
Banking

further broken down into specific
Action Points. These Action Points
are translated into measurable
metrics that capture the effectiveness
of reforms. Each metric is assigned a
pre-determined weightage, enabling
a comprehensive and objective
evaluation of the bank’s performance.
The consolidated scores across these
weighted metrics form the basis for
ranking the banks. It also promotes
healthy competition among PSBs,
driving them to consistently improve
service delivery, adopt best practices,
and align with the overarching goals
of the EASE program. The quarterly
ranking system serves as both a
progress tracker and a motivator for

continuous development.

Presently, the EASE Reforms Agenda
has progressed to its eight iteration
as EASE 8.0, which is broadly themed
around Resilience, Innovation, Socio-
economic impact, Excellence.

The evolution of EASE Common
Reforms Agenda reflects a journey
from basic process improvements
(EASE  1.0) to
transformation, customer centricity,
(EASE  8.0)-

deep digital

and sustainability

(depicted below)

v

EASE Pillar-2: 3-year Strategic
Roadmap:

Pillar-2 was introduced in May 2022,
wherein Bank to set up their own
bank specific 1-3-year strategic road
map based on the individual lenders
business priorities, which will entail
strategic initiatives beyond EASE 5.0.
The initiatives will be across diverse
themes -  business  growth,
profitability, risk, customer service,

operations, and capacity building.

Accordingly, banks prepare their
3-year strategic roadmap, which are
being monitored and reviewed by

DFS and IBA on quarterly basis.

Our 3-year Strategic initiatives for FY
2026-28 are as detailed below, which
are further sub-divided in to sub-
initiatives with defined timelines for
each activity.

1. Sustainable Growth in MSME

2. Sustainable Growth in Mid
Segment Corporate
3. Expanding Agriculture

Investment Credit

4. Strengthening Compliance &
Enhancing Compliance Culture

5. Enhancing  Retail

Mobilization

Deposit

6. Enhancing Customer Experience

7. Location Intelligence for Branch
Network Expansion

8. Union Co-Fi - A Collaborative
Finance

EASE  Pillar-3:
Amongst PSBs:

Collaboration

Pillar-3 was also introduced in May
2022 for
sharing and synergies amongst the

joint capability build,
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PSBs. This pillar is expected to assist
the their
capabilitiesin terms of cost, efficiency,

banks in enhancing
revenue & Operations enhancement
and competitive advantage.

This collaborative model also ensures
uniform service quality and facilitates
jointdevelopment of digital platforms
and solutions. At present, Pillar-3 is
at a nascent stage of development,

with frameworks and initiatives
gradually  being  shaped  for
implementation.

Currently IBA has shortlisted the
five collaborative ideas for
implementation under Pillar-3.

a. Digital Portal for Consortium
Lending

b. Shared Collections Utility

c. Common Platforms for ESG

planning & Reporting
d. Shared vKYC hub
e. Central Fraud Registry

EASE has progressively evolved from
strengthening digitization,
governance, and asset quality to
building customer-centric,

first

digital-
innovations. With successive
editions, PSBs have transformed into
more  agile,  technology-driven
institutions focused on delivering
seamless services and strengthening
operational The

introduction of PSB Manthan further

efficiencies.

expanded reforms into three key
pillars. Together, these pillars provide
a structured framework to enhance
competitiveness, foster innovation,
and build resilience in the sector.
Collectively, EASE reforms aim to
ensure sustainable growth, improved
compliance culture, and superior
customer experience across India’s
public sector banking ecosystem.

Rakesh Kondilya
AGM, FnA - Ease
C.0., Mumbai
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There're wounds,

That carve deep,

Maneuverer and failing to heal
Whilst unabated storms raging on,

Scar the psyche steep.

Yet, the machinated camaraderie
That destiny offers

To me; a frail naysayer, embrace
Unsolicited, falteringly,

With all my might, defying solitude.

And lone I walk, desolated,

Stumbling, down the aisle, ambivalent,
With my voice subdued,

Besieged by deafening silence,

Dying a sanctified death.

I behold from far, the world severing
It's burdensome ties in entirety
With me, seeking refuge in calm

As I drift away silently for eternity

With hopes on the wane, withered.

N\

Forlorn Soul

With no one to steer me

Back from the labyrinthine trail

[ traverse wearily, servile to ennui,
Deservedly, with all my heart

Humming requiems unheard.

When long lost ecstasy
Hysterically smirks
Ensnared afar; too far
For the soul to reach,

I retreat from

My fleeting pursuit for peace.

Acquiesced, I walk away as destined,
Careful not to shatter

The fragile sandcastles of bliss

With futile hopes

of painting the mirages again.

With only a few to look up to,
I decipher, helpless, that some day
A forlorn soul I shall be

Weighing down heavily,

Either on the beknows or
unbeknownst.

I'd be bound then, to

Hold back the tears, miserably,
Peeking at the edges of my gaze,
Though unwilled,

Wounding the scars deeper still.

Yet the Lord, my safe haven,

By his grace, may hopefully forsake
me not,

He’ll lead me through the dark,
Through the recondite

Pathways of life.

Drisya Saseendran
RO, Udupi
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Digital Co-Lending

The Indian financial ecosystem is
undergoing a significant
transformation and digital co-lending
stands at the heart of this change.
This innovative model is rapidly
redefining how banks and Non-
Banking Financial Companies
(NBFCs) approach credit delivery,
blending  regulatory  discipline,
technological efficiency and inclusive
access to finance. For Indian bankers,
digital co-lending is not just a new
business practice—it is a strategic
shift in operational methodologies,
risk management frameworks and

market growth strategies.
What Is Digital Co-Lending?

Digital refers to a

collaborative model where two or

co-lending

more regulated entities, usually a
Bank and an NBFC or FinTech jointly
fund and manage loans through a
digital platform. The objective is
simple yet powerful, leverage the
complementary strengths of Banks,
NBFCs and FinTech’s to
customers more effectively.

serve

In this arrangement:

Banks offer low-cost capital and
regulatory oversight, backed by their
large-scale operations and deposit

base.

NBFCs and FinTech's focus on agile
customer sourcing, rapid onboarding
and advanced technology enabled
credit assessment methods.

All steps of the lending process such

as customer acquisition, credit

appraisal, disbursement, servicing

and compliance are handled digitally,

thereby  eliminating redundant

paperwork and improving
transparency. This model aims to
make credit more accessible, faster
affordable,

underserved segments like MSMEs,

and especially  for
First-time Homebuyers and Rural
Entrepreneurs.

RBI
Practices and Risk Mitigation

The Reserve Bank of India (RBI) has

been proactive in setting a clear

Guidelines: Ensuring Fair

regulatory framework to guide the
digital co-lending ecosystem. The
RBI’slatestCo-Lending Arrangements
Directions, effective from January
2026, are designed to standardize
practices and ensure the protection
of both borrowers and lenders.

Key components of the RBI
framework include:
Blended Interest Rate Structure:

The borrower pays a single blended
interest rate, calculated as a weighted
average of the bank’s and NBFC's rates
based on their respective contribution
to the loan. This approach promotes
fairness and reduces the overall cost
for the borrower, compared to earlier
practices where NBFCs often charged
significantly higher spreads.

Minimum Retention Requirement:
Each partner (bank and NBFC) is
required to retain a minimum of 10%
of the loan amount on their books.
This measure promotes responsible
lending practices and ensures that
both parties have a vested interest in

the quality of the loan portfolio.

Default Loss Guarantee (DLG): A
DLG up to 5% of the outstanding
loan amount is permitted, providing
an additional safety net while
maintaining regulatory visibility and

accountability.

Escrow Account Usage: All financial

flows  disbursement of loans,
repayments and recoveries are routed
through escrow accounts. This ensures
greater transparency, auditability and

prevents fund mismanagement.

Customer Protection Measures:
Borrowers are entitled to a clear and
comprehensive Key Fact Statement
(KFS), detailing the effective Annual
Percentage Rate (APR), processing
fees and  grievance  redressal
mechanisms. Importantly, a cooling-
off period allows customers to opt

out of the loan with minimal penalty.

Consistent Asset Classification: A
loan classified as Non-Performing
Asset (NPA) by one partner must also
be classified as such by the other. This
ensures uniform risk assessment and
promotes prudent asset management.

These RBI guidelines ensure that
digital co-lending practices do not
compromise borrower rights while
promoting systemic stability.

How Digital Co-Lending Works? A
Detailed Walkthrough

The digital co-lending model consists
of several interconnected stages,
each enhanced by technology for

speed and efficiency:
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Customer Acquisition: FinTech’s
and NBFCs use a variety of digital
channels to acquire customers. These
include mobile applications, web
portals

This digital-first approach enables

and online marketplaces.

outreach to previously underserved
like
MSMEs and informal sector workers,

segments rural entrepreneurs,

where traditional banking penetration

remains low.
Credit Assessment: Advanced
technologies such as Artificial

Intelligence (Al) and Machine Learning
(ML) analyse both traditional financial
data (credit history, income proof) and
alternative data (utility bill payments,
mobile usage, social media behavior,
local business activity) to create a
comprehensive borrower profile. This
enables faster, more accurate, and
inclusive credit decisions.

Loan Funding and Disbursement:
Once approved, the loan is funded
digitally by the bank and NBFC in a
pre-agreed ratio. The entire process,
including fund transfer and document
management, occurs through
integrated digital platforms, providing

transparency and real-time tracking.

Servicing and Collections:

Repayment  schedules, customer

service interactions and early warning

signals are automated. Predictive
analytics help identify potential
defaults early, while automated

reminders and payment processing
ensure smooth servicing.

Compliance and Reporting:

Both partners continuously share

performance data and exposure

classifications through APIs, allowing
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real-time regulatory reporting and
seamless updates to credit bureaus.

Benefits of Digital Co-Lending in
the Indian Banking Context

Financial Inclusion: Digital
lending breaks traditional barriers to

creditaccess by reaching underbanked

co-

populations in rural and semi-urban

areas. Entrepreneurs and small
businesses in remote regions now
have easier access to working capital
and growth financing, enabling them
to scale operations and contribute to

the local economy.

Faster Turnaround and Lower
Costs: Thanks to automated KYC,
credit  decisioning and  digital
documentation, average loan approval
times have
from approximately 15 days under
traditional processes to just 72 hours

under co-lending models. The cost

shrunk  dramatically

of processing per loan has decreased
by 15-22%, making credit more
affordable.

Shared
between banks and NBFCs protects
each from excessive exposure and

Risk Diversification: risk

enables entry into new customer
segments. This makes the overall
portfolio healthier and less vulnerable
to systemic shocks.

Regulatory Compliance: The
blended interest rate mechanism and
minimum retention policies enforce
responsible lending practices while
preventing predatory lending.

Market Expansion: By tapping into
the vast MSME and rural
digital co-lending empowers banks to
expand their market without investing

sectors,

heavily in physical infrastructure.

Challenges in Implementation

Despite its many advantages, digital

co-lending faces challenges that

require strategic solutions:

Integration Complexity: Many banks
operate on legacy systems that are
ill-equipped to interface with NBFCs
and fintech’s. Substantial investment
in scalable, API-driven infrastructure
seamless

is critical to facilitate

integration.

Grievance Redressal: As borrower
protection  becomes
important, banks and NBFCs must

implement robust, transparent digital

increasingly

grievance  redressal  frameworks
to manage customer complaints
effectively.

Operational Complexity: Managing
escrow accounts, ensuring real-time
NPA classification and performing
synchronized reporting
require strict controls and coordinated

regulatory

effort between partners.

Data Security and Privacy: In an era
where data breaches are frequent,
maintaining  high
customer data protection in line with
RBI guidelines is non-negotiable.

standards  of

Year | Total Co- |CAGR| % Avg
Digital | Lending anns Blended
Lending | Volume NI Interest
( Crore) | Crore) Rural | Rate

| (%)
MSME

2022 | 120,000 | 18,000 | 38% | 43% | 14.9

2023 | 280,000 | 57,000 | 45% | 48% | 14.3

2024 {510,000 | 119,000 | 52% | 52% | 13.7

2025%] 820,000 | 188,000 | 53% | 57% | 1238

*Projected data sourced from RBI and

industry surveys.

Technology: The Pillar of Digital
Co-Lending

The success of digital co-lending




relies heavily on advanced technology,
including:

APl Ecosystems: Enable real-time
integration between banks, NBFCs,
credit bureaus and digital platforms,
facilitating seamless data sharing and
faster decision-making.

Cloud Computing: Provides a

scalable, secure infrastructure that
supports real-time analytics, on-
demand resource allocation, and

efficient data management.

Blockchain Pilots: Ensures tamper-
proof digital contracts, immutable
records of fund flow and transparent
transaction trails, reducing fraud and
enhancing accountability.

Mobile-First Interfaces: Simple
smartphone apps allow last-mile
financial inclusion, making credit

accessible in rural and semi-urban
areas where desktops or branches are
impractical.

Al and ML Analytics:
advanced risk modelling, predictive

Powers

portfolio management and dynamic
credit offerings based on real-time
borrower insights.

Real-World Transformation: A
Quantitative Impact

In 2024, the average loan approval
time in co-lending models dropped
from 15 days to just 72 hours,
reducing operational costs by up to
22%. Simultaneously, NBFCs gained
access to low-cost capital, allowing
them to support micro-businesses in
industries like dairy farming, logistics
and small-scale manufacturing.

Let’s take the example of Mr. XYZ, a
garment manufacturer in Ludhiana,

who leveraged co-lending to scale his
business. Thanks to digital KYC and
credit assessment based on local
business data, he received 80%
working capital funds from a bank
and 20% from an NBFC within 48
hours,

enabling timely supplier

payments and expansion.

Future Trends and Strategic

Insights

Hyper-Personalization:  Platforms
are evolving toward personalized
lending offers, dynamically adjusting
terms based on real-time customer
behaviour, enabling tailored financial

solutions.

Green Co-Lending: Eco-friendly
lending partnerships focusing on
solar energy projects, electric vehicles
and climate-smart agriculture are
expected to grow sharply in the

coming years.

Embedded Finance: Co-lending is
increasingly integrated into platforms
like
logistics services, enabling contextual,

e-commerce, agri-tech, and

just-in-time credit provision.

Regulatory  Sandboxes:  Banks,
NBFCs and FinTech’s are collaborating
within regulatory pilot schemes,
helping refine protocols related to
data ethics, borrower protection, and

algorithm transparency.

Strategic Recommendations for
Bankers

Invest in Digital Infrastructure-
Building a scalable, API-driven system
is essential for seamless co-lending

partnerships.

Ensure Data Security and Privacy
- Strict adherence to RBI guidelines

v

and customer consent protocols is
mandatory.

Prioritize Customer Experience -
fast processing,
redressal

Clear disclosures,

and robust grievance

mechanisms foster customer trust.

Form Smart Partnerships -
Collaborate with NBFCs and fintech'’s
that demonstrate strong compliance,
advanced technology integration, and
operational maturity.

Automate Compliance - Implement
automated reporting and real-time
NPA classification to stay audit-ready.

Digital Co-lending, A New Era in
Banking

Digital co-lending is far more than a
simple partnership model. It is a
transformational shift in the Indian
financial sector. By harmonizing
data,

and

technology, regulatory

safeguards strategic
collaboration. It provides inclusive,
and credit
Banks this

approach not only expand their

efficient responsible

access. embracing
market reach and reduce operational
costs but also contribute significantly
to financial inclusion.

The future is clear powered by
technology, driven by data and
shaped by evolving customer needs,
digital co-lending is setting new
benchmarks in customer-centric
lending and transforming India’s

credit delivery ecosystem.

UBKC, Bengaluru
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Staff Loan Digitalization

A Leap Towards Seamless Banking for Employees

Union Bank of India has consistently
been at the forefront of adopting
digital innovations to enhance
customer and staff experience. With
the implementation of Straight
Through Processing (STP) for staff
loans, the Bank has taken a major
stride in aligning with the vision of
EASE (Enhanced Access & Service
Excellence) reforms, the Bank has
demonstrated its commitment by
reimagining the very foundation of
staff benefits—access to credit.

The digitalization of staff loans—
specifically Staff Conveyance Loan
and Staff Clean Overdraft (COD)—
marks a paradigm shift from
traditional manual processes to a
seamless, paper-light, and time-
efficient digital journey. This initiative
not only ensures faster delivery of
credit facilities to employees but also
embodies the Bank’s commitment to
innovation, efficiency, and staff
welfare.

Genesis of Staff Loan Digitalization:
Traditionally, staff loan applications
required multiple steps—submission
of physical forms, manual scrutiny,

branch-level approvals,
documentation, and finally
disbursement. This process was

time-consuming, taking 5-10 days on
average.

Recognizing the need for a
modernized system, the Bank
introduced Straight Through

Processing (STP), effective from 1st
January 2025. With this, manual
applications were discontinued, and
all staff conveyance and COD loan
requests began to be processed
digitally, end-to-end.

This transition has
enhanced convenience,

significantly
reduced
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errors, and eliminated repetitive
administrative tasks.

The STP Journey - How It Works:
The Staff Loan STP Journey is
designed to automate the entire
lifecycle of a loan—from application

to sanction, documentation, and
account opening.
o Easy Access:
¢ Employees can initiate loan

applications through multiple
platforms:
UBINET > Fast Access > STP
Journey for Staff Loans
EKAM Mobile App / Login Page
Union Parivar Mobile App /
Login Page

¢ Eligibility & Validation:
Payroll status must be active in
Union Parivar.
Aadhaar and registered mobile
number are mandatory for OTP
validation.
Net take-home pay must meet
scheme requirements.

e Sanctioning:
Auto-Sanction: For employees
meeting all criteria, the system
sanctions the loan instantly, and

the account  is opened
automatically.
Manual Intervention: In cases

involving disciplinary issues or
ER clearances, the application is
routed to HR Department at
Central Office for approval.

¢ Digital Documentation
Execution (DDE):
Employees may choose digital or
manual documentation.
For digital mode, documentation
is executed via NeSL (National
E-Governance Services Ltd.)

using e-Stamping and Aadhaar-
based e-Signature.

Once completed, the loan account
is activated instantly.
e Branch Role:

Branches receive reports of
sanctioned applications through
the STP Banker’s Login.

They perform due diligence,
inspection, disbursement, and
maintain records as per scheme

norms.
Key Features of Staff Loan
Digitalization

Faster Turnaround Time:

Processing time has reduced from
5-10 days to a few minutes.
End-to-End Digital: Covers
application, sanction, documentation,
and account opening.
Employee-Friendly: Accessible via
both internet and intranet.

E-Sign & E-Stamp: Ensures legally
valid, paperless documentation.
Real-Time Tracking: Employees
can monitor the status of their
applications at any stage.

Error-Free  Processing:  Auto-
validation of salary, Aadhaar, PAN,
and other details minimizes manual
errors.

Transparency & Security: Every

transaction is OTP-based and
Aadhaar-authenticated, ensuring
compliance and safety.

Benefits for Employee
Convenience: Apply  anytime,

anywhere using Union Parivar or
EKAM apps.

Transparency: Real-time tracking of
loan status eliminates ambiguity.
Speed: Loan accounts open within
minutes upon sanction.




Reduced Paperwork: Digital journey
minimizes physical documentation.

Fairness: Eligibility checks are
automated, ensuring uniform
treatment.

Benefits to the Bank
Operational Efficiency: Significant
reduction in manual workload at
branches and HR units.
Standardization: Uniform
processing across all regions,
reducing scope for discrepancies.
Cost Savings: Paperless transactions
lower administrative and storage
costs.
Compliance & Control: Automated
checks ensure adherence to policies
and reduce risks.
Enhanced Staff Satisfaction: Quick
disbursal of welfare loans builds trust
and motivation among employees.
Challenges and Mitigations
While the initiative is a breakthrough,
certain challenges exist:
¢ Technical Glitches: I[ssues like
Aadhaar mismatch, CIF data
gaps, or connectivity
interruptions may arise.
o Mitigation: Employees are
advised to update details in

Union Parivar and CBS
before applying.
+ Digital Documentation

Constraints: Currently, loans for
second-hand vehicles are not
supported.

o Mitigation: Development is
underway to include these
options in future.

e User Awareness: Some
employees may be unfamiliar
with digital platforms.

o Mitigation: FAQs, user
manuals, and training
sessions are circulated to
build confidence.

Impact Across Segments

« Employees
Direct beneficiaries with quicker

access to welfare loans;

Less time wasted on forms,

approvals, and visits and

Sense of pride in being part of a

digitally progressive

organization.

Branches

Freed from clerical paperwork,

allowing focus on due diligence

and customer business;

Clear and automated reports

from STP simplify record-

keeping and

Fewer disputes with staff as

processes are standardized.

HR Department

o Integration with  Union
Parivar ensures only eligible,
active staff apply;

o ER/disciplinary checks
embedded into the journey
maintain discipline while
allowing welfare. and

o Transparent system
improves trust between HR
and employees.

IT Department

Successful integration of UBINET,

EKAM, Union Parivar, CBS, and

NeSL;

Sets a framework for extending

STP to more loan categories

(housing, education, etc.) and

Showcases the Bank’s ability to

deploy secure and scalable
digital infrastructure.
Compliance & Risk
Management

Aadhaar-based e-Sign & e-Stamp
ensures legally binding contracts,

Auto-validation of salary and
employee status reduces fraud
risks and

Eliminates manual errors and
discretionary decision-making.
Governance & Reputation
Strengthens the Bank’s image as

v

a digital-first public sector leader,
Improves staff morale, making
employees ambassadors of EASE
reforms and
Demonstrates that the Union
Bank’s ethos: “Good People to
Bank With” start from within.”
Impact on Staff Benefits: The
digitalization of staff loans is more
than just a technological
advancement—it is an employee-
centric reform. By ensuring quicker
access to credit for personal needs
like vehicle purchase or clean
overdraft, the initiative strengthens
the financial well-being of staff. It
also reflects the Bank’s vision of
“Caring for its People”, where
technology is leveraged to simplify
life for employees while maintaining
transparency and compliance.
The introduction of Straight Through
Processing for Staff Loans is a
milestone in the Bank’s digital
transformation journey. It aligns
seamlessly with the EASE reforms
agenda, symbolizing efficiency,
accountability, and service excellence.
By combining speed, transparency,
and convenience, this initiative sets a
new benchmark for employee
benefits and operational efficiency in
the banking sector.
Union BankofIndiahas demonstrated
that digital innovation, when driven
with empathy, can transform lives—
especially those of its own employees
who are the backbone of the
institution. Staff Loan Digitalization
is where technology meets welfare,
efficiency meets empathy, and
progress meets people.

Abhinav Singh
R.0., Mumbai Andheri
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Digital Call Centres
A Modern Customer Support Solution

Initially, call centres were simple
voice-based support systems where
human agents answered customer
queries over the phone. However,
with the
customers and growing business

increasing number of

needs, this system faced challenges
like high costs, long waiting times,
and limited efficiency. The digital
revolution addressed these issues by
integrating modern tools, making
customer interactions seamless and
effective. In today’s fast-paced digital
world, businesses are rapidly
transforming the way they interact
with customers. One such innovation
is the digital call centre—a modern

customer service solution that uses

digital tools such as artificial
intelligence (Al), chatbots, cloud
computing, and omnichannel

communication platforms to handle
Unlike
traditional call centres that rely

customer interactions.

heavily on voice-based human

interaction, digital call centres
integrate various channels like email,
chat, social media, and IVRS to

provide seamless support.
Pros of Digital Call Centres:

e 24/7 Availability: Round the
clock availability is one of their
biggest advantages. Customers
can receive assistance at any
time, even after regular business
hours, by using Al-powered

chatbots and automated systems.

e Faster Response Times:
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Customers now have access to
self-service portals and Al-based
chats through automation and
real-time data processing, so
they do not have to wait in
queues for an extended period of
time. Issues can often be resolved
instantly through self-service

portals.

Cost-Effective: The cost of
human support can be reduced
by minimising the need for large
teams of supportstaff. Automated
systems can handle thousands of

interactions simultaneously
without incurring additional
expenses.

Multichannel Support: The use
of digital call centres provides
customers with flexibility and
convenience by allowing them to
contact the company through a
variety of platforms, including
WhatsApp, Facebook Messenger,
email, and the company's
website.

Personalization: By analysing
customer data, a digital call

centre can offer more
personalized and  tailored
interactions, = which  fosters

customer loyalty and boosts
sales. Screen-pop technology can
also provide agents with a
customer's history automatically
when they answer a call.

Data Collection and Analysis:
Analytics and reporting tools

provide valuable information on
customer behaviour and agent
performance, allowing
businesses to make data-driven
decisions and identify areas for

improvement.

¢ Improved customer

satisfaction: Customers can
engage with a company using
their preferred method, leading
to quicker resolutions and a
more personalized experience.
Automation and Al help agents
manage multiple conversations

at once and focus on more

complex tasks, boosting
efficiency.
e Better brand reputation:

Consistently providing efficient,

professional, and accessible

customer service builds trust

and fosters stronger brand
loyalty.

Cons of Digital Call Centres:

e Lack of Human Touch: The
solution to all problems cannot
be provided by automated

systems. Some customers may

feel frustrated if they are unable
to speak with a live
representative, especially in

cases involving complex or

emotional issues.

e Technical Glitches: There is a
possibility that digital platforms
may experience errors, bugs, or
outages from time to time. If a
system goes down, customer




servicer. may be severely

impacted.

e Privacy and Security Risks:
Data breach and cyberattack

risks are increased when
sensitive customer data is
handled digitally without

appropriate security measures.

¢ Language and Cultural
Barriers: While Al is improving,

it may still struggle to understand

regional dialects, slang, or
culturally sensitive
communication.

¢ Limited Problem-Solving
Ability: Al and chatbots work
based on pre-defined scripts and
may fail to handle unique or
unexpected customer problems.

How Digital Call Centres Help
Customers in Daily Life:

Digital call centres have become an
integral part of everyday customer
service. Whether someone is trying
to track a package, troubleshoot a
product, reset a password, or inquire
about a service, digital call centres
provide quick and efficient support.
For example:

e Digital call centres use Al-
powered bots and IVR systems to
handle basic queries instantly
(like balance enquiry, transaction

status, complaint status).

e A person ordering food or
booking travel can get real-time
updates and support without
needing to make a phone call.

o  Utility companies use digital call

centres to notify users of outages,
billing information, or service

updates through SMS or app
notifications.

like block/
unblock cards, reset PIN, stop

e Many requests
cheque, update contact details
can be done instantly through
centres without

digital call

visiting a branch.

e Digital call centres can alert
customers about fraud, unusual
transactions, EMI reminders, or
new offers. This builds trust and
enhances customer satisfaction.

These centres ensure that customers
can get help anytime, from anywhere,
using just a smartphone or
computer—saving both time and

effort.

Digital call centres represent a major
step forward in customer service by
flexible,
effective solutions. They improve

offering fast, and cost-
daily life by providing 24/7 support
through various channels, making it
easier for people to resolve issues
without long waiting times. However,
they also come with challenges like
the lack of human touch and data
security concerns. Overall, when
implemented well, digital call centres

can significantly enhance customer

satisfaction and operational
efficiency and leads to the
development of nation in
implementing digitally enhanced

tools and techniques.

Jyoti Prakash Naik
R.0., Khammam
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Cyber Fraud Mitigation

India’s jump into the digital age has
transformed everyday life. Paying for
groceries, handling government bills,
or shopping online now happens in
just seconds with a tap, a scan, or a
click. This incredible convenience has
helped boost both businesses and
access to financial services, but it’s
also created new opportunities for
scammers, who are quick to adapt.
Sometimes, all it takes is a smooth-
talking caller, a misleading QR code,
or a cleverly disguised app to turn a
simple payment into an unfortunate
loss.

Protecting ourselves from cyber
fraud isn’t about a single fix or a strict

law. It's an ongoing process, a team

effort involving rules and
infrastructure, bank checks,
technology, police work, and,

crucially, keeping the publicinformed.
The Current Situation:

Digital India have
exploded, especially with UPI
(Unified Payments Interface), which

payments in

is now used from small shops in
villages to big malls in metros. But
along with this growth, frauds have
also increased.

People get fake calls pretending to
be bank staff, asking for OTPs or UPI
PINs.

QR codes are being tampered with
what looks like a payment to a
shopkeeper might send money to a
fraudster.

Fraud apps are uploaded on play
stores with names like trusted apps,
tricking users into downloading them.

Newer tricks, like using Al-generated
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voices of family members to ask for
urgent money, are also emerging.
The losses are not just financial. For
many, it shakes confidence in digital
banking, which is the backbone of
India’s “cashless economy” dream.
What government is doing?

India’s policy and enforcement

backbone

1. Cyber incident reporting &
logging (CERT-In): Since 2022,

India’'s Computer Emergency
Response Team (CERT-In) has
required entities to report

specified cyber incidents within
six hours, synchronize system
clocks, and retain logs in India
for 180 days. These obligations
significantly improve national
visibility and response timelines,
and they push organizations to
harden monitoring and forensics.

2. National Cybercrime
ecosystem (I4C & NCRP): The
Indian Cyber Crime Coordination
Centre (I14C) coordinates policy,
alerts, and training for law

enforcement; the

Cybercrime Reporting Portal

provides citizens a single place to

report fraud, with cases routed
to state/UT police for action.

Regular public advisories and

alerts aim to disrupt mule

networks and illegal payment

gateways.

National

3. Data protection & breach
transparency (DPDP Act,
2023): The Digital Personal Data

Act requires

organizations to implement

safeguards and report breaches

Protection

promptly, improving
transparency enabling
individuals to react (e.g., blocking
accounts, changing credentials).
While not a fraud law per se, it

and

underpins trust and
accountability —across digital
finance.

4. Paymentdatalocalization (RBI
policy): Payment system
operators must store payment
data within India, with narrow
exceptions (e.g., fraud detection)

requiring copies to remain
domestically. This aids
investigations and  reduces
exposure to cross-border data
risks.

Guidance, awareness, and

consumer protection

Government messaging often via PIB
notes, RBI awareness campaigns, and
NPCI advisories has become more
frequent and practical, focusing on
real fraud patterns (fake customer
care numbers, impersonation,
romance scams, job scams, etc.). The
aim is to reduce the “human hack”
that fuels most financial fraud.

Example: Recently, when fraudsters
used fake “KYC update” messages to
trick people, CERT-In and 14C issued
nationwide alerts,
operators were asked to block such
SMS senders immediately.

and telecom

RBI and Regulator’s Role: Setting
the Guardrails

The Reserve Bank of India (RBI) plays
a key role in ensuring that banks and
payment companies keep customer
transactions safe. Some of its major
steps include:




1. Digital Payment Security
Controls: RBI made it mandatory
for banks to wuse strong
authentication, app security,
fraud monitoring, and real-time
alerts. For instance, if a customer
logs in from a new device, many
banks now ask for additional
OTP or biometric confirmation.

2. Digital Lending Rules: Many
frauds were happening through
fake loan apps. RBI now requires
that loan money must be
transferred directly to the
borrower’s bank account and
repayments must go only to
regulated entities. These reduced
cases of fraud apps vanishing
with money.

3. Tough Supervisory Actions:
RBI has not hesitated to stop new
customer onboarding for some
banks and fintech companies

they improve their IT

security.  This
seriously regulators treat fraud
risks.

until

shows how

4. Digital Payments Intelligence
Platform (DPIP): A new system
being built where banks can
share real-time fraud data with
each other. This means if a

fraudster tries the same trick in

another bank, the system can

alert and block it faster.

Example: RBI Innovation Hub’s
project MuleHunterai is already
helping banks detect suspicious

accounts that are used by fraudsters
to route stolen money. This Al-based
tool looks at transaction patterns and
flags  high-risk
immediate action.
NPCI and UPI Safety Enhancements

The National Payments Corporation

accounts for

of India (NPCI), which runs UP],
RuPay, and other systems, has also
introduced several safety measures:

¢ Disabling risky features: NPCI
decided to stop “collect request”
in UPI because
fraudsters were misusing this
feature to trick people into
authorizing payments.

transactions

¢ (Clearer transaction messages:
Banks and apps are required to
show simple, easy-to-understand
narration for UPI transfers, so
people know exactly where their
money is going.

¢ Aadhaar and OTP onboarding:
Safer options have been
introduced for linking bank
accounts with UPI apps, reducing
fraud during registration.

e Awareness Campaigns: NPCI
regularly  reminds people
through SMS, apps, and social
media not to share their UPI PIN
or OTP with anyone.

Example: Some banks like HDFC
Bank and SBI
“cooling-off” periods for new UPI

have introduced
payees’ large amounts cannot be
transferred immediately to a new
contact. This gives customers time to
realize if they were tricked.

What Banks Are Doing: From
Monitoring to Awareness

Indian banks have become more
proactive in fighting cyber fraud.
Some examples of steps taken

include:

1. Real-time monitoring systems:
Banks Al-based fraud
monitoring systems that analyse
thousands of transactions per
second. If a transaction looks
suspicious, it can be blocked
instantly.

use

v

2. SIM and Device Binding: Many
banks now block transactions if a
SIM card has been recently
changed or if the device being
used is new and unverified.

3. Two-step checks for high-risk
transactions: Certain banks
require additional verification
when transferring money above
a certain limit to a new payee.

4. Awareness campaigns: Banks
run regular SMS and in-app
alerts like “Bank will never call
you for OTP or PIN”. Union Bank
of India has even launched

special training for its staff and

customers to spot common fraud

tricks.

5. Dedicated response teams:
Banks now have cyber fraud cells
that coordinate directly with law
enforcement to freeze stolen
money as soon as a complaint is
lodged on the NCRP portal.

Opportunities: Turning
Challenge into Strength

the

While fraud is a big threat, it also
creates opportunities for India to
build world-class security systems.

Al-based detection: Tools like
MuleHunterai show how machine
learning can outsmart criminals by
spotting unusual transaction patterns.

Stronger identity systems: With
Aadhaar, biometrics, and digital KYC,
India has a strong foundation for
verifying genuine users and blocking
fake ones.

Collaboration among banks: With
platforms like DPIP, banks can finally
move from working in silos to sharing
intelligence, making it harder for
fraudsters to jump between banks.

Consumer empowerment: The more
people are educated about fraud,
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the harder it becomes for criminals
to succeed. Features like warning
pop-ups (“You are paying a new
account created 2 minutes ago”) are
small nudges that save people from
mistakes.

Challenges: Still

Happens

Why Fraud

Even with so many safeguards, fraud
continues. Why?

1. Social engineering: Fraudsters
manipulate emotions like fear,
urgency, greed. No technology
can stop someone from willingly
giving their PIN if they believe
the caller is genuine.

2. Mule accounts: Criminals use
poor or unaware individuals’
bank accounts to move money.
Closing this loophole remains
difficult.

3. Balancing security and
convenience: Too many checks
can make digital payments slow
and frustrating. Too few checks
increase risks. Finding the right
balance is tricky.

4. Fast money movement: UPI
transfers happen in seconds. By
the time a victim realizes and
reports, money has already been
split across multiple mule
accounts.

5. Awareness gaps: Many first-
time digital users in rural areas
are not aware of fraud risks and
fall prey easily.

The way ahead: A coalition for

confidence

1) Make “shared defence” real

Operationalize DPIP quickly
with privacy-preserving data
sharing: hashed identifiers;
event-level risk signals;
standardized reason codes.
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Publish ecosystem-level KPlIs:
time-to-freeze across corridors,
mule account takedowns, and
recovery rates.

2) Standardize consumer “safety

3)

4)

5)

6)

rails”
Uniform payee-first policies:

cooling-off periods and low
limits for first-time beneficiaries

across all apps/banks.

Clean, consistent warnings for
risky  actions,
across apps so that users learn
once and benefit everywhere.

standardized

Focus enforcement on money-
mule supply

Run continuous mule hunts via
RBI's MuleHunterai and bank
EFRM stacks; score accounts and
de-risk at scale (enhanced
monitoring, outbound limits, or
closure with due process).

Coordinate with telcos (SIM-
swap data), e-commerce and job-
portal platforms (fake job/earn-
from-home rings), and state
police for joint stings.

Penalize repeat mule “renters”

with clear, published
consequences.

Close the recovery gap

Expand inter-bank “rapid
response” corridors with pre-
agreed SLAs to freeze and recall
funds within minutes mirroring
card-scheme chargeback speed

where feasible.

Double down on design and
education

Keep removing confusing
features (as with P2P collect).

Regulate for outcomes

Continue RBI's outcome-based
supervision (e.g., actions tied to

repeated outages or security
lapses).

Encourage publication of fraud-
outcome metrics by category
(social account
takeover, mule facilitation) so
public debate focuses on what
moves the needle.

engineering,

Conclusion: Trust is the Real

Currency

India’s digital story is one of pride.
From the smallest vendor to the
largest corporation, everyone now
uses digital payments. But this
success depends on trust. If people
start fearing fraud more than valuing
convenience, the progress can slow
down.

The good news is that India’s
government, RBI, NPCI, and banks
are not standing still. Whether it is
MuleHunter.ai, ending UPI collect
requests, or bank-level real-time
monitoring, India is building one of
the strongest fraud prevention
systems in the world.

The journey ahead requires
collaboration, customer awareness,
and constant innovation. Cyber
fraudsters are clever, but with the
right mix of technology, regulation,
and awareness, we can stay one step
ahead.

Finally, cyber fraud mitigation is not
just about stopping criminals, it’s
about protecting people’s trust,
which is the true currency for a digital
economy.

Sumit Roy
U.L.A., Powai




Doorstep Banking

Bringing Banking Closer to Every Customer

Banking has transformed
dramatically over the past decade,
guided by a core philosophy: services
should adapt to customers’ lives—
not the other way around. Door step
Banking Service was launched by
Honourable Finance Minister on
09.09.2020 for the customer of all
public sector banks at 100 selected
centres including Union Bank of
this shift by

delivering essential banking services

India, embodies

right to customers’ homes via

authorized agents, supported by
secure digital platforms. DSB is not
just a convenience—it is inclusion,
accessibility, and trust delivered at

the doorstep.

Doorstep Banking is a service model
where trained agents, empanelled
under PSB Alliance, visit customers
to facilitate a range of financial and
non-financial transactions using
processes

across participating public sector

standardized, secure
banks. Access is provided through a
mobile app, a web portal, and a
multilingual call centre, ensuring that
even customers less comfortable
with digital interfaces can book
services seamlessly. The initiative
was launched at a national level
under the EASE (Enhanced Access
and Service Excellence) reforms, with
the vision of “banking for customer
convenience” across India.

In practical terms, Doorstep Banking

means a customer can request

services such as cheque pickup,

demand draft delivery, cash

withdrawal, account

statements, life :
certificate
submission, and

more—without
stepping out of the
house. The service is
available across
thousands of centres
nationwide,
delivered by vetted
partners under PSB
Alliance with uniform
processes
commitments.

and service-level

How It Works: Simple, Secure,

Standardized

Customers can book DSB through any

of the following channels:

e Mobile App: “PSB DSB” app,
operated by PSB Alliance service
providers.

e Web Portal:
customer

PSB
portal

Alliance
for service

booking and tracking.
e Call Centre: A

helpdesk
support, with a toll-free number.

centralized

for booking and

Once a service is booked by providing
the PIN code, preferred date/time,
and account details, a booking ID is
generated along with a Service
Verification Code (SVC). The visiting
agent verifies the SVC on arrival
before accepting documents or
delivering items, ensuring an extra
layer of customer protection. Agents
checklists—cross-

strictly  follow

tallying instrument details, sealing

CASH PICK-UP f CASH WITHDRAWAL SERVICES STARTING SO0

Public Sector Banks & B
now at your doorstep

DOOTSTIP

BANKING

Sl e Sacies ekl sacn w e
dooribep by Public Sectar banks

PICK-UP Services
cheouthost

ol Free e 1800 10 37 008 or 1800 12 13 721 i
Vit e bbb i
Domrices: D58 Mebite ABp

envelopes on-site, and adhering to

RBI and bank norms for financial
services.

Turnaround times are
standardized: services booked up to
3:00 PM on a working day are
completed within 3 hours, while
those booked after 3:00 PM are
fulfilled by 1:00 PM on the next
working day, subject to availability

and service geography.

Services Offered at the Doorstep
Doorstep Banking via PSB Alliance,
covers a comprehensive catalogue of
non-financial and financial services,
designed around the most commonly
needed branch interactions.

Key service categories include:

e  Pickup Services (from customer

residence to branch):

¢ Cheques/instruments for

clearing and collection.
e Cheque book requisition slips.

¢ IT/GST challan with cheque and
standing instructions.

e Life certificate (Jeevan Pramaan)
assistance and related forms.
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¢ Nomination forms and fund
transfer requests as per bank
norms.

e Delivery Services (from branch
to customer residence):

e Account statements and TDS/
Form 16 certificates.

e Non-personalized cheque books.

e Demand drafts/pay orders and

term deposit advice/

acknowledgements.

e Prepaid instruments/gift cards,
where applicable.

e Financial Services:

e (Cash
authorized workflow with limits

withdrawal through

as prescribed.

e (Cash deposit/pick up where
enabled via the branch channel
for eligible customers.

The
periodically, and some items—Ilike

service catalogue evolves
cash pickup for deposits or certain
form submissions—may be available
through the branch-led DSB channel
specifically for senior citizens above
a threshold age, differently abled, or
infirm customers, consistent with

industry practice.
Who Can Avail Doorstep Banking?

DSB is broadly available to individual
customers of participating PSBs
whose accounts are KYC-compliant
and active, with mobile numbers
the

and

registered in account for

verification secure
communication. Certain categories
are typically excluded to ensure
compliance and risk control, such as
jointly operated accounts requiring
joint signatures, minors’ accounts
accounts

under guardianship,
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operated through power of attorney,
and non-individual entities, among
others defined by PSB Alliance
policies. For Union Bank customers,
with
standardized norms under the PSB

eligibility ~ aligns these

Alliance framework.

Special Focus: Senior Citizens and
Differently Abled Customers

Doorstep Banking was designed with
inclusion at its heart. Senior citizens,
particularly those aged 60 and above,
enjoy significant concessions through
PSB Alliance across participating
PSBs,
services for multiple pickup and

including  free-of-charge

delivery categories within defined
caps per month. Services such as

cheque pickup, cheque book
requisition, IT/GST challan
submission, standing instructions,

life certificate submission, and more
are supported without charge for
seniors under the PSB Alliance
channel, with specific monthly caps
like
withdrawal and statements as per

on certain deliveries cash

policy.

Additionally, abled
customers are offered up to three

differently

free transactions per month under
DSB via PSB Alliance,
equitable access to essential banking

ensuring

needs. For senior citizens above 70
years, differently abled, infirm, or
visually impaired customers, certain
services—like pickup of Form
15G/15H, KYC documents, and cash
pickup for deposit—are provided
through the branch channel with
appropriate safeguards,
the
accessibility.

reflecting

sector-wide commitment to

Safety, Security, and Compliance

Delivering banking at home requires
the highest standards of security. PSB
Alliance’s DSB employs multiple

safeguards:

¢ Authorized agents with verifiable
IDs and geo-tagged
requests.

service

e Service Verification Code (SVC)
matching required before any
handover or delivery.

e Sealed envelopes for instrument
pickup, sealed in the presence of
the customer with cross-tallying
of details.

e Transaction limits and adherence
to RBI/bank norms for cash

services.
e Encrypted data transmission
across digital channels and

centralized service oversight.

Union Bank of India, through its
official digital platforms, also cautions
customers to avoid fake helpline
numbers and fraudulent links, and to
use only the official channels for
booking and support, which include
the bank website’s DSB access points
and the PSB Alliance app/portal/call
centre.

Pricing and Concessions

DSB follows a uniform, customer-
friendly pricing model under PSB
Alliance for participating PSBs:

e Standard service charge:
Rs75+GST per fulfilled request
for both financial and non-

financial services booked via the

PSB Alliance channel.

e Call centre enquiry (no agent
visit): No charge.




e Concessions: Senior citizens and
abled

services

differently customers

receive free within
defined caps via the PSB Alliance
channel, with details such as “no
cap” on several pickup services
and limited free monthly
deliveries (e.g., cash withdrawal
and statement) as per published
policy;

beyond caps are chargeable at

additional  requests

nominal rates.

Some banks also list branch-channel
DSB charges separately for eligible

categories, but for Union Bank
customers using PSB  Alliance
channels, the uniform Rs75+GST

model applies unless covered by

concessions.

Booking a Doorstep Service: Step-

by-Step

¢ Register on the PSB DSB mobile
app, web portal, or through the
call centre using the registered
mobile number linked to the
Union Bank account.

¢ Enter the service PIN code, select
the account and service needed,
and choose a convenient time
slot.

¢ Confirm the booking to receive a
booking ID and SVC; keep the
SVC confidential and ready for
verification during the visit.

e Prepare documents or
instruments (e.g., cheque, forms)
as per instructions and ensure
pay-in slips or challans are filled

and signed where required.

¢ On agent verify
credentials and share the SVC
only after confirming the details;

arrival,

observe sealing of envelopes and
cross-verification steps.

e Track status via the app/portal
or by referencing the booking ID
with the call centre.

Why It Matters: Union Bank’s
Commitment to Inclusive Banking

Doorstep Banking addresses the
needs of:

e Seniors and pensioners who
value safety and convenience
without travel.

e Differently abled and infirm

customers who face mobility

challenges.

e Busy professionals and
caregivers who need flexible,

reliable service windows.

¢ Customers in high-traffic urban
zones or remote areas covered
by PSB Alliance centres.

For Union Bank of India, DSB is a
natural extension of its digital-first
yet human-centric philosophy—
combining the scale and reliability of
PSB Alliance with the bank’s deep
ethos. It

strengthens customer trust, reduces

relationship  banking

branch congestion for routine
services, and promotes consistent
service quality across geographies.

Tips for a Smooth Doorstep

Experience

¢ Ensure the mobile number is
registered with Union Bank and
KYCis up to date to avoid booking
issues.

e Keep the SVC private until the
agent arrives and credentials are
verified.

e Prepare complete documents in

advance—filled pay-in slips,

v

signed forms, and valid IDs if
required—to minimize re-visits.
e For cash services, be aware of
applicable limits and carry out

transactions within prescribed
thresholds.

e Use only official DSB channels
listed on Union Bank’s site or
PSB Alliance materials; avoid

numbers found via unverified

web searches.
The Road Ahead

As more customers adopt Doorstep
Banking, the service catalogue and
coverage continue to expand under
PSB Alliance, with app improvements,
SLAs,
safeguards becoming standard. The

stronger and additional
focus remains on speed, security, and
inclusivity—values that align with
Union Bank’s mission to deliver
superior, accessible banking to every

household.

In an era where trust is built through

consistent,  convenient  service,
Doorstep Banking stands out as a
promise kept—bringing Union Bank
of India closer to customers’ lives,

one doorstep at a time.

Note:
charges,

Service availability, limits,

and concessions are
governed by PSB Alliance policies
and participating bank guidelines
and may be updated periodically;
customers should consult official
channels for the latest details and

bookings.

Malaya Kumar
Pradhan

R.0., Rayagada
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Relationship Manager vs.
Virtual Relationship Manager

Banking today is very different from
what it used to be. In the past,
customers visited the branch only to
deposit or withdraw money. But now,
customers expect much more. They
want advice, quick service and the
feeling that the bank understands
their needs. To meet these
expectations, banks use two types of
managers: Relationship Managers
(RMs) and Virtual Relationship
Managers (VRMs). Both have the
same goal, customer happiness and
building trust, but they work in
different ways.

Relationship Manager (RM)

A Relationship Manager is the person
customers usually meet in the bank
branch. They are the face of the bank.
Their job is to talk with customers
directly, listen to their needs, and
guide them with financial products
and services.

What an RM does:

» Meets customers personally and
builds trust.

» Understands what customers
want and suggests the right
products such as loans, savings,
insurance, or investments.

» Helps important customers like
High Net-Worth Individuals
(HNIs) and businesses.

» Solves problems quickly when
customers are worried.

» Helps the bank reach its targets
in sales and growth.

we can think of an RM as the
customer’s trusted advisor who gives
personal care and attention.
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Virtual
(VRM)

Relationship Manager

A Virtual Relationship Manager is
like a Relationship Manager but
works online or over the phone. They
do not meet customers face-to-face.
Instead, they connect using calls,
emails, apps, or chat services. Their
role has become very important
because customers today like to save
time and want quick service without
going to the bank.

What a VRM does:

» Talks to customers through calls,
chat, or emails instead of meeting
in person.

» Shares account details, product
information, and offers quickly.

» Handles many customers at the

same time, making it cost-

effective for the bank.

» Encourages customers to try
more banking products (cross-
selling and up-selling).

» Helps customers who cannot or
do not want to visit the branch
often.

A VRM is like having a bank manager
in your mobile phone or computer,
always ready to help.

Key Differences Between RM and
VRM

Here is a simple comparison between
the two roles:

The Future of RM and VRM

Both RMs and VRMs are important

for banks. One is not a replacement
for the other. Customers who want
personal advice and face-to-face
contact will prefer RMs.
Customers who are comfortable with

always

technology and want quick service
will prefer VRMs. In the future, most
banks will use both together.

For example, a customer may talk to
an RM when they need advice on a
home loan or investment plan. But
the same customer may talk to a VRM
for quick updates on account balance,
offers, or small queries. This shows
how both roles are connected and
important.

Technology such as Artificial
Intelligence (Al) and data analytics
will make VRMs more advanced,
while human touch and personal care
from RMs will always be valuable.
Together, they will shape the future

of customer service in banking.

To sum up Relationship Managers
give personal care, trust, and detailed
financial advice. Virtual Relationship
Managers give fast, convenient, and
digital service.

When combined, both create a strong
system where customers can enjoy
the best of both worlds—human
connection and digital convenience.
This balance will define the future of
modern banking.

Vinay Jaiswal
R.L.P, Rewa
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"A thousand words echo in silence, Memories awaken, emotions
unfold, creativity stirs... Let your pen weave magic! What tale does
this picture tell you? If you want to express your feelings in a few
words, then let your pen create magic. Write a short poem of 04
lines on this picture and send it to us through the correspondent of
your office/Region.

Please ensure the following while submitting your entry:
e Poem should be of max 04 lines (30-35 words).

e The entry may be sent in Hindi or English. In terms of circular
no. 8303-2024 dt. 12.06.2024 separate prizes shall be awarded
under each language category.

e A staff member may submit only one entry, either in Hindi or
in English.

e This contest is open only for the staff members presently in
service of the Bank.

e All correspondents are requested to consolidate the entries
of their Region within stipulated time and send them to
uniondhara@unionbankofindia.bank.in. Invariably give details
of staff name, designation, branch/office name, SOL ID along
with the entries.

e The last date for sending entries is 31 December, 2025.

e Entries, duly, adhering to the specified word limit, received by

ot ufaaifirar & gfeferd fasar s, the last date, shall only be included in the competition.
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What makes business organisations tick?

EJ. CHINOY, Chief Executive, U.B.I., London Br.

Plans, budgets, organisation charts, policy
statements, all have a useful place in the
efficient running of a business organisation.
As in an individual's life, discipline,
orderliness, laying down of goals, provision
of incentives, etc., are all necessary for the
growth and success of a business
organisation.

But, neither an individual nor a business
organisation grows or progresses at a

the study of several leading U.S. and
business organisations. The
finding was that the excellent companies

overseas

are excellent because they make
extraordinary efforts to get the best from
ordinary human beings. The astounding
productivity of some of the giant Japanese
corporations like SONY or HONDA is mainly

explained by the attitude of the Japanese

and the customer-orientation inculcated in
his training, truly make an average Japanese
worker, a model employee. (It is said that
when Japanese employees stage protests,
they simply put on black arm-bands, but
work longer hours, doubling their
productivity, justto make theirmanagement
feel "small" No wonder their country is
great!).

McKinsey and Co., in the light of their

uniform pace throughout his/its life.
Progress comes in spurts an individual
is a complex being a bundle of hopes,
fears and ambitions. There is an in-
built dualism in his mental make-up.
On the one hand is the desire to con

form as a member of a team/
organisation and on the other is the
urge for self-assertion (to be a star in ||
one's own right). A Company with a ||
neat and tightly wound system is
unlikely to be a successful or winning
business entity, because it stifles the
‘creative- ness of the individual. The
accent is on the 'task’, not on the
'individual'.

It is difficult to prescribe what makes a
business organisation successful. For a
manufacturing concern one may say an
excellent product (e.g. IBM Computer),

vastand varied research on the subject
of corporate success (What makes the
company tick?) pinpointed seven
variable factors, described as the 7-S
Framework.

The structure and strategy are called
the 'hardware the remaining five viz.
systems, style, staff, skills (training)
and shared values constitute the
'software. The organisational ladder
and plans are important to any
business, but the five other factors
(software) spell the difference
between success and failure of an
organisation. It is fashionable to argue
that the above findings apply only to
the advanced capitalist (Western)
countries and not to a developing
country such as ours. My submission
is that these findings are good for all

or, for a service organisation (like a
bank), the quality of service to the people
(people-orientation). Some of the great
companies do not put profits, or products
ahead of the need to earn goodwill and
retain a satisfied customer.

McKinsey and Co., is a respected name of
business consultants in the United States.
One of their applied research studies was
to ascertain what were the common
ingredients of corporate success, based on
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worker. The set rules for making of a radio
or a car are no doubt followed, but, what is
more precious is that the average Japanese
worker puts his heart in the making of the
product so that the customer gets the best
value and remains loyal to his company an
identification of the worker's personal
success with that of his organisation. This
feeling of one ness with the organisation

humans and all countries otherwise
with the richness of our natural resources
and the human talent (we have the third
largest pool of scientists, and technologists
among the countries of the world), can one
explain reasons for our backwardness?

(The above article is based on a very readable
book in U.B.I Central Library "In Search of
Excellence" by Thomas J. Peters & Robert H.
Waterman, Jr.)




v

fS1cG 7 31 4 Vol. 7 issue 4, 1985

T8 O § YR BRE TS, TH U g1
ft S $ TwWe TS Fihd I8 3R
@ I G A HE-HEA § g 318
& AT A § 1d & o718 T o, 9
3§ IRI B & YR F &1 8T HR ORI
AT FF fosd d& & JHe difor.
3t eR-eR 39 R SfgveE & disr
DI Yo BT gaT I ©. AP dar &
IR o &1 39 g8l 39 Gbivf g
R g U SR SR I A1 39t
I A GBS DI T Hgl...
SRT U e g WISt dd @ie-
el 3g ggl ff AR T TI%H. Sl
1 78l- 3 o ot § 9. 39 <A
Tl T a9 T & TIRS. U8 g
9 R3IR T WX Jd I M 3.
3R ORI 9 3MYfIH TR W dielt BT

C _ AN

dds bl clidbed ¢ol

g ot 1l RSy, T Wil :cﬁr—c’grcrgaﬁ
GIHE. & B Sie<T g Y 3
@ T 3RDHE J €. 79 g e d I8
84 Tia g dic &, 319 3B g 3R B3
TS e 31 3. 1"

T W 1 ARY, M3 $T B DI a1
g, =red 1T g, el A < af | at
€. 99 951 PR TS B SISl SRT Jud
PR ST Bl Dls Gol 531 99 fawple
T R oY, 1 g31... fewid &l 3. 9l
DI 1d o1 Toi U <9d Yl gaRISl
Hd, I81 U Y U oA &. TP 8l
YT DI T8 ©: TR ABX Q@R a9 ot
e Th cug It qpige & it
3R rad SR & ar 3mg of...

3R I IR @I ... TI-Te1 Ot ITTH

TS 81 7). 3R SHTE I1hT W 3T T
2.8 IaTe. S8 & fod ug Sl peH
3 TR HeH W' aTel deHdTd 8l T8t
2. 3 AT o 3feT & GER B e
U8 AR T I §1SA UH S Bi olgHd
Bl T8l I3Id. 3R U MI-Uie a1t anT
S g JHTe &I iR it G S B e
o R - S 337 ¢ ST Ht yaT iR
I Io1 @ YT 1 ST =t WS, B9
ot 31 Fad §, T8 af &1 WRH RI
Ugd SR 39§37 §fed . aF off
BB R Y TS T 3R G Tea Wrad
I Ad I8 T SRT wIH &7 +ff &=
TG 3R &Y W USd 8 3 HR 3
P D ¢ B |

39T gHf

ST SHIBR, F.F1, Gas

fS1cG 7 31 4 Vol. 7 issue 4, 1985

TN B B 7 OF Bk H s
gads &1 Bl St Tl A & a1
I P <@l I 98 gahl-9dd] 8
1. 98 Uddh &9 e ol grnefier 3
a1 fob TmaE S5 3O Wikt @ ol
T G 8. T8 Ve I 39 gab
I CITRT B8, "G TH, ST Jed
TR §H -l & ofH H i BIl & ol
CRSIGIEER

sicI81—:1 @ Uooll A

fear srar 2.

9 gad faafian 3a1, "al-Tal, 39 &1
Dis SRexd g, afd gt oita &t Wig
g g gt Y F 99 @) R Bepdre
gfe W ufd 3y w7 & oR7 ot g g
al g2 5 e &1 9ug difSe arfe o
3ferad B 98 U Iyt B a1 Th
& 99 ST I ST R

g YA RN e 3R BT

gah RG] 3R Sidl, "9 e,
BT 87 YR Ad § 781 81 Hd.
78 @ W o =Mt # 9§ 5 g9
BRI & e TR FAB HRA Al B al
B DI IR . $HP AT 3MTenT
dgd-9gd Y=IdIg,.

g g IR AR B agd 3y gl
39 R Fel "q I e o
U B & ot T T8 &1 99g

BISHR Il 71 T 1908 & 3FRA HT8

DI || ARG BT gl gab godl gl

Bl & e R e T

g ga® dls R 78I, sfewr uliE

ﬁwﬁm IR HEH <RI gaR™
T

AT 39 YA &1 § OF U g | fqord
T e RHeR T8H SR 9P T
3R TH 1Y 109 dle 33 3.

$d-3d Uddl, O STell ®I IR HRd
BT 31 §¢ o Tg ¥ o S Ant o
NEIGER HIH%W‘IGQI =TT STUT 3RIJ
H (U R Ryeber A Fgl, "Uge el
A UR T 8, R g o1 Riber o
DI 3T B Hdgal B 319 Ugd ol
a1 UR &R T 79 3R I Ridhar
H1 I8 HTER 3B 1. IBH ITY
DI T YST "TS db o= B 3TRAT bl
gl ol @1, T 31Tel Ig TRt
Y g

Rhar 7 91 7Y ¥ Byl "[Fad
A UR HRd GHY TG 30D 1Y BIS
el 81 e o g1 3o wfad el
% ¥ QT T @1 I, fooeg AR a9
TR 919 307 I J Jbe! ez o1
IJ&Hd B

* sk %k

AT G, TATE-ToeR, 2025 02



fS1cG 8 31 4 Vol. 8 issue 4, 1986

Hello Computers! Goodbye Monotony!

K.T. Krishnan, Faculty Member, Staff Training Centre, Alwaye, Kerala

With the growing literacy of the Indian public
and the exposure of a few elite to the
electronic banking facilities provided by
countries like Japan, U.S.A. and Germany,
customers' expectations from the Indian
Banking system have greatly increased. The
complaints raised in public
platforms and other mass media, are

numerous

indicative of their utter dissatisfaction of the
appalling bullock cart speed with which
banks pay cheques across the counter. collect
outstation cheques, provide statements of
accounts, etc. While a banker on the one side
faces an irate customer, on the other side he is
worried about unreconciled accounts.
increasing frauds, piled-up pass books and
pending statements. Today a bank employee
has little time to attend to a customer. Almost
all of his time is spent in highly mechanical,
repetitive jobs like preparing vouchers,
posting them and tallying books of accounts.
Since the job is highly mechanical and
monotonous, it makes him easily irritable and
rude in his behaviour. Il these monotonous
jobs can be entrusted to machines, branch
staff. can devote their time to more productive
and creative work. It is in this context that
computerisation has become relevant in

banks today.

Computers are automated machines, which
are capable of performing certain functions
on the basis of pre-programmed instructions
The advantages of computers are that, once
these instructions are fed to the computer, it
can perform the specified tasks at fantastic
speed: con repeatedly perform the tasks any
number of times, without murmur and be

completely error-free, provided programmed
instructions are correctly given. Whenever
we get wrong answers from computers, what
we should necessarily remember is that the
error is not made by the computer, but that it
crept the pre-programmed
instructions.

has into
The function of a computer can be best
understood with the help of the following
example:

Suppose we want to calculate the half-yearly
interest in SB Accounts of one ledger, for the
half-year ended 30.6.1986. We would be
required to take the following steps:

(a) Read the minimum monthly balance from
10th to month-end from Dec. 1985 to May
1986 from the ledger sheet of a particular
account, (b) add up the balance for each
month, (c) calculate the interest at the
appropriate rate, (d) repeat the process (a) to
(c) for the next account, and (e) check-up
whether all accounts m the ledger has been
completed.

If analyse the above actions we can divide
them into:

Read, calculate, store the intermediate result
(e.g, when the monthly balance of Dec, is
added to the balance of Jan, a new figure is
obtained, to which we again add the balance
of Feb and so on) write (prepare) debit and
credit vouchers. control (the task has to be
performed in the same order. We cannot go
from step (a) to step (d) directly without
completing steps (6) and (c) and checking to
see that interest is calculated for all accounts
in the ledger).

ARITHMETIC AND
" LOGIC LNIT

INPUT LINIT MEMOR Y

CONTRCL LN

If a computer has to do this work,
it can perform only it can read.
calculate, store, control check and
write Modem computers have
built-in devices (units to perform
these tasks. Typically, a computer
will therefore have:

The computer receives the data
and instructions through the input
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unit; performs certain tasks as per the
instructions and gives out the result, through
output units. Since the computer has to
perform operations as per instructions given,
it is necessary that these instructions are
given in a language that can be understood by
the computer. It may be pertinent to mention
here that a computer ultimately understands
only 2 situations, i.e., YES or NO (ON or OFF).
Technological developments have made it
possible for us to give instructions to the
computer in a language, which is very similar
to our common English language, which is
ultimately translated into ON or OFF
situations, by devices available within the
computer system itself.

Even with these technological developments,
computers still remain. mere machines,
without any capacity to creatively think or
critically judge. Therefore, if we "instruct" a
computer that a day has 32 hours, it will not
question us about the authenticity of the data,
but will quickly proceed to carry out the
instructions, believing that a day has 32
hours. Persons working in computer systems
always use the word 'GIGO' (garbage-in
garbage-out). If we have fed garbage into the
computer, it will give us back garbage only.
This serves as a big warning to all people who
work with computers. No efforts should be
spared to check and recheck the validity and
correctness of data and instructions before it
is fed to the computer, many systems therefore
in the initial years, adopt a "parallel-run"
approach, where
computerised operations are simultaneously
performed to ensure. that the
obtained, tally.

manual as well as

results

A computer is a friend of the banking system
today. It can save us from the monotony of
tedious, mechanical and repetitive jobs. Thus,
we can concentrate on more productive
activities and provide better customer

service.

In this, our competitive age, we will shortly
either have to computerise or perish!
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Are our children becoming the
right kind of ‘Social’?

India’s present-day reality is witness
to a majority of households being
small, nuclear units with parents and
one or two children living in
apartments or gated communities.
While this structure may satisfy the
requirements of the city lifestyle,
we’'ve all experienced how it
simultaneously creates an
unarticulated problem: children

living lonely and alienated lives.

The 2011 Census showed that nuclear
families already comprised about
70% of the total
households that were registered in

number of

India, a figure that has since escalated
in the metropolitan cases as joint
families become scarcer.

Parents are often engaged in

challenging professions, and

grandparents are no longer an

internal support system for the
family. We observe parents often
utilizing electronic devices to fill this
gap - an easy solution to redirect
children’s attention to televisions,
iPads, tablets, video games, etc. But,
this short-term strategy can be fatal
in the long run. A survey of children
aged 6 to 14 by the Indian Council of
Medical Research (ICMR) in 2023
reported that children in urban areas
now spend an average of 3 up to 4
hours a day on digital media content,
time spent not for learning but
passive entertainment. While these
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gadgets may stop a child from feeling
bored for a while, they do little to

replace  real connections or
friendships.
We thus see many children

subconsciously longing for company.
Children struggle to build close
friendships or find playmates nearby.
In apartments, people often keep to
themselves and children may not
even know who lives next door. They
do however know of personalities
across the world through the magic
of screens and social media platforms,
that are marketed as tools to make
human interaction easier. How ironic!

A major concern here becomes the
impact of these lifestyles on the
emotional and social development of
children. Experts argue that essential
skills, like sharing, teamwork and
empathy, develop through frequent
interaction with other people. When
children lack adequate opportunities
to communicate with peers and build
meaningful relationships, they may
find it harder to acquire these
qualities. This inherently affects their
emotional and mental health in the
long run. A study by the World Health
Organization (WHO) reported that 1
in 4, that is, 25% of Indian children
aged between 13 and 15, suffer from
depression, which is often a result of
isolation or loneliness.

What can be done? A basic starting

pointmightbe to setup neighborhood
playgroups, plan weekend picnics
with other families, or even regular
with
grandparents. The schools, also, can

phone conversations
add to this role by encouraging more
group activities that are not limited
to academic exercises.

India has always valued community
and togetherness. With the popularity
of nuclear families, ensuring that
children feel a sense of belonging is
crucial. The aim is not to resurrect
the past social order, but to develop a
rational balance where modern life
makes room for warm relationships
and meaningful social interactions
that go beyond a double-tap on posts
or an unending streak of snaps.
Coercive strategies of shutting down
access to social media and digital
likely to
backfire. What we must try is to strike

interface options are

abalance and make these interactions

much more meaningful and

intentional - humanize how we use
digital technology and not the other
way around. Let's redefine what
for

‘social’ means

upcoming

generations.

Karen D'souza
(Retd.,) Z.0., Mumbai
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