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Smt. C S Vijayalakshmi, GM, MCCW Wing, HO welcoming Sri. L V Prabhakar, MD & CEO to Canara Learning &

Development Centre (CLDC), Bengaluru for the inauguration of 3 days Training Programme for First Time LCB/MCB
heads. Sri. Debashish Mukherjee, ED is also seenin the picture.
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Sri. LV Prabhakar, MD & CEO with Team Gold Loan Wing, Head Office on the occasion of the celebration of our bank's

golden moment of crossing ¥1,00,000 Cr under Gold Loan business. Sri. K Satyanarayana Raju, Sri. Brij Mohan Sharma,
Executive Directors and Sri. Bhavendra Kumar, CGM, Gold Loan Wing are also seen in the picture.
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Dear Canarites,

We, as an organisation, are growing eloquently well and as it
has always been commented on, it is the inclusive participation
of each and every one of you that has aided in the phenomenal
progress of our bank. The pandemic that had hit us hard is
slowly taking a back seat and it is prudent that we now gear up
with more zeal and enthusiasm and work towards achieving
our professed objectives and goals. In our stride forward, we
definitely might encounter challenging situations, but with the
incomparable competitive spirit and resoluteness that each
and every one of you has shown all these days, | am sure that
no challenge is insurmountable and our organisation will shine
brighterin the daysto come.

As you are aware, the global economy has taken a hit as a
consequence of the ongoing Russia led war on Ukraine, and its
ramifications is being felt in the financial / economical rubric
world over, including India. But under the tutelage of our
strong Central Bank, coupled with timely and corrective
interventions and given the fact that our economy has always
been structurally robust, it goes without saying that there is
nothing of concern to the financial framework of the country.
Our role is, to consistently tap the unbanked sector and the
savings of the masses, spread across the country and use it for
productive purpose. Being one of the top 3 banking
conglomerates in the country, we have a heightened
responsibility of protecting the economy and the nation by
falling in line with the governmental / central bank strictures
and do what is required to safeguard businesses and rebuild
livelihoods. With an enterprising and efficient team like ours,
we have shown time and again what it takes to script a success
story, every time, and our motto “Together We Can” reiterates
our uniqueness of never bowing down to challenges and
always soaring high above the nebulous clouds of uncertainty.

In this technological era, where digitalisation is taking the
front seat by slowly pushing back manual transactions, the role
of online transactions in day to day banking is gaining utmost
importance. With technology led customer database and
quick response systems where everything is available at our
fingertips without any delay, the banking industry has also
started treading forward positively to meet the customer
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demands. As we all know, digital banking was in existence well
before the onset of the pandemic. The pandemic however,
made it indispensable for all of us to make use of the digital
platform. When a majority of the population did not depend
on electronic modes to avail financial services, the crisis left
them with no choice and in turn we were also encouraged to
devise and update our existing technology applications in a
more holistic and proactive manner so that our customers
could be athome, both literally and figuratively and seamlessly
avail majority of our services. But a lot needs to be done in this
direction, especially in popularizing our digital banking
services. Itis a fact that we witnessed a rise in the number of e-
transactions during the FY 2021-22. Though our debit card
coverage is ever increasing (currently at 52%), we need to
show further improvement in other areas like credit cards,
mobile banking, internet banking, and UPI. For this to happen,
every branch should educate their customers about our digital
banking services and give guidance regarding the use of our
technology products. This in turn will have the twin effect of
reducing the customer footfall at branches and considerably
increasing our digital footprint amongst our clientele base.
When we change the way our customers think and make them
embrace digital banking, actual transformation happens.

We have started Q1FY2022-23 on a very positive note by
crossing X1 lakh crore under gold loan outstanding as on June
2022. Our gold loan portfolio grew 26.1% as compared to the
same period last year. Kudos to the 435 Gold Loan Plaza
branches which were primarily responsible for this
commendable feat. Apart from gold loan, we have also
achieved double digit growth in all credit parameters including
retail, housing, MSME, agri and corporates. Going forward our
emphasis should be on CASA, NPA management, popularizing
our digital banking services, augmented recovery efforts,
effective collection of service charges and most importantly
making the dream of Mission 20 Lakh Crore come true. | urge
upon each and every one of you to give your best towards the
growth of our bank, with even more fervour and excitement,
and work towards achieving the corporate objectives and goals
ontime.

Stay Safe! Stay Healthy!
With warm regards,
Yours sincerely,

L V Prabhakar
Managing Director & CEO
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| am deeply honoured and humbly accept my elevation to the post of Chief General
Manager. At the first instance, | would like to thank my superiors and express my deep
gratitude to them for rekindling the confidence and hopes in me and giving me an
opportunity to take higher responsibilities in our great organisation.

I have been given the unique opportunity by the Bank to improve the level of monitoringin
our diversified subsidiaries along with increasing the dividend payment to our Parent
Bank. Iam confident that the Bank will be able to leverage the benefits of all Subsidiariesin
the daystocome.

As our Bankis poised to enter the league of top three banks in the country, we need to ensure that our Bankis
future ready and remains resilient with focus onlong term value creation and grooming future leaders.

| sincerely reaffirm myself to do my best to uphold the principles and values of our esteemed organisation.
With abundant guidance from my superiors and support from my team mates - Together We Can steer our
bank to reach the pinnacle of success.

With warm regards,

Uday Sankar Majumder
Chief General Manager

| am so grateful to have been promoted as Chief General Manager in this great institution.
| take this opportunity to thank our Bank's Top Management, my superiors and numerous -Ir“
colleagues whose support and encouragement, throughout my career, has made this
possible.

I shall give my best and strive hard to take our esteemed bank to greater heights.

With warm greetings,

Santanu Kumar Majumdar
Chief General Manager & CFO

_II// I - ST - \_r\l,T—n's: 2022 4 Shreyas - June - July 2022



New GM's Messages

T dvoter 3 Canara Bank <A e

ﬁ'zoaéew fafese Syndicate

This elevation to Scale VIl means much to me, my family and to all my well-wishers, within and
outside our Bank. In an organization which is as big as our Bank, we all grow at different rates
and thatis all fine. Working hard is not cadre specific and if each one of us does it sincerely, the
rewards will reach you one day.

My journey of little over 31 years in this great organization has opened up various vistas of

knowledge enrichment to me. This journey has taken me through Branch operations in all

categories of Branches, all types of Administrative units, Inspection, Training vertical, Marketing, Strategic
planning and | even had a wonderful opportunity to head the then biggest RRB in the country too. While engaged
in the process of amalgamation of eSyndicate Bank, | had been associated with a wonderful set of people who
have become an extended family to me as to many others in this Bank.

At this juncture | would like to place on record my whole hearted indebtedness to the Top Management of the
Bank, my colleagues past and present and to the Trade Unions for their utmost trust in me and my capabilities
without which Iwould not be where | am today.

Let me conclude by mentioning that the greatest role each senior employee has to play is that of a mentor to the
juniors so that a very robust and sustainable Bank is built up over time and our dream of “Mission X20 Lakh Crore”
isachievedinthisfinancial yearitself.

With warm regards,

Ravikrishnan M K
General Manager

| feel honored and humbled on my elevation to the post of General Manager of our esteemed
organization. | am thankful to the honorable Top Management of the Bank for having reposed
confidence in me to shoulder the higher responsibilities. | also feel obliged to my seniors who
guided and mentored me, and my colleagues & subordinates without whom it would not have
been possible for me to achieve this milestone.

Only constant in today's banking is change. Technology drives the present day banking in all

spheres, which itself is evolving at ever increasing speed. Not only to catch up with these

technological changes in Banking but to stay one step ahead is the key to meet and beat the competition from
peer Banks.

Today Canara Bankis fortunate to have visionary leadership of the Top Management and tech savvy youngstersin
its fold. At this juncture of my career | recommit to continue to serve this great institution to the best of my
abilitiesin the capacity of a General Manager with an objective to take our bank to greater heights.

Ever proud to be a part of this great organization.
With warm regards,

Geetika Sharma
General Manager
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It gives me immense pleasure on being promoted as General Manager in our great institution
after putting in 33 years of rewarding service. | take this opportunity to express my gratitude to
the Top Management in reposing trust in me. At the same time, | also express my sincere
thanks to all my seniors and colleagues for their guidance and support. | also wish to credit my
parents and family members for the untiring supportin this journey.

| started this wonderful journey in March 1989 when | joined as Probationary AEO in Ramgarh

(Phillaur), Punjab. I never thought of reaching this coveted position in this mighty organization.

| got the opportunity to work across the country in various branches, administrative offices and overseas location
wherein | worked under many able seniors who taught me the tenets of efficiency, moral values and work
etiquettes which I cherish and try to practice while discharging my duties.

Our bank has grown in size and strength over the years and the recent merger has made it even bigger and better.

On this occasion, | rededicate myself to strive for the development of our bank and request my fellow colleagues
to take a pledge to reach X20 lakh crores of business during FY 2022-23.

Together We Can.
With best wishes and warm regards,

Bismay Samal
General Manager

Itis a matter of great pride and joy for me to reach the prestigious post of General Manager of
our coveted Bank. | am thankful to my Institute and my Senior Officials who not only did a good
assessment of my performance but also believed in my ability and considered me worthy of the
big responsibilities of the Bank.

With promotion, there is an increase in the power of authority and along with the authority,
the responsibility also increases. | am ready to discharge my responsibilities towards our Bank
with all due diligence. Whatever be the circumstances, we do not have to stop because struggle
is life. Even during the crisis of Covid 19, we did not stop and regularly stood in our workplace
andin future also we will discharge our duty with complete devotion.

In the present banking scenario, institutional progress is not possible without Digitization. Our Bank has
developed the best Technological Products and Applications. We have to unite and take forward our Bank as a
Digital Friendly Bank. Leading the way for the Bank's bright future is by connecting more and more customers with
Technology Products. For CSR campaign i.e. CASA, Service Charges, and Recovery launched by our Top
Management, we have to adopt innovative methods to achieve our goals so as to increase the profitability of the
Bank and to conduct daily business in such a manner that soon we can achieve the Mission 20 Lakh Crores
objective.

| am grateful to all the Well Wishers, Colleagues and Friends who inspired & encouraged me and supported in my
journey so far and look forward to your continued goodwill in future too.

With warm regards,

Ranjeev Kumar
General Manager
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It is a great honour and privilege to be elevated as General Manager of our esteemed
organization. | am grateful, from the bottom of my heart, to our Top Management for reposing
faith and confidence in me by giving me the opportunity to take higher responsibility in our
Bank.

During the 26 years of my career in our bank, | have been given excellent opportunities in

grooming myself in Credit, Forex and International Banking. In this joyous occasion, | would like

to thank my seniors and colleagues across all cadres for their tremendous support and guidance throughout my
career.

Armed with a young workforce and exemplary and visionary top leadership, our Bank is reaching new heights Year
on Year. We together as ateam have to continue the momentum and ensure our Bank achieves the business figure
of %20 lakhs crore as envisioned by the Top Management during the Current Financial Year and set new
benchmarkin the banking sector.

Together We Can,
With Best Wishes & Warm Regards,

Prabhat Kiran
General Manager

| feel honoured on my elevation to the coveted position of General Manager in our beloved
Bank. In this moment, | would like to express my sincere gratitude to my seniors who have
guided me throughout my career of 33 years.

| firmly believe that with position comes great responsibilities and it is an incredible
opportunity for me to demonstrate my ability to travel the extra miles and bring laurels to my
beloved Bank during the remaining years of my service.

Our Bank is having a very skilled set of risk managers and working with them in risk management vertical is a very
proud moment for me. Our risk management has a great tradition and it constitutes the core of a robust Bank. |
look forward to build a sound risk culture across the organisation.

It's my sincere appeal to the young workforce to make learning an integral part of their routine as it will drive their
career development, engagement and performance.

We canarites are known for achieving new heights. Together We Can face any challenges and Together We Will
come outwinning.

With best wishes and warm regards,

Jagdish Chander
General Manager
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It's an honour and pride to be promoted to the post of General Manager in our prestigious &
esteemed organization. | take this opportunity to express my gratitude to all my superiors for
their valuable guidance and motivation and all my colleagues and friends for their constant
support and encouragement throughout this journey which started 34 years ago. The bank
provided me the opportunity to work in different locations in different states, mingle with
people of varied culture and learn different languages. This not only broadened my vision but
also provided me with the opportunity to serve people of different segments.

Our Bank has all the strength with the right combination of dynamic young, matured and experienced work force
to face any hurdle in this tremendously competitive market. We have already proved ourselves in coming out
successful in such turmoil before. This is the time our Bank requires to focus on customer service and Digital
Technology, as digital banking shall be the future and will play a major role in taking our bank to greater heights.

| rededicate myself with greater zeal, enthusiasm and devotion to achieve all corporate goals and provide quality
banking services with customer centricapproach.

Let us all work together and strive whole heartedly to achieve the best results and extend the best service to the
society and the people.

With best regards

Rakesh Nainwal
General Manager

"Some peoplewant it to
happen, some wish it

would happen,
others make it happen "

-Michael Jordan
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Our world today is increasingly becoming digital. New-fangled
technologies, from social media to GPS systems to artificial
intelligence to Internet of Things (10T) and to what we now call as
the digital twins (virtual representation of physical objects) have
made the planet we inhabit distorted and unidentifiable, even
from the recent past. The pace at which such disruptive
technologies are arriving is hastening and YES, they are definitely
changing the way we live. It is a fact that, today, we are all
perpetually connected to some digital device or the other and it is
arguably making our lives easier in all fronts. The same
technologies are now giving rise to new business models, with the
organisations slowly adapting to the new digital front and breaking
free from the shackles of the past and acting boldly to seize the
opportunities in future. Banking industry, like any other, is also
surfing on this digital transformational wave and using this
platform to create and monetise new forms of value. With this
wonderful and interconnected matrix in place, banks are able to
provide customers with tailored and on-demand products with
seamless service and support. It'sa whole new world out there!

Our Bank is a pioneer in the digital transformational matrix and we
have always been one step ahead of our competitors in terms of
our products and services. Every business entity must eventually
transform for tomorrow by re-inventing their digital core and
creating new values from digital technologies and digitally enabled
business models/solutions. With our visionary Top Management
supported by enterprising exclusive verticals, we are treading in
the right direction and definitely in store for major innovations and
changesin the immediate future.

This “Special Edition” of Shreyas on “Digital Banking Services” has
been conceptualised to provide a bird's eye view on the digital
transformation happening across various businesses, in tandem
with our banking industry. The articles/poems/essays by our
writers delves deep into the finer layers of digital banking services
and reveals how disruptive technologies help in expanding the
customer satisfaction horizon and how we can secure our future by
increasing our digital footprint . A note of Gratitude to our writers
for theirimmaculate research and lucid presentation which makes
us realise the startling fact that our digital life is for real!

Hope you enjoy reading this special edition. As we love to
hear from you, please drop in your feedback/ comments by visiting
our HM&L Webpage in Cannet / or as mail to
hohml@canarabank.com / or you can always call us at 080 —
22233480/9986693808.

Kishore Thampi
Editor
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Tokenization of Cards

TOKENIZATION - This word has created a lot of buzz since
past few months in the banking and payments industry in
India. Most of the cardholders in India don't have an idea
what tokenization is or how it is going to work and what its
benefits are. But it is the banking and payments industry
which is brewing for another storm to meet the RBI's
deadline on the implementation of Tokenization. Banks
and other Fintech's are already having a hard time with
the disruptions caused by the RBI's rules on
implementation of card based recurring transactions that
came into effect fromJanuary 1, 2022.

In September 2021, the RBI issued guidelines prohibiting
Merchants like E-commerce websites, Online Food
Ordering apps, Travel websites etc. from storing the card
details of the customers on its servers with effect from
January 1st, 2022 and mandated the adoption of Card on
File Tokenization (CoFT) as an alternative to card details
storage. But the deadline was postponed by 6 months to
June 30th and recently it was again extended by 3 more
months to September 30th, 2022. Tokenization of cards is
already in use in US, Europe and Australia. The concept of
tokenization is not new in India as well, as it already finds
its usage in Unified Payments Interface (UPI).

» CARDonFILE orCoF:

It refers to the card information being stored by
merchants and payment gateways for future
transactions on its website. A CoF transaction is the
one in which the debit or credit cardholder authorizes
a merchant to store his or her MASTERCARD /
RUPAY / VISA card details on its website for every
future transaction. The card detail here means the 16
digit card number and expiry date. Ecommerce
companies, travel portals, food delivery apps or
online streaming apps like Amazon Prime, Netflix etc.
tend to save the card details on their websites.

E.g. Flipkart will always ask to store the debit or credit
card details for future transaction. So in the future,
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you have to enter the CVV and OTP after which your
transactionisdone.

» NEEDFORTOKENIZATION:

With the introduction of digital payments system and
growing use of debit/credit cards for purchases on
different online shopping platforms, the risk and
probability of card details getting compromised has
increased manifold. We have often heard that the card
details of thousands of users on a particular merchant
platform getting compromised or leaked and are being
sold for ransom or made available on internet for free.
Despite being on a secure platform, many merchant
websites are vulnerable to different types of online frauds
and scams due to which the customer card details are
easily accessible to fraudsters.

To secure the customers' personal information and card
details from hackers, the banking sector regulator in our
country i.e. Reserve Bank of India, made it mandatory for
all the stakeholders in the digital payment system, the
Card on File Tokenization or CoFT.

» CARDoONFILETOKENIZATION or CoFT:
Tokenization refers to the replacement of the actual
debit or credit card details with an alternate unique code
called as "Token" that is specific to your card and only to
one merchant at a time. This token can be saved on the
online merchant's server with true details of your card
already masked without which nobody can use your card.

This token will be unique for a combination of card,
device and token requestor i.e. the entity that
accepts a request for tokenization of card and
forwards it on the card network or bank website to
issue a token. That means the customer's card
information will no longer be available on any
Payment Gateway or Merchant platform or any
shopping app that helpsin ease of digital transactions
today.
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For Example: Below Flowchart will be helpful in
understanding the given example.

One Card-Multiple Tokens- Multiple merchants:
One card can have multiple tokens, each token
unique for different merchants. E.g. My Canara Bank
Credit card will have different tokens for Amazon,

15
Start a purchase on PURCHASE is done
merchant Amazon using
Canara bank VISA

Credit card

Amazon saves this
token for future
transcations

and for you next
purchase just enter
CVV and OTP

O

0 f ¢

Flipkart or Makemytrip stored on their servers.

AMAZON initiates FOR payment on New token for Renewed or Reissued or Replaced or
tokenization with your 2{0 v (om apptro‘vc EkI\JP/:(RéAR\’/TISA usx(l;% 5
. ranscation enterin; i\ D credi .
consent 10_tokenize franscation byichterins card, the same_process Upgraded card: A new token will have to be created
T — S offtokenization. at the merchant website as the new card comes with
1

ONCE you give
consentm it sends
Tokenization request to —
the card Network-VISA

VISA creates token for
the Canara Bank Credit
card no. and sends
back to Amazon

FREE -Issuance of
token for your card ys
free of charge.

__________///

Figure 1: Flowchart showing CoFT of Canara Bank Credit or debit card

As a Canara Bank Credit Card/debit card Holder,
while purchasing a product on AMAZON, during
checkout the amazon website will direct me to
Canara Bank or Card Network's website. Then card
network or bank will ask me to tokenize my card and
once the card is tokenized after my consent and OTP
based Authentication, it will redirect me back to the
Amazon page. Now, | don't have to enter the card
details as my reference token number of 16 digits
will be savedin AMAZON for future transactions.

In this case, Amazon will only save the Tokenized
Canara Bank Credit/debit card number, while it will
have no access to my Canara bank Credit/debit card
details like 16 Digit card number and Expiry date.
The next time when | checkout from Amazon, | will
have to select the Tokenized Canara bank
Credit/Debit card (it will display last 4 digits of card),
enterthe CVV and OTP and my purchase is done.

In this case, as a customer | have the option to delete
the tokenized card or check the details of all the
issued tokens for a single card for different
merchants or online platforms.

This process of purchasing or online shopping from
any merchant website using a tokenized card is safe,
secure and amazingly fast.

> FACETS RELATED TO THE TOKENIZATION OF
CARDS:

One Card-One Token-One Merchant: One card can
have one token for one merchant website (online).
That means, my Canara Bank credit card will have a
single token limited only for Amazon and it will be
different for Flipkart or any other merchant.
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Applicable on Mobile Phones and Tablets: The
tokenization is applicable only when the usage is
done through mobile or tablets on merchant
website or application. It is not applicable on PoS
transactions.

Applicable on Domestic cards: The tokens will be
issued for the domestic cards only. International
cards are not covered under this guideline and so it
cannot beissued with tokens.

What if Mobile Phone is changed: The token issued
for my Canara credit card on Flipkart will have no
effect even if my mobile phone is changed and it can
be used for transaction on merchant.

No charges for Card Tokenization: Neither bank nor
Card networks like MasterCard or VISA or RUPAY will
charge for CoFT. Tokenization of a card is completely
free and can be availed by anyone.

Not Mandatory for Customers: It is not mandatory
for customers to tokenize their card for any
transaction on merchant website. But then
customers will have to enter the complete card
details every time he or she does a transaction on
any merchant website thus making his or her
transaction less secure and prone to cyber frauds.

Dedicated Portal on Bank's Website or Application
for managing cards: If you have multiple cards and if
you wish to remove some tokens you had got long
ago from a specific website then the card issuing
bank will now provide a dedicated portal facility or
option on application to manage the tokenized
cards. In simple words, a dedicated dashboard will
show you the tokenized cards or tokens issued for
the different merchant websites. One can delete the
tokenized cards in websites he or she doesn't use
frequently.
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> BENEFITS OF TOKENIZATIONS ON YOUR
VISA/MASTERCARD/RUPAY CARDS:

Enhanced Security and Safety: Once your debit or
credit card is tokenized, the token for your card will
be unique and it will secure you from any type of
malicious theft of your card details. The token
generated for a particular card will be unique for a
specific merchant and it will add up to the security of
doing card based transactions. It reduces the
chances of fraud due to sharing of card details.

Faster Checkouts: The tokenized card will allow
faster checkouts as you don't have to enter the card
details every time you visit on a specific merchant
website as the token for each website is unique. Save
your card details for once and have the ease of
transaction every time you visit on the merchant
website.

Data Storage: As per the regulator RBI, only card
issuing Banks and card networks can store the card
details and this data will be safely secured between
you and your card issuing bank/network.

CHALLENGES AHEAD:
Only a few banks in India like SBI, HDFC, ICICI and
some other banks are ready to implement
tokenization as per the information in newspapers
and so RBI has extended the deadline twice and now
the deadlineis set to September 30th, 2022.

0 Card details can be saved

BEFORE
SEPT 30™

QO card details cannot be
saved on merchant
platforms and payments
gateways etc.

on merchant platforms
and payments gateways
etc.

Q Dpifferent tokens for
different merchants.

0O Same card details were
saved on different

platforms.
O Mode of Payment:

0O Mode of Payment: Using token assigned to a

Saved card
details+CVV+OTP

specific card for a specific
merchant.

Figure 2: Before and After Tokenization

Readiness: Though banks can convert the CoF into
tokenized number but the readiness to process the

Heavy Disruptions: If implemented in the current
state, the new mandate could cause heavy
disruptions and revenue loss to small merchants.

Reversal to cash based transactions: Disruptions of
this intensity would derail the trust of customers and
it would reverse customer habits to cash based
transactions.

Impact on Business: If the industry isn't ready then
the business models would be impacted. E-mandates
will be ineffective from September 30th, 2022.

No online Card EMI's: The biggest impact will be on
card EMI based transactions as it accounts for nearly
25% of the online ecommerce sales. This option will
no longer be available.

No Cash backs/Discounts: Discounts and cash backs
will beimpacted too.

WAY FORWARD:

During the initial stage it will be difficult for the
customers to understand the complete process of
tokenization and so the customers may even avoid
doing transaction on merchant website which would
resultin revenue losses.

Test the Performance: Though the industry is ready
toissue the Tokens for CoF but it needs to first test the
performance of the tokenization on different
Merchant websites.

Success Rate: The success rate of the tokenized
transaction on different merchant websites needs to
be assessed and examined thoroughly by the
merchants and online card networks so that all the
stakeholders in this process will have a win-win
situation.

Pilot Project: The regulator should ask the merchants
to implement it on pilot basis and check the success
rate of transactions. They should check the customer
complaints and also the different hurdles faced by
customers during the processing of tokenized card
based transaction.

v/ /

Once the new payment system is implemented, it will
prove to be secure and blazingly fast to process the
transactions on all the merchant platforms which will be a
win-win situation for all the stakeholders. We would
benefit largely with this technical innovation in payment
platforms which in turn would make our country step

towards progressive digitalization in banking.
kK k sk k

tokenis negligible.

Backend IT Infrastructure: Some stakeholders
mostly merchants don't have the backend IT
infrastructure to adopt the new regime. Data
purging by merchant websites could lead to revenue
losses and breakdown in settlements, reconciliation
and other services.
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DIGITAL BANKING SERVICES -
AN EMPLOYEE PERSPECTIVE

1.INTRODUCTION

Our Bank is striving hard in its endeavour to provide state
of the art digital experience to its customers in 360° view.
In this endeavour, we often tend to miss out on a very
important aspect called 'workforce experience'. In fact,
the new age term of it is coined as “Digital Employee
Experience” orsimply DEX by MNCs.

When we talk about Click and Mouse Banking against the
conventional Brick and Mortar Banking, the first thing
that comes to the mind is what the bank will be offering
to its customers. But in the process, we also should
consider what the bank will be offering to its employees.
The concept of digital banking is very much confined to
the four walls of customer perception, ie online features
a Bank offers to its customers. But, let's turn the camera
to the other side to know what exactly is happening from
the perspective of a Bank employee? Are we extending
the same digital experience to employees that we offer
to our customers? “Digital Banking” is incomplete with
employees driving the banking operations using same
old physical registers/letters etc.

The experience of a person as an employee of the bank is
not at all same as the one we have as a customer. Instead
of the intuitive digital experience we (employees) have
as customers in the outside world, we may be asked to
manoeuvre through complex internal organizational
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structures, processes, and systems, often deprived of the
'digital banking services'.

Banks make enormous investments in their efforts to
offer the best possible digital banking experience to its
customers, but they invest very less to offer an equally
compelling workforce experience. This is having a direct
bearing on the productivity level of Bank employees as
well. More than 50% of the banking operationsin a public
sector bank are still carried out with the help of manual
procedures. Starting from branch level to controlling
office (Region/Circle/Head office/ etc.), the processes
are mainly governed by pen and paper rather than click
and mouse. With this work environment in place, the
digitisation in Banks isincomplete.

2. THE PATHWAY

The pathway towards cent percent digital banking would
be through digitisation of internal operations of the
Bank. Digitisation should take care of regulatory
compliance, operational procedures, customer service
and so on. No single arena of banking should be spared
from digitisation.

Every Bank should have an institutional model of
digitisation in place to cross verify whether the ongoing
process/newly introduced process is having digital
compliance. Now that | have coined the term Digital
Compliance, let me elaborate on the same a bit. Banking
industry is driven forward by guidelines and policies laid
down by various regulators and non-regulators across
the globe. Apart from the guidelines laid down by its
regulators like RBI, SEBI, Income Tax Dept etc, banks are
primarily governed by its own policies and guidelines in
the form of internal circulars, manuals, memos etc.

For example, typical process flow of a business loan
appraisal can be summarised as below:
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Customer
submits
application

KYC
Verification

Unit/property
inspection

Bank level
appraisal

The post sanction process flow could be as below:

Review of
sanction by
Higher authority

Post sanction
visit/end use
verification

Monthly stock
verification in
case of OD a/cs

Followup of
account in case
of overdues

The efficiency of digital compliance lies in the fact that in
how many of the above stages, the employees have been
provided with state of the art technology for capturing
the details. For example, the stage, unit/property
inspection report is prepared in many banks by way of
manual filling up of format and signing it. This stage of
loan appraisal can well be digitalised by incorporating
this stage inthe loan appraisal package.

3. IMPORTANCE OF DIGITAL COMPLIANCE IN RISK
MITIGATION:

Extent of digitisation of guidelines and procedures
defines the magnitude of risk mitigation in a bank. In
other words, more and more manual procedures would
mean that the Bank is more prone to frauds/mistakes.
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4.ROUTE MAPTO DIGITALCOMPLIANCE:

In the very first stage of the route map to digital
compliance, we have to segregate the guidelines /
policies which are having a DIRECT FINANCIAL RISK
associated within it. For example most of the guidelines
which are directly associated with a financial risk comes
from CREDIT or ADVANCES portfolio. Within this
advances portfolio, there are many guidelines which do
not have any financial risk within it or may be the risk is
negligible which can be mitigated by following manual
procedures. But there are some guidelines which we
cannot take for granted and has to be digitised without
any compromise.

In order to quantify the risk that arises due to non-
digitization or non-implementation of guidelines, we
may derive aterm called DEVIATION INDEX or simply DI.
DI indicates the level of deviation that the Bank
possesses with respect to guidelines and its digital
compliance. Lower the DI, lower will be the risk and
higher will be the Digital compliance.

a) PORTFOLIO SEGGREGATION

First we have to categorize each portfolio for the
purpose of scrutinizing the level of digitization,
namely Retail Advances, MSME Advances, Agri
Advances, CASA, TD, Alternate Banking Channels etc.
This would help in going deep into the microscopic
level of each portfolio so that none of the guidelines
get omitted unknowingly.

b) SENSITIVITY ANALYSIS OF FINANCIAL RISK
Next stage is to identify the level of sensitivity that
each of the identified portfolios possess towards
financial risk. To elaborate, there may be so many
guidelines issued on a particular portfolio, say for eg
Retail Advances. Among them, many of the guidelines
might have already been digitised. Those guidelines
may be ignored. Among the non-implemented (non-
digitalised) guidelines, we have to identify which all
are having a direct financial risk associated with it and
which are not measurable by means of financial risk or
which can be controlled through existing manual
procedures of the Bank. We may call those guidelines
which are having direct impact on financial risk as
Financially Sensistive Guideline (FSG) for e.g.
under Retail Advances portfolio take the scheme of
Car Loan. The common guideline across most of the
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Banks says that in the case of loans to salaried class,
the applicant should have either salary mandate or
salary account or ECS. Adherence to this guideline can
be checked through Post sanction review / inspection
/ Concurrent audit etc. It quite impossible to digitise
this guideline because we have to do a manual
checking on this and at the most what we can do is to
prompt the credit officer to provide a confirmation
during the course of loan appraisal. Now take the
example of CGTMSE guidelines under MSME
portfolio. Guidelines say that NPA reporting of a
CGTMSE covered account has to be done to CGTMSE
Trust before the end of next quarter otherwise the
Bank will not make a claim with CGTMSE and the
guarantee cover would become void.

If the Bank does not have any online facility or CBS
functionality to monitor when a CGTMSE covered
account slips to NPA, whether the same has been
reported to CGTMSE, it requires the CREATION OF
SAMPLE SPACE & DIGITIZED GUIDELINES

Now that we have identified which all guidelines are to
be brought under the purview of digitization, we have
got the sample space with us. Suppose under Car Loan
scheme, if 50 guidelines are identified as Financially
Sensitive Guidelines (or FSG), we have to arrive at the
number of FSGs which are digitalised. We may call it as
Implemented Financially Sensitive Guideline (IFSG) or in
simple terms, IFSGs are those guidelines which are
digitized or which are already implemented in CBS. We
are concerned about those FSGs which are yet to be
implemented i.e. Non Implemented Financially Sensitive
Guidelines (NFSG)

NFSG = FSG-IFSG

For e.g.: Under Car Loan scheme if 25 guidelines are
identified as FSGs and out of them 20 are digitalised, the
IFSGis20and NFSGis5

So the Deviationindex can be calculated as
DI = NFSG+FSG
Sointhe above example Dl is 0.2.

Ideal value of Dl is 0. So closer the DI towards 0 lower
the risk and higher the digital compliance and
incidentally the employee satisfaction would also
increase.
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5. INSTITUTIONAL MODEL FOR ACHIEVEMENT OF
DIGITALCOMPLIANCE

A separate section to be formed at Apex Level of each
Bank to look after Digital Compliance. Each internal
circular/SOP/guideline being followed in the Bank
should be thoroughly analysed by this section and
identify areas which need urgent digitalisation. In other
words, whenever a new circular / functionality /
procedure is introduced, there must be a system in place
to ensure that the modalities adopted for implementing
the contents of the circular/guidelines confines with the
concept of digitalisation, rather than manual
procedures.

To ensure constant inflow of inputs regarding various
manual procedures being followed at various levels like
branches, and administrative offices, a recognition based
suggestion scheme should be in place at the section. This
will help in identifying non-digital practices/guidelines
from grass root/field level.

6. CONCLUSION:

Our nation is marching forward in all areas of
development with the motto of DIGITAL INDIA. But
most of the digital initiative happening in Banking
Industry is customer centric. We require our procedural
guidelines also to be DIGITIZED for betterment of the
employees and to ensure that our guidelines prescribed
are not merely confined to words in Circulars and
Manuals, without getting implemented in its true spirit
due to negligence or ignorance. It should be our
endeavour to make sure that the guidelines laid down is
being followed to mitigate the underlying risk thereby
enhancing the work culture of the institution. As
indicated earlier, the concept of Click and Mouse Banking
can be fruitful only if 360° arena of banking is digitised.
Because partial digitisation comes with an underlying
risk factor as it's the 'half-baked' or incomplete
digitization that creates the loop holes for frauds. Banks
are seriously considering the option of enabling 'work
from home' system for its employees but find it very
difficult to implement it in cent percent efficiency due to
manual systems and procedures that are still prevalentin
this age of digitisation. A robust and efficient model of
WFH can be realised only if the operations handled by its
employees are digitised. This will not only aid in proper
risk mitigation, but also in the successful realisation of a
true DIGITALBANKING FRAMEWORK.

%k %k %k k %k

Shreyas - June - July 2022

v/ /

v/ /



__________///

_________///

T 10 Y 1960 T ¢ 3T THY A a1 gov W
1T+ TahaT AT o, [ fore et gt i shrget &ht
STEd Ugdl offl STehet & SUaiT & iU Us we @ o
3 S TS BT S @ & 3R el | e 431
TSNUT thell & T HiahR AN & 31 fovar foh a7
TG gog B HeRE of | T go A AW GAd @
S A T TEHR % 9 Hed H WA har, T
TEAI ST SHaRT ey foham ST # st
SR AHATEl AT AT TH 21 T-T GSeATd hl STl
TEHT & THhR el Tl I8 3Thare therr o T8 fh
TS #7973 W@, AaeAd Wi i Torar ST
217 w off e ThdT 7 SR T A 9aTe A FahaT
1 9gd Y ST 7 RaTel o ofue 377 S AT AT
URAR W ST STRATE! & 37T AT T S gA o 9ga
U T T a3 Tt foram|

T TR T ToT it Tud & oI ST Bt T 3
U G 3 @M fohar foh wrer uae o forg
2R el T SETAT i (o1 F o SUANT & Se, T

T ST Tl & 3 At emrare 17 9o i =R
FH H v & off, 3 g Fvem wfed g3 w99 9
I AT o AT 97, S5 HA0 gAN TRaR & T
Joe A TR FHH AN | 10 Tl T THT M THY
S AT AT, T2 UAT 2| <ol 3N ST SThate! o arar #
A SO USRI AT FRreT gt ST off, ook ot glem
I g S AR F AR AT L |

¥ 1982 H 5T A o AT fhdl, 39 TUT 9k i
Ay Ageret offl T3 -a3 el | AT ardr off
3T 2T W & o U 3 UUR T ST BT el
TSR W ST AT dR O ST or 3 uregah o
T, A ey, i U fe |9 gfoifad ard ol
A AT F H3T AT o 9, o g0 a1 T-3mE &
Frar |

T 3T & U Ued St goor S e 9@ o
H 1T WY 92 Sk A ST o A7 Sk T R
W ot e F T gHd 91 T Eeens o 3
R ¥ a9 g0 1 9 hed o foh SR & 9@l 7

3R U 3T T 2Tl 39 9eeld o fort ot Siefar dar
T g3 X g T erkarel R gifedt ¥ S
forar—<ter 2 TR et & a1 W Ty &t o,
T Sae AT 2T 7, et i el Tog gy i o=t
Bt 8, S T o fog eTfisna & 3T it et
off e Terar ¢, fSaE ST et &t 21 2 Gahdt 21

W gAY Sidar T, - 92 g g o eix
ST T A8 AT THST T 3T oY st SR A A e
TeE, S - T 9goe 3 03N S T SudT ared
o ¢, TUT AT o Y Tud & @T gA W 7
I T ATel 91, 98, 9g, dfedl o Teed o fofT
off g TS ¢, FifEH g & IEl & @ua e

HIF - ST - T[S 2022

19

HEET ¥ HW Sl & A 3T AT S0 T AT
STAT-92T T | ahrer 30 21 T (U 997 ek
AT A T FaE A W ¢l IR ad A B FD
Y o foTT IR Tt ht TX@ 6 |l ot gHar #
@ AT, AT AN da o ot Seged § i gl ar
TR 3Tt Bl

a¥ 1988 W fimd d& T d&f & HHEAS &
HEHHT & forw off i TR St sreAerdr ¥ U
qfafd s e fRar oix fdar fGar & =7 faget =
& ¥ Tad g0 T U a1 |

1 IeH-gard gar |

2a%ﬂwura'ﬁfrwn

3 TSI RO gor |

Shreyas - June - July 2022

v/ /



_________///

__________///

¥ 1991 ¥ @R ¥ 7 e Hifd &Ny o &

dolel %1215 Canara ”Bleulnk@

Trateer IR H aEE 3T F P A B e

IS 1S, TRt UeT Se3g Seriantur, fAsitam
I qH sl an 72 enfefew fify & stz i gft
o T Tt ool T gz i aga sazas ol
9 dfeh T ¥ Frgedar & forg e d oifw gfear
T S TR WA AT RrwfEn s @n) S @
T ST TTT, F g3 T U% SHaRT G fawrer famar
TN SE-STTe Mieield 3 d&h Hgeddior o
e yezfs g & A ¥ 9% Hee e & ufd
3RATEl qeT yifaar el qer @ HuwRAl @
FUTEAMT [ Y AN I Hgedaior &, aisrmr
& TR, HHATRAT T AT 94T 37 T enfefwm
T @Ud g, THE—aiE s MRl ST &
o wAarr o 396 geE B A & 3T JR-31R
T Hedar & oty & o fhdt 7 9 9
IFET & Harg 3 &F < A G8FH H aE aF
HE IR0 T TS &Y H 1 S T FHora forar
TN e H wuedey w3, $9d ag ol TRar
Jedeh W SIET T 3 3fd H I & fh T |ega ar
O T

ST Gareit = gul w0 § SHrgedar g & 9
TR IS Tedh AU S HUaRar gl st fiem
IS 3fX WA 1 STIST 9gd YA &, Afohd T4
TR iR T 9 T AT d 3T,
TR TCTAT T SHa T ST a7 2

dfehT-Harelt & HrFelwr & e 3 A k-
gareit & fefSteargsiam it ot o 9=t ¥ wdhuw
T 3E fohy R AN & o o fasey & Sfae
S o A A AN F9 Teh ¥ 36 T Al
I fhdT oifehe U O O 3Tharet ST wifdat =t
IR Tfaed & TN I8 A sfad § agd 98T
IR geea om IS TTeal o A & a8 gar
T mar 3 afe fndt § qremr wiiuw 9w forn ot @
T gl WA et STt g9 9a 3ieTel gl
% foT T, A 9 3w gfear siv =t 3 gw
TITERT hl 3T SN ol THSAMT fh 98 |9 3Muaht
gfaer ik gwg & g97 & fog 81 fae #e oix

IF - ST - T[S 2022

20

HEANET S TS & W 9gd 9 o g3 IS 7,
¥ 2008 ¥ g 3MET & F7 Rre Wit At off o 37
FHHARET & W gdey, SRl e @ e 3l
Hratse dfhT TE forar 21 U @gd ¥ wew & o
TEUH FIS o sl 4R T2 & a0 9 F & WA
faRTerT & TS 3rmar em agda—dt e, AffAr it
TG AT a3 T i e e &
T T 3T % WS, WEfordd i TG 994 o folg
21 G TUT i, A S T i gunel sfae
HTE, hise HIe, WA dfchtT ¥ U ganm i
fefSeet afhT & 78 32 Wit

2014 ¥ TR § WG T &9 AT G J[EAE
ERIERSEIC R it B i e ce e e W I
O WId o WY TEUH Fe 37T Trarget o fah ar off
ST 59 @ & off By & $9 @ 3 98 wed
3T g fotry R fa @ e, eue, I
et fFg T & T ST wage afhT
TEHATT SO TR, g 3T YRy a9 3
QAN st gifaar ST 2iare s gwrdt €7 & o fahar
3R T T TS 3MEHT T AIaTSe o fah T MR TEH
e 9 Srer, Sad oo s TeR e ® #1197
e I ar et s e -

1. A AU 3 HETF @IaT Gredl AT ThdT 2|

2. Yleeh d i f3uicie =i Se- e feufSe
3 St fRuifsie & oY 93 WieT HahaT & 31X
TR TS WHAT § g drg ot Gahar 2

3. Sfde w1 & Wew T & H3r et Tadr 7,
3MTATST AT HT Feha &, T T & fastet,
arft, ST, Tiaet oy T YT S HehdT ¢

4. %X 93 & UeSw S it Gt & garst &
SR o Fehdl & 3T 8L TST 3709 @Td sht AT
HIHHAT

5. UTeh WX 93 -9¢ Warsel afehdT U0 & T+ [EhT
Y TRl &1 EISUH, TISUhd!, SMSTAGTE $—

Shreyas - June - July 2022

v/ /



_________///

Gferer Sueter €1 97 Tt gl oix Jard Iew
I 24X7 U & M deh TR, Ak ST
3T 9T e ST erawenett ¥ oft oo i Tarstt
T 3G ST HehdT 2

6. efoee ofhT & wifees Fidl &7 =T 92T &

3T THeAT el & UTesh ol Ted fHett ¢
7. fefSeer dfh T & dutere e 1 = r @

8. 2fie wIS 3T Wags afhT & Uew Hi 90%
e STe g el ST 2

¥ 2015 F 9T TEHER ¥ R 1 H BfFeamgaz &
foTT getie darett &l <37 & qieus &l  uga
% ToTT IgaR Shaet edeh T STl fSSTaT| TTST SITHT
T3 T 2T TUEd H gee WAl Sues §, g
T 9 ht FSieet Tarstt Fl TaR-JER g dsi
T g e, frear wiaer <31 i 3w T ST 3er W
2

dotel aﬂﬁ Canara Bank&l

U TR afe TR qer 9@ T SfHET—daret @
ffSearestz 71 farar gim, ot Sifdg-19 werard &
T fohe TX ST ARG 2hT STdT a0 i1 U |

FHifdg Werard 3 qul ®T T a¢ & < o 9T
AT Afhr-garet T dfua T8 @ o e |t
ST B0 ST St nfefe Tergdr, §Ha Y
Rater w7 O Aot @Wh 2w 337 & e & e
T [fr S enfefe e, oeH wE afeadt
TR g0 U 929 o <o o & il et &
W W FHE-HHT T S ¢, v hreon zamt i
IART W wig HAT TEl M AfhT-Tarst &
fefSrearesam @ ey anedt o Sfaw o wifdsrd ua
TN TRad dF 4T & 8, Jei 59 wread 9
Teh qUT TR, AT o 3ifaA B W @S 3medt s
TR TR aitreh & g+ ¥ o wems s

R

% 3k ok ok Xk

OFFICER, BYCULLA-Il BRANCH, MUMBAI

L%y
\:'*'!Z'f{ Wy

ﬁy &\(ﬂ? weds Qg /ﬁfd‘ @Wﬂ £ ;’“’\/’

i 5>
Couple’s Corner %Y

A
py vy

D)) s - - 202

21

v/ /

Shreyas - June - July 2022



_________///

__________///

(HTRT TP FT SAHH)

Pofel b Canara Bank <@

(A Govemment of Indla Undertaking)

Article

ﬁ'zoaéew fafese Syndicate

Down the Memory Lane

First, mass digitalization in banks took place with
introduction of calculators, then came computers. In
yester years, when computer first made an entry into
our bank, it's said to have been displayed in a
transparent glass box in an air conditioned room in our
Head Office. In contrast to present day scenario, air
conditioned rooms were a rarity then and stringent
rules like removing footware before entering one had
to be followed. So, our staff would stand barefooted to
catch a glimpse of THE COMPUTER. One of my
colleagues who was lucky enough to get a glimpse was
as happy as having seen the original portrait of
MONALISA by Leonardo Da Vinci. As computers
quickly made their way to desks, many senior
employees began to view it as a fearsome equipment.
The excitement shown in having a glimpse now turned
into a nightmare for them. | remember one of them
describe it as a box capable of conducting operations
all by itself. His worry was of the consequences he had
to face if the box conducted operations wrong. It took
him some time to understand that the box conducted
operations according to hisinstructions only.
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With computerization in full spree, various banking
and allied services were digitalized and logins given.
We were allotted various packages and had our own
passwords. Remembering all these passwords posed a
challenge. In addition, an employee allotted a
particular package would sometimes be very busy and
the job had to be executed by another employee. To
avoid customer complaints and to ensure smooth
functioning, we would write our passwords on the last
sheet of the attendance book. Passwords once were
open secrets. Branches experiencing heavy rush and
shortage of staff will definitely empathize with us.
Maker was custodian of checker's password and would
double up both as maker and checker in executing a
job. When passwords were changed, they would be
announced loudly for all to note down. In fact, each
one was custodian of everyone's password. When
Suresh Sir's wife and son visited our branch, we all
greeted them, “Hello Indira madam, hello Aneesh”. His
wife was awe-struck! “You all seem to be very familiar
with our names”. We repliedin unison, “Sir's FCR pw is
Indiral23 and safe locker pw is Aneesh123”. The
tallying of individual teller's slips with ST651 (Teller-
wise-transaction details) was a proof that passwords
were not misused. With each passing day of
successful tallying, unfathomable trust, sometimes
difficult even among members of a family surged its
way and found refuge in colleagues. Slowly, it
extended to family functions too. By and large,
number of colleagues present in a family function was
an indicator of number of people you had divulged
your password to. Once adrivein STC to enroll all staff
for mobile banking revealed that | was already
enrolled, but had totally forgotten. Failure to note
down my pw in attendance book must have been the
reason for forgetting!
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With technology outburst at global level, banks too
made their own strides in this direction. One of the
most innovative was the introduction of plastic money
as an alternative for cash. Initially, when credit cards
made their presence, not many were aware of it. | once
asked a shop keeper whether he would accept credit
card for which he replied, “No credit, only cash”. None

ly

N0 CREDIT S

the less, it was a pleasure to own one, more as a
symbol of status. Infact, one had to strive to own a
credit card. In contrast to this, came days when credit
cards from various banks would flood us unasked for
and we had to fight our way to disown those fearing
annual charges even on unused cards. Actually,
owning debit and credit cards is a reality check on
control over oneself. If anybody, especially a lady,
boasts of excellent control over self, just place debit
and credit cards in her purse and take her to the best
mall in town. And challenge her to come out without
purchasing anything!! All said and done, it still feels
good to buy pricey items without shelling out a penny.
But the moment of truth is when you forget about
these credit purchases and payment date arrives.
There are times when due date messages miss your
mobile and delayed interest exceeds the actual
purchase amount. This might leave you with a
pessimistic thought, “IT'S AN UNFAIR WORLD”, but
nevertheless it might escort you to an elevated plane
of thinking--“You brought nothing into this world and
you take nothing from this world. Then why brood over
the loss of something that was never yours?”

ATM cards in addition to providing timely access to
money and goods, also provide memory tests,
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especially to Senior citizens as they whack their grey
cells to recollect pin numbers. This leads to activation
of various parts of the brain and has several intrinsic
benefits. But still, the problem of retrieval of pins
persists. To overcome this shortcoming, pin numbers
are usually written on debit cards. And when a card is
lost, lo!

At a time prior to acceptance of debit cards at POS, |
once hosted a sumptuous meal to my friends at a posh
restaurant. Being overconfident of possessing an ATM
card, | carried no cash with me. Midway through lunch,
| made an excuse and ran to the nearest ATM and
noticed that it had gone dry!! As | placed the card
back, the coins in my purse clinked as if to mock at my
helplessness.

Smitten by 'greed' bug and to make quick money, |
opened a demat account but made no operations in it.
Eventually | forgot about it until one day when an
amount of rupees ten thousand was debited to my SB
account towards demat account maintenance
charges. It made me weep to pay a huge amount
towards a zero balance demat account. In my frenzy to
make good the loss, | opted for OLT facilities and
aggressively invested in various shares without
studying the share market. As | eagerly waited for
returns, the law of GIGO (garbage in —garbage out)
became fully operational. Thus my 'money making'
story ended on asad note.

When netbanking made its royal entry, many
customers alleged that funds in their accounts just
vanished for no reason. They took shelter under the
myth that netbanking siphoned off their balances, but
never admitted their fault of divulging OTP to
fraudsters. When asked about it, their heads would
invariably wave sideways indicatinga NO. With raising
of our forefinger, the nod would shift from sideways to
up-and-down. Now customers know that money does
not just vanish but for their folly. They have now learnt
to outsmart fraudsters and even roast them.

Initial days of technology upgradation and newer
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versions bring us reactions similar to watching IPL
matches. When system is functioning, our expression
is that of watching fours and when it stops, it's that of
clean bowled. When the system recovers after a hang-
up, it's like a six. The processing mark indicates
defense and with its ceaseless and untiring rotation
seems to hypnotize us. Customers can make out
what's going on on our computer screen by merely
observing our expressions. And when it's processing
mark for long time, we are exposed to a stream of
unrelenting abuses. Good morning messages from
whatsapp like TAKE LIFE AS IT COMES, TREAT
HAPPINESS AND SORROW ALIKE, BE POSITIVE
ALWAYS, FORGIVENESSISTHE BEST VIRTUE..... and
so on come to our rescue. Infact, we have learnt
nuances of life more from whatsapp than from our
scriptures (not barring that whatsapp messages are
drawn from our scriptures). And when my wounded
soul fails to find respite in any of these and still
questions,” What's my fault if the system does not
work?” then pops up the ultimate profound
philosophy “I must have wronged him/her in one of my
previous births, so....”.

Thanks to continuous software updates and newer
versions, in an effort to understand and assimilate
them, my duration of gaping at computer screen has
increased by leap and bounds. Technology and my
eyesight seem to be directly proportional to each
other. Power of my spectacles has increased
exponentially with exponential advancement in
digitization. In addition, | have been given spondylitis
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for free like offers BUY ONE GET ONE FREE!
Nevertheless, it comes with its own benefits. The
sympathizing looks | get from customers when | do
neck exercises in short gaps is gratifying and proves
that humanity still exists on this planet.

Covid has bonded us to digitization like never before.
Every Indian, shattering all shackles of class and
profession, right from vegetable vendors to business
men, can now claim to be tech savvy. UPI payments
and QR codes have made their presence everywhere.
Once, we (Myself and My family) scanned the QR code
on an invite card and drove our way to a wedding hall.
On taking various turns, we noticed that we were
circumventing the same lanes. Later on, we learnt that
there was a mistake in the QR code. Had we
circumvented a temple instead, we definitely would
have treaded our path towards salvation.

With digital payments/mobile banking making life
easy and comfortable, with online shopping invading
Indian markets, one fine morning my daughter says,
“Mom | want to buy few things, give me your mobile”.
As | hear a string of beeps and panic at the stream of
debit messages bombarding my mobile, | hear her
humdrum inthe background,

“Row, row, row your boat
Gently down the stream
Merrily, merrily, merrily

Life is but a dream”.

%k %k %k k k

Shreyas - June - July 2022

v/ /

v/ /



_________///

__________///

dotel élﬂﬁ Canara Bank&l

'S B U A AT 3 Wa‘—rc‘rﬁf%ﬁrrsr iIEy Wwén‘wgmfaémwmmﬁsmfr

31eh3T ¥ Thid @l faam qid 3= mm’luﬁ‘—rv{@
A T3 Y g T TF T T T T
B ST &F T &1 3 S gt G2 AT SR 2t m
3T S7h! T et Hiherar o

SHS @A H FAE g9 &0 o2 foiw) 92 wgd weamt
T o 3T 3q foAra & fUar § o9t i e hrg
T & o 35 09 SuR & @ orgd fahan sty
Sog § STog U8 a1H it =t arer o f&3mam

FRIFT3T 317 3fehT TOUA & aed & 3R U & T/ o
REdl el ¥ Ugd 1 F S e ST gfamsmett
TS o1 R ST  fodiar & St Sl wiser
HAL H 43 et & 92 W A Sedr iR S |
0T AW & AT, 98 9 A1 &l i dl Tt
qUidT & 37 &1 3% G W TG 2T IR ST HAH
FHET ST < ST M| 3Teh3T 31U ©T T AT 31
fRrarar ot sfet s

"RIA3T, ST WEHMI Sl UHT an” 30 Sl SEehRT 6 T
<hall

"SI AT R A 2" 3 TBI

"aTaT 3 3 & SR fadh Siehet o T R Rt
qHEaa ® €1" 9 ¥ 3 feam

2T urt & femg it 2 ot ST ' W =e T

"B 37Ut At Sl dhieieT e o folg 39 9 &t a=r
T oMl 3R § i 9 § 3rgwel WT 4 3§ ierst
SIS & foIT ASTaR &A1 UM §37 §weT # 72 o
w1 o 3@ & o1 % | ¥ 9gd 3T We g S @I
31" faae = foeiar o fuar & el

fRrarar & T @1 el oo UX T 3 31T el
T SR I iR ifdes g & o ue & die B
T faas 9 et @ uw R or S e

HIF - ST - T[S 2022

25

FrsTiaT 3 O Uen eree SO o S sl foT faRet
QYA & O == T 3 09 < fow SR et
T3 e St 9t SehT SOt At <t off

forstiaT st agd 930 o @7 o 56 A oA sEes forg
9€ T I 9gd SNl HEHH Tl oAl wifehT SHA
37 fOaT a7 fodah T AT S ht e e et

I AU ST 3Ah3T T I fohaT 3T EHE a1 4TS
3h3T ¥ I <At of foh 3Heh U ht |a H FaT
T T faaR T ST & S0, $oh3T Al o aR H
I & o

feraraT ereft o forw Syt TTerdt o I & @ &l faer
B fRan 39 w9 39 & & 9 @ [e
RReeT 81 9 AfdRat 79 | T e oS 9va &
o oe @, SO Um U 9O <@ 98 9gd
THRNIHE TeqH HT @ Tl el Yo 98 Hrer 3
AT fOdT 3 U 7T 979 98 3l 9 9w o

"foaTst, § 3% SIS HET Aedl gl 99 HS N H
Te 95 T el & 3§ It HeqgH a wI gl
e 3 el

"IN FIM? Y qarel, § gl Heg e " fuar
el

"SMT S TS Tl BT A2 T SO TAAT AT

Shreyas - June - July 2022

v/ /



_________///

__________///

tear 1" fomter 7 e et e e
"Sel Y, g aET?” e+ Sream

"fOaTST, o 9ok his g I ¥ fade sieved a1 &
o gg B fhar 2, R ¥¢ ueelt ar &t ¢, &% 3@
U § Uget di ST st 3 21" f=rerar 3 arerr
2% foha

"SRIT? T A8 T & 2 AT QAT 4 fohar? 6t e

"HET o TR UEer TohaT ¥ T AN 3 At o
o IEY el o 9 Ueh UHT awehia SIeaT & 5w
SToot 0T AN A Hed Sl Tahdl 21" e 4 aamm

" TG 2" WA fUar = g

"ZH AN Sl STH dat o gRaffer a9t BT S &
3 TR & 919 W 39k QT T [&Gawur Ui s
T TATH i &1 e UATEl o a1e, 2 fahdl i =1t
N ged & S daht o MU e & ot
ST 21| <9 g¥ faaor fietan, of g7 1o @l &
TeehTeT & &AIRUT id & 31T fihe T & < 21
IEEIFIE T

"TeAdT TET, I8 U & T yurer of i IR A ot i
T e & T T g2 T 3 foer e

"H EIH AT gRM § 3MUehT Heg AT dredr o1l B
TR 3MUSHT A ot & Tog gahdl T & a H
e g0 oEn &1 7 it 0 gehgT ST <mer o 3T

3R T = ar an’” =T 3+ e

"Seh T et TR W FEF T, TR T H 39
3BT e § T Tahell ¢l § 99 THH a § A
TG, 36 arsT Ta | Twean” O = e

"§ A MU Heg AT TTedT oT gt o forg 4
T =nfRw &1 e < e

"R TE THR 94T T 2 Ig Rt 3T Y Hewa

&Y HATS 1 3 I AL IT TR | THT hY aF T
FHgr e foer T gB

IF - ST - T[S 2022

dotel %1215 Canara ”Bleumkﬁ

26

"T TR uar of fah T 3a Biel 81 e Wi A
o sfect @t @, dF 9ot Geard g fa o= @t
T B o A 2, S99 | # AT 3 o=
HTE 1 TS AT & A Tgd T (e &1 T A1 FHT
fofS=n” femrar 3 =en

"fde & Ay FwE drarerd w9 gE 2, 9% | ew
om” O = ST

" " TR ¥ =t S

"R A S TR W ¥ el ag g 3T A3
T 3T EHT Sl Jaekth T4 U G fordr o1 99 g
TR A § T 2T TS S o o, AT 27 S
e o 3 TR el & AFaaT It ¢ a1 Fe | WidT-
fiar A oo got T ISt e ¥ UeWN et
TRW" fUar 3 Farm 99 JHT & are o s @
3T YT HIT T HIS TSATGT T2t 2Tl T 37aT
T o O IR R T 3R 36 T g |t Wi Se
S fanar S foIT S aRaa o @ am

"H g ST TS §, R gR AE & G 5,

3R qH IE T dteh hi hi ahifRTeT sharl” firar = el
"SI & W ST G M HA AR o 7
el

g S A G WA wi =iy e gae e
far & i ST S o R & =Ry e
el

"t gg dEr gy g Fet 21" REter T s e

T T et &7 sk 3 ey for Y g

", A U Wiferak @l 1 F 3 e e
e, fehe S99 Uk I ard st off 5ia & 559 efahar
o T A g3 em” R = wm

"SI qEE T wer?” fuar ¥ e ge

"SI e o B Ugel Ui WiHeA! a1 gU 09 3%
< 2, SR SEE 9% ¥ FW W yfase e’
ICEIEIR R T

Shreyas - June - July 2022

v/ /



_________///

"9 q0 Rt T O WHeT © el af SerEd U
TIaR e fiiiE &1 I I TSl sl ST T
w© 21" fiar ¥ e

"ar g ot aF gale W w2 SR g
T & T W f vt © €1 20 gferd o o

ST Ry A/ e feam
"t et T S A o T s Ha

"qF T BT € US 3r=yer 3 o ey S sy
SaHE T ©W I I s # Yo i weg
HET R T ¥ e

"I 2T weral o UTe ST foar s 39 g

"I THT el @, Hiifeh g 3o (e % 9o
TET T, 3 Uk TeTal U 3 Ushgy ¥ gferd ht
Heg HAM| T ff 3R 3 T’ FFA & IR FD
ol e &, O % 39 WaR & =Ry fOdr
THZ

"I T T, A aEr S meE | e ¥ Rea &
el

dotel aﬂﬁ Canara Bank&l

g vgel r AT & fOar § efohar & foar & wudk
e 3 S A @l i 9 THET i T 4l
T T8 8l © ¥, 3% Twl hl Sie & Tl GHSH
Jea o o, fdhar i gl o fuar st o
g &1 o1 T gfere ¥ gl gasht i weg § e
T AT SN S ¥ wifaa gan & i & % 7@
T ST T efeT o7 R T G qk Gehsl AN @
a9 I o o difsar § 3fqa: e fhar, 3
4 3= 9w w Ru Tw i @iy & 5 e @
qrae T i THed o gierd ¥ 3= aweTar &
el ot 9% ufafAfr & wig W Mo SEaAr
S - MRS Ha, TTHAS AN o hi ST&Id el 21
3R |raeTT & aara st Teel HEr 21 R 3
ferrar ot off st swrard @t g T
gl Hifdh S+ e & tshgae & deg it o
TN, 3% F© AT &1 0T A1k 9 W Fo A
T T B A & T30k, ST WAT-TOAT T aiAr
3reT o AT STs el st e1o & T 3T o = off
Al Tl T 31T AT fOar & &7AT /it 3T S1u—
3O Uget Id | STHIT WRT a0 HE 1 Hhod
foram

%k ok k ok

Z

Hfaar

o T 48 9
AT €T @ AT R USed I SH TS §  &hd d do 4 9T Ard &l
S ' & AT w foha T 7alg g % A% HIAH BT
T W H T @I ETEIRARSIEINE G 3R el aret
G M, et 31 5§ T faRe | 9T g e & |1 ST&L el
Hifey, wfese 3t fiftsrera enf 2 Tgler € et Te TR T e Ted
TEER o 3% gq 3T el T T W G Tah 4T G M
@ AT YT ' IS T WIS T TSR o i Rfgar seam aer
X off 79 7 T U g 3T I T R T 9 |1 99 S|
e et & Sohard 31eft gt STar ot e SR 9T Fu-te @
& 7% fhare forg Srelt o TH3M <G @I MG, SEE T HET
l fordt & foew | o IoT &Y 3T ST & o, T S, T 19 |
%mwwwaﬁm T9 93 T § = & TG 9RA & T TR %
_II// o9 - ST - T:l,ﬂ'l's: 2022 Shreyas - June - July 2022

v/ /



_________///

__________///

(HTRT TP FT SAHH)

Pofel b Canara Bank <@

(A Govemment of Indla Undertaking)

Article

ﬁ'zoaéew fafese Syndicate

Rebranding/Canara
Credit.Cards

WHY REBRANDING IS NECESSARY?

“If you don't give the market the story to talk about,
they'll define your brand's story for you. And it won't be
the story you want.”- David Brier

In order to compete with our rivals (banks, NBFCs and
Fintechs), some of which are much ahead of us in
credit card business, we need to create a new face. A
new face that we can showcase to the public with
newer features. We did it with CanDi and we can
probably do it with our credit cards.

WHY CREDIT CARDS? Some Statistics:
India's per capita GDP (at 2011-12 prices) grew
steadily from 78348 in fiscal 2014 to 108645 in
fiscal 2020, representing a 38.7% increase over such
period and is expected to grow at a CAGR of 6% over
the next five years.

According to Central Statistical Organisation (CSO),
Private Final Consumption Expenditure (PFCE)
grew at 7.3% from fiscal 2014 to 2019 and estimated
to grow at a CAGR of 7.5% to reach X113 trillion in
FY2024.

With rising per capita GDP, aspiring and affluent
households have helped spur domestic
consumption and increased spends on discretionary
products. Discretionary spending increased from
46% of total spending in FY2014 to 55% of total
spending in FY20 as per Ministry of Statistics and
Programme Implementation (MoSPI). Area of most
prominent usage of Credit Cards.

Demographic Dividend — India's median population
is estimated at 28.4 years. Our major Target Group.

Urbanization — National Commision on population
(NCP) predicts that in the next 15 years, about
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38.6% of Indians (600 million) will live in Urban
areas. The UN, too, highlights that India's urban
population size will nearly double between 2018
and 2050, from 461 million to 877 million.

According to CRISIL, retail credit, including
domestic bank and non-bank credit grew from X33
trillionin FY15 to X58 trillionin FY19 and is expected
to grow at a CAGR of 15% to reach X117 trillion in
FY24.This growth in retail credit will be propelled by
an increase in private consumption with a steady
rise in disposable income, an attitudinal shift in
consumers being increasingly open to taking on
debt, a continuing trend on urbanization and
nuclearization.

According to World Bank data, India's credit
penetration in the economy measured by its
domestic credit as proportion of GDP is just 72% as
compared to 282% for japan, 218% for China and
103% for USA.

According to CRISIL Research, credit cards
outstanding is forecast to grow at 23% CAGR over
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STRONG GROWTH OF

E-COMMERCE INDUSTRY

(32% CAGR BETWEEN
Fy14 AND FY20)

STEADY
INCREASE IN
DISCRETIONARY
SPENDING

GROWTH OF
UNSECURED
LOAN MARKET

INCREASING CREDIT
PENETRATION DUE TO
HIGHER DATA
AVAILABLITY

LARGER SHARE OF
FORMAL SECTOR
EMPLOYMENT

INCREASING USAGE OF ALTERNATE
DATA SOURCES SUCH AS PAYMENTS
AND BEHAVIOURAL DATA IN CREDIT
DECISION-MAKING AND ENHANCING
THE COMFORT OF LENDERS

the next five years, driven by the rising issuance of
cards in smaller cities, increasing organised retail
penetration and growth in payments infrastructure.
Credit card spends have registered a robust growth,
growing at a CAGR of 32% from fiscal 2015 to fiscal
2019 to reach 6 trillion as of fiscal 2019 and is
expected to grow at a healthy rate to reach X15
trillion as of fiscal 2024, which is 2.5 times over fiscal
2019.

As per RBI, in February 2022, card spends stood at
over 86,000 crores.

Even though we are the third largest Public Sector
Bankin India by business, we own just less than 1.5%
of the credit card business market share in India.

WHAT WE CAN DO?

We need to make our product attractive and one
thing that makes any product attractive is offers and
cashbacks.

Credit cards are sticky business for the banks and
loyal customers wouldn't easily change their credit
cards.

We can try to make the entire credit card application
process online without any physical documentation
thereby attracting the millennials and Gen Z to our
fold and also reduce the cost of acquisition. There
could also be a centralised separate wing specifically
dedicated to sanction such online credit card
applications which could reduce the TAT.
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While banks like SBI, HDFC, ICICI, Axis etc. offer
discounts and cashbacks on their cards in E-
commerce sites during festive seasons, we still
haven't initiated any effort in this area. We could try
to bring out co-branded credit cards with the
popular Ecom sites like Amazon, Flipkart, Myntra,
Ajio, Meesho, Nykaa etc. From December 2020 to
July 2021, one popular bank's cobranded credit card
with a popular ecom site garnered more than one
million customers!

With more disposable income among the youth,
especially due to working from home, this is the
right time to strike. We could even try to bring in a
cobranded credit card with any of the tech majors
like TCS, Infosys, Wipro or others by providing
exclusive cards to their employees. We could even
offer a salary account + exclusive credit card package
to new recruits of these companies by making hazzle
free online application options. Diya package +
Video KYC is a great option to get more young
customers into our fold. WORK FROM HOME +
OPEN ACCOUNT FROM HOME + GET CREDIT
CARD ATHOME!

We can also collaborate with hospital chains and e
pharmacies to offer discounted in-patient
treatmentsand medicines.

We can also try industry specific credit cards for each
profession. Like providing medical professional
liability insurance linked credit cards to doctors
thereby bringing something to the table to the
doctors who opened accounts with us during
Doctors' month campaign period.

Since revenge travel is a theme right now, we could
offer credit cards with more international and
domestic lounge accesses and offers on e-booking
sites for hotels and flights. We can also think about
collaborating with platforms like IRCTC and local
metro rail corporations.

There is also an opportunity in cobranding with
other banks, insurance companies and fintech
platforms. A shared profit mechanism wherein we
couldincrease our customer base.

The new age credit card management and payment
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apps are a hub of customer data and if we could
collaborate with them, there is a huge potential to
get high credit worthy customers into our fold. (Data
is valuable only if our product could be branded as
better than the onesthat they are already using).

We can also make use of data analysis and give
customer specific offers to inactive customers who
were earlier active users of our card using their past
spending behaviour.

We can also try issuing eCards so that the customer
can start using the card right after the sanction and
does not need to wait for the physical card.

We can also try bringing in attractive metallic cards
with sleeky design with lucrative offers exclusively
for our HNI customers. Annual charges could also be
waived for these cards depending on their spending
behaviours.—a premium variant of our cards.
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Giving these kind of lucrative offers might affect our
QoQ profits but it would certainly benefit us in the
long term game.

CONCLUSION

Financial Year 2022 was a great year for us as we grew
to bethe 3rdlargest PSBin India and poised to become
the third largest bank in India after SBI and HDFC. In
order to accelerate our growth, certain areas like
credit cards have to improved. Since banking has now
become a survival of the fittest industry, we have to
come out with all guns blazing, not only to survive but
to grow faster than our peers. With legendary
investors like Rakesh Jhunjhunwala and Madhusudan
Kela keenly following our bank, the onus is upon us to
grow further and faster and reach the pinnacle of
excellence in all genres of banking at the earliest. And |
sincerely believe that, “TOGETHER WE CAN”

%k %k ok k %k

e oy Ay

Family Folio
e

Painting by
Master Sujan Kajjari
S/0 Sri. H K Gangadhar,
CLO & DGM, CIBM Manipal 4

Shreyas - June - July 2022

v/ /




dotel aﬂﬁ Canara Bank@

2SN

_J A‘_ -
\ B I ( r { fofofof((o\ ‘!1

21 aeeldl a&g UI I @,
T YT & SHedar ...
S geeT ¥ W T,

U 3WT & IHH AT il 44 & g

ITF gl ...
FEAT FHIA I, TeTd HET
Sfiddar =1 © 1| dah

T o1, S T AT Rt 1 i,
feerar & 9 @ @
I AfeTT it R =,
T T2 U= T

T & e gef =0,
TSIT & W $9 AeT
W T & AfeAr ST dreat

HERTT T I o e,
S S & ST w2 e,
fihe off SO erreT W qERd €

3 G Rt themd 21

UT T, SerT 3T 98 &6 S,
T 9% 91 IoAdT &l &,
3T Sfiad e ¥ fohaar S aw
EE IR Fre e (U A

%k ok %k ok

da\(

__________///

I - ST - ﬁﬂﬁ 2022 31 Shreyas - June -

July 2022

v/ /



_________///

__________///

Hockey is our National Game. Our country has a very rich
Olympic legacy in the sport of Hockey & featuring in the
blue riband events like World Cup, Champions Trophy
FIH Pro League, Asian Games, Asia Cup etc.

History

Hockey is one of the most ancient games in the world. A
crude form of the sport was played in Egypt some 4000
years ago on a gravel ground or on a grass ground. The
history of hockey can be traced back to 1527 in Scotland.
Back thenit was called “Hokie”- where players hit around
a ball with sticks. However, the first version of modern
day field hockey was developed by the British sometime
between the late 18th & early 19th century. It was
introduced as a popular school game then and made its
way to the Indian Army during the British rule in the
1850s.

The Indian Hockey Federation (IHF) was formed in 1925,
one year after formation of the International Hockey
Federation (FIH). The Indian Hockey Federation
organized its first international tour in 1926 to New
Zealand, where the Indian Hockey team played 21
matches and won 18. The tournament saw the
emergence of a young Dhyanchand, who arguably
became the best Hockey player the world has ever seen.
The Indian Hockey Federation applied and earned an FIH
membership in 1927, thus ensuring that the Indian
Hockey team would playits first Olympics in 1928.

It was the beginning of a legacy decorated with 8 Olympic
Gold medals — a record till date. While India's
representation in global hockey was largely restricted to
the men, the women's team made its first appearance in
International competition at the inaugural women's
Hockey World Cupin 1974.

Our country has produced some great hockey players like
Dhyan Chand, Balbir Singh Sr., Leslie Claudis, Ajit Pal
Singh, M P Ganesh and Dhanraj Pillay to name a few.

Rules & Regulations of the Game.

The game is played by two teams. Each team consists of
18 players on each side. It splits up into 2 goal keepers
and 16 field players. Each team must have 11 players to
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Sports Cell, HR Wing,
HO, Bengaluru

start a match ( 1 goal keeper & 10 field
players).Substitution of players can be done any number
of times during the game. The outfield players consists of
defenders, midfielders & attackers.

The Goal keeper is required to wear protective suits
because the ball, struck with the hockey stick rushes
towards the goal post at a highly accelerated speed.

Game has evolved and is now played on an artificial
synthetic turf on a rectangular ground. The field is 100
yards long & 60 yards wide, and it is marked with a centre
line & two 25 yard lines & 16 yard “D” on each half.
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It is played with a hard ball & every player has a hockey
stick. A player can only use one side of the stick to hit the
ball. A goal is scored when the ball is successfully hit into
the opponent's goal from within the 16 yard area. The
ball must be passed or dribbled using the stick and no
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other part is allowed to intentionally come in contact
with the ball.

The game is played for 60 minutes in a single session.
There are 4 quarters of 15 minutes each with a break of 2
minutes between the each quarter. There will be a break
of 10 minutes after the completion of first two quarters.
Goal can be scored through a field goal, penalty corner
and penalty stroke.

Hockeyin our Bank

Our Bank has a history of having a very formidable
Hockey team. We had some great players who had
represented our Bank Hockey team and later went on to
represent the country in the Olympics & other
International tournaments like Bharath Chetri, Nikkin
Thimmaiah, KM Somanna, K P Dinesh, Pradhan Somanna
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& Jagdeep Dayal. Mr Bharat Chetri Captained the Indian
Hockey team which participated in the 2012 London
Olympics. Mr Nikkin Thimmaiah represented our
Countryin 2016 Rio Olympics.

Our Canara Bank Hockey team is the reigning State
Champion & has been participating in the Hockey India
Senior National Championship for the past 4 years and
have retained themselvesin the elite group.

Conclusion

As every game has its faces, Hockey too has its flavors.
Hockey entertains its audience in various forms with its
speed, endurance, agility & strength. It is more of a
physical & mental game. The objective of all the games is
the same, to score more goals in the given time
defending the opponents. A more specific requirement
of a hockey player is that he/she should be able to shoot,
pass, stop, push and control the ball with their hockey
stick. These skills are much impressive, but without the
help of other matesin the team, itis merely impossible to
step towards success. This applies even in our Branches /
Sections and also with the help of our colleagues/strong
team we will be able to achieve any target.

“Talent wins games, but teamwork and intelligence
wins championship”—Michael Jordon
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DIGITAL SIGNATURES
AND

DIGITAL DOCUMENT
EXECUTION

Concept of Digital signatures is not new to India as the
same was introduced and given legal status by
parliament way back in the year 2000 by enacting
Information Technology (IT) Act. It gave e-signhatures on
electronic documents, equal legal status as the
handwritten signatures have on physical documents. The
IT Act, 2000 extends to the whole of India and also
applies to any offence committed outside India by any
person.

The purpose behind conventional signature is to identify
the person who has signed that document and to make
the contents of the document binding on that person and
also to authenticate that document. Digital Signatures
enables fulfilment of aforesaid requirements more
efficiently.

Under Indian law, a written signature is not necessarily
required for a valid contract - contracts are generally
valid if legally competent parties reach an agreement,
whether they agree verbally, electronically or in a
physical paper document. The Information Technology
Act, 2000 (IT Act) stipulates that any contract shall not be
deemed to be unenforceable solely on the ground that it
was concluded electronically.

Though most electronic documents are allowed to be
signed digitally, there are few exceptions that need to be
executed using handwritten signatures. These
documentsare:?

¢ Anegotiable instrument as defined in section 13 of the
Negotiable Instruments Act, 1881 (such as promissory
note or bill of exchange);

¢ A power-of-attorney as defined in section 1A of the
Powers-of-Attorney Act, 1882;

Renjith Chandran R
Deputy General Manager
Legal Section, RL & FP Wing
Head Office, Bengaluru

¢+ Atrust deed as defined in section 3 of the Indian Trusts
Act, 1882;

¢+ A will as defined in clause (h) of section 2 of the Indian
Succession Act, 1925 including any other
testamentary disposition by whatever name called;

¢ A contract for the sale or conveyance of immovable
property orany interestin such property

IT Act defines the Digital Signature as: "Digital
Signature"® means authentication of any electronic
record by a subscriber by means of an electronic method
or procedure in accordance with the provisions of
section 3;

Section 3 explains the digital signature technology as:*

¢ Subject to the provisions of this section any subscriber
may authenticate an electronic record by affixing his
digital signature.

The authentication of the electronic record shall be
effected by the use of asymmetric crypto system (use
of private and public keys) and hash function which
envelop and transform the initial electronic record
intoanother electronic record.

The private key and the public key are unique to the
subscriberand constitute a functioning key pair.

Digital signing is enabled using Digital Signature
Certificates (DSC) that contains unique private and
public key pair that serves as an identity of an individual /
signer. As per the Act, DSC is issued by the authorities
known as CA (Certifying Authorities) after following a
prescribed procedure. Signing using digital signature
certificates (DSC) issued by CA is considered legal.®

Digital signatures require specific technology to be

1 Section 10 A of IT Act, 2000 2 Schedule 1 of IT Act 2000
5 https://www.elock.com/Digital-signature-laws-in-India.php
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generated called asymmetric crypto system or hash
system. This technology is more complex hence makes it
nearly impossible to tamper. It uses a two-way
cryptographic protection system to construct a signature
which requires two keys; a private key (key pair used to
create a digital sighature) for encryption and a public key
(key pair used to verify a digital signature and listed in the
Digital Signature Certificate) for decryption of the
signature. Due to this complexity, Digital Signatures are
more authentic, secure and highly reliable.® These
provide protection from third party interference.

Other type of digital signatures recently allowed in India
is the Aadhaar based signing. Aadhaar ID is a unique
identification number issued by the Indian government
to all Indian residents. In this method, signers can apply
e-signatures to any online document by authenticating
their identity using an e-KYC service such as OTP (one
time passcode) provided by an e-Sign Service Provider.

Digital Document Execution (DDE)

DDE is a platform that is created by CDAC, a Government
E-sign Service Provider for the E-sign and the Stock
Holding Corporation (SHCIL - CRA) or the Government
Receipt Accounting System (GRAS) of respective state
governments for the Digital E-stamping. It is seamless,
online and real-time in conjunction with the extant
technology.

It is a mode for paperless execution and storage of
financial contracts, which will result in superior
enforcement, thereby enhancing the 'Ease of Doing
Business' especially in times where quick financing is the
need of the hour for businesses.

The entire process of documentation of a loan contract
takes about 6 to 10 minutes starting from upload of data
by the lender to the DDE platform followed by E-
stamping and E-sign; excluding time taken by borrower
for perusal and acceptance of details of the contract on
the DDE screen.”

DDE with e-stamping offers slew of benefits to all
stakeholders involved in the transaction as mentioned
below

a) Paperlessexecution,

Pofel b Canara Bank <@

(A Govemment of Indla Undertaking)

Legal Column

b) Digital E-Stamping,

c) Aadhar based e-sign services for execution of
various loan documents,

d) Digital Contract by merging text document along
with stamp document,

e) Reduction in storage cost by eliminating
maintenance of physical files,

f) Reduction in fraud cases as the applicant has to go
through many checks and balances,

g) Speedy processing as it saves time in stamping the

document and also ensures speedy storage and
retrieval of documents.

Digitization of documents and their execution through
DDE Platform has enabled the lenders to reduce the
turnaround time for providing services to the end users.
It has empowered the lenders and other stakeholders
involved by minimising the physical presence at the
banks and other institutions in times of pandemic.
Documents executed digitally are easy to verify as they
leave execution trail and can be easily retrieved at the
time of disputes and legal provisions under Indian
Evidence Act, 1882 [Section 85 (c), Section 65 (B), 73 (A)]
& Information Technology Act, 2000 provide required
legal recognition and acceptability to such documents
and hence they are easy to prove in court of Law. Madras
High Court in Tamil Nadu Organics Pvt. Ltd Vs State Bank
of India (Writ Petition no. 34736 of 2013) also accepted
the enforceability of contracts executed electronically.
Digital loan documents executed vide Digital signature
creates 'Record of Debt' and once registered with
Information Utility becomes Non-Repudiable under Sec
99 (3) of Insolvency and Bankruptcy Act, 2016.

Asthe whole world is moving digital, digital signature and
digital document execution will act as catalyst to speed
up the financial transactions which will give the required
boost to the economy to support the transition. In the
digital era, digital signature and DDE plays an inevitable
part and in case if anyone who is not ready to accept
these digital features will be termed obsolete and will be
left behind in the evolution process

%k Kk k

& https://www.khuranaandkurana.com/2021/03/31validity-of-digital-signatures-in-india/?amp=1

7 https://nesl.co.in/dde/
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Canara HSBC OBC Life Insurance Company Ltd. has
rebranded and renamed itself as Canara HSBC Life
Insurance Company Ltd. The new logo of the Company
was unveiled at the Launch event held at Mumbai on
15.06.2022 in the presence of Sri L V Prabhakar, MD &
CEO, Sri Anuj Mathur, MD & CEO of Canara HSBC Life
Insurance Company Ltd. and Sri Uday Sankar Majumder,

CGM of Associates & Subsidiaries Wing.
a CIBM, MANIPAL

Shri. LV Prabhakar, MD&CEOQ, visited CIBM, Manipal on
04.06.2022 in connection with RAH's Business Strategy
Meet. During the visit, he interacted with RO heads of
Manipal and Mangalore CO and also addressed faculty
members of Canara L&D Vertical - pan India.

EF CANARABANK & =
= CANARA INSTITUTE OF BANK MANAGEMENT =

International Day of Yoga was celebrated at Head Office,
Bengaluru on 21.06.2022. Yoga session was conducted
by Yoga Trainer Mrs. Hetal Mehta. Sri. L V Prabhakar,
MD&CEO, Executive Directors and CGMs/GMs
participated in the event.

International Day of Yoga was observed at CIBM Manipal
on 21st June 2022. Newly inducted Prob. Officers along
with the staff of CIBM headed by Sri H K Gangadhar,
DGM&CLO and Sri Yogish B Acharya, GM, CIBM
participated in the event. Eminent Yoga Practitioners and
Educationists Smt. Roopa Ballal and Smt. Katyayini also
took partinthe event.

40th All India Official Language Officers Conference was
held at Thiruvananthapuram on 25th June 2022.
Sri Debashish Mukarjee, ED, Sri Shankar S, CGM,
Sri Kalyan Mukerjee, GM, Sri H M Basavaraja, DGM,
Sri ERamesh, AGM HR Wing, Smt CS Vijayalakshmi, GM,
Mid Corporate Credit Wing, Sri S Prem Kumar, GM,
Trivandrum Circle, OL Officers from all Circles, ROs, CIBM
Manipal and LDCs participated in the programme. Three
teams of OL officers presented papers on the corporate
theme of CSR.
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CIBM, Manipal conducted a five day Faculty
Development Program for 25 newly inducted faculty
members of the Learning & Development Vertical from
04-07-2022 to 08-07-2022. Various sessions like Adult
Centric Learning, Communication and Presentation
Skills, Training Need Analysis and Methods of Training,
Designing Training Programs, etc were taken by the
NIBM faculty members. Shri Rama Naik, GM, CO
Manipal, Shri MK Srinivas Pai, DGM, HR Wing, Shri Manu
Pandey, AGM, HR Wing & Faculty from NIBM, Pune were
present during the inauguration along with Shri Yogish
Acharya, GM, & Shri HK Gangadhar, DGM & CLO CIBM
Manipal.

! J-“
TN

A Bipartite MoU between Canara Bank and NABARD for
formation, nurturing and financing of 2510 Joint Liability
Groups (JLGs) in 31 districts of Karnataka state was
executed in the presence of Chairman Dr. G.R. Chintala,
NABARD on 21.06.2022 at Head Office, Karnataka Vikas
Grameen Bank, Dharwad. Sri Debananda Sahoo, CGM &
Circle Head, Sri T Ramesh, CGM, NABARD Regional
Office Bengaluru, Sri Bhaskar Chakravarthy, GM, Sri P
Gopi Krishna, Chairman, KVG Bank, Sri Sreenath Joshi,
Chairman, Karnataka Grameen Bank were present on the
occasion.

BHUBANESWAR

Bhubaneswar Circle organised a Hindi discussion
program on the topic of CSR (CASA, Service Charges, and
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Recovery) on 14.06.2022. Ms. Rajalakshmi Patra,
Manager, Bapuji Nagar Branch, Mr. Pratap Chandra Dhal,
Officer, Law and Recovery Section and Ms. Jyotsna Rani
Singh, Officer, Bapuji Nagar Branch were invited as
speakers for the programme. Shri B. L. Meena, GM along
with Shri Prakash Pradhan, AGM, Smt. Rita Das, AGM,
Shri Kabindra Kumar Sahoo, DM, Shri Vivek Patni, DM,
other present executives, officers and employees also
expressed theirviews.

Bhubaneswar CO organised a translation competition on
11.07.2022 for the officers/employees of the member
offices of Town Official Language Implementation
Committee (Bank), Bhubaneswar. GM, Shri B. L. Meena
apprised about the importance of official language &
regional language and also said that efforts to be made
for romoting the same by frequently using itin our official
work. Candidates from RBI, SBI, NABARD, LIC of India
etc. participated in the competition. The program was
conducted by Shri Abhay Nath Mishra, SM (Official
Language).

Bhubaneswar Circle celebrated International Day of Yoga
on 21.06.2022. Sri. BL Meena, GM and all executives and
officials of the circle participated. The theme for Yoga day
was “Yoga for Humanity”.
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CHENNAI

A MSME meet was conducted by Chennai Guindy Branch
on 07.07.2022. Members of TANSTIA, Existing
customers of our bank and prospective customers
participated. Shri P Ravivarma, GM Chennai CO,
presided over the meeting. Shri Nithiyananthan, General
Secretary TANSTIA appreciated the services of the Bank
to the MSME sector. Smt Vimala Vijaya Bhaskar DGM R O
Chennai South, Shri P D Sharma DGM Chennai CO,
executives, in-charges and staff from various branches
took partinthe meet.

HUBBALI

A dedicated Project Appraisal Cell (PAC) at Hubbali was
inaugurated by GM, Sri. Bhaskara Chakravarthy M on
08.06.2022. DGMs Shri. Srinivas KS and Shri. KN Kulkarni
and other Executives/Staff graced the occasion.
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Sri. Bhaskara Chakravarthy, GM advised Project Approval
Cell Officers/Executives to ensure the minimum TAT
(Turn Around Time) in handling the eligible projects and
further advised to all the officers to hone their skills in
credit.

-
MANGALORE

Mangalore Circle on 20.06.2022 conducted
the Quarterly Standing Committee Meeting on
Customer Service for the 1st quarter of FY2022-2023.
GM Shri. S Jayakumar, Shri. Sreekanth K, DGM, Raghava
Naik K, DGM, Shri. R T Kamble, AGM, Smt. Anitha R,
Manager, Customer Service Section, CO and Shri.
Nishant Shetty, Manager, TM Section, CO participated in
the meeting.

VIJAYAWADA

A CSR activity was conducted at Visakhapatnam in co-
ordination with greater Visakhapatnam Municipal
Corporation (GVMC) on 11.07.2022. Sri. G Lakshmisha
IAS, GVMC Commissioner, Smt. K Kalyani GM,
Vijayawada CO, Sri G V Narasimha Rao, AGM
Visakhapatnam RO-1, executives from RO and other
Canara Bank staff participated in the event and planted
trees asa part of CSR activity.
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| look outside my window see how goes the world
Perhaps we have enough for everyone's need

But certainly not enough for some one's greed! Dr. Manoranjan Shar
Former GM, Canara Bank

| look here, there and everywhere, in the past and in the present —in Asia, China, Japan, Russia & Europe
And lo and behold, what do | find? War triggered by land, women and riches.
And what does it lead to? Flaming inferno, Bleeding streets, Rising miseries

Why do we go to war? Who wins, who loses — catastrophes abound, devastation all round
The loser is shattered, the winner suffers tumultuous damages. Miseries surge, sufferings mount.

Shuddering groans, smoldering clouds, wailing widows, collapsing infrastructure
Make it a lose-lose and not a win-lose fiasco. All parties to the war shattered
Development imperiled bracing for tomorrow—banish fear and hatred. Join hearts and souls.

What is life, if full of strive we have no time to resolve differences
hould this persist in the scramble for lives? The third world war will be fought with stones and tree

Confronted with the challenges of the present,, the expectations of the future
Let us raise our voices in unison. Make peace, not war.

Still in those
grey_haired times WmmeJPa'\rA\;EL(;r;

HM & L Section, HR Wing
HO Bangalore

The paper smelt like rain drenched earth and by the window sill | sat to pen down a letter,
emotions sometimes engulfed, overflowed. The paper and pen seemed more dear to the heart
long gone, the tradition to write letters, but | chose the forgotten, grey-haired-old-fashion
to keep forever, in books close to the heart to read, and feel the emotions that played in the mind
like time had stopped, engraved in letters, personalised for one to keep.

Today, | am dumbfounded by sounds mechanical, electrical when the fingers move haphazard, typing,
concocting messages that seem emotionless, do we blame it on time, our busy lives
but | always wonder, time is a myth, it can be created for the ones we care.

To feel elated, overjoyed from within, for a little breath of fresh air,
let us try to de-digitise just the personal space, given that the era has moved a lot forward
where we have lost the idea of minds conversing in it's grey haired fashion
let us take our pens, weave our thoughts, smile at our emotions and write
write, to the ones we hold closest to us.
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RBI Measures to support a
Depreciating Indian Rupee

Indian Rupee has been depreciating sharply against
the Dollar since the beginning of this year, amid
elevated inflation after spike in global commodity
prices, especially crude oil due to geo-political
conflicts. In addition to that, impact of policy
normalization of advanced economies and persistent
foreign fund outflows have contributed to the fall of
Rupee value. The rupee has depreciated by 6.7% to a
record low of X79.88/USD as on 15th Jul 2022 from
X74.88/USD ason 19th Jul 2021.

As a net-oil importing nation, fall in rupee value has
serious implications on Indian economy and its
economic recovery momentum as the country
becomes increasingly vulnerable to rising crude oil
import bill.

Major Factors behind the Rupee Depreciation:
Strengthening Dollar Index: The dollar index, which
measures the currency against a basket of peers,
increased by around 21% from its post-pandemic
lowest of 89.44 in January 2021 to around 108.06 on
15th July 2022. This increase is due to dollar's
enhanced safe-haven appeal amid concerns of rising
inflation, expectations of aggressive monetary policy
tightening by the central banks and outlook of slower
growth.

Impact of surging Crude Oil import Bill: As per
Petroleum Planning and Analysis Cell (PPAC), India is
85.5% dependent on imports to meet crude oil needs.
As per PPAC, there was a 92% increase in the import
bill from $62.2 bn in FY 2020-21 to $119.2 bn in FY
2021-22. Currently, crude oil prices have remained
elevated at a monthly average of $118/bbl in June
2022 as compared to $112 in May 2022. These dollar
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payments for import of Crude oil put depreciation
pressure on the local currency of a net oil importing
country like India.

India's widening trade deficit and current account
deficit: Recently released trade deficit data for Jun
2022 showed that the trade deficit has widened to
$26.18 billion as compared to $9.61 billion in June
2021. As trade deficit is the largest component of
Current Account Deficit (CAD), widening of trade
deficit imply widening of the CAD. Market analysts
expect CAD towidento 3.3% of GDP in FY2022-23 due
to moderation in export growth after expectations of
slower global demand, with imports remaining
elevated driven mainly by oil, coal and gold.

Sustained Foreign Outflows: Foreign Portfolio
Investors (FPI) in India have been pulling out from
Indian market persistently. As per data from NSDL,
FPls have so far pulled out around $15.46 bn in FY
2022-23 (till 15th July). In June'22 alone the FPI
outflow was to the tune of $6.59 bn as compared to
S4.73 bn in May'22, amid concerns around weakening
global economic growth prospects and on fears of
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further tightening of monetary policy by central banks
to counterrising inflation.

Measures to Support Rupee:

The Reserve Bank of India is striving to defend the
value of Rupee during different phases of its
depreciation, as a weakening exchange rate increases
the import burden of a net importing country further
creates downside risks to the currency. In pursuit of
maintaining the price stability along with keeping the
country's growth engines running, the RBI has come
out with various strategies to defend the fall of Rupee:

Selling the foreign exchange reserves: RBI continued
with its intervention in the currency markets by way of
dollar sales to prevent a slide in the value of the rupee
amid the Russia-Ukraine conflict. Although, RBI has
been selectively intervening in forex market to avoid
intense volatility, India's foreign exchange reserves
position was $580.25 billion as on 8th July 2022, from
the calendar year high of $634.97 bn as on 14th Jan
2022.

Windfall gain tax to tame widening Current Account
Deficit: The Central Government, on 1st July 2022
imposed windfall gain tax on domestic crude oil
producers, additional export duties on petrol, diesel
and Aviation Turbine Fuel (ATF), and hiked the import
duty on gold. The move was aimed to check rupee
depreciation by restricting the widening of Current
Account Deficit (CAD).

Liberalization of forex flows: On 6th July 2022, RBI has
announced a number of measures to liberalize the
forex flows that will further diversify and expand the
sources of foreign exchange funding to mitigate rupee
volatility, as listed below:

v" Indian companies are now allowed to borrow as
much as S$1.5 billion from overseas without RBI
approval, up from $750 million earlier. The all-in
cost ceiling under the External Commercial
Borrowing (ECB) framework for companies is also
raised by 100 basis points, subject to the borrower
being of investment grade rating. The above
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dispensations are available up to December 31,
2022.

Incremental FCNR(B) and NRE deposits will be
exempted from the maintenance of CRR and SLR
requirements as mandated for Banks, from the
reporting fortnight beginning July 30 for deposits
mobilised up to November 4, 2022.

v/ Banks are temporarily allowed to raise fresh

FCNR(B) and NRE deposits without reference to
the extant regulations on interest rates. This
relaxation will be available for the period up to
October 31, 2022.

v' RBI allows Foreign Portfolio Investors (FPIs) a

limited window until Oct 31, 2022, during which
they can invest in corporate money market
instruments like commercial paper and non-
convertible debentures with an original maturity of
up to one year. FPIs can continue to stay invested in
these instruments till their maturity or sale. These
investments will not be included for reckoning the
short-term limit for investments in corporate
securities.

RBI now permits them to utilize Overseas Foreign
Currency Borrowing (OFCBs) for lending in foreign
currency to entities for a wider set of end-use until
October 31, 2022, subject to the negative list set
out for External Commercial Borrowings (ECBs).

Indian Rupee is expected to get some support from
the recent interventions by RBI and the government.
However, with an upside risk on the current account
deficit and amid elevated dollar index, the
interventions may not arrest further fall of rupee in
the nearterm.

Views/opinions expressed in this research publication
are views of the research team and not necessarily
that of Canara Bank or its subsidiaries. The publication
is based on information & data from different sources.
The Bank or the research team assumes no liability if
any person or entity relies on views, opinion or facts
and figures finding in this project.
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The Euture of
Digital'Banking

When we contemplate the future of banking, a new
world of infinite possibilities expands before us.
Especially considering the way we are embracing digital
banking, which in some cases, seem to be replacing
traditional banking practices, it is quite interesting to
imagine what the future might hold for us.

Since the future is filled with a beautiful unpredictability
and certain uncertainties, it is an amazing canvas to paint
our imagination. Probably the only thing that could be
said with certainty is that banking is bound to become
more competitive and innovative. Banks in a quest to
adapt and deliver to the ever-increasing needs of the
customers will grow and evolve, as they strive to provide
convenience and security to customers.

With the rise of virtual banks and banks with only digital
presence, banks practising traditional banking first need
to understand the changing landscape, envision how
banking could ideally reform around them and
consciously choose how they intend to influence and
shape thislandscape.

What banking could look like in the future?

1. Banking will definitely evolve with time and may look
entirely different from today. Banking may become
more of an 'experience' than merely a service. So, the
focus of the banking industry could shift to creating
and designing personalized banking experiences,
customized based on specific needs of the customer.

Instead of customers accessing the branch for
banking services, the bank will reach them through
their devices. Since telecommunication devices have
penetrated even the remote corners of our country,
digital banking will help us in achieving the objective
of financial inclusion more efficiently.

Research done on the future of banking suggests
that, in the future, banks could become invisible
while banking would become more interwoven with
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people's lives than ever before. It is equally possible
that the future digital technology may help in
providing a seamless experience, integrating the
physical and digital aspects of banking.

Artificial Intelligence, when utilized to its full
potential could possibly revolutionize every single
aspect of human life. Banking is no exception.
Intelligent chatbots and virtual assistants could assist
customers in fulfilling their banking needs.
Investment advice could also be automated through
robot-advisors.

Blockchain technology could revolutionize the way
industries operate, including the banking industry.

Digital currencies backed by central banks could
replace traditional currencies. Whether
cryptocurrencies will bring about a revolution by
gaining widespread people's acceptance or whether
they decrease the financial stability is an ongoing
debate. We may have to wait and watch whether
cryptocurrencies get increasingly adopted or
rejected by different economies, in the long run.

Cross border payments will become as seamless as
domestic payments, enabling instant sending and
receiving of funds in a secure way, while being
completely transparent.

Use of plastic cards may pave way for entirely digital
transactions. ATM functions and usage may be
revamped to accommodate different and advanced
features.

Home delivery of banking services would gain more
momentum, considering the massive demand.

Banks have always helped in saving and safeguarding
what people have considered valuable at any given
period of time. From grain banks, where farmers
used to deposit their grains and collect it when they
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needed, it is evident that banks have always tried to
understand what people cherish.

The locker services that banks provide are mainly
used by customers to safeguard their valuables
including jewellery and important documents. As all
of these are increasingly becoming digital, the need
to safeguard them in digital formats could also be a
potential concern. Providing a solution for this
concern could also be a service offered by banks.

Now, more than anything else, even more than
money, people consider their personal data, be it
their photos and videos, which serve as memories
and are hence an emotional asset, or their personal
details, to be more precious. Banks may expand to
offer products and services where they safeguard
people's personal data.

Itis speculated that the future of banking could flip to
have a mainly digital presence and provide
traditional banking as one of its services. Banking
itself could expand to provide a multitude of new
financial services and look for opportunities to offer
otherallied services.

However, my personal view is that the future could
have a mutually beneficial co-existence of traditional
banking and digital banking services. As more and
more services get digital, and people increasingly
spend their time in the digital world, many may
experience depression and other psychiatric
disorders caused by losing human interaction. This
could resultin areversal to providing a humane touch
to services. Hence banks that understand this need
would, while improving their digital services, also
simultaneously work on efficiently catering to the
need for humaninteractionin their business.

Bridge connecting present and future:

1.

__________///

Banks having realized that cloud computing is at the
core of digital transformation, have asked the RBI to
provide guidelines for storing and analysing data on
Cloud. The way cloud computing will reform banking
industry and the challenges it will bring forth would
be quite interesting to witness.

Our bank's investment of 1000 crore over the next
three years to create a digital banking 'backbone'
including a super app, emphasizes the role digital
banking is going to play in shaping the future of
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banking. Smart banking through smart phones would
change the banking landscape in a couple of years
from now.

Neuromarketing: Understanding customer's
preferences, mindset and values by tracing their
digital print could help us progress towards
neuromarketing. Data analytics could help banks in
accessing customer's insights and provide predictive
recommendations, also helping in efficient cross-
selling to customers. For example, a customer doing
online research for buying house could be provided
assistance and guidance for home loan and related
insurance services.

4. COVID-19 pandemic has provided an unexpected

impetus and demand for banking from the safety of
homes and without the health concern involved in
visiting a branch. As it is said, every adversity brings
with it a silver lining, similarly in the history of
mankind, the COVID-19 pandemic would be a major
turning point in shaping customer's needs to access
services from the comfort of their homes and
organizations striving to fulfil this demand.

Toincrease the reach of digital banking:

1.

Cyber security and strong cyber laws: We must
strengthen cyber security so that theft and fraud in
digital banking aren't possible in the first place. But if
they do happen, cyberlaws must be strong enough to
act as a deterrent. Major hesitation for using digital
banking, mainly by senior citizens, is because of their
fear of losing their hard-earned money to cyber
frauds. If we can eliminate this fear, it will give a major
impetus to digital banking.

Data security: Threat of personal financial data
getting hacked and misused dissuades a lot of people
from making digital transactions. Addressing this
genuine concern would also enable a lot of people to
turn digital.

Capitalizing on the available digital technology and
constantly improving them to create an enhanced
experience for the customers is the need of the hour.
Envisioning what the future could look like, would enable
us to create a future that we wish to create for our
customers to prosper in a holistic manner. And need | say,
when our customers prosper, we will flourish.

%k % 3k % k
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VoiceBiometrics: The Euture of
Authenticationiin Banking

Our customers are already habituated to use their voice
to authenticate several day-to-day mobile services &
applications. Popularity and level of adoption of voice-
powered solutions and experiences shouldn't be a
surprise considering customer's points of view.

“Voice” is an innate & gifted “tool” that Humans use to
intermingle with others, so using voice & speech to
interact with various devices is intuitive and natural.
There's also another vital aspect to remember about
when discussing the use of speech in applications and
digital services, and that's called Voice Biometrics. It
adds an extra benefit to the already long list of
advantages of voice-based technological solutions.

Voice biometrics is a technological solution that allows
the authentication of an individual through recognition
of voice characteristics and speech patterns. This is
possible because the phonetic and morphological
features of each Human's vocal apparatus are unique.

In order to leverage voice biometrics, we must carry out
a one-time enrollment process involving the extraction
of a unique voiceprint from each customer. In this case,
we can adopt passive voice biometrics to record the
customer's voiceprint while enrolling to our bank's
applications and the voiceprint extracted from the
customer can be securely stored in the bank's database.
Each time when the customer logs in to the bank's app,
the system compares their speech with the stored
voiceprint to confirm the customers' identity. As such,
customers don't have to remember a passphrase or PIN
number, for example, because they are authenticated
based on the traits and patterns of their voice rather
than whatthey actually say.
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Voiceprints Change Authentication

Voice biometric authentication has many diverse uses,
but the most noteworthy feature of systems utilizing
this technology is probably their ability to detect and
stop attempts at identity theft. The technology can
therefore be used to secure operations that are the
most exposed to fraud attempts such as call center
conversations, banking app usage, confirmation of
money transfers, and more.

Voice biometric authentication makes it possible to
authenticate a customer with tremendous accuracy,
preventing them from being the prey of impersonation.
It's worth emphasizing that this process happens in a
non-intrusive way and takes only seconds from the start
of the customer's interaction with a system using voice
biometrics.

How do we authenticate our customers?

Our Bank uses various authentication methods to
safeguard the customer's banking transactions, most of
which are knowledge-based such as two-factor
authentication (2FA), requiring customers to enter their
logins and passwords as well as provide other pieces of
information before they can gain access to Internet
Banking or confirm a transaction and are now available
with Biometric fingerprint login for our Mobile Banking

app.

Let's discuss the current solutions that we use to
authenticate our customers.

Password or Passphrase

Yes, they still exist and probably remain the most
common authentication method, used by customers for
many different purposes like logging in to a mobile or
web app.
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The User ID, login password and transaction passwords
are generated based on the criteria framed by the
bank's Internet Banking & Mobile Banking policies.

A passphraseis a possible alternative to a password that
can be used to access similar services. Usually, a
passphrase is a sentence or a series of words containing
spaces between each one. It does not have to be
grammatically correct and can consist of completely
random words. Like with passwords, strong passphrases
also include capital letters, special characters, and
numbers.

The main advantage of passphrases over passwords is
that the former are easier to remember because they
can be meaningful to the customers who set them, but
at the same time are harder to crack or guess thanks to
their length and complexity. Nevertheless, it is still not
an authentication method that is considered highly
secure.

PIN
The abbreviation PIN stands for Personal Identification

Number. Usually, it is a four- or six-digit number that
Customers must enter to log in to their banking app or
validate an online transaction. A PIN number is also
used to confirm transactions at ATMs or interact with
IVR systems. Because four numbers are not the most
difficult combinations to guess or crack, it is
recommended to change them often.

Sometimes PIN (a short code consisting only of digits)
numbers are also sent via text message to customers in
order to verify that it was them who requested access to
a particular service. A different number or code is sent
every time an access request is made in order to
increase the level of security.

APIN in this form is usually sent when customers access
services for the first time, e.g., to activate apps or log in
to banking services from new/different devices. In other
words, some entities use a PIN as a second layer of
protection for transactions that it considers high risk.

SMS or Email Verification Codes
Verification codes that are sent by SMS or email are
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authentication methods that involve entering a
randomly generated password sent to the customers'
phone or email inbox, respectively.

The length and complexity of such a code depend on the
bank's policies. In most cases, they are used to confirm
banking operations when customers update their
personal information or want to change credit card
transaction limits. SMS or email codes expire quickly to
increase the security of this method.

Use Cases of Voice Biometrics in The Banking Industry
All of the authentication methods listed above are
highly vulnerable to fraud attempts carried out by both
cybercriminals and fraudsters who target bank
customers offline. This is because most of the typical
authentication methods are knowledge-based, and it is
relatively easy for criminals to obtain Customers' PINs
or passwords. In many cases, even two-factor
authentication does not prevent bank customers' data
from being compromised.

That's why banks should take advantage of the more
secure and reliable authentication methods that are
available, like the aforementioned voice biometrics
technology.

Authentication of Transactions

Voice biometrics could exclusively replace knowledge-
based authentication methods that highly rely on
customers' vigilance. Even bank is constantly educating
the customers and carries out awareness campaigns,
but scammers keep finding new ways to access
customers' data and impersonate them. As things
stand, unless customers keep their own data safe and
change their passwords regularly, their personal
information and money will remain vulnerable to the
risks of fraud.

Knowledge-based authentication measures will never
completely eliminate bank fraud. A better way to solve
this problem is the implementation of authentication
solutions based on biometric methods, especially voice
ones. These kinds of systems are already leveraged in
call centers that confirm the identity of customers based
on their speech. However, in order to provide bank
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customers with a secure, convenient, and seamless
experience, voice authentication should be introduced
onalargerscale and applied to most transactions.

Voice biometric authentication methods can be used to
authenticate customers while they are logging into
mobile apps as well as validating online operations like
money transfers, online payments, and changes to
account settings, for example. Customers can then
simply use their voice rather than dedicated commands
to confirm such transactionsin a fastand secure way.

We usually associate the use of voice-based solutions
with young, tech-savvy customers. However, voice
biometric authentication can also change how the
elderly or people with disabilities such as limited
mobility use banking services. For example, imagine
that a person who doesn't have fully functional hands or
fingers wants to use a banking app, or someone who is
used to running most of their financial errands in the
physical bank can no longer leave their house very
often.

Voice-based authentication would allow these
customers to authenticate their transactions and access
all banking services from the comfort of their own
homes.

Two-Factor Authentication

Voice biometrics can be used as one of the
authentication steps in two-factor systems. It can be
paired with a knowledge-based authentication method
like a password or a passphrase, or combined with
another biometric factor using a person's retina,
fingerprint, or face, etc.

From a technical point of view, the implementation of
voice biometric authentication is relatively
straightforward for banks. This is because most bank
customers already own the necessary devices to
undergo voice authentication, which are simply their
smart phones. As such, the banks do not need to
provide customers with new equipment in order to
authenticate them using voice biometrics. What's
more, voice verification software can be seamlessly
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connected with the bank's existing internal telephone
system (PBX) and managed on-premises or with the use
of cloud storage.

At the same time, because voice-based solutions have
become quite popular and voice biometrics is
increasingly being associated with extremely high
security, financial institutions can introduce this
technology and familiarize consumers with it in
conditions that feel safe to them.

Widespread adoption of voice biometrics as a part of
two-factor authentication systems may, in turn, lead to
the expansion of multi-factor authentication involving
various biometric methods and different types of
unique inputs. These inputs may be knowledge-based,
but they can also be established based on a customers'
location, device used, and the results of behavioral
analysis, etc.

Voice biometrics will soon become a dominant element
in security systems using voice-powered interfaces
because it is a seamless and extremely secure
technology that can run concurrently with other
authentication methods without requiring additional
customer attention.

Conclusions

The current solutions used by banks to authenticate
their clients and validate transactions usually do not
offer the highest possible levels of security or are not
customer-friendly. But validation of customers'
identities during their interactions with banks' call
centers or financial operations can be made secure and
seamless at the same time by the implementation of
voice biometric authentication methods.

This technology is extremely safe and more convenient
than most knowledge-based authentication methods.
It's also worth stressing that, unlike other biometric
solutions, voice authentication technology does not
require special devices. Voice biometrics is accessible to
everyone because all that's required is a phone,
Smartphone, tablet-i.e., a device with a microphone.
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Way to Go: India's Digital
Banking Ecosystem

Introduction

The adage 'Change is the only constant', suits the
banking industry very aptly. The age old banking
system has evolved over the years, beginning from the
storage of essential items in temples in the earlier days
to the present day digital banking system, fast
replacing the brick and mortar model of the banks
persistent since the past century.

CANARA Hasi

- ——

Il
I T

Digital banking is the computerization of traditional
banking services. It enables the bank's customers to
access banking products and use banking services via
online/electronic platforms. Itis the digitalization of all
banking operations which will substitute the bank's
physical presence, eliminating the customer's need to
visit the branch. In today's world, with the last mile
reach of the internet, banking has touched upon the
remotest of persons, connecting everyone across the
globe digitally.

Tech -now and in near future

In the modern day world, where the advent of new
technologies is changing the way we carry out various
activities, banking has taken a key shift too. The newer
concepts in line with the present day needs like the
neobanks, application programming interfaces or
APls, digital KYC, Al enabled chatbots have
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transformed banks from being just physical
institutions to digital-only or digital-first institutions.
Neo banks like Jupiter and RazorPayX, also called
online banks operate only online and come without
the legacy of physical branch networks. Technology
allows these banks to reach more customers at a lower
cost. As platforms, their core function is digital
distribution of financial services. Full-Stack (Licensed)
Digital banks like Starling, Webank, Kakao are fully
functional banks, regulated by the banking regulator
and issue deposits and make loans on their own
balance sheet. Digital KYC provision has enabled
fintech firms to onboard customers faster, hence
reducing branch visits to a minimum. Artificial
Intelligence (Al)-enabled chatbots converse with
millions of consumers at a fraction of the cost of
human customer support agents to provide instant
services. With technological advancements, the bots
are able to handle increasingly complex queries. APls
customers are able to do more with their apps,
whether it's making payments, learning more about
certain bills, or keeping track of their money. In India,
the banking industry itself provides the users with

INTEENET BANKING
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various digital payment systems-banking cards
(Debit/credit or prepaid cards), Unstructured
Supplementary Service Data (USSD), Aadhaar Enabled
Payment System (AEPS), Unified Payments Interface
(UPI), Mobile Wallets, Bank Prepaid Cards, PoS (Point
of Sale) Terminals, Internet Banking, Mobile Banking
and Micro ATMs.

Impact

In line with the RBI's financial inclusion strategy, the
digital banking services have helped reach out to
people in making them aware not only to opena BSBD
account, but also to enrol for social security schemes
like PMJJBY, PMSBY, APY, PPF, SSY, become direct
beneficiaries of various government schemes, and
avail credit facilities from the banks digitally and
instantly. To promote all time service delivery, IMPS
system has been ranked among the best payment
mechanism, while making NEFT 24*7. The expansion
in the availability of POS, BC points, QR codes, UPI,
have helped grow the digital reach, as reflected in the
Digital Inclusion Index of the RBI. On the other hand,
the competition in the industry has led to focus on
sunshine areas such as credit card facilities, where
there are only about 3 credit cards for every 100
peopleinIndia, when compared to 32 cardsinthe USA
(Customer Priorities- Credit Card Users in India Report,
2020). Newer marketing strategies like the launch of
post payment schemes by new players such as PostPe,
Paytm, etc. adds to the dynamism of the markets,
taking Banking as a Service(Baa$S) even forward.

Challenges and Solutions
With newer solutions, come newer challenges. The
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risks of frauds, servers and websites getting hacked,
threat of data security breach, grievance redressal etc
need equal attention for a sustainable model of
change. The RBI has issued licenses to small finance
banks, payments banks, neo banks and various NBFCs
in the finance world to promote greater financial
inclusion and provide instant and easy services. To
safeguard the interests of the public, it has come up
with the tokenisation of card, which provides greater
security in payments system. Also, the regulation,
compliance, governance and monitoring of the entire
banking system becomes important for the entire
financial ecosystem. For ease of doing business, the
Niti Aayog paper for example proposes the regulatory
sandbox to facilitate experimentation and relaxations
with digital bank operations. Recent regulations like
the Digital Payment Security Controls are also
progressive in their unrestrictive approach. This
flexibility bodes well for the future of digital banking in
India as well. In parallel, India has also taken steps
towards operationalizing its own version of “Open
banking” through the Account Aggregator (“AA”)
regulatory framework enacted by the RBI. Once
commercially deployed, the AA framework is
envisaged to catalyse credit deepening among groups
that have hitherto been under-served.

Conclusion

Digital transformation is a top priority for every bank
today. Investments in technology and innovation are
skyrocketing. Digitalization is no longer an option buta
requisite with diminishing margins on deposits, rising
competition, and an evolving consumer mind set in
the banking industry. These newer digital means are
being widely adopted and becoming a norm, changing
the way we bank forever. Nonetheless, while the
means of banking may change, the essential
characteristic remains the same- 'To serve the society
in the best interest of its people, while taking the
economy forward ensuring a trustworthy
environment', as | had mentioned earlier, 'Change is
the only constant'in the world of banking.
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Jan|Samarth Portal:Strengthening
Ecosystem of/DigitaliLending

INTRODUCTION

Digital India: is the 21st century slogan of India's
strength. The flagship programme of Central
Government was launched in 2015 with a vision to
transform India into a digitally empowered society and
knowledge economy. The objective of the very campaign
was to empower India through Inclusive growth and
centered in areas of services, products, manufacturing
and job opportunities.

6th of June 2022, the day marking the beginning of iconic
week of Azadi ka Amrit Mahotsav for financial services,
another pillar of strength is added to the digital
empowerment of our country with the launching and
inauguration of Jan Samarth: The National Portal. Asthe
name suggests this is a people centric initiative that
ensures accessibility to each one to the government
sponsored credit schemes. A one stop digital portal
linking all government schemes. A one stop solution to all
queries, doubts about the scheme, eligibility, benefits
and submission of proposal through a very user friendly
interface.

Conceptualized by the Department of Financial Services
(DFS), Ministry of Finance, Government of India this
portal has come up with twin objectives:

i) Increasing the reach of Public in accessing Credit
Linked Govt. Schemes by connecting stakeholders like
beneficiaries, financial institutions, Central/State
Government Agencies, & Nodal Agencies on a
common platform.

ii) Streamlining the delivery process by creating a unique
platform having integrated architecture vis a vis
agencies like UIDAI, CBDT, Credit Bureau etc. on the
one hand and financial institutions on the other.

SCHEMES INCORPORATED
Initially the portal includes 13 schemes incorporated in 4
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sectors namely
1. BUSINESS
i. MUDRA
ii. SCHEME FOR REHABILITATION OF MANUAL
SCAVENGERS (SRMS)
WEAVER'S MUDRA
STAND UP INDIA

iii.
iv.

AGRICULTRE

i. AGRI INFRASTRUCTURE FUND SCHEME
(AIF)

ii. AGRI CLINIC AND AGRI BUSINESS CENTRE

(ACABC)

AGRI MARKETTING INFRASTRUCTURE

(AMI)

LIVELIHOOD/ HOUSING

i. NATIONAL RURAL LIVELIHOOD MISSION
(NRLM)

NATIONAL URBAN LIVELIHOOD MISSION
(NULM)

iii. PRADHAN MANTRIAWAS YOJANA (PMAY)
EDUCATION

i. Dr. AMBEDKAR CENTRAL SECTOR SCHEME
FOR OBC AND EBC STUDENTS
(ACSISOBCEBC)
CENTRALSECTOR INTEREST SUBSIDY (CSIS)
PRADHO PRADESH

At later stages, government has planned to incorporate
all the schemes of state government as well on the
National Portal.

JAN SAMARTH: EASE OF ACCESS

Uniqueness of the portal lies in its User friendly interface
along with very systematic representation of each
scheme with easy deliberation on scheme guideline,
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eligibility, process flow of applying to a particular scheme
ata preferred Financial Institution.

There is no need for a customer to reach out to various
lenders in order to be aware about the govt's initiatives
of facilitating credit schemes. In the present times when
the penetration of smart phones and high speed internet
to the nook and corners of the country is increasing day
by day, such initiative of providing door step banking
facility is indeed a breakthrough in the financial industry.
With a very simple OTP based login process, even a
person with a very basic knowledge of mobile and
internet can access the portal conveniently. One can
easily create an user id, check eligibility for a particular
scheme and then apply for credit facility at a bank and a
branch of one's choice. Once all the important details are
submitted and if the person is found eligible as per the
defined parameters of the scheme applied for, a system
generated In-Principle Sanction is received at the end,
which confirms the eligibility of the applicant.

Other than easy accessibility, another uniqueness of the
portal lies in the fact that this portal is an emerging
horizon of financial literacy and a one stop destination for
creating financial awareness with respect to government
sponsored credit linkage facilities. This portal
undoubtedly harnesses the power of internet by creating
awareness and dispersing correct information about the
schemes covered.

o]
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DELIVERY OF QUICK AND HASSLE FREE SERVICE
BY Fls

As per the mandate of Government the applications
submitted through the Jan Samarth portal must be
disposed within a pre-defined Turn Around Time by
taking suitable credit decisions by the lenders. The
applications cannot be left un addressed for any reason.
Fls including our bank has developed a very crystal clear
and systematic hierarchical set up to process the
proposals. This ensures a quick and hassle free delivery
of service by the financial institutions. Decisions on
rejection of any applicant cannot be done for any
unsuitable reasons as the portal has already conformed
the eligibility of the applicant through generation of In-
principle approval.

Also the portal is connected at the back-end through the
Loan processing portals of Fls which also gives comfort
and convenience to the bankers in accessing the
proposal's details and sanctioning and disbursing the
loan.

CONCLUSION

“] see technology as a means to empower and a tool
that bridges the distance between hope and
opportunity”

As clearly enumerated through these lines of our
honorable Prime Minister Shri Narendra Modi ji,
technology is indeed a powerful tool that can transform
any sector into an important pillar that would eventually
strengthen the stature of inclusive growth of the new
India. It not only empowers people but also empowers
institutions in delivering competitive and enhanced
services. It overall creates a very conducive eco system
where there is space for each stakeholder to grow, evolve
and shine. In times to come Jan Samarth portal with its
enhanced features would indeed act as a significant
vehicle to make the dream of our honorable prime
minister of a “digital India where access to information
knows no barrier, a digital India where knowledge is
strength and empowers the people” come true. As
bankers, it is also our moral responsibility to deliver our
services in a more efficient way through the Jan Samarth
portal by proper hand holding of our customers and
creating awareness about the initiative. Let us join this
journey with pride and join hands in the path of Digital

empowerment.
%k %k sk %k k
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Evolving Digital Footprint

in/lEorex Arena

The first blue print for computerisation and
mechanisation in banking industry was drawn up in
1983-84. A Committee was set up in 1983, under the
leadership of Dr. C. Rangarajan, Deputy Governor,
Reserve Bank of India to look into the modalities of
drawing up a phased plan of mechanisation for the
bankingindustry.

Banks started using information technology initially
with the introduction of standalone Personal
Computers and migrated to Local Area Network
connectivity. Then with further evolution, banks
adopted the core banking platform. Branch banking
then changed to bank banking, also called
“Anywhere and Anytime Banking.” Further, a major
propelling force for this transformation was the
rising competition from private and foreign banks as
many commercial banks started adopting digital
customer services to stay competitive.

Implementation of digital systems like National
Electronic Fund Transfer, Real Time Gross
Settlement, Automated Teller Machines, Cheque
Truncation System, Mobile Banking System,
Immediate Payment Services, Unified Payment
Interface, Digital Lending, etc., have gained wide
acceptance among banks.

To put things in perspective, the dynamic and
accelerated development of the payments
ecosystem in India, facilitated by increased adoption
of technology and innovation, has established the
country as a force to reckon with in the global
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Manager
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. it
payments space, in terms of not only growth in
digital payments but also availability of a bouquet of
safe, secure, innovative, and efficient payment
systems. Over twenty-six crore digital payment
transactions are processed daily by our payment

systems, of which Unified Payments Interface (UPI)
system itself processes more than two-thirds.’

Recently, Central Bank Digital Currencies (CBDCs)
have been gaining much traction with 86% of the
central banks globally reviewing its feasibility for
cross-border transactions as well as for internal
benefits (2021 BIS Survey). CBDC is also an area of
interest for G20 under its priority initiative to
enhance cross-border payments. Reserve Bank is
working towards introduction of CBDC in India.

Digital Banking in Trade Finance & Remittance
products:

Foreign exchange, also known as forex, refers to the
conversion of one currency into another at an
exchange rate. It functions through a network of
brokers, individual traders, banks, and other
financial institutions. It allows fund transfers by
utilizing various credit instruments, including
foreign currency bills, SWIFT transfers, and bank
drafts. It also facilitates the flow of money obtained
from international trade and promotes the trade of
goods and services among different countries. As it
is an easily accessible financial market, its
participants range from tourists and amateur
traders to large financial institutions and
multinational corporations (MNCs).

1 RBI Payments Vision 2025
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The global foreign exchange market reached a value
of USS 702.0 Billion in 2021. Looking forward, the
market is expected to reach USS 1,066.8 Billion by
2027, exhibiting a CAGR of 7.3% during 2022-2027.2
Our Bank is projected to achieve a Foreign Business
Turnover of INR 2.22 Trillion this FY. Embracing
digital initiatives in this domain will enhance our
efficiency in processing transactions by cutting
down costs.

Some of our products in this domain are:

FX4U:

FX4U Outward Remittance module is a secure
online Foreign Outward Remittance platform
provided by our Bank, which enables our
customers to transfer money globally from the
comfort of their home and office. Sending foreign
outward remittance is now as easy as
transferring funds via RTGS/NEFT.

A one-point solution with capabilities for our
exporter/importer customers facilitating all
foreign trade transactions enabling them online
access for initiating transaction requests while
ensuring enhanced security and controls. It is a
user-friendly application with convenient
dashboards, providing real-time updates of
transactions, transaction alerts etc.

LC transactions scamlessly.

Currency

OUTWARD REMITTAMCE

ramittance
towards non-import
transactions, LRS/ Mon
LRSS, HREI remiitances, etc.

Dutward

EXPORT

Realization of export bill
(release of GR) for winich
proceads are already
received, Pasit-shipment
Export Finance, PCFC, BRI,
Bl

Foreign Currency Sale/
Purc hase

Remit Money: “Remit money” caters to remitters
sending money to beneficiaries maintaining
accounts with any bank (participatingin NEFT/RTGS
clearing system) in India. We have made
arrangement with about 32 Exchange Companies
for effecting remittances under Remit money.

FX Retail: FX-Retail platform provides for an order
driven dealing in the USD/INR currency pair for the
customers of banks. The customers can access the
platform through the Internet to place buy/sell
orders in the USD/INR currency pair as per their
requirement.

Our Journey So Far: On 05.06.2021, our Bank had
introduced FX4U, an Electronic Document
Management Solution meant for processing of
Forex related transactions. Through this utility,
customers can submit online request relating to
Forex transactions inclusive of export, import and
Forex remittances and provision is also made
available to upload the supporting documents while
submitting such requests through FX4U. Online
request made through FX4U shall be routed directly
to CPC-FT and the same shall be processed at CPC-
FT with minimal intervention of branches, wherever
required, duly ensuring compliance to regulatory
guidelines. Further, provision to track the status of
the transactionis also available in FX4U.

= FX4U provides world class, state of the art Electronic Document Management Solution (EDMS)
platform for customers to manage and handle forex transactions at the comfort of their home.
= FX4lU is accessible through Internet Banking. Users can perform remittances, Export, Import and

IMPORT

Advance payment towards Impaort,
Fayment of import bill directly
received by  the  importer,
Retirement of Import collection
hillfunder LC (Sight as well as
Usance), opening of Import LC
{FLC), etc

Forward Contracts

&5 ] ] Booking afl Forward
Purchase/ Forward Sale
Contracts,

2 https://www.imarcgroup.com/global-foreign-exchange-market
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FX4U had a very humble beginning, during the initial
days of launch 10-15 transactions per day was
initiated through FX4U. To improve the penetration
of FX4U, we have conducted FX4U outreach
programs covering 24 Circle Offices, where nearby
branches and ROs participated, additionally we
have covered 22 ROs and thirty-one forex intensive
branches. We have personally met and interacted
with about 125 major customers and on boarded
them to FX4U. The usage was gradually scaled as
below after our various outreach programs,

Period July 21 Oct 21 June 22
JoiRcis 2865 2865 2865
Customers
Total FX4U
138 352 1275
Customers (app)

At present, the volume of transactions via Internet
Banking (IB) Channel vis-a-vis Branch Channel is
about 15%.

Initiating transaction through FX4U channel is
beneficial to Bankin following ways:

Cost-effective (Cost to bank, say, for
processing a non-import outward (individual)
transaction through IB channel is about 30%
less than the Bank channel)

Less Manpower & Improved TAT (Utilising 1B
channel eliminates the requirement of Maker
& Checker at Branch)

My first-hand experience with FX4U:

One of my close friends Mr. Suresh Kumar, a resident
of UAE, called me up one fine day asking for a favour.
His parents needed to transfer funds to him for his
living expenses abroad. But the problem was that his
parents are old, not aware of procedures and not
tech savvy hence he needed my assistance. |
explained to him about LRS scheme of RBIl and how
simple it is to send remittance abroad by filling a
simple A2 form and an even simpler solution of
using the FX4U platform of our Bank to send funds

IF - ST - T[S 2022

dolel b Canara Bank <A

(A Govemment of Indla Undertaking)

60

Article

abroad, paperless, from the comfort of their home.
My friend was intrigued, and he enquired with his
parents about availability of Canara Bank account
and fortunately they had one. Then, my job was to
walk through my friend's old age parents with little
to no knowledge of Internet Banking to do an
outward remittance on their own.

Thanks to FX4U's easy accessibility and real time
assistance of our Forex Helpdesk, they could
complete their remittance within 10 minutes and
my friend had received transaction
acknowledgement, debit advice and swift copy at
his registered e-mail in no time.

In a nutshell, digitally enhancing customer
experience and services for our customers is one of
the objectives behind launch of FX4U. Such positive
customer testimonials reaffirm the value of our
product and service and act as a source of
motivation to deliver greater product
enhancements.

What our Peers are doing:

HDFCRemitNow & Enet:

RemitNow is a secure online Foreign Outward
Remittance platform provided by HDFC Bank, which
enable their customer to transfer money globally
from the comfort of their home and office. HDFC
Bank is issuing Letter of Credit/Guarantee/make
payments for import/ non-import obligations on
behalf of the Customer as per the request
forwarded by their Customer through ENet besides
seamlessly connecting its customers through API,
S2S (Server to Server) and Host-to-Host services.

ICICI Trade Online & Money2World:

Trade Online is a unique digital platform for
importers and exporters for submitting trade
transaction requests online. They can log in to
Corporate Internet Banking (CIB) with their
Corporate ID, User ID and Password and initiate
trade transaction requests directly from their office
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or home. Transfer money online from any bank in
India to any bank around the world. Easy &
convenient online transfer facilities are available
24x7 for ICICI Bank Account holders and Non-ICICI
Bank Account holders.

SBlyono Business:

yono Business's foreign exchange platform allows
their customer to request for quotes and book for
international trade related transactions. The
product is designed for small and mid-sized
businesses for carrying out small sized high
frequency transactions. Their services help manage
and hedge currency fluctuations and market
volatility to opportunity.

BarodalNSTA SmartTrade:

Single point solution with advanced capabilities for
their Trade finance customers facilitating all Foreign
and Inland trade transactions and FX Remittances
for individuals, enabling them online access for
initiating transaction requests.

Our Digital Journey is just a Beginning:

The cornerstone of Customer Experience is to
delight customers at every touch point. In this
endeavour, our initiatives include process
simplification through digitisation, reimagining the
customer journeys and making them user friendly.
We may enhance FX4U with following features and
thus empower customers in completing paperless
journeys ontheirown.

Customer Feedback:

We need to embed customer feedback form in FX4U
to identify and address grievances across
customer's digital journey to earn customer trust
and create brand advocates using ratings, reviews,
and testimonials.

Digitizing Backoffice:

The total digital transformation makes an
organization truly digital and scale the customer
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experience to a new level. The Front end digitization
is not the end of the digital journey, but just the
beginning as back-office operations have been
traditionally ignored and they still carry several
manual processes. Designing frictionless journeys
for straight through processingis the key for future.

Integrating E/IDPMS with FX4U:

Interfacing TRRACS with FX4U to integrate
E/IDPMS data so that Shipping Bill matching with
IRM, Bill of Entry settlement with ORM etc., is done
at the FX4U itself to ensure proper compliance at
theinitial stage.

Seamless payment options for Students:

Engaging with payment aggregators like Flywire
Corporations to provide seamless university fee
payment facility for students through our FX4U.

FX4U Direct: A new module of FX4U which will be
accessible outside the Internet Banking for specific
HNI clients customizable to their requirements.

Enhanced Features:
Online availability of various MIS data, debit
advice and swift copy.
Customer specific templates and data like other
bank details, specific clauses, etc., can be
maintained for use in transaction processing.
Customer specificauthorization matrix.

The Future of Digitalization of Trade in Financial
Services is aimed at achieving harmonization
between various systems & stakeholders involved,
automation of clearances & KYC processes, revision
of legal framework to use electronic documentation
at all levels, improved efficiency by simplifying
processes involved at reduced costs, transparency,
and security. Finally, our objective should be on the
basics. The goal shall be to deliver functionality, not
technology. The development agenda should be
based on removing the pain points of all

stakeholders.
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CUCUMBER
IDLY

Padmashree Murthy
Officer,
CAM Wing, HO Bangaloy

/A very easy, healthy and an instant \
breakfast recipe 4. Grease idly plates with oil or ghee. Put
the batter in Idly mold and steam for
INGREDIENTS : 10-12 mins.
Rice 2 cups ) )
o 1tea spoon 5. Serve hot with ghee and onion tomato
Pepper % tea spoon iz
Ginger 1 inch
Chopped Coriander leaves % cup eltlehreli e e bl 2
Chopped Curry leaves 1 table spoon INGREDIENTS:
Hing 1 pinch
Eno Salt (optional) % tea spoon Onion 4
Cucumber medium size 2 Tomato 2
Grated coconut 1cup Grated coconut % CUP
Salt to taste Byadagi chillies 6-8
Chopped
PROCEDURE: Coriander Leaves 2 table spoons
1. Soak rice in water for 10-15 mins, drain Jaggery powder (optional) % table spoon
water thoroughly, make powder in Saltto taste
Mixie with jeera, pepper and ginger
coarsely like rava. Keep it separately. Cut onions and tomato into small pieces,

put little oil in pan, fry onion till it becomes
translucent, add tomatos and fry for 2 mins.
Add byadagi chillies, continue frying for 1-2
mins, mix coconut, jaggery and salt, putin
blender and grind. For seasoning, take little
oil/ghee in pan, add mustard, little hing, 1
tea spoon urad dal, curry leaves, fry well
and mix with chutney.

2. Grate cucumber.

3. Add hing, chopped coriander and curry
leaves, grated coconut & cucumber, eno
Salt with rice rava. No need to add
water. The mixture should be like Idly

\ batter. Keep it for 10 mins
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Shreyas, in homage to Canbank’s departed souls, Death, said Milton, is the golden key
pray that they rest in bliss, in eternal peace. that opens the palace of eternity.
Name Staff No| Designation Branch Expired on
SHARADA DEVI 649007 | PTE(l/3) AASPUR 01-04-2022
SHIVAMADHU MR 57836 SWOA MANDYA BANNUR ROAD 10-04-2022
BHOOPAT SAHU 733548 | SWOA BHILAI KPS CHAURAHA 10-04-2022
KRISHNA KOTIAN 46840 SWOA KODAVOOR 18-04-2022
BONI VEERA VENKATA JAGADEESH | 813428 | OFFICER VISHAKAPATNAM-II REGIONAL OFFICE | 26-04-2022
MOHAMMED ISMAIL 493141 | PEON KANJARAKATTE 29-04-2022
GOHEL VINODKUMAR N 375816 | OFFICER AHMEDABAD KHOKARA MEHMEDABAD | 01-05-2022
GIFTY RANI 88106 OFFICER HANUMANGARH JUNCTION 03-05-2022
MUKTA GOEL 63483 SWOA ALIGARH KELANGAR 05-05-2022
SUMESH PRABHAKAR GAWAI 771155 | OFFICER KAKKINJE 09-05-2022
SUDEEP MAHADEV GAUDE 819118 | PEON GOA KAVLEM 09-05-2022
SOBRAN SINGH 438426 DAFTARY DIGNER 20-05-2022
KM ABDULLA 62574 DAFTARY KALASA 22-05-2022
ROSHAN LAL 58124 SWOA KAKKAR 22-05-2022
NIRMAL MONDAL 89536 MANAGER KOLKATA S BOSE ROAD 26-05-2022
SHIV NANDAN 628743 | OFFICER MAINPURI 26-05-2022
B CHINNANAGAMMA 510884 | HKP TADAPATRI 27-05-2022
NARAYAN MESTI MUKRI 62572 SWOA KUMTA CUR CHEST 28-05-2022
NIKHIL SENGAR 79437 MANAGER ZI DELHI 31-05-2022
BALAKRISHNA 57020 SWOA ILANTHILA 04-06-2022
LEKKALA KIRAN 814331 | PROB OFFICER | AKKUR 14-06-2022
PREM RAJ 47714 PROBSWOA | BENGALURU TRINITY CIRCLE 18-06-2022
MANJULA A PAI 64926 SWOA BANTWAL 29-06-2022
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Gwendoline Smith is a clinical psychologist, speaker and author. Her

book “The Book of Knowing: Know how you think, Change how you

feel”, an international bestseller, hit the market in the year 2017. : OO

Being a trained psychologist since the 1970s, the author's life crossed

with a spectrum of patients from different backgrounds with varied

psychic disorders. This proved to be a pallet of learning and she =~ = =&&& OFE&EM’:
always wanted to share her broad scientific knowledge and et =

experience with the outside world through her writings. Nonetheless,
“The Book of Knowing” is rather the outcome of the overwhelming NO l
responses that the author received for her blog (on Tumblr), which

was created initially for the sake of her patients. As the number of
issues faced by these young adults increased and the queries to the
author became copious, she had to construct other means to address
the same, which came out in the form of the treatise - “The Book of Knowing”.

Krow How Tou 'Thiae Changs How Yoa £ic:

The author starts the book with certain startling observations like why, at times, we find it difficult to
come to terms with our feelings and emotions and how, quite often, it hijacks our wellbeing and state of
happiness. Through this book she sets to explain clearly what actually happens in such situations and
what best can be done to control it. “The Book of Knowing” is peppered with various life skills that
helps us to think rationally, fostering resilience and prepping us to deal with the ubiquitous
uncertainties that life posits. The author says that her understanding of Cognitive Behavioural
Psychology piqued her interest in Socrates, the great Greek philosopher, whose unique format of
dialogue/ questioning is often used in the stream of psychology to uncover assumptions and restraining
beliefs. There is a chapter dedicated exclusively on this notion, which is quite revelatory. The book
reveals that all our physical sensations (body), everything we do (behaviour), everything we feel
(mood) and our thinking (mind) are all intricately linked to our brain and they all have an impact on each
other. From ABC (Activating, Beliefs, Consequences) Model to identifying cognitive distortions, to
avoiding negative mental filters, to overcoming overgeneralisations, catastrophizing, magnification
and minimisation, the book takes you through a host of thought patterns that often hampers our
emotional wellbeing by creating disruptions in our mental peace and harmony and also provides clear
pointers and solutions to overcoming the same.

Gwendoline Smith, through this book wonderfully explains that the cause of our mental discomfort, in
most of the cases, is due to our skewed/ distorted perceptions about the world and it has nothing to do
with reality. “The book of Knowing” is definitely not a “One size fits all” solution to all the worries that
we have but it gives you enough foresight and understanding to make a difference in
the way we approach and manage life's misgivings. A must read for anyone looking for
ways to manage their thoughts and actions during challenging times.

Kishore Thampi
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Sri. LV Prabhakar, MD & CEO inaugurating the new block of Centralized Processing Cell — Forex Transactions (CPC-FT), Integrated
Treasury Wing at Manipal. Sri. Mahesh M Pai, GM and other executives are also seenin the picture.
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Sri. K H Patnaik, CGM, CO Hyderabad welcoming Sri. K Satyanarayana Raju, ED to the Business Strategy Meet held at
Hyderabad Circle on 27.06.2022. Smt. R Anuradha, General Manager is also seen in the picture.



Colour Photograph by :

..} = B Sri. Yedu Krishnan K.B.
- Prob Officer,
Shreyas contest 2021 _um__mvm._.i Branch

Color Photography,
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