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From  
The  Editor

Dear Readers,

It is my pleasure to bring you the latest issue of The Digital Banker.

As 2020 draws to a close, we will always be reminded of how resilient and adaptable many businesses are in these 
trying times. The people who have steered their organisations during one of the most difficult times in recent 
memory will face a new set of challenges in the months and probably, years to come.  No one knows how the 
world will look like once the pandemic is over. Will there be an overabundance of caution or a burst of jubilation 
and a quick return to the ‘old normal’? At this point, no one could really tell. 

One sure thing is that the banking and finance industry will see an acceleration of innovation. Trends that have 
been underway even before the outbreak hits in the early part of this year, will likely pick up steam. For example, 
contactless payments are on the rise and may become the new norm in settling payments for daily essentials. 
We’re also closely watching the latest developments in digital banking, particularly the impending announcement 
of successful applicants of digital banking licences in Singapore. You can read all the details and more in this latest 
issue of the magazine. 

Finally, we would like to extend our heartfelt gratitude to the moderators, speakers, panellists, and everyone who 
took part in the inaugural Global Retail Banking Innovation Virtual Summit. Your time and tremendous support 
have made this event a resounding success. We look forward to more collaborations with you very soon.

Sincerely,

Nirav Patel
MD, Asia Pacific
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“While digital 
transformation has 
been going on for the 
past couple of years, 
things will go on a 
hyperdrive starting 
this year – and a 
new normal in digital 
banking will transpire.”
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The New Normal in 
Digital Banking 

With the massive increase of smartphones and global internet usage across the globe, 
it is inevitable that traditional banking will be overtaken by its digital counterpart. As 
of Jan 2020, there are more than 4.54 billion internet users in the world, an increase 
of 7% compared to the same period in previous year. Unique mobile phone users now 
stand at 5.19 billion, with the addition of 124 million users compared to 2019 figures.

while 10% admitted that they use a digital-only 
bank as their main account. Likewise, in a survey 
conducted by Visa in Singapore, 65% have indicated 
willingness to own a digital-only bank account while 
an overwhelming 84% showed interest in using 
digital services offered by an existing bank. The 
situation is very much the same in China wherein 
digital banking and payments rule the day. 

From an infrastructure point of view, there is no 
shortage of spending when it comes to investments 
in latest technologies and digital services upgrades. 

No doubt that this trend will continue to prevail 
in the years to come, forcing retail banking 
firms and disruptive fintech start-ups to up their 
game in order to compete and stay competitive. 
Notwithstanding the disruption brought about 
by the COVID-19 pandemic, traditional banking 
institutions are already facing an assault on multiple 
fronts due to the ongoing digital transformation 
happening across the industry. 

According to recent survey in the UK, roughly 24% of 
consumers said they already use a digital-only bank, 

https://wearesocial.com/digital-2020
https://www.finews.asia/finance/31321-two-in-three-singaporeans-open-to-digital-only-banks
https://www.finews.asia/finance/31321-two-in-three-singaporeans-open-to-digital-only-banks
https://thefintechtimes.com/digital-banks-collaborate/
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Banks are notoriously secretive about the specifics 
of their investments and how much is being 
allocated in each bucket that falls under the “IT” 
umbrella but even the biggest names in the industry 
such as JPMorgan Chase & Co. and Banco Santander 
SA are reportedly spending upwards of 10% of 
their annual revenue on technology according to 
Bloomberg. 

While digital transformation has been ongoing over 
the past couple of years, there is a clear indication 
that things will go on a hyperdrive starting this year 
and a new normal in digital banking will transpire. 
Progress will no longer be linear. They will be 
exponential. Bricks and mortar will still be around, 
but digital banking will be the de facto norm pretty 
soon. Already, there is a growing list of hyper-
competitive digital-based direct banks (also known 
as “neobanks”) with the likes of Monzo, Chime, 
Revolut, N26 and Starling Bank that are giving 
traditional retail banks a run for their money. 

But in the months and years to come, the disrupters 
will also be disrupted. Needless to say, things will 
change – and some of them, for good. As we move 
closer to the end of a tumultuous year, we will have 
to embrace a new normal in digital banking. Here 
are a few things that we see happening. 

Closer Collaboration Between Banks 
and Fintechs 
Banks will not remain as simply, banks. We will see 
an increased collaboration, not only between banks 
and fintechs (to leverage on each other’s strengths) 
but also between banks and third parties providing 
various services. Banking-as-a-Service (BaaS) will 
increase in prominence and will unleash value for 
more customers. Some banks have already taken 
this direction. One example is HSBC partnering 
with Amount to launch a digital lending platform. 
According to its press release, “HSBC is leveraging 
Amount’s technology and digital capabilities to 
originate nearly $5 billion in loans to meet the 
personal lending needs of more than 600,000 
consumers.” 

In a June 2019 survey by PwC, it was revealed 
that 47% of financial services companies 

worldwide  were likely to collaborate with a 
fintech firm, followed by technology, media 
& telecommunications (35%) and then retail 
(13%). This makes sense as fintech companies 
are continuously posing a challenge to banking 
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https://www.bloomberg.com/opinion/articles/2020-01-23/the-banking-industry-is-spending-wildly-on-the-latest-tech
https://www.emarketer.com/content/seven-charts-the-state-of-digital-banking-in-2020
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institutions by coming up with innovations that 
constantly win customers over. EY’s “Global FinTech 
Adoption Index 2019” bears this out when it showed 
that fintech services adoption among internet users 
almost doubled in just a span of two years. Its latest 
data covering 27 markets showed that worldwide, 
64% of digital-savvy consumers used fintech. 

By collaborating with fintech, both parties can 
leverage off each other’s strengths and move the 
industry forward in a meaningful way. 

AI Integration in Core Banking 
Services 
Beyond just using chatbots to deliver heavily 
automated customer service, artificial intelligence 
will play a more central role in digital banks’ 
profitability and services delivery. As of 2020, 
there is an increasing use of chatbots among 
traditional retail banks, which will continue to 
grow in sophistication and pervasiveness. It is 
estimated that in 2023, chatbot-driven customer 
communications will account for 79% of all 
successful interactions. 

Because chatbots provide a highly scalable way 
of handling customer interactions, this will be 
a key component in the digital banks’ quest to 
achieve success on a massive scale. Through 
machine learning algorithms, they will be able to 
attend to customers’ rudimentary queries and 
allow digital banks to curate customers who need 
to be moved up the value chain and speak to a 
human representative who will give them a more 
undivided attention. 

This more refined fashion in attending to customer 
queries will result to banks having significant 
operational cost savings to the tune of $7.3 
billion globally, a stratospheric increase from 
an estimated  $209 million in 2019, according to 
Juniper Research.

AI will also be more embedded in banks’ fraud- 
and risk-detection mechanisms. Because the 
nature of emerging attacks now involves machine 
learning and automation techniques, it becomes 
increasingly difficult, if not impossible, to detect 
fraud using legacy systems and relying on 
predictive models. To at least stay in parity with 

“While digital 
transformation has been 
ongoing over the past 
couple of years, there 
is a clear indication 
that things will go on a 
hyperdrive starting this 
year and a new normal 
in digital banking will 
transpire.”

https://www.ey.com/en_gl
https://www.juniperresearch.com/press/press-releases/bank-cost-savings-via-chatbots-reach-7-3bn-2023
https://www.juniperresearch.com/press/press-releases/bank-cost-savings-via-chatbots-reach-7-3bn-2023
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the level of attacks, digital banks must leverage 
on AI to thwart these attacks and stay ahead of 
the game. 

Integrating AI to various aspects of banking 
operations will yield tremendous business value. 
IHS Markit projects that North America will be 
the largest market for AI in banking between 
2018 and 2023 as AI in this region will increase 
from a business value of $14.7 billion in 2018 to 
nearly $79 billion by 2030. Globally, AI in banking 
is projected to generate a business value in the 
amount of $300 billion by 2030.

 
Wider Implementation of Blockchain 
Models 
The popularity of blockchain technology 
was spurred by the rise of cryptocurrencies, 
particularly Bitcoin. But in recent years, 
blockchain has found its way in various industries 

addressing different issues related to information 
management, privacy and data tracking. 

Defined as a decentralised, distributed ledger that 
records the origin of a digital asset, blockchain 
technology has been proven to ensure that the 
history of any digital asset remains unalterable 
and transparent.

As digital banking continues to revolutionise 
conventional transaction processes, data 
decentralisation, transparency and transactional 
safety will become vital – all of which can be 
addressed by blockchain technology. 

However, the likelihood that a public blockchain 
(the version that many of the cryptocurrency 
enthusiasts support because it is open to 
everyone) will be fully adopted by private 
organisations is slim. The same goes for private 
blockchain because in this variety, full control 

https://news.ihsmarkit.com/prviewer/release_only/slug/technology-global-business-value-artificial-intelligence-banking-reach-300-billion-203


The Digital Banker | Q3 2020 Issue  9

belongs to owners and access is limited to 
certain users. 

What is believed to be going to take off is hybrid 
blockchain, which is a combination of the public 
and private blockchain. In this model, some 
processes will be kept private while others, 
public.

The World Economic Forum holds this view and 
believes that the financial sector will increasingly 
invest and experiment with hybrid blockchain 
models. For example, American Express, Banco 
Santander and Standard Chartered have 
collaborated with Ripple (a global blockchain 
company) to handle cross-border payments 
via blockchain. Additionally, several big-name 
financial institutions are in various stages of 
blockchain experimentation including UBS, 
Credit Suisse, Barclays, HSBC and JPMorgan.

“As digital banking 
continues to 
revolutionise 
conventional 
transaction processes, 
data decentralisation, 
transparency and 
transactional safety 
will become vital 
– all of which can 
be addressed by 
blockchain technology.”
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The Latest on Singapore
Digital Banking Licence

The Monetary Authority of Singapore (MAS) is currently in the throes of selecting 
the entities that will receive up to five digital banking licences in Singapore. Initially 
planned to be announced by June 2020, the announcement has been moved in April 
2020 due to the growing concerns of the pandemic as well as to give the applicants 
the opportunity to review their business proposals, assumptions, and valuations 
underpinning their financial projections in light of the immediate and post pandemic 
impact on its business. As of this writing, MAS expects to announce the successful 
applicants in 2H 2020.

Image: ksy9 / Shutterstock.com
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“Boasting of a vibrant 
economy pre-
pandemic and having 
the most competitive 
economy in the world, 
Singapore is well-
positioned to attract 
the real catalysts in 
the acceleration of 
banking digitisation.”

MAS said that it “will issue up to two digital full 
bank (DFB) licences and three digital wholesale 
bank (DWB) licences. These new digital banks are in 
addition to any digital banks that Singapore banking 
groups may already establish under MAS’ existing 
internet banking framework.”

Applicants must demonstrate “ability to meet the 
applicable minimum paid-up capital requirement 
at the onset and the minimum capital funds 
requirement on an ongoing basis. For DFB 
applicants, this must include commitment of funds 
or concrete fundraising plans to meet the minimum 
paid-up capital of S$1.5 billion that is required when 
the DFB becomes a full functioning DFB,” says MAS 
in its eligibility criteria document. 

Since then, 21 applications for digital bank 
licences, comprising 7 applications for the digital 
full bank (DFB) licences, and 14 applications for 
the digital wholesale bank (DWB) licences have 
been submitted. Of these, MAS announced in 
June 2020 that it will proceed to review 14 of the 
21 applications saying that, “eligible applicants, 
comprising five digital full bank (DFB) applicants and 
nine digital wholesale bank (DWB) applicants, will 
progress to the next stage of assessment.” 

While no official word has been released on who, 
specifically, have been shortlisted, Reuters reports 
from sources familiar with the matter reveal that 
Tencent-Backed Sea Ltd., joint venture Grab and 
Singtel, MatchMove’s consortium with Singapura 
Finance and Razer were among those in the 
shortlist.

A Robust Banking Sector in Singapore
Singapore’s liberalisation of the banking sector has 
been going on for the last 20 years. Notable policy 
directions include MAS’ announcement in 2018 that 
it would open its real-time and round-the-clock 
payment system, Fast and Secure Transfers (FAST), 
to non-bank financial institutions, which facilitates 
the transfers of money from bank accounts to non-
bank e-wallets, and vice versa. This latest move to 
issue up to five new digital bank licences will put the 
banking liberalisation into high gear. 

Boasting of a vibrant economy pre-pandemic, 
and overtaking the United States as the most 
competitive economy in the world according to the 
Global Competitiveness Report 2019, Singapore is 
well-positioned to attract the best players which will 
serve as real catalysts in the acceleration of banking 
digitisation.

According to latest figures, Singapore has an 
estimated 8.56 million mobile connections, which 
is 1.5 times the total population (5.83 million). In 
addition, 99% are connected to broadband internet 
(via 3G - 5G) with mobile phones taking the lion’s 
share of web traffic at 56.8 percent.  This makes 
Singapore the world’s second-best country for 
mobile connectivity, with a score of 86.6 in the 
Global Connectivity Index 2020, trailing the top-
ranking Australia which scored 88.4.

The hyper-connected Singaporean market makes 
investing in digital banking initiatives a viable 
proposition for many companies. In addition, many 
experts believe that it will put the incumbents on 
their toes, prompting everyone to launch products 
that will result to extreme convenience, seamless 
integration, better security and lower costs. 

This is probably the reason why in Aug 2020, a 
consortium of Chartered and NTUC Enterprise, a 

https://www.mas.gov.sg/news/media-releases/2000/internet-banking-announcement-mas-announces-policy-on-internet-banking--19-jul-2000
https://www.mas.gov.sg/news/media-releases/2000/internet-banking-announcement-mas-announces-policy-on-internet-banking--19-jul-2000
https://www.reuters.com/article/singapore-banks/update-2-grab-singtel-sea-among-14-shortlisted-for-singapore-digital-bank-licences-sources-idUSL4N2DV0DB
http://www3.weforum.org/docs/WEF_TheGlobalCompetitivenessReport2019.pdf
https://wearesocial.com/sg/blog/2020/02/digital-2020-singapore
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division of the National Trades Union Congress, 
Singapore’s biggest labor union, was said to be 
planning to launch a digital-only bank in Singapore 
– its second digital-only bank in Asia. The business, 
which has been code-named ‘Project Phoenix’, is set 
to pose a credible challenge to existing local rivals 
such as DBS, UOB and OCBC as well as non-bank 
challengers that offer equally considerable value 
propositions. 

 
The Reinvigoration of the Incumbents 
It can be recalled that in 2018, Standard Chartered 
forayed into Africa with a digital-only bank in Côte 
d’Ivoire (CDI) following it up with Uganda, Tanzania, 
Ghana and Kenya in 2019.  Then just last year, 
Standard Chartered and its local partners were 
granted a digital-only bank licence in Hong Kong 
and launched Mox Bank, which is now available for 
everyone in Hong Kong. 

This feat is quite impressive considering that five 
months ago, Mox invited select customers to try its 
services all the while helping to refine it. Then on 22 
Sept, Mox has opened its virtual doors to the whole 

of Hong Kong. It is also the first virtual bank in Hong 
Kong to support both Apple Pay and Google Pay. Mox 
customers can use their “digital wallets, make regular 
payments, get real cash back to their accounts, while 
earning daily interest.”

The good news for StanChart is that it was recently 
designated as Singapore’s first Significantly Rooted 
Foreign Bank (SRFB). According to the SRFB 
Framework, the bank can now “establish up to 50 
POBs, of which up to 35 may be branches.” Not only 
is MAS considering enhancements to the framework 
which will grant “additional full bank licence to an 
SRFB that substantially exceeds the SRFB baseline 
criteria,” this will also enable them (SRFB) to have the 
same flexibility as Singapore-incorporated banking 
groups to establish subsidiaries, including with 
joint-venture partners, to operate new or alternative 
business models such as a digital-only bank.”

Meanwhile, DBS Bank, Singapore’s largest bank, 
launches a technological offensive as new rivals 
emerge. In an online briefing reported by Nikkei Asia, 
DBS noted that it has spent SG$4.4 billion over the 
last four years on technology alone. Lately, it’s been 

“The stakes are high. And 
the opportunity to tap a 
market worth almost $2 
trillion will produce winners, 
not just from among the 
companies involved, but 
from the wider population 
in general. In the end, 
everybody wins.”

https://lp.pepper.co.il/change-in-banking/&sa=D&ust=1571037505225000&usg=AFQjCNEVKUcxQbAd1vRZgu9xwGzZfruXdA
https://www.cmo.com/features/articles/2019/1/22/traditional-apac-banks-invest-in-digital-experiences.html%23gs.9hngba&sa=D&ust=1571037505225000&usg=AFQjCNFteITcVBxdI1pdKPpSmV-yyUbQKQ
https://www.mckinsey.com/~/media/McKinsey/Industries/Financial%2520Services/Our%2520Insights/Reaching%2520Asias%2520digital%2520banking%2520customers/Asias-digital-banking-race-WEB-FINAL.ashx&sa=D&ust=1571037505225000&usg=AFQjCNHVM6VGFdNN-gBlAwghe797KLSa5g
https://fintechnews.sg/21781/fintech/singapores-path-to-digital-economy-still-facing-some-roadblocks/&sa=D&ust=1571037505225000&usg=AFQjCNHrlDIRtbu8jxUn5uyHnToBYpTXlQ
https://www.mas.gov.sg/news/media-releases/2020/mas-enhances-its-significantly-rooted-foreign-bank-framework
https://www.mas.gov.sg/news/media-releases/2020/mas-enhances-its-significantly-rooted-foreign-bank-framework
https://asia.nikkei.com/Business/Finance/Singapore-s-DBS-bulks-up-digital-banking-with-AI-and-big-data
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making significant investments in AI and big data, 
embedding predictive technology to its mobile 
applications. With this technology, customers can 
expect more proactive suggestions on managing 
their money and cutting investment losses. 

DBS is also beefing up its human resources by 
teaming up with Amazon Web Services to shore 
up AI and machine learning skills of its more 
than 3,000 staff, including senior executives and 
management.  

On the human resource side, the bank has 
collaborated with cloud computing provider 
Amazon Web Services to help develop skills in AI 
and machine learning for its staff, with more than 
3,000 employees, including senior executives, set 
to be trained in new technologies by the end of the 
year.

Sim S Lim, Group Head of Consumer Banking and 
Wealth Management at DBS said, “We will continue 
to disrupt ourselves so that we can continue to 
stay ahead -- these days, if you don’t innovate, you 
will simply be passed by because the industry is 
moving so fast.” 

DBS has been a pioneer in modernising banking 
services, being one of the first in Southeast Asia to 
introduce internet banking in 1997. “We are now 
on the offensive, telling you how to help manage 
your money and how to plan your retirement, so 
that part, I hope, we can differentiate ourselves,” 
Lim added. 

A Battle Royale in 2021
If everything goes according to plan, Singapore’s 
new digital banks will start by mid-2021. Looking at 
the roster of players vying for the coveted licences, 
it is safe to assume that it will take no time before 
gloves are all off. Some of the contending parties 
are platform companies and will surely not hesitate 
to use its strength in providing seamless services 
to capture a chunk of the market. Similarly, local 
incumbents would not just sit idly by as competing 
forces try to take a slice of their pie. It will be a 
proverbial battle royale as worthy opponents try to 
slug it out. 

The stakes are high. And the opportunity to tap 
a market worth almost $2 trillion will produce 
winners, not just from among the companies 
involved, but from the wider population in general. 
In the end, everybody wins. 

Image: ksy9 / Shutterstock.com
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KASIKORNBANK: Leading the Way 
for CX in a Digital Ecosystem

Built on the foundation of ‘Bank of Sustainability’, KASIKORNBANK (referred to as 
KBank or the bank) delivers products and services to its clients and customers keeping 
in mind its core values - agility, customer centricity, collaboration and innovation.  To 
demonstrate their values further, KASIKORN Business-Technology Group (KBTG), an 
integral part of KBank, provides state-of-art IT infrastructure and services, develops 
advanced technology and innovation, and designs solutions addressing customer pain-
points and requirements. According to Mr. Wirawat Panthawangkun, KBank Senior 
Executive Vice President, ‘KBank aims at being a smart Data-Driven Cognitive Bank, 
using data to address the needs of customers in every lifestyle nationwide, with readily 
available technology for further development.’ 

KBank’s customer experience won four awards at 
the Digital CX Awards 2020 by The Digital Banker. 
The four titles that the bank won are ‘Best Digital 
Customer Experience in Wealth Management, 
Loan Offering of the Year, Best Customer 
Experience – Debit Card and Outstanding Customer 
Experience – Loans’. In addition to the award 
wins, KASIKORNBANK was honoured with Highly 

Acclaimed: Best Digital Customer Experience 
– Loan Application and Highly Acclaimed: Best 
Digital Customer Experience in Private Banking. 
These award wins and acclaims are a testament 
to KBank’s ability to understand its customer’s 
requirements and provide the best possible 
solutions keeping in mind the current digital 
trends and ecosystems.

Image: Quality Stock Arts / Shutterstock.com
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“KBank aims at being 
a smart Data-Driven 
Cognitive Bank, using 
data to address the 
needs of customers 
in every lifestyle 
nationwide, with 
readily available 
technology for further 
development.”

The Digital CX Awards 2020 received more than 
200 nominations across various awards categories 
and consisted of a judging panel that included 
subject-matter experts known for their integrity 
and unbiased judgment from companies such as 
Forrester, EY, Fuji Xerox, Bain & Company, Wipro 
Digital and KPMG.

Driving customer experience with 
K PLUS and MADHUB  
Guided by principles of customer centricity, 
KASIKORNBANK products and services resonate 
with excellent customer experience and agility 
coupled with innovation. Proof of this is how 
KBank was quick to respond to the Covid-19 crisis 
that shook the world.  As a part of its strategy 
to enhance customer experience, the bank had 
integrated all its service channels such as K PLUS 
(mobile banking application), KBank website, 
branches, LINE official Account, Call Center, and 
KBank Live (KBank social media). To ensure a 
seamless customer experience, KBank also linked 
K PLUS with its partner platforms to help its 
customer redeem Rewards Points by purchasing 
products from partner platforms.  An additional 
feature let K PLUS points be converted into point of 
other member cards thus demonstrating flexibility 
in its service. 

About a year ago, KBank demonstrated how 
important all segments of consumers were, 
when it introduced MADHUB - a hub for online 
traders to fulfil requirements related to business 
opportunities and customer needs. The bank’s 
understanding of the region and current trends led 
to the development of MADHUB which offered a 
variety of services to online traders such as tools 
for inventory management, accounting systems, 
learning programs, debit card initiatives with offer 
various discounts, etc. 

‘Better Together’ - Leading the way 
with collaborations
Understanding that data is key to remain 
competitive today, KBank has leveraged smart data 
and used analytics across various lines of business 
to improve customer services as well as operational 

efficiencies. While using its own data to improve its 
initiatives and products worked in the favour of the 
bank, KBank also saw opportunity in partnering with 
data rich firm to streamline its banking services and 
potentially carter to a wider customer base. The 
bank’s collaborative spirit led to it’s partnership with 
Lazada – one of the largest e-commerce platforms 
in the world.  An outcome of this partnership was 
MADFUND (part of MADHUB) - a financing support 
program designed to carter to needs e-commerce 
traders, was introduced on the Lazada Sellers 
Centre app. Sellers who opted for MADFUND could 
consent to share data and will then be re-directed to 
K PLUS to complete the loan application in real-time 
with instant drawdown to their bank accounts. With 
Lazada, the partnership was a strategic one, where 
credit scoring and personalised loans where readily 
available based on each seller’s transaction history 
and profile on the Lazada Sellers Centre platform.

KBank didn’t stop at one partnership as it 
understood that customers relied on multiple 
platforms and the bank was quick to adopt a 
multi-channel services approach. Mr. Wirawat 
Panthawangkun, KBank Senior Executive Vice 
President commented, ‘To meet multiple lifestyle 
needs of customers, KBank has teamed with 
leading business partners within ecosystems at 
both the global and national level.’ KBank’s other 
partnerships now include Grab, Facebook, LINE, 
Lazada, Shopee, Central JD FinTech and JD Central 
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- Thai retail giants; and PTTOR - an energy business 
to name a few. These collaborations and strategic 
partnerships truly live up to KBank’s commitment 
‘Better Together’ which aims to provide an 
integrated ecosystem of businesses and banks 
who provide a fulfilling customer experience and 
journey.

Stronger Together 
As the pandemic bought economies to a standstill, 
KBank quickly rolled out a Covid-19 insurance policy.  
This policy was available to all its registered K PLUS 
users free of charge via KBank Live LINE Official 
Account. The bank’s Covid-19 initiatives continued 
when its introduced unsecured lending through 
all its digital channels, ‘Reduction of monthly 
installment payment, a moratorium on principal 
payment, suspension of both principal and interest 
payment, as well as granting of new loans to bolster 

liquidity for business customers via the soft loan 
scheme of the Government Savings Bank and the 
Bank of Thailand,’ said Mr. Wirawat Panthawangkun, 
KBank Senior Executive Vice President.

Two separate program ‘Generous (Business) 
Owners – Empathetic Creditor’ – which includes 
reduced interest rates payable to banks by business 
owners and splitting the burden of paying salary 
due to business staffs and ‘Zero Interest-rate Loan 
to Retain SME Customers’ – with features such as 
zero interest, 10-year loan term and no fees, were 
launced to help the bank’s SME clients.  These 
programs are expected to save up to 56,000 jobs.

Honouring their campaign ‘Stronger Together’, 
KBank has provided financial support amounting to 
more than 393,906 million Baht to 80,229 business 
customers, and 186,850 million Baht to 297,800 
retail clients to date.

“Understanding that 
data is key to remain 
competitive today, KBank 
has leveraged smart 
data and used analytics 
across various lines of 
business to improve 
customer services as 
well as operational 
efficiencies.”
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How Contactless Payments 
Will Look Like in 2025

It was once touted as the future of payments but never really quite took off – until 
just a few months ago. Today, contactless payment is set to become the new norm in 
settling payments for daily essentials such as food and grocery items.

Many things have turned upside down since the 
coronavirus pandemic hit the world early this year. 
Not only have people been asked to stay at home 
for a significant period of time, the way people have 
gone about their day to day living has also shifted 
quite drastically. 

Shoppers who are used to the familiar swipe, dip, 
PIN-entry and signature using their credit cards 
now opt for a more convenient and believed to be a 
safer option – contactless payment. 

As the name implies, a contactless payment does 
not require the customer to have any physical 
contact with a merchant’s point-of-sale system. 
Instead of holding a pen to sign, or touching 
keypads to enter a PIN, a contactless transaction 
allows an individual to simply wave their credit/debit 
card or any device equipped with radio-frequency 
identification or near field communication (NFC) for 
making secure payments.

Nowadays, almost all new credit cards have a built-
in NFC tag in them. Some smartphones are also 
embedded with NFC tag, hence, are increasingly 
being used as payment devices as well. Other 
non-payment devices such as watches, key fobs, 
wristbands, fitness trackers, and other wearables 
can also contain NFC tags. 

What prompted the widespread use of this 
technology almost overnight is no longer a secret. 
While health experts have still yet to reach a 
unanimous conclusion on whether touching 
contaminated surfaces can be a potential route 

for infection, people and many establishments are 
playing it safe and limiting any form of physical 
contact. In fact, many government leaders are 
taking a cautious approach as well by limiting the 
circulation of cash or bank notes in their system. 
For example, South Korea, China and the US Federal 
Reserve have implemented a process to disinfect 
their banknotes. 

According to Mastercard global transaction data 
and consumer research, contactless payments will 
be the new normal for shoppers in a post-Covid-19 
world. In a poll conducted across 19 countries in 
March 2020, it was revealed that “79% of people 
worldwide and 91% in Asia Pacific say they are 
now using tap-and-go payments,” citing safety and 
cleanliness as primary reasons. 

“Shoppers who are 
used to the familiar 
swipe, dip, PIN-entry 
and signature using 
their credit cards 
now opt for a more 
convenient and 
believed to be a safer 
option – contactless 
payment.”
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This finding is also echoed by the new National 
Retail Federation and Forrester survey, which says 
67% of retailer respondents accept some form of 
no-touch payment. The survey also found that 58% 
accept contactless cards, which is a 40% increase 
from the previous year while 56% said that they 
take digital wallet payments on mobile phones, up 
from 44 percent.

“While mobile payments and contactless cards 
have accounted for a minority of payments in the 
past, the pandemic has clearly driven consumers to 
change their behaviour and retailers to accelerate 
their adoption of the technology,” said NRF Vice 
President for Government Relations, Banking and 
Financial Services, Leon Buck. 

3 Modes of NFC Communications
Near field communication or NFC allows two 
devices to communicate via radio waves, typically, 
no more than two inches apart. This makes it ideal 
for in-store purchases as the presence of the card 
or device owner can be easily established while 
maintaining no surface contact when making a 
payment. To check if a device is enabled with NFC, 

a contactless payment symbol — four curved lines 
forming a radio signal — can be seen. There are 3 
types of NFC communications: reader, peer-to-peer, 
and card emulation. 

• Reader. This is a passive form of NFC 
transaction wherein the device reader supplies 
power and reads the information on the NFC 
tags. Credit cards enabled with ‘tap-to-pay’ 
functionality is a primary example of passive 
transactions. 

• Peer-to-peer. In this mode, two active devices 
are communicating with each other over a radio 
wave field. Mostly used in sharing documents, 
media and similar file types, the NFC peer-to-
peer mode can also be used for payments. 
However, this type of payment mechanism 
hasn’t caught on and no significant demand for 
such has been identified thus far.

• Card-emulation. This is probably one of the 
most popular payment mechanisms nowadays, 
especially among the tech-savvy individuals. 
In the NFC card-emulation mode, smartphone 
apps installed on a device emulate a payment 
card. Most tap-to-pay apps such as Apple Pay, 
Google Pay and others are popular for this. 

https://nrf.com/media-center/press-releases/coronavirus-leads-more-use-contactless-credit-cards-and-mobile-payments
https://nrf.com/media-center/press-releases/coronavirus-leads-more-use-contactless-credit-cards-and-mobile-payments
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Card-emulating devices such as smartphones 
are embedded with an NFC tag that can 
transmit the card’s details. However, for security 
reasons, credit card details are not stored in the 
tags itself but in a separate secure, encrypted, 
and tamper-proof area. Access to this area is 
highly restricted and protected by cryptography. 

Lately, an emerging technology shaping up to be 
an alternative to NFC communications is gaining 
popularity – the QR code. 

Meeting the same objective of contactless mode of 
payment, a QR code can be read by optical scanners 
or a smartphone camera. When scanned, it will 
trigger the customer’s smartphone to open an 
installed app or go directly to a payment website. 
After which, the customer can simply key in the 
amount that needs to be paid, select a payment 
method, then hit “send” or “pay now”. 

This payment method has been made even more 
convenient through the use of digital wallets, 
which securely stores the customer’s payment 
information and passwords for numerous payment 
methods and websites. Cryptocurrencies, such as 
Bitcoin, also rely solely on digital wallets to maintain 
balances and make transactions. 

All of these advancements in payment technology 
make it very easy for merchants to implement a 
contactless payment system and for users to quickly 
adopt them in their day to day transactions. 

The Good Side of Contactless 
Payments
Given the necessity of no-touch payment procedure 
that must be implemented these days, there is no 
doubt that contactless mode of payment brings 
multitude of advantages for both the customer and 
the merchant. They include:
 
• Speed and Convenience – one of the topmost 

requirement for most people is the speed by 
which they can complete their transaction, 
especially when they are in the middle of a 
morning rush and needs to hurry to work or 
catch a meeting. Quickly waving your card, that 

takes about 2-3 seconds, to make a payment, 
makes a huge difference for a busy professional 
compared to say, entering a PIN or affixing a 
signature – both of which require double or 
triple the time needed compared to tapping. 
Payment with cash is even worse as the time 
needed to count and return your change makes 
the whole experience quite tedious and time-
consuming. 

• Widespread availability – there are a variety of 
ways to implement contactless payment. NFC 
chip can be incorporated not only in credit/
debit cards but in a wide variety of devices such 
as smartphones and wearables. Because of this, 
a large chunk of the population can take part in 
this payment mechanism without any hassle or 
inconvenience. 

• No additional cost to implement – accepting 
contactless mode of payment requires no 
additional fees to card companies. This means 
merchants can easily expand their payment 
options without any worry of hurting their 
bottom line. If they are using QR technology, 
they also do not need to purchase any 
additional card reader.  

The Bad Side of Contactless Payments
Like any technology, nothing is perfect. While 
the upside of contactless payments can never 

“Accepting 
contactless mode 
of payment requires 
no additional fees to 
card companies. This 
means merchants 
can easily expand 
their payment options 
without any worry of 
hurting their bottom 
line.”
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be questioned, there are also important 
considerations that must be taken into account 
before jumping in and joining the bandwagon. 
These are: 

• Low spending limits – because of the relative 
ease in making contactless payments, many 
banks do not allow high value transactions 
to go though using tap-to-pay method. Since 
convenience must be balanced with security, 
current rules still require a signature or PIN to 
settle transactions that involve high amounts. 

• Multiple cards create conflict – the speed 
and convenience of tap-to-pay method is 
sometimes negated by the hassle of a card 
reader reading multiple cards. A typical 
customer these days carry around two 
or more cards in their wallet for various 
purposes – transportation, payment, entrance 
to membership facilities, etc. As such, it is 
often more convenient for them to just take 
out their wallet and instantly tap. Because 
the card reader may not be able to identify 
the correct card that you intend to use, this 

sometimes requires you to take out a specific 
card, use it, then put it back in the wallet. This 
inconvenience can be a huge turn off for some 
people. 

• Lack of merchant acceptance – during the 
pre-pandemic days, many merchants have not 
really seen the urgent need to upgrade their 
point-of-sale terminals to be NFC-enabled. 
In addition, there are those who are quite 
reluctant to spend an additional amount 
for upgraded readers as they don’t see 
much value in it. Due to lack of widespread 
merchant acceptance, many consumers are 
forced to stick to traditional payment methods 
such as swipe, dip or even paying with cash. 

How Things Are Likely to Change 
Soon 
But things are going to change much sooner than 
expected. Already, contactless payments have 
seen significant surge in the past couple of months 
alone. And this trend is expected further gather 
speed in the next 3-5 years. 
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New data from Juniper Research predicts that 
“global contactless transaction values will reach 
nearly $6 trillion in 2024, up from $2 trillion in 
2020.” This increase will be primarily driven by 
increased card usage as well as significant growth 
in contactless card transaction values and OEM Pay 
such as Apple Pay. 

In the US alone, the same report anticipates that 
transaction values from contactless cards will 
surpass $1.5 trillion in 2024, posting significant 
increase from $178 billion in 2020. 

This research tallies with the report that several 
major US banks are planning to convert millions 
of credit and debit cardholders into contactless-
enabled cards. These banks include JPMorgan Chase 
and others. When this happens, it will allow millions 
of customers utilise contactless payment, which will 
further boost transaction volume. 

By 2025, the contactless payments landscape would 
look much more mature and significantly different 
than what it is today. In particular, the following 
milestones would’ve likely been achieved: 

Contactless payments will become the de facto 
in-store payment method 
With the increasing concern on how cash is a literal 
carrier of germs and bacteria, people will continue 
to avoid using cash and will find alternative means 
to settle payments. In fact, China, where the earliest 
known paper money began circulating in 960 
A.D., is now one of the leading countries with the 
highest volume of cashless transactions, opting for 
contactless payments and purchases via proximity 
mobile payment. 

“Accepting 
contactless mode 
of payment requires 
no additional fees to 
card companies. This 
means merchants 
can easily expand 
their payment options 
without any worry of 
hurting their bottom 
line.”

Elsewhere in the world, 48 countries have 
already increased spending limits on contactless 
transactions, and other countries are expected 
to follow suit. In countries where cash payments 
is preferred, such as Germany, things are also 
starting to change. Before the pandemic, only 35% 
of transactions in Germany are contactless. Since 
then, things have quickly changed, and more than 
half of overall purchases are now touchless. 

Digital wallets will replace physical wallets 
China is truly a pioneer in the contactless 
movement. According to figures from eMarketer, 
“mobile payment users in China will represent 61% 
of the 947.1 million proximity mobile payment 
users worldwide.” In addition, 577.4 million people 
in China made a purchase via proximity mobile 
payment within a six-month period in 2019 – a 
figure that has likely jumped significantly in the 
last six months of 2020 because of the pandemic. 
Meanwhile, another economic heavyweight, 
the US, which has been quite slow in adopting 
proximity mobile payments is quickly changing its 
ways. 

According to a report by RTi Research, 30% of 
consumers used contactless payment methods for 
the first time during the pandemic. Coinciding this 
shift is the reality that products such as Apple Pay, 

Image: rvlsoft / Shutterstock.com

https://www.juniperresearch.com/press/press-releases/contactless-oem-pay-transaction-values-to-reach-$1
https://www.nfcw.com/2020/03/26/366173/table-contactless-payment-transaction-limit-increases-around-the-world/
https://www.thelocal.de/20200321/cash-loving-germany-switches-to-contact-less-card-payment-due-to-coronavirus-fears
https://www.thelocal.de/20200321/cash-loving-germany-switches-to-contact-less-card-payment-due-to-coronavirus-fears
https://www.emarketer.com/content/china-is-moving-toward-a-cashless-society
https://www.paymentsjournal.com/contactless-and-covid-19/
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Samsung Pay and Huawei Pay are making headway 
in establishing their presence in the market. In fact, 
Juniper Research forecasts that OEM Pay transaction 
values will exceed $1 trillion globally by 2024. The 
research also found that China will account for 33% 
of OEM Pay transaction values by 2024, up from 
19% in 2020.  

All this points to a fact that any sort of technological 
barrier to contactless payments will be broken down 
and consumers will be much more dependent on 
their digital wallets instead of physical wallet.

Broader adoption of digital currencies 
Corollary to the increased popularity of digital 
wallets, there will be a resurgence of digital 
currencies. As more people become attuned to the 
benefits of contactless payments, many of them 
would also want to take part of this ecosystem – 
regardless of whether they are banked or not.

In the US, about 8.4 million households don’t 
have a bank account. In addition, approximately 
25% of Americans don’t have a credit or debit 
card. With the success of digital wallets, it will 
not be far fetched to conceive of a scenario 
where cryptocurrencies or digital currencies 
reach widespread use. People who do not 
have access to banking services but possess a 
smartphone can easily tap into this technology to 
take control of their banking and finance needs. 
Because of the inherent security feature built 
into cryptocurrencies, this could also address the 
privacy concerns of some customers using NFC-
based contactless payment platforms.  

Contactless payments might have been off to a 
slow start. But in light of the current pandemic, 
and years after it has long been over, the impact of 
contactless payments will be felt in more ways than 
we could imagine. 

“Any sort of 
technological barrier to 
contactless payments 
will be broken down and 
consumers will be much 
more dependent on their 
digital wallets instead of 
physical wallet.”

https://www.juniperresearch.com/press/press-releases/oem-pay-transaction-values-to-exceed-$1-trillion
https://www.fdic.gov/analysis/household-survey/
https://www.frbatlanta.org/-/media/documents/banking/consumer-payments/survey-of-consumer-payment-choice/2018/2018-survey-of-consumer-payment-choice.pdf
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Taishin Bank: Reimagining CX With 
State-of-the-Art Digital Offering 
and Wealth Management Services

One of the countries which repeatedly finds itself a spot in the top 10, in the wealth 
index in Asia, is Taiwan. While this may come as a surprise to many, according to some 
statistics, 20% of Taiwan’s population had net worth over one million U.S. dollars in 
2019. Leading the way in supporting and guiding these individuals is Taishin Bank, 
one of the leading providers of wealth managements services coupled with top-notch 
digital capabilities. In 2019, wealth management accounted for 36% of bank’s Net 
Profit. Taishin bank is uniquely positioned to offer wealth management services to a 
wide range of customers right from young individuals, families, businesses to HNWIs.

“20% of Taiwan’s 
population had net worth 
over one million U.S. 
dollars in 2019. Leading 
the way in supporting 
and guiding these 
individuals is Taishin 
Bank, one of the leading 
providers of wealth 
managements.”
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Taishin Bank’s wealth management solutions won 
two awards at the Digital CX Awards 2020 by The 
Digital Banker. The two titles that the bank won 
are “Excellence in Next Generation Customer 
Satisfaction” and “Best Customer Service in 
Alternative Wealth Management”. In addition to the 
award wins, Taishin Bank was honoured with Highly 
Acclaimed: Excellence in Omnichannel Customer 
Experience and Highly Acclaimed: Best Private 
Bank for Customer Experience. These award wins 
and acclaims demonstrate the Bank’s ability and 
commitment to enhance customer experience in 
wealth management, while ensuring a seamless 
digital and real-time experience.

Now in its second year, the Digital CX Awards 
2020 received more than 200 nominations across 
various awards categories. To be able to stand out 
in each category and win the awards the bank has 
truly displayed use of technology, omni-channel 
experience and demonstrated how customer 

experience was enhanced keeping in mind metrics 
such as use of data, efficiency of processes, etc. The 
judging panel that includes subject-matter experts 
known for their integrity and unbiased judgment 
from companies such as Forrester, EY, Fuji Xerox, 
Bain & Company, Wipro Digital and KPMG.

Enhanced CX in Wealth Management
Following a customer centric approach in banking 
has led banks and financial institutions to revamp 
products and services. The approach has become 
more focused on customers rather than profits 
and Taishin bank leads from the front. The bank’s 
approach to reaching out to customers starts from 
“Client Tagging”. Through this, the bank invites the 
interest of its existing customers by analysing data 
and clients are tagged and segregated by segment, 
behaviour, channel preference etc. Armed with this 
information, the bank introduces new products to 
existing wealth management customers and invites 
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interest from others. In addition, the data analysis 
also enabled the bank to tag potential family-based 
clients for its wealth management services.

Alternative Wealth Management with 
Richart and Robo-King
Using data to understand clients and their spending 
and saving habits is key for Taishin Bank’s wealth 
management services. To combine data knowledge 
and insights with a complete digital offering enables 
the bank to set itself apart from its competitors 
in the region. The bank’s digital offering – Richart 
is an award-winning app which carters to all 
the bank’s clients. Built with the aim to become 
“Bank of Young People”, Richart provides wealth 
management services such as saving options, fund 
investments starting at TWD 10, artificial intelligence 
investing options, and loan offerings. Richart, taking 
a customer centric approach has also unveiled 
products such as annuity insurance which can be 
availed in under 5 mins and sub-accounts which 
helps customers save and achieve small goals. “To 
allow customers to manage their assets better, 
Richart provides innovative product combination 
designs to allow customers manage their finances 
in a more comprehensive way, encouraging them 
to diversify their assets in different products”, 
commented Mr. Oliver Shang, President of Taishin 
Bank.  

Another powerful digital wealth management 
service that Taishin bank offers its HNWI is “Robo-
King” which focuses on investment portfolio 
forecast, customer investment participation and 
is also a market monitor. The bank analyses 
international markets for its customer to invest in 
every month providing qualitative and quantitative 
indicators with a comprehensive risk profile. 
Customer can also reach out to the bank’s financial 
experts and aid in decision making and all this 
occurs in real-time. One of the bank’s latest 
investment product is “U.S. Stocks ETF” which was 
added to Robo-King in the third quarter of 2020.

Growth Amidst the Pandemic
In the pandemic, to manage customer expectation 
all the while ensuring a seamless customer 
experience – Taishin Bank introduced video-
conference calls with their wealth management 
clients. The bank financial advising team kept clients 
abreast of new market trends and products. Mr. 
Oliver Shang, President of Taishin Bank said, “Under 
the digital financial trend, Taishin Bank is actively 
integrating financial services with new technologies, 

Avinash  Menon, Head – Wealth Management Products and Governance
Mr. Oliver Shang

President, Taishin Bank

“Under the digital 
financial trend, Taishin 
Bank is actively 
integrating financial 
services with new 
technologies, hoping 
to accelerate services 
through technology, 
warm up services, and 
further add value to 
the profession.”



The Digital Banker | Q3 2020 Issue  27

hoping to accelerate services through technology, 
warm up services, and further add value to the 
profession.”  

Richart’s Maji Score is a unique scoring system 
which aids the Richart in disbursing loans and 
determining the rate of interest for the loans. 
For consumers to get a high score, they need to 
interact and transact on the digital platform. For 
every 10 Maji points, the rate of interest reduces by 
0.1% which has made this offering popular in the 
pandemic. Richart loan application increased by 4% 
in the pandemic as customers aimed to avail loans 
at lower interest rates. 

In addition to the above, Taishin Bank provides 
its customers an omni-channel experience where 

customers can avail support from Video Teller 
Machine (VTM) during non-business hours. 
The VTM is equipped features such as Facial 
recognition withdraw, consultations by teller, 
apply credit card, etc. Taishin Bank also introduced 
Loyalty Program 2.0: Taishin Points, to enable 
“better customer experience and grow consumer 
loyalty.” Launched during the pandemic, the 
bank encouraged its customer to increase online 
transaction and earn Taishin Points. Bill payments, 
shopping online, auto debit transactions would 
be collected in the form of Taishin Points and this 
could be redeemed against various offers such 
as cash credit, travel, hotel voucher, Starbucks 
coupons, gift cards. Wealth Management clients 
received VIP perks and exclusive benefits from 
Taishin Points.   
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Technology Focus: 5 Ideas to Spur 
Growth in Finance

The banking and finance sector today is dynamically changing at a fantastic speed 
never seen before. It begs the question – how would the next generation of financial 
services look like? It’s true. Transformation does not occur overnight, but in small, 
incremental phases. 

It will be fueled by an explosive combination 
of rigorous regulations, investor capital, 
globalisation and futuristic financial technologies.

Nevertheless, it is equally evident that 
technological innovation is at the centre of this 
lightning-fast changes we’ve been seeing of late. 
Still, what fascinating developments will the 
next decade bring? Here are some ideas that 
may stimulate growth in banking and financial 
services:

1. Reach Out to the Unbanked
The World Bank Report states that over 1.7 
billion adult individuals across the globe 
have no account with any financial or mobile 
money provider. About half of these unbanked 
individuals live in developing nations such 
as Indonesia, India, Nigeria, China, Mexico, 
Bangladesh, and Pakistan. High-income 
economies, on the other hand, do not have 
significant numbers of unbanked individuals as 
nearly everyone owns an account.  

https://globalfindex.worldbank.org
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However, statistics also show that about 1.1 
billion unbanked adults globally have a mobile 
phone. Therefore, these mobile phones can be 
used to access mobile money accounts and other 
financial platforms. This presents an enormous 
market waiting to be tapped.  Paired with an 
internet access, there is a huge opportunity for 
banking institutions to drive financial inclusion. 

Still, these financial services should be designed 
for unbanked users, many of which are poor, 
disadvantaged or lack adequate literacy and 
numeracy skills. The technologies created for 
these groups will help eliminate the obstacles 
limiting unbanked individuals from using 
financial services. Furthermore, providing 
services to the unbanked will no longer require 
travelling great distances to meet a need. As 
such, digital technology will help lower the 
cost of transaction. Most banks and financial 
institutions have one core objective – to reach 
the greatest number of customers possible. 
Given these facts, it is clear that the unbanked 
market will be actively pursued in the years 
ahead.

2. Get Serious About Blockchain Technology  
Blockchain is another trend that will grow 
in the next few years. In fact, about 48% of 
banking executives in a survey by Business 
Insider Intelligence stated that AI (artificial 
intelligence) and blockchain will have the most 
decisive influence in the growth in the financial 
sector. No doubt, blockchain will shake the 
industry globally. As Blockchain drives the new 
ideology of substituting centralised processes 
for decentralised finance, it will inevitably 
drive change in financial systems worldwide. 
Already, it has led to the creation of a diverse 
online peer-to-peer (P2P) financial system for 
monetary dialogues in a decentralised manner. 
This distributed ledger technology, which gave 
rise to cryptocurrencies, can help transform 
existing processes and systems remarkably.

Many cryptocurrencies have been created, 
and many more will be “mined” soon. 
Already, several countries are creating their 
own cryptocurrency. Such a move could 
significantly push the shift from fiat to 
cryptocurrencies.  The shift will, in turn, boost 

“Over 1.7 billion adult 
individuals across the 
globe have no account 
with any financial 
or mobile money 
provider. This presents 
an enormous market 
waiting to be tapped.”

https://www.businessinsider.com/blockchain-in-banking-2017-3?r=US&IR=T
https://www.businessinsider.com/blockchain-in-banking-2017-3?r=US&IR=T
https://cointelegraph.com/bitcoin-for-beginners/how-blockchain-technology-works-guide-for-beginners
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coin stability, drive creation of the regulatory 
frameworks, and make people gravitate more 
towards decentralised transactions. In fact, 
some financial institutions are already exploring 
blockchain technology to uncover how it can 
help cut costs, improve internal processes and 
increase efficiency.

3. Speed up Development of RegTech
Technological innovations present tremendous 
opportunities. However, the finance industry 
is heavily regulated. It is essential to realise 
that technological innovation has also given 
rise to diverse challenges, including data 
breaches, cyber hacks, and other fraudulent 
activities. RegTech was created for this purpose. 
It involves using innovative technologies to 
manage regulatory processes in the finance 
sector. Some examples of regtech include 
real-time tracking of airliners’ locations 
and automated monitoring of a company’s 
compliance with sustainability regulations. 

However, even as technology companies, 
legislators and other stakeholders in the 
finance industry, work closely together to spring 
regulatory innovations, it will still take some 
time before everything comes into fruition. 
One such example is the implementation 
of biometric authentication for financial 
transactions, which has met strong opposition 

after a high profile data theft case that 
happened in the US. Notwithstanding this 
incident, recent studies show that the size 
of biometric authentication market is fast 
expanding. By 2023, biometric authentication is 
expected to have over 2.6 billion users. 

4. Push Chatbots to Do More, Be More
There used to be a time when customers were 
impressed by the prospect of being able to 
resolve disputes and financial queries in the 
comfort of their own homes. Today, customers 
demand lightning-fast response and resolution. 
They no longer have the patience to wait a 
minute longer than necessary, which presents 
a considerable challenge and opportunity. 
Customer service is mostly driving chatbot 
development within the financial sector. Backed 
by AI and Machine Learning technologies, 
chatbots can help financial institutions reduce 
costs and meet the ever-changing needs of their 
customers.

Gartner’s report states that in 2020, chatbots 
will handle about 85% of customer service-
related affairs. This is because it reduces the 
cost of two-way communication systems, 
such as phone and email. Chatbots inspire 

“Blockchain will 
inevitably drive 
change in financial 
systems worldwide. 
Already, it has led 
to the creation of 
a diverse online 
peer-to-peer (P2P) 
financial system for 
monetary dialogues 
in a decentralised 
manner.”

https://www.reuters.com/article/us-usa-cybersecurity-fingerprints/5-6-million-fingerprints-stolen-in-u-s-personnel-data-hack-government-idUSKCN0RN1V820150923
https://www.reuters.com/article/us-usa-cybersecurity-fingerprints/5-6-million-fingerprints-stolen-in-u-s-personnel-data-hack-government-idUSKCN0RN1V820150923
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conversational interactions and can aid financial 
companies to offer outstanding experience to 
their customers. Chatbots can personalise these 
interactions and present solutions as though 
they are happening in-person, which help meet 
and exceed the customer’s expectations. 

Some traditional institutions have been using 
bots for quite some time to deal with simple 
issues. However, today’s chatbots provide a 
lot more. They can help detect and mitigate 
fraudulent actions, offer financial tips to 
customers and help customers make informed 
decisions. For the best part, these bots help 
financial companies have smart and effective 
conversations with millions of customers within 
seconds. Therefore, it drastically reduces the 
cost of customer service while creating great 
interactions with their customers.

5. Integrate Big Data into Core Processes 
Big Data presents a huge opportunity to 
harness actionable and relevant insights 
from increasing piles of data (credit/debit 
card transactions, money transfers, ATM 
withdrawals) created daily by the financial 
sector. These insights can be transformed into 
strategic opportunities, which can help any 
financial institution stay competitive and meet 
future demands.

Big Data helps financial institutions harness 
deeper insights about, for instance, their 
customers’ purchasing habits. This, in turn, 
enables real-time business decisions about 
better ways to serve their customers. It 
can also help financial institutions make 
smarter decisions about their marketing 
strategies, sales management and fraud 
detection. 

Overall, big data can help banks and other 
economic sectors keep up with emerging 
trends, streamline internal processes and 
mitigate risks more efficiently.

“Today’s chatbots 
can help detect and 
mitigate fraudulent 
actions, offer 
financial tips to 
customers and help 
customers make 
informed decisions. ”
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Alliance Bank: Helping Malaysian 
SMEs Digitise Their Business

Alliance Bank Malaysia Berhad (referred to as “Alliance Bank” or “the bank”), best 
known for its support of Malaysian SMEs, continues to build alliances to improve lives 
by “creating a digital ecosystem with like-minded partners to offer complete business 
solutions so businesses can transform digitally,” said Ms. Fozia Amanulla, Group Chief 
Business Development Officer of Alliance Bank.

Alliance Bank was honoured with a highly acclaimed 
recognition for Outstanding Digital Customer 
Experience for Customer Onboarding at the 
Digital CX Awards 2020, hosted by The Digital 
Banker. The award recognises the bank’s ability and 
commitment to deliver a differentiated customer 
engagement approach that is both empathetic and 
centred on addressing the needs of its customers. 
The judging panel comprise of senior executives 

from Forrester, Ernest & Young, Fuji Xerox, Bain & 
Company, Wipro Digital, and KPMG.

A Shift in Consumer Behaviour
Based on a recent customer survey conducted by 
the bank during the Malaysia’s Movement Control 
Order, two-thirds of the customers surveyed were 
inclined to open an account via digital channels. 
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Given the restrictions on public movement and 
interaction, 60% of the surveyed customers were 
less inclined to visit bank branches. With these 
survey results, it was evident that the customer 
behaviour governing SMEs, business owners and 
retail customers were undergoing radical change. 
This change in customer behaviour provided the 
bank with the impetus to accelerate its digitisation 
process. Offerings such as digital Know-Your-
Customer (eKYC) solutions and Digital SME Loans 
are currently in the process of being launched. To 
further adapt to the new consumer demand, the 
Bank is upskilling its contact centre staff to provide 
assistance to its customers on digital banking 
transactions and loan applications. 

Banking with Alliance BizSmart® 
Solution 
According to the Department of Statistics Malaysia, 
SMEs contributed 38.9% to Malaysia’s gross 
domestic product (GDP) in 2019. This is why 
Alliance Bank’s BizSmart® Solution is important 
as it brings together a community of businesses, 

enabling business owners to reach out to new 
customers, access relevant business solutions 
and resources, and manage operational expenses 
efficiently.

Ms Amanulla said that the Bank has enhanced and 
improved the BizSmart® Solution Portal to focus 
on the key areas needed to help SMEs continue 
to generate income and sustain the business. 
“Together with our partners, we have designed a 
digital ecosystem to help businesses in the areas 
of digital strategy and branding, accounting and 
supply chain systems, logistics and inventory 
management, demand generation and conversion, 
as well as digital banking services.”

The bank has hosted webinars on the portal and 
helped over 100 businesses accelerate growth. 
Businesses that plan to expand into the halal 
market can look to the bank’s halal advisory 
partners who can help with the halal certification 
journey, or collaborate with businesses that offer 
complementary halal products and services. 

“We will soon be launching more enhancements 
to the BizSmart® Solution portal, including a 
diagnostic tool that will help SMEs find the right 
solutions to digitize or resolve their current 
challenges,” commented Ms. Amanulla.

This year, Alliance Bank has launched BizSmart® 
eTrade, Malaysia’s first mobile trade financing 
submission platform. BizSmart® eTrade allows the 
bank’s business banking customers to submit their 
Bankers’ Acceptance or Trust Receipts digitally 

“Together with our 
partners, we have 
designed a digital 
ecosystem to help 
businesses in the areas 
of digital strategy and 
branding, accounting 
and supply chain 
systems, logistics 
and inventory 
management, demand 
generation and 
conversion, as well 
as digital banking 
services.”

Ms. Fozia Amanulla, Group Chief Business Development Officer
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with same-day approval for transactions submitted 
before 12pm. 

The Bank also introduced BizSmart® Mobile app 
to help business owners conveniently manage 
their account, payments, and collections, as well as 
approve transactions while on-the-go.

The Alliance Way 
The bank’s multi-award banking solutions can be 
attributed to the Alliance Way, its differentiated 
customer engagement approach premised on the 
practice of empathy when meeting customers’ 
needs. “This means having the right conversation 

“We continuously 
innovate to ensure our 
banking solutions are 
easily accessible to all 
and meet the needs of 
our community.”

in the right context with our customers to gain a 
clear understanding of their challenges and goals. 
We adopt a fast, simple, and responsive approach 
in our engagements, to maximise value for our 
clients. Our desire to improve lives also extends 
to their family, employees, business partners, and 
customers,” explained Ms Amanulla.

Ms. Amanulla summed up by saying, “We 
continuously innovate to ensure our banking 
solutions are easily accessible to all and meet the 
needs of our community. We want to ensure that we 
give our customers various options to interact with 
us, and digitisation allows customers to perform 
banking in a simple and convenient manner.”
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What to Expect in Retail Banking 
Technology in 2021

Many people envisioned that the 2020s will be a decade of ground-breaking digital 
banking transformation, seamless innovations and technological advancements that 
greatly improves user experience.

These advancements are geared towards helping 
banks decrease cost-income ratios, increase 
return-on-equity ratios and improve their efficiency 
through and through. For example, Open Banking, 
which allows third-party applications to access 
bank accounts, is adding tremendous value to all 
parties concerned. Such systems have created an 
opportunity for companies like Apple, Facebook, 
Google and Amazon to compete favourably by 
splitting the value chain into manufacturing and 
distribution. 

Due to the effects of COVID-19, consumer demand 
for more flexibility and control are driving the need 
for new tools and technologies. 

Banks are now tasked to create new strategies 
and  innovative solutions using available data, 
digital technologies, novel delivery platforms, and 

transactional and behavioural analytics. 

Future retail banking trends is expected to improve 
customer experience by facilitating faster and 
smoother transactions. Here are a few trends 
expected to disrupt and shape the retail banking 
industry in the year 2021:

1. Artificial Intelligence will drive a shift in 
business model
Stakeholders in the banking industry believe 
that Artificial Intelligence (AI) will be the most 
consequential technology in the sector. 

They expect that AI will play a huge role in 
creating an improved and personalised user 
experience, supporting new businesses and in 
strengthening portfolio management through 
the use of advanced investment algorithms. 

https://www.infimark.com/post/modern-ways-banks-attract-customers-to-new-financial-solutions?TB_iframe=true&width=1367.1&height=649.8
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Furthermore, banking executives are 
optimistic about using AI in fraud detection 
and improving back office functions to trace 
anomalies in future business plans. 

Business executives all over the world have 
invested heavily in the development of 
artificial intelligence. This massive investment 
was done to strengthen cybersecurity, curb 
cybercrime and prevent breach of data.

The viability of AI depends on its 
expandability. Regulators, in fact, requires 
that banks must only use explainable AI. EU’s 
GDPR, for instance has introduced a “right to 
explanation” mandate to guide AI algorithms 
and other new technologies.

If AI denies a customer loan, for instance, it 
is necessary to explain to the customer what 
the reason for this decision is, guide them 
on alternative ways of sourcing for what they 
need, or help them solve this problem. 

2. Banks will overhaul business models to 
create digital ecosystems
As new banking technologies come into
existence, banks have been changing their 
business models to be in tune with current 
trends. They have had to extend their most 
vital services from strictly branch operations 
to internet and mobile banking, thereby 
providing more access and control to 
customers from any location. Basically, only 
the mode of access to banking services have 
changed. The banking services, on the other 
hand, did not change. 

The digital ecosystem model adds more push 
to these changes. Ecosystem banking model is 
based on intuitive self-leading software which 
studies customer needs and integrates them 
into banking to create offerings that provide 
solutions to these needs. Just as mobile 
banking brought banking to customers’ 
fingertips, ecosystem brings human needs 
into banking. It is built on cloud, open APIs, 
explainable AI and other critical elements of 
modern banking technology. 

3. There will be an increased expansion in 
Open Banking
Open banking is a banking initiative that 
allows third parties access to a bank’s APIs.  
While many people think that open banking 
is a European issue, the reality is that it is a 
derivation from traditional business practices 
that allow third parties to access banking data 
and functionality. Open banking is also called 
banking-as-a-service, banking-as-a-platform, 
open APIs, and API banking. 

Open banking seeks to help financial 
institutions ease the burden of providing 
customers seamless financial services without 
the usual hassles. Fintech companies and other 
retail banking institutions are already taking 
advantage of the API banking ecosystem to 
ease financial hassles involved in making and 
receiving payments, buying homes, and general 
financial management. This trend is expected to 
advance in 2021 and beyond. 

4. Wider Acceptance of Real-Time Financial 
Products 
As digital banking accelerates, there will be an 
increased need for real-time financial products. 
In 2021, real-time payment is expected to be 
the norm. In fact, creating real-time experience 
will no longer be a challenge to the banks. The 
new challenge would be in creating ways to 
better compete with other banks in real-time 
payments. 

“As digital banking 
accelerates, there will 
be an increased need 
for real-time financial 
products. In 2021, 
real-time payment 
is expected to be
the norm. ”

https://hbr.org/2015/01/the-strategic-value-of-apis?TB_iframe=true&width=1367.1&height=649.8
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Real-time payments will rely significantly on 
APIs. As such, the retail banking community 
can play a central role in putting up robust 
and innovative real-time transaction services 
that will attract individual customers as well as 
fintech companies.

5. Always-on Invisible Banking will become the 
Norm 
Invisible banking refers to the new trend 
where financial institutions can integrate their 
financial services into their customer’s everyday 
life. Direct deposit is an example of invisible 
banking. 

Today’s technology-driven, always-on world is 
one where business opportunities appear and 
disappear in just a snap. Experts believe that 
in the nearest future, banks will need to be 
proactive in recognising the changing needs of 
customers at the exact time they need them, as 
having the right products and services will no 
longer be enough.

A Unique Opportunity 
Banks are struggling to keep up with the effects of 
the pandemic, the dynamism of the tech world, and 
the increased operational pressure from customers. 

“Banks will need 
to be proactive in 
recognising the 
changing needs of 
customers at the 
exact time they need 
them, as having the 
right products and 
services will no longer 
be enough.”

In all of these, however, banks still have their 
resources and customers’ trust. Hence, if they 
implement the right strategies, and adapt 
adequately to the advanced technologies in banking 
and the digital ecosystems, they will still succeed in 
the long term. These changes, when implemented, 
will also help banks cut cost, become more efficient 
and achieve the required flexibility to weather 
future storms. 
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