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Customer-Centricity 

• It is key to Real financial inclusion

Transform access to usage

Transit from supply to demand driven strategy

• Digitisation is key to this transformation

Better delivery, greater choice & lowers cost

• Examples abound

E-commerce space (Amazon & Alibaba)

 Indian Unicorns : Flipkart & Olacab

Mobile-based fintech platforms
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Indian Inclusion Initiatives 

• Recent big push for digital financial 

inclusion in India (PMJDY)   

Universal access to banking facility with debit 

card (RuPay) and accident insurance 

 

• JAM Trinity: Jan Dhan Yojana (financial 

inclusion programme), Adhar (biometric 

identification of residents) and Mobile 

number.  
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Success and Benefits 

• 281 million PMJDY accounts opened 

• 180 million debit cards issued 

• 98 million accounts Adhar seeded  

• Subsidy equivalent of US$ 7 billion to 300 million 

people plugging leakages 

• Overall 1.3 billion accounts for equal population 

• Mobile tele-density rose from 52 in 2010 to 81 in 

2016 

• Village banking outlets including BCs increase 

from under 68,000 in 2010 to 576,000 in 2016  

• New Initiatives 

Payment banks and small finance banks 
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Challenges 

• Make it self sustainable  

Expand G2P payments 

• Reengineer the business model  

Develop multiple partnerships 

• Trust, reliability & security of service 

• Abuse & misselling 

• Mechanism for consumer grievance redressal 

• Cyber security & regulation? 
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