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Abstract  

Technology is redefining banking globally. Being the go-to bank for millions of people in 

India, Axis bank is introducing more technology-driven solutions to partner an inspirational 

India. From providing customers new avenues for digital banking to unveiling fast and 

hassle-free solutions, technology is facilitating progressive relationships at Axis bank. Axis 

bank’s efforts to constantly innovate and invest in new technologies for the future received 

further encouragement by winning the Best Bank Award for Digital Banking, Analytics and 

Big Data among large banks awarded by the Institute for Development and Research in 

Banking Technology (established by the RBI). Digital payments are a key focus area, 

following technological advances, significant growth in digital transactions and 

government/regulatory push to migrate to a cashless economy. India’s financial sector 

landscape is evolving rapidly. Customers are increasingly weaving their digital and physical 

worlds together with transactions being conducted seamlessly using multiple channels. Axis 

Bank continues to see strong momentum towards the adoption of digital channels by it’s 

customers. The transaction volumes on bank’s award winning mobile application (Axis 

Mobile) have gone up almost four times compared to the last year, outpacing every other 

channel by a wide margin. Electronic channels now contribute 87% of all customer induced 

transactions in bank’s retail base. An attempt has been made in this paper to examine various 

innovative instruments that have been introduced by Bank in recent times.  
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Introduction 

Moving from a manual, scale-constrained environment to a global presence with 

automated systems and processes, it is difficult to envisage the adverse scenario; the sector 

was in the era before the reforms, when a simple deposit or withdrawal of cash would 

require a day. ATMs, mobile banking and online bill payments Facilities to vendors and 

utility service providers have almost obviated the need for customers to visit a branch. 

Today, most of the transactions can be done from the home and customers need not visit 

the bank branch for anything. Technology is no longer an enabler, but a business driver. The 

growth of the internet, mobiles and communication technology has added a different 

dimension to banking. 
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Role of Technology in Banking 

With the globalization trends world over it is difficult for any nation big or small, developed 

or developing, to remain isolated from what is happening around. More particularly in the 

area of Information technology, where India has definitely an edge over its competitors, 

remaining away or uniformity of the world trends is untenable. Financial sector in general 

and banking industry in particular is the largest spender and beneficiary from information 

technology. This endeavours to relate the international trends in it with the Indian banking 

industry. The last lot includes possibly all foreign banks and newly established Private 

sector banks, which have fully computerized all the operations. With these variations in the 

level of information technology in Indian banks, it is useful to take account of the trends in 

Information technology internationally as also to see the comparative position with Indian 

banks. 

Technology is bringing people closer to the Bank’s customers’ needs. The use of analytics is 

central to most of the Bank’s retail businesses. This has helped bank to build richer 

customer profiles, gauge customer needs more accurately and make targeted offerings 

through their preferred channel, whether it is Branch, ATM, Internet or Mobile Banking. In 

recent time, Indian banking industry has been consistently working towards the 

development of technological changes and its usage in the banking operations for the 

improvement of their efficiency. To get the benefits of improved technologies, Indian banks 

are constantly encouraging the investment in information technology (IT), i.e. ATMs, e-

banking or net banking, mobile and tele-banking, CRM, computerization in the banks, 

increasing use of plastic money, establishment of call centers, etc. RBI has also adopted IT 

in endorsing the payment system’s functionality and modernization on an ongoing basis by 

the development of Electronic Clearing Services (ECS), Electronic Funds Transfer (EFT), 

Indian Financial Network (INFINET), a Real-Time Gross Settlement (RTGS) System, 

Centralized Funds Management System (CFMS), Negotiated Dealing System (NDS), 

Electronic Payment Systems with the ‘Vision Document’ etc. 

AXIS Bank Profile 

Axis Bank is the third largest private sector bank in India offering a comprehensive suite of 

financial products. Headquartered in Mumbai, the Bank has 2,904 branches, 12,743 ATMs 

and nine international offices. The Bank employs over 50,000 people and had a market 

capitalisation of `105,833 crores (as on 31 March, 2016). Operating in India’s dynamic 

banking sector, as one of the country’s first new generation private sector banks, AXIS Bank 

has come a long way ever since its inception in 1994. Today, Axis Bank is India’s third 

largest private sector bank. It offers the entire spectrum of financial services to customer 

segments, spanning large and mid-corporate, SME, and retail businesses. The Bank’s 

overseas operations are spread over nine international offices with branches in Singapore, 

Hong Kong, Dubai, Colombo and Shanghai; representative offices located in Dhaka, Dubai, 

Abu Dhabi, along with an overseas subsidiary in London, UK. The international offices 

focus on corporate lending, trade finance, syndication and liability businesses. 
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Business Segments 

Axis Bank has a diversified business mix divided into two broad segments – Corporate 

Banking and Retail Banking. 

Corporate Banking 

Axis Bank provides comprehensive Corporate Banking solutions with presence across the 

value chain. It includes Credit, Transaction Banking, Treasury, Syndication, Investment 

Banking and Trustee Services. 

Credit 

Bank offers various loan and fee-based products and services to Large and Mid-corporate 

customers and Small and Medium Enterprise (SME) businesses. These products and 

services include cash credit facilities, demand and short-term loans, project finance, export 

credit, factoring, channel financing, structured products, discounting of bills, documentary 

credits, guarantees, foreign exchange and derivative products. Liability products including 

current accounts, certificates of deposits and time deposits are also offered to large and 

mid-corporate segments. 

Transaction Banking 

Transaction Banking group (TxB) provide effective service to customers, efficient customer 

management and multiple products within the Corporate Banking Group. TxB provides 

integrated products and services to customers in areas of current accounts, cash 

management services, capital market services, trade, foreign exchange and derivatives, 

cross-border trade and correspondent banking services and tax collections on behalf of the 

Government and various State Governments in India. 

Treasury 

The Treasury manages the funding position of the Bank and also manages and maintains 

its regulatory reserve requirements. It invests in sovereign and corporate debt instruments 

and engages in proprietary trading in equity and fixed income securities, foreign exchange, 

currency futures and options. It also invests in commercial paper, mutual funds and 

floating rate instruments as part of the management of short- term surplus liquidity. In 

addition, it also offers a wide range of treasury products and services to corporate 

customers. 

Syndication 

The Bank also provides services of placement and syndication in the form of local currency 

bonds, rupee and foreign term loans and external commercial borrowings. 

Investment Banking and Trustee Services 

The Bank provides investment banking and trusteeship services through its wholly-owned 

subsidiaries. Axis Capital Limited provides investment banking services relating to equity 
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capital markets, institutional stock broking besides M&A advisory. Axis Trustee Services 

Limited is engaged in trusteeship activities, acting as debenture trustee and as trustee to 

various securitisation trusts. 

Retail Banking  

Axis Bank offers products and services in the retail segment capturing end-to-end 

customer requirement. 

The Retail Banking segment encompasses a wide array of products and services across 

deposits, loans, investments and payment solutions, which are delivered through multiple 

channels to the Bank’s customers. We cater to the end-to-end retail customer requirements 

through retail liabilities, retail lending and investment products. 

Retail Liabilities 

Retail liability products include savings accounts, time deposits and customised products 

for certain target groups, such as high net worth individuals, senior citizens, working 

mothers, armed forces personnel, students and salaried employees. 

Retail Lending 

Retail asset products include home loans, personal loans, auto loans, consumer loans, loans 

against gold and education loans as well as secured loans of various types. The Bank also 

offers payment products and services such as debit cards, credit cards, travel currency 

cards and point-of-sale terminals. 

Investment Products 

The Bank distributes investment products such as mutual funds and bancassurance 

products (Life and General Insurance) through its branches. The Bank offers online trading 

services to its customers in collaboration with Axis Securities Limited (a 100% subsidiary 

of the Bank) under the name Axis Direct - an enhanced and simplified online trading 

platform. 

Objectives of the Study  

The objectives of the study are to highlight the various services provided by Banking 

Industry and their impact on customer’s day to day life. The specific objectives are: 

 To provide information about various IT related services provided by selected bank. 

 To assess the benefit of IT services to the customers. 

 To give suggestive measures for IT challenges faced by the banking industry.  

This is a conceptual study which is based on secondary data and secondary sources of data 

from various websites, published annual reports of AXIS Bank and literatures of the 

banking institutions as also academic journals and books etc. 
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Review of Literature 

Agboola (2001) reveals that technology has been discovered to be the main driving force of 

competition in the banking industry during the period of study. Thomas et.al (2002) 

analyzed that although technology opens up new dimensions of scope and timing but it 

creates the possibility for crimes to be committed very quickly. Technology provides 

benefits for banks but it worsens traditional banking risks. As the amount of products and 

services offered by technology grows rapidly, consumers are more and more concerned 

about security and privacy issues. 

Heikkiet (2002) noticed that the importance of technology to bankers and customers are 

enormous looking at current technological age as asserted by technology provides many 

benefits to banks and customers in banking services. 

Flavianet al., (2004) revealed that, Technology on bank services has a big influence on the 

image and reputation of the bank, as to the loyalty and satisfaction of the customer. It is 

obvious that bank managers are interested in what can be done to increase the usage of 

technology on banking services.  

Poon (2008) indicates that privacy and security are the major sources of dissatisfaction, 

which have momentously influenced users’ satisfaction. Meanwhile, accessibility, 

convenience, design and content are sources of satisfaction. Besides, the speed, product 

features availability, and reasonable service fees and charges, as well as the bank’s 

operations management factor are critical to the success of the e-banks. 

Harvey (2010) noticed that banks which maintain high levels of investments in IT 

increased return on assets (ROA) and return on equity (ROE). 

Prabhakar Rao Ch. (Jan, 2004) discussed about the revolutionary changes that witnessed in 

the financial sector around the world. He stated that net worked branches. ATMs, 

technology based payment and settlement system, technology vision of RBI, floating rate of 

interest have changed the Indian banking sector. He concluded that brick and mortar bank 

branches will disappear and customers will be able to operation their accounts through 

electronic devices. 

Shastri R.V, (March, 2003) stated that liberalization policy and intense competition keeps 

every banker on his toes. Implementation of Information Technology (IT) helps for 

maintaining proper accounts especially in decision making process. He also stated that 

facilities like ATM, anywhere banking, Internet and mobile banking have imported 

customer service which in turn helps for better customer relations management. He also 

explained the challenges faced by banks because of IT implementation like employment 

problem and security concerns. He suggested that the customer delight is the primary goal 

of all future IT initiatives. 
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One Click Experiences with Axis Bank in 2015-16 

Insta Personal Loan  

Axis Bank is the first bank in the country to provide a ‘24X7 Instant Personal Loan’ on 

smart phones and ATM kiosks. Customers not only get instant loan approval, but also the 

disbursement, which gets credited directly into their account.  

Locker Booking 

The Bank has launched an online locker booking facility through the Mobile App; the first 

in the industry to offer such a facility, empowering customers to check availability from 

their homes and book instantly. 

FD & RD Booking 

Customers can now open and close term deposits using the Axis Mobile app and can also 

view a summary of all deposits linked to their customer ID. 

One-Touch Authentication 

The Bank launched the ‘Touch ID’ - a one touch authentication for transactions through its 

mobile app. Bank customers using Apple iPhone 5s and above can complete their financial 

transactions such as bill payments, mobile recharge and funds transfer using this feature. 

The Bank also launched the banking application for Apple watch. 

One Page Internet Banking 

The Bank launched one-page banking in 2015-16, enabling customers to do most of their 

banking initiatives from the dashboard itself, without having to navigate to other pages. 

Ping  Pay 

Ping Pay, India’s first multi-social application launched to enable peer-to-peer transfer of 

money/recharges through social media platforms like Whatsapp, Facebook and Twitter. 

Launched LIME - India’s first mobile app integrating wallet, shopping, payments and 

banking. 

Capital with Convenience 

Microfinance Institutions (MFI) Lending 

A new tablet based Loan Origination System developed to digitize the entire lending 

process of MFI business. This will replace the existing paper based loan sanctioning 

process. 

Rural Lending 

TATPAR (one of bank’s products from a suite of automations offered to Rural Lending 

team) was launched in 2015-16. A tablet and desktop based new workflow has been 

designed as a part of mobility initiative for the team. 
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Next Gen Payments 

Axis Bank is the first bank in India to offer contactless Multicurrency Forex Cards to Indian 

travellers enabling faster and more convenient transactions while abroad. The same 

technology has also been extended to the Bank’s Debit and Credit card platforms. The Bank 

has setup an in-house Payment Gateway that allows for secure ecommerce transaction 

processing capability and reduces the cost incurred on using external gateways. 

Corporate Banking Redefined with Technology 

AXIS Bank’s corporate client relationship model introduced in earlier years has been 

further entrenched. Bank has further strengthened their processes and controls apart from 

investing in technology platforms. Bank offers a comprehensive suite of mobile and tablet 

based solutions for payments, trade and forex transactions for corporates. These unique 

features bring speed, simplicity and convenience to their customers, as they grapple with a 

dynamic business environment. Bank’s sensitivity drives better business outcomes for 

customers; and the result is an enduring, progressive relationship. 

Key Solutions Comprise 

Tab-Based Internet Banking Solution 

This provides an alternative to the existing desktop-based application that allows users to 

view, initiate and approve transactions while on the move. 

Pay Connect 

This enables electronic payments, within-Bank fund transfers and cheque/DD payments on 

the mobile device. The application also has analytical capabilities to enable monitoring of 

fund position and liquidity. Customers can view account summary, download statement of 

accounts, link group accounts, check balances in real time, download, and e-mail 

transaction reports. 

TFConnect 

TFConnect (online Trade Portal) is a web based interface for executing trade and related 

transactions. It allows customers to define templates, add beneficiary details and clauses. 

Customers who have registered for TFConnect are able to initiate and approve their 

request for Trade Products like LCs, BGs, Bills and so on through online channels from the 

comfort of their office. It has enabled migration of trade transactions from the traditional 

‘Branch led model’ to online ‘Self Service model’. Approving authorities within corporates 

are able to view details, status and approve transactions, while on the go, by using the 

‘TFConnect on Mobile App’. 

Fxconnect Mobile 

This mobile apps offers continuous connectivity with Forex markets to our corporate 

customers; thus enabling them to track the market and undertake transactions on the go. 

The app provides seamless experience with live streaming rates and instant deal booking. 
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Beyond Banking 

Apart from meeting banking requirements, bank also offer a range of business tools that 

help customers operate their businesses with ease. Bank has hand-picked third party 

services and have negotiated best deals for their Current Account customers with them. 

Bank offers BizSupport services to help customers start a new business and further add 

business value with services related to online presence, exports, accountancy, regulatory 

compliance and corporate training. 

Tailor made Current Account 

Axis Bank Tailor made Current Account is a customisable account for business customers 

based on their business requirements and style. It gives freedom to customise the current 

account relevant to specific business needs. The customisable features include average 

balance to be maintained, number of free transactions per month, free monthly cash 

deposits and withdrawal limits design Cash Management Services, choice on the number of 

free cheque leaves. 

Benefits of IT Services to customers 

The following benefits are given to customers through the banks’ IT adoption:- 

 Accessibility of one’s account has become very easy. 

 Customers are able to actively participate in the management of their funds thereby 

ensuring that their money is properly managed in their best interest.  

 Cost of doing business with and through the banks is reduced. 

 Customers can do business with the banks from the comfort and convenience of 

wherever they may be at the time. 

 Access to general information about products and/or services provided by banks 

has become very simple as well as less costly.  

 The use of IT based products have greatly reduced times one had to visit the bank in 

a month as well as the time one would have to spend in the banking hall on each 

visit.  

 It also greatly increased the speed with which requests, orders, etc are processed. 

Customers get   responses and updates on time helping them take quick and prompt 

decisions with speed and accuracy. 

Challenges 

Working with information technology is not an easy task for bank employees. Employees 

are also not receptive towards the adoption of information technology and they are 

thinking that IT could be one reason to be a threat to their secure employment in future. 

Expansion in rural area is also a challenging task due to lack of infrastructural facilities. 

Retention of trained and talented employees is another issue for the banking organization. 

Although passing of IT Act supports various IT operations, and now there are new security 

concerns. 
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Continuous change in consumer behaviour as well as emerging technologies is a great 

challenge. Due to this bank need to give more emphasis on reducing services quality gap. 

Wide disparities exist between many banks as far as technology capabilities are concerned. 

The sector as a whole needs to make major progress on this front. 

Suggestions 

Indian banking infrastructure is not upto international standards. Adequate infrastructure 

and availability of efficient and knowledgeable employees is one of the big issues which 

should be tackled. Consumer perception should be changed towards various banking 

products and services. For this consumer awareness should be increased that  IT is there to 

facilitate and save time. The surplus manpower in this sector can be used in marketing of 

various services and spreading awareness of various aspects of technological banking etc. 

There is a need for tremendous changes for the survival of the banking industry in the long 

run.  

Conclusion  

This study aims at discussing the need for the adoption of technology into banking services 

delivery. It can be concluded that, for banks to remain competitive to deliver quality 

services to customers, there is considerable need for transformation by adopting and 

promoting various IT innovations. Given the increasing competition in the retail banking 

industry and rapid technological evolution, banks should be tech-savvy in services delivery. 

This study has demonstrated that technology has played an important role in banking 

service delivery. The primary intention of integrating technology with service delivery is to 

effectively and efficiently serve their customers better. It is also clear that the desire to 

introduce IT services into banking activities is basically to be able to fare aggressively in 

today’s competitive business environment. Banks as business entities need to follow the 

trend, by adopting technology in their services. Use of IT is better than manual system of 

banking. It will increase the goodwill of the banking industry and create an impactful 

image among their customers. 
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