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Certain statements in this release relating to a future period of time (including inter alia concerning our future
business plans or growth prospects) are forward-looking statements intended to qualify for the ‘safe harbor’
under applicable securities laws including the US Private Securities Litigation Reform Act of 1995. Such
forward-looking statements involve a number of risks and uncertainties that could cause actual results to
differ materially from those in such forward-looking statements. These risks and uncertainties include, but are
not limited to statutory and regulatory changes, international economic and business conditions, political or
economic instability in the jurisdictions where we have operations, increase in non-performing loans,
unanticipated changes in interest rates, foreign exchange rates, equity prices or other rates or prices, our
growth and expansion in business, the adequacy of our allowance for credit losses, the actual growth in
demand for banking products and services, investment income, cash flow projections, our exposure to
market risks, changes in India’s sovereign rating, as well as other risks detailed in the reports filed by us with
the United States Securities and Exchange Commission. Any forward-looking statements contained herein
are based on assumptions that we believe to be reasonable as of the date of this release. ICICI Bank
undertakes no obligation to update forward-looking statements to reflect events or circumstances after the
date thereof. Additional risks that could affect our future operating results are more fully described in our
filings with the United States Securities and Exchange Commission. These filings are available at
WWW.Sec.gov.
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Macro economic trends

] fa

Widespread Financialisation Increase in Debt driven Indians making
affluence of savings digital consumption global imprints
growth
Share of affluent Growing ecosystems Internet users in India | | Fueled by urban elite Growing global
rising - SIP monthly collection || in 2018 - Consumer spending | remittances
* 16% in 2025 (8% in *X¥ 82.46 bn (Oct-19) || - 566.0 mn users to quadruple (3.6x— | * Inward- USD 78.80
2301186) 20% ||’ NPS AUM (Oct-19) - 38% penetration 2010 to 2020) g" t(v?/YZ:ﬁ)SD
. centers — >20% . . ) *  Outward-
share by 2025 ¥3,740.96 bn Digital India ~ 13.78 bn (FY2019)

o

/ k / %adhaar" initiativey
Sources:

-Affluence Data: BCG CCI Proprietary Income & BCG Analysis

-Consumption Trends - Euromonitor, National Sample Survey Office; BCG Proprietary Research with 6,300 Consumers, BCG Analysis
-Digital Trend : Kantar IMRB ICUBE Report 2018

-NPS Trust Official Site - http://www.npstrust.org.in/assets-under-management-and-subsribers

-Inward remittance — World Bank report on Personal Remittances - https://data.worldbank.org/indicator/BX.TREPWKR.CD.DT?locations=IN
-LRS- RBI report on Outward remittance under LRS for resident Individuals- https://www.rbi.org.in/Scripts/BS_ViewBulletin.aspx
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http://www.npstrust.org.in/assets-under-management-and-subsribers
https://data.worldbank.org/indicator/BX.TRF.PWKR.CD.DT?locations=IN
https://www.rbi.org.in/Scripts/BS_ViewBulletin.aspx

Customer traits

Three types of digital behaviour

"’ Delegator

Do-it-
Ca
‘ \:%T\r(::)lf Validator

- Digitally savvy- * Prefers assisted digital * Prefers physical
engages on digital « Seeks second opinion channels
platforms « Skeptical- needs » Lets expert take care of
« Remains up-to-date assistance needs _
. « Seeks better value  Also presentin rural
 Confident- learns from and semi-urban market

experience

' High Touch J

High Tech

¢



Micro-market based strategy
Market share analysis

Data points

Credit bureau Volume 5
RBI Locations 0]
Extorna
| Extornal IS S 50%
D

° 2%
) Web elinquency. | ﬂ: ° o o oq [~ ° m
L T 0 30% o D 00 s
Market Sizing N Affluence 4 O o ‘
b e = oy O D

Pubicusehold f . prosperity. ]
Recommendation 2% 7% 12%

of high potential
= locations
’ i Anawvare ] > G Market Share

and cities)

Customer segment mapping

Customer City Catchments
Segments

SEZs - Salary
NRI

I
Financialdistricts | | | | |
]

City level scoping - Atol —
5 6

stitutions
Households Competition

o oo

Education institutes
Mandi area

Residential area

SEZ: Special Economic Zone
All images are illustrative




Bringing the power of digital and technology to our customers




Building a digital bank: Save and Invest

Create offerings based on
ecosystems

Capture trends, traits & micro-markets

Digital on-boarding and
engagement

Borrow

Expand distribution as per
potential




1 EY Create offerings based on ecosystems

* |nvestment and Tax
Saving A/c (ITSA)
* |nsta SIP and FD Invest

turj,
(;ap /79

/

Protection needs

Equity trading

Life and health
 FD Life & FD Health
* Insta protection

. Business to

 Wholesale Banking Group
(WBG) led salary sourcing
« PODS: Small business

« 3-in-1 broking account
ICICldirect Prime

I Retirement

NPS+Saving a/c
PPF+Saving a/c
* FD Income

Partners, Owners, Directors & Signatories 8



1l.] Create offerings based on ecosystems- International

SN  NRE /NRO

loans,

variants :
~credit cards

M2l.com
inward
_remittance

Digital a/c in outward

UK & Canada Q remittance
- Unifee -
iISmart

_ fee
education payments
loans

Overseas

¢

Leveraging presence in 14 overseas locations to drive synergies and scale 9



XY Creating fully digital customer journeys

250+ DIY Foreign exchange

Travel card issuance

services _
and real time reload

26% protection (term available
life) policies sold
online in H1-2020

56% fixed deposits
sourced via digital
Discover Products channels in H1-2020
section Insta SIP, NPS,

Spends one-view, oo et MRS e FD onI||_1e, Insta
R protection

Recommendations -
@z 48,176.39 ¢

16% SIP initiated T

via digital
medium in H1- Robo-
2020 advisory

Moneycoach
platform

Health/Auto/

nnnnnnnnnn

(4

Dealing with

DiYers High Tech

10




300+ services available

Paperless insta FD

Personalised dashboard

Pre-approved loan offers J/

%,
%,

Easy Login — OTP login /

DASHBOARD v

pls] Retail Internet Banking platform: n=1

$)ICICI Bai
L_J.--".,dL CIBank

'ealth Management

Services View all

Access your accounts o
at one go. Link now

Change your address
Block ATM/Debit card

Increase/ Decrease Debit
Card Limit

ff What's New
Quick Pay

Now make instant bill
payments online
without registering
billers...

FASTAG

Now apply enline and o
pay toll digitally

Relationship Manager

é MY ACCOUNTS v

Demo
Banking Shopping -

,@ PAYMENTS & TRANSFER v ﬁ INVESTMENTS & INSURANCE v

My Savings Portfolio Total Balance (Savings + Deposits)

3 99,999.00

ol _

Savings(5) > Deposits(1) >
3 9,999.00 3 90,000.00
Spends | Manage Limits Open Depasit

= View Recharge & Transfer
Statements = Now Funds

Recent Transaction  X0CO0COOCCOXK Frequent Internet Transactions

26 Nov 19 26 Nov 19 26 Nov 19 25 Nov 19 25 Nov 19 25 Nov 19
145353.00 245,000.00 7383.00 ¥4306.50 12050 74 367.00

My Credit Cards Summary

- XOXOXXXXXXXXXX0000 -

Click on Apply Now to
get an instant approval

on Credit Card Loan
HRERHHEE HERFRER FERREEE application

(Stn‘lernent) ( Manage ) Pay Bill

Available credit limit | Current outstanding | Prev. balance )

O 0 i

£ EXCLUSIVE OFFERINGS v

Show Balance m

\Z/
La=t logged in - 3101/2019 23:00:44 IST

Check your CIBIL

score Get Free Report

My Investments

Public Provident Fund

E@ Open Instant and paperless o
account
Mutual Funds

g Simple and hassle free o
Investment

Consolidated Investment Summary

My Insurance summary @D

% Life Insurance
Sum sssured: 3 2500000000 ©

Travel Insurance o
Safe travels starting st Rs 60/dsy

My Loans summary @D

Home Loan
@ Oustending: 77,15,19200 ©
Next EMI:% 7,588.00 | 28-11

‘ Personal Loan o
Starting @11.25% p.a

= -Log Out
(2)

% CUSTOMER SERVICE v

11



Virtual engagement

eRM channel

fe)rv

* Virtual RM managing
customers remotely

* Digitally active
customers

pAdl Digital on-boarding and engagement

Assisted services

TABs based a/c
opening

@

*98% accounts
opened via TABs

*NPS+SA on Tab
*3-in-1 account

Digi branch
(Tablet kiosks)

{1 ]

c >
E_ A

Direct-to-customer
approach

Digital engagement -
customer persona,
lifestage & life
events

*iMobile interface on
tablet in branch
lobby

*200 services

e

* Part-of-life strategy

*Hyper-
personalisation

12



 New branches setup in
potential catchments-
400 branches opened this
year

« Digital branch formats

Strengthen relationship
model

* Increase reach to affluent
customers

* Increase in RMs- digitally
active (TABs)

¢

o Aol el 3

Increasing branch footprint

Deposlt
gmwth

/ICICI Banlk

Hel Promoter
Scora growth

c¥ Expanding distribution — potential based

Specialised branches

Multi-specialty branches-
138 branches

Affinity based branches

Focus in rural micro-
markets

ATM as a branch

Card-less withdrawals
Cross-sell through ATMs

H1-  H1-
2019 2020
. |




Building a digital bank: Secured loans

Save &
Invest

Simplifying customer
buying process

Using power of digital to
decongest loan process

Rule based underwriting

14



Secured loans sourcing: The digital journey

Analytics based Customer Request Input data .
prospecting for a retail loan validation Instant Sanction

Sy N [

Smart e-form

trac Aloan ————G——- %L--G--|©L--------

Know every stage Automated rule based Image-based
underwriting processing

0|

Developer
ecosystem

e-stamping Digital Disbursement

') s



Secured loans sourcing: The digital journey

Analytics based Input data <>'f k;\“ 3
prospecting validation e s (YT

" Digital marketing

Alliances for buying

Real time validation

home & car

=]

* Scorecard based profiling

* Rule engine to optimise Automated rule based
process steps underwriting
* Online platform for Advance Jd
Processing Facility (APF)
+ Customer demand for Developer .
e-stamping

subsequent disbursement
ecosystem

Oty

--e--|“°

=

iOpine

Perfios | {

o i T

Q)
= A my
iValuation

End-to-end processing with
image-based workflow

Image-based
processing

* 10 states live

* Web-based utility for e-
stamping linked to loan
agreement

16



Building a digital bank: Unsecured business

Save &
Invest

Digitising personal loans
platform

Using payments technology
to build partnerships

Using digital to provide
convenience and
empowerment

17



{l Sustained growth in unsecured business

Unsecured assets book

movement |
YoY growth 47%
524.52
Valuesin¥Bn 7 i 33.19 . 1
cacR Y — (CAGR\"""
\ 4% 302.45 3.33 U e '
"""""""""""""""" 1,067.32
,,,,,, 215.14
o 154.48 -
110.84 l 430,55 izs
FY2015  FY2016  FY2017  FY2018 FY2019 H1-2020 Fv2015 Fy2016 Fy2017 Fy2018 Fy2019 H1-2020
I Credit & Debit cards Spends in T Bn Il Credit Cards in Force in Mn
™ Personal Loans ™ Credit Cards |"t"°d‘-'°t'°" of
Insta Loans & Cards
Unsecured book growth at 41% CAGR Robust increase in spends & cards-in-force

Growth in personal loans and credit cards driven by cross-sell to existing

liability customers 18




yB Share of digital sourcing: personal loans & cards

42%

32% 31%

5%

FY2018 FY2019 H1-2020 FY2018 FY2019 H1-2020

m Digital ® Non-Digital m Digital m Non-Digital

Cost of acquisition and delinquencies (90+) substantially lower

‘ : Percentage share based on count of customers. Digital includes insta and digitally sourced customers with physical KYC 19



. cJ Digitising personal loans platform for scale and speed

Instant personal loan
disbursement in 3 sec for
Pre-approved customers —
Omni channel presence
(Internet banking, iMobile,
Branches)

Digital sourcing mobile
application- Android based
mobility solution MCAS for
digital submission of KYC &
Application form

Plug and play unsecured
lending API bundle for
integration with partners and
fintechs — Google Pay, Bank
Bazaar, ICICI Direct with more
partners in pipeline

Digital credit processing
platform- web-based digital
underwriting platform (RCAS)
for processing of personal
loan applications

¢

RCAS: Retail Customer Acquisition System, MCAS: Mobile Customer Acquisition System 20



"M Using payments technology to build partnerships

amazon @ U;’ICICI Bank 1 IcICI Bank make trip ]' ICICI Bank

=
= i )
UNiTED

E 2l
Eﬂ = r IR, |
e e
43?5 5112 345k 7899 )
1234 5678 9012 3456 ) 4375 5183 1234 5L78 )) )
DB /L& U&/EE

2 10/18 2 10/22
]ﬂ ”, 10/3
ROHIT KHANNA VISA ROHIT KHANNA V!lgﬁ ROHIT KHANNA V!.g.saﬁ

° Providing frictionless on-boarding experience with instant credit card generation
* Leveraging artificial intelligence & machine learning with partners to enhance customer

experience
Market leadership in co-brand partnerships with best in class product propositions

21




-3 Using digital to provide convenience and empowerment

Complete control over card features using
iMobile and internet banking

Lo R A'd = 647

i 46, (D

vore i 4 A4'd = 642

Credit Cards

R = Convert your transaction into ®

Manage Limit EMI

Cards, Loans & Forex (@

Congratulations

Credit Card Number

—— 1 v

Credit Card Number
and tenure flexibility. rcict 8a we QP trip

#LiveYourDreams

4 rcici Bank

Please enter the OTP that has been sent to

v Pre-approved
Existing Limit

Transaction MAKEMYTRIP INDIA PVT

orsi " v Instant disbursal XXXXXX2660
e %130,000.00 Details L, NEW DELH], IN
4375 5455 14371 LOObL = casiion
Amount €5,975.00

Maximum Available Credit Limit

Resend OTP 55 = )
" OTP Verified TempBlock  Generate PIN Pay Bill ¥160,000.00 more details (+)
B3 Credit Cards . \
c""ﬂ vatulations cw D Desired Credit Limit
Your Credit Card number is: : % 160000

Pre-approved credit card with
limit of ¥ 41,000 b00b

CVV, expiry and issue date will be visible
from logged in section of your Internet

Latest Bill ‘ Statements

OR)

/| |agree to all the Declarations and Terms and
Transaction Settings

You do not have any Credit Card Conditions Banking and iMobile App )
Start transacting and avail your ﬁ ATM Withdrawal
I auth cashback offer ®
sm: Generate Card =1 online 160000
Do not share your Credit Card details, CVV, PIN with e

anyone
@ International

Apphg Now \ Link Credit Card

| Please save your Application

on online
sebiado b Number( for future reference

sing your More Options
Your physical credit card will be delivered to you
‘within 7 working days.

1 within 7 days from now

(X, Manage Credit Limit | have read Terms and Conditions and | accept the
facllity available at the descretion of ICICI Bank.|

agree to abide by the same.

Convert To EMI

Loan"™=Count

Download Application Form

&= Get Expressions Card

(=) Credit Card Upgrade

Please click here to apply for other products.

Credit cards issued are paperless, instant and Real time in-app security and control features
ready to use cards along with cross-sell & upsell opportunities

22




. ¥ Electronic toll collection

ICICI Bank conceptualised & operationalised FASTag, adopted by NPCI / Industry in 2016
Spends (% bn)

38%

Digital channels
Launch of issuance through
iMobile, website & launch of
eToll android app

State highway projects
Pioneer in FASTag program by

' 4
on-boarding state highway
projects to expand the FASTag M

FY2018  FY2019

Additional use cases Tag Issuance (‘000)

footprint

=y
LoD
Partner network

80,000+ fleet operators signed
up. Over 1,600 auto dealers on-
boarded

¢

Use cases like fuel, parking &
port entry charges to increase

' 4
relevance & engagement
s

839

_ FY2018 FY2019
Market leader with 50% + market share

Mandatory FASTag from Dec 15, 2019 to increase throughput significantly 23




Building a digital bank: Risk management

Save &
Invest

Borrow

Strong risk and collections
management

Robust and agile risk
management- reducing
exposure at default

Predictive analytics for
managing collections

Innovative digital tools for

customer connect -
reducing LGD

24



sl Robust and agile risk management

| Identifying target | | )\ Designing therisk ' | = Continuous :
| segments N acceptance criteria 1 EQ monitoring and
e | e N -1 refinement }
- - Use of proprietary scorecards/ Continuous analysis of
Multiple segmentation risk models sourcing to identify early

based on asset & liability warning signals

relationships Multi-dimensional credit _
: filters using internal and Triggers at sub-segment
Customer centric focus external data and portfolio level

with sharper offers
Test and learn in a risk
Profile based calibrated manner

segmentation overlay

Hindsighting, process
reviews & walkthroughs

Experienced risk & credit

teams Peer benchmarking
Maximising the opportunity Optimised use of data driven Near real time tracking with
using all available information models and expert judgement timely intervention at sub-
from the ecosystem in underwriting segment level

14

25




vy Predictive analytics for proactive approach: future ready

————————————————————————————————l ‘__________________

'j o Pre-d_e_linc!uency ma_na_gement: : | —3; Building satellite database
| nremaronat awaros |d€Ntification & restriction of | OS . Farv ) framework for rural portfolio = :
Lo _probable bounce customers _ _ 1 e i
Onboarding emographic iability sset ¥ -
. . . . nlill <O W
e 100+ variables across segments I—» Harvest output & —1ISK P ——
. . Yield segmentation —

e Risk categorisation in the form of e High Risk
high/medium/low risk with differential e Enabler for the team to reach the customer at
treatment plan the right time with right plan

e ML based identification of high risk portfolio e Information flow through mobile application

for better execution & monitoring

~75% portfolio coverage with 15% resolution

80% bounce prediction ‘ _ ’
improvement in last kharif crop cycle

14
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Uberisation of pick-up with real

COMMAND i i
CENTER time allocation

Dlsplay of all Display of accounts Mobile
agents /agents within a defined interface for
radius best route

e Building geo tagging history

e Using agent proximity to route pickups to the
closest agent & improve turnaround time

e Assisting agencies in optimising collection efforts

~5,000 users | Daily 1,00,000 kms of effort tracking

14

| uigitaﬂ Go cashless & contactless

@O !

t¥ Bringing innovative digital tools for customer connect

Paperiess Payments |

e Differential treatment
for delegator,
validator and DlIYer

e 3-click payment
LIPP .5 o P
= \_)P'g'ta' BHIMP solutions
Pay@) e Real time settlement
M NEFT cloiijony
Contactless
Bouquet of solutions collection through

non-intrusive
channels

76% digital payments | UPI # 100,000+
100% paperless receipt

27



Building a digital bank: Data science and analytics

Building in-house advanced
analytics capabillities

Invest
Maximising the value of

internal and external data
for the Bank

Borrow Building customer level
models for optimised
decision-making

28



Skilled workforce working on developing
and deploying use cases

e Internal team working on data science and
analytics problems across business and
functional areas

e Strong hiring program from IITs, ISls, DSE,
IGIDR etc.

e Building models across structured and
unstructured data in the Bank

e Significant adoption of open source tools and
algorithms for model building

Agile team working across products to develop

¢

internal IP based on data

@ Building in-house advanced analytics capabilities

|
End-to-end stack for developing data use :
cases across products and functions |

Data Science @ python (R
Open source platforms T ke
Data Engineering FICO® Blaze
Rule engines and Advisor
deployment platforms mongo
Data Analytics VERTICA

Data warehousing and
analytics

Gsas i) Power B

Constantly updated stack of platforms to build a
strong pipeline of innovations

29



Building models to enable cross sell and
manage collections actions

Credit risk

* Logistic regression, machine
models

learning, deep learning

models for risk management
Income

assessment
models

* Powering the Insta-
propositions through both
risk and marketing models

Portfolio

management
models

* Predicting cheque bounces,
models on collections trails

Multiple risk models in place across the customer

lifecycle to predict and manage risk

¢

pB Maximising the value of internal and external data

RIB: Retail Internet Banking, CIB: Corporate Internet Banking, GIB: Government Internet Banking

|
Using payments data to build use cases !
across risk management and marketing |

RIB, CIB, GIB NEFT

eCollection RTGS
Eazypay, Bank RBI/NPCI IMPS
iSurePay Product.s‘f“_l UPI

Bank
systems

Finacle, IPS, Profunds, iCollect

Use cases for capturing new lead generation and
for credit risk models

30



|
Using logs to increase cross sell and :
improve user experience |

Google BigQuery

61'

Google Analytics 360

Real time
marketing

Data for profile
enrichment

Near real-time campaigns and on-going profiling

¢

based on user log data

¢l Maximising the value of internal and external data

|
Micro market, geospatial analytics for :
potential assessment |

Data pomts

Volume
Locations
Trends
ehnquen

' arketSmndl . Affluence

dit bur
RBI

e
Census

Web

Internal

Household
!vmg Standa‘ . ficsrerty ‘

Recommendation
of high potential

locations
(pincodes, blocks
and cities)

= o] =

Geospatial analytics used for new branch set-up,
people allocation decisions

31



‘8 Building customer level models and frameworks

-
Q
=)
n
Q
o
=
o
=)
3,
n
x
ge)
q
o
=h
)

Customer
applies for queue across
aloan credit multiple
engine products

Feedback based
model refinement

ML based risk model <

Automated cheque clearing

Single application form for Single view of the customer and risk monitoring process
customer to provide offers used across branch and digital through algorithms and risk
across products channels profiles of customers

¢

32



Building a digital bank: Digital platforms and solutions

Borrow

Invest

Run

 Reliable, modern & secure
platforms

« Seamless service- Improve
process efficiency

Evolve

* Frictionless insta products
« Lifestyle banking

* Personalisation at scale
 Leveraging payments

Re-imagine
 API led solutions

 Payments
« Digital lending

33



65% accounts are digitally active

87% of saving account transactions are digital
Wide range of higher engagement products

70% of incremental activations are mobile first

I

250+ Banking

. ] Run: Reliable, modern and secure platforms

14

ICICI Bank

Services

65% accounts are digitally active
Robust workflow authorisations

Best in class, convenient and secure platform
Better customer engagement via cross sell

115 Banking

Services

34



18] Run: Reliable, modern and secure platforms

Challengers Contenders Strong Performers

Better
functionality
A r—
Challengers |

Asia pacific mobile apps comparison:

Amongst top 3 banks in Asia

Minsheng

Phg A
Domestic Bank _I

Domestic Banlc

Domestic
Bank ©

Ranked 15t on functionality in Asia

E Domestic Bank

@ ANZ /_\
. Domestic Bank India’S beSt

mobile banking
App for the 4th
time in a row

- Better user experience

Annual revenue

FORRESTER PO 35




. 1l Run: Seamless service and improve process efficiency

| | Travel Card Details Q)
' 250+ DIY

' services | B

i | Multicurrency

. ____ _: [ statement

é Reload
Reload travel 85 Hofirid

Ca rd @ Manage

‘\, Request a Callback

Track loan
applications

Continuous improvement in customer

ﬁ experience via service digitisation

———————————
Virtual assistance l — |
: e iPal '
| |
' The learning |
| )
Your bill payments are due this month and we have got it all I c h atb ot I
covered for you. Pay now and be at ease for the rest of the I I

iPol  month
e o oo oo o o o e e o o -

Please help me select from a service below to pay your bills

Sure, let me assist you in paying your bill. Please select it
from the following list

/ N [
HDFCCC - creditcard )  ICICICC - crodit card
L L )

Powered by Al

g N N\
(HSBCCC crecs'(card) ‘\ANITACC crecnca!d)

Voice to text
enabled

Addressing 3.4 mn queries monthly with 88%
success rate

36



-] Evolve: Friction-less insta products: 3*3 strategy

O\ What would you like to do today?

My Savings Portfolio 1 icici Bank

Sachetisation of banking: Instant cards issuance

« Small ticket insurance More activation and spends

: : First bank to sanction home
Insta fixed deposits

Insta SIP with profile based
recommendations

loan digitally

Instant approval for two

wheeler and car loans

IWish flexible RD
Save the change

Instant disbursement for
personal loans

37



. ple] Evolve: Personalisation at scale

Lifestyle Shop section for enhanced
Banking: stickiness

I |
' iMobile Personalised recommendations | !
. Discover: for all banking needs i

R . ]
. You are pre-qualified to get a Credit Card with . . a I I b u S fI I g ht fo O d
limit 4,865,000 / ’ I’ I’
Credit Card XXXX ~ Debit
Jun
5 @ Mmyowes  wwzm hotels and deals
Why exhaust your cash? Save it for a rainy Food & Dining Edlt -
later. Meanwhile, use your Paylater account for S e rv I C e S
transactions below Rs 10000.
Credit Card XXXX Debit
Use PayLater (i) swies INR 619 Off ‘t I t. t
You are eligible for an exclusive Home Loan worth codd . e | S
Rs. 1,25,00,000 -
Apply for a Home loan now Cre Debit prOI I lote neW SerVICeS
() swiea INR 272
Confused where to invest? Let Money Coach Food & Dining - - -
e 2x improvement in login
MoneyCoach Savina A/CSIE2  Debit
Jun =, BIL/ INR1
15 () ootaraziono
o TEST/N:
et N
Me Fund Transfer

BHIMUPI  ScantoPay Favourites Dffers

First of its kind spends categorisation; 0.6 mn products cross sold per month on digital

recommendations based on customer persona, channels
machine learning

38



| »Pay Later Small credit line up to

P AU
Robust growth in UPI Customer
e Significant acquirer in UPI ecosystem e Instant, digital, small credit line
e One of the first banks to go live on next gen e Seamless checkout, easy repayment
UPI 2.0 e Multiple modes of access: UPI, offline scan to
e Unique OD product linked to UPI pay, Payment gateway, merchant integration,

RIB, iMobile

Merchant
= Y

e Increased affordability

e Credit to ‘'new to bank’ customers using

partner transaction based scorecard, bureau
checks & CKYC

~ 0.6 mn user base, multiple partner integrations
underway

Acquire

14
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. @ Re-imagine: APl led solutions

Customer

|
* @ Y Re-imagining banking |
pe - through API portal '

Micro-

e DIY platform service API
e Product journeys for easy understanding |

e Reduced TAT in product design . .
& / ‘ Micro service a (%Q ki)

Partner use cases: f[m% L—*\ . AP Gateway

\ Micro-
e Instant digital credit line for new to Bank FinteChg*\ e
~10,000 loans approved .El
e Dynamic VPA solutions T
e Composite APl for payments New acquisitions
and lending

14

400+ APIs and 15 product journeys listed on portal

B2B
integrations

Payment
networks

40



Re-imagine: Digital banking

e )
« Al & ML, _ « Friction-less
conversational journeys
banking Cutting * |Insta products
_* APl led solutions edge Customer Y
technology experience
- — Data Digital to _ N
 Personalisation driven the core * Strengthen life-cycle of
at scale acquire — activate —
« Sachetisation of upsell digitally
_ banking k * One click solutions )

Ready for You, Ready for Tomorrow
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Risk calibrated operating profit coupled with a digital edge

Intensified micro market based approach.....for increasing the profit pool by

optimising provisioning and acquisition cost

1

* Eco-systems led product 1.8x oA * |nsta products

propositions for affluent balance * Direct business and
* Frictionless insta

: maintenance* cross-sell through digital
investments, loans and Q I . Markets with low

payments delinquencies trade-off

with higher pay-outs to

increase profit pool
 Decongestion of

Operating
Profit

N

P Lower cost for

digitally active * Pre-approved loans with

processes custormers calculated risks
» Digitally delivered « Efficient innovative
services collections
* per digital active saving account customer over non-digital
42

saving account retail customer



Building a retail bank with a digital edge

gticiency with Sca/p

-uoy W

9
0.00; Wwig)
Sassagoad anbV

Strong risk
and collections
management

*ocus on sust'ﬁ"‘“e'6

Profitaple gro
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Globally recognised leadership in Technology, Digital and Data*

e Sy e Sy
& Ry & Ry
& BestRetail & Best Mobile
5‘5’ Bank-India \\2 5‘5’ Banking \\2
\s App \s
alE arls
> ol <&
Asian Banker Forrester
‘}i!"““ *’-\.\_“‘%‘l’ ‘}i!"““ . *’-‘.\_“‘%‘l’
& % & Innovation =
\\';’ T Ees;c V \\';’ in Data v
\V ecBgzkogy &5 Y%  Analytics &5
arlE amils
> ol <&
The Asset Asian
IBA Awards

ﬁ * Awards in 2019, partial list.

i Dy

¢ 3

& -‘.\‘h
"0.

&
s Website of ,
the year '

4
}l’ \Y
4
4
0, N )
A,
Asian Banking &
Finance Awards

« Best Digital ~
v -
L\ Architecture

" ICMG Architecture
Awards

‘éé ’bééééé

&
& Y
QO’,

0
Best
Consumer s
Digital Bank A%
v N4

s &

s
Y
V7

Global Finance

L““‘ *’-‘.\_‘A
eo",}} Most ‘\‘ll{._
¥ innovative
Y%/ APlbased
W offering Qy

v N4

& s

IBS Intelligence, Global
Fintech Awards
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-

1 rcrcr Bank

Application
Received

wCompleted

Document
Accepted

®wDocuments Accepted

Loan

Processing

®» Completed

Approval
Status

» Not Started

o Not Started
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Smart e-form

0 d 4

Verify Customer

< Existing customer

Provide any of the below details for pre-filled
application and check special offers for you

AccouNT NumBer @

LOAN ACCOUNT NUMBER
e PANNumBer @

CREDIT CARD NUMBER

MOBILE NUMBER & DATE OF BIRTH
PAN NUMBER*

HXXXKXXXXX

PROCEED
CNEW CUSTOMER )

Choose Verification ID

73% ®

44 81%nm

B

Applicant Information

Customer

Basic details
TITLE*

| @I (Vs> (s
PAN™

), 0.0,0,0,0,0.0,0,0,¢
FIRST NAME™*

D, 0,0,0,0,0,0,0.0,0,¢

MIDDLE NAME

LAST NAME*
D,9,0,0,0,0,0.0,9,0.¢

DATE OF BIRTH™

D,0,9,0.0,0,0,0.0.0.¢

ISD™
+91

MOBILE NUMBER*
Skt

EMAIL ID*

OFFICIAL EMAIL ID*

Basic detail : Mobile/DOB/PAN

11:38 © A L 77%m

Applicant Information o=

Verify Details
Basic details
NAME OF CUSTOMER™

P.9.0.0.0.0.0.0.0.0.¢
DATE OF BIRTH V4

D,0,0,0,0,0,0,0,0.0.¢

PAN Vd

CciTY*®
,0.9,0,0,9,0,0,0,0,
MOBILE NUMBER"™
,0,9,0,0,0.0,0,0.0,
EMAIL ID*

XXX X @abe.com

Is this your official email ID?

OFFICIAL EMAIL ID*
CURRENT ADDRESS™ ,

XXXXX

Auto population of information
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Instant sanction

§71c1C1 Bank You are aimost done.

Justcompietethe folowing teps 1 get the sancton ete Congratulations!

Your lozn is approved!
; Pay Now to download the sanction letter.
Congratulations!

You have a pre-approved home loan offer of amount upto 80 _ :
No Approval i ; = PHWMWWXX{(X

Documentaon =° 3 Ohcks
Balance : Rs. 1486.33

Your Sanction letter is generated.

N —— By cichng Py Now e Processng Fe gt deduced i sarcscn et il e e on o st enai

Please fill-in the following detass to proceed to sanction lettes

Select the offer Pay Processing Fee Download Sanction Letter

48



Digital disbursement

Insta Top Up Loan @

4> Congratulations!

Avail Insta Top Up Loan on your
Mortgage Loan in just 3 clicks

Loan Amount ) XXXXXX
Max XX

@ -
Tenure XXXXXX
Max  XXXX

Your Top up loan will be linked to your existing Mortgage Loan

LBXXXXXX XXX XX XXX
Your Customised Plan
Interest Rate Processing Fee EMI*
XX XX% XXXX XXXX

Final Amount to be credited Rs XXXX

*EMI amount may vary basis disbursement date and first EMI
date. Rate of interest will remain same

Pre Confirmation

Your Customised Plan View Loan Details
Interest Rate Processina Fee
XXXX% XXX
EMI* Final Facility Amount
Rs Xxxx Rs Xxxx

*EMI amount may vary basis disbursement date and first EMI
date. Rate of interest will remain same
Savings Account to be credited
D,9,0,0,0.0/.0,0,0,0,0,.0.0,0,¢
Email Id

,0,0,0,9,0,0,0,0,0,0,0,0,0,¢

Are you a director/relative of director of ICIC Bank
or any other Bank

or are you a senior officer/relative of a senior officer
at ICICI Bank?

@ nNo O Yes
Referral Code

Enter Referral Code

Terms & Conditions

| hereby give my voluntary consent in sending my
Aadhaar Number (linked to my existing bank
account) to the new loan being availed by me,

| have read the agreement documents. | also agree
to all the Declaration and Jerms & Conditions

3 Click Disbursement Process

Receipt

Congratulations!

Your Loan Application Number XXXX has been
processed succesfully

Your Account Number

SBA - XXXXXXXX

has been credited with loan amount of

T XXXXX

Check Balance

Confirmation

Disbursement

[K
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ﬂ ICICI Bank

Business Banking

Analyst Day

December 3, 2019




Certain statements in this release relating to a future period of time (including inter alia concerning our future
business plans or growth prospects) are forward-looking statements intended to qualify for the ‘safe harbor’
under applicable securities laws including the US Private Securities Litigation Reform Act of 1995. Such
forward-looking statements involve a number of risks and uncertainties that could cause actual results to
differ materially from those in such forward-looking statements. These risks and uncertainties include, but are
not limited to statutory and regulatory changes, international economic and business conditions, political or
economic instability in the jurisdictions where we have operations, increase in non-performing loans,
unanticipated changes in interest rates, foreign exchange rates, equity prices or other rates or prices, our
growth and expansion in business, the adequacy of our allowance for credit losses, the actual growth in
demand for banking products and services, investment income, cash flow projections, our exposure to
market risks, changes in India’s sovereign rating, as well as other risks detailed in the reports filed by us with
the United States Securities and Exchange Commission. Any forward-looking statements contained herein
are based on assumptions that we believe to be reasonable as of the date of this release. ICICI Bank
undertakes no obligation to update forward-looking statements to reflect events or circumstances after the
date thereof. Additional risks that could affect our future operating results are more fully described in our
filings with the United States Securities and Exchange Commission. These filings are available at
WWW.Sec.gov.

¢



Business banking

Segments

: Services, trading New businesses:
Retailer : .
and manufacturing fintechs, aggregators

Sourcing enabled in all branches
\

management

Entities with turnover up to X 2.50 bn

4 ) 4 ) 4 4

c * CA affinity  Solution * Trade hubs for * Credit hubs
O branches managers for transaction e Secured and
= CMS, AP processing unsecured loans
~=! |+ Commercial banking and e Channel finance
= branches merchant and corporate
é’ acquisition linked business

Current Cash = Cross border

account S




Business banking opportunity

Market Opportunity

¥ 11.80 tn' CA market
at March 31, 2019

~ 63 mn’ Private banks’ market share up MSME credit to Room for
. MSME units at from 30% at March 31, 2015 entities at ¥ 15.10 tn’ growth
A March 31,2018 to 41% at March 31, 2019" at March 31, 2019

0
Emerging customer needs.. SXXE

Digital customised offerings Networking Timely access to capital

.. substantial market gaps exist
ﬁL Source: RBI, TransUnion CIBIL, BCG




Emerging trends
B@(ﬂ | Ooren ;.i”_:j'ﬁ?:/i};iSté%ék

Emergence of laaS’ and cloud based

Growing fast llll'

Touri il and platforms Digital transaction growth
ourism, retail an driven by India Stack
e-commerce, IT & ITeS, Cloud market to grow 3x to ¥ 0.50 tn? 4
financial services, healthcare by 2022 .
Digital enablers Preference of digital as medium tDigitaI adoption
Public Credit Registry, Account 36%?2 customers would prefer 50%? of small businesses have
Aggregator (AA), E-lien, GST “fulfilment of needs’ through adopted digital post GST

I

Inc
Vol

PCR hamati
Public Credit Registry COLLECTIVE OF ACCOUNT AGGREGATOR ECOSYSTEM
WO SR,

0 1. laaS: Infrastructure as a Service

2. Sources: NASSCOM, FIBAC report 5




Execution strategy

. Segmentatlon >3 Product
* Micro market based * Industry specific customised
solutions
» Customer profile and
risk categorisation  Market, customer and
Dlglta| employee insights based
as force product innovation

CA affinity based « Collaboration with fintechs:
infrastructure and on-boarding, payments,
distribution lending, cross border

. Dlstrlbutlon

! multiplier !

« Ecosystem led approach to

Market leadership capture money-in-motion
Risk calibrated core operating profit .

 Skill and capacity building

14




Digital as medium to build customer value
Insta
BIZWw

Cross/up sell Supply
chain BBIZQIHQLE\
: Trade One
0 regularisation 'I\'/Iec\IN
e
_ evaluation Qolne BlIZw»
Transactions | Fefe]y 1[50 =06 Manage
banking business Trade
Onboarding ortal
——s

Transaf:tion Regula_tory Lending Trade Networking
Banking Compliance

BUSINESS NEEDS

ﬂ ICICI Bank

Insta

115+ services
Instant banking,
Instant
business

GST oD

CUSTOMER JOURNEY




Digital as medium to build customer value

Cross/up sell Suhp'?ly
. chair RBIZCIRCLE
LLI
' Trade O
E Servicing BI” . raVieeW ne ﬂICICI Bank
> regularisation Insta
E Qeazypa - Trade
S ypay Digital Jra BIZW»
e evaluation niine
CE) Transactions | Connected Manage Insta 115+ services
= bankin business Trade :
% g GST OD Instalr':tS :)::tklng,
O Developer |  busi
| usiness
Onboarding portal
SmartForm VIEGEIL

Transaction Regulatory Lending Trade Networking

Banking Compliance
0 BUSINESS NEEDS



Eazypay: multi-modal collections platform @eazypay

Collection Modes

Payment Details i
Card-Reading Device:

Bill Number : EZP/126200/241119/0001
Total Amount

Independent device

Enter Customer's Mobile Number

+91 9999999999

Compact Device with Printer

GPRS-enabled EDC
machine

Smart On-The-Move

Select type of
’ Device with scanner

= Best payment
Digital payments solution NPCI2 and

\) awards 2019 MeiTY IBA3 (2018)

1.  MeiTY: Ministry of Electronics and Information Technology

Higher average balances 2. NPCI: National Payments Corporation of India
3. IBA: Indian Banks’ Association




Digital as medium to build customer value

ﬂm}c.rs.mk
Insta
BIZ»
Cross/up sell Supply
. chair RBIZCIRCLE
LLI
: Trade O
& Servicing B'_” _ raVieeWne é?icici Bank
8 regularisation I n Sta
> Oeazypay Digital (')I'ra:_de BIZM
™ evaluation niine |
% Transactions Connected Manage Insta 115+ services
5 banking business p—— Trade Instant banking,
8 Developer jnstant
| business
Onboarding Portal ki
SmartForm InstaOD
Transaction Regula.tory Lending Trade Networking
Compliance

0 Banking

BUSINESS NEEDS

10



Connected banking

Software Partners Category Partners

Fas;cler pI?yments TracII< businﬁss Accounting EA@E .| Moo 19

n ion instantly, on the go
a (o{0) eCtO S y g Payro” @ paybooks @tHR 8
@ Expense & happay 1

Purchase Order _—
Management VAI&Q@EEE@% 2

: : ro)
Rt T Offers by partners Transaction Bank|ngﬁopen 5

e on business Fast Tag S| +FA=785g

reconciliation

software Total 36

@t ®open ,'\)

IBS Intelligence Global
Fintech 2019

Most innovative APl banking

\\...V

‘x Best APl initiative by Asian |
[ Banker 2019 |

OD/O - - - ‘
11

Emergence of cloud based i
0 : Higher balances
accounting platforms



Customer experience
a%o
o®9

[ . ]
Pain area Solution

v" Manual process to make large
number of payments

v Instantly connected ICICI
Bank account in Zoho Books

v Error prone manual
reconciliation taking three days
every month

v" One click, multiple payments
with auto reconciliation

/
|

Agni Sharman; founder |
I

1 and owner of Sharman
I Cabs in Chennai

Integration of ICICI Bank with Zoho Books has
considerably saved time, money and manpower. Earlier |
had to sit for three days for it, but now my accountant
manages it in a single click and | am assured of error free
auto reconciliation

Customer reaction

1y :



Digital as medium to build customer value

Cross/up sell Suhp'?ly
. chair RBIZCIRCLE
LLI
' Trade O
E Servicing BI” . raVieeW ne ﬁICICI Bank
8 regularisation In sta
S Oeazypay Digital Trade BIZP
e evaluation Online
% Transactions | Connected Manage Insta 115+ services
= bankin business Trade '
% g GST OD Instalr';ts E[)::tklng,
O Developer ‘ busi
| usiness
Onboarding .
SmartForm VIEGEIL

Transaction Regulatory Lending Trade Networking

Banking Compliance
0 BUSINESS NEEDS

13



Developer portal for API

Step 1 Step 3 Step b
Portal registration Sandbox testing Go live
Sign up Test Implement
* ¢
o — ¢
Design E;‘ Secure
Step 2 Step 4
Select and design Encryption

Opportunity

AAZU re Growth in cloud

- market and adoption

%5 amazon by MSMEs

BP webservices




Digital as medium to build customer value

Cross/up sell Sum.)ly
. char RBIZCIRCLE
LLl

: Trade One
& Servicing Bill View é?icici Bank
8 regularisation I n Sta
S Oeazypay Digital Jrade BIZP
T evaluation nline |
% Transactions Conne_cted Mapage Insta 115+ services
" banking business GST OD Trade Instant banking,
8 Developer FERES
| business
Onboarding Portal
SmartForm JISEI0ID

Transaction Regulatory Lending Trade Networking

Banking Compliance
0 BUSINESS NEEDS

15



Supply chain solutions

Diverse corporate needs >
One stop STl TR Real time
: payment access to e
solution realisation

methods finance

SAP Integrated solution’
Automatic integration with corporates’ ERP

@© Non-ERP integrated digital model
Dealer level solution for corporates

o—

Suppliers Distributors

Suppliers Distributors
APl based seamless automation

Upstream and downstream journey
Value delivered to corporate
\ \ \ \ \
s Digital and Intelligent Better risk CenlieEn
banking : working
) paperless reporting control .
experience capital
16

1. Partnership with SAP Technologies and Arteria




Digital as medium to build customer value

Cross/up sell Supply
. chain R5IZCIRCLE
LL]
: Trade One
& Servicing Bill View é?icici Bank
8 regularisation In sta
3 Oeazypay Digital Ll BIZM»
e evaluation Online
% Transactions | Connected Manage Insta 115+ services
= bankin business Trade -
” g GST OD Instant banking,
8 5 I Instant
eveloper | business
Onboarding portal Lt
SmartForm InstaOD

Transaction Regulatory Lending Trade Networking

Banking Compliance
0 BUSINESS NEEDS

17



Transformation of SME underwriting process

,=j Pre-screening
— list

o>dle Indicative offer in
™ the first meeting

7 Streamlined
= credit appraisal

= note
t%] New digital

workflow

= Automatic fetching
|E of bureau reports
via host to host

functionality

1y

Sales
Engine

Credit
under-
writing

@

1. iICABS: ICICI Customer Assessment Bank Statement tools

: e
Englne tO E’nwn
generate PD score |[e«

Preliminary Score [~¢
based elimination =

iCABS' - Bank |N’=|’\,.
statement analyser LS

CRM ~
dashboards

Higher sales velocity | Lower & predictable TAT | Improved credit decision

18



Digital as medium to build customer value

Cross/up sell S“hp'?ly
. chain 8BIZCIRCLE
LLI
: Trade O
& Servicing B'_I | _ raVieeW ne é?icici Bank
- regularisation In sta
O @eaz . Trade
S Ypay Digital Sl Bl
T evaluation niine
% Transactions | Connected Manage Insta 115+ services
= bankin business Trade .
% g GST OD Instalr';ts ?::tklng,
O Developer - busi
usiness
Onboarding Portal p
SmartForm

Transaction Regulatory Lending Trade Networking

Banking Compliance
0 BUSINESS NEEDS

19



InstaOD...loan in 3 clicks

Rule engine

Customers Platform

Algorithm Online () | Existing | OD
sanction [[Z# consent @VJ setup

Login Existing: Pre-approved NTR2
« CIB'/ InstaBIZ NTB2: Bank statement
 Website KYC M

Account openlng

l
|
S

£~
-

S
ﬂ

L Digital credit innovation awards 2018 at The Asset

Digital Awards 2018

1. CIB: Corporate Internet Banking
2. NTB: New to Bank

¢



Customer experience
a%o
o®9

[ ]
Pain area

v' Shortage of funds due to sudden
spike in business orders

v' Pay interest only on amount

This loan helped me to grow my business. Earlier |
had faced many problems like labour payments and
payment to suppliers. Once | got InstaOD, it helped
me grow my company and | got rid of all the
problems.

0 Customer reaction

21



Digital as medium to build customer value

Cross/up sell SUpply
. chair RBIZCIRCLE
LLl

. Trade One
& Servicing Bill ' View é?icici Bank
8 regularisation I n Sta
. Oeazypay Digital BIZM»
[ evaluation et
% Transactions an nlc(a_cted mzi”:sses _|I[1S';a 115+ services
= anking rade Instant banking
m 4
8 Developer e FERES
| business
Onboarding portal
SmartForm JIEE0

Transaction Regulatory Lending Trade Networking

Banking Compliance
0 BUSINESS NEEDS

22



Trade Online

Import Exports

BOE _— | Export bill
regularisation a / regularisation
Import LS EEFC’
payments conversion “
Letter of credit . 5 Expo_rt '
credit ' x
0% 100%
Import bill Inward _
collections remittances Growth in fee
Non import B=
remittances

Export

A

collection bill

1. EEFC: Exchange Earner's Foreign Currency



Customer experience

a®0
0% 9 :

Pain area Solution

Activated Trade Online platform

v Printing documents and sending

. -y . Paperless transaction
office staff to branch which is P
{~ Pragnesh Thakiar, \I located far from office premise Convenience of doing
' Finance Head, | transaction from office without
I Oxygen Healthcare . ey b h
\ Research Pvt td J visiting branc

-—een e o o e e e o . -

Our office is located in an industrial premise
around 20 kms away from the branch. Earlier we
used to send documents with our office staff which
was time consuming. We started Trade Online for
outward payment and are enjoying this service
very much as it is saving time and also helping in
reducing paper work.

Customer reaction

24



Digital as medium to build customer value

Cross/up sell Suhp'?ly
. chair RBIZCIRCLE
LLI
: Trade O
E Servicing BI” . raVieeW ne ﬂICICI Bank
> regularisation Insta
E Oeaz o Trade
= Ypay Digital onl BlZp>
e evaluation niine
CE) Transactions | Connected Manage Insta 115+ services
= bankin business Trade :
% g GST OD Instalr':tS :)::tklng,
O Developer |  busi
| usiness
Onboarding portal
SmartForm VIEGEIL

Transaction Regulatory Lending Trade Networking

Banking Compliance
0 BUSINESS NEEDS

25



InstaBlZ: Instant banking, Instant business

1 banking app.
115 business banking services.

Online account opening

Introducing ICICI Bank InstaBIZ app.
Instant Banking. Instant Business.

Instant overdraft

Seamless vendor payments and
auto bank reconciliation

Easy collection via multiple
modes

Auto Bank
Reconciliation

o2

Instant
Overdraft

Online foreign trade transactions

S®
Quick Collection via Online Foreign
Multiple Modes Trade Transactions

26



nstaBlZ: App screens

ull Sketch =

% 100% g, e SR . . 513

Q Search

Grow & Manage Your Business Collect Loans Export—... Approvals

El

Statement Know More

Use FIRST 50 to get upt to 50% cashback on first fund transfer

New

Accounts

Approval
& Deposits

Fund Transfer Travel

Collect Crossborder

You make 70 cheques payment on average in a
month. Activate cheque printing facility now”.

@ Grow & Manage Your Business

= o8 > Q@

My Profile Products Services Offers Support

Urgent & Important

Manage Your Business (¢

Business Networking

Find Buyers & Sollers

Investment & Ins

Knowlodge Serios

Hoar it from Exparts

Sond Mossages

Activate
I-Multipay

Recharge

Collect

Collect Single
Invoice

Activate Virtual
Account
Collection

Loans

g=t

Instant
Ovwverdraft

Activate PAB

2

3

Cash Pickup
Request

ER

Apply for
Loans

Fund Transfer

Cash Delivery
Request

[ ]
=
Order POS
Machine

Bill
Payments

Activate Multiple
Invoice Collection




First 100 days post launch...

¢

Average daily
activations

67% i

Contribution to

CMS, trade and
OD attachments

32%

No. of
transactions

35%f}

No. of non ICICI
Bank customers'

37,000+

payments and access business networking platform

1. Non-ICICI Bank account holders can register digitally and instantly open CA digitally, get instant unsecured OD, collect

28



Customer experience
a%o
o®9

[ . ]
Pain area Solution

Signing multiple cheques
Chasing accountant for status

Delayed inward remittances » v' Activated InstaBIZ for
settlement complete banking on the go

( Praful Shah; Director, | Se_'?dm_g office t-’oy to track
l M/S Nutron l critical information
' Pharmaceuticals PvtLtd

InstaBlZ practically has everything that a small
business would need to manage its business and
banking requirements. It not only saves time but also

gives full control on business and cash flows. Its a
full bank branch in my pocket to fulfill all needs as

and when required Customer reaction




Business highlights



Business highlights

Loans outstanding (X billion)

,o’* 227.43 o

I

o

Business
SME
Banking

¢

1. Net Promoter Score

o 190.64

Sept 2019
Sept 2018

68% 65%

transactions customers
e active on

on digl digital
channels banking

21% book
attached
with CMS

93% cross
border
transactions
available
online

31
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ﬂ ICICI Bank

Startup engagement
& partnership

Analyst Day

December 3, 2019 ‘



Certain statements in this release relating to a future period of time (including inter alia concerning our future
business plans or growth prospects) are forward-looking statements intended to qualify for the ‘safe harbor’
under applicable securities laws including the US Private Securities Litigation Reform Act of 1995. Such
forward-looking statements involve a number of risks and uncertainties that could cause actual results to
differ materially from those in such forward-looking statements. These risks and uncertainties include, but are
not limited to statutory and regulatory changes, international economic and business conditions, political or
economic instability in the jurisdictions where we have operations, increase in non-performing loans,
unanticipated changes in interest rates, foreign exchange rates, equity prices or other rates or prices, our
growth and expansion in business, the adequacy of our allowance for credit losses, the actual growth in
demand for banking products and services, investment income, cash flow projections, our exposure to
market risks, changes in India’s sovereign rating, as well as other risks detailed in the reports filed by us with
the United States Securities and Exchange Commission. Any forward-looking statements contained herein
are based on assumptions that we believe to be reasonable as of the date of this release. ICICI Bank
undertakes no obligation to update forward-looking statements to reflect events or circumstances after the
date thereof. Additional risks that could affect our future operating results are more fully described in our
filings with the United States Securities and Exchange Commission. These filings are available at
WWW.Sec.gov.

¢



Vision
Platform to collaborate and co-create innovative products with startups to drive
transformation aligned with ICICI Bank’s digital roadmap

ﬂ Enhance risk taking ability %’ﬁ Build a culture of

& experimentation Innovation
: Investment
Loning vestmer

O Encourage employee
&8 innovation at edges

Payments Enablers

- Drivers for growth

PV Create new business iﬁi Enhance customer
_= opportunities experience

‘ Increase efficiency ? Risk mitigation




Working model

n INTERNAL EXTERNAL E

Business groups

S e . ﬁ Angel Investors /

M VCs / PEs

’

Product

Te_chnology & 2 co-creation o Accelerators /
digital group with startups | Incubators

ICICI Group ﬁ T , Hackathons /
companies Demo-days

¢



Startup engagement

4

Innovation

prOjeCtS Initiatives Investments

a Intersection of startups, business groups and technology groups
9 Equity investment into high growth and disruptive Fintech startups

e Active engagement with startups having MVP solutions

a Experiment with internal team of techno-preneurs

1y

MVP: Minimum viable product



Product co-creation & partnership

Signzy :Digital KYC & contracting: Smart Form & SAP integrated solution
Customer ghzy =19 J J

experience =
Compare & Buy, Compare & Fly on iMobile and internet banking

Tech
P L] -
| @ I e Voice banking on Alexa/Google Home'

AllinCall | @ Chatbot: internet banking, HR
e Voice bot: ICICI Careers, Money2India

Payments Fingpay AEPS? based biometric payments promoting financial inclusion

@ Minkasu Frictionless payments without OTP/password

1. Pilot in progress
2. Aadhaar Enabled Payment System

¢



Product co-creation & partnership

Open {Neo bank for SMEs with accounting automation and invoicing

Contextual nudges to drive customer acquisition: iWish and

Wizely .
savings accounts

FactoHR | Payroll solution for SME customers

DEE: Karza EGSTanaI tics, Digital GST OD
analytics Tech | yHES, HIY

_________________________________________________________________________________________________________________________________________________________________________________

il ~ i i i : .
SatSure | Satellite data analytics for agri business: Sat Farm




Digital loans

Direct lending /

co-origination digital GST OD
LENDINGKA?T quza
PayU TECHNOLOGIES
of@usmess @ g
(()) SANCTION  FINANCIALS

CASHBEAN

¢

Ecosystem products:

Auto tech:
retail & inventory financing/

co-origination

-
h ;
CARS24.com

fffff

=(JTRUEBIL .reX/v

%aa& ko Tok &S

Zoomcar
Lo/ % Never Stop Living




Initiatives: e-Alternate Dispute Resolution platform

An independent technology-driven institution that will enable large volumes
of dispute resolution through e-arbitration

Speedy & cost
effective dispute
resolution

Use-cases
Digital offerings
Unsecured retail assets
Secured retail assets
Retail liabilities

Customer grievances



Initiatives

Thematic Demo Days

Theme based bi-monthly event for startups to showcase product demos
e Cyber security * Prop Tech * RegTech

* Legal Tech * Payments * Digital lending
 Artificial intelligence ¢ What's next in fintech

ICICI Appathon

Virtual hackathon for developers, startups, techno-preneurs, students
and employees

* 4,000+ participants from across the globe
* 100+ APIs from ICICI Bank along with Experian, VISA & NPCI




ICICI Accelerator

Sandbox
environment with
mIicro-services

</

Cloud credits by
technology
partners

s

Mentoring by ICICI
Bank leadership
feam

APls from ICICI| Bank
and Group Companies

Events, workshops and
learning sessions by
Industry partners

Startups cohort
®

inqQpay
I%ISIEI\JZ‘I’

) karza
®oPen

/":\’A'

NUMADIC

11



Investments

Fingpay
Digital biometric payment
solution that enables
payments through AEPS

Arteria
Supply chain
solution & payment
services to OEMs

ARTERIA

TrueBalance
Mobile app for digital o
utility payments and
small ticket loans

Open
"= Neo bank for SMEs with
accounting automation &
Invoicing

RemitGuru
White-labeled remittance
solution platform for banks &

ePayLater
Offers a Buy Now Pay Later
service to individuals &

remittance license holders %’ businesses
lea;q,.r.ﬁae
KrazyBee
Mobile app for small ticket short
term credit to salaried segment 19
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Certain statements in this release relating to a future period of time (including inter alia concerning our future
business plans or growth prospects) are forward-looking statements intended to qualify for the ‘safe harbor’
under applicable securities laws including the US Private Securities Litigation Reform Act of 1995. Such
forward-looking statements involve a number of risks and uncertainties that could cause actual results to
differ materially from those in such forward-looking statements. These risks and uncertainties include, but are
not limited to statutory and regulatory changes, international economic and business conditions,; political or
economic instability in the jurisdictions where we have operations, increase in non-performing loans,
unanticipated changes in interest rates, foreign exchange rates, equity prices or other rates or prices, our
growth and expansion in business, the adequacy of our allowance for credit losses, the actual growth in
demand for banking products and services, investment income, cash flow projections, our exposure to
market risks, changes in India’s sovereign rating, as well as other risks detailed in the reports filed by us with
the United States Securities and Exchange Commission. Any forward-looking statements contained herein
are based on assumptions that we believe to be reasonable as of the date of this release. IC/ICI Bank
undertakes no obligation to update forward-looking statements to reflect events or circumstances after the
date thereof. Additional risks that could affect our future operating results are more fully described in our
filings with the United States Securities and Exchange Commission. These filings are available at
WWW.Sec.gov.
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Maximising risk calibrated core operating profit...

| Return of Capital J

Focus on existing portfolio to
reduce concentration & stress

| |E Eﬂ::;:g Return on Capital J

Ecosystem banking

@@) Transaction banking

Sl tel eIt ) Focus on non-credit income

|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
portfolio management :

...by leveraging technology & analytics




Increasing
risk calibrated
core operating profit

Origination and monitoring




Emerging trends

"+ Increased preference for trusted
banks given volatile business
environment

« Gradual shift towards banks offering

Consolidation Pricing no

in banking longer the comprehensive ecosystem solutions
relationships only driver

» Corporates prefer to have smaller
consortium

Customer priorities:
* Reliability
« Relationship and service
« Pricing (a lesser differentiator)




Emerging trends

Evolving requirement of various
customer segments

Consolidation Pricing no « Financial < New age « MNCs

SpoNsors businesses

e PSUs  Financial e |IT&ITES
services

in banking longer the
relationships only driver

"« Digitisation provides huge data for
Emergence L analytics
of r?ew Digitisation & U _ _
t innovation « Corporates partnering banks with:
segments « Cutting edge customized solutions
\\ 4 - Use of technology for their channel

\ partners /




Aligned our structure...

Global clients

PSU

Financial sponsors

Large clients
New age businesses

Capital market &
custody

Mid corporates
Financial services

...for wider coverage

7




Strengthened credit framework

Focus on return of capital

ERM?' framework: hard exposure
limits/threshold based on turnover, track
record and rating

Emphasis on shorter & medium term loans

Asset

origination

Seeking non credit business at the time of
asset origination

Comprehensive checks using analytics
before sanction/disbursement

89.5% of the disbursements to
corporates rated A- and above?

0 1. ERM: Enterprise Risk Management g

2. For H1-2020; domestic and international corporate portfolio (based on internal ratings)




Strengthened credit framework
Independent team for
monitoring & analysis

* Periodic monitoring correlating multiple
variables
 Transaction data
 Financial & other data
 External data

Asset Credit
origination monitoring

« Defined logic for early warning signals




Credit monitoring...

;_f' — Transaction data

- External sources

Financial & other

details ¥

e Bank statement monthly e Stock & debtor e CRILC?

analysis statements » Market capitalization
e Limit utilization trend e Stock audit e MCA data
* BG & LC monitoring * GST filings * 360 degree feedback
* Intra group transactions e Share pledge data
* Focus on operating cash e Lender profile

flows

Irregular transactions & Relationship manager level
operational breaches P d tri J Taking corrective measures
tracked . reports and triggers ,

ﬂ ...to identify early warning signals
1. Central Repository of Information on Large Credits

10



Strengthened credit framework

Independent team for
portfolio management

Asset Credit : : o
origination monitoring Regular review of portfolio characteristics

(viz. rating, concentration, tenor, wallet share
etc.)

Exposure management through upfront
syndication/ sell-down/ wind-down
Recalibration of product mix

Portfolio Optimising risk-reward on a continuous basis
management 4




Digitisation and analytics

RM

Workbench

Decongestion

‘ : RM: Relationship manager

Use of Big
Data

Seamless

delivery

!
N

Improve profitability

Granular portfolio

12



‘Mobile app” & web
versions for all RMs

RM WORK BENCH

Portfolio Earning
Quality Quality
ontinuous credit monitorin

? Digital repository

13



Leveraging analytics for...

Program

il E sanctions

Higher Sectoral
delegation winners

Simplified Digital lending
appraisal notes module

Pre-approved
limits

ﬂ ...and seamless delivery

14



Increasing
risk calibrated
core operating profit

Corporate ecosystem banking

15



Corporate ecosystem banking

Capturing
money in
motion

One Bank Harnessing

Optimal capital — retail &
allocation and international
increase ROE banking

synergy

v

Deep-mine

existing clients One Bank Focus on

with profitable
comprehensive One ROE market share

coverage model



Capturing entire corporate ecosystem opportunity...

Other financial services
and products

Transaction

Advisory banking

Channels Treasury

Retail
..to maximise core operating profit with partnerships & collaboration .,




Complete product suite for corporate ecosystem

Business needs

Investment banking

Insurance /
Investments

Treasury

Trade finance

Non-fund based

facilities

Fund based facilities

Multi currency travel

Personalized third

party offers Bill discounting

Strategic

partnerships InstaBiz solution

card Supply chain platform

Loyalty Programs Purchase cards

Customised vendor

Card opportunities solutions

Cash dispensers / BizCircle

Personalised third
party offers

Demat Accounts —
ICICldirect

Insurance Products

Pay later

Digital Wallets

Retail asset products

18

_ ATMs
Consumer finance Insta OD Deposits
Customer touch points >



Aligned the corporate structure...

Wholesale ~ Retail "Superior FD mobilisation)
ba_nklng_ dIS’[I‘IbUtIOI’T & employee and family
relationship product suite solutions for banking SIPs
\corporates Liability )
EUElnEss Geographical product
banking Jrap
overseas
[Eiznmne footprint '
knowledge) P Othe_r Retall
Single-point retail B Loans at
) contact for all solutions : .
Unique & relevant retail solutions RGNS 1=
proposition NRI superior card
§=e'gt' o offerings
astag

...to harness the corporate — retail opportunity

KAM: Key Account Manager 19



Harnessing the channel opportunity

’ﬁm Real time digital platform that extends power of ERP across dealers and
' 4 suppliers and provides integrated payments and channel financing
: ﬂ Corporate ” Distribution
Suppliers ‘ " F} ‘ network
“Ji' One click One click 3"’

“payments, 5 payments,
instant credit Frp  instant credit

[P

Interact and transact Integrate with ERP Instant payments Instant financing
digitally with your to ensure automation & collections with solutions for your
suppliers and dealers of transaction updates zero reconciliation channel partners

Offering asset, liabilities, trade and retail solutions to every dealer/vendor
of the corporate

20




Use of analytics for Money in motion: One Bank - One Flow

Leveraging transactional data

o Identifying client-wise customer and supplier network

Customer 1

|
_

Supplier 2

P Using analytics to track and capture

: all cash flows of the ecosystem
Supplier 1

Analytics driven pre-approved sanctions to vendors

Capturing corporate to retail cash flows through enhanced salary and retail asset offerings

Capturing cross border opportunities
9 Analysing data of importers to route overseas exporters’ fund flow into ICICI international geographies

ﬂ Results in stickiness & enhanced float

21



Increasing
risk calibrated
core operating profit

m

Transaction banking (TxB)

|

22



An overview

Product suite Coverage Income streams

Procure 2 Pay

Order 2 Cash Corporates _________

Small & medium

Cash management Trade finance )
enterprises

« Payments/Collection » Letter of Credit Government
* Accounts & * Bank Guarantee enterprises

Deposits - Factoring services e — '
» Security/Custody « Working capital g )

services finance . Financial Institutions |
* Supply chain * Foreign Exchange R RSEeReEEEEEEEEEE g

financing '

14

7’
[
1
1
1

International branches |
& subsidiaries

Delivering stable & granular revenue through multi product suite

Liability

23



Emerging trends

* 10 Mn entities Trade digitization + eGovernance

. . on GST! — Import & Export
Expanding Increasing

digital technological
infrastructure adoption . 1.24 Bn Aadhaar

« eWay BIll UPI * eProcurement

NPCI / and many more...

enroliments’ ePayments

Financial ~ Agriculture Education Retail Logistics
services

Core digital sectors? Newly digitizing sectors?3

ﬂ 1. Source — GST Portal, UIDAI, McKinsey Digital India report; estimated contribution of sectors in 2025
2. Core digitising— IT, BPM, Digital communication, Electronics manufacturing

3. Newly digitising — Agriculture, Education, Energy, Financial services etc. 24



Emerging trends

Expanding Increasing

- . ) * Open Government Data initiatives
digital technological

infrastructure adoption * Other data sources

* Internet of Things « GSTN  FasTag

Artificial * Robotic Process ¢ Public Credit
intelligence Automation Registry

_ « %128.10 bn' VC-PE funding in FY2019'
Emerging Unprecedented _
fintechs data explosion * No. of fintech startups?:

375 338 303 108 58 634
- Y s

Payments Lending  WealthTech InsurTech Cybersecurity Other segrﬂy

ﬂ 1. MEDICI - India fintech report 2019 on emerging Fintechs 25



A huge growth potential...

Expanding Increasing Disruption in conventional banking

digital technological
infrastructure adoption

Dramatic change in customer
expectations

Competition from non-banking
players — agile alternatives

Emerging Unprecedented available

| fintechs data explosion
| Unlocking value by extracting
k granular information in the financial

ecosystem

1

... I XB leading the change in the B2B digital world

26



Our foundation for value creation

Platforms

Industry

ecosystems

Partnerships

Connected
enterprise

Best-in-class digital
platforms for domestic &
international trade

Industry-specific solutions
across value chain

Embracing collaboration
and enabling agility

New age platforms for the
hyper connected world

Capability
building

Customer
experience

Data analytics

27



. 1yl Platforms...transforming B2B from physical to digital

Goods
&
Services

25+ platforms
delivered

Agile & scalable
architecture

Modularity facilitating
customisation

Information

Strong integration layer
(H2H? / API3)

ﬂ 1. Host to Host connectivity

2. Application Program Interface 28



. Wyl Platforms — case studies

Revolutionary, first to market,
platform to digitize

An integrated & paperless
next-gen platform for all

Industry first platform for
digitizing software exports

| procurement corporate banking needs
e-SOFTEX for IT/ITeS ~ eTendering ~ Corporate Internet Banking
> Digital & paperless process for » Auto reconciliation & real time » Real time dashboard and
export settlement | status to tender portal | customizable widgets
» Real time seamless integration = » AP based system integrations | » End-to-end processing of trade
with RBI systems and client ERP4: | transactions
- » Seamless integration with
» Instant credit of export proceeds ! complex procurement workflows | » One stop solution for single /

: bulk payments & collections

i i
| p’ mn | mn

of top 10 IT/ITES India’s IT/ITES exports | Active units Number of CIB customer Value of
on-boarded ' processed 2 f tenders FY2019 base payments txns.

ﬂ FY2019 (R)

198
tn

1. Based on market capitalisation as at Dec 2, 2019
2. NASSCOM 29



From product centric to
customer centric

Robust technology
solutions catering to new
digitising sectors

Shaping industry
platforms & value chains

Deep system integration
with corporates &
partners




-

End-to-end digitization of commodity
board auctions

Digi Commodity

» Real time payment confirmation via API
based alerts

> Digital collection of auction proceeds & auto
reconciliation of outstanding invoices

» Deal wise settlement across multiple
stakeholders

80

Stakeholders

ﬂ onboard

Value of txns.
in FY2019 (%)

Industry ecosystems —

case studies

Tailor made solution for digitizing ports
infrastructure

Ports

» Recognised by Ministry of Shipping as the
trusted bank for port community
receivables

» Partnership with ports; APl integration with
Port Communication System (PCS 1x)

» Real time tracking & status of payments

Govt. ports
covered

6,000

Stakeholders in
port ecosystem

Data flows >> Acquire >> Cross-sell / Up-sell >> Reduced OPEX 31



. 1Y Partnerships...greater together in a digital B2B world

Goods
&
Services

Leveraging partner
platforms for gaining
access to newer markets

Unleashing the power of
fintechs to deliver truly
transformational value

Collaboration with Govt.
entities to aid new
ecosystems

Synergizing tech
capabilities for reduced
cost to market



. ey Partnerships — case studies

State of the art multi modal solution for

Cloud-based solutions for dairy

G2C & B2C services ecosystem

Digitising citizen services Dairy ERP integration

> Strategic cornerstone of Digital India > APlintegration with Dairy ERP3 for multiple
programme ' collection modes

> Banker to multiple service delivery . > End-to-end digital platform for indenting,
networks |

procuring and payment

» Single URL3 integration with real time
transaction status

» Joint strategy to capture maximum dairy

22
tn

market

8 0.38 )

mn mn tn

Avg. monthly User base Dairy market Market Size
transactions ' in FY20182 (%) FY20242 (E) (R)

ﬂ 1. IMARC market research report
2. ERP - Enterprise Resource Planning

3. URL - Uniform Resource Locator

33



Connected enterprise...new age platform for the
hyper-connected world

Delivering next gen banking
solutions through open
banking APls & blockchain

First to market products —
IXpress Connect & Connected
banking

Harnessing best of both worlds
— robustness of legacy systems
& agility of digital platforms

Building new business streams
in a secure, agile and future-
proof method




1li! Connected enterprise - case studies

A “self-build & run” platform with
enhanced Al & analytics capabilities

Reimagining domestic & cross border
trade on Blockchain

Blockchain ~ iXpress Connect!

> India’s 15t e-presentation made under an e-UCP » Fast integration of inbound/outbound customer
backed LC through blockchain APls to drive business

» Robust security framework with access control » Choose, configure & test APIs on the fly

for transaction verification
» Partnering with IBM to develop a one of a kind

> Incorporation of new entity in collaboration with connected platform
Indian and foreign banks underway |

~50

24
360 1st
bn hrs
Clients LC Integration In APAC
on-boarded transactions (%) TAT- region
' 25 days to 24
1. iXpress Connect — Launching soon.. hrs 35




Tech enabled service delivery

[N paoms | i) 04

 Dynamic work at home through facial recognition
\L, 18/6 e Dedicated shifts with extended system support

Operations * Analytics based scrutiny and validation
Customer
* Robotics: 1,100+ robots used for processing 1.5 centricity
New age Mn transactions per day
O technology * Al & Machine Learning: 20+ implementations

e Chatbots for quick query resolution

* Fully integrated platform for domestic and
@FR\ Neo trade international trade

'j systems e Self-guiding system with inbuilt regulatory and
financial validations

Operating

efficiency

A (® Digital * QR code based cash collection
g e e OTP based debit mandate registration
= ® onboarding

* Digital onboarding of CMS products

36



TxB franchise delivery

TxB in action... Capturing profitable market share...
Product sales team covering multi- ICICI: 9% ] ICICI: 8%
segment clients @@ P )

™ yments? 5P

Servicing 268 Mn+ transactions

P-a. ICICI: 8% ICICI: 7%

Portfolio of 100+ cash management -~

& trade finance products

ICICI: 10% ] ICICI: 5%

&9

1. Includes direct tax and GST

2. Data from RBI on outward NEFT and RTGS
3. RBI -

VB



In summary...

P <
—— ot if"\g? - I E : 3 . A ®
# om e I [T 55
Strengthening credit Pursuing corporate TxB - leading the
framework with adoption ecosystem banking change in the
of technology to ensure to enhance RoE B2B landscape

return of capital

Driving sustainable and risk calibrated core operating profit

38
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Reimagining customer life cycle
- Operations & technology

Analyst Day

December 3, 2019




Certain statements in this release relating to a future period of time (including inter alia concerning our future
business plans or growth prospects) are forward-looking statements intended to qualify for the ‘safe harbor’
under applicable securities laws including the US Private Securities Litigation Reform Act of 1995. Such
forward-looking statements involve a number of risks and uncertainties that could cause actual results to
differ materially from those in such forward-looking statements. These risks and uncertainties include, but are
not limited to statutory and regulatory changes, international economic and business conditions,; political or
economic instability in the jurisdictions where we have operations, increase in non-performing loans,
unanticipated changes in interest rates, foreign exchange rates, equity prices or other rates or prices, our
growth and expansion in business, the adequacy of our allowance for credit losses, the actual growth in
demand for banking products and services, investment income, cash flow projections, our exposure to
market risks, changes in India’s sovereign rating, as well as other risks detailed in the reports filed by us with
the United States Securities and Exchange Commission. Any forward-looking statements contained herein
are based on assumptions that we believe to be reasonable as of the date of this release. IC/ICI Bank
undertakes no obligation to update forward-looking statements to reflect events or circumstances after the
date thereof. Additional risks that could affect our future operating results are more fully described in our
filings with the United States Securities and Exchange Commission. These filings are available at
WWW.Sec.gov.
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Reimagining customer life-cycle

' Onboarding Digital & frictionless
Ay o

CUSTOMER D
CEVRGTY ‘EUNGB""N

y

Transaction Faster, first-time-right &
processing volume agnostic

OPERATIONAL ENABLING Servicing Decongested & seamless
EFFICIENCY IBUSINESS

Deliverable Eliminate, economise &
management enhance speed




Digital & frictionless onboarding

r SAMSUNG

Tab-based sales
« Minimal data entry

» Eliminate branch level verification
 Decongest documentation & approvals

Customer 360
* Prefilled forms & single KYC repository

Image & OCR based document verification &

processing
« API based a/c activation

Online dashboard of application journey

OCR: Optical character recognition



Transaction processing & servicing experience

Round the clock processing & extended cut-offs
 Work-from-home using face recognition
« Balance centralisation and decentralisation

Artificial

Robotics ;
Intelligence

Industrial

Software |
robot

| Paperless processing

Data Face .

Science recognition * |mage based processing and OCR

Al & data science based transaction scrutiny

Natural
Language
processing

Eliminate rework & decongest channels
« Direct ops to customer engagement
* Deliver first, process later

Reduce customer & bank effort

| Blockchain

« Chat & Voice bots, voice authentication
* APIs to minimise data entry/ validation

Faster, first time right and volume :
agnostic The e-com way: journey towards no ops

« Enabling end-to-end digital fulfilment
« Economise physical deliverables




Next-gen technology adoption

1,150+ Robotic process automations
14 Industrial robots at currency chests

Al, Data Science, NLP

9 Chat and Voice bots - 85% customer queries handled online
11 major Al/ data science based processing

 b50% of cheque clearing processed using data science

Biometric authentication
« Continuous face recognition @ Work From Home : ~8% of operations employees
* Voice based authentication @ Phone banking

Blockchain
« Cross-border remittances and trade transaction processing

1




Net Promoter Score (NPS) Journey

Bank onboarding NPS

Bank channel NPS

243
P a
Y 4
V4
V4
V4
P4
P4
V4
,/
_° 185
P4
V4
P 4
V4
V4
V4
V4
,/
V4
. 12
. 127
Y 4
, 09

100 . 1oo

Dec'18 Mar'19 Jun'19 Oct"19 May'18 Sep18 Dec'18 Mar19 Jun'19  Oct'19

Insta significantly higher (Insta PL — 140 indexed over " Digital Channels “ Branch

non-Insta, Insta OD — 109 over non-Insta)

Initiation Month Dec’18 indexed to 100 Initiation month May’18 indexed to 100

Products Covered: Home Loans, Savings Account, Current Digital Channels : Retail Internet Banking, Corporate
Account, Credit Card, Personal Loan, Business Lending, NRI Internet Banking, iMobile, InstaBIZ




IT ‘the enabler’ - 4S

1 Scalability

2 Speed

3 Security

L3
1N
@
S
5

[00]



Scalability
o 2 o

o ¥ o

Deliver to scale

Future ready

architecture

Evolve to
deliver

Uberisation of
services

efficiently

Automate &
modernise |IT

&5

o

Scalable
infrastructure

Secure &
scalable
infrastructure



Agile delivery

Product squads

Delete,
decongest &
digitise

Connected
banking

Reusable
components

On-demand
infrastructure

10



Information security

? LOps
v. I

Embedded
security

Segmentation

Least trust
approach

Security at the
core of

development

Analytics

Pattern/
machine
learning based
threat
detection

NextGen SOC

Orchestration
and automation

11



Stability

Define

Define IT deliverables
Map customer
journeys

Improve

Enhanced automation
Maximum availability
architecture

Monitor

Monitor KPls &
customer journeys
Continuous monitoring -
IT Command Center

Benchmark

12
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