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Under penetration is biggest opportunity

HDFC Bank poised to weather the COVID-19 storm. says former MD & CEO

LALATENDU MISHEA

Aditya Puri (0) stepped
down as MD and CEO of

HDFC Bank, India’s largest
private kender, last month
after an eventful 25 years at
the helm. In an mterview,
Mr. Puri says the bank’s best
is, however, it lo come.

Excerpes:

What are the factors bebind
the bank’s success?

= There is no "secret sance’.
Banking is a smple business
and we try to keep it tha
wary. Horrow money from de-
posmors, lend that money
and earn a margin.

One then needs o price in
risk, the probability of de-
fault and have very good sys
tems in place to ensure the
depositors’ money is e
tumed. As a bank, we have
focussed on being consistent
and experimenting oo a
small level before making it
big. God has been very kand
too. Thus, today we bave coe
of the strongest balance
sheets with high capital ade-
quacy levels and among the
lowest levels of NPAs m the
sector.

Capital is not a constraint.
We also enjoy markes Jeader-
ship in most of the catego-
ries in whach we operate and
an excellent reputation for
delivering value to all stake-
holders. This is backed by
technology that emables an
ommchannel experience.

All this has been made
possible by the finest people.
What this means is that we
are well poised 0 rde owm
the COVID storm. Let me
reiterate that the best of the
bank is yet to come. Espe-
cially, now that Sashi [Mr.
Pun's successor Sash-
sdbar Jagdishan] is
going to be at the
helm, | have no
doulbits

abour that

unaccomplished

& When we started out in
1995, state-owned banks had
the custamers wille the mual-
tmatioral banks had the pro-
ducts. The new povate sec-
tor banks had neither.

The challenge was w0
create the products/expe-
rience of the mukirational
banks and acquire custom-
ers too. In a3 way, it was like
conguering two warlds. G-
ven the background of the
sensor leadershap team, we

alisation progranmume created
a new class of consumers
with disposable incomes.
That s when we diversi-
fied into retadl. The chal-
lenge now was to grow with-
ot compromising on asset
quality, taking undwe risks
or succumbing to the Lsest
fad. This is where the risk
management system of the
bank came mto play. Insular-
ing the credit functon from
buesness was a critical call in
this regard. Over the years
the bank has grown fast but
prudently. And yes, in any
journey, there is always so-
mething you wish you had
done bester. Thas is
perhaps bes2
kept to
neyself

Where do
YOou want
HDFC
Bank 1o
be? Whar

As we come ot of
the pandesnic and
fnancial inclusion
improves, the size of
the opportunity will
only get bigeer

are the biggest risks abead®

e | wamt HDFC Bank to be
the biggest and of course,
comtinue being the best bank
in India.

You can ask anybody in
the bank. | did not make de-
cisions. | sat down with the
team. We set the visian and
we had tremendous argwe-
ments an that and we tested
out what worked and we
scaled it up.

Executon of a well Lid-
out strategy will take the
bank places.

In the near future, some
of our future growth strase-
gies that has already been
shared incdudes: reimagin-
ing the branch chamnel to a
fnancial services market-
place; leveraging Bharat's
frural India‘s} growth poten-
tial based on our semi-urban
and rural foctprint; a pay-
ments business with a daffe-
remtiated business model
that leverages the bank's of-
ferings; digmal 2.0 to trams-
form customer journeys into
ommchannel customer ex-
perience; virtual relation-
ship management where

technology comes alive
with a human touch;

that continue to fo-
cus on the segmenss
they operase in.

There is really no
particular nisk that 1
foresee in this.

We have the capizal,

a trusted brand and people.

What & the fature of banking
in India®

= Like | said carber, the secu-
lar shift in technology, mo-
hility, social computing and
analytics is changing the en-
tire business paradym.

We had idemified the
competiton  this  would
bring at an ecarly stage and
have reworked our s :
accordingly. We believe that
today we offer a2 custamer
experience that is on par
with global leaders if not
better.

Whaa are the challenges and
opportumities bedng laced by
the COVID 1S impacted
sectoe?
= COVID-19 has been unpre-
cedented. &t caught the
whole world unaware. Ho-
wever, every crisis brings
with it opportunities ax one
is Sorced to think harder, and
so has OOVIDAS.

&t has forced mdmiduals
and compamses alike to mno-
vate and invent new and per-
haps, maore eficent ways of

Dagitisatson is gathering
furthes pace xross the
country. This can only bene-
fit customers and compamses
akke.

People have realised that
while working from home
has its challenges, it is also
an opportunity. As far as
banking goes, the bagaest op-
portumity Bes in the sheer
under penctration of bank-
ing services in India. As we
came out of the pandemsc
proves, the size of the oppor-
tumity will only get bigger.

What do you plan 10 do mext?
u | defimitely don't plan to sit
at home and | certamly dont
think my wife will want me
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