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Need of digital transformation

Understanding Consumer 
Pain Points

With a rise in consumer demands for various range of services and products, financial institutions are expected to level up by opting 
for advanced technologies to survive in the industry. There is a need for a combination of digital advancement,
modernization in development and delivery process to overcome the challenges faced by financial institutions and get newer 
customer experiences. 

Pandemic times have led to a change in the way consumers work, consume or make payments. There is a noticeable shift in 
digitization of payment ecosystems, which is further accelerated in various demographics because of the change demanded in 
consumer experiences during covid-19. Consumers are looking for an almost touchless approach for making payments. Digital 
transformation can help financial institutions to introduce multiple initiatives which can help them to address this shift. 

As there will be a faster need in adopting digital transformation, financial institutions can look for service models as compared to 
buying or building a software. These payments as a service models comes with,

Reduced time to market Omni-channel accessibility

Flexible utilization of resources as per need Quick adoption to innovative options

This way, financial institutions will have an option to make the choice of services from platform i.e. PaaS (Payment as a Service).
This is also beneficial in terms of reduced efforts to launch any feature, get rid of managing multiple vendors, risk and fraud
management, and compliance.

Before digitization, financial institutions need to 
understand the pain points of prospective and existing 
consumers. During customer acquisition, prospective 
cardholders are expected to go through a rigorous 
process of filling out an application, followed by KYC. 
Further, this process goes through the stage of delivering 
a card followed by activating the same to enable the
usage. Every time a consumer is expected to carry his/her 
card physically if respective financial institution does not 
support the digital channel. Eventually, each consumer 
will explore alternative options supporting hassle free 
digital options.

www.opusconsulting.com03



  

Need of digital transformation

Digitizing Cardholder Experience

As consumer behavior dynamically shifts, financial institutions need to ensure their solution adhere to these changes so 
that customer will continue to stay with them. To do so, financial institutions need to understand the dynamic nature of the 
digital site. There are many options which can turn cardholder experiences into frictionless, digital experiences, integrated 
which effects in instance card issuance followed by its activation and usage.

It has become essential for financial institution to on-board a new 
customer as soon as possible. Instant issuance means a card is
issued and marked immediately ready to use. Instance card issuance 
can be achieved in different ways. Either cardholder can be
handed over with non- personalized card or card printing operations 
can be supported at each and every branch.

Instance issuance 

The younger generation of cardholders prefer to use their smart 
electronic devices such as mobiles, wearable, etc. for making 
payment instead of using physical cards. Card provisioning is nothing 
but providing card and account information to be stored on mobile 
device (in a secured way). Another side of card provisioning can be 
achieved by issuing a virtual card. Nowadays, virtual cards can be 
issued with a validity of single transaction use, limited time period, 
or limited amount. Virtual cards issued can be used for e-commerce 
channels only.

Card provisioning
Another way of making a better cardholder experience is card control. 
In using this option, one can control all the attributes of card. E.g. 
Card Limit, Transactions types, MCC based limits. When all these 
options are made available at a tap of figure, it boosts the cardholder 
confidence in terms of controlling his/her card usage. Eventually, its 
effect can be seen in cardholder retention. On the other side, card 
control plays vital role in achieving security and reducing fraudulent 
usage when while using multiple payments cards.

Card Controls

By using tokenization, financial institutions can protect the sensitive 
information by replacing it with scribbled data. This data is generated 
using complex algorithm. In the context of payments cards, 
cardholder’s primary account number (PAN) is replaced with randomly 
generated number using astrong algorithm. It also helps cardholder 
to save payment card details with digital wallets, recurring payment 
initiating merchants without compromising on clear card number.

Tokenization

Automation of payment experiences can be achieved by removing 
manual interventions, which lead to reduced errors. Electronic 
payments are much cheaper than paper based transactions. It also 
adds to fraud prevention as every payment goes through fraud check 
in real time.

Automate payment experience
To support frictionless payments, business models should consider 
lowering the waiting time enabling faster checkout
experience. It should also reduce the number of steps that cardholder 
is required to go through for payment initiation.
Payments using digital wallets, contactless cards, auto update of 
payment instruments are typical examples of frictionless
payments.

Frictionless payments
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Technology Efficiencies

The payment ecosystem needs to go through further
evolution of business models.

Payments-as-a- service can accelerate the digital
transformation initiatives and financial institutions should
start digitizing their applications in order to ensure that
technology supported by them can provide modest control
in the market and meet the needs of business dynamics.

Such platforms are built to achieve a specific purpose and play one of 
the important roles within a business function. Open banking concept 
can help FIs to meet consumer needs to select right partner product. 
Payment-as-a-service can help FIs to come up multiple partner 
product to cater seamless payment experience as per wide range 
of consumers. Using API based platforms FIs can fortify their digital 
portfolio and improve customer experience.

API Based Platforms
Automation can help reduce the error caused because of manual 
intervention and accelerate operations. It also helps financial
institutions to takeover repetitive manual tasks performed by 
individuals. Eventually, this act as further boost to efficiency giving
you more capacity to ensure seamless operations.

Automation

Projection of Total transaction value in digital payments.
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Analytics plays a critical role in financial institutions making a decision 
on the basis of historical data. This helps to increase the profitability, 
reduce costs, and improve efficiencies. Using data analytics, one 
can understand the customer needs and better design the products 
by performing more accurate risk assessment and underwriting. 
Eventually, it can show positive impact on customer retention.

Analytics

Organizations need to accelerate the current rate of adoption for 
digitization to suffice the customer requirements. This demands 
implementation of latest technology initiatives i.e. artificial intelligence, 
analytics. Payments-as-a-service business models can lower the 
risk by introducing these technologies and help financial institutions 
to get prepared for new normal. Business model that tend to shift 
towards PaaS model can mitigate the impact of current situation and 
survive with business continuity by providing future-proof growth and 
improvement in overall operations.

Cost-efficient access to new technologies
Most FIs currently support an inflexible and monolithic technology 
stack. Having said that, the challenging shift from legacy platform 
to an advanced one involves a heavy replacement cost and time 
to market. These systems have evolved over time and support a 
wide range of solutions to address problem statements. However, 
Payments-as-a-service platforms can be integrated with such 
systems to enable FIs to opt for an incremental approach for digital 
transformation.

Living together with inheritance

CONCLUSION

Payment card issuing for financial institutions is going through a quick transformation, to ensure that 
seamless experiences are delivered to prospective and existing cardholders, and enabling the options 
to make right choice of card type. Cardholder experiences need to be strengthened by providing 
responsive assistance, attractive loyalty and redemption and creating a personalized experience by 
supporting feature like card controls. To enhance all these features, financial institutions should create a 
differentiating position by providing digital solutions.

DISCLAIMER

Recommendations and information provided is intended for informational purposes only and should not be used for any advice for marketing, 
legal or other purpose. Opus Consulting Solutions does not provide any warranty for completeness or correctness of any information present 
in this document and does not hold any liability from reliance of such information. This document is intended for illustrative purposes only
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About Opus Consulting
Opus Consulting Solutions focuses on shaping the future of payments 
technology. With experience building highly innovative solutions 
and products, we combine our deep technology proficiency with 
unmatched domain expertise in Payments and Fintech, enabling us to 
deliver unparalleled quality and value in everything we do. Our team 
partners with a diverse global customer base, ranging from start-ups 
to Fortune 500 financial leaders, all focused on digital transformation 
and driving innovation in payments.
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