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Need of digital transformation

The End of the Comfort Zone

Digital Transformation has dominated business discussions over the past few years, but the significance seems to have multiplied 
recently, given that companies are rethinking ways which they must meet their customers’ changing needs. Engaging with a 
businesses’ services and offerings has increased drastically and there is a plethora of options customers choose.

We are traversing an era where everything ismoving towards digital and everything needs to connect. If companies are still daunted 
by technology, this is the time to change and look at ways of making technology work for you. If and when everything goes digital, 
right from buying insurance to the way personal care evolves, the background is fueled by an IT architecture of thousands of 
connections and integrations that need to work together, to ensure seamless delivery ofcustomer experiences through the multiple 
channels customers continue to prefer. Organizations are also maximizing the power of data for customer engagement and behavior.
The highest prerogative is to deliver personalized customer experiences and increase their lifetime value.

The payments ecosystem is leading the digital change with card issuers, acquirers, processors, and gateway providers – everyone 
leveraging emerging technologies to provide customers with choice. In some cases, the entire payments value chain has transformed 
as payments move from a behind-the-scenes mechanism to a perfectly engineered digital experience. As we look at what the future 
holds for digital transformation in the payments space, it can be helpful to look at the impetus and conditions behind this push toward 
digitalization. From there, we can explore what the future may hold for this constantly evolving space. 

Proximity payments is the fastest-growing segment of mobile payments. Experts suggest that use of proximity payments 
will outpace mobile P2P and M-commerce payments over the next few years.Enabling technologies emerged in recent 
times, such as HCE and Tokenization, which are fueling the change.
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Customer-Centric Payments

Customer-centric payment options bring a more personalized shopping experience, customized offers, seamless loyalty rewards, and 
faster checkouts. Customers prioritize convenience over everything else which is spurring fierce competition and innovation in this 
space.Customers are accustomed to cloud-based services giving retailers and merchants a major incentive in adopting emerging 
technology, while maximizing the opportunity.

Non-banks have changed the world’s outlook around outstanding payment experiences and innovative tech is the force behind this 
revolution. Real-time, account-to-account payments are also on the rise, allowing funds to be transferred instantly, both domestically 
and across borders. Consumers are adopting new trends at a rapid pace, embracing contactless, smartphones, wearables, and 
integrated tools,all to enhance their buying experience.

Enablement of third-party access to data from banks has led to the rise of Open Banking, allowing tech-driven non-banking firms to 
build new and exciting payments services.New players continue to enter the marketplace and challenge the more traditional financial 
institutions with new and out-of-the-box payment products and solutions. API-led integrations let organizations build meaningful 
partnerships and empower them to foster seamless connections with transactional data, allowing the prediction of future customer 
behavior and the creation of more customer-centric innovation in payments.



  

On-Demand DevOps-led 
Rapid Delivery 
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Financial Services is one of the industries that demands an uninterrupted flow and quick delivery of services to keep the business 
running. Customer engagement is soaring,and transaction volumes are rising,demanding uninterrupted infrastructure. 

From fintechs to banks – everyone wants to deliver content and products sooner, and the role of technology in fulfilling this demand is 
stupendous. The industry is in dire need fora cohesive digital transformation to retool internal operations and upgrade solutions, in line 
with growing customer expectations for seamless, omni-channel, secure, real-time, round-the-clock digital services that are perceived 
as relevant in customers’ minds.

Companies are modernizing their back-end systems and processes and assessing security, risk & compliance requirements. They 
are prioritizing enhancement of quality and cadence of application releases by adopting a DevOps culture – to align the development 
and operational teams to meet the demanding standards setup by emerging Fintechs.

Enriched Communication Better Collaboration

Continuous Integration Uninterrupted and Rapid Delivery

The benefits of a successfully implemented DevOps culture are as explained below but not limited to

Automated Processes

Connected Payments

Anything connected to the internet that can be 
controlled and used for data analysis 

Things

Smartphones, tablets, and other smart devices
to control different types of “things”

Devices

Key element for IoT based payments; a 
common source to manage access between
the thing and controller

Cloud Services

Consumers and merchants are rapidly adopting technology and the innovation in IoT has further digitized their relationship. It is 
predicted that by 2021, more than 70 billion devices (‘things’) will be connected, with revenues from IoT forecasted crossing 5 trillion 
USD the same year. Let’s understand the implications of Io Tov our lives 

The demand for IoT devices emerging across industries such as utilities, manufacturing, automotive, transportation and logistics, is 
surging and the industry is building solutions to maximize gains. 

Payment service providers have been leveraging IoT already, enabling payments through connected voice assistants, smart TVs,
and even cars. As connectivity multiplies, the matching payment options to enable consumers to pay when, where, and how they want 
to will multiply, too.



  

Artificial Intelligence (AI) & 
Machine Learning
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Retailers and financial institutions are adopting artificial intelligence and machine learning to improve key business processes. 
They are usually layered into an existing payments technology stack, with the ability to analyze data and assist in the decision-
making process to expand payments capabilities on several levels. Popular retailers are building applications to enhance customer 
experiences, like at Starbucks, thathas added machine learning and natural language processing (NLP) to their mobile ordering 
application to help each customer order their items and pick them up quickly. PayPal has implemented a customer service bot to 
enable customers making payments, requesting refunds, and checking the status of their account and processing refund requests.

Some leading financial institutions are also partnering with open Machine Learning engines to extend risk and fraud management 
capabilities for secure payment processing. AI’s ability to handle and protect payments is being tapped into quickly by integrating 
it with technology. Neural Networks emulate human brain patterns and the technology will help payments companies to sift through 
fraudulent transactions, possible cyberattacks, and study customer behavior.

Conversational commerce is here to stay and is being used to interact with people, brands, services and bots, that before had no
real place in the bidirectional, asynchronous messaging context.With supervised learning, AI models are trained on large sets of
transaction data tagged.

With unsupervised learning, AI models can be developed through self-learning, where the transaction data may be thin. Ratherthan 
relying on a labeled training set, the model is updated as new patterns emerge—patterns that are largely invisible to other
forms of analytics. This continuous retraining enables the AI to detect outliers and anomalies.

In North America alone, AI is projected to increase the 
GDP of the financial and professional services industry 
as much as 10 percent by 2030, driven by increases in 
both productivity and consumption. AI can help payments 
companies underwrite the merchants they onboard by 
defining a standard that is constantly evolving, and adjusting 
with every chargeback and instance of fraud. This not 
only creates a safer ecosystem, but also helps payments 
companies protect themselves from losses due to fraudulent 
merchants in a way that was impossible by manual review.
Underwriting is a powerful tool for payments professionals 
and AI can help you fight fraud better.

AI programs use natural language processing technologies 
to conduct a conversation and drive meaningful customer 
experiences. These programs have the potential to disrupt 
many service industries by offering customized and 
personalized service in a highly automated, highly scalable 
way as adopted by the best paid online survey apps.AI 
could become an invaluable tool for resolving chargebacks, 
helping their merchant customers and streamlining the 
onboarding of merchants in a very cost-effective way.



  

API-Led Open Payments
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Banks have long had a stronghold on the payments product and services market, but digital is disrupting this hierarchy. The 
proliferation of mobile apps, digital wallets, and other connected channels have upended the distribution model, opening up  
the payments ecosystem to application developers and technology companies, in addition to the traditional players. Banks are 
increasingly partnering with these third parties to create a more personalized, relevant, and digital customer experience through open 
APIs.

APIs are becoming the force behind massive transformation as companies look to strengthen their ecosystem and leverage the right 
partnerships to retain customers and offer modern solutions to boost retention.

Companies are using APIsto create new revenue streams from what is widely seen as the next iteration of business development, 
where having well-developed APIs establish and maintain relationships in a digital economy. APIs are the comprehensive version of a 
web presence, allowing others to access and integrate your data and resources into their public or private sites and applications.

A robust API management plan and a healthy business model can provide a framework for a company’s monetization goals. API
monetization isn’t just about how you are going to generate revenue via your API, it is also about how you will keep your API in
operation and performing for consumers. 

In Europe, the PSD2 has helped accelerate some of these changes by essentially ending the banks’ monopoly on customer data. 
As banks must compete with third party providers who enable direct payments from accounts via apps or other digital platforms, 
innovation will take a front seat and new services will emerge. Though the push for innovation is a key driver here, sois the need for 
better security within digital payments.

The PSD2 also calls for strong authentication measures that utilize at least two of the following three elements: something a
user knows, something a user has, something a user is. In other words, the days of the static password are over.



  

Cloud
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Cloud computing has been a popular tool within the grander scheme of digital transformation—a trend that shows no signs of slowing. 
It’s predicted that over half of all IT spend will be cloud-based by 2021. As more organizations embrace the adoption of cloud 
infrastructure, we see this should be no different within the fintech and payments spaces. The delivery of on-demand, pay-as-you-
go computing resources, enables other service providers to streamline their own offerings and increase efficiency across an entire 
organization.

This is particularly true for banks, who face significant challenges in adapting to innovations within payments. As regulations evolve 
and data privacy and security becomes more complex, cloud-based solutions show real promise for financial institutions (FIs). There 
are several benefits to FIs who have long been bound by costly-to-replace legacy systems: 

On-demand service structure opens up capabilities, as cutting-edge technology and processing power becomes available in a 
pay-as-you-go manner, reducing the need to overspend on over-sized infrastructure.The cloud is now considered to be a growth 
catalyst where the applications it enables are directly responsible for breaking the barriers to increasing revenues and acquiring new 
customers.Cloud services can also scale to meet the real-time needs of an organization and storage capacity can grow as a business 
does. This unique capability of cloud means that organizations no longer need to worry about running out of space, which otherwise 
can hinder organizations and restrict growth. Leveraging the power of the cloud also enables IT teams within organizations to focus 
on strategic projects that contribute towards business growth.

Organizations are moving existing applications to cloud while some others map out a holistic modernization strategy. Migration of an 
application implies a simple ‘Lift and Shift’ while modernizing an application further means breaking down the application to portions 
and then rebuilding each portion to gain efficiencies & reduce costs.

Cloud Migration of Applications Migrate & Modernize business applications

Enabling Multi-cloud with the optimum cloud platform 
choices

Today, major cloud adoption trends include the following:

Seamless upgrades that simplify compliance with 
numerous regulations

Significant reduction or complete removal of the 
maintenance costs associated with on-premise IT 
infrastructures.

Faster, simpler, highly personalized, and configurable 
on-boarding



  

Challenges with 
embracing Digital
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While cloud is the present and future for organizations wanting a competitive edge, let us talk about some common challenges 
organizations face in their journey with cloud.

Banks & FIs not only need newer technology, but also onboarding right talent with the right skillsets to improve functionality 
of platforms and systems. A scarce pool of technology experts becomes a road block. Moreover, organizations need their 
workers to understand their business, especially the rapidly evolving financial services industry.Technology today can get 
overwhelming but what will set organizations apart from competition is their ability to get the right talent to lead them to 
success. 

1. Lack of Technology skills

Another challenge technology specialists are confronting is the way FIs & Banks showcasethe right ability to collect, analyze, 
and store customer data. Keeping seamless customer experiences on their mind, people today are open to share more of their 
personal data for greater benefits in the form of monetary rewards or personalized services. 

While financial services leaders are looking to mine personal data of the customers, they often face hurdles to analyze this 
data, not only for customer’s personalized services, but also to operate in an intelligent way. 

AI systems are in place, however these engines and algorithms need to be refined to extract the maximum of the throughput 
and effectively process the customer data. Compliances like PADSS and GDPR are changing the way payments organizations 
have to collect, process and store personal data.It is still a big challenge to automate the backend processes that would allow 
AI systems to analyze data and refine the trends for Insights.

2. Perfecting Customer Data Analysis

When applications such as wallets, real-time payment systems, and dataand banking platforms are over the open network, 
implementing security gates to these entities becomes really challenging. Most of these components are over cloud or on-
premises or are a blend of the two. Authorizing the right people to do the right things for cloud services, as well as controlling 
the access to virtual systems on cloud, must be coupled withwell-defined protocols and security measures. Validating the 
permissions and ensuring there are no intruders in the network is another challenge.

3. Implementing Cybersecurity

Digital Transformation demands a significant overhaul to your organizational processes, work routines, and culture 
Organizational teams that are setup in a certain way cannot hinder long term goals. This is a great time for every function in the 
organization to think beyond the ordinary, in order to deliver experiences that surpass the usual. 

4. Not letting your organization’s culture control your digital strategy
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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.

CONCLUSION

These changes in the payments landscape will only accelerate in the near and long-term. Digital 
payments and contactless options will continue to grow and the ecosystem will continue to be disrupted 
by new market entrants. To remain competitive in the space, traditional players and incumbent banks 
will need to embrace innovation and leverage many of the newer tools, channels, and technologies 
mentioned in this paper.

Adopting the right mix of emerging technologies will position incumbents and new entrants alike to 
survive and thrive in this era of digital transformation.The key drivers for success of every digital 
transformation initiative, include prioritizing customer-centricity, delivering faster time-to-value, rapid 
minimum viable product releases, well thought-out transformation, workforce upskilling and enablement. 
The ability to adapt on the go will help financial services firms connect each move in their transformation 
journey to the bigger goal, adopt a product-centric mindset, drive better outcomes, leverage DevOps for 
on-demand delivery and create a culture of responsible and consistent innovation.

Customers value how they experience brands above everything else. That extends to retail stores, companies in the digital 
commerce value chain, as well as social media and other potential touchpoints along the way. Most businesses believe that 
customer service will be the key differentiatorin a crowded marketplace.

The disadvantageof the experience economy is that doesn’t allow brands a lot of time to adapt. A bad experience, on the other 
hand, is often a silent deterrent. The true value of digital transformation is all about great customer experiences and they are 
not limited to merely trying to win sales, it is about keeping customers around longer.

The key to keeping up with changing times is to work on building customer experience from the bottom up. The focus should 
be on customer journeys. This provides the opportunity to improve sales and retention, which means stable growth in the years 
to come.

5. Changing Customer Experience

https://www.facebook.com/opusconsultingsolutions
https://twitter.com/consultopus
https://www.linkedin.com/company/opusconsultingsolutions/
https://www.youtube.com/channel/UC4PlgBoht0r5GiMM78VD40A

