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Abstract

In the present serious climate, banking company can’'t stand to high flat with their client

relationship the executives (CRM) drives. There are a lot of
instances of essential things to executed proper CRM. The reason for
this study was to help with the choice cycle of Kotak Mahindra bank in

their decision of a CRM framework. The point was to assess different CRM frameworks
in banking sector to view as the most appropriate for Kotak bank. The review was to

explain and understand how bank use CRM.

This project explains the need of customers and the services provided by the Kotak bank

to its customers and history of bank and its achievement over the years.

In this project customer perspective and bank services have been analyses to understand

the gap between the actual and services customer is getting through bank.

This project also focusses on how customers can safe themself from banking frauds
happening in banking area and what are the importance of customer relationship
management in bank and what are the types of customer relationship management and
how to implement in the real life and it has changed the banking sector over past few

years.

This book will give us a brief understanding of customer and banking and help to
understand how Kotak bank has become this successful and what are the strategy used

by the bank to survive in this competitive market.
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A STUDY ON CUSTOMER RELATIONSHIP
MANAGEMENT AND IMPORTANCE OF RELATIONSHIP
MARKETING IN THE KOTAK BANK SECTOR

kotak

Kotak Mahindra Bank

CHAPTER 1: INTRODUCTION

Introduction

Kotak Mahindra Bank Limited is an Indian banking and monetary administrations
organization settled in the city of Mumbai, India.

It offers banking services and monetary services for corporate and retail customers in the
space of accounting, banking, life coverage. It is India's third biggest private area bank by
market capital and resources as of November 2021.

Laid out in 1985, Kotak Mahindra bunch is one of India's driving monetary administrations
aggregates. In February 2003, Kotak Mahindra Finance Ltd. the gathering's lead organization,
got banking permit from the Reserve Bank of India (RBI), turning into the first non-banking

finance organization in Quite a while to change over into a bank - Kotak Mahindra Bank Ltd.

April 1, 2015, ING Vysya Bank Ltd has converged with Kotak Mahindra Bank Ltd making a
Rs 2 trillion foundation (solidified). The blended substance — Kotak Mahindra Bank Ltd. has a
huge public impression of 1,250+ branches and 1,900+ ATMs spread across 640+ areas,

managing the cost of it the limit and means to serve surprisingly better.

The Bank has three Strategic Business Units taking special care of retail and corporate clients

across metropolitan and country India.
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The Consumer Banking business offers total retail monetary arrangements including an
assortment of reserve funds and advance items and creative computerized arrangements - Jifi,
a first-of-its-sort completely coordinated Social Bank Account, reclassifies advanced banking
via flawlessly consolidating long range informal communication stages like Twitter and

Facebook with standard banking.

KayPay is the world's first bank rationalist moment supports move stage utilizing Facebook.
On the reserve funds financial balance front, the Bank offers higher loan fee at 6% p.a. for
balance in overabundance of Rs. 1 lakh, and gives an extensive set-up of venture

administrations and conditional comforts.

The Bank's Wealth Management business is one of India's biggest and gives redid monetary

answers for high total assets families.

The Corporate Banking business offers a thorough arrangement of items and administrations -
working capital financing, medium term finance, current record, exchange administrations,
cash the executive’s administrations, trade credit, exchange banking, care administrations,

obligation capital business sectors, forex and depository administrations.

The Commercial Banking business offers an extensive arrangement of banking items and
administrations to small and medium undertakings (SME) occupied with fabricating,
exchanging, administrations and commodity organizations. It has specific units, which give

money to Agri Sector, Commercial Vehicle administrators and Framework business.

Its administrations ranchers across India by giving term advances to buy farm haulers. The
Bank additionally offers little ticket gold credits and business credit
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History

Established out in 1985, the Kotak Mahindra bunch has been one of India's most presumed
monetary aggregates. In February 2003, Kotak Mahindra Finance Ltd, the gathering's lead
organization was given the permit to continue banking business by the Reserve Bank of India
(RBI).

This endorsement made financial history since Kotak Mahindra Finance Ltd. is the first non-
banking finance organization in Quite a while to change over itself in to a bank as Kotak
Mahindra Bank Ltd. Today, the bank is one of the quickest developing banks and among the

most respected monetary foundations in India.

The bank has more than 323 branches and a client account base of over 2.7 million. Spread all
over India, in the metros as well as in Tier Il urban communities and provincial India too, it is

rethinking the compass and force of banking.

As of now it is occupied with business banking, stock broking, shared assets, life coverage and
speculation banking. It takes special care of the monetary necessities of people and corporates.
The bank has a worldwide presence through its auxiliaries with workplaces in London, New
York, Dubai, Mauritius, San Francisco and Singapore that represent considerable authority in

offering types of assistance to abroad financial backers looking to put into India.
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Company History and Annual Growth Details

1985-

The organization was fused on 21st November 1985 under the name Kotak Capital
Management Finance Ltd. The Company has been advanced by Mr Uday S Kotak, Mr S.A.A
Pinto and Kotak and Company. The organization acquired the testament of beginning of
business on eleventh February 1986 and the Existing advertisers were joined by Mr Harish
Mahindra and Mr Anand Mahindra. The organization's name was changed on eighth April 1986
to its current name Kotak Mahindra Finance Ltd. - The Company bargains in Bill limiting,
renting and recruit buy, corporate money, the executives of fixed store preparation, financing
against protections, currency market activities, purchaser finance, speculation banking and

clients' cash the board.

1991-

An application was made to SEBI for endorsement for setting up a Mutual Fund trust and a
resource the board organization. The recently set up Corporate Advisory Services Group got a
few orders for counsel on consolidations and acquisitions and yet again organizing. - The
Company's recently settled Foreign Exchange Risk Management Service carters to the huge
possible interest for cost hazard the executives. The Company laid down a good foundation for
itself as a significant renting and recruit buy organization and as a wellspring of money for

buyers of cars.

1994-

The Company went into a Memorandum of Understanding with KB Currency Advisors Inc.
USA to showcase their Foreign Exchange Fund Management program. - 183,65,500 Rights
value shares gave in prop. 1:1. 11,800 No. of value shares relinquished. - The Company has
gotten the endorsement of Securities and Exchange Board of India (SEBI) for setting up a
Mutual Fund.
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1995-

The Company gave 4,00,000 - 17% Secured Redeemable Non-Convertible Debenture of Rs
2500 each including 96000 - 16% NCDs saved for NRIs/URB (just 9510 taken-up). Withdrawn
piece of 90 debentures gave to general society. These are redeemable at standard on 7.3.2001
with a possibility for early reclamation up to 5% of the issue sum consistently. - The Company
went into a joint endeavour concurrence with Ford Credit International Inc. (FCI), an auxiliary
of Ford Motor Credit Co., USA. It was proposed to fund all non-Ford Passenger vehicles. -

Kotak Mahindra Capital organization turned into an auxiliary of the Company.

1996-

The Company's tasks were impacted by the liquidity crunch, shortage of assets, laziness in the
capital business sectors and the general deceleration of financial development. - The Company
has gone into a MOU with the Chubb Corporation, New Jersey, U.S.A., one of the biggest
American Insurance firms, to foster a Joint Venture devoted to the lead of causality and
property protection business in India. - The Company has contributed an amount of regarding

Rs 200 lakhs in Matrix Information Services Private Ltd.

1997-

In acknowledgment of the Company's reasonable assets the board, CRISIL has relegated a
rating of AA+ to the Company's public issue of Non-Convertible Debentures and P1+ for all
transient borrowings up to Rs.35000 lakhs. - Kotak Mahindra Finance Ltd, has chosen to
wander into medical coverage business. - Kotak Mahindra Finance has sent off another shopper
finance item called Kotak Mahindra K-Value. - Hamko is a 100 percent auxiliary of KMFL
and interest in it was organized to stay away from restrictions of Section 372 under the
Companies Act. - The organization has expanded into different exercises for which it has set

up auxiliaries including broking, capital market exercises, vehicle finance, and so on
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1998-

Kotak Mahindra Asset Management Company Limited (KMAMCL) sent off its common asset
plans in December. - The Company it would send off its common asset with two plans - - KGilt
Unit Scheme and K30 Unit Scheme. - Kotak Mahindra Finance, is a joint endeavour with

Goldman Sachs.

1999-

The 'FAA’ (articulated 'F twofold A") rating doled out to the decent store program of Ford Credit
Kotak Mahindra (FCKM) has been reaffirmed. - With the distribution to the Company of
50,000 value portions of Rs. 10 each by Kotak Mahindra Trustee Company Limited (KMTCL)
on twelfth May.

2000-

Kotak Mahindra Finance Ltd (KMFL) and Chubb Corporation of the US have chosen to cancel
their joint endeavor for entering the overall protection business in India. - The Company has
chosen to set up an investment store with an underlying corpus of Rs. 100 crores. - KMFL
brings set up another resource reproduction division to the table for recuperation the board
administrations to players in the monetary administrations industry. - The Company Issue of
91,82,500 No. of Equity Shares of Rs. 10/ - each for cash along with some built-in costs of Rs.
90/ - per share accumulating Rs. 91,82,50,000 to the Equity Shareholders of the Company on
Rights premise in the proportion of one value share for each our value shares hung on fifteenth
February. - Mr. K.K. Sheth has surrendered compelling from May 8. - Kotak Securities a
partner of Kotak Mahindra Finance Ltd., has sent off electronic broking administrations for
retail financial backers. - Kotak Mahindra Finance is in converses with unfamiliar back up

plans for a joint endeavor in the extra security business.

2001-
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The Company suggested a trade proportion of 25 portions of KMFL for each portion of Pannier
Tradings which has a 75 percent value stake in Kotak Securities. - The Bharath Petroleum
Corporation Ltd (BPCL) has chosen to head out in different directions from Kotak Mahindra,
one of the main homegrown monetary administrations organization, in its helpful store

adventure In and Out.

2002-

KMFL's business has seen a quick development with the complete payment of business vehicle

advance of the organization in the last monetary was tuned to Rs. 250cr. - RBI has given on a
fundamental level endorsement to Kotak Mahindra Finance Ltd to change over itself into a
bank, consequently turning into the very first non-banking finance organization changed over
into a bank. - Mr Uday Kotak says, there will not be any fresh capital mixture in the bank
sooner rather than later. - KMFL informed BSE the FITCH evaluations doled out: Fixed
Deposit Program - Ind AAA Non-Convertible Debenture - Ind AAA

Mr. Ajay Sondhi has been selected as the Additional Director of Kotak Mahindra Finance Ltd.
- Kotak Mahindra Finance Company has shortlisted I-flex arrangements 'Flexicube' and
'Infosys', 'Finacle' for its centre financial arrangements. - KMFL has raised 76.22cr by selling
securitised business vehicle credits to financial backers. - CRISIL has allocated 'AAA(SO)'
rating for Rs.83cr securitisation Program of Kotak Mahindra Finance Ltd. - Mr. Uday Kotak
has been named as the Executive Vice Chairman and Managing Director of the organization. -
Kotak Mahindra Finance Ltd has assembled Rs.104.89 cr. resource supported securitisation of
business vehicle receivables. - Business Standard and Business Standard computerized have
stopped to be the auxiliaries of Kotak Mahindra Finance Ltd. - Mr.C Jayaram and Mr. Dipak

Gupta are delegated as entire time Directors on the Board of Kotak Mahindra Finance Ltd.

2003-

Madison Communications has won the Rs.30cr Kotak Mahindra's media AOR account. - The
proposition of changing the name from 'Kotak Mahindra Finance Ltd' to 'Kotak Mahindra Bank
Ltd' and the proposition to change the Authorized capital from 100,00,00,000 separated into

10,00,00,000 value portions of Rs.10 each has been supported by the organization investors. —
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RBI has allowed permit to Kotak Mahindra Finance Ltd to leave on its financial business. - O
and M has the innovative record of Kotak Mahindra Bank, and has supposed to work expertly.
- Kotak Mahindra Bank has gotten a ton of premium from portfolio financial backers, private
value financial backers and expected vital financial backers. - Kotak Mahindra Bank has gone
into an ATM offering consent to UTI Bank, which would permit KMB's without client
admittance to around 800 ATM’s. - Kotak Mahindra Bank has begun its tasks in New Delhi by

initiating a branch place office.

2004-

Kotak Mahindra Bank Limited has informed that the Bank's value offers will be delisted from
The Stock Exchange, Ahmedabad with impact from January 20, 2004. - Kotak Mahindra Bank
sets up branch in Surat - Kotak Mahindra Mutual Fund has sent off Kotak Opportunities, an

open-finished value development plot - Kotak Mahindra Bank inks settlement with Reuters

2005-

Kotak Mahindra Bank buys pushed resources worth Rs 1,000cr - Kotak Bank hold hands with
IndianNGOs.com - Kotak Mahindra Bank puts Rs 25cr in BFW - Kotak Mahindra Bank has

given the Bonus in the Ratio of 3:2

2006-

Kotak Mahindra joins hand HDFC Bank to share ATMs. - Kotak Mahindra to purchase out
Goldman Sachs' stake in JVs - Kotak Mahindra Bank sets up branch in Valsad - Kotak

Mahindra auxiliary gains Ford Credit's auto portfolio

2007

Kotak Mahindra Bank Launches Home Banking, Improves Banking Experience - Kotak
Mahindra Bank Launches Salary 2 Wealth - Kotak Mahindra Bank Launches Kotak Gold Debit
Card - Kotak Mahindra Bank Ties up with Taxshax.com, Simplifies Filing of IT Returns

14| Page




2008-

Kotak Mahindra Bank sent off Mastercard for its clients. 2009 - Kotak went into restrict with
Russia's top speculation bank - Kotak Mahindra Bank Wins IT Team of the Year for third
Consecutive Time at the Banking Technology Awards 2008.

2010-

Kotak Mahindra Bank has sent off a Mastercard called Kotak Trump Card that offers 10%
money back on eating as well as film and play spends. - Kotak Mahindra Bank (KMB) has
presented Stock Ace, another item presenting for individual clients which gives them the force
of moment liquidity. - Company has divides its Face worth of Shares from Rs 10 to Re 1

2011 -

Kotak Bank opens 300th branch - Kotak Mahindra Bank dispatches interbank portable
instalment administration 2012 - Kotak Mahindra Bank has executed the high-level centre
financial stage Finacle 10 widespread arrangement across 355 bank offices in relationship with
the IT bellwether Infosys

2013 -

Kotak Mahindra Bank procures the business credits arrangement of Barclays India - Kotak
Mahindra Bank dispatches Kotak Presidium with President Bill Clinton - Kotak Mahindra
Bank sacks Celent Model Bank Award for its Core Banking execution - Kotak Mahindra Bank
reports '‘Onam Bonanza' for new NRI Customers - Kotak Mahindra Bank's portable banking
application among world's best in 2013 Mobile Excellence Awards - Kotak Mahindra Bank

dispatches Kotak Multi Currency World Travel Card

Complex, Bandra (E), Mumbai - 400 051, Phone: +91 22 61660000, Fax: +91 22 67132403.

2014-
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Kotak Mahindra Bank dispatches Jifi - a first of its sort completely incorporated social ledger
- Kotak Mahindra Bank solely sets up 24 ATMs at Mumbai Metro One stations - Kotak Wealth
dispatches 'Top of the Pyramid 2014' - Kotak Mahindra Bank Launches KayPay - Worlds First
Bank Agnostic Instant Funds Transfer Platform Using Facebook - Kotak Mahindra Bank
Becomes India’s First BFSI Company To Win Prestigious Efma Awards - Kotak Mahindra
Bank and ING Vysya Bank Announce Merger - Kotak Mahindra Bank Launches Savings Bank
Account for 55+

2015-

Kotak Mahindra Bank Ltd has educated BSE that Reserve Bank regarding India has endorsed
the plan of mixture of ING Vysya Bank Limited with Kotak Mahindra Bank Limited - Kotak
Mahindra Bank sent off Jifi Saver, a social investment funds ledger - Kotak Mahindra Bank
and ING Bank Sign MoU for Cross Border Business - Kotak Mahindra Bank discloses
disconnected versatile banking application - Kotak Mahindra Bank procures 100% auxiliary,
Kotak Mahindra General Insurance Company Ltd - Kotak General Insurance gets IRDAI
gesture to start business - Kotak Mahindra Bank has given Bonus partakes in the proportion of
1:1 2016 - Kotak Mahindra Bank arm purchases 6.8 pct stake in Diamond Power Infrastructure
Ltd - Kotak Mahindra Bank Launches International Banking Unit in GIFT City - Kotak
Mahindra Bank gains more than 3% on RBI gesture to CPPIB proposition - ING sells 2.5%
stake in Kotak Mahindra Bank for Rs 3,653 crores 2017 - Kotak Mahindra Bank dispatches
Kotak Remit Aadhaar-based Instant Forex Remittance Solution. - - Kotak Mahindra Bank
dispatches Kotak 811 Savings Account. - Kotak Mahindra Bank Ltd. Has obtained
13,26,75,452 value portions of Rs. 10 every one of Kodak Mahindra Old Mutual Life Insurance
Ltd. For a thought of Rs. 1,292.7 Crore payable in real money. - Kotak Mahindra Bank
dispatches Smart Banking 24x7 e-Lobbies. - Kotak Mahindra Bank and Zeta send-off Paymint

a multi-wallet advanced prepaid answer for salaried representatives.

2016 —

Kotak Mahindra Bank arm purchases 6.8 pct stake in Diamond Power Infrastructure Ltd -
Kotak Mahindra Bank Launches International Banking Unit in GIFT City - Kotak Mahindra
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Bank gains more than 3% on RBI gesture to CPPIB proposition - ING sells 2.5% stake in Kotak
Mahindra Bank for Rs 3,653 crores

2017-

Kotak Mahindra Bank dispatches Kotak Remit Aadhaar-based Instant Forex Remittance
Solution. - Kotak Mahindra Bank dispatches Kotak 811 Savings Account. - Kotak Mahindra
Bank Ltd. Has procured 13,26,75,452 value portions of Rs. 10 every one of Kodak Mahindra
Old Mutual Life Insurance Itd. For a thought of Rs. 1,292.7 Crore payable in real money. -
Kotak Mahindra Bank dispatches Smart Banking 24x7 e-Lobbies. - Kotak Mahindra Bank and

Zeta send-off Paymint a multi-wallet computerized prepaid answer for salaried workers.
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Items and Services

The bank offers total monetary answers for boundless requirements of all individual and non-
individual clients relying upon the client's need - conveyed through a cutting-edge innovation
stage. Venture items like Mutual Funds, Life Insurance, retailing of gold coins and bars and so
forth are likewise advertised. The bank follows a blend of both open and shut design for
dissemination of the venture items. This is supported by solid, in-house research on Mutual
Funds.

The bank's investment account goes past the conventional job of reserve funds, and permits us
to set to the side much something other than cash. The effortless component of Savings
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Account gives a scope of administrations from reserves move, charge installments, 2-way
move throughout our ActivMoney element and significantly more. We can put standing
directions for speculation choices that can be reserved through Internet or through Phone
banking administrations. The Savings Account along these lines accommodates alluring
returns procured through a thorough suite items and administrations that offer venture choices,

all conveyed flawlessly to the client by very much incorporated innovation stages.

Aside from Phone banking and Internet banking, the Bank offers helpful financial office

through Mobile banking, SMS administrations, home banking and BillPay office among others.

The Depository administrations presented by the Bank permits the clients to hold value shares,

government protections, bonds and different protections in electronic or Demat structures.

The Salary 2 Wealth offering gives exhaustive managerial answers for Corporates with
highlights, for example, simple and computerized online compensation transfer process
consequently taking out the desk work associated with the interaction, a committed relationship
supervisor to support the corporate record, redid advancements and tie - ups and numerous
interesting elements. The entire range of speculation items and venture warning administrations

is accessible to the compensation account holders too.

For the business local area, the bank offers exhaustive business arrangements that incorporate
the Current Account, Trade Services, Cash Management Service and Credit Facilities. The
bank's discount banking items offer business banking answers for long haul speculations and
working capital requirements, exhortation on consolidations and acquisitions and gear
financing. To address unique issues of the rustic market, the bank has committed business
contributions for farming financing and foundation. Its Agriculture Finance division conveys

modified items for capital financing and hardware financing needs of our provincial clients.

For monetary liquidity the bank offers credits that meet individual prerequisites with fast
endorsement and adaptable installment choices. To finish the individual monetary
contributions space, the bank presently offers Kotak Credit Card which is an issue free,

straightforward item that likewise turns out to be the main vertical Mastercard in the business.

Kotak Mahindra Bank tends to the whole range of monetary requirements of Non-Resident
Indians. The bank has restricted with the Overseas Indian Facilitation Center (OIFC) as an

essential accomplice, which gives them a stage to share their exhaustive scope of banking and
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speculation items and administrations for Non-Resident Indians (NRIs) and Persons of Indian
Origin (P10s). Their Online Account Opening office and Live Chat administration assists with
reaching out at the solace of homes and at the accommodation. These contributions are
explicitly intended to suit the abroad Indian's own monetary requirements and give the

worldwide Indians a close to home feel.
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Safe banking steps

Today, banking as a help has become incredibly available and banking capacities have become
fast. Exchanges can now happen on one's fingertips. Nonetheless, as the colloquialism goes, to
whom much is given, much will be expected; one needs to guarantee that alert is practiced
while managing matters of cash. To delineate this point further, here is a rundown of top 8 hints

on Safe Banking:
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1. Keep your login accreditations hidden

The most misjudged at this point critical point that individuals frequently disregard is that they
ought not share their login subtleties, PIN, OTPs with anybody. The vast majority will entrust
everybody with their bank subtleties and passwords just to lament later. Banks could never
arbitrarily call or email a client and request that they uncover their passwords or OTPs. Ledger
subtleties, individual subtleties and passwords should be kept hidden to guarantee security.

2. Try not to trust any inconsistent email/SMS

Keep an eye out for dubious or even valid looking messages diverting you to what exactly
resembles your bank's sites. These messages/SMSs are created to direct you to a phone site
which might abuse your accreditations. As a guideline, consistently utilize the URL

www.kotak.com to get to Kotak Bank's site.

3. Secret key assurance is fundamental

Extraordinary consideration should be given to producing a secret phrase for your web based

financial record. It ought to be

Solid: Use a mix of alpha-numeric and exceptional characters

Special: Ensure that it is totally not quite the same as any secret word utilized for some other
record

Eccentric: Stay away from normally utilized passwords like 123456, 121212, and so forth

Stay away from References: Avoid mainstream society references, sports groups and individual

21| Page




data. Try not to utilize your location, birthday, names of relatives or pets' names. The more
drawn out and more remarkable your passwords are, the harder they will be for programmers

to break.

Refreshed Frequently: It is fitting to change your financial secret phrase at standard intervals

Another significant hint is incapacitate the 'Recollect/Save this Password' choice on your PC.

4. Wellbeing starts with your gadget

A fundamental rule of rehearsing safe banking is guaranteeing that the gadget you use for your
financial exchanges is protected and impervious. Individuals frequently disregard the
assignment of safeguarding their PC or cell phone with an authorized enemy of infection and
hostile to spyware programming. Refreshing programming on your PC, tablet and telephone
can appear to be an agony, however it is a critical stage to guarding gadgets. These updates fix
bugs, programming weaknesses and security issues. Consistently refreshing your cell phone
applications and working frameworks improves your gadgets more secure. Even, on
programmed refreshes. You can set your PC, program, applications and telephone to refresh

consequently when new updates become accessible. Set it and fail to remember it!

5. Really take a look at your association

One more disregarded angle is marking into a web based financial record through open WIFI.
Public associations go about as a hotbed for programmers as they don't embed any layer of
safety between the client's information and the programmer. Hence, it is ideal to execute
banking exercises by means of a solid and confided in association. Another normal misstep is
utilizing a public PC to perform individual financial exchanges. Publically utilized machines
might actually be without individual firewalls, making them powerless against infections and

programmers.

6. Screen your record
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The vital errand of monitoring one's financial exercises has become simpler through SMS
warnings. SMS alarms in a flash advise the enrolled account-holder about the development of
assets or an endeavor to sign into one's financial balance. This aides in observing each exchange
on an ongoing premise and remaining caution to the chance of any offense. One more method
for assessing banking exchanges is through a bank articulation. Bank Statements present a
document of each of your exchanges over a predetermined time span. This makes it simpler for
the client to examine for debatable and dubious exchanges. Other fringe benefits that can be
settled on incorporate getting programmed refreshes on bank equilibrium and intersection of
credit limit.

7. Be cautious with your cards

ATM Cards, Debit Cards and Credit Cards have made life simple. In any case, they should be
taken care of with most extreme wellbeing. Due care ought to be taken while punching in
Passwords or PINs so no one else can see them. In the event that your cards get taken or lost,
the initial step taken ought to be to report it to Kotak Mahindra Bank right away and get them

hindered. Try not to trust that your missing cards will be recovered.

8. Be careful with normal financial fakes

The initial step of protecting yourself against cheats is instructing yourself regarding them.
Some normal financial cheats incorporate - Phishing, Vishing, Smishing, Juice Jacking, and so
on to find out about them, click here.

These are a few straightforward measures that will guarantee the execution of smooth and
secure financial exchanges. Remain alert and DO NOT share your classified record data, for
example, PIN, CVV, Debit card/Credit Card number, OTP, VBV secret key, portable Banking
PIN, UPI PIN with anyone. Remain Alert, Stay Safe generally.
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Services provided by Kotak bank

Saving account

Kotak Mahindra Bank offers a wide assortment of investment account choices to its clients to
suit their singular requirements. From premium saving records to essential or normal records,
from online investment accounts to disconnected accounts, from represents kids to represents

senior residents, the choices are interminable.

In addition, the pace of revenue presented on Kotak Mahindra Bank investment account is
additionally higher (up to 3.50%, right now) than those presented by the greater part of its
peers. Allow us to view the different kinds of Kotak Savings Accounts they offer and what

they guarantee.

Current account

Kotak Mahindra Bank offers 10 sorts of current records to its clients to serve their monetary

necessities. Clients can open a current record with a base store measure of Rs. 10,000.

Home loan

Kotak Mahindra Bank offers home credits beginning @ 6.55% p.a. for residencies of as long
as 30 years and for advance measures of up to 90% of the property's estimation. Kotak
Mahindra Bank Home Loan additionally offers balance move office to existing home credit
borrowers of different moneylenders at lower financing costs. Kotak Mahindra Bank likewise

defers off handling expense on internet-based home advance applications.
Kotak Home Loan at Lowest Rate

Loan cost: 6.55% onwards

Advance Amount: Up to 90% of property estimation

Credit Tenure: 30 years

Handling Fees: Up to 1% of advance sum and Statutory Dues
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Personal loan

Kotak Mahindra Bank gives individual credits of up to Rs 25 lakh @ 10.25% p.a. onwards for
residencies of as long as 5 years. It offers fast credit disbursal, part-prepayment office and
improved on documentation for salaried borrowers. Kotak Mahindra Bank additionally offers
moment individual advance office in top business and metropolitan urban communities of

India. Peruse on to find out about Kotak Personal Loan.

Car loan

Kotak Mahindra Prime Limited (KMPL) is the sister worry of Kotak Mahindra Bank, that funds
all types of traveler vehicles including vehicles, used vehicles and multi utility vehicles. KMPL
is one of India's most noticeable vehicle finance organizations, subsidizing and supporting auto
vendors, retail clients and producers. KMPL has, throughout the years related with different
vehicle producers in India, for example, Honda, General Motors, Hyundai, Toyota, Maruti,
Volkswagen, Skoda, Ford, Audi, Nissan, Renault and so on, assisting advance borrowers with

purchasing their vehicles too.

Education loan

Kotak Mahindra is one of the main private area banks in our nation and has a huge organization
of branches and a steadily developing client base. The bank gives Kotak Mahindra instruction
credits which expect to back praiseworthy understudies who decide to seek after higher
investigations in India or abroad. Kotak Mahindra gives schooling advances to understudies so
they can seek after higher examinations from perceived instructive establishments either in
India or abroad without searching for financing necessity. The credit presented by the bank
assists understudies to go on with their examinations by giving them the fundamental money

expected for something similar.

Gold loan

25| Page




Kotak Mahindra offers advance against gold decorations and coins to meet money necessities
of people. Thus, clients can profit the advantage of their gold resources which are lying inactive

to make it bring in cash for their prerequisites.

Fixed deposits

Offers fixed store plans to its clients which is truly outstanding to choices to put away the cash

with loan cost as high as 7% and the store of sum as low as Rs.5,000.

Recurring deposits

Kotak Mahindra Bank offers a repetitive store with a base residency of a half year to a most
extreme residency of 10 years. Clients can contribute as low as Rs. 25,000 and as high as Rs.
1,00,000.

Credit card

Kotak Mahindra Bank offers different Credit Cards appropriate for various necessities of
people as well as organizations. You can pick Kotak MasterCard’s for remunerations,
cashback, limits and considerably more. There is a rundown of the best Kotak Credit Cards

alongside their highlights, expenses, and so forth.

Debit card

Kotak Bank offers a wide assortment of check cards with different administrations to take
special care of shifted client sections. The charges cards presented by Kotak have exceptional

advantages and highlights to address individual issues.
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Sorts of Kotak Mahindra Debit Cards:

e Premium Cards
e Business Cards
e Segmented Cards

e Basic Cards

Internet Banking

Account holders of Kotak Mahindra Bank are given web banking offices to benefit
computerized exchanges. Clients need to login to Kotak Mahindra Bank Net Banking entry
with the qualifications given by the bank. Through web banking, clients can undoubtedly check
account balance, raise administration demand, reserve move, and apply for MasterCard’s and

other banking related administrations.

Telephone Banking

Kotak Mahindra Bank clients can profit 24x7 accessible office of telephone banking which is

fast and simple to get to whenever and anyplace.

Net banking

Kotak Mahindra Bank clients can profit the office of Net Banking to see every one of the
subtleties connecting with the record, move assets, view and update profile subtleties, and so

on
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Customer care

Kotak Mahindra Bank gives its clients the brief client care administrations through which they
can without much of a stretch record complaint, investigate offers, resolve questions, and so
forth with no issues. Kotak Mahindra Bank client care leaders are accessible to help its clients
24*7. Clients can contact the client care chiefs through different methods of correspondence
including complementary helpline numbers, SMS, protest structure, intelligent voice reaction,

email, and so forth to get a goal of their inquiries or complaints.

allY
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Strateqy used by Kotak bank

Price Strategy of Kotak Mahindra Bank

The organization has a special approach to evaluating on the grounds that it relies on both low
and high rates relying on the client's sort and need of items or administration. It likewise takes
on a reasonable estimating methodology that is valuable for both corporates as well as clients.

They likewise offer advances to the clients by charging them adaptable EMI reimbursement.

Place and Distribution Strategy of Kotak Mahindra Bank

Kotak Mahindra's starting point is available in Mumbai Maharashtra. It additionally has a
worldwide presence in nations like Singapore, Dubai, New York, and numerous other global

nations. Its ATMs are spread all over India making it simple for the clients. It offers
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administration to numerous clients with its productive labour force. Its dispersion channel

incorporates workplaces and establishments present in both metropolitan and country markets.

Advancement Strategy of Kotak Mahindra Bank

It offers doable, advantageous, choices for its clients as their slogan says to simplify cash. They
turned a quarter century old in 2010, on the event it sent off a 'energetic 25 years' mission. It
had sent off a ten-second high-sway TV plug and print ads. The mission discussed how cash

can construct confidence and give security.

It was a speedy promotion however made a solid effect on the clients. It advances its firm
through TV slots, YouTube, radio, and numerous different stages. They likewise take a stab at
advancing through different hoardings which are set on well known spots to catch client's eye.
It is additionally available through cell phones as it dispatches its application called Kotak

Bharat banking application.

Contenders of Kotak Mahindra Bank

Kotak Mahindra Bank is known as one of the main banks of India. It faces colossal contest on
the lookout. One of the significant rivalries is from the first driving bank in Quite a while which

is as per the following.

Its main rivals likewise incorporate

Bandhan Bank
Hub Bank
HDFC Bank
ICICI Bank

State Bank of India
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Bandhan Bank is viewed as one of the top contenders. HDFC is one of Kotak Mahindra's top

adversaries as it is one of the biggest private-area banks in India.

In this way, Kotak Mahindra bank must be predictable and should think of imaginative plans

to beat its rivals.

Marketing Strategy of Kotak Mahindra Bank

Promoting Strategy is the most common way of ensuring you are receiving significant
messages out to clients in a manner that would lead them to take care of your business, item or
administration. This can include producing leads, sustaining them, and building long haul

associations with these leads.

We as a whole realize that Kotak Mahindra Bank is in an area that is as of now exceptionally
aggressive. Be that as it may, the bank has attempted different measures and advertising
exercises to draw in new clients and furthermore keep up with long haul associations with the
current ones. So let us see a portion of the promoting methodologies executed by Kotak
Mahindra Bank

Launch of Kotak 811 Accounts

Beforehand, somewhere near 2016, clients of the greater part of the famous banks in the nation
were approached to keep a sound least equilibrium. So very few in the nation used to go with
these banks because of these heavy least equilibrium necessities.

As probably the biggest bank in India, Kotak Mahindra Bank saw an open door and offered a

zero-balance advanced financial balance under the name, "Kotak 811" in March 2017.
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The method involved with opening 811 records was a five-minute errand sitting at home since
everything is done on the web. It additionally furnished the Kotak 811 record holder with a
virtual charge card.

With the Digital India drive and UPIs on the ascent, this technique of Kotak Mahindra Bank
assisted it with rounding up large number of clients in under a year's time it actually keeps on

doing as such.

Brand Ambassadors and Brand Mascots of Kotak Mahindra Bank

It isn't just with regards to business contributions yet additionally about making brand
mindfulness. In the least difficult terms, it's the image character and mindfulness that
individual’s partner with the business. Without it, a business would be simply one more

organization battling to make due in an overpowered market.

Here, brand envoys are the companions who can assist a brand with taking its business to a
higher level by building sound brand mindfulness and client commitment.

Kotak Mahindra Bank has marked Ranveer Singh as its image envoy. It likewise had marked

Vinay Pathak, as the brand mascot of the organization.

Marketing and Advertising Campaigns of Kotak Mahindra Bank

The bank has stepped up and make brand mindfulness on different web-based media stages. It
advances its bank through different showcasing efforts. It does forceful promoting and
accordingly guarantees that the publicizing draws in clients. Ranveer Singh is the brand
diplomat of the bank. The organization makes such advertising efforts through electronic, print,
and advanced mediums. Following are a portion of the promoting efforts by Kotak Mahindra.
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Enter Shubu - A Marketing strategy of Kotak Mahindra Bank

The organization concocted the advantage of getting 6% on your investment account. It

additionally carried out different promotions on these missions as ad and print publicizing.

This promotion shows how Vinayak Patkar has been depicted and he talks about the monetary

choices one necessities to make in their life.

Hashtag Banking - A Marketing strategy of Kotak Mahindra Bank

In this advertisement crusade the bank thought of the Jifi zero equilibrium hashtag banking
effort wherein they advanced through their administration called Jifi saver through web-based

media accounts.

Here the clients could pursue the Jifi saver account through their Facebook or Twitter account

certifications. This was one of the inventive missions done by the brand.

Kona Kotak - A Marketing strategy of Kotak Mahindra Bank

The bank gave this open door a wide conveyance of organizations as their advertisement name
likewise depicts something similar. This mission featured that the Kotak Mahindra bank is

additionally present in distant regions all over India having a gigantic presence.

Phone Pe Kotak - A Marketing strategy of Kotak Mahindra Bank

After the effective mission of Kona Kotak, the bank concocted this advertisement crusade
driving the message as time changes banking administration additionally advances.
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Bank From Home - A Marketing strategy of Kotak Mahindra Bank

In this promotion crusade, the brand envoy Ranveer Singh has been depicted after is the picture

and YouTube connect for the advertisement

Kotak pursued this open door during this Covid-19 opportunity to convey their client supports
from home wherein they presented zero contact video KYC 811 bank account asking clients to

#bank from home.

Thusly, with this, we reach the finish of the showcasing efforts of Kotak. Presently let us see

further.
Digital Presence of Kotak Mahindra Bank

It has been a trailblazer in the advanced change space. Jifi and KayPay were a colossal
accomplishment for the bank. They were the principal player in the financial business to make

an instalment stage

Kay Pay by Kotak Mahindra Bank

They sent off KayPay which is a pain free income move application that empowers you to

move cash to your Facebook companions, the two of them ought to have a record with Kotak.

Later they stretched out it to Google+. However, presently they have additionally expanded
their effort. Today we can utilize Kay Pay with our email id or portable number.
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Jifi Saver by Kotak Mahindra Bank

Jifi is a trendy advanced account that offers whenever access and in a hurry exchange. The item

won numerous worldwide development grants.

They additionally sent off Jifi Saver, a social investment funds ledger that can be consistently

overseen through Twitter and Facebook.

One of the computerized items, Kotak Rewards was sent off when they took advantage of client
knowledge. They discovered that clients are utilizing eCommerce locales to shop. So they drew
in with in excess of 100 huge internet business vendors like Amazon, Flipkart, Myntra, eBay,
and others to make a Kotak Reward Portal. They additionally sent off a portable store to

coordinate eCommerce with the versatile application.

Consequently Kotak bank has taken different creative drives to continue to draw in with their

clients.

Online Media Presence of Kotak Mahindra Bank

Online media is quickly developing and customer interest assumes a significant part in it.
Through web-based media, the bank will arrive at a bigger fragment which will assist them
with making a gigantic mindfulness regarding different plans and offers. Following is the

online media presence of the bank.
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Customer retention

Customer retention is an important aspect for every bank to operated. This maintenance is
additionally a significant issue for all organizations. One Harvard study proposes: "Lessening
client steady loss by 5% can twofold an organization's benefits." Given the significant expense
of observing new clients, a central question for some, associations' is client maintenance.
Regularly alluded to as mate, client turnover is a troublesome issue to oversee on the grounds
that it typically happens all of a sudden. For instance, when a client calls their significant
distance transporter to have their record shut for a contender, the broadcast communications
supplier knows just at that point that their esteemed client is stirring. Whenever they are

inclined toward leave, it is improbable that the client can be persuaded to remain.

Information mining acquaints a significant change in outlook with beat the executives by
adding prescient abilities. Information mining devices can be utilized to display the examples
of past stirring clients by analysing charging chronicles, segment data, and other client
information. Then, at that point, a similar model can be utilized to foresee other great clients
who are probably going to leave soon. Furnished with this data, the advertiser can proactively
impel missions to keep their client, rather than battling to get them back later.es by a safe secret

phrase empowered move of assets from their record to the trader account.
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Management at Kotak bank

Name Designation
Ashok Gulati Independent Director
Avan Doomasia Sr. Exe.Vice President & Co. Secretary
C Jayaram Non-Executive Director
Dipak Gupta Joint Managing Director
Farida Khambata Independent Director
Gaurang Shah Whole Time Director
Jaimin Bhatt Group President & Group CFO
KV S Manian Whole Time Director
Prakash Apte Chairman
Uday Chander Khanna Independent Director
Uday Kotak Managing Director & CEO
Uday Shankar Independent Director

Customer relationship management in Kotak bank

Customer relationship management (CRM) is the blend of practices, techniques and advances
that organizations use to oversee and dissect client communications and information all through
the client lifecycle. The objective is to further develop client care connections and aid client

maintenance and drive deals development. CRM frameworks order client information across
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various stations, or resources, between the client and the organization, which could incorporate
the organization's site, phone, live talk, standard mail, advertising materials and informal
communities. CRM frameworks can likewise give client confronting staff individuals’ nitty

gritty data on clients' very own data, buy history, purchasing inclinations and concerns.

Mumbai, eighteenth August, 2020: Kotak Mahindra Bank (Kotak) declared today that it has
effectively executed CRMNEXT, the main undertaking answer for banks and monetary
administrations, in relationship with CRMNEXT Inc. CRMNEXT will assist Kotak with
conveying start to finish advanced and paperless excursions to serve clients in the new,
powerfully evolving climate. The new brought together computerized stage upgrades Kotak's

advanced capacities to offer to what's more help clients across any touchpoint.

Sanjay Gupta, President and Business Head - IT, Kotak Mahindra Bank said, "The difficulties

presented by a dynamic

business climate has required that we continually develop and overhaul ourselves to make

banking consistent

for our clients. Interest in stages is Kotak's essential way forward for its key business processes

and

CRMNext is a stage that way, empowering us to send brilliant, astute excursions bringing about

quicker satisfaction and

go to advertise for our new items and administrations and lower cost of deals. It has helped our

capacities to convey

standout client experience and further reinforce client devotion."

CRMNEXT empowers pre-qualified offers particularly customized for individual clients and
MSMEs, in this manner helping Kotak help new obtaining as well as strategically pitching of
items and administrations. What's more, it gives a strong lead the board framework on a clients'
exchange conduct, consequently giving a 360-degree perspective on a client's profile to a

financial relationship supervisor. The stage gives rich and noteworthy knowledge through 50+
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mix contact focuses from numerous sources. It empowers omnichannel credit satisfaction and
incorporates deals execution promoters across channels including contact focuses, messages,

site and branches.

Key advantages of CRMNEXT are:

e More astute computerized procurement ventures with quicker satisfaction for retail and
corporate banking

e Expecting retail and corporate necessities well ahead of time, and conveying customized,
prequalified contributions, consequently upgrading client faithfulness

e Codeless, visual computerized venture planners empower customized deals, administration
contributions with essentially quicker times required to circle back and bring down functional
expenses

e Directed activities will assist Kotak curate commitment exercises and fabricate long haul
associations with clients

Download Report

Why CRM is important

The utilization of CRM frameworks can help associations going from independent ventures to

enormous partnerships, through:

Having client data, for example, past buys and collaboration history effectively available can

assist client with supporting delegates give better and quicker client care.

Assortment of and admittance to client information can assist organizations with recognizing

patterns and experiences about their clients through revealing and representation highlights.

Robotization of modest, however fundamental, deals pipe and client service errands.
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Component of CRM

At the most essential level, CRM programming unites client data and archives it into a solitary

CRM information base so business clients can all the more effectively access and oversee it.

After some time, numerous extra capacities have been added to CRM frameworks to make
them more helpful. A portion of these capacities incorporate recording different client
associations over email, telephone, online media or different stations; contingent upon
framework abilities, robotizing different work process mechanization processes, like
assignments, schedules and alarms; and empowering directors to follow execution and

efficiency in view of data logged inside the framework.

Marketing automation

CRM apparatuses with promoting computerization capacities can mechanize dull errands to
upgrade advertising endeavors at various places in the lifecycle for lead age. For instance, as
deals possibilities come into the framework, it could naturally send email showcasing content,

determined to transform a prospective customer into an undeniable client.

Sales force automation

Deals force mechanization devices track client cooperation and robotize certain business
elements of the deals cycle that are important to follow leads, get new clients and fabricate

client dedication.

Contact centre automation

Intended to decrease dreary parts of a contact place specialist's work, contact focus robotization
could remember prerecorded sound that helps for client critical thinking and data dispersal.
Different programming instruments that coordinate with the specialist's work area devices can
deal with client demands to eliminate the length of calls and to improve on client assistance
processes. Robotized contact focus devices, for example, chatbots, can further develop client

encounters.
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Geolocation technology, or location-based services.

Some CRM frameworks incorporate innovation that can make geographic promoting efforts in
light of clients' actual areas, in some cases coordinating with well-known area-based GPS
(worldwide situating framework) applications. Geolocation innovation can likewise be utilized
as a systems administration or contact the board instrument to observe deals possibilities in
light of an area.

Work process mechanization. CRM frameworks assist organizations with advancing cycles by
smoothing out ordinary responsibilities, empowering workers to zero in on inventive and all

the more undeniable level assignments.

Lead the board. Potential customers can be followed through CRM, empowering outreach

groups to info, track and examine information for leads in a single spot.

Human asset the board (HRM). CRM frameworks assist with following representative data, for
example, contact data, execution audits and advantages inside an organization. This empowers

the HR office to all the more successfully deal with the inside labor force.

Examination. Examination in CRM assist with making better consumer loyalty rates by

breaking down client information and making designated showcasing efforts.

Man-made brainpower. Artificial intelligence innovations, like Salesforce Einstein, have been
incorporated into CRM stages to mechanize monotonous errands, distinguish client purchasing

behaviors to anticipate future client practices and that's only the tip of the iceberg.

Project the board. Some CRM frameworks incorporate elements to assist clients with
monitoring client project subtleties like targets, key arrangement, processes, hazard the

executives and progress.

Incorporation with other programming. Numerous CRM frameworks can incorporate with

other programming, for example, call focus and endeavor asset arranging (ERP) frameworks.
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Kinds of CRM innovation

The four fundamental sellers of CRM frameworks are Salesforce, Microsoft, SAP and Oracle.
Different suppliers are famous among little to fair size organizations, however these four will
more often than not be the decision for huge partnerships. The kinds of CRM innovation
offered are as per the following:

Cloud bases CRM

With CRM that utilizations distributed computing, otherwise called SaaS (programming as an
assistance) or on-request CRM, information is put away on an outer, remote organization that
workers can get to whenever, anyplace there is a web association, some of the time with an
outsider specialist co-op administering establishment and upkeep. The cloud's speedy,
moderately simple organization capacities appeal to organizations with restricted mechanical

aptitude or assets.

Information security is an essential worry for organizations utilizing cloud-based frameworks,
as the organization doesn't truly control the capacity and upkeep of its information. In the event
that the cloud supplier leaves business or is gained by another organization, a venture's
information can be compromised or lost. Similarity issues can likewise emerge when

information is at first relocated from an organization's inner framework to the cloud.

Organizations should seriously think about cloud CRM as a more practical choice. Sellers
regularly charge the client on a membership premise and proposition the choice of month to
month or yearly installments. Nonetheless, cost might in any case be a worry, in light of the
fact that paying membership charges for programming can be more exorbitant over the long

haul than with on-premises models.

Well known cloud-based CRM suppliers incorporate Salesforce, HubSpot and Zendesk.
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On premises CRM

This framework puts the onus of organization, control, security and upkeep of the data set and
data on the organization utilizing the CRM programming. With this methodology, the
organization buys licenses forthright, rather than purchasing yearly memberships from a cloud
CRM supplier. The product dwells on the organization's own servers and the client accepts the
expense of any overhauls. It likewise typically requires a delayed establishment cycle to
completely incorporate an organization's information. Organizations with complex CRM needs

could profit from an on-premises sending.

Many cloud-based suppliers, like Salesforce and Workwise, additionally offer on-premises

adaptations of their CRM programming.

Open-source CRM

An open source CRM system makes source code available to the public, enabling companies
to make alterations at no cost to the company employing the system. Open source CRM
systems also enable the addition and customization of data links on social media channels,

assisting companies looking to improve social CRM practices.

Open-Source CRM platforms such as OroCRM, Bitrix24, SuittCRM and SugarCRM offer

alternatives to the proprietary platforms from Salesforce, Microsoft and other vendors.

Adoption of any of these CRM deployment methods depends on a company's business needs,

resources and goals, as each has different costs associated with it.

Logical CRM rehearses in Kotak Bank Cross-selling, Up-selling through Event Based Triggers
(EBT)+Conventional approach was to leave choices at subjectivity of RM and figure out what
to offer to customers Kotak Mahindra Bank's investigation stage removes information from the
CBS and the RM framework, and sets up calculation which get set off when an edge is crossed
for example an event The bank carries out different huge occasions like change conjugal status,
city, huge credit or charge, untimely withdrawal of term store, stop in autopay such occasions,
insightful CRM triggers an EBT to the RM dealing with the client and investigation framework
gives total coaching to the relationship channel and RM simply need to follow the instructions
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In late years, 70% of the item strategically pitch that was done can be straightforwardly

corresponded to the suggestions RM has from EBT

Recent Awards & Accolades

The Institute of Chartered Accountants of India (ICAI) Awards 2021 Felicitated by Hon.
Minister Nitin Gadkari

12th Banking Excellence Award 2020 By State Forum of Bankers’ Clubs (Kerala)

CFO100 India by CFO India | Himanshu Vasa received the 2021 Roll of Honour under the

category ‘Collaboration’

Oisharya Das named one of the ‘Top 100 Women In Finance’ in 2020 by Association of
International Wealth Management of India (AIWMI) in the ‘Leading’ category

Sanjay Gupta recognised as ‘Banking Icon’ at CIO Powerlist 2020 by Centre of Recognition
& Excellence (CORE) Media

Sanjay Gupta named ‘Information Visionary’ at the International Data Corporation (IDC)

Digital Transformation Awards 2020, India

Financial Statements and Statutory Reports

Identification and provisioning of non-performing assets (‘NPAs’) including implementation
of RBI COVID-19 Relief Measures in relation to the Bank As at 31 March 2021, the Bank
reported total advances (net of provisions) of ~ 223,689 crores, gross NPAs of ~ 7,426 crores
and provision for nonperforming assets of ~ 4,720 crores. The provision coverage ratio after
considering technical write-off as at 31 March 2021 is 70.23%. (Refer Schedule 17 Note C(2)
for the accounting policy, Schedule 9, Schedule 18A Note 9 and Note 11 of standalone financial

statements of the Bank




Relationship marketing in Kotak bank

Settled in Mumbai, Maharashtra, Kotak Mahindra is one of India's driving banking and
monetary administrations bunch, offering a wide scope of monetary administrations that
envelop each circle of life. As of now, the bank has north of 1,250 branches and 1,900 ATMs

spread across 640+ areas in the country.

Kotak Mahindra Bank (KMB) needed to separate its abundance the board benefits and enable
Relationship Managers with the best arrangement that conveys modified administrations to its
clients. For this, it required a 360-degree perspective on a client's portfolio and henceforth
moved to Money Ware Wealth Management suite from Miles Software. It moved 200GB of
information gathered throughout the course of recent years utilizing SQL Integration Services.
This arrangement gives clients a compelling conviction that more control gives them an edge

over different financial backers.

Kotak has one of the biggest and most regarded abundance supervisory crews in India. Its
clients put resources into items like common assets, obligation, value, fixed stores, organized

items, and financial balances at both individual and family level.

The current framework, notwithstanding, was influencing the nature of client experience.
"What we had was a manual and tedious cycle,” says Mitesh Shah, Senior Vice President -
Technology, Kotak. "Keeping up with possessions and exchanges in Excel bookkeeping pages

was an overwhelming errand, hampering the effectiveness of the activities group."

Relationship administrators were attempting to make client reports from different frameworks
for every resource class; and monetary counsels were investing a lot of energy in keeping up
with data across numerous sources and examining it for their client and business revealing.
"Manual grouping of information was very intricate and difficult to oversee and was inclined

to critical mix-ups,” says Mitesh.
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With rivalry consistently expanding in the business, working on the nature of data and
abundance the executive’s investigation turned into a main concern. The bank understood that
it required a typical collected stage that would provide clients with a solitary perspective on
their whole portfolio or relationship across different items.

Upgraded Customer Experience

Perspective change from manual to robotized speculation the board

360° perspective on client's portfolio

Negligible mistakes with computerized announcing

Kotak bank chose to join forces with Miles Software, a notable player in the monetary
administrations area with specialty in giving an exhaustive arrangement across the abundance
the executives range. Versatility, simplicity of incorporation and adaptability were the primary

reasons for a Miles arrangement.

The bank chosen Money Ware Wealth Management suite, which ranges across the abundance
the board lifecycle. Constructed utilizing Microsoft SQL Server and Microsoft .NET
Framework, the arrangement offers combination, precision, and ongoing data for inside use as

well concerning announcing purposes.

"We consistently work to advance our abundance the executive’s arrangement in view of
market needs. According to an innovation point of view, Microsoft is an incredible accomplice.
The capacities of Microsoft stage, particularly SQL Server, guarantee unrivalled specialized
execution that gives us an edge over contenders. With it, we had the option to satisfy client

needs and assumptions,” clarifies Manoj Kulkarni, Chief Operating Officer at Miles Software.

Money Ware Wealth Management suite was carried out to meet start to finish abundance the

executives’ prerequisites of KMB. North of 200 representatives from deals, administration and
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activities presently utilize the arrangement. The execution began in 2013 and was finished in
mid-2014. The greatest test during execution was the relocation of tremendous volumes of
information gathered north of 12 years. The width and assortment of information designs added
to the generally difficult undertaking. SQL Server Integration Services (SSIS) was utilized
widely to move information from all sources and applications. "Our more established
applications were fundamentally on Oracle. Moreover, we had information in dominate sheets
as well as SQL Server," says Mitesh. To move every one of the information into SQL Server,
KMB assembled SSIS connectors that took from a couple of hours to a day. "200 GB of
information took us more than a half year to relocate and purge, making the data exact, steady

and significant for our groups and clients."

Money Ware is planned as n-level stage with each layer in the engineering taking care of
explicit obligations. The arrangement gives a more significant level of mechanization, which

was a basic requirement for KMB.

It further develops announcing and upgrades proficiency and business execution. Generally
speaking, it is currently simple for counsels and relationship supervisors to get a speedy one-
page outline of a client. They can likewise plunge into the numbers to investigate all parts of

the client commitment.

SOLUTION BENEFITS

Since carrying out the arrangement, KMB has seen a move forward in activities. "Monetary
counsellors present the client portfolio cut and diced with each possible snippet of data. Clients
feel their speculations are very much dealt with, which prompts more grounded connections,”

clarifies Mitesh.
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360-Degree View of Customer Portfolio

The abundance the board arrangement gives workers a 360-degree perspective on their clients.
Announcing is at this point not a tedious action. It is quicker and undeniably more exact.
"Rather than physically separating information from numerous frameworks and confronting
huge execution issues, we presently have a computerized framework, which assists us with
detailing at the records, individual, or family level,” says Mitesh. "MIS is being produced on

the 6th or seventh of every month rather than the twentieth."”

Not Just Data, It Is Work-Life Balance

The new arrangement is significantly more than a revealing apparatus. In addition to the fact
that employees are more effective and more joyful, the warning, deals and tasks groups are
additionally utilizing the insightful abilities of the arrangement. "The time saved has really
brought about a superior balance between fun and serious activities. The arrangement is really

changing our way of working," adds Mitesh.

More grounded Customer Relationships

With the abundance the executive’s arrangement, consultants have a total perspective on clients
at a focal area. With less time spent obtaining data, relationship director's emphasis on
upgrading client connections by assisting them with gathering, secure and develop their riches.
"Prior, we imparted reports to clients that were a month old,” says Mitesh. "Presently the
information is refreshed all of the time. What's more the clients are glad to get a total image of

their portfolio in a solitary preview.
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Kotak group

Kotak Mahindra bank LTD

Kotak Mahindra Bank Limited is an Indian banking and monetary administrations organization

settled in the city of Mumbai, India.

It offers banking items and monetary administrations for corporate and retail clients in the
space of individual accounting, venture banking, life coverage, and abundance the executives.
It is India’s third biggest private area bank by resources and by market capitalisation as of
November 2021.

Kotak securities LTD

Kotak Securities Limited (KSL), an auxiliary of Kotak Mahindra Bank, is one of India's biggest
full-administration stock broking firms taking special care of retail and institutional financial

backers across all sections of the capital market.

Through a restrict with accomplice facilitates, the organization additionally gives direct
admittance to the US markets. Upheld by a solid examination group, strong computerized
exchanging stage, enormous branch organization and franchisee base, and reference facilitators

spread across Kona of India, KSL processes lakhs of auxiliary market exchanges consistently.

KSL gives a wide cluster of administrations remembering venture choices for values,
subordinates (values, items, cash) and common assets. It additionally offers edge exchange

financing, vault administrations and outsider items like protection.




Kotak General Insurance

A 100 percent auxiliary of India's quickest developing bank, Kotak Mahindra Bank Ltd., Kotak
Mahindra General Insurance was laid out to support the developing non-disaster protection
section in India. At Kotak Mahindra General Insurance, we esteem client support, quality and
development above all the other things. The organization means to take special care of a wide
scope of client fragment and topographies offering a variety of non-extra security items like
Motor, Health, and so on As a training, the organization looks to offer a separated benefit
recommendation through altered items and administrations utilizing condition of craftsmanship

innovation and advanced framework.

Kotak Mahindra Capital company limited

Kotak Mahindra Capital Company Ltd. gives speculation banking, exchanging, and clearing
administrations. The Company offers consolidations and obtaining exhortation, value
obligation issue the executives, value and subordinates, and exchanging and proficient clearing

administrations. Kotak Mahindra Capital serves clients around the world

Kotak Mahindra prime limited

Kotak Mahindra Prime Limited works as a vehicle finance organization. The Company offers
credits for traveller and multi utility vehicles, used vehicles and bikes. Kotak Mahindra Prime

serves clients around the world.
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Kotak international business Itd

Kotak International Business specialises in providing a range of services to overseas customers
seeking to invest in India. Its specially created to help foreign investors to invest in India its

main function is to provided range of services to does who want to invest in India

Kotak Asset Management Company Limited

The Company is a wholly owned subsidiary of Kotak Mahindra Bank Limited (KMBL) and is
the Asset Manager for Kotak Mahindra Mutual Fund (KMMF). Kotak asset management company
limited is formed to look after the customers who like to invest their money into the market Kotak
AMC helps customers to invest in market with specialised services provided by Kotak asset

management company.

Kotak life insurance company

The Kotak Mahindra Group was established in 1985 as a supplier of monetary administrations.
In February 2003, Kotak Mahindra Finance Ltd. (KMFL), the Group's leader organization, got
banking permit from the Reserve Bank of India (RBI) to direct financial activities in the nation
and was renamed as Kotak Mahindra Bank Ltd, the parent organization of Kotak Life

Insurance.




Our Vision

The Global Indian Financial Services Brand

Our clients will partake in the advantages of managing a worldwide Indian brand that best
comprehends their requirements and conveys tweaked even minded arrangements across

various stages.

We are an elite Indian monetary administrations bunch. Our innovation and best practices are
seat set apart along global lines while how we might interpret clients will be extraordinarily

Indian.

We are in excess of a store of our clients' reserve funds. We, the gathering, are a solitary

window to each monetary assistance in a client's universe.

The Most Preferred Employer in Financial Services

A culture of strengthening and a feeling of big business draws in brilliant personalities with an

enterprising streak to go along with us and fabricate long haul professions with us.

Working with a local expertly overseen organization, which has profited from associations with

global pioneers, gives our kin a point of view that is widespread as well as remarkable.
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The Most Trusted Financial Services Company

We have made an ethos of trust across the entirety of our constituents. Sticking to elevated
expectations of consistence and corporate administration is a fundamental piece of building

trust.

Value Creation

Value creation as opposed to estimating alone will be our business driver.
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Chapter 2 :Analysis

Analysis is important to understand customer point of view and this help organisation to
improve their area of services or where they lack. So, this survey is conducted to understand
the current market behaviour of banks by the customers the analysis has gather information

from various age in different occupations and their experiences in banks.

What's the significance here to settle on information driven choices? it means to settle on
essential choices in light of information examination, and translation. An information driven
approach empowers organizations, and people to analyse and arrange their information with
the objective of better serving their clients, and buyers.

Being information driven implies utilizing realities, measurements, and information to direct
essential business choices that line up with your objectives, targets, and drives. Whenever
associations understand the full worth of their information, that implies everybody is enabled
to settle on better choices with information, consistently. Notwithstanding, this isn't
accomplished by essentially picking the proper examination innovation to recognize the

following vital open door.

To figure out how to settle on information driven choices, you really want to see how to dissect
information. In this article, we will navigate the universe of information investigation to

additionally get its complexities.
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Age

52 responses

@ 18-25
®25-50
@ 50 above

4

e This shows that what age group people have filled the form.

¢ Inthe above form it is show that the 50 percent of the form is filled by the age group of
18 to 25 years of customers and 36.5 percent is filled by 25 to 50 years of age and rest

13.5 percent is filled by 50 above customers.

e Finding out the age group help us understand that what age group people have their
perspective towards the banks.
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Occupation

48 responses

4 3(6.3%)

1(2.1%1 (2.1%)

Businesses

8 (@%)

6 (12.5%)

3(6.3%)
2(4.
1(2.1%1 (2.1%)

292 (4.2%)

Job Unemployed nothing vihvv...
Student housewife student

Occupation

e Inthe above diagram the occupation of the participants is given

e This data helps us to understand what background have participate in the survey.

e Occupation plays a big role as bank have to see every community people and have to

expertise in the majority

e Kotak zero balance account is perfect for the unemployed as they don’t have to maintain

any amount.
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Are you happy with your bank?

52 responses

@ Very good
® Good
9 Poor

Are you happy with your bank?

¢ For any bank their main object is to keep their customer happy and that’s the foremost
important for nay bank there.

e From the above pie chart, we can see that the majority of the people are happy with
there bank and 40.4 percent customers are very happy with the banks services and very
few find bank in poor in teams of customer satisfaction.

e That means bank have to little more to make every customer happy.
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Does your bank message on time about transaction or any services
49 responses

® VYes
® No
& Maybe

Does your bank message on time about transaction or

any services?

e This helps us to understand the bank services given to customer by bank.
e This thing also varies whether customer have updated his data in the bank.

e From the above data it is see that majority people say that they didn’t get message or

update by their banks.

e Bank have to work for this issue.
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Do you feel safe to keep money in the bank

49 responses

@ Yes
® No
@ Maybe

Do vou feel safe to keep money in the bank?

e In the above pie chart, it is shown that how many people fill save to keep their money
at bank without any hesitation.

e Red means people who don’t find their money safe and the reason may be recent scam
in the banks.

e Blue means people who find their money safe in the bank

e And last is orange which means people who are really not sure where their money is

safe or not.
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Did you face any probelm in customer service
48 responses

@ VYes
® No
@ Maybe

Did you face any problem in customer service?

e Majority of customer have faced issue with there bank in terms of services.
e Some don’t remember such incident

e And few more have not faced any difficulty with their bank.
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Your overall experience of the banking
50 responses

@ Very good
@® Good
@ Poor

Your overall experience of the banking?

e This pie chart shows overall experience of banking by customers.
e Majority of customers are happy with their bank
e Few people are very happy with their bank.

e And some people don’t have so good experience with there bank.
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How is the behaviour of Bank employees towards customer

57 responses

@ Very good
® Good
© Poor

How is the behaviour of Bank employees towards

customer?

e In the above pie chart, it is shown that 60.8 percent of customers are happy with the

behaviour of the customers.
e Some customers are happy with the employee services provided by their bank

e Few customers are not happy with the services given by their bank employees.
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Do you prefer online banking or like to visit branch

52 responses

@ Online banking
@ Visit branch

Do you prefer online banking or like to visit branch?

¢ Inthe above pie chart, it is shown that the more than half percent of people that is 50.6
percent prefer online banking because it save time and energy.

e Less than half people prefer offline banking that is visiting the branch for banking
reason maybe they don’t familiar with online banking or few things can’t be done

online.
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Chapter N0.3 REVIEW OF LITERATURE

Ali Ataullah (2004) Concluded that there is still opportunity to get better in the effectiveness
of banks in both the nations. A stage forward for the advancement developer, thusly, isn't just
to liberate financing costs and improve the degree of rivalry yet in addition to fortify the

intuitional design to help great practices in the financial business.

Gupta Sumeet and Verma Renu (2008) reasoned that administration of non-performing
resources and hazard exuding from unfavourable occasion is the way to higher productivity of
the Indian banking. Straightforwardness and great administration would fill in as chief directing

power in present situation.

Ghosh Saibal (2009) presumed that with global guidelines, Indian banks would have to work
on their innovative direction and extend the opportunities for expanding their monetary
exercises to further develop their benefit effectiveness sooner rather than later. Dr. Ibrahim
Syed M (2011) inferred that this is analytic and exploratory in nature and makes utilize optional
information. The review finds and reasons that the planned business banks in India have

essentially worked on their functional execution.

Dr. Pardhan Kumar Tanmaya (2012) Concluded that-The review depends on essential
information. The information has been dissected by Percentage technique. The apparatus used
to gather information from the bank authorities was an organized poll. Reactions got from the

50 Bank chiefs/senior officials.

Dr. Dhanabhakyam M &Kavitha M. (2012) concentrated on that bank need to re-arrange their
systems in the radiance of their own solidarity and the sort of market wherein their liable to
work on. In the viewpoint of this homegrown and global turn of events, the financial area needs

to graph ideal for improvement.
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Gupta Shipra (2012) presumed that-Public and Private area banks both are giving great
assistance in India. Monetary state of any bank is estimated by the assistance of monetary
proportion. An influence proportion can't do the work alone it should be supplemented by other
prudential apparatuses or measures to guarantee a far-reaching image of the development of

influence in individual banks or banking bunches as well as in the monetary framework.

Sharma Esha (2012) reasoned that-The changed approach of the govt. of India allowed passage
to the ICICI in the banking; the business has seen an age of private players. That is the reason
the current paper extraordinary accentuation has been set down on the monetary investigation

of the bank by utilizing different exploration insect measurable apparatuses.

Gejalakshami Sandanam and et.al (2012) Concluded that the public area banks performed
strikingly well during the period than that of the private area banks the general relapse
investigation show that the monetary exhibition of the financial businesses firmly.

Goel Cheenu &Rekhi Bhutani Chitwan (2013) inferred that the examination upholds that new
bank are more proficient than old ones. The public area banks are however not productive as

different areas seem to be. It implies that effectiveness and productivity are bury related.

Davda V. Nishit (2012) Concluded that a survey of major examination research in bookkeeping
the paper has illustrated the improvement of various bookkeeping valuation model and

inspected related emperical work.

Dr. Koundal Virender (2012) presumed that albeit different Reforms have created good results
on business banks in India and due to this change is occurring practically in all classes of the
banks.

Sai Naga Radha V and et.al. (2013) inferred that net revenue, working net revenue, return on
capital utilized, return on value and obligation value proportion there is no critical contrast in

these proportions before after consolidation. Huge contrast as for net overall revenue.

Mishra Kumar Aswini and et.al. (2013) Concluded that DEA give huge bits of knowledge on
effectiveness of various banks and places private area ones at a benefit circumstance and there

by hints out the chance of additional ad lib of the vast majority of the public area banks. Kamraj
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K. &Somu A. (2013) Conclude that Indian abroad bank is one of the most seasoned
nationalized business banks in India. Banking industry is a sign of for some advancement
exercises in the country. Indian abroad bank can possibly offer better and quality types of
assistance to the billions of individuals in India.

Samir and Kamra Deepa (2013) Concluded that this investigation the place of NPAs in chose
banks SBI, PNB and Central bank of India. It additionally features the arrangements sought
after by the banks to handle the NPAs and propose a multi-pronged technique for quick
recuperation of NPAs in financial area

Selvam Paneer and et.al. (2013) Concluded that-The Present review was expected to dissect
the monetary help of nationalized bank in India. To distinguish the overall exhibition of the
functional factors the straight and compound development rates have been determined. The
exhibition of nationalized banks followed by private area banks is viewed as higher when

contrasted with SBI and its partners and Foreign Banks.

Dr. Gupta R. and Dr. Shikarwar N.S. (2013) Concluded that the financial business possesses a
remarkable spot in a country's economy. An all-around created financial framework is a vital
precondition of monetary advancement in a cutting-edge economy. the principal boundaries of
development in banks are net benefit development, net resources development, EPS
development and Reserve and surplus development and the outcomes uncover that as far as the

boundaries characterized watchwords: net resources, EPS, holds, surplus development.

Desrani R Hiralal (2013) Concluded that planned bank has wide degree in India. It is giving
credits to different ventures, business monitors, limited scope area enterprises. It is extremely
useful to all individuals who need advance. Inferred that Federal has best cost profit proportion
among different banks. The all-out resources turnover proportion of government bank shows
that it keeps essentially exceptionally resources for meet the obligation. By and large Federal

bank is the most monetarily stable organization in contrast with others.

Ms. Gupta Shikha (2014) Concluded that it zeroed in on functional control, benefit and
dissolvability and so forth It planned to examine and analyze the monetary presentation of
ICICI banks and submit thought for development of proficiency in the bank.
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Gaur Arti and Arora Nancy (2014) Concluded that it learns about the causes and results of the
different part of the budget summary according to the benefit of the bank. We examined the
monetary strength and in general execution of SBI and concentrate on benefit of SBI. V. Naseer
Abdul (2014) Studied that - Study thinks about the monetary execution and representative
proficiency of Indian banks during 2007-2013. Both the monetary execution and worker
proficiency of unfamiliar banks working in India are superior to homegrown banks and private
area banks execution are superior to the public area banks. It is noticed that the public area

bank execution is steadier when contrasted with the private area banks.

Sharma Pooja and Hemlata (2014) Concluded that - The financial mirrors the bigger economy
its linkages to all area make it intermediary for what's going on in the economy in general.
Banking assumes a quiet yet critical part in our everyday economy. The information is taken
from monetary reports of both the banks for most recent five years going from 2008-09 to
2013-13. The outcomes portrays that ICICI Bank is performing better compared to SBI Bank
as it can create additional credits from its stores to the clients.

Soni Kumar Anil and Kapre Abhay (2014) Regional country bank assume a crucial part in the
farming and rustic advancement of India. The Study Is symptomatic and exploratory in nature
and utilizes auxiliary information. The review finds and infers that exhibition of RRBs has

fundamentally moved along.

Varathan Sathiya and el.at. (2014) Concluded that-In Canara bank the credit examination is
finished by the review includes the assessment in administration, specialized attainability,
monetary reasonability, Risk investigation and FICO score. This shows Canara bank has sound
framework for credit evaluation. The credit examination Process completed at Canara bank has

great boundaries to evaluate.

Patel S Vijay and et.al. (2014) Concluded that data has its own worth yet to have better
judgment of the worry, he needs to break down them. This gives rule about examination of

benefit proportion of krishak Bharati bank.
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Gul Shah and et.al. (2014) presumed that the review has its restriction in term of choice of
banks. The current examination work fills in as a rule to public area banks to look into the
monetary exhibition and make predominant portion for further developing productivity for the

approaching time.

Thakarshibhai Chirag Lori (2014) Concluded that it endeavors to dissect benefit of chosen
public and private area banks in India. This concentrate on which investigates three key
variables which influence the productivity examination of Indian financial area utilizing mean,
standard deviation, and ANOVA model.

Online Frauds in Banks and Commerce”, Singh, N. P. (2007), Hi-tech fraudsters have
urbanized a better approach for deceiving on line financial clients. One such most notable and
quickly developing method is phishing. Phishing: Phishing is gotten from the word fishing.
Phishing likewise called brand satirizing, is a term utilized for a shy of extortion where phishes
convey parody email to an arbitrary data set to trick the beneficiary in to disclosing individual
data like charge cards subtleties, usernames and passwords, that can be utilized for fraud. Web
based banking is planned primarily to accomplish two goals. To begin with, expanded
accommodation for the client and second, decreasing the expense of tasks to the banks. Various
advantages, for example, lower expense to go on the web, higher financing costs, web-based
survey of record subtleties and proclamation data, cover bills, move cash between applying for

accounts, planning programmed intermittent installments like lease or credit installments,

apply.
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Chapter 4 Case study

Kotak 811 Account

About

Kotak Mahindra Bank is one of the main private Banks in India and offers Banking items what's
more monetary administrations for Corporate and Retail clients in the space of individual
budget, Venture Banking, Life Insurance and Wealth

The Challenges

The Client followed by, Kotak Mahindra Bank needed to advance and get its recently sent off
advanced investment account "Kotak 811" enacted by the greatest number of clients in Pan
India. The Client needed us to begin with the month-to-month score of 1000 records opened
and afterward increase. As the whole record opening is finished by the client and on his/her
own telephone the challenge was to at first making the client mindful over telephone the
advantages of this record and then, at that point, getting the client to go through the whole
excursion of record opening what begins by downloading the application from the playstore,
filling in his own subtleties, Aadhaar subtleties, start the KYC by doing the Aadhaar OTP
approval lastly opening of the record. The challenge was to get the client to remain on the
telephone with our representative for the whole record opening excursion which normally

required 7-8 minutes
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How did Cylsys help

A 15-part Team at Unicorn Ops was allocated this assignment. These were for the most part
Team individuals who had recently executed not many BFSI crusades. Yet, in Digital
investment accounts, this would be their lady exertion. The brief to the group was
straightforward. Approach the given information base of clients furthermore clarify the
advantages of opening this Zero equilibrium investment account and when client gives assent,
then, at that point, guide the client through the record opening excursion. Impetuses for the
group was reported at the actual start. The Team stayed on track and conveyed the numbers

according to set every day targets. 1 out of each 3 clients called were getting Changed over.

The outcome

A 15-part Team at Unicorn Ops was allocated this assignment. These were generally Team
individuals who had recently executed not many BFSI crusades. Yet, in Digital bank accounts,
this would be their lady exertion. The brief to the group was basic. Approach the given
information base of clients furthermore clarify the advantages of opening this Zero equilibrium
bank account and when client gives assent, then, at that point, guide the client through the
record opening excursion. Impetuses for the group was declared at the actual beginning. The
Team stayed on track and conveyed the numbers according to set day by day targets. 1 out of

each 3 clients called were getting changed over.

Cylsys introduction:

Cylsys Software Solution Pvt. Ltd. was established in the year 2010 and has been scaling new
statures in the different verticals of Information Technology Be it Software Development,
Applications Development, IT Staffing, Digital Marketing or the recently sent off Unicorn Ops,
Cylsys Software use its mastery in Information Technology to convey way breaking Solutions
which empowers a Business in any industry to embrace its potential and convey fabulous
outcomes. We Partner Businesses to accomplish their business objectives through our different

Software Solutions. Cylsys Software gives 360-degree arrangements in the IT area.
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CHAPTER NO.5 CONCLUSION

The presentation of new innovation has been changing the clothing of banking. The physical
banking is gradually giving spot to snap of the mouse banking. Innovation is helping
globalization and combination of monetary business sectors across the globe. Client's
assumptions for new items and options conveyance channels have been rising. Banks are
feeling the squeeze to offer today, what clients would anticipate tomorrow. Because of
developments and spread of new innovation, banks today offer the client a decision to direct
his business across the counter, over telephone or through a PC. The Rangarajan Committee
(1998) report is the initial step for the presentation of PCs. The Saraf Committee (1994) on
Technology issues connecting with instalments, checks going through and protections
settlements made a few proposals to work on the nature of administration. The presentation of
new instruments, for example, ATM, retail Electronic Funds Transfer (EFT) and Electronic
Clearing Services (ECS) have all aided in fostering a powerful, productive and fast instalment

and settlement frameworks. The KOTAK Bank among the biggest private area bank in India.
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Proposals and Suqggestions

* The bank should put forth a few attempts to acquaint the clients to different administrations

through exhibits.

* The bank ought to take on more overhauled methods to cause their client to have a solid

sense of safety while getting to their records.

* Successful mindfulness missions ought to be embraced by the banks to make their clients

more mindful of net financial help.

* The bank should put forth an attempt to give a stage from where the clients can get to various

records at single time without additional charge.

* The bank should find ways to make a confidence at the top of the priority list of clients

towards security of their records.

» The KOTAK Bank ought to present more administrations which can be gotten to through

Net Banking like counsel on venture, TDS, and so forth
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Abstract

In the present serious climate, banking company can't stand to high flat with their client relationship the executives
(CRM) drives. There are a lot of

instances of essential things to executed proper CRM. The reason for

this study was to help with the choice cycle of Kotak Mahindra bank in

their decision of a CRM framework. The point was to assess different CRM frameworks in banking sector to view as the
most appropriate for Kotak bank. The review was to explain and understand how bank use CRM.

This project explains the need of customers and the services provided by the Kotak bank to its customers and history of
bank and its achievement over the years.

In this project customer perspective and bank services have been analyses to understand the gap between the actual
and services customer is getting through bank.

This project also focusses on how customers can safe themself from banking frauds happening in banking area and
what are the importance of customer relationship management in bank and what are the types of customer relationship
management and how to implement in the real life and it has changed the banking sector over past few years.

This book will give us a brief understanding of customer and banking and help to understand how Kotak bank has
become this successful and what are the strategy used by the bank to survive in this competitive market.

CHAPTER 1: INTRODUCTION

Introduction

Kotak Mahindra Bank Limited is an Indian banking and monetary administrations organization settled in the city of
Mumbai, India.

It offers banking services and monetary services for corporate and retail customers in the space of accounting, banking,
life coverage. It is India's third biggest private area bank by market capital and resources as of November 2021.

Laid out in 1985, Kotak Mahindra bunch is one of India's driving monetary administrations aggregates. In February
2003, Kotak Mahindra Finance Ltd. the gathering's lead organization, got banking permit from the Reserve Bank of
India (RBI), turning into the first non-banking finance organization in Quite a while to change over into a bank - Kotak
Mahindra Bank Ltd.

April 1, 2015, ING Vysya Bank Ltd has converged with Kotak Mahindra Bank Ltd making a Rs 2 trillion foundation
(solidified). The blended substance — Kotak Mahindra Bank Ltd. has a huge public impression of 1,250+ branches and
1,900+ ATMs spread across 640+ areas, managing the cost of it the limit and means to serve surprisingly better.

The Bank has three Strategic Business Units taking special care of retail and corporate clients across metropolitan and
country India.

The Consumer Banking business offers total retail monetary arrangements including an assortment of reserve funds
and advance items and creative computerized arrangements - Jifi, a first-of-its-sort completely coordinated Social Bank
Account, reclassifies advanced banking via flawlessly consolidating long range informal communication stages like
Twitter and Facebook with standard banking.

KayPay is the world's first bank rationalist moment supports move stage utilizing Facebook. On the reserve funds
financial balance front, the Bank offers higher loan fee at 6% p.a. for balance in overabundance of Rs. 1 lakh, and gives
an extensive set-up of venture administrations and conditional comforts.
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The Bank's Wealth Management business is one of India's biggest and gives redid monetary answers for high total
assets families.

The Corporate Banking business offers a thorough arrangement of items and administrations - working capital
financing, medium term finance, current record, exchange administrations, cash the executive’s administrations, trade
credit, exchange banking, care administrations, obligation capital business sectors, forex and depository
administrations.

The Commercial Banking business offers an extensive arrangement of banking items and administrations to small and
medium undertakings (SME) occupied with fabricating, exchanging, administrations and commodity organizations. It
has specific units, which give money to Agri Sector, Commercial Vehicle administrators and Framework business.

Its administrations ranchers across India by giving term advances to buy farm haulers. The Bank additionally offers little
ticket gold credits and business credit

History

Established out in 1985, the Kotak Mahindra bunch has been one of India's most presumed monetary aggregates. In
February 2003, Kotak Mahindra Finance Ltd, the gathering's lead organization was given the permit to continue
banking business by the Reserve Bank of India (RBI).

This endorsement made financial history since Kotak Mahindra Finance Ltd. is the first non-banking finance
organization in Quite a while to change over itself in to a bank as Kotak Mahindra Bank Ltd. Today, the bank is one of
the quickest developing banks and among the most respected monetary foundations in India.

The bank has more than 323 branches and a client account base of over 2.7 million. Spread all over India, in the
metros as well as in Tier Il urban communities and provincial India too, it is rethinking the compass and force of
banking.

As of now it is occupied with business banking, stock broking, shared assets, life coverage and speculation banking. It
takes special care of the monetary necessities of people and corporates. The bank has a worldwide presence through
its auxiliaries with workplaces in London, New York, Dubai, Mauritius, San Francisco and Singapore that represent
considerable authority in offering types of assistance to abroad financial backers looking to put into India.

Company History and Annual Growth Details

1985-

The organization was fused on 21st November 1985 under the name Kotak Capital Management Finance Ltd. The
Company has been advanced by Mr Uday S Kotak, Mr S.A.A Pinto and Kotak and Company. The organization
acquired the testament of beginning of business on eleventh February 1986 and the Existing advertisers were joined by
Mr Harish Mahindra and Mr Anand Mahindra. The organization's name was changed on eighth April 1986 to its current
name Kotak Mahindra Finance Ltd. - The Company bargains in Bill limiting, renting and recruit buy, corporate money,
the executives of fixed store preparation, financing against protections, currency market activities, purchaser finance,
speculation banking and clients' cash the board.

1991-

An application was made to SEBI for endorsement for setting up a Mutual Fund trust
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