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Introduction  
 
The Chandigarh State Cooperative Bank Ltd. Chandigarh is banking entity. 
It came into existence in 2nd November 1966. It was incorporated under 
Punjab Cooperative Society Act 1961. The bank has its outreach up to grass 
root level. The most of the branches of the bank are in the villages of 
Chandigarh. The bank has license to carry out its business only within the 
territory of Chandigarh. The bank has been facing tough competition from 
Nationalized and Private Sector Banking companies. Despite it, the bank 
has been making efforts consistently to provide the best services to its 
esteemed customers. 
 
 

Purpose of Case Study 
 
The purpose and objective of this case study is to analyze the impact of 
digitization in the form of I.T. services upon the cooperative banks. As the 
I.T. services undoubtedly are necessary for the banking sector without 
which retaining customer with itself is unimaginable. But to provide all 
kinds and latest technology to its customers do not always result into 
profitable venture. To provide these types of services is easy for 
Nationalized and Private Banks because they earn big profits but for 
cooperative bank is a big challenge because these type of services erode the 
margin of the cooperative bank.  
 
 

Methodology 
 
Due to limited time and resources, I used only my personal experience to 
analyze the impact of I.T. services in the cooperative banking. I have 
experience of 14-1/2 years with the Chandigarh State Cooperative Bank. I 
have attended many seminars, training programs during my service. I have 
also learned and experienced from our counterpart cooperative banks like 
Punjab State Cooperative Bank and Haryana State Cooperative Bank.  
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IMPACT of I.T. Services in Cooperative Banks 
 
Everything has two impacts, one is positive and other is negative. I.T. 
services have also impacted the cooperative bank in the same ways. The 
both impacts have been analyzed and finally concluded which outweigh the 
other. Firstly negative impacts are considered and thereafter benefits of I.T. 
services are enumerated. 
 

 
Negative Impacts 
 
Ø Challenges :  

· Management: In cooperative structure to get 
management approval is big challenge because 
elected representatives do not techs savvy or they 
do have little knowledge about latest technological 
trends. To make them understand about the 
benefit of implementation of new technology is 
very difficult. But in our bank we get the approval 
after convincing them the benefit of it. 

· Human Resources : In cooperative structure, the 
human resources are not of such kind those who 
are ready to face challenges and accept the changes 
easily but they are more reluctant to adapt to the 
changes. They are slow to adapt to new technology. 
But in our bank initially they make some hue and 
cries but after some time they get involved in it and 
start to adopt it. 

· Marketing Strategies: I think there is lacking of 
marketing strategies in the cooperative banking 
structure, once they become able to implement 
new technology in the bank, they do not draw best 
out of it because they do not make aware their 
customers about new services implemented in the 
bank. Therefore they do not take benefit of new 
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service which has been launched in the bank. But 
our bank now has started to make consistent 
efforts to aware public at large about the adoption 
new technologies in the bank. 

 
 
Ø Cost Factor : 

· Data Center: Few years back, if NABARD had not 
taken initiative to migrate the cooperative bank to 
CBS platform then, I think, it would not be possible 
for the cooperative banks to get into the 
computerized environment. To create bank’s own 
data center demands a huge infrastructure 
investment. It is not feasible for the most of 
cooperative banks to make a big investment to 
have own data center. In addition to the huge 
investment, the bank has also need trained and 
expert manpower to run this data center. To 
overcome this factor NABARD had taken initiative 
and float tender at national level and provided a 
common platform on sharing basis to all 
cooperative banks at negotiated rates. Our bank 
also chose this platform and became fully CBS bank 
on 30-08-2012. 

Ø Monopolistic Tendency of I.T. Companies:  
 

· WIPRO/TCS : As all State cooperatives and DCCBs 
banks have come under one umbrella and have 
using the services of either WIPRO or TCS to take 
care their data center and data recovery. Our bank 
has been using the service of WIPRO for CBS since 
July 2012. Initially, they were very supportive but 
over the period of time their service has been 
deteriorated. We feel monopolistic tendency while 
they respond to our queries. We alone can do 
nothing because we are small entity and cannot 
change it due to cost factor. If we try to press them 
hard to get resolve our issues, we get nothing.  
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Benefits of I.T. Services in the Bank 
 
Despite the negative impacts and challenges in I.T services in the 
cooperative banking sector, there are lots of benefits of these types of 
services in the cooperative banking sector. Nowadays we cannot imagine 
banking without computerized environment and I.T. services. There are 
lots of services which the bank can provide to its customers but I would 
like to consider and discuss those services which either have been 
implemented or are under process in our bank.  
 
Ø CBS (Core Banking Solution) : Without CBS, nowadays, the banking 

activity cannot be imagined. Our bank is first bank under NABARD 
project whose has become fully CBS on 30th August 2012.  After 
migrating from Manual Banking to CBS banking, our bank has 
reposed faith in the customer minds and started competition with 
other banking companies.  

Ø RTGS/NEFT Service: RTGS/NEFT service is the basic service, 
without which retaining customer with itself is difficult for the 
cooperative bank. Our bank went live on this service in the month of 
July 2013.   

Ø DBT Service: Providing government subsidy to bank’s customers 
was another challenge, if bank would start DBT service H2H with 
NPCI then the bank had to pay much more but instead we started it 
through web mode and save the bank money and providing this 
service successfully to our customer for many years. This service has 
also reposed faith in the customers’ minds because in initial time 
customers had started to part away from bank and started to switch 
over to other bank. This service was launched in the bank in the 
month of December 2013 

Ø ATM Services: Another big challenge for the cooperative bank was to 
start ATM services for their customers and the same challenge was 
for our bank. But the bank has launched its ATM card services on 27-
01-2015. By providing following services to their customer the bank 
has made its presence in the banking industry. The bank has built 
confidence in the customer minds that the cooperative bank is not 
behind from other banks to provide new latest technology to its 
customers.  
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· Initially, the bank started issuing ATM Cum Debit 
Rupay Card with magnetic stripe. 

· After some time, to follow RBI guidelines, the bank 
has switched over to EMV card technology. 

· After few gap of time, the bank had started to 
facilitate its customer to swipe their ATM card on 
POS machines. 

· Another leap was made in ATM card services is to 
facilitate the customers to do online transactions 
through E-COM mode. 

· The bank has shown its presence in ATM machines 
market when it installed its own four ATM 
machines on dated 28-08-2014 and customers of 
other banking industry started using our bank’s 
ATM machines. 

 
Ø POS Services : Becoming the part of digitization and cashless 

economy, the bank  had to provide this service to its current account 
holders. To retain its customers the bank has launched this service in 
the month of December 2016 for their customers. 

Ø C-KYC Service : To follow the guidelines/directives of RBI/NABARD, 
the bank has launched this service in the bank in the month October 
2017. This service does not directly facilitate customers but the bank 
has to follow the guidelines of RBI. 

Ø E-KYC Service : To follow the guidelines/directives of RBI/NABARD, 
the bank is taking steps to launch this service in the bank in coming 
few months. This service does not directly facilitate customers but 
the bank has to follow the guidelines of RBI. 

Ø WEBSITE (www.cscbapex.co.in): To follow the 
guidelines/directives of RBI/NABARD, the bank has launched this 
service in the bank on 27th May 2014. This service does not directly 
facilitate customers to perform or avail any banking activity but the 
bank has to follow the guidelines of RBI. This service just provides 
the information about the bank to public at large.  

Ø SMS Alert : To provide SMS alert for ATM transaction was 
mandatory but on 24-11-2014 the bank started to provide SMS alert 
for each transaction to customers of the bank. 

Ø CIC (Credit Information Companies) : To follow the 
guidelines/directives of RBI/NABARD, the bank got the membership 
of all four Credit Information Companies and also started sharing the 
data of loanees with these companies as  per directives of RBI. 

http://www.cscbapex.co.in):%20To
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Ø IMPS (Immediate Payment Service) :  Very soon, the bank is going 
to  start IMPS service for its customers. Initially, we will provide this 
service under limitation due to regulatory provision and after some 
time this service will be launched at full fledge.  

Ø E-OFFICE : As previous management desired to have this solution in 
the bank and work is going on to launch this service in the bank. 
After implementing this solution in the bank, the administrative 
work would be paper less. But this service has no direct relation with 
customers of the bank. 

 
 

Conclusion-Cum-Suggestion 
 
As considering both aspects (Negative & Positive), I opine, without 
computerized environment and I.T. services, nowadays, the banking 
activity is unimaginable.  As I discussed there are various factors which 
need to be considered before adopting new technology in cooperative 
banking sector. As most of the client base of our cooperative banking sector 
is either illiterate or from lower strata of the society. They have little 
knowledge of new technological trends in banking sector. They just 
demand the basic banking facilities and they are not tech savvy. They are 
satisfied with basic banking service along with facility of DBT of 
government sponsored scheme. They do demand neither internet banking 
nor mobile banking.  The foremost factor which needs to be kept in the 
mind before adopting new technology is Client Base of any cooperative 
bank. Another most important factor is Cost Factor that is to be taken into 
account before implementing any new service. This cost factor plays a 
pivotal role in implementing new service. There are many services which 
do not yield return immediately but have a big impact in increasing the 
expenditure of the bank.  Sometime adoptions of new technologies reduce 
the margin of the bank considerably and it might run the bank into loss 
which will have bad impact in the eyes of the depositors of the bank. To 
overcome the COST FACTOR, there is a solution. All cooperative banks can 
adopt new technologies on sharing basis and it can only be possible under 
present administrative setup in the cooperative banks if NABARD takes 
initiative and provides new technologies to all cooperative banks after 
negotiating with I.T. firms as it did in providing CBS platform to all 
cooperative banks. Another factor which is to be taken care is HUMAN 
Resources. Before implementing new technology in the bank adequate and 
expert manpower should be there. This factor can be handled easily by 
hiring new expert manpower or providing adequate training to existing 
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employees. One more important point will also be helpful in reducing the 
expenditure while we adopt new technology. Delay and Postponement of 
new technology if it is neither mandatory nor has any time limit for 
implementation. And customers of the bank are not pressing the bank to 
provide such type of service. It is also not such type of service which 
generates revenue. When new technology comes into the market it is 
priced costly but after some period of time when other market player 
develops same kind of technology then the bank can take benefit of 
competitive and cost effective pricing. These suggestions are illustrative 
which may vary depending upon other driving forces in the banking 
sectors. I have also taken into account these factors before adoption of new 
technology in our Chandigarh State Cooperative Bank Ltd.  
 
In my opinion, there is one solution to all these problems is NABARD. Main 
functioning of NABARD is to strengthen the cooperative banking sector and 
provide the grants to cooperative banks so that benefit of government 
schemes could reach up to the grass root level in the society. If all 
cooperative banks are merged under four Zones 
(NORTH,SOUTH,WEST,EAST) under one umbrella to consolidate the 
business of weak banks and making them one strong entity whether under 
the BRAND name of NABARD or some other BRAND name then it will 
strengthen the cooperative banking sector at par with Nationalized 
banking sector.     


