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Trust

• Is Trust All but Dead?

• Trust is Not Build in a 
Day
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Trust

• Consumer Level

• Industry Level

• National Level

What You 
Say

What You 
Do



Security

• Who is Responsible for 
Security?

• Why the Need for a Digital 
Banking Eco-System?
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Security
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Customer

Banks

Regulators

Network 
Providers

Tech 
Providers

Merchant 
Partners

Public 
Agencies

What Banks Need to Note:
• Channel accessibility – call centres, IVR, in-app 

messaging support, branch support

• Self-help availability – can customers self serve 
through internet or mobile banking

• Turnaround time – SLA and response time

• Process scalability and agility – scenario roleplay, 
clear roles & responsibilities

• Network scalability – is it stress tested



Experience

• Security versus Experience -
Must it Always be a Trade-Off?

• Scaling & Navigating with 
Agility
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Experience

• People - Educate & Empower

• Process – Review & Revisit

• Technology – Refresh / Retire
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Process

Technology

People
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Key Takeaways

• Security is Everyone’s 
Responsibility

• Educate, Engage and Empower

• Experience doesn’t Mean 
Extravagant
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