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Abstract

CASE STUDY #120
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BANK OF BARODA . ~ .

bob World Business - Digital Banking?ér MSMEs

Digital transformation in business banking has shifted expectations among SMEs
and mid-corporate customers, demanding faster, more flexible financial solutions.
Traditional corporate banking, dependent on branches and fragmented digital tools,
does not meet these needs. Bank of Baroda created bob World Business as a mobile-
first ecosystem that offers secure, unified digital management tailored for business
customers. By extending digital transformation to SMEs and mid-corporates through
a single platform, the application integrates transaction management, payments,
governance and compliance, enabling secure, on-the-move business transactions
and reducing reliance on branches. This demonstrates a scalable, customer-centric
digital approach for India’s entrepreneurial businesses.

ank of Baroda launched bob World

Business as a digital platform for retail
merchants, SMEs and mid-sized corporates
who seek integrated, mobile-first banking.
The platform went live on the Bank's
Foundation Day, 20 July 2025. It was
developed as part of the larger bob World
Business ecosystem to meet the unique
operational and financial needs of business
customers.

The platform allows fully digital banking
processes for existing and new business
customers, all in one app available for
Android and iOS. It brings together more
than 30 basic banking and business services,
including handling multiple payments at
once, moving funds, managing cheques,
determining who can be paid, opening
fixed deposits, updating GST information,
submitting stock statements, confirming
Positive Pay and managing accounts.

A key differentiator is its web-based bulk
transaction portal. With role-based maker-

checker mechanisms, corporates can manage

large transactions securely. The platform
also adds user-friendly features, such as

ADI Chatbot support, contact center tools,
complaint management through SIEBEL CRM
and digital lending for housing, mortgage,
vehicle and investment products.

This initiative marks a strategic pivot for
Bank of Baroda, emphasising secure, scalable
and customer-driven business banking
infrastructure. The goal: deepen engagement
with business clients, boost CASA and
revenue and strengthen the Bank’s digital
leadership among corporate customers.
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The Problem Statement

ndia’s growing entrepreneurial and SME

ecosystem increasingly demands banking
services that are mobile, real-time, secure
and operationally flexible. However,
traditional corporate banking systems often
remain dependent on branch visits, manual
processes, fragmented digital interfaces
and delayed transaction approvals. These
inefficiencies create operational friction for
businesses that require continuous, high-
volume financial management capabilities.

Bank of Baroda identified that while
retail customers had widely adopted the bob
World Business mobile banking platform, a
similar dedicated ecosystem for SMEs, retail
merchants and mid-corporate customers
remained absent. Peer bank analysis further
demonstrated that several leading financial
institutions had already implemented
dedicated business banking applications
tailored to corporate customers' operational
needs.

The Bank recognised that business
customers now prefer digital-first banking
and mobile transactions. They want remote
services, but also require institutional-grade
security and approval workflows.

Another significant challenge involved
transaction governance and liquidity
management. Mid-sized corporates and
SMEs require enhanced transaction limits,
role-based approval systems and secure bulk
transaction capabilities that conventional
retail banking applications cannot adequately
support.

Recognising these needs, the Bank set
out to create a unified, business-centric
digital platform that integrates transactional
banking, governance, liquidity management,
lending, compliance and engagement for
SMEs and corporates.

Solutions Stack

he bob World Business ecosystem was

developed as a specialised, scalable
digital banking architecture that combines
transactional banking, business governance,
bulk payment infrastructure, customer
support integration and digital lending
journeys.

The first layer of the solution involved
creating a unified mobile banking platform
for SMEs, retail merchants and mid-sized
corporations. The application integrated
over 30 banking and ancillary services,
including account details, fund transfers,
beneficiary management, fixed deposits, GST
updates, stock statement submission, account
statements, interest certificates and TDS
certificates.

The next step focused on safe payments.
The platform added systems to define who
can approve payments, helping businesses
keep transactions secure, especially for large or
multiple payments. This makes banking safer
and helps control who can approve what.

A major innovation within the ecosystem
was the dedicated bob World Business \Web
Interface Portal. The portal enabled corporate
users to process bulk payments to multiple
beneficiaries via secure file uploads, approval
workflows, transaction tracking and report
generation.

The platform also integrated cheque-
related services, including cheque issuance,
stop-payment instructions, status tracking
and Positive Pay confirmation, directly within
the mobile ecosystem. Businesses no longer
needed to visit branches for routine cheque
governance activities.

The ecosystem further integrated digital
lending and investment journeys at the pre-
login stage. Customers could access housing,
mortgage and vehicle loans, as well as Demat
services and mutual fund investment options,
through near-instant digital workflows.
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Strategic Vision
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ank of Baroda conceptualised bob

World Business as part of its broader
strategy to extend its digital banking
transformation beyond retail customers
into the business banking ecosystem.
The initiative reflected the institution’s
recognition that SMEs, retail merchants
and mid-corporates increasingly
require digital platforms that combine
mobility, scalability and enterprise-grade
governance.

The platform is based on three
key principles: operational flexibility,
secure digital governance and unified
management. The Bank's goal was to
enable businesses to handle daily banking,
payments, approvals and financial services
on a single platform.

The initiative also aligned with the

he implementation followed a phased and

customer-oriented deployment strategy.
The platform was officially launched on
20 July 2025, coinciding with the Bank's
Foundation Day.

The first rollout phase identified what
SMEs, retail merchants and corporates
needed the most. Focus was on transaction
mobility, approval management, liquidity and
bulk payments.

The second phase involved developing
the mobile ecosystem alongside the
dedicated web interface portal for bulk
transaction management. The Bank
integrated maker-checker approval systems,
role-based access controls, beneficiary
management modules and Positive Pay
functionalities into the platform.

The third phase focused on customer
migration and awareness creation. Since
many businesses remained dependent on
traditional branch-based operations, the
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Bank's larger customer-centric digital
transformation agenda focused on reducing
branch dependency while improving
customer convenience and engagement.

By enabling businesses to transact “on the
move,” the Bank aimed to reposition itself as
a trusted digital banking partner for India’s
evolving entrepreneurial economy.

An important institutional insight that
emerged during implementation was that
business customers required not merely
digital access, but digital control. Features
such as maker-checker approvals, customised
transaction limits, Positive Pay confirmation
and bulk remittance governance became
central to customer trust and platform
adoption.

Bank undertook customer awareness and
branch sensitisation initiatives to encourage
migration towards self-led digital transaction
journeys.

The implementation also emphasised
omnichannel customer support through
chatbot integration, CRM-based complaint
resolution systems, contact centers and
dedicated operational support teams. This
strengthened customer confidence and
improved operational responsiveness.
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Challenges and Responses

One of the most significant
implementation challenges involved
prioritisation of functionalities due to high
and evolving demand from MSME and
mid-corporate customers. Since businesses
across sectors had diverse operational
requirements, determining the sequence
of feature deployment required continuous
balancing between customer demand and
implementation feasibility.

Another important challenge was
balancing the needs of traditional business
customers with those of digitally native
entrepreneurs. While younger customers
preferred simplified and mobile-first
experiences, traditional users required strong
governance controls and familiar operational
structures.

Customer migration from branch-based

banking to self-led digital transactions
also represented a behavioural challenge.
Many business customers initially lacked
confidence in conducting high-value
transactions digitally. The Bank addressed
this through awareness campaigns, customer
education, enhanced support systems and
secure governance frameworks such as
maker-checker approvals and Positive Pay
integration.

The institution also recognised the need
for continuous adaptability in response
to evolving cybersecurity environments
and changing customer expectations. An
important lesson emerging from the initiative
was that digital business applications must
remain flexible enough to integrate future
innovations and compliance requirements
while maintaining customer-centricity.

Bank of Baroda launched bob World Business as a mobile-first digital banking ecosystem
for SMEs, retail merchants and mid-corporates, integrating banking, payments,
governance, lending and support services into a single platform.
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The platform addressed challenges such as branch dependency, fragmented digital tools,
delayed approvals and lack of secure bulk transaction capabilities by enabling real-time,
secure and remote business banking operations.

bob World Business offers over 30 integrated services, including fund transfers, bulk
payments, GST updates, Positive Pay, maker-checker approvals, cheque management,
digital lending and customer support through chatbot and CRM systems.

Built with scalable digital architecture and role-based governance controls, the platform
introduced secure web-based bulk transaction management, customised transaction
limits and omnichannel support to improve trust, operational flexibility and customer
adoption.

The initiative strengthened customer engagement, enabled “transaction-on-the-move”
banking for businesses, improved operational efficiency and established a scalable
framework for future services such as trade finance, forex, wealth management and B2B
marketplaces.
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Outcomes

he implementation of bob World Business

generated significant operational,
customer-centric and institutional outcomes.
The platform successfully created a simplified
and user-friendly digital banking ecosystem
suitable for businesses of varying scales,
including retail merchants, SMEs and mid-
corporates.

One of the most important outcomes
was the enablement of secure “transaction-
on-the-move"” capabilities. Entrepreneurs
and business owners could conduct banking
operations remotely without depending
on branch visits, significantly improving
operational flexibility and customer
convenience.

The integration of customised transaction
limits and maker-checker governance systems
improved customer trust and expanded
adoption among corporates with high
transaction requirements. The dedicated
web portal for bulk transactions streamlined
payment processing for businesses managing
large beneficiary networks. Bulk uploads,
approval workflows, report generation and
transaction tracking significantly reduced
operational complexity.

The initiative also strengthened customer
stickiness and enhanced opportunities for
CASA growth and fee income generation
for the Bank. By integrating multiple
banking and financial services into a single
ecosystem, the platform improved customer
engagement and long-term relationship
management.

Strategically, the initiative established
a scalable framework for future ecosystem
expansion. Planned future integrations
include unified collections infrastructure,
advanced wealth management, trade and
forex capabilities, B2B marketplaces and
e-tendering services.

Conclusion
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Bob World Business represents an
important step in the evolution of digital
business banking within India’s public
sector banking ecosystem. By creating a
dedicated, customer-centric platform for
SMEs, retail merchants and mid-corporates,
Bank of Baroda successfully extended its
digital transformation strategy beyond
retail banking into enterprise financial
management.

This demonstrates how digital banking
ecosystems can simultaneously improve
operational flexibility, governance,
customer engagement and scalability. The
integration of maker-checker governance,
bulk transaction infrastructure, customer
support systems and mobile-first banking
journeys reflects a strong understanding of
the operational realities faced by modern
businesses.

The also highlights the strategic
importance of customer-centric digital
infrastructure within India’s rapidly evolving
entrepreneurial economy. As businesses
increasingly demand mobile, real-time
and integrated financial services, bob
World Business offers a scalable model for
ecosystem-led digital business banking
transformation across the BFSI sector.
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Disclaimer:
o This case study is based on the information/content provided by the organisation.

ECO-SYSTEM FOR GROWTH o Information published in the case study is as of December 2025.

e-Mail: info@skoch.in e All company names, app titles and trademarks mentioned are the properties of
www.skoch.in their respective owners and are used solely for illustrative and reporting purposes.




