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IDFC FIRST should reposition its mobile app from a transactional utility to a Money Operating System (Money 0S) and a Trusted Resolution Layer.

We score each gap across: Customer pain & ROI (impact), Feasibility (build +
ops), Differentiation (unigueness vs competitors), and Time to measurable
result. Each on scale 1-5.

Gap B — Manual Repetition (No Approve-to-
Automate)
1.User need: “Why keep approving the same
bills/SIPs every month?”

Gap A — Liquidity Blindness (No Safe-to-Spendl)
1.User need: "How much can | spend today without
missing rent or card bills?”
2.Issue: Apps show balances, not future-safe spend.

2.Issue: Repetitive flows, poor mandate adoption. Gap Impact Feasibility Differentiation Time to result Weighted score
Users compute mentally. .
. 3.Competitors: Some mandates, no bulk auto-
3.Competitors: Only balances & mandates shown. . | Liquidity
4.Why it matters: Prevents overdrafts, builds trust B i
-y : ' ' 4.Why it matters: Automation reduces friction, “lrelizEs 5 4 4 2 quarters 17

drives engagement. (Safe-to-Spend)

1 boosts retention & recurring revenue.

Manual
Gap C—Idle Cash Leakage (No Micro-Wealth Flows) Gap D — Opaque Disputes (Slow & Stressful) Automation 4 3 4 3 quarters 1 4
1.User need: “Leftover cash stays idle, | don't move e User need: “When will | get money backK for a (Approve-to-Au
small sums” wrong debit?” tomate)
2.Issue: Low sweep rates; users shift to external Issue: Delays, repeats;-high-anxiety & churn-risk. ldle Cash
platforms. Competitors: Ticketing common; provisional (SmartSweep) 4 4 3 3 quarters 15
3.Competitors: Wealth products exist, micro-sweeps credits rare.
rare. Why it matters: Trust driver, lowers churn & Opaque
4.\Why it matters: Captures deposits, cross-sells service costs. Disputes 5 3 5 =& quarters 16

financial products. (Resolution)

Top two picks (highest scores):

1. Safe-to-Spend (Liquidity Blindness) — immediate high impact on daily
engagement & customer mental model.

2. Resolution Layer (Opaque Disputes) — fixes trust & reduces churn; high
differentiation because incumbent banks don't promise provisional relief.

Frameworks used and why

1. Jobs-to-be-Done (JTBD) — centers the 3. Future-of-Work lens — ide
analysis-on the-progress customers want structural changes (gig work,
to make (not on features). This identifies portfolio careers, creator coll
high-frequency emotional and functional that create new banking need
jobs.

Strategic logic: The combination covers both
the preventive (help customers avoid
problems via forecasting and automation) and
the protective (when problems occur, resolve
fast). Together they create a credible,
premium, free experience.

emotional or assurance-based jobs.

2. Value-Chain / Gap Analysis — maps 4. Blue Ocean Strategy — fin
where incumbents create value uncontested market spaces
(front-end, decisioning, risk, operations) IDFC can create new demand
and where they leave white space. than fight over existing featur

IDFC solves functional banking jobs but not the
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"IDFC FIRST — Your Money OS and Digital Concierge. Premium care. No subscription.”

What Competitors Are Doing

e HDFC, ICICI, SBI: Focus on loyalty, cross-sell, and product
bundling. Customers get rewards, offers, or fee waivers—but
little in terms of everyday clarity or control.

e Fintechs (CRED, Fi, Jupiter): Provide elements of spend
insights, gamification, or faster resolution visibility, but lack
the trust and regulatory backing of a bank.

* Wealth apps (INDmoney, ET Money): Offer premium
experiences, but targeted at high-income customers, not mass
retail banking users.

Gap in market positioning: No one combines premium daily
money management, safe-to-spend clarity, and fast dispute
resolution under a trusted bank umbrella.

CASA deposits grow ~15% faster with high digital engagement

customers (BCG India Banking Report, 2023).

Why IDFC Isn’t Doing This Yet

IDFC First Bank has positioned itself as “digital-first and
customer-friendly”, but its app today is still largely product-
driven: account balances, transactions, deposits, loans. It hasn't
yet moved towards “job-driven design.”
e The tech stack is optimized for transactions, not proactive
money insights.
e Dispute resolution still follows legacy processes (ticketing +
call center).
e Premium UI/UX investments are more focused on marketing
campaigns than daily customer journeys.
leaves IDFC with a strategic white space: while others
~o ucts and rewards, it can compete on control and

Core brand promise (3 pillars):

1.Clarity: Know what you can safely spend, always.
(Safe-to-Spend).

2.Control & Automation: Put repetitive tasks on
autopilot under your rules. (Approve-to-Automate +
SmartSweep)

3.Care & Confidence: If anything goes wrong, you'll be
made whole quickly and transparently. (1-Tap Dispute +
Provisional credit)

Why “premium” for free works:

1. Premium is a perception created by reducing cognitive
load and anxiety. Time saved + anxiety reduced =
perceived value greater than small subscription price
for most users.

2.IDFC offers concierge-grade outcomes (forecasting,
provisional relief) at low marginal cost. With caps and
eligibility, risk is contained while retention and CASA
growth far outweigh costs.

Positioning mechanics (how we
operationalize perceived premium):

1.Delightful micro-moments: Clear labels, simple
forecasts, one-tap approvals, immediate status
updates.

2.Visible guardrails: show the user the exact eligibility
rules for provisional credit & automation to build
trust.

ars Today

specially relevant now because:
ess & inflation » Customers need tighter control
S, hot just balances.

s & digital disputes = Resolution speed has

st differentiator.

ation surge = 3 in 5 Indians use fintech apps

k apps (RBI FinTech Report, 2023), sighaling
traditional banking.

gap - Bank apps are opened ~1-2 times/week,
wallets see 4-5 logins/week (Redseer, 2024).

“Apps with money management features see 2.5x higher daily
engagement (McKinsey Digital 2023)".

70% of customers say they'd switch banks for faster dispute
resolution (EY Future of Banking, 2024).



