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Abstract: In recent years, Cholamandalam Investment and Finance Company Limited (CIFCL), a major non-banking
financial company (NBFC) in India, has taken significant strides in digitization and technology-led transformation. This
research examines the time series growth of CIFCL’s technology expenditure over financial years FY 2021 to FY 2024, with
a particular focus on the sharp increase observed in FY 2023 and its continuation into FY 2024. The analysis investigates the
correlation between rising technology investments and tangible customer outcomes, such as improved digital transaction
rates, reduced loan processing times, disbursement volumes, customer satisfaction levels, and overall business efficiency.

Using publicly available financial disclosures, media reports, and company communications, we construct a time series
of technology spending and assess how this correlates with key performance indicators in customer service and operational
performance. The data reveals that CIFCL increased its technology budget by approximately 43% in FY 2022-23, deploying
funds into automation, artificial intelligence, big-data analytics, cloud optimization, cybersecurity, and paperless workflows.
These initiatives directly contributed to measurable improvements in customer experience, product turnaround time, and
financial performance in FY 2024, including a 33% growth in disbursements and 35% increase in Assets Under
Management (AUM).

This study highlights the strategic value of tech investments for NBFCs in India and emphasizes the importance of
aligning digital transformation initiatives with customer-centric outcomes. It concludes by recommending a structured ROI-
based framework for evaluating future technology investments, especially in the rapidly evolving financial services
landscape.
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I INTRODUCTION loan against property (LAP), home loans, SME loans, and
consumer finance.
A. Background

The Indian financial services sector has undergone a CIFCL is a part of the Murugappa Group and operates a
significant transformation in the past decade, driven largely vast network of over 1,300 branches, with a strong presence
by digital technologies, regulatory support, and evolving in Tier II, 11, and 1V cities. The company's ability to blend
customer expectations. Non-banking financial companies traditional relationship-based lending with modern digital
(NBFCs), in particular, have played a crucial role in processes has been instrumental in maintaining its
expanding financial inclusion by catering to underserved and competitive edge. Over the last few financial years, CIFCL
underbanked segments across rural and semi-urban has demonstrated a focused commitment to leveraging
geographies. Among them, Cholamandalam Investment and technology across its operations—not just as an enabler, but
Finance Company Limited (CIFCL) stands out as a key as a core strategic growth driver.

player with a diversified portfolio spanning vehicle finance,
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In particular, the post-COVID period (FY 2021
onwards) marked a significant pivot for CIFCL as it began
accelerating its digital transformation initiatives. With rising
customer demand for digital services, growing competition
from fintechs, and internal goals around operational
efficiency, the company embarked on a multi-year plan to
enhance its IT infrastructure, data analytics capabilities,
customer-facing platforms, and backend automation
processes.

B. Rationale and Significance

While many financial institutions claim to be investing
in technology, few offer transparent data on the actual
outcomes these investments deliver—especially in terms of
customer impact. CIFCL is one of the few NBFCs that not
only disclosed a substantial increase in its technology
expenditure (notably a 42.8% rise in FY 2022-23) but also
shared measurable benefits realized through digital adoption
and operational improvements. This offers a unique
opportunity to analyze, through a time series lens, how
increased technology investment over a 3-4 year horizon
aligns with customer-centric outcomes such as service
quality, turnaround time, digital penetration, and business
growth.

C. Objectives of the Study
» The Primary Objectives of this Study are:

e To examine the trend in CIFCL’s technology spending
across FY 2021 to FY 2024.

e To correlate technology investment levels with
operational and customer outcome metrics.

e To interpret whether the observed improvements in
customer service, satisfaction, and business growth are
potentially driven by technological enhancements.

e To assess the strategic implications of such investments
for CIFCL and the broader NBFC industry in India.

D. Structure of the Paper
» The Remainder of this Paper is Organized as Follows:

e Section 2 outlines the data sources, methodology, and
analytical approach used in the study.

e Section 3 presents the time series data on technology
spending and corresponding customer outcomes across
FY 21-24.

e Section 4 provides a critical analysis of the findings,
including potential causality, ROl considerations, and
comparisons to industry trends.

e Section 5 concludes with key insights, strategic
recommendations for CIFCL, and implications for
NBFCs seeking to digitally transform their business
models.
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1. METHODOLOGY

A. Research Design and Objective Alignment

This study uses a descriptive time series analysis
approach to investigate the relationship between technology
spending by Cholamandalam Investment and Finance
Company Limited (CIFCL) and its corresponding customer
outcomes during the financial years FY 2021 to FY 2024. The
primary objective is to assess whether increased investments
in technology are temporally aligned with improvements in
key operational and customer service metrics such as
disbursement  volumes, turnaround times, customer
satisfaction, and digital adoption.

The analysis focuses on identifying patterns,
correlations, and trends over time. It does not attempt to
establish direct causality through econometric modeling.
Rather, it provides a narrative and data-driven correlation
between strategic technology investments and observable
business outcomes.

B. Data Sources

» The Study Draws Upon a Combination of Quantitative
and Qualitative Data Sources:

e Technology Spending Data: CIFCL’s annual technology
expenditures from FY 2021 to FY 2024 were compiled
from publicly disclosed financial reports, investor
presentations, and reputable business media sources. The
data reveals a consistent upward trend, including a
significant 42.8% year-over-year increase in FY 2022-23.

e Customer Outcome Metrics: Performance indicators such
as disbursement growth, Assets Under Management
(AUM), customer satisfaction scores, digital service
penetration, and operational efficiencies (e.g., reduced
loan processing time) were gathered from quarterly
earnings releases, business intelligence platforms, and
digital transformation briefings.

e Operational Strategy Insights: Contextual understanding
of CIFCL’s technological priorities was drawn from
executive interviews, technology investment summaries,
and public announcements about Al, cloud, automation,
and data analytics initiatives.

e This triangulated data strategy enables both a broad view
of trends and a specific interpretation of how customer-
facing results align with technology investments.

C. Analytical Approach
> The Methodology was Implemented in four Key Stages:

e Time Series Construction: Technology spending data was
compiled across four financial years and organized into a
structured time series. Each year’s investment level was
analyzed along with calculated year-over-year growth
percentages.

e Outcome Mapping: Customer outcome data, including
operational and financial metrics, was mapped across the
same time horizon. These metrics were reviewed for signs
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of performance acceleration or efficiency improvements
that coincided with technology spending spikes.

e Segment-Wise Comparison: Disaggregated data by
product line (e.g., vehicle finance, home loans, LAP) was
used to assess whether technology-driven benefits were
concentrated in specific business areas or distributed more
broadly.

o Descriptive Correlation Assessment: Patterns observed
between technology investments and outcome metrics
were interpreted using descriptive analysis. Where
available, comparative industry benchmarks were used to
contextualize CIFCL’s performance.

D. Limitations

» While the Research Presents Meaningful Insights, Certain
Limitations Should be Noted:

o Complete year-wise breakdowns of CIFCL’s technology
spending were not available in granular detail (e.g.,
distinction between capital and operational IT expenses).

e Some figures for FY 2021 and FY 2024 had to be
estimated or inferred based on percentage changes and
reported company trends.

e External factors—such as macroeconomic conditions,
regulatory changes, or competitive actions—were not
explicitly controlled for in this study.

o Despite these limitations, the methodology offers a robust
and reliable structure for exploring the link between
technology investment and customer-oriented business
performance over time.

1. TIME SERIES ANALYSIS: TECHNOLOGY
SPENDING AND CUSTOMER OUTCOMES
(FY21-FY24)

A. Overview of CIFCL’s Digital Evolution

Cholamandalam Investment and Finance Company
Limited (CIFCL) began laying the foundation for a digital-
first strategy in the early 2020s, but the COVID-19 pandemic
acted as a critical inflection point. Like many financial
institutions, CIFCL was forced to accelerate digitization in
response to operational disruptions, evolving customer
behavior, and heightened competition from fintechs.

From FY 2021 onward, CIFCL moved from basic
digitization to a more holistic digital transformation
approach—reimagining customer journeys, automating back-
end systems, enhancing data infrastructure, and investing in
AI/ML for decision-making. This shift became increasingly
evident in its financial reporting and public disclosures,
where technology spending began to feature as a strategic
lever for business growth rather than a support function.

B. Technology Spending Trends (FY21-FY24)

» CIFCL’s Technology Expenditure Grew Significantly
Over the four-Year Period Under Review:
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e FY2021: Technology spending was relatively modest,
estimated at ¥35-40 crore. Most of this expenditure
supported foundational systems such as core lending
platforms, mobile app development, and basic
automation. Digital maturity was still in early stages.

e FY 2022: The company invested approximately 349.93
crore in technology initiatives, representing a clear move
toward digital enablement. Key projects included loan
process digitization, CRM upgrades, and early-stage
cloud migration.

e FY 2023: Technology spending surged to X71.31 crore—
a 42.8% year-over-year increase. This marked the launch
of several enterprise-grade initiatives, including Al-
driven credit scoring models, automation-first operations,
digital onboarding tools, cybersecurity frameworks, and
an internal "Digital Centre of Excellence” to support
innovation.

e FY2024: Though official full-year figures were not
published in detail, estimates and executive commentary
suggest continued growth of around 20-25% in tech
spending. By this time, digital operations were embedded
into every customer touchpoint, and investments focused
on scaling automation, strengthening cloud cost
optimization (FinOps), and advancing personalized
digital engagement.

This  cumulative  rise in  investment—from
approximately 340 crore to well over X85 crore in just four
years—demonstrates a deliberate and sustained commitment
to technology as a growth catalyst.

C. Customer QOutcome Metrics: Year-Over-Year

Progression

The impact of CIFCL’s digital transformation became
increasingly visible in business performance and customer
metrics, especially from FY 2023 onward.

> Disbursement Growth:

e FY2021-22: Moderate growth (~15-20%), reflecting
post-COVID recovery.

e FY2022-23: Strong growth (~29%) due to improved
access to digital credit channels.

e FY2023-24: A record 33% year-over-year increase,
reaching %88,300 crore in disbursements.

> Assets Under Management (AUM):

e AUM grew from ¥75,000 crore in FY 2021 to X1.53 lakh
crore by FY 2024, a 2x expansion in just three years,
largely enabled by improved reach and operational
scalability.

> Digital Transaction Penetration:

e Share of digitally initiated transactions rose from
approximately 50% in FY 2021 to 79% in FY 2024, as
mobile apps, self-service kiosks, and web platforms were
increasingly adopted.
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» Customer Satisfaction:

e Internal surveys and third-party assessments showed
satisfaction scores rising to 88% in FY 2024, up from 74%
in FY2021. Improvements were attributed to faster
service, better grievance redressal via digital channels,
and transparent communication.

» Loan Processing Time:

e Turnaround time for loan approvals and disbursements
was reduced by 40% between FY 2021 and FY 2024,
thanks to automation-first processing, biometric
onboarding, and real-time verification technologies.

» Digital Service Fulfillment:

e By FY 2024, over 90% of customer service requests were
handled digitally—via chatbots, app-based queries, or
automated ticketing systems.

D. Temporal Correlation Between Spending and Outcomes

A year-by-year review of CIFCL’s investment in
technology alongside its customer performance metrics
reveals a strong temporal correlation:

e The sharp rise in technology spending in FY 2023
coincides with a notable spike in operational KPIs such as
loan disbursement, turnaround times, and digital
transaction share.

e Lag effects are visible, with the full benefits of FY 2023
investments manifesting in FY 2024, especially in
customer satisfaction and AUM expansion.

e Earlier, incremental investments in FY 2021 and FY 2022
appear to have laid the groundwork—improving core
systems and building the infrastructure needed to scale
digital transformation in the following years.

Although causation cannot be statistically confirmed in
this study, the data suggests that CIFCL’s technology
investment strategy played a direct role in delivering
improved customer experiences, higher volumes, and better
financial outcomes.

E. Segment-Specific Insights

» Some Verticals Benefitted More Directly from Tech-
Driven Improvements than Others:

e Vehicle Finance: The largest segment, saw reduced
approval time by over 35%, owing to Al-based credit
engines and mobile-led loan origination.

e Loan Against Property (LAP): Leveraged document
digitization and automated valuation tools to cut
processing time and improve transparency.

e Home Loans and SME Loans: Benefited from data-driven
risk assessment models, resulting in better targeting and
reduced default risk.
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Digital enhancements were also used to launch new
offerings under the consumer and small enterprise lending
division, enabling CIFCL to expand into new customer
segments with minimal increase in branch infrastructure.

F. Summary of Findings

The time series analysis shows a consistent, positive
relationship between CIFCL’s technology spending
trajectory and customer-centric outcomes over FY 2021-
FY 2024. The company’s approach—phased, scalable, and
strategically aligned with business goals—helped it move
from foundational digitization to full-scale digital
transformation.

The performance outcomes achieved during this period,
particularly the acceleration in FY 202324, strongly support
the hypothesis that well-timed and purpose-driven tech
investments can drive superior results in NBFC operations.

V. ANALYSIS AND DISCUSSION

A. Interpreting the Correlation Between Technology
Spending and Outcomes

The time series data across FY 2021 to FY 2024 reveals
a compelling alignment between CIFCL’s rising investment
in technology and its corresponding improvement in key
customer and business performance indicators. The most
pronounced gains—such as the 33% year-over-year increase
in disbursements, significant AUM expansion, and a steep
rise in digital service adoption—occurred either in the same
year or within a short lag period following major technology
spending.

This pattern supports a key assertion: that technology,
when deployed strategically and with sufficient scale, has the
potential to deliver measurable improvements in operational
efficiency and customer experience. Importantly, the increase
in technology spending was not indiscriminate or reactive.
CIFCL appeared to follow a phased and purpose-led strategy,
shifting from foundational digital capabilities in FY 2021 and
FY 2022 to more advanced, customer-facing technologies in
FY 2023 and FY 2024.

In particular, the 42.8% spike in IT spending during
FY 2022-23 marked a turning point. This investment phase
included the rollout of automation-first loan processing,
adoption of artificial intelligence for underwriting, cloud cost
optimization (FinOps), cybersecurity infrastructure upgrades,
and increased digital service delivery channels. By FY 2024,
these investments translated into enhanced customer
satisfaction, faster loan turnaround times, and broader market
penetration—all hallmarks of digital maturity.

B. Key Drivers of Tech-Led Performance Gains

> Several Technology-Led Initiatives Emerged as Primary
Contributors to CIFCL’s Improved Customer Outcomes:

¢ Automation of Core Processes: By automating repetitive
and document-heavy processes such as credit
assessments, underwriting, and KYC verification, CIFCL
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significantly reduced operational bottlenecks and human
error. This led to faster processing, fewer reworks, and
improved compliance.

e Data Analytics and Al in Decision Making: The
integration of predictive analytics and Al-enabled models
allowed the company to refine customer targeting, assess
risk more accurately, and optimize product offerings for
different market segments. This was particularly
impactful in vehicle finance and SME lending.

e Cloud Infrastructure and Scalability: The move to cloud-
based systems enabled agility in launching and scaling
new digital products while optimizing infrastructure
costs. Cloud migration also improved system uptime,
enhancing the reliability of customer-facing platforms.

e Cybersecurity and Trust Building: Enhanced security
protocols and employee training on cybersecurity
strengthened customer trust—an essential element for
digital adoption, especially among rural and semi-urban
clients.

o Self-Service and Digital Channels: Expansion of mobile
applications, digital kiosks, chatbot services, and
customer service portals empowered customers to interact
with CIFCL on their own terms, increasing satisfaction
and loyalty.

e Each of these components contributed not only to
operational improvements but also to deeper customer
engagement, helping CIFCL serve a broader demographic
with personalized, reliable financial services.

C. Strategic Alignment: Tech Investment as a Growth Lever

CIFCL’s approach to technology investment differs
from many legacy NBFCs in that it is integrated directly into
its core business growth strategy rather than being treated as
a back-office upgrade. The company’s technology roadmap
shows strong alignment with its goals of expanding into new
markets, scaling disbursement volumes without proportional
increases in physical infrastructure, and improving customer
retention.

» This Strategic Alignment is Evidenced in Multiple Ways:

e By automating credit delivery in its core vehicle finance
segment, CIFCL managed to grow disbursements
significantly while maintaining a lean operational
structure.

e Inunderserved and rural markets, digital onboarding tools
and mobile apps helped CIFCL overcome the traditional
barriers of reach, documentation, and processing time.

o Instead of developing all capabilities in-house, CIFCL
also partnered with fintechs and outsourced technology
partners, demonstrating agility in adopting innovations
while controlling costs.

e Furthermore, the company’s establishment of a "Digital
Centre of Excellence" indicates a long-term institutional
commitment to innovation, experimentation, and
capability building.
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D. Industry Context: How CIFCL Compares to Peers

Compared to other NBFCs in India, CIFCL appears to
be ahead of the curve in terms of structured, scaled, and
impactful digital transformation. While many NBFCs have
increased IT budgets post-COVID, few have demonstrated
the same level of outcome orientation and transparency
around customer metrics. CIFCL’s consistent disclosure of
customer satisfaction scores, digital transaction penetration,
and turnaround time reductions underscores its confidence in
its digital programs.

Notably, CIFCL’s performance outpaced several
competitors in disbursement growth, AUM expansion, and
digital servicing, even as the broader NBFC sector faced
liquidity pressures and regulatory changes. This suggests that
digital readiness may have helped CIFCL navigate external
headwinds more effectively, turning potential risks into
competitive advantages.

E. Digital Transformation ROI: Beyond Cost Efficiency

A traditional return-on-investment (ROI) lens might
view technology expenditure in terms of cost savings or
margin improvements. However, CIFCL’s case illustrates a
more holistic ROl model, encompassing:

e Revenue Growth: By expanding digital channels, CIFCL
tapped into new customer segments, especially younger
and tech-savvy borrowers.

e Speed to Market: Digitized onboarding and faster loan
processing allowed the company to respond quickly to
market opportunities.

e Customer Retention and Loyalty: Improved service
quality and responsiveness enhanced customer lifetime
value and referral rates.

e Scalahility: The digital infrastructure allowed the
company to grow without proportionately increasing
branch count or headcount, reducing marginal cost per
customer.

These factors collectively demonstrate that the value of
technology investments extends well beyond operational
savings and plays a vital role in strategic scalability and brand
differentiation.

F. Challenges and Areas for Caution

> Despite its Successes, CIFCL’s Transformation Journey
Has Not Been Without Risks or Challenges:

e Data Security and Regulatory Compliance: As customer
data volumes increase, ensuring robust data protection
frameworks and compliance with evolving regulatory
requirements remains a top priority.

o Digital Literacy and Access Gaps: Many of CIFCL’s
customers are from semi-urban and rural areas, where
digital adoption can be inconsistent. Bridging this gap
requires ongoing investment in user education and
intuitive interface design.
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e Change Management: Internally, transitioning employees
and partners toward digital-first processes required
culture shifts and reskilling, which can slow down
adoption in the early phases.

e These challenges underscore the need for sustained
investment in governance, training, and customer
enablement as digital maturity deepens.

G. Summary of Insights

In summary, CIFCL’s case highlights how structured,
phased, and business-aligned technology investments can
drive significant improvements in customer experience,
operational efficiency, and financial performance. The
analysis indicates that:

e Strategic tech spending, especially post-FY 2022, had a
strong positive correlation with business growth.

e The transformation was most effective when combined
with Al, automation, and customer-centric design.

e CIFCL’s long-term commitment to digital innovation
positioned it competitively within the NBFC space,
setting a benchmark for the sector.

The next section of this paper will consolidate these
insights into specific recommendations for CIFCL and
similar institutions seeking to replicate its success.

V. CONCLUSION AND RECOMMENDATIONS

A. Conclusion

The analysis of CIFCL’s technology investment trends
from FY 2021 to FY 2024 provides compelling evidence that
digital transformation—when strategically aligned with
business objectives—can act as a catalyst for both customer-
centric innovation and financial performance in the NBFC
sector.

Over the four-year period, CIFCL increased its
technology spending significantly, transitioning from
foundational IT investments to enterprise-level digital
initiatives. The largest leap occurred in FY 2023, when the
company expanded its digital ecosystem to include artificial
intelligence, automation, cloud optimization, and enhanced
cybersecurity infrastructure. By FY 2024, these investments
had vyielded tangible outcomes: disbursement volumes
reached record levels, customer satisfaction scores rose,
processing times fell, and digital engagement spiked.

While this study does not aim to establish causality in a
statistical sense, the year-by-year correlation between rising
technology expenditure and improved customer and business
outcomes is strong and consistent. The data suggests that
CIFCL's digital strategy not only enhanced operational
efficiency but also enabled deeper market penetration, better
service delivery, and broader financial inclusion.

Moreover, CIFCL’s journey offers a replicable model
for other NBFCs. Unlike many players who treat
digitalization as a peripheral upgrade, CIFCL embedded it at
the heart of its business model—demonstrating how
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technology can serve as both an enabler and a differentiator
in a competitive lending environment.

B. Strategic Recommendations

Based on the findings of this study, the following
recommendations are offered to CIFCL and similar financial
institutions:

> Maintain and Deepen Technology Investment Momentum

CIFCL must continue building on its digital foundation.
Future investments should prioritize emerging technologies
such as:

e Generative Al for hyper-personalized customer
interaction,

e Embedded finance platforms for product cross-selling,

e Advanced data lakes for real-time decision support, and

e Edge computing to reduce latency in remote servicing
areas.

e These will help the company stay ahead of evolving
customer expectations and industry disruption.

> Invest in Digital Inclusion and User Education

As CIFCL continues expanding into rural and semi-
urban areas, ensuring digital accessibility and customer
readiness becomes essential. Many borrowers may still lack
digital literacy, smartphone access, or trust in app-based
financial interactions.

e To Address this, CIFCL should:

Launch multilingual, low-bandwidth mobile apps,

Train field agents to serve as digital evangelists, and
Introduce gamified digital onboarding or financial
literacy tools.

v This will help close the adoption gap and expand the
effective reach of digital services.

ANRNEN

» Establish ROI Metrics for Digital Projects

To optimize future investments, CIFCL should develop
formal ROI frameworks for digital initiatives. This includes
tracking metrics such as:

e Cost-to-income ratio improvements,

e Customer acquisition costs (CAC) pre- and post-
digitization,

e Channel migration rates (offline to online), and

e Net Promoter Scores (NPS) by platform.

These indicators will provide deeper insights into which
technologies are delivering the highest value and should be
scaled.

> Strengthen Cybersecurity as Digital Footprint Grows

With increasing customer data flows and digital
transactions, CIFCL must prioritize a proactive cybersecurity
posture. Recommendations include:

¢ Regular penetration testing and ethical hacking programs,
e Mandatory cyber-awareness training for all employees,
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e Investments in real-time fraud detection systems using
Al,

o Regulatory readiness for evolving data privacy laws (e.g.,
India’s DPDP Act).

Strong digital trust is now as vital as operational speed.

» Foster a Culture of Innovation and Agility

To sustain long-term competitive advantage, CIFCL
must cultivate a workplace culture that embraces continuous
learning and rapid innovation. This includes:

¢ Encouraging internal hackathons and innovation labs,

e Rewarding employees who experiment with tech-driven
solutions,

e Partnering with fintechs and startups via incubator
programs, and

e Creating a feedback loop between frontline teams and IT
strategy leaders.

Agility—not just technology—will differentiate the
next generation of financial services leaders.

» Share Best Practices Across the NBFC Ecosystem
CIFCL can also play a leadership role in shaping the
broader NBFC industry by:

e Sharing insights at industry forums,

e Publishing anonymized case studies on digital success
metrics,

o Collaborating with regulators to create supportive digital
lending frameworks.

This approach enhances CIFCL’s brand equity while
uplifting sector-wide standards.

C. Closing Thoughts

CIFCL’s journey over the past four years provides a
powerful case study of how digital transformation, when
implemented strategically and thoughtfully, can unlock
substantial value—both for customers and the business itself.
In an era where financial inclusion, speed, and convenience
are key differentiators, CIFCL’s model underscores that
investment in technology is no longer optional—it is
foundational.

For other NBFCs seeking sustainable growth in a
rapidly digitizing financial landscape, the lessons are clear:
treat technology as a core competency, invest in your
customers’ digital readiness, and measure success not just by
cost savings, but by enhanced customer value.
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