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5HYLH���UWLFOH -RXUQDO�RI�6RFLDO�:HOIDUH�DQG�0DQDJHPHQW�
9ROXPH����1XPEHU����6HSWHPEHU���'HFHPEHU��6SHFLDO�,VVXH������

'2,��KWWS���G[�GRL�RUJ����������-6:0�������������������

$�6WXG��RQ��DPLILFDWLRQ�7HFKQLTXHV�$GRSWHG�E��)LQDQFLDO�,QVWLWXWLRQV�

(ELQD�-XVWLQ���0DQX�0HOZLQ�-R��

$EVWUDFW

*DPLILFDWLRQ� LV� WKH� DSSOLFDWLRQ� RI� JDPH� HOHPHQWV� WR� WKH� QRQ� JDPH� FRQWH[WV�� 3UHVHQW� ZRUOG� LV� WKH� ZRUOG� RI�
FRPSHWLWLRQ��2QO��WKRVH�ZKR�FDQ�DWWUDFW�WKH�FXVWRPHU�FDQ�FDSWXUH�WKH�PDUNHW�DQG�VXUYLYH��%XW�LW�LV�KDUG�WR�HQJDJH��
PRWLYDWH� DQG� LQVSLUH� FXVWRPHUV�� *DPLILFDWLRQ� WHFKQLTXHV� DUH� DSSOLHG� E�� WKH� RUJDQL]DWLRQV� WR� GLJLWDOO�� HQJDJH�
DQG�PRWLYDWH�WKH�FXVWRPHUV�DQG�WR�FUHDWH�EUDQG�OR�DOW���)LQDQFLDO�LQVWLWXWLRQV�DUH�DOVR�H[SRVHG�WR�D�KLJK�OHYHO�RI�
FRPSHWLWLRQ� LQ� WKH�SUHVHQW� VFHQDULR�� 7KH��VWUXJJOH� WR�EULQJ�RXW� QHZ�YDULHWLHV�RI�SURGXFWV� DV� WKH� OLPLWHG�QDWXUH�
RI�WKHLU�RIIHULQJ�FRPSDUHG�WR�WKH�RWKHU�LQGXVWULHV��$V�D�UHPHGLDO�PHDVXUH�� ILQDQFLDO�LQVWLWXWLRQV�DUH� WXUQLQJ�LQWR�
*DPLILFDWLRQ�WHFKQLTXHV��7KH�PDLQ�SXUSRVH�RI�WKLV�VWXG��LV�WR�H[SORUHV�GLIIHUHQW�*DPLILFDWLRQ�WHFKQLTXHV�DGRSWHG�
E�� ILQDQFLDO� LQVWLWXWLRQV�DQG�WR�XQGHUVWDQG�KRZ�WHFKQRORJ��KHOSV� LQ�FUHDWLQJ� ILQDQFLDO�DZDUHQHVV�DQG�FXVWRPHU�
HPSRZHUPHQW��*DPLILFDWLRQ�WHFKQLTXHV�DUH�LQWHQGHG�WR�OHYHUDJH�SHRSOH�V�QDWXUDO�GHVLUH�IRU�VRFLDOL]LQJ��OHDUQLQJ��
PDVWHU���FRPSHWLWLRQ��DFKLHYHPHQW��VWDWXV��VHOI�H[SUHVVLRQ��RU�VLPSO��WKHLU�UHVSRQVHV�WR�WKH�IUDPLQJ�RI�D�VLWXDWLRQ�
DV�D�JDPH�RU�SOD���7KH�*DPLILFDWLRQ�VWUDWHJLHV�XVH�UHZDUGV�IRU�SOD�HUV�ZKR�DFFRPSOLVK�GHVLUHG�WDVN�RU�FRPSHWLWLRQ�
WR� HQJDJH� SOD�HUV�� 7�SHV� RI� UHZDUGV� LQFOXGH�� SRLQWV�� DFKLHYHPHQW� EDGJHV� RU� OHYHOV�� WKH� ILOLQJ� RI� SURJUHVV� EDU��
OHDGHUVKLS�ERDUGV��RU�SURYLGLQJ�WKH�XVHU�ZLWK�D�YLUWXDO�FXUUHQF���$QRWKHU�DSSURDFK�RI�*DPLILFDWLRQ� LV� WR�PDNH�
WKH�H[LVWLQJ� WDVNV�IHHO�PRUH� OLNH�JDPHV�� ,Q�FDVH�RI� LQYHVWLQJ� WKH�DVVHW�PDQDJHUV�KDYH�VKLIWHG�WKHLU�SDWK� WKURXJK�
*DPLILFDWLRQ�WR�DSSURDFK�PLOOHQQLDO�VLQFH�WKH��DUH�YHU��FORVHU�WR�WKH�WHFKQRORJ���*DPLILFDWLRQ�FDQ�FUHDWH�VWLFNLQHVV�
DPRQJ�PLOOHQQLDO��ZKRVH�ILQDQFLDO�EHKDYLRUV�DUH�DIIHFWHG�E��WKH�PHPRULHV�RI�ILQDQFLDO�FULVLV��%HWWHU�HGXFDWLRQ�FDQ�
DOVR�LPSURYH�LQYHVWPHQW�GHFLVLRQ��DQG�ILQDQFLDO�HGXFDWLRQ�FDQ�EH�HIIHFWLYHO��LPSDUWHG�WKURXJK�*DPLILFDWLRQ��(YHQ�
WKRXJK�LQYHVWLQJ�UHDO�PRQH��LV�QRW�DW�DOO�D�JDPH��*DPLILFDWLRQ�FDQ�UHOHDVH�VWUHVV�DQG�LPSDUW�IXQ�LQWR�LW��ZKLFK�LQ�
WXUQ�KHOSV�WR�UHWDLQ�WKH�FXVWRPHUV�

�.H�ZRUGV��*DPLILFDWLRQ��(QJDJHPHQW�

,QWURGXFWLRQ

Gami�cation�is�the�application�of�game�elements�
WR� WKH� QRQ� JDPH� FRQWH[WV�� 7KH� FKDUDFWHULVWLF� RI�
JDPH�HOHPHQW�LV�WKDW�LW�DOZD�V�HQWHUWDLQ�WKH�SOD�HUV��
WKH��EHFRPH�PRUH�DQG�PRUH�LQWHUHVWHG�ZKHQ�WKH��
FRPSOHWH� HDFK� OHYHOV�RU� WKH��SOD�� LW� UHSHDWHGO�� WR�
RYHUFRPH� WKH� IDLOXUHV��:KHQ� WKHVH� FKDUDFWHULVWLFV�
DUH�DSSOLHG�WR�QRQ�JDPH�FRQWH[WV�VXFK�DV�EXVLQHVV�
RU� OHDUQLQJ�� LW� KHOSV� WR� PRWLYDWH� WKH� FXVWRPHUV��

employees� or� learners.� Gami�cation� elements�
SOHDVH� WKHP�� HQWHUWDLQV� WKHP� DQG� WKH�� DUH� PRUH�
engaged� to� the� context.� Gami�cation� techniques�
DUH� LQWHQGHG� WR� OHYHUDJH� SHRSOH�V� QDWXUDO� GHVLUH�
IRU� VRFLDOL]LQJ�� OHDUQLQJ�� PDVWHU��� FRPSHWLWLRQ��
DFKLHYHPHQW�� VWDWXV�� VHOI� H[SUHVVLRQ�� RU� VLPSO��
WKHLU� UHVSRQVHV� WR� WKH� IUDPLQJ� RI� D� VLWXDWLRQ� DV� D�
JDPH�RU�SOD���$OO�WKHVH�WHFKQLTXHV�KHOSV�WR�DYRLG�
ERUHGRP�RU�PRQRWRQ��LQ�SHUIRUPLQJ� WKH�ZRUN�RU�
learning� process.� Gami�cation� makes� our� day� to�
GD��DFWLYLWLHV�PRUH�LQWHUHVWLQJ�DV�D�JDPH��,W�PDNHV�
humans� more� productive� in� any� �eld.� So� they�
are�widely�used� in�areas� like��nance,�health� care,�
OHDUQLQJ��WHDFKLQJ�HWF�

In� fact�any�activity�can�be�gami�ed� by�creative�
thinking.�Financial�institutions�also�use�gami�cation�
WHFKQLTXHV�� $V� WKH� FRPSHWLWLRQ� LQFUHDVHG� LQ� WKH�
�nancial�sector,�banks�shifted�their�focus�to�creating�
�nancial� responsibility�and�promoting�proper�use�

$XWKRU�V� $IILOLDWLRQ�� �5HVHDUFK� 6FKRODU� �$VVLVWDQW�
3URIHVVRU��6FKRRO�RI�0DQDJHPHQW�6WXGLHV��&RFKLQ�8QLYHUVLW��
RI�6FLHQFH�$QG�7HFKQRORJ���.RFKL��.HUDOD���������,QGLD��

&RUHVVSRQGLQJ� $XWKRU�� 0DQX� 0HOZLQ� -R��� $VVLVWDQW�
3URIHVVRU��6FKRRO�RI�0DQDJHPHQW�6WXGLHV�&RFKLQ�8QLYHUVLW��
RI�6FLHQFH�$QG�7HFKQRORJ���.RFKL��.HUDOD���������,QGLD��

(�PDLO��HELQDMXVWLQ#JPDLO�FRP

5HFHLYHG�RQ�������������$FFHSWHG�RQ�����������
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of� �nancial� sector.� They� have� replaced� the� rigid�
VWUXFWXUH�E��HQFRXUDJHPHQW�DQG�PRWLYDWLRQ��,Q�WKLV�
section�,�we�explore�gami�cation�trends�in��nancial�
LQGXVWULHV� DQG� H[DPLQH� WKHLU� FXUUHQW� DSSOLFDWLRQ��
They� use� gami�cation� techniques� for� product�
GHYHORSPHQW�� PDUNHWLQJ�� FXVWRPHU� VHUYLFH� DQG�
support.� Presently� �nancial� institutions� around�
the� world� use� gami�cation� techniques� such� as�
SRLQWV�DQG�EDGJHV�DQG� OHDGHUERDUGV�WR�HQFRXUDJH�
engagement� and� to� increase� �nancial� awareness.�
*HQHUDO� DWWLWXGH� RI� SHRSOH� LV� WKDW� ¶ZH� GRQ�W� VDYH�
enough�and�many�don't� save�at�all’.�Gami�cation�
can� do� great� things� in� creating� �nancial� literacy�
which� in� turn� leads� to� �nancial� discipline.�
&RPPRQZHDOWK� KDV� DSSOLHG� YLGHR� JDPHV� DQG�
gami�ed� tools� to� modify� �nancial� concepts� and�
EHKDYLRUV�� 9LGHR� JDPHV� DUH� PRUH� HIIHFWLYH� HYHQ�
in� �nancial� education� than� traditional�workshops�
VLQFH� WKH�� DUH� FRVW� HIIHFWLYH� PHWKRG� ZKLFK� FDQ�
HQJDJH� D� ODUJH� VFDOH� DXGLHQFH�� 7KH� LPSRUWDQW�
elements�of�Gami�cation�are:�Quests,�leaderboard,�
UHZDUG��EDGJHV��IHHGEDFN��DYDWDUV�HWF�

5HOHYDQFH�RI�6WXG�

From�gyms�and��tness�centers�to�addictive�mobile�
DSSV���HYHU��PRPHQW�RI�RXU�OLYHV�LV�QRZ�WUDFNHG��
:H� DUH� XSGDWHG� RQ� WKH� H[HUFLVH� KDELWV� DQG� GLHW�
SODQV�DQG�WKLV�PDNHV�XV�FRQQHFWHG�WR�WKH�HFRV�VWHP�
ZKLFK�KDV�DGDSWHG�WR�RXU�LQWHUHVWV�DQG�NQRZV�KRZ�

WR� NHHS� XV� HQJDJHG�� $QG� WKDW�V� ZKDW� KDV� EHHQ�
buzzing� as� the� trendiest� concept� –� gami�cation.�
$�VLPLODU� WUHQG�KDV�EHHQ�PDNLQJ� LQURDGV� LQWR� WKH�
�nancial� services� industry.� Here� the� incumbent�
players,�as�well�as� the�next-gen��n-tech��rms,�are�
looking� forward� to�adopting�gami�cation� in� their�
EXVLQHVV�OLQHV�

2EMHFWLYHV�RI�6WXG�

�v To� analyze� the� different� Gami�cation�
techniques�adopted�by��nancial�institutions�in�
SUHVHQW�VFHQDULR�

�v 7R� XQGHUVWDQG� KRZ� WHFKQRORJ�� KHOSV� LQ�
FUHDWLQJ�FXVWRPHU�HQJDJHPHQW�

5HVHDUFK�0HWKRG

Annual�reports�of�different��nancial�institutions�
KDYH� EHHQ� DQDO�]HG� WR� XQGHUVWDQG� GLIIHUHQW�
gami�cation� techniques� adopted� by� them.� Also�
YLVLWHG� WKHLU�ZHE� VLWHV� WR�XQGHUVWDQG� WKH� FKDQJHV�
they�have�made�in�their��nancial�offerings.�Books�
and� articles� on� gami�cation� were� studied� to�
XQGHUVWDQG�LWV�DSSOLFDWLRQ�DQG�LPSDFW�

�DWD�&ROOHFWLRQ

The�following�table�shows�different�gami�cation�
techniques�adopted�by��nancial�institutions:

*DPLILFDWLRQ�WHFKQLTXHV 0HDQLQJ ([DPSOH

9LUWXDO�FXUUHQF�
&XVWRPHUV�FDQ�DFTXLUH�YLUWXDO�FXUUHQF��ZKLFK�FDQ�EH�
XVHG�IRU�H[FKDQJH�RU�SXUFKDVLQJ�RWKHU�FRPPRGLWLHV�

IURP�WKHLU�ZHEVLWH

3D�PHQW�FRPSDQLHV�OLNH�0RELNZLN��
SD�WP�XVHV�YLUWXDO�FXUUHQF��OLNH�VXSHU�

FDVK��SD�WP�FDVK�HWF��H[WHQVLYHO��XVHG�IRU�
FDVK�EDFN��

)HHGEDFN

3URYLGLQJ�PHDQLQJIXO�IHHGEDFN�FDQ�LPSURYH�
SHUIRUPDQFH��)HHGEDFN�LV�DQ�WKLQJ�WKDW�JLYHV�D�XVHU�

VRPH�XQGHUVWDQGLQJ�RI�SURJUHVV�DQG�DFKLHYHPHQW��7KLV�
FDQ�EH�VRPHWKLQJ�DV�VLPSOH�DV�D�PHVVDJH�WKDW�VD�V���RX�
KDYH�FRPSOHWHG�WKH�VXUYH���7KH��DUH�DOO�MXVW�WKHUH�WR�

NHHS�WKH�XVHU�LQIRUPHG��*DPHV�SURYLGHV�IHHGEDFN�UHDOO��
ZHOO��7KH��UHZDUG�ZLWK�SRLQWV��XQORFN�FRQWUROOHG�DUHDV��
SURYLGH�SRZHUXSV�DQG�PRUH��DOO�WR�KHOS�WKH�SOD�HU�IHHO�
WKDW�WKH��KDYH�DFKLHYHG�VRPHWKLQJ��$OWKRXJK�LW�LVQ�W�WKH�
IHHGEDFN�WKDW�NHHSV�WKHP�SOD�LQJ��LW�GRHV�KHOS�WKHP�WR�

JLYH�VRPH�OHYHO�RI�FRQWH[W�WR�WKHLU�SURJUHVV�DQG

5HZDUG�SRLQWV

5HZDUGV�RU�/R�DOW��SRLQWV�DUH�XVHG�E��ILQDQFLDO�
LQVWLWXWLRQV�WR�HQFRXUDJH�FHUWDLQ�WDVNV�OLNH�RQOLQH�

WUDQVDFWLRQV��XVHU�HQJDJHPHQW�HWF��UHZDUG�SRLQWV�FDQ�EH�
H[FKDQJHG�E��WKH�FXVWRPHUV�IRU�VRPH�PRQHWDU��EHQHILWV�

RU�JLIWV�

3XUFKDVH�ZLWK�+')&�FUHGLW�FDUG�JLYHV�
WKH�UHZDUG�SRLQWV�WR�WKH�FXVWRPHUV�

$XJPHQWHG�UHDOLW�

$XJPHQWHG�5HDOLW��LV�D�JDPH�HOHPHQW�ZKLFK�LV�XVHG�LQ�
WKH�SRSXODU�JDPH�¶3RNpPRQ���,W�KHOSV�WKHLU�FXVWRPHUV�WR�
LGHQWLI��DQG�ORFDWH�WKH�ILQDQFLDO�LQVWLWXWLRQV��WKHLU�$70V��
UHVWDXUDQWV�ZKLFK�KDYH�WLH�XS�ZLWK�ILQDQFLDO�LQVWLWXWLRQV��

E��MXVW�RSHQLQJ�WKHLU�DSSOLFDWLRQ�LQ�WKH�VPDUW�SKRQH�

$[LV�%DQN�XVLQJ�$XJPHQWHG�UHDOLW���XVHG�
LQ�3RNpPRQ��WHFKQRORJ��LQ�WKHLU�PRELOH�
EDQNLQJ�DSS�WR�ILQG�QHDUE��$70V��%DQN��

3DUWQHU�UHVWDXUDQWV�

(ELQD�-XVWLQ���0DQX�0HOZLQ�-R����$�6WXG��RQ�*DPLILFDWLRQ�7HFKQLTXHV�$GRSWHG�E��
)LQDQFLDO�,QVWLWXWLRQV�
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6FRUH�RU�5DQNLQJ

&UHGLW�ZRUWKLQHVV�RI�FXVWRPHUV�DUH�UDQNHG�E��DJHQFLHV�
OLNH�&5,6,/��VR�WKDW�ILQDQFLDO�LQVWLWXWLRQV�FDQ�HQVXUH�

PRUH�VDIHW��LQ�OHQGLQJ�SURFHVV��,W�DOVR�KHOSV�WKH�
FXVWRPHU�WR�LGHQWLI��WKHLU�SRVLWLRQ�LQ�WKH�UDQN�OLVW�DQG�LW�

PD��VWLPXODWH�WKHP�WR�LPSURYH�WKHLU�SRVLWLRQ�

&,%,/��%DQNV�XVLQJ�FUHGLW�VFRUH�WR�
PHDVXUH�LPSURYH�FUHGLW�ZRUWKLQHVV�DQG�

LPSURYH�FXVWRPHU�EHKDYLRU��

%XVLQHVV�6LPXODWLRQ

$�PDQDJHU�LQ�D�ILQDQFLDO�LQVWLWXWLRQ�LV�UHVSRQVLEOH�IRU�
PXOWLSOH�GHFLVLRQV�LQ�SULFLQJ��KXPDQ�UHVRXUFH�SODQQLQJ��
PDQDJHPHQW��GHDOHU�SD��RXWV��DQG�PDQ��RWKHU�EXVLQHVV�
YDULDEOHV��:KLOH�QHZ�DQG��RXQJ�PDQJHUV�DUH�JRRG�DW�
RSHUDWLRQDO�GHFLVLRQ�PDNLQJ��KRZHYHU�WKH��VWUXJJOH�WR�
ZRUN�ZLWK�UHDO�DQG�ELJ�SLFWXUH��6R�WKH��DUH�SURYLGHG�

ZLWK�GLIIHUHQW�DUWLILFLDOO��FUHDWHG�VLWXDWLRQV�RU�SUREOHPV�
WR�EH�DQDO�]HG�DQG�VROYHG��7KLV�KHOSV�WKH�PDQDJHUV�WR�

LPSURYH�WKHLU�GHFLVLRQ�PDNLQJ�VNLOO�DQG�SUREOHP�VROYLQJ�
FDSDFLW��

0DKLQGUD�ILQDQFH�XVHV�JDPLILHG�WRRO�
¶3KDQWRP��WR�WUDLQ��RXQJ�PDQDJHUV�RQ�

VWUDWHJLF�GHFLVLRQ�PDNLQJ��

/HDGHU�%RDUGV

/HDGHU�ERDUG�SURYLGHV�OHDGHUVKLS�SRVLWLRQ�WR�WKH�
FXVWRPHUV�ZKR�IUHTXHQWO��HQJDJH�ZLWK�WKH�ILQDQFLDO�

LQVWLWXWLRQV�RU�ZKR�PDNH�PRUH�VSHQGLQJ�ZLWK�WKH�FUHGLW�
FDUG��$QG�WKH�WRS�SRVLWLRQ�KROGHUV�ZLOO�EH�SURYLGHG�ZLWK�

VRPH�EHQHILWV�

/HDGHU�ERDUGV�DUH�XVHG�E��,&,&,�EDQN�
DQG�PRQH��FRQWURO�FRP

3URJUHVV�EDU

)LQDQFLDO�LQVWLWXWLRQV�XVH�SURJUHVV�EDUV�WR�VKRZ�WKH�
SRVLWLRQ�RI�WKHLU�FXVWRPHUV�ZKLOH�WUDQVDFWLQJ�ZLWK�WKHP��

,W�KHOSV�FXVWRPHUV�WR�LGHQWLI��WKHLU�SUHVHQW�SRVLWLRQ�
DQG�KRZ�WR�DFKLHYH�WKHLU�JRDOV��3URJUHVV�EDU�DVVLVW�WKH�
FXVWRPHUV�LQ�ILOOLQJ�XS�RI�IRUPV��VHWWLQJ�XS�WKHLU�JRDOV�
DQG�VHOHFWLQJ�LQYHVWPHQW�DYHQXHV�ZKLFK�KHOSV�WKHP�WR�

DFKLHYH�WKHVH�JRDOV�

3URJUHVV�EDU�LV�XVHG�E��,&,&,�EDQN�
�¶LZLVK��VHWWLQJ�XS�WKH�JRDOV�DQG�VHOHFWLQJ�

LQYHVWPHQW�SDWWHUQ�WR�DFKLHYH�WKHVH�
JRDOV����+')&�OLIH��.RWDN�EDQN�

&URZG�6RXUFLQJ

&URZG�VRXUFLQJ�LV�D�WHFKQLTXH�XVHG�E��ILQDQFLDO�
LQVWLWXWLRQV�WR�JDWKHU�LQQRYDWLYH�LGHDV��7KH��DUUDQJH�D�
FRPSHWLWLRQ�IRU�VROYLQJ�D�SUREOHP�RU�JHWWLQJ�QHZ�LGHDV��
2QH�ZKR�JLYHV�WKH�EHVW�VROXWLRQ�RU�LGHD�ZLOO�EH�JLYHQ�WKH�

SUL]H�

$[LV�%DQN�XVLQJ�¶KDFNDWKRQ��FRPSHWLWLRQ�
IRU�SUREOHP�VROYLQJ��SURGXFW�

GHYHORSPHQW

/LWHUDWXUH�5HYLHZ

The�key� factors� that� led� to�Gami�cation� can�be�
VDLG� DV�� 7HFKQRORJLFDO� LQQRYDWLRQ�� LQFUHDVHG� XVH�
RI�VPDUW�SKRQHV�DQG�ZRUOG�ZLGH�FRQQHFWLYLW���7KH�
Gami�cation� strategies� use� rewards� for� players�
ZKR� DFFRPSOLVK� GHVLUHG� WDVN� RU� FRPSHWLWLRQ� WR�
HQJDJH�SOD�HUV��7�SHV�RI� UHZDUGV� LQFOXGH��SRLQWV��
achievement�badges�or�levels,�the��ling�of�progress�
EDU��OHDGHUVKLS�ERDUGV��RU�SURYLGLQJ�WKH�XVHU�ZLWK�D�
virtual�currency.�Another�approach�of�Gami�cation�
LV�WR�PDNH�WKH�H[LVWLQJ�WDVNV�IHHO�PRUH�OLNH�JDPHV�

According�to�Gartner,�Gami�cation�is�the�use�of�
JDPH�PHFKDQLFV�DQG�H[SHULHQFH�GHVLJQ�WR�GLJLWDOO��
HQJDJH�DQG�PRWLYDWH�SHRSOH�WR�DFKLHYH�WKHLU�JRDOV��
,W�LV�DOO�DERXW�FOLHQW�FHQWULFLW���,W�LV�DERXW�DSSHDOLQJ�
WKH�VDLG�DQG�XQVDLG�GHVLUHV�LI�SHRSOH��,W�LPSOLHV�WKH�
SURFHVV� RI� DSSHDOLQJ� WR� QDWXUDO� KXPDQ� LPSXOVHV�
VXFK� DV� QHHG� DQG� GHVLUH� IRU� VLPSOLFLW��� HDVH�� IXQ��
HQWHUWDLQPHQW�� VRFLDO� LQWHUDFWLRQ�� HQJDJHPHQW��
UHZDUG� DQG� FRPSHWLWLRQ� WR� DFKLHYH� IDYRUDEOH�
RXWFRPHV�IRU�ERWK�LQVWLWXWLRQV�DQG�FXVWRPHUV�

�FFRUGLQJ�WR��3�QHHW�&KKDKLUD���)LQDFOH��,QIRV�V�

Gami�cation� -� the� application� of� gaming�
SULQFLSOHV� DQG� PHFKDQLFV� WR� QRQ�JDPLQJ�
HQYLURQPHQWV� LV� QRW� HQWLUHO�� QHZ� WR� WKH� EDQNLQJ�

LQGXVWU���5HZDUG�SRLQWV�RQ� FUHGLW� FDUG�XVDJH�� IRU�
H[DPSOH�� DUH� DQ� HVWDEOLVKHG� SUDFWLFH�� %XW� LQ� WKH�
GLJLWDO� EDQNLQJ� HUD�� ZKHUH� WKH� IRFXV� LV� VKLIWLQJ�
IURP�HQDEOLQJ�WUDQVDFWLRQV�WR�FUHDWLQJ�SHUVRQDOL]HG�
experiences,�Gami�cation�has�to�evolve�into�a�more�
VWUDWHJLF�DQG�HQWHUSULVH�FHQWULF�SUDFWLFH�

$OWKRXJK� RXU� DQQXDO� UHWDLO� EDQNLQJ� VWXG��
FRQGXFWHG�MRLQWO��ZLWK�()0$��(XURSHDQ�)LQDQFLDO�
0DQDJHPHQW� $VVRFLDWLRQ�� VKRZV� D� SURJUHVVLYH�
increase� in� the� adoption� of� Gami�cation� in� the�
LQGXVWU��� PRVW� HIIRUWV� DUH� QDVFHQW�� DQG� �HW� WR�
build� suf�cient� scale.� Even� so,� the� innovations�
GHSOR�HG� WKXV� IDU� VHUYH� DV� DQ� LQGLFDWLRQ� RI� WKH�
range�and� versatility�of�gami�cation.�Some�banks�
KDYH� VXFFHVVIXOO�� XVHG� JDPLQJ� PHFKDQLFV� WR�
WUDQVLWLRQ� FXVWRPHUV� WR� ORZ� FRVW� GLJLWDO� FKDQQHOV�
DQG� EULQJ� GRZQ� SURFHVVLQJ� FRVWV�� 5DEREDQN�
is� one� such,� having� used� gami�cation� to� get�
FXVWRPHUV� WR� FRPSOHWH� GRFXPHQWDWLRQ� UHODWHG� WR�
PRUWJDJH�DSSOLFDWLRQV�RQOLQH�WR�WKH�H[WHQW�SRVVLEOH��
Gami�cation� is� also� enabling� banks� to� attract�
�RXQJHU� FXVWRPHUV� DQG� HYHQ� RSHQ� XS� KLWKHUWR�
XQWDSSHG� PDUNHWV� E�� OHYHUDJLQJ� JDPH� WKLQNLQJ�
WR� HGXFDWH� WKHVH� VHJPHQWV� DERXW� WKH� EDVLFV� RI�
PRQH��PDQDJHPHQW�� 0DQ�� EDQNV� DUH� DOVR� XVLQJ�
the� goals� and� rewards� principle� of� gami�cation�
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to� help� customers� de�ne� and� accomplish� their�
�nancial� goals.� For� instance,� in� India,� ICICI�
Bank� has� leveraged� gami�cation� over� the� past�
few� years� to� offer� a� gami�ed,� socialized� deposit�
SURGXFW��ZKLFK�DOORZV�FXVWRPHUV�WR�ZRUN�WRZDUGV�
D� VHW� VDYLQJV� JRDO�� $W� 6WDWH� %DQN� RI� ,QGLD�V� IXOO��
automated�digital�branches,�there�are�gami�cation�
WDEOHV�WR�KHOS�FXVWRPHUV�ZLWK�LQYHVWPHQW�SODQQLQJ��
Further,� gami�cation� is� helping� banks� revitalize�
WKHLU� HPSOR�HH� WUDLQLQJ� SURJUDPPHV� E�� XVLQJ�
JDPLQJ�SULQFLSOHV�WR�VWUHDPOLQH�WUDLQLQJ�LQ�FULWLFDO�
DUHDV� OLNH� FRPSOLDQFH� DQG� VHFXULW��� ,Q� D� QXWVKHOO��
WKH� DSSOLFDWLRQ� RI� JDPLQJ� SULQFLSOHV� SUHVHQWV� D�
ODWHQW�RSSRUWXQLW��IRU� EDQNV� WR�HQJDJH�FXVWRPHUV�
DQG� HPSOR�HHV� EHWWHU�� DQG�DFFHOHUDWH� DGRSWLRQ� RI�
GHVLUDEOH�EHKDYLRXUV�

�FFRUGLQJ�WR��3LOFKHU��-HIIU���DQG��:KHHOHU��.DUHQ�

The� scope� of� adopting� gami�cation� doesn’t�
UHVWULFW�LWVHOI�WR�MXVW�RIIHULQJ�EHWWHU�XVHU�HQJDJHPHQW�
WKURXJK� JDPLQJ� SV�FKRORJ�� EXW� DOVR� SUHVHQWV�
RSSRUWXQLWLHV� IRU� EHWWHU� SURGXFW� GHYHORSPHQWV��
SURDFWLYH� PDUNHWLQJ� VWUDWHJLHV�� DQG� PXFK� PRUH��
7KH�LQFHSWLRQ�RI�WKH�GLJLWDO�UHYROXWLRQ�KDV�SURGXFHG�
transformational� impacts�on� the��nancial� services�
LQGXVWU�� DQG� KDV� FKDQJHG� SHUFHSWLRQV� WR� D� JUHDW�
H[WHQW��)RU�LQVWDQFH��EDQNLQJ�ZKLFK�ZDV�SHUFHLYHG�
DV�D�ERULQJ�SKHQRPHQRQ�LV�QRZ�D�WKLQJ�WR�GR�DQG�
not�somewhere�you�go� to.�The�gami�cation�wave�
KDV� JLYHQ� ELUWK� WR� PDQ�� LQQRYDWLYH� SURGXFWV��
enabling��rms�to�engage�more�with�the�users.�Some�
industry-speci�c�instances�include:

��� &RPPRQ� ZHDOWK� %DQN� RI� $XVWUDOLD� KDV�
ODXQFKHG�,QYHVWRUYLOOH��ZKLFK�HQDEOHV�XVHUV�WR�
JHW� LQVLJKWV� IURP� VLPXODWLRQV� RI� WKHLU� EX�LQJ�
EHKDYLRU�IRU�UHDO�HVWDWH�SURSHUWLHV�

��� $YLYD�,WDO��FDPH�XS�ZLWK�D�PRELOH�DSS�ZKLFK�
WUDFNV� WKH� GULYLQJ� EHKDYLRU� RI� WKH� XVHUV� DQG�
noti�es�them�every�300kms�through�a�rating�of�
1-10�while�also�providing�tips�on�fuel�ef�ciency.

��� %DUFOD�V� ODXQFKHG� D� VRFLDO� FUHGLW� FDUG� DQG�
D� FRPPXQLW�� �%DUFOD�FDUG� 5LQJ�� ZKHUH�
PHPEHUV� UHFHLYH� LQFHQWLYHV� RQ� VKDULQJ�
VXJJHVWLRQV�DQG�LGHDV�IRU�FUHGLW�FDUG�IHDWXUHV�

��� /OR�G�V�76%�KDV�D�JDPH� �,QQRYDWLRQ�0DUNHW��
IRU� HPSOR�HHV� WR� SDUWLFLSDWH� LQ� WKH� FURZG�
VRXUFLQJ� SODWIRUP�� 7KH� EHVW� LGHDV� DUH� YHWWHG�
DQG�SXW�LQWR�LPSOHPHQWDWLRQ�

��� &DQDGD�EDVHG� 6XQ�/LIH� )LQDQFLDO� ODXQFKHG�
�0RQH�� 83�� WR� HGXFDWH� FRQVXPHUV� RQ�
UHWLUHPHQW� DQG� LQYHVWPHQW� GHFLVLRQV�� 7KH�
JDPH�IRUPDW�UHTXLUHV�SOD�HUV�WR�SDVV�OHYHOV�E��
demonstrating�their��nancial�knowledge.

,PSDFW

The� impact� of� gami�ed� application� can� be�
XQGHUVWRRG� IURP� D� VWXG�� FRQGXFWHG� E�� &DUORV� -��
&RVWD�� /XtV� )LOLSH� 5RGULJXHV� DQG� $EtOLR� 2OLYHLUD�
IURP� XQLYHUVLW�� RI� /LVERD�� 3RUWXJDO�� 7KH� DLP� RI�
WKHLU� VWXG��ZDV� WR� LQYHVWLJDWH� WKH�DFFHSWDQFH�RI�D�
business�application�Gami�ed� in�e-banking�based�
RQ� WKH�7HFKQRORJ��$FFHSWDQFH�0RGHO� �7$0��� WKH�
UHVXOWV� IURP� DQ� RQOLQH� VXUYH�� RI� ���� FXVWRPHUV�
show�that�the�Gami�ed�application�had�a�positive�
LPSDFW� RQ� WKH� DFFHSWDQFH� RI� WKLV� QHZ� FRQFHSW� LQ�
H�EDQNLQJ��5HVXOWV�VKRZ�WKDW�FXVWRPHUV�WKDW�XVH�WKH�
application�Gami�ed�perceived�that�the�ease-of-use�
has� a� large� positive� in�uence� on� the� intention� to�
XVH�WKH�DSSOLFDWLRQ�DQG�KLJKOLJKWV� WKH�LPSRUWDQFH�
WKDW� WKH� SHUFHLYHG� HDVH�RI�XVH� DV� RQ� SHUFHLYHG�
XVHIXOQHVV��7KH�SHUFHLYHG�HDVH�RI�XVH�KDV�D�SRVLWLYH�
in�uence�in�the�perception�of�enjoyment,�showing�
WKDW� WKH�HDVLHU� LV� WKH�XVH� WKH�PRUH�WKH�DSSOLFDWLRQ�
LV�HQMR�DEOH��,Q�UHVSRQVH�WR�WKH�TXHVWLRQV��:KDW�LV�
WKH� FXVWRPHU�V� DFFHSWDQFH� LQ� XVLQJ� QHZ� EXVLQHVV�
DSSOLFDWLRQV� ZLWK� JDPH� FKDUDFWHULVWLFV"�� DQG�
“What�are�the�bene�ts�for�the�e-banking�business?”�
WKH�UHVXOWV�RI�K�SRWKHVHV� WHVW� VKRZ�WKDW� WKH�JDPH�
KDG� D� SRVLWLYH� LPSDFW� RQ� FXVWRPHUV� DQG� WKDW�
VKRZ� IXWXUH� LQWHQWLRQ� WKLV� W�SH� RI� DSSOLFDWLRQV�
Gami�ed� in� e-banking.� The� study�of� the� business�
LPSDFW� WKURXJK� WKLV� QHZ� DSSOLFDWLRQ� ZLWK� JDPH�
FKDUDFWHULVWLFV�WKH�UHVXOWV�VKRZ�D�SRVLWLYH�LPSDFW�RQ�
WKH�EXVLQHVV�LQ�WHUPV�RI�FXVWRPHUV�SDUWLFLSDWLRQ�DQG�
WKH� EXVLQHVV� YDOXHV�� 2YHUDOO� WKH� QHZ� DSSOLFDWLRQ�
Gami�ed,� results�on� innovation,�differentiation�of�
VHOOLQJ� SURGXFWV� IURP� RWKHU� H�EDQNLQJ� ZHEVLWHV��
more� business� with� a� complex� �nancial� product.�
7KH�FXVWRPHU�V�SHUFHSWLRQV� UHVXOWV� LQ�D� OHVV�HIIRUW�
WR�XVH�WKH�QHZ�VRIWZDUH�DSSOLFDWLRQ��SHUFHSWLRQ�RI�
XVHIXOQHVV� DQG� HQMR�PHQWV�ZKHQ� WKH��KDYH� XVHG�
WKH� QHZ� PXWXDO� IXQGV� DSSOLFDWLRQ�� ,Q� WKLV� VHQVH�
%DQNV� VKRXOG� EH� HQFRXUDJHG� WR� GHYHORS�EXVLQHVV�
DSSOLFDWLRQV�ZLWK�JDPH� IHDWXUHV� LQ� WKHLU�ZHEVLWHV��
QRW�RQO��WR�LQFUHDVH�WKH�OR�DOW��RI�FXVWRPHUV��EXW�DOVR�
WR�HQJDJH�WKH�FXVWRPHU�WR�EX��FRPSOH[�SURGXFWV�LQ�
D�GLIIHUHQW� DQG�VLPSOH�ZD��� VLQFH�JDPHV�DUH� HDV��
to�use�and�pleasing�-�The�in�uence�to�engage�with�
H[LVWLQJ�DQG�SRWHQWLDO�FXVWRPHU�KDV�EHHQ�SURYHQ�LQ�
WKLV�VWXG��

&RQFOXVLRQ

The��nancial�services�sector�projects�a�promising�
market� for� in� gami�cation� the� coming�years�with�
PDQ�� LQQRYDWLRQV� DOUHDG�� KDSSHQLQJ� VXFK� DV�
5RERDGYLVRU��� %ORFNFKDLQ�� DQG� 5HJ7HFK�� DPRQJ�
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RWKHUV�� 0DQ�� LQQRYDWLYH� WHFKQLTXHV� DUH� EHLQJ�
DSSOLHG� LQ� EDQNLQJ� VHFWRU� ZLWK� WKH� REMHFWLYH� RI�
HQJDJLQJ�� PRWLYDWLQJ� DQG� LQVSLULQJ� FXVWRPHUV��
7KHVH� WHFKQLTXHV� KHOS� WKH� FXVWRPHUV� WR� UHOHDVH�
stress�from��nancial�matters�and�to�make��nancing�
HDVLHU�DQG�PRUH�FRQYHQLHQW��,W� FUHDWHV�D� IHHOLQJ�RI�
personalizing� their� �nance� and� managing� it� in� a�
simple�way.�Thus,�Gami�cation�techniques�adopted�
by� �nancial� institutions� helps� them� to� attain� a�
FRQWLQXRXV� DQG� HIIHFWLYH� FXVWRPHU� HQJDJHPHQW�
DQG�WR�EXLOG�EUDQG�OR�DOW��

5HIHUHQFHV

��� 7KRPDV� /HFOHUFT� $�� :DID� +DPPHGL� %� �� ,QJULG�
3RQFLQ�� 7KH� %RXQGDULHV� RI� *DPLILFDWLRQ� IRU�
(QJDJLQJ� &XVWRPHUV�� (IIHFWV� RI� /RVLQJ� D� &RQWHVW�
LQ� 2QOLQH� &R�FUHDWLRQ� &RPPXQLWLHV�� -RXUQDO� RI�
,QWHUDFWLYH� 0DUNHWLQJ� ���������������� ZZZ�
HOVHYLHU�FRP�ORFDWH�LQWPDU

��� /XtV� )LOLSH� 5RGULJXHV�� $EtOLR� 2OLYHLUD�� &DUORV�
-�� &RVWD�� 3OD�LQJ� VHULRXVO��� +RZ� JDPLILFDWLRQ�
DQG� VRFLDO� FXHV� LQIOXHQFH� EDQN� FXVWRPHUV� WR� XVH�
JDPLILHG� H�EXVLQHVV� DSSOLFDWLRQV�� &RPSXWHUV� LQ�
+XPDQ� %HKDYLRU�� ����������������� ZZZ�HOVHYLHU�
FRP�ORFDWH�FRPSKXPEHK

��� .�RQJVHRN�.LP�$���6XQ�-RR��*UDFH��$KQ��7KH�5ROH�
RI�*DPLILFDWLRQ� LQ�(QKDQFLQJ� ,QWULQVLF�0RWLYDWLRQ�
WR� 8VH� D� /R�DOW�� 3URJUDP�� -RXUQDO� RI� ,QWHUDFWLYH�
0DUNHWLQJ�� ����� 6HSW� ������������� �KWWSV���ZZZ�
HOVHYLHU�FRP�DERXW�RXU�EXVLQHVV�SROLFLHV�DUWLFOH�
ZLWKGUDZDO�

��� /XtV� )LOLSH� 5RGULJXHV�� &DUORV� -�� &RVWD�� $EtOLR�
2OLYHLUD��7KH�DGRSWLRQ�RI�*DPLILFDWLRQ�LQ�H�EDQNLQJ��
,6'2&������������-XO�����

��� 3DUWQHUV� $SLV�� *DPLILFDWLRQ� RI� )LQDQFLDO� 6HUYLFHV��
&XUUHQW�7UHQGV�DQG�)XWXUH�3RVVLELOLWHV�������

��� 3DUWQHUV�� 6LD�� *DPLILFDWLRQ� LQ� )LQDQFLDO� 6HUYLFHV�
DQG� /HDUQLQJ� IURP� RWKHU� ,QGXVWULHV�� �����
2FWREHU� ���� KWWS���HQ�ILQDQFH�VLD�SDUWQHUV�FRP�
JDPLILFDWLRQILQDQFLDO�VHUYLFHV�DQG�OHDUQLQJV�RWKHU�
LQGXVWULHV�

��� 3LOFKHU� -HIIU��� 7KH�*DPLILFDWLRQ� RI� 5HWDLO� %DQNLQJ�
6HFWRU�������2FWREHU�����KWWSV���WKHILQDQFLDOEUDQG�
FRP�������JDPLILFDWLRQ�LQ�UHWDLO�EDQNLQJ��

��� :KHHOHU� .DUHQ�� :KDW� LV� *DPLILFDWLRQ� DQG� :K��
LW� LV� JRRG� IRU� %DQNLQJ� VHFWRU�� ����� $XJXVW� ���
KWWSV���ZZZ�ILQDQFH�PRQWKO��FRP���������
ZKDW�LVJDPLILFDWLRQ�DQG�ZK��LV�LW�JRRG�IRU�WKH�
EDQNLQJ�VHFWRU��

:HEVLWHV

��� KWWS����XNDLFKRX�FRP�JDPLILFDWLRQ�H[DPSOHV�
WRS����ILQDQFH�DSSV�IRU������IURP�DQ�RFWDO�VLV�
JDPLILFDWLRQ�SHUVSHFWLYH�

��� KWWSV���ZZZ�KFOWHFK�FRP�EORJV�JDPLILFDWLRQ�
ILQDQFLDO�VHUYLFHV�LQWHUHVWLQJ�DSSURDFK�FRQQHFW�
ILQDQFLDO�ZRUOG

��� KWWSV���ZZZ�LQGLDLQIROLQH�FRP�DUWLFOH�QHZV�WRS�
VWRU��IXQGVLQGLD�FRP�ODXQFKHV�JDPLILFDWLRQ�LQ�
PXWXDO�IXQG�LQYHVWLQJ�������������B��KWPO

��� KWWSV���ZZZ�HGJHYHUYH�FRP�EORJ�JDPLILFDWLRQ�
VHUYLFH�IXWXUH�EDQNLQJ�

��� KWWSV���ZZZ�OLQNHGLQ�FRP�SXOVH�JURZWK�
JDPLILFDWLRQ�PDKLQGUD�ILQDQFH�PRKDPPHG�
NKL]HU�RPHU

��� KWWSV���DSLV�SH�GRZQORDGV�DSLVBJDPLILFDWLRQB
UHSRUWBY��SGI

��� KWWSV���ZZZ�HGJHYHUYH�FRP�ILQDFOH�DSSFHQWHU�
ZS�FRQWHQW�XSORDGV���������L(*3�2YHUYLHZ�
SGI
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