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India’s growing online behavior (as evidenced from 
the increased app usage) provides the context as well 
as the opportunity to influence smartphone user’s (i.e., 
customers) journey with conversational commerce. 
Therefore, Brands must engage with shoppers, create 
relevant and personalized experiences on app, thereby 
driving sales and profits. Fortunately, all the ingredi-
ents that are needed for “Conversational commerce” 
are already in place: The rise of the chat-bot revolu-

tion; India’s mobile growth story; and India’s expertise in AI and Machine learning.

The number of smartphones in India 
grew from 46 million in 2012 to almost 
400 million in 2017. In the year 2016, 
Indians spent a staggering 150 billion 
hours on their devices, up from 100 billion 
hours in 2015. Mobile users in India are 
second only to China when it comes to 
time spent on Android devices. All these 
numbers are pointing towards the increas-
ing usage of smartphones in India, which 
is expected to open new doors of opportu-
nity in the field of business and commerce, 
as well as digital governance.

Smartphone opens the door to 
“Conversational Commerce” 

Indian has the highest average number of 
shopping apps installs per user. According 
to App Anne, India’s iPhone user installs 
4.7 shopping apps on an average, which is 
higher than iPhone users in South Korea 
(4.5), China (3.8), United States (3.7.), 
showing their tendency for mobile 
commerce as well as comparing deals and 
offers on competing platforms. 

India’s growing online behavior (as 
evidenced from the increased app usage) 
provides the context as well as the oppor-
tunity to influence smartphone user’s (i.e., 
customers) journey with conversational 

commerce. Therefore, Brands must engage 
with shoppers, create relevant and person-
alized experiences on app, thereby driving 
sales and profits. Fortunately, all the 
ingredients that are needed for “Conversa-
tional commerce” are already in place: The 
rise of the chat-bot revolution; India’s 
mobile growth story; and India’s expertise 
in AI and Machine learning.

Unlike in the past, when India trailed the 
world when it came to adoption of new 
technologies, India’s growth in chat-bot is 
on par with the rest of the world. In the last 
few years, a number of banks, insurance 
companies, e-commerce companies, as 
well as startups have launched their 
chat-bot based offerings. ICICI Bank’s 
iPAL offers help on FAQs, paying bills, 
fund transfers, recharges and new product 
discovery. More complex queries are 
routed by the chat-bot to a human operator 
for quicker resolution to customer queries. 
Insurance companies have been quick to 
follow Bank’s lead in “conversational 
commerce” and provided their own chat 
based offering to promote awareness, 
generating quotes, registering claims, as 
well as educating customers on critical 
awareness.

 Conversational commerce will allow 

businesses cater to India’s rising popula-
tion of millennials, who are increasingly 
becoming digitally savvy. New models of 
customer engagement are on the rise, such 
as robo-advisory and digital only banks, 
catering to the always on demand of the 
millennial population.

Smartphone growth key to 
digital inclusion

India’s smartphone story is not complete 
without   mentioning the various schemes 
such as digital inclusion, less cash 
initiative, MyGov.in, Online RTI, that are 
leveraging India’s large smartphone 
user-base to address key socio-economic 
issues.

Smartphones brings key digital India 
initiatives, such as Aadhaar, UPI, IMPS on 
a single platform. Aadhaar is India’s 
biometric authentication scheme, with 
over 90 % enrolment. Unified payments 
interface (UPI) is a system that powers 
multiple bank accounts into a single 
mobile application, merging several 
banking features, seamless fund routing 
and merchant payment under one hood. 
IMPS provides fast and convenient 
payments facility.
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