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Abstract 

An onslaught of digital transformations spearheaded by AI is transforming the financial services 

sector, with the goals of increasing operational efficiency, service quality, and consumer 

happiness.  This study delves at the effects of AI-driven digitalization on improving the 

effectiveness and standard of financial services, as well as how this change affects customer 

happiness and the banking experience as a whole.  The research tests two main hypotheses to 

see if there are any discernible benefits to financial operations and consumer engagement from 

using AI technologies including chatbots, predictive analytics, machine learning, and 

automated decision-making. Finding the most important AI applications that boost service 

quality and customer trust is another goal of the study.  While tackling issues like data privacy, 

system transparency, and skill gaps, AI-driven digital transformation is vital in providing faster, 

more accurate and customer-centric services, according to preliminary findings and literature 

study.  Insights from this study can help financial institutions strategically use AI to drive 

innovation and long-term growth in the digital age. 
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Introduction 

Applications of artificial intelligence (AI) have caused a sea change in the financial and banking 

industries.  The ability of artificial intelligence (AI) to process massive volumes of data, spot 

patterns, and make sound decisions has completely altered the banking industry and the 

financial services it provides.  In the banking and financial industry, artificial intelligence (AI) 

has several potential uses that might boost efficiency, enhance decision-making, reduce 

expenses, and make customers happier. [1]  Banks' operations, client interactions, and risk 

mitigation have all been transformed by artificial intelligence (AI), which has spearheaded 

considerable advancements in the banking business.  Thanks to AI's ability to sift through 

mountains of data and unearth useful patterns, financial institutions can now make educated 

decisions.  Sophisticated investing methods, better fraud protection procedures, and more 

precise risk evaluations have all resulted from this.  Thanks to AI's ability to automate formerly 

human-intensive processes, operational efficiency has increased, leading to streamlined account 

administration, enhanced data analysis, and quicker processing of transactions. [2] in  Fintech 

and banking organizations rely on AI for a variety of purposes, one of which is fraud detection.  

When it comes to modern fraud, traditional rule-based systems just can't handle how complex 
and sophisticated it is.  But AI algorithms can swiftly and accurately sift through massive 

volumes of transaction data in real-time, enabling them to detect suspicious patterns and 

potential fraud attempts with remarkable speed.  With this skill, financial institutions can detect 

and prevent fraudulent conduct, safeguarding their clients' and their own interests.  One other 

crucial part of banking that AI has greatly enhanced is credit rating.  In order to arrive at less 

accurate risk assessments, traditional credit scoring algorithms often use a limited set of criteria.  
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Machine learning techniques allow AI-based credit scoring models to incorporate more 

variables and historical data, leading to more precise credit evaluations.  Models powered by 

artificial intelligence combine a plethora of parameters and patterns to assist lenders in making 

more informed lending decisions.  Loan portfolio management is enhanced and default risk is 

reduced as a result.  The client service department of financial institutions has also been 

profoundly affected by AI, thanks to chatbots and other AI-driven virtual assistants. The third 

while efficiently and individually caring for each client, these virtual assistants answer 

questions, resolve issues, and offer suggestions.  By assuring prompt and individualized 

assistance, chatbots have significantly improved the customer service experience. These agents 

are available 24/7 and can handle many consumer contacts simultaneously.  Our customers will 

be more satisfied and loyal as a result of this improvement [4].  Automated intelligence has had 

a significant effect on investment management in the banking and financial industry.  Intelligent 

computer systems help people make smart financial decisions by sifting through mountains of 

data, including market information, news stories, and historical trends.  When it comes down 

to it, these algorithms are game-changers when it comes to portfolio management, risk 

assessment, and trading strategy formulation. They assist financial institutions optimize client 

returns and increase investment performance. [5] Despite its numerous advantages, artificial 

intelligence (AI) in banking and finance does bring certain challenges and ethical quandaries.  

Due to the large amounts of personally identifiable information used by AI applications, data 

security and privacy top the list of concerns.  Financial organizations must protect their clients' 

privacy and prevent data breaches by implementing strong security measures.  Additionally, 

biases in prior data need to be addressed in order to keep things fair and avoid biased outcomes.  

Rulemaking and framework development are necessary for the ethical regulation of AI 

applications and the promotion of accountability, fairness, and transparency., the integration of 

AI into the banking and financial sectors has ushered in a new age characterized by efficiency, 

accuracy, and customers-centric service.  Artificial intelligence (AI) has transformed many 

crucial industries, including investment management, customer service, fraud detection, and 

credit scoring, among others, by facilitating better decision-making, reducing costs, and 

enhancing the consumer experience.  It is essential, however, to guarantee the ethical and 

responsible use of AI.  Institutions in the banking and finance industry need to tackle concerns 

about data privacy, bias, and ethics with great care if they want to take advantage of AI's long-

term growth and innovation potential. [6-7] 

 

Artificial Intelligence in Indian Financial Sector  

To change the game, the Indian financial sector is using a new AI strategy.  The Indian 

government is increasing spending on artificial intelligence (AI). As per the recent survey 

conducted by PricewaterhouseCoopers (PWC), and the Federation of Indian Chambers of 

Commerce & Industry (FICCI) (2022), 83% of Indian financial firms believe that AI helps to 

improve their client experience. The paper "Uncovering the ground truth: AI in Indian Financial 

Services" analysis the importance and rapid growing influence of Artificial Intelligence in the 

Indian financial sector. Especially in the areas of Banking, Financial Services and Insurance 

(BFSI). In order to tack the rapid growing growth of AI with its ability to resolve major 

problems without human intervention. The Finance Minister in the Budget 2023 uplifted the 

use of raising importance of artificial intelligence and its related technologies by establishing 

three centres for excellence in Artificial Intelligence across the country. The Finance Ministry 

also stated "Make AI work for India". [8] 

5 Different Artificial Intelligence Embedded Applications In Banking And Financial 

Services  
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1) Virtual Assistants (Chatbots): Chatbot is the computer application or software used to have 

virtual chat conversations. Chatbots stimulate responses similar to natural human conversations 

using Natural Language Processing (NLP) and Artificial Intelligence (AI), either by text or 

voice. Chatbots offer 24/7 assistance at anytime, anywhere, at the customers' convenience. It 

has been proven that assistance through chatbots has increased customer satisfaction. 

(Bhattacharya & Sinha, 2022) This AI innovation has paved the way for rapid technological 

advancement and has been rapidly adopted by different financial and non financial 

organisations to be able to move business from a traditional to a modern digital platform. Many 

of the practical examples of intelligent virtual chat assistant or chatbots are Keya (Kotak 

Mahindra Bank), Yes Robot (Yes Bank), ILA (SBI Card Live Assistance), UVA (Union Bank 

of India), Etty Bot - WhatsApp (HDFC Life Insurance ), LIC Mitra (Life Insurance Corporation 

of India), Virtual assistant such as Amazon's Alexa is also an upright example. 2) Automation 

of Financial Reports and regulatory compliance: The procedure of retrieval and report creation 

can be automated through by means of embedded intelligent artificial intelligence software. 

With less error, the tool can execute account reconciliation, enter data, and prepare financial 

reports, performance matrices, regulatory compliance statements, and legal compliance 

statements with more accuracy and reliability. Because of their high efficiency and 

transparency, AI embedded software’s automatically retrieve data from various systems to 

generate reports quickly and move them through any required approval processes. Additionally, 

since the software system records everything that occurs, audit trails are simple to store and 

access. 3) AI in combating Money Laundering: Financial institutions must make the most of 

new technologies to stay ahead of criminals, who are learning to be more forward every year. 

For anti-money laundering purposes, AI can offer financial institutions a wider variety of 

customer data that is usable in risk analyses, suspicious activity detection, suspicious reports 

evaluation, and investigation of many internal and external cases.[9-10] 

2)  
Literature Review 

Agustiawan et al. (2024) explored the impact of AI on operational efficiency in the Indonesian 

banking sector. The study found that AI enhances customer service, streamlines operations, and 

promotes personalized experiences, while also emphasizing ethical considerations like data 

protection and Sharia compliance. Case studies from Bank Mandiri and BRI revealed reduced 

costs and improved service delivery.[11] 

 

Viswanathan et al. (2025) analyzed how AI is transforming the financial sector through 

applications such as fraud detection, algorithmic trading, advisory services, and risk 

assessment. The study highlighted the use of machine learning and NLP to enhance decision-

making and customer experiences, while addressing issues like algorithmic bias, privacy, and 

compliance.[11] 

 

Gyau et al. (2025) investigated AI's influence on bank performance across 20 countries. The 

findings showed that AI innovation positively impacts return on assets (ROA) and financial 

performance, especially when combined with ICT development. However, prolonged exposure 

to AI yielded diminishing returns, and factors like non-performing loans and regulation affected 

outcomes.[12] 

Venkata Krishna et al. (2024) focused on the integration of Unified Communications (UC) 

and AI in banking. It was discovered that AI technologies, such as computer vision and machine 

learning, enhanced internal processes and customer service.  Problems with security, 

organizational change management, and compliance were also discussed in the essay. [13] 



 

http://jier.org 
 

Journal of Informatics Education and Research 
ISSN: 1526-4726 
Vol 5 Issue 2 (2025) 

5363 

 

Pavandeep Kaur et al. (2025) looked into the ways that blockchain and artificial intelligence 

are changing the banking industry.  The study found that company models are changing, 

consumer involvement is improving, and efficiency is increasing, but it also warned that 

problems like scalability and cybersecurity must be handled if growth is to be sustained. [14] 

 

Shubham Kishor Kadam et al. (2024) looked into customer relationship management systems 

that use artificial intelligence in the Indian banking industry.  Response speeds and 

customisation have been enhanced by the incorporation of AI in fraud detection and customer 

support.  Concerns about privacy, ethics, and a lack of professional skills were also highlighted 

as obstacles in the study [15] 

 

Tanukonda Jagadeeswari et al. (2024) assessed the breadth and depth of artificial 

intelligence-related language used in yearly reports by Jordanian banks.  Researchers found a 

correlation between AI disclosure and better financial indicators like ROA and ROE, indicating 

a rising interest in AI.  The report also urged for more transparent AI standards and suggested 

a disclosure index. [16] 

 

Madhumita et al. (2024) examined the use of artificial intelligence and the internet of things 

in digital banking's real-time analysis of patient behaviour.  In particular, the research 

highlighted the ways in which AI data and linked devices can foretell user actions, tailor 

offerings, and forestall fraud.  Critical to success was the emphasis on integrating AI engines 

with safe data transport. [17] 

 

Ram Kumar Kuncha et al. (2024) examined the difficulties of financial leadership and 

management in implementing robotics and artificial intelligence.  Reluctance to change and 

inadequate digital literacy were major roadblocks.  The study's recommendations for leadership 

assistance, education, and criticism can facilitate digital transformation and boost the results of 

its implementation. [18] 

 

Sarah Andien Sujanto et al. (2025) investigated the connection between artificial intelligence 

and the happiness of Indonesian online banking customers.  Utilizing SmartPLS research, the 

study discovered a robust relationship between AI implementation and enhanced customer 

happiness. It then offered strategic suggestions for bettering digital banking services. [19] 

 

Ayushi et al. (2024) tackled the problem of incorporating bots powered by artificial intelligence 

into electronic payment platforms.  The study covered the ways in which AI makes use of 

natural language processing and predictive analytics to aid in areas like as system efficiency, 

customer assistance, and fraud detection.  Offering a road map for secure and efficient AI 

deployment, it also highlighted obstacles like user confidence, cybersecurity, and regulatory 

conformity. [20] 

 

 

Table  1 Literature Review on AI in Banking and Financial Services 

 

Authors & 

Year 

Focus Area Methods 

Used 

Key 

Findings 

Challenges 

Addressed 

Notable 

Contributions 
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n et al. 
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AI impact on 

Indonesian 

banking 

operations 

Qualitativ

e 

(interview

s, 

literature 

review, 

case 

studies) 

AI improves 

responsivenes

s, service 

efficiency, 

and 

personalizatio

n 

Data 

protection, 

ethical AI, 

Sharia 

compliance 

AI boosts 

efficiency and 

service 

personalization 

in Bank 

Mandiri and 

Bank BRI 

Viswanatha

n et al. 

(2025) 

AI integration 

in financial 

services 

(global 

perspective) 

Systematic 

analysis 

AI enhances 

decision-

making, 

trading, fraud 

detection, and 

compliance 

Algorithmic 

bias, 

privacy, 

regulatory 

compliance 

Overview of 

multimodal AI, 

blockchain 

integration, and 

green finance 

initiatives 

Gyau, E. B. 

et al. 

(2025) 

AI 

innovation's 

impact on 

financial 

performance 

(20 countries) 

GMM, 

FGLS 

econometr

ic 

techniques 

AI boosts 

ROA; ICT 

mediates 

performance 

impact; long-

term effects 

show 

diminishing 

returns 

Non-

performing 

loans, 

economic 

growth, 

government 

regulation 

Cross-country 

performance 

analysis and 

economic-

technology 

interdependenc

e 

Venkata 

Krishna et 

al. (2024) 

Unified 

Communicatio

ns and AI in 

banking 

Analytical 

review 

AI improves 

service 

delivery, 

personalizatio

n, and 

collaboration 

Security, 

change 

managemen

t, regulatory 

compliance 

Explores future 

AI techs like 

quantum 

computing and 

edge 

computing 

Pavandeep 

Kaur et al. 

(2025) 

Digital 

transformation 

of banking via 

AI and 

blockchain 

Explorator

y analysis 

AI improves 

models, risk 

reduction, 

customer 

experience 

Scalability, 

cybersecurit

y 

Highlights 

fintech impact 

and changing 

consumer 

expectations 

Shubham 

Kishor 

Kadam et 

al. (2024) 

AI-driven 

CRM in Indian 

banks 

Case-

based 

analysis 

Enhances 

customer 

service, 

analytics, 

automation 

Data 

privacy, 

ethical use, 

talent gap 

Explains role 

of AI in CRM 

using chatbots 

and predictive 

models 

Tanukonda 

Jagadeeswa

ri et al. 

(2024) 

AI disclosure 

and financial 

performance in 

Jordanian 

banks 

Content 

analysis, 

regression 

AI disclosure 

positively 

impacts 

ROA/ROE; 

slow adoption 

Lack of AI 

transparenc

y, 

regulatory 

gaps 

AI disclosure 

index, relation 

between AI 

mentions and 

profitability 

G 

Madhumita 

et al. 

(2024) 

IoT and AI in 

real-time 

digital banking 

Conceptua

l 

framework

AI + IoT 

improves 

fraud 

detection, 

Secure data 

transmissio

n, 

Framework for 

AI-IoT 
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behavior 

analysis 

, system 

modeling 

personalizatio

n, and 

operations 

behavioral 

complexity 

customer 

insights 

Ram 

Kumar 

Kuncha et 

al. (2024) 

Leadership & 

managerial 

challenges in 

AI adoption in 

finance 

Qualitativ

e (semi-

structured 

interviews

) 

AI boosts 

accuracy & 

efficiency; 

leadership 

and skill gaps 

remain 

Resistance 

to change, 

lack of 

skills 

Managerial 

recommendatio

ns for 

successful AI 

and robotics 

integration 

Sarah 

Andien 

Sujanto et 

al. (2025) 

User 

satisfaction in 

digital banking 

(Indonesia) 

SmartPLS, 

quantitativ

e surveys 

AI has strong 

positive 

effect on user 

satisfaction in 

digital 

banking 

Data 

privacy, 

service 

customizati

on 

Offers model 

linking AI 

functions with 

customer 

satisfaction 

outcomes 

Ayushi et 

al. (2024) 

AI bots in 

online 

payments 

Case 

study, 

policy 

review 

AI improves 

KYC, user 

trust, fraud 

prevention, 

and 

transaction 

efficiency 

Trust, 

cybersecurit

y, 

regulatory 

compliance 

Roadmap for 

secure and 

user-friendly 

AI-powered 

payment 

systems 

 

Research Methodology and Data analysis 

This study tests the effects of digitalization in banking driven by artificial intelligence using a 

descriptive and quantitative research approach.  One hundred clients and workers from both 

public and commercial banks were polled using standardized questionnaires to gather primary 

data.  All types of banking customers were represented because stratified random sampling was 

used.  They used statistical tools like SPSS to examine the data and find out how AI deployment 

relates to service efficiency and customer happiness.  In order to back up the findings, secondary 

data was culled from journals, industry papers, and bank publications.  Research in this area 

aims to fill gaps in our knowledge of how artificial intelligence (AI) improves banking services 

and changes the game for consumers. 

Objective of the study 

1. To measure the impact of AI-driven digitalization on enhancing efficiency and quality 

of financial services. 

2. To evaluate how AI-driven digital transformation influences consumer satisfaction and 

overall banking experience. 

Hypothesis of the Study 

• AI-driven digitalization has a significant impact on the efficiency and quality of 

financial services. 

• AI-driven digital transformation significantly influences consumer satisfaction and 

overall banking experience. 

 

 

Theoretical Framework 

The theoretical framework is based on the relationship between AI-driven digitalization, 

financial service efficiency, and customer satisfaction. It explores how technological 
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advancements enhance operational performance and influence consumer perceptions, leading 

to improved accessibility, trust, and experience in modern banking environments. 

 

Age of the Respondent 

 

 
Fig: 1 Age of the Respondent 

 

The age-wise distribution shows most respondents are between 20–40 years (67%), indicating 

young to middle-aged adults are the primary users of AI-driven digital banking services in this 

study. 

Gender of the Respondent 

 
Fig: 2 Gender of the Respondent 

 

The gender distribution indicates a nearly balanced sample, with 52% female and 48% male 

respondents, ensuring diverse perspectives on AI-driven digital banking experiences. 

Qualification of the Respondent 

 
Fig: 3 Qualification of the Respondent 
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The qualification data shows most respondents are undergraduates (43%) and high school 

graduates (31%), indicating that individuals with basic to intermediate education levels actively 

engage with digital banking services. 

Occupation of the Respondent 

 

 
Fig: 4 Occupation of the Respondent 

 

The occupation data reveals a diverse respondent base, with the largest group (30%) categorized 

as "Others," followed by businesspeople (20%) and students and farmers (15% each), reflecting 

varied user backgrounds in banking. 

Marital Status of the Respondent 

 

 
Fig: 5 Marital Status of the Respondent 

The marital status distribution shows that 75% of respondents are married and 25% are 

unmarried, indicating that the majority of participants using AI-driven banking services are 

married individuals. 

 

Analysis And Results 

The study reveals that AI-driven digitalization has a significant positive impact on both 

financial service efficiency and customer satisfaction in the banking sector. Respondents 

acknowledged improvements in service speed, accuracy, and personalization due to AI 

technologies such as chatbots, automated loan processing, and fraud detection systems. The 

analysis also indicates that AI has enhanced customer accessibility to banking services, reduced 

transaction times, and improved overall user experience. Additionally, consumers expressed 

greater trust and convenience in engaging with digital platforms. The findings confirm that the 
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integration of AI in banking is transforming traditional operations and redefining customer 

engagement through smarter, faster, and more reliable services. 

 

Hypothesis of the Study 

• H0: AI-driven digitalization has no significant impact on the efficiency and quality of 

financial services 

• H1: AI-driven digitalization has a significant impact on the efficiency and quality of 

financial services. 

 

One-Sample Statistics 

 N Mean Std. Deviation Std. Error Mean 

Enhancing financial services 100 3.866 .7498 .0750 

Digitalised Services 100 3.920 .7042 .0704 

 

The hypothesis aims to assess whether AI-driven digitalization significantly enhances the 

efficiency and quality of financial services. The one-sample statistics reveal a high mean score 

for both enhancing financial services (3.866) and digitalized services (3.920), suggesting 

positive respondent perceptions. Low standard deviations indicate consistency in responses, it 

implies a favorable impact of digitalization.  

 

ANOVA 

 

 Sum of Squares df Mean Square F Sig. 

Between Groups 48.468 20 2.423 

26.605 .000 Within Groups 7.196 79 .091 

Total 55.664 99  

 

The ANOVA results show a significant difference in perceptions of AI-driven digitalization's 

impact on financial services across different groups. The F-value of 26.605 with a p-value (Sig.) 

of .000 indicates that the observed differences are statistically significant at the 0.05 level. The 

between-groups sum of squares (48.468) is much larger than the within-groups sum (7.196), 

suggesting that group variations contribute meaningfully to the total variation. Therefore, we 

can conclude that different respondent groups perceive the impact of AI-driven digitalization 

on financial services differently, further supporting the significance of AI in enhancing banking 

operations.Therefore, there is sufficient statistical evidence to reject the null hypothesis (H₀) 

and accept the alternative hypothesis (H₁), confirming that AI-driven digitalization significantly 

improves financial service efficiency and quality. 

 

Hypothesis 2 

• H0: AI-driven digital transformation does not significantly influence consumer 

satisfaction and overall banking experience. 

• H1: AI-driven digital transformation significantly influences consumer satisfaction and 

overall banking experience. 

 

ANOVAa 
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Model Sum of Squares df Mean Square F Sig. 

1 

Regression 64.675 1 64.675 

1497.219 .000b Residual 4.233 98 .043 

Total 68.908 99  

 

The ANOVA results for testing the impact of AI-driven digital transformation on consumer 

satisfaction and overall banking experience indicate a highly significant model. The F-value is 

1497.219 with a p-value (Sig.) of .000, confirming that the model is statistically significant at 

the 0.05 level. The regression sum of squares (64.675) is substantially higher than the residual 

sum (4.233), indicating that most of the variance in consumer satisfaction is explained by the 

AI-driven transformation variable. Consequently, they find that AI-driven digital 

transformation substantially affects customer happiness and banking experience, and therefore 

reject the null hypothesis (H₀) in favour of the alternative hypothesis (H₌). 

 

Discussion  

The study's results show how AI-driven digitization has changed the banking industry, 

especially when it comes to improving customer happiness and the delivery of financial 

services.  Automation, chatbots powered by artificial intelligence, predictive analytics, and 

fraud detection tools were named by most respondents as the technology that improved the 

speed, quality, and efficiency of financial services.  Additionally, most people think that digital 

banking has made services more accessible and convenient by eliminating the need to 

physically visit branches and allowing for 24/7 banking experiences.  The enhancement of 

customer satisfaction has been accelerated by individualized services, faster response of 

complaints, and the use of smooth digital interfaces.  Findings also demonstrate that younger 

customers are more receptive to AI-enabled services, while interest from older users is on the 

rise due to the convenience they provide.  The outcomes substantiate the substantial impact of 

AI on revolutionizing financial services.  The respondents had a very high impression of the 

advantages of AI in banking, as indicated by the mean score of 3.920 for digitalized services 

and 3.866 for improving financial services.  Groups' perceptions differed significantly, as 

confirmed by the ANOVA test's F-value of 26.605 and significance level of.000 for this goal.  

According to these results, the alternative hypothesis (H₁) is correct: digitalization led by AI 

greatly improves the effectiveness and standard of financial services. There is statistical 

evidence from the analysis of variance (ANOVA) that AI affects the quality of financial 

services and the client experience.  By examining the relationship between customer 

satisfaction and banking experience, the regression ANOVA revealed a highly significant F-

value of 1497.219 at the.000 level of significance, providing more evidence of the powerful 

impact of AI-driven digital transformation on customer satisfaction.  Since the residual was 

much lower than the regression sum of squares (64.675), this suggests that the model 

successfully explained the variation in customer satisfaction.  The results are in line with what 

is already known about how AI may improve financial services for customers by making them 

more personalized, faster, and more trustworthy. Also, the results are more applicable to a 

broader population because of the balanced gender and vocational representation among 

respondents.  The conversation as a whole highlights how AI is changing the future of banking 

by helping to adapt services to meet the changing needs of customers and the demands of 
operations, rather than simply being a technical advancement. 

 

Conclusion 
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In order to improve the effectiveness and standard of banking services, the research shows that 

digitalization powered by AI is crucial.  Rigid quantitative research proved that chatbots, 

automated loan processing, fraud detection, predictive analytics, and other AI technologies 

greatly enhance the speed, accuracy, and personalization of service.  These enhancements boost 

consumer happiness and faith in digital platforms while also streamlining financial operations.  

The research shows that AI makes banking more accessible and convenient by cutting down on 

the need for physical branches and making it possible for clients to interact with services at any 

time, day or night.  Although older clients are increasingly adopting these technologies owing 

to their proven benefits, the demographic study reveals that users in the 20–40 age bracket are 

the most active adopters of AI-driven banking services.  The diverse range of respondents' 

occupations and nearly equal gender distribution indicate that AI has had a significant impact 

on several segments of banking consumers.  The results of the analysis of variance tests strongly 

back up the claims that digitalization driven by AI greatly improves the efficiency of financial 

services and the general happiness of customers.  The study acknowledges that it has several 

limitations, like a limited sample size and a local focus, that may impact how applicable the 

conclusions are to a broader population.  Also, there's a chance of responder bias when using 

self-reported data.  Regardless of these caveats, the results provide useful information for 

lawmakers and financial institutions that are trying to figure out how to use AI to deal with 

changing client demands and operational problems. 

 

Recommendations 

1. AI should be a strategic investment for banks, focusing on customer engagement, loan 

processing, and fraud management, three essential service areas. Customers will be more 

engaged and satisfied with the results of personalized AI solutions designed to meet their 

unique needs.  

2. Banks should address security and privacy concerns with AI-driven services and run 

awareness efforts to encourage adoption among customers who are less tech-savvy. They 

should also give instructional tools that are easy to understand.  

3. To keep customers' trust and meet regulatory standards, it is crucial to prioritize strong data 

protection frameworks and the ethical use of AI, especially when dealing with banking 

data, which is quite sensitive. 

4. To ensure a seamless partnership between humans and AI, staff should undergo continuous 

training on how to handle AI technologies and guide clients through digital platforms.  

5. It would be beneficial for banks and researchers to work together to investigate new AI 

uses, monitor their effects over time, and find out what works by comparing different 

industries and countries. 
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