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Abstract

The banking sector has seen significant change as a result of information technology (IT), which has reduced
the disconnect between customer trust and innovation. With an emphasis on cybersecurity, Al adoption,
customer satisfaction, and digital transformation, this study explores how IT may improve banking services.
The research provides valuable insights into the broad acceptance of IT-driven banking products by examining
customer perceptions across a number of demographic categories, including age, gender, and professional
background. A structured survey is used to gather primary data for the study, and a one-way ANOVA
technique is used to analyze the results in order to identify demographic variations in perceptions. Important
topics examined include the benefits of Al-powered services, IT-driven customer support, and how IT affects
conventional banking procedures. The results show that customer opinions of IT in banking are comparable
across demographic groups, suggesting widespread adoption of IT innovations including chatbot-assisted
customer care, secure online transactions, and Al-powered customized offerings.The findings demonstrate how
important it is for banking to continue its digital transformation in order to maintain customer trust and
operational efficiency. Investing in state-of-the-art IT infrastructure not only meets evolving customer needs
but also enhances cybersecurity, promoting long-term loyalty and consistent growth. This study highlights how
crucial IT is to transforming banking experiences, bridging demographic gaps, and ensuring that financial
services remain accessible, secure, and efficient for all. By prioritizing innovation and trust, banks can create
long-term value in a technologically sophisticated and competitive world.

Keywords: Information technology, Cyber security, Al adoption, Customer satisfaction, Digital
transformation.
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INTRODUCTION

The quick development of information technology (IT) is driving a significant revolution in the banking
industry. The delivery of financial services has changed as a result of this transformation, becoming more
effective, safe, and available to a wider spectrum of clients. Traditional banking methods have given way to
digital platforms, offering customers the luxury of real- time transaction, enhanced security, even Al-driven
support systems-all at their fingertips.

The growing reliance on internet banking, mobile apps, artificial intelligence, and robust cybersecurity has
made IT an indispensable part of modern banking. However, not everyone perceives or adopts these
advancements in the same way. Factors such age, gender, and occupation can influence how people experience
and embrace IT-enabled banking services. To truly unblock the potential of these technologies, banks must
understand how different groups of customers view and interact with them.

This research takes a closer look at the role of IT in the transforming banking operations. It focuses on key
aspects such as the usefulness of Al, IT security, digital convenience, customer satisfaction, and the demand
for cutting-edge IT-driven services. It also investigates whether demographic factors-factors like age, gender,
and occupation-play significant role in shaping adoption rates and satisfaction levels.

To achieve this, a survey was conducted to gather feedback from banking users on various elements of IT-
enabled banking. The collected data was analyzed using One-Way ANOVA to uncover statistically significant
differences in customer perceptions across different demographic groups.

These findings provide important insights into whether IT is equally embraced by all customers or whether
certain groups experience varying levels of trust, convenience, and satisfaction. By utilizing these insights,
banks can develop customer-centric digital solutions, improve cybersecurity, and create Al-powered
experiences tailored to a diverse clientele. This study not only highlights the growing importance of IT in
banking but also contributes to the ongoing conversation about the digital transformation of financial services.
The research addresses important questions ranging from Al-based customer support and IT's impact on
traditional banking to security concerns and overall satisfaction with IT-driven services.

As the banking industry enters this technologically advanced era, it is critical to understand that client trust and
adaptability, in addition to the technologies put in place, are critical to the success of IT integration.
Technology has the ability to completely transform the financial services industry, but its adoption necessitates
a careful balancing act between inclusion and creativity. Banks must work to close the digital gap by making
sure that all of their clients, regardless of their level of technological proficiency, can access these innovations.
The banking sector can genuinely unleash the revolutionary potential of IT for everyone by promoting trust,
educating consumers, and emphasizing smooth,

user-friendly experiences.

OBJECTIVES OF THE STUDY

1. To Assess the Impact of IT on Operational Efficiency.
2. To Evaluate the Role of IT in Enhancing Customer service.
3. To Identify the Challenges Associated with IT Integration.
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RESARCH GAP

In the digital age, information technology (IT) has transformed banking by making services faster, more
accessible, and automated. However, little study has been conducted to investigate how demographic
parameters such as age, gender, and employment influence customer impressions of IT-enabled banking,
including trust, satisfaction, and convenience. Most studies focus on technology alone, ignoring differences in
consumer experiences between demographics. This study fills a gap by doing statistical analysis to determine
whether these elements influence views, with the goal of guiding banks in developing inclusive and effective
IT-based services.

LITERATURE REVIEW

1. Palani and Yashodha P.(2012) investigates customer impressions of Indian Overseas Bank's mobile
banking , who found that demographic characteristics including income, gender, and level of education
have a big impact on the use of this service. Although improving customer skills might encourage mobile
banking, elements like trust and security were found to have no effect.

2. Thakur and Shrivastava (2013) examined the uptake of mobile commerce in India, highlighting the
importance of utility, usability, and social influence. However, threats including privacy and security issues
thwart behavioral goals. Strategies for mobile payments are guided by their findings.

3. According to Ali Yakhlef’s (2001) research, as technology increasingly takes over the transaction
processing load, banks are focusing on enhancing their marketing approach and re/inventing their business
model. Traditional bank branches, which had an infrastructure enabling transaction processing, which had
an infrastructure enabling transaction processing, were being changed into an open space interface where
bank specialists interact intimately with their customers, providing specialized advising services with the
greater emphasis on consumer banking.

4. Dr. Rangrajan committee (1983) has drawn up in 1983-84 the first blue print for computerization and
mechanization in banking industry and looked into modalities of drawing up a a phased plan for
mechanization for the banking industry covering period 1985-89.

In order to examine the various issues related to the technology upgradation in the banking sector, the Reserve
Bank of India appointed Narasimhan committee in September (1998). Representatives from the government,
Reserve Bank of India, banks, and information technology-related academic institutions make up the
committee.

5. Sivakumaran (2005), believes that adoption of technology has led to the following benefits: greater
productivity, profitability and efficiency; faster service and customer satisfaction; convenience and
flexibility; 24*7 operations; and space and cost savings.

6. Dr. Satish Tanaji Bhosale, Dr. B.S Sawant, “Technological Developments in Indian Banking Sector”:
This paper talks about the importance of technical innovations like RTGS and NEFT in promoting
economic growth by enhancing banking services and customer convenience was underlined by Drs.
Bhosale and Sawant.

7. Dr V.S Mangnale, Ms J.V Chavan, Mr. A.D Randive, “E-CRM in Indian Banking Sector, Golden
Research Thoughts: KPMG, “Technology enabled Transformation in Banking”, The Economic
Times Banking Technology, Conclave (2011): This article alked about how important E-CRM is for
keeping customers in a cutthroat banking industry. They examined its application, present state, and
possible advantages.

8. KPMG, “Technology enabled Transformation in Banking”, The Economic Times Baning
Technology, Conclave (2011): The report predicted that IT breakthroughs will propel a customer-centric
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shift in banking. Innovative business concepts that use new technology to increase consumer value were
highlighted by the study.

J.C. Henderson, N. Venkatraman, “Strategic alignment: leveraging information technology for
transforming organizations”: It developed the Strategic Alignment Model, which emphasizes IT's
transformation from a support function to a strategic function by integrating business and IT strategies.

G.S. Suresgchandar, Chandrasekharan Rajendran, R.N. Anantharaman, “Customer Perceptions of
service quality in the banking sector of a developing economy: a A Critical Analysis”: This paper
investigates critical factors of customer- perceived service quality in Indian banks, comparing three bank
groups. It finds significant variations in service quality levels, with customers emphasizing technological
aspects, such as core services and service delivery systematization, over human factors. The findings offer
valuable insights into service quality across Indian banks.

B.K. Jha, S.L. Gupta and Puneet Yadav (2008) “Use And Effectiveness of New Technologies in
Indian Banking: The study addressed how technology altered Indian banking by offering "anywhere,
anytime" services and lowering transaction costs. The study looked at customer expectations and the
benefits of modern technologies.

Saranya, J., and Anitha, K. ""An Exploratory Study on Usage of Technology in Banking Sector™ by
Dr. S. Vasantha (2013): The study looked at how important technology is to banking, highlighting
technologies like ATMs, telebanking, and mobile banking for operational performance. Their research
provided strategies for increasing technology adoption.

The Impact of Information Technology Adoption on the Customers of Bank of India, Banglore
Urban — An Evaluative Study" by Dr. (Smt.) V. Vimala (2015): The study assessed how Bank of India
clients were affected by IT adoption, emphasizing innovations such as mobile applications and biometric
systems. Financial inclusion was improved by these developments, particularly in rural areas.

D. Allen Rose Shamini and A. Pappu Rajan (2018), "Information technology plays a vital role in
banking sector.”: The study focused on technologies like mobile apps and biometric systems and looked
at how Bank of India clients were impacted by IT adoption. These improvements boosted financial
inclusion, especially in rural areas.

S.Bulomine Regi (2017) “Problem Faced By Customers Using Technological Banking Services-An
Inferential Analysis”,: The study highlights the obstacles that consumers face when utilizing tech-based
banking services such as mobile payments, cards, and ATMs. 600 responders' worth of data identified
important problems and offered solutions.

Megha Jain, Prof.(Dr.) G.S. Popli “Role of Information Technology in the Development of Banking
Sector in India: They talked about how IT is essential to improving the efficiency of Indian banks, with
innovations like e-banking and 24/7 banking via ATMs changing the industry. The analysis pointed to a
trend toward personalized, value-added items.

Kwabena Obiri-Yeboah, Roderick Kyere-Djan and Kwame Owusu Kwaeteng (2013) “The Role of
Information Technology on Banking Service Delivery: The study evaluated the use of IT in Ghanaian
banking, highlighting features like EFTPOS and ATMs while pointing out problems including internet
connectivity and a lack of tech awareness. They suggested monitoring ATMs and organizing instructional
campaigns.

Aswin raj and mr. bala nageshwara rao (2018) “A study on role of technology in banking sector”,
The study investigated consumer knowledge of banking technology and discovered the most used ATMs.
They placed a strong emphasis on enhancing consumer comprehension of online banking services.
Meenakshi Sharma & Akansha Choubey (2014), “Impact of Information Technology on Indian
Banking Sector”, This study emphasized how IT is revolutionizing Indian banking, pointing out how
digital technologies have significantly improved operations and consumer interaction.
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HYPOTHESIS

This study explores whether factors like age, gender and occupation shape the way customers perceive IT-
driven banking services. It aims to identify if these demographics influence how people view the convenience,
security, satisfaction, and overall impact of technology in the banking sector. The hypothesis guiding the
research are outlined below:

Null Hypothesis (Ho): Age, gender, and employment have no significant effect on customer views of IT-
enabled banking services, such as convenience, security, satisfaction, Al usefulness, service demand, and the
impact on traditional banking.

Alternative Hypothesis (Hi): Demographic parameters such as age, gender, and employment have a
considerable impact on consumer impressions of 1T-enabled banking services across all dimensions.

This study uses One-Way ANOVA to analyze the data and determine whether demographic factors play a role
in shaping customer perceptions of IT-enabled banking services.

RESEARCH METHODOLOGY

Research Design : This quantitative study investigates the impact of information technology (IT) on banking
services by examining customer perceptions from various demographic groups and professional backgrounds.
A descriptive and causal approach is taken, with emphasis on IT convenience, security, Al utility, customer
satisfaction, and digital transformation. A one-way ANOVA is used to determine statistically significant
variations in perceptions.

The research aims to bridge the gap in understanding how IT innovations influence banking experiences across
different customer demographics. By using structured questionnaire, this study ensures that measurable,
reliable, and comparable data is obtained to analyze the effectiveness of IT in banking.

e Sources of Data: Primary data was gathered using a structured questionnaire with multiple-choice and
Likert scale-based items. These collected customer insights into IT. convenience, security, Al-powered
banking, and contentment. The study was backed by secondary data derived from published papers and
case studies.

e Data Collection Method: An online survey (using Google Forms) was used to ensure accessibility and
diversity. The poll was self-administered and distributed via professional networks to respondents who
actively use IT-enabled services such as online banking and chatbots.

e Data Analysis Technique: The analysis includes descriptive information.
- One-Way ANOVA: Tests for significant differences between group means (p < 0.05).
- Statistics: Summarizing results using the mean, median, and standard deviation.
- Visualization: Using bar and pie charts to present trends.

e Population and Sampling: The target demographic comprises banking customers who use IT-based
services. A non-probability convenience sample strategy was used to ensure participants had relevant
digital banking expertise.

e Sampling Frame: Respondents were categorized as follows:

- Demographics: Age categories (18-25, 26-35, 36-45, and over 45).
- ldentity: Male, Female, and Other.
- Professional backgrounds: Students, working professionals, and self-employed persons.
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This method ensures a wide understanding of IT adoption in banking while also reflecting varied client
viewpoints.

RESULTS

This part addresses the outcome of a survey conducted to analyze the role of IT in the banking sector. There
were 108 survey respondents providing data on their experience, attitudes, and attitudes towards banking
services facilitated by IT. The outcomes are grouped into four general categories: demographics, banking
services, perception and impact of IT on banking, and IT in banking's future.

SECTION:1 Awareness and Usage of IT in Banking

Q1 Response Option | Percentage | Number of Responses
Yes 81.5% 88
No 11.1% 12
Maybe 7.4% 8

Are you aware of IT-based services offered by banks (e.g., net banking, mobile banking, chatbots)?

108 responses

® Yes
® No
Maybe

Chi-Square Analysis

Result: A significant difference in the occupation distribution was found by the chi-square test (x? = 109.50, df
= 2, p < 0.05). The expected equal distribution was substantially different from the observed data.
Interpretation: The results show that students (80.6%) made up the majority of the sample, whilst self-
employed people (5.6%) and working professionals (13.9%) were under-represented. This implies that students
might have been more available to participate in the poll or might have used IT-based banking services more
regularly. The findings point to a possible need for more research on the preferences and obstacles of adopting
IT-based banking based on vocation.

Q2 IT-Enabled Banking Service Percentage | Number of Responses
Mobile Banking 55.6% 60
Online Fund Transfer (NEFT/RTGS/IMPS) | 23.1% 25
ATM Services 13.9% 15
E-wallets 5.6% 6
Chatbots/Virtual Assistants 1.9% 2
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What IT-enabled banking service do you find most useful?

108 responses

@ Online Fund Transfer (NEFT/RTGS/
IMPS)
@ Mobile Banking

/ ATM Services
‘ @ Chatbots/Virtual Assistants

@ E-wallets

Chi-Square Analysis

Result: The chi-square test yielded a significant difference in the distribution of IT-enabled banking services.
The  observed data  differed  significantly  from  the  expected equal  distribution.

Interpretation: The data show that mobile banking (55.6%) is the preferred service, demonstrating extensive
usage among respondents. In contrast, services such as e-wallets (5.6%) and chatbots/virtual assistants (1.9%)
have little utilization. These findings highlight the need of focusing on mobile banking while removing hurdles
to the adoption of less-used services in order to increase user engagement with IT-enabled banking as a whole.

Section:2 Perception and Influence of IT on Banking

Q3 Rating Percentage | Number of Responses
Excellent | 44.4% 48
Good 42.6% 46
Average | 13% 14
Poor 0% 0

How would you rate the role of IT in enhancing customer convenience in banking?

108 responses

@ Excellent
® Good

Average
@ Poor

Chi - Square Analysis

Result: The chi-square test demonstrated a significant difference in the rating distribution (x2 = 62.96, df = 3,
p < 0.05) .The observed frequencies significantly deviated from an equal distribution.

Interpretation: The results indicate that "Excellent” (44.4%) and "Good" (42.6%) ratings dominate, reflecting
a highly positive perception of IT-enabled banking services in enhancing customer convenience. The absence
of "Poor" ratings and limited "Average" responses further underscore the effectiveness of IT in meeting
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customer expectations. These findings reinforce the importance of continuing IT innovations in the banking
sector to sustain customer satisfaction.

Q4 Response Option Percentage | Number of Responses
Yes 36.1% 39
No 50% 54
If yes, please specify | 9.3% 10

Have you faced any challenges while using IT-enabled banking services?
108 responses

® Yes
® No

If yes, please specify
@ Network Issues

@ The whole service goes down if the
internet services shut down.

@ Transaction Failure, System Downtime
@ Transaction failures
® Server Issues

Chi — Square Analysis

Result: The chi-square test found a significant variation in answer distribution(x2 = 28.03, df = 2,

p < 0.05). The observed frequencies differed significantly from an equal  distribution.
Interpretation: The results show that the majority of respondents (50%) had no problems with IT-based
banking, demonstrating excellent system reliability. However, a lesser proportion of answers (36.1%)
highlighted difficulties, with only 9.3% providing comprehensive criticism. These findings show opportunities
for improvement in addressing specific obstacles, such as transaction failures and network issues, in order to
improve user happiness and service efficiency.

Q5 Response Option | Percentage | Number of Responses
Yes 59.3% 64
Maybe 25.9% 28
No 14.8% 16

Do you feel that IT in banking has improved transparency and reduced fraud?

108 responses

® Yes
® No
May be
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Chi-Square Analysis

Result: The chi-square test revealed a significant difference in response distribution (x2 = 34.67, df = 2, p <
0.05). The observed frequencies significantly deviated from an equal distribution.

Interpretation: The results indicate that a majority (59.3%) believe IT improves transparency and reduces
fraud in banking. The smaller proportions of "Maybe" (25.9%) and "No™ (14.8%) responses further highlight
the positive perception of IT’s role in these areas. These findings underscore the growing confidence in IT-
enabled banking solutions to ensure secure and transparent transactions.

Q.6 Perceived Security Level | Percentage | Number of Responses
Very Secure 17.6% 19
Secure 48.1% 52
Neutral 33.3% 36
Insecure 0.9% 1
Very Insecure 0% 0

How secure do you find IT-enabled banking services?

108 responses

® Very Secure

® Secure
Neutral

@ Insecure

@ Very insecure

Chi- Square Analysis

Result: The chi-square test yielded a significant difference in the distribution of felt security levels (x> = 94.97,
df = 4, p < 0.05). The observed frequencies differed significantly from an equal distribution.
Interpretation: The findings indicate that the majority of respondents consider IT-enabled banking services to
be "Secure" (48.1%) or "Neutral” (33.3%), suggesting overall positive attitudes of security. However, the
lower proportions of "Very Secure” (17.6%) and modest "Insecure” replies (0.9%) show potential to increase
user confidence in the security of IT-based financial systems.

Section :3 Future of IT in Banking

Q.7 IT Service Number of Responses | Percentage
Biometric Security Systems 62 57.4%
Al-Enabled Advisory Services 48 44.4%
Blockchain for Secure Transactions | 31 28.7%
Need to Improve Bank Servers 1 0.9%
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What additional IT services would you like to see implemented in banking?

108 responses

48 (44.4%)

Al-enabled advisory services

Biometric security systems 62 (57.4%)
Blockchain for secure

) 31 (28.7%)
transactions

Need to improve Bank Servers

Chi-Square Analysis

Result: The chi-square test demonstrated a significant difference in the distribution of preferences for IT-
enabled banking services (x2 = 58.27, df = 3, p < 0.05). The observed data deviates significantly from an equal
distribution.

Interpretation: The results indicate a strong preference for "Biometric Security Systems"” (57.4%) and "Al-
Enabled Advisory Services" (44.4%), with moderate interest in "Blockchain for Secure Transactions” (28.7%).
The minimal preference for "Need to Improve Bank Servers" (0.9%) suggests it is not a pressing concern.
These insights highlight priority areas for future IT advancements in banking services to align with customer
needs.

Q8 Response Category | Percentage | Number of Responses
Very Helpful 29.6% 32
Somewhat Helpful | 40.7% 44
Neutral 25% 27
Not Helpful 4.6%

How do you feel about the role of Al (artificial intelligence) in customer support for banking

services?
108 responses

@ Very Helpful

@ Somewhat Helpful
Neutral

@ Not Helpful

Chi-Square Analysis

Result: The chi-square test revealed a substantial difference in perceptions about the use of Al in customer
support for banking services. The observed data differs significantly from an equal distribution.
Interpretation: The results show that respondents had diverse perspectives of Al's role in customer assistance.
A sizable proportion considers Al to be "Somewhat Helpful" (40.7%) and "Very Helpful" (29.6%), with a
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moderate number rating it as "Neutral”(25%). Only a small percentage (4.6%) consider it "Not Helpful". These
findings indicate that, while the majority of respondents see the value of Al in customer service, there is still a
significant level of neutrality and a small degree of unhappiness. These findings emphasize the significance of
continual improvement in Al-powered banking services in order to better satisfy client expectations and needs.

ANOVA (Analysis of VVariance)

Question F- P- Significant Interpretation
value | value (Yes/No)

Q1: Are you aware of IT-wise |2.78 | 0.065 | No Awareness levels do not significantly vary
services offered by banks? across demographics.
Q2: What IT-enabled banking | 4.32 | 0.021 | Yes Preferences for IT-enabled services differ
services do you find most significantly based on demographic
useful? factors.
Q3: How would you rate the 346 | 0.041 | Yes Customer ratings for IT's role in
role of IT in enhancing convenience show significant variation
customer convenience? among different demographic groups.
Q4: Have you faced any 1.89 |0.112 | No Challenges faced are not significantly
challenges while using IT- different across demographics.
enabled services?
Q5: Do you feel IT has 3.01 [0.049 | Yes Perception of improved transparency
improved transparency and differs significantly based on demographic
reduced l0ss? factors.
Q6: How secure do you find IT- | 264 | 0.078 | No Perceived security does not significantly
enabled banking services? vary across demographics.
Q7: What additional IT services | 5.12 | 0.015 | Yes Demand for additional IT services varies
would you like to see significantly among demographic groups.
implemented?
Q8: How do you feel about the | 3.58 | 0.038 | Yes Opinions on Al's role in customer support
role of Al in customer support? differ significantly by
DISCUSSION

The banking sector has seen significant transformation because to information technology (IT), which has
improved client relations, increased accessibility to finance, and made operations more efficient. However, IT
also presents opportunities and difficulties. This study examines the core elements of IT integration in banking,
focusing on the benefits and drawbacks of this approach. With the growing popularity of blockchain, Al, and
mobile banking, customer opinions have drastically changed. While older and less tech-savvy individuals
sometimes face security difficulties and the perceived complexity of digital platforms, younger clients, who are
more technology-adaptable, find online and mobile banking to be incredibly simple. The significance of banks
giving user education and streamlining digital interfaces first priority is shown by these findings.
Blockchain technology enables safe and effective cross-border transactions, as demonstrated by projects like
Axis Bank's blockchain pilot. However, despite its potential, widespread adoption is hindered by high costs
and unclear regulatory frameworks. Artificial intelligence (Al) has improved fraud detection, customer service
(via chatbots), and credit risk assessment. Nevertheless, the application of Al for customized financial
solutions is still limited, with concerns about data protection requiring more transparent and accountable
procedures. Government initiatives like India's Pradhan Mantri Jan Dhan Yojana (PMJDY) demonstrate how
digital banking can reach the unbanked, but rural infrastructure deficiencies remain a barrier. Additionally, IT-
driven automation in areas like compliance, account supervision, and loan issuance increases operational
efficiency but presents challenges for smaller financial institutions because of high infrastructure costs.
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In conclusion, although IT has changed banking, issues like cybersecurity, proactive regulation, and user
education must be addressed if it is to remain viable in the long run. Information technology can benefit banks
by encouraging innovation, diversity, and trust.

CONCLUSION

One important takeaway is that IT integration into banking is as much about people as it is about technology.
While mobile banking, artificial intelligence, and blockchain have offered unparalleled ease and
personalization, the path to widespread adoption necessitates ongoing efforts in user education and interface
simplicity. This study confirms the revolutionary impact of information technology in reshaping the banking
sector, ushering in a transition from archaic, manual operations to sophisticated, digitally driven systems. The
report highlights the various benefits of IT advancements, such as increased operational efficiency, lower
customer satisfaction, and greater financial inclusion. Building a devoted clientele requires openness and trust
when managing sensitive data.

In terms of financial inclusion, IT has helped reach underserved groups through mobile wallets and
government programs like PMJDY. Despite these successes, infrastructure limitations in rural areas continue
to be a major barrier that can be addressed with targeted investment and public-private partnerships, ensuring
that the benefits of digital banking are distributed equitably. The study highlights the significance of
cybersecurity in a digital-first banking environment, and the increasing sophistication of cyber attacks
necessitates investments in multi-layered security systems, personnel training, and real-time threat detection
techniques. Regulatory compliance, though challenging, must be seen as a chance for banks to implement best
practices and foster consumer trust.

Looking ahead, the smooth fusion of cutting-edge technology, human-centered design, and regulatory vision
will determine the banking industry's future. While blockchain offers a secure and transparent platform for
complex transactions, Al and machine learning will continue to improve risk management and tailor services.
The financial effects of IT adoption must also be taken into account by banks, who must balance immediate
costs against long-term strategic advantages. In conclusion, IT plays a revolutionary and developing role in
banking. Financial institutions can use technology to support sustainable development, enhance client
experiences, and foster a more inclusive financial ecosystem by resolving current issues and embracing
emerging trends.
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