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ABSTRACT:

"Next-Generation Banking: User Experience in the Age of Al" Explore the different aspects of modern wallets, where artificial intelligence (Al) works to create
interactions and user experiences. This study explores the dynamic combination of new technologies and traditional banking services, focusing on the evolving user
experience landscape. In the rapid development of Al, the traditional banking model is also undergoing a paradigm shift. This study examines the various aspects
of user experience in the context of next-generation finance. We'll take a closer look at how Al-based technologies, such as personal advisory machines, virtual
assistants and predictive analytics, are redefining customer interactions in the financial industry. The study shows how Al can be used to improve the user experience,
covering aspects such as smarter transactions, personalized financial information and customer support. This study aims to provide a comprehensive understanding
of the impact and implications of Al on user interactions in the financial services domain by analysing different aspects of the next-generation banking experience.
The study also explores the challenges and opportunities associated with integrating Al into finance, highlighting issues such as data analysis, building trust and
the need for communication. By examining the dynamics of next-generation banking, this study aims to provide valuable insights to banks and financial institutions
seeking to accelerate the country's growth. Al-powered user experience in the financial services domain.
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Introduction

Customers now demand a certain level of customization from banking services due to the introduction of advanced technological capabilities. The banking
industry has undergone a dramatic transformation thanks to advanced digital technology. The industry has greatly reduced the amount of paper work and
never-ending lines by adopting technology improvements. Online banking platforms have made it possible for any Indian customer to quickly and easily
apply for loans, analyze their spending, and transfer money between locations at any time. These innovations have improved the flexibility and quality
of a range of services offered by different banks. In the current environment, almost all banks offer the option of at least online banking services.
Customers now demand a certain level of customization from banking services due to the introduction of advanced technological capabilities. As a result,
it will be necessary to reorganize conventional banking services and products in the upcoming years in order to tailor them to the particular needs of each
individual customer.

Traditional Banks are facing unprecedented customer pressure to digitise, with Artificial Intelligence emerging as a critical component to meet these
expectations and dramatically improve bank performance and processes, according to the findings of Sopra Steria’s Digital Banking Experience Report
2023. Traditional banks are responding to this threat by investing heavily in emerging technologies, with 45% reporting they are planning to increase
investment into tech such as chatbots, augmented/virtual reality, and Al-enabled digital assistants, with 35% reporting they will maintain existing
investment levels. India is estimated to have the highest number of digital banking users in the world, as of 2022. The country also has the most diverse
and dynamic customer base in the world, making inclusive financial growth necessary.

Banking is a highly regulated industry; hence, transparency, data security, accountability and unbiased decision-making are critical. Banks’ Al usage
should incorporate these key areas holistically. Al has significantly impacted customer service, enabling banks to provide personalized, efficient, and
seamless experiences through chatbots, virtual assistants, and natural language processing. Additionally, Al has bolstered fraud detection and prevention
measures by employing machine learning algorithms and pattern recognition techniques. Risk management has also greatly benefited from Al's predictive
analytics and risk modelling tools, allowing for better decision-making and risk mitigation strategies. Finally, Al-driven robo-advisors have democratized
access to financial advisory services, empowering customers to make more informed decisions about their financial future. As Al continues to evolve, its
potential to drive positive change in the banking sector is immense, ushering in a new era of efficiency, security, and customer satisfaction.
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Problem Statement

The banking industry is on the cusp of a significant transformation driven by the rapid advancements in Artificial Intelligence (Al). While traditional
banks have primarily focused on offering financial products and services, the next generation of banking demands a shift towards delivering personalized
user experiences that are intuitive, efficient, and secure. This necessitates understanding how users interact with Al-powered banking solutions and
identifying the key factors that influence their adoption and satisfaction. User experiences in the age of Al is a study that aims to explore the impact of
Al on user experiences in the banking industry. The study will investigate how Al can be used to improve customer experience, reduce costs, and increase
efficiency in the banking industry. The study will also examine the challenges in implementing Al in digital banking, such as ensuring the security and
privacy of customer data, addressing potential bias and ethical concerns in Al algorithms and decision-making, integrating Al technology with existing
systems and processes, ensuring the accuracy and reliability of Al predictions and recommendations, and educating and training employees on the use
and benefits of Al in digital banking. The need for the study on Al-powered banking services is based on the following points:

e The banking industry is becoming increasingly digital, and Al can help banks to enhance employee and customer experiences, improve back-
office operations, and reduce operational costs and risks.

e Al can help banks to achieve a 2-5X increase in the volume of interactions or transactions with the same headcount, leading to significant cost
savings.

e  Alcan be used to provide personalized and efficient services, allowing banks to better serve their customers and improve customer satisfaction.

e  The accuracy of Al-driven recommendations on banking services can be improved by analyzing customer behavior, preferences, and
transaction histories, helping banks make informed decisions about product development, pricing strategies, and marketing efforts.

The study will investigate perceptions on trust in Al-powered banking services and future preferences, as well as the challenges in implementing Al in
digital banking, such as ensuring the security and privacy of customer data, addressing potential bias and ethical concerns in Al algorithms and decision-
making, integrating Al technology with existing systems and processes, ensuring the accuracy and reliability of Al predictions and recommendations,
and educating and training employees on the use and benefits of Al in digital banking

Review of Literature:

The use of Al in banking is a growing trend, with a focus on personalized experiences and operational efficiency (Sheth, 2022; Jaiswal, 2019). However,
there are challenges in emerging markets, such as the need for human intervention and infrastructure concerns (Sheth, 2022). Consumer attitudes towards
Al in banking are generally positive, with factors like awareness, perceived usefulness, and knowledge influencing adoption (Noreen, 2023). Al is also
seen as a tool for creating deeper customer connections and delivering new value in the financial services sector (Lau, 2019). Next-generation banking in
the age of Al is focused on enhancing user experiences. Al-enabled technologies are being rapidly adopted by the banking industry to improve efficiency,
reduce costs, and provide personalized services (Ginni, Arora., Ruchika, Bathla. (2023). These technologies can be applied in various areas of banking,
such as risk assessment, credit approval, investment management, and fraud detection (Anchal, 2023). Al can also be used in claims management, wealth
management, and loan and credit management (Jagdish, N, 2023). Factors influencing customer perceptions of Al-based FinTech services include service
quality, trust, personalization, convenience, and customer loyalty (Tulcanaza-Prieto, 2023). The relevance of Al mediation in emerging markets and the
role of strategizing Al for personalized banking experiences have been emphasized. Overall, Al has the potential to transform the way banks operate and
serve their customers, providing enhanced decision-making, reduced fraud risk, and improved customer experiences. McKinsey's report "Building the Al
bank of the future" highlights the need for banks to adopt an Al-first strategy to meet rising customer expectations by providing intelligent propositions,
personalized solutions, and smart servicing within omnichannel journeys across bank-owned platforms and partner ecosystems (McKinsey’s , 2021).
Furthermore, a study by the IBM Institute for Business Value, in collaboration with the Banking Industry Architecture Network (BIAN) and Red Hat,
reveals that banks are facing challenges in achieving their priorities and meeting customer expectations due to technology modernization challenges and
lack of industry standards, emphasizing the importance of establishing a modern hybrid cloud architecture and investing in embedded finance to enhance
the customer experience (IBM, 2023).

Research Objectives

In the rapidly evolving landscape of banking services, the integration of Artificial Intelligence (Al) has emerged as a transformative force. This study
aims to delve into customers' experiences with Al in banking, focusing on the adoption, satisfaction, accuracy of recommendations, trust perceptions, and
future preferences, to illuminate the intricate dynamics shaping the next generation of Al-powered banking services.

e  Explore the Types of Al-Powered Banking Services Adopted by Customers.
. Evaluate Customer Satisfaction with Al-Powered Features in Banking Services.
. Examine the Accuracy of Al-Driven Recommendations on Banking Services.

e Understand Perceptions on Trust in Al-Powered Banking Services.
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. Identify Future Preferences for Improvement on Al-Powered Banking Services.

Research Methodology

The research methodology for this study involves employing a structured questionnaire distributed through Google Forms to collect comprehensive data
from a diverse sample of 114 bank customers across both public and private sector banks in India. The questionnaire will be designed to capture insights
into the types of Al-powered banking services adopted, satisfaction levels with Al features, accuracy of Al-driven recommendations, perceptions of trust,
and future preferences for improvement. The survey will be distributed through various online channels to ensure a broad representation of respondents.
Once the data is collected, a combination of descriptive statistics, cross-tabulations, and charts will be employed for thorough data analysis. Descriptive
statistics will provide an overview of key metrics, while cross-tabulations will help identify relationships and patterns among different variables. Charts,
including bar graphs and pie charts, will be utilized to visually represent the findings. The use of data analysis tools will ensure a systematic examination
of the responses, allowing for a nuanced understanding of the nuanced aspects of user experiences with Al in banking services. The inclusion of both
public and private sector bank customers ensures a holistic perspective, capturing the diversity in the banking landscape in India.

Analysis and Results

Table 1: Demographic Profile of the Respondents:

Category Details Count Percentage
Male 68 60%
Gender
Female 46 40%
Below 20 Years 30 26%
21-40 Years 45 39%
Age
41 - 60 Years 23 20%
Above 61 Years 16 14%
High School or Below 10 9%
Bachelor’s Degree 60 53%
Education
Master's Degree 33 29%
Professional 11 10%
Public Sector 51 45%
Type of Bank for Account
Private Sector 63 55%
Daily 26 23%
Weekly 42 37%
Mobile Banking Usage Frequency  Monthly 24 21%
Rarely 20 18%
Never 2 2%

Sample Size=114.
Source: Author(s) Calculation.

The demographic profile of the respondents reflects a diverse sample of 114 individuals, with a slight male majority at 60% compared to 40% females.
Age-wise, the distribution indicates a significant representation from the 21-40 age group (39%), followed by below 20 years (26%), 41-60 years (20%),
and above 61 years (14%). In terms of education, a majority hold at least a Bachelor's degree (53%), with 29% having a Master's degree, 10% having
professional qualifications, and 9% having completed high school or below. Regarding the type of bank, there is a balanced representation, with 55%
having accounts in private sector banks and 45% in public sector banks. Mobile banking usage frequency varies, with 23% using it daily, 37% weekly,
21% monthly, 18% rarely, and a minimal 2% never engaging in mobile banking. This diverse demographic profile ensures a comprehensive understanding
of user experiences, capturing nuances across different age groups, educational backgrounds, and banking preferences within the sample.
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Table 2: Types of Al-Powered Banking Services Adopted by Customers

Al Powered Banking Service Male Female
Chatbots/Virtual Assistants 32 18
Fraud Detection and Prevention 14 11
Personalized financial recommendations 8 8
Credit Scoring and Lending 12 6
Automated Budgeting and savings 2 3

Source: Author(s) Calculation.

The analysis of Al-powered banking services adoption by gender reveals distinct preferences among male and female respondents. Chatbots or virtual
assistants are more popular among males, with 32 respondents, while females have 18 users. Fraud detection and prevention services are utilized by 14
males and 11 females, indicating a relatively balanced adoption. Interestingly, personalized financial recommendations see equal interest from both
genders, with 8 users each. Credit scoring and lending services are more frequently adopted by males (12) compared to females (6). Finally, automated
budgeting and savings services have a minimal but slightly higher uptake among males (2) compared to females (3). These variations in the adoption of
specific Al-powered banking services underscore the importance of gender-specific considerations in the design and implementation of such services to
cater to the diverse preferences within the user base.

Table 3: Customer Satisfaction with Al-Powered Features in Banking Services

Level of Satisfaction Count Percentage
Highly Satisfied 48 42%
Satisfied 36 32%
Neutral 23 20%
Dissatisfied 5 4%
Highly Dissatisfied 2 2%

Source: Author(s) Calculation.

The data indicates a positive trend in customer satisfaction with Al-powered features in banking services, as a significant majority, comprising 74% of
respondents, report being either highly satisfied or satisfied. The 42% who are highly satisfied suggest that a substantial portion of customers find Al-
enhanced banking services to be highly effective and fulfilling. Another 32% expressing general satisfaction further supports the overall positive
sentiment. However, it is noteworthy that a combined 6% are dissatisfied or highly dissatisfied, highlighting a minority of customers with negative
experiences. The neutral responses at 20% indicate a segment that remains indifferent, possibly awaiting further improvements or features to form a
decisive opinion on Al in banking services.

Table 4: Accuracy of Al-Driven Recommendations on Banking Services

Level of Accuracy Public Sector Bank Private Sector Bank
Highly Accurate 22 28

Accurate 10 18

Neutral 16 12

Inaccurate 2 3

Highly Inaccurate 1 2

Source: Author(s) Calculation.

The analysis of the accuracy of Al-driven recommendations on banking services unveils noteworthy patterns between public and private sector banks. In
the public sector, 22 respondents perceive recommendations as highly accurate, while 10 find them accurate. Additionally, 16 respondents hold a neutral
stance, indicating a balanced perspective. In contrast, private sector banks have a higher count of respondents perceiving recommendations as highly
accurate (28) and accurate (18), suggesting a comparatively favourable view of Al-driven suggestions. Both sectors show minimal instances of perceived
inaccuracy, with private banks having slightly higher counts in both inaccurate (3) and highly inaccurate (2) categories. This insight underscores the
varying levels of trust and satisfaction in Al-driven recommendations across different banking sectors.
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Table 5: Perceptions on Trust in Al-Powered Banking Services

Perceptions on Trust Below 20 Years 21 - 40 Years 41 - 60 Years Above 61 Years
Clear explanations of Al usage 12 13 4 7
Transparency about data handling 5 16 6 6
Independent security audits 7 6 12 2
Enhanced data protection measures 3 8 1 1
User control over data sharing 3 2 0 0

Source: Author(s) Calculation.

The table reflects the perceptions on trust across different age groups concerning various aspects of Al usage in the context of clear explanations,
transparency about data handling, independent security audits, enhanced data protection measures, and user control over data sharing. Notably,
respondents between 21 and 40 years old express the highest levels of trust in clear explanations, transparency, and security audits, while those below 20
years old show a strong preference for enhanced data protection measures. Additionally, the absence of responses in the older age groups (41-60 years
and above 61 years) for user control over data sharing may indicate a lack of interest or awareness in this aspect among older demographics. Overall,
these findings suggest that age plays a role in shaping trust perceptions regarding specific facets of Al implementation in trust-sensitive areas within the
surveyed population.

Table 6: Future Preferences for Improvement on Al-Powered Banking Services

Future Preferences Count Percentage
Personalized financial recommendations 36 31.58%
Improved security & Fraud Detection 12 10.53%
Smarter Budgeting & Expense Tracking 28 24.56%
Interactive & Advanced virtual assistants 10 8.77%
Advanced Bill payments & Savings features 9 7.89%
User friendly investment tools 19 16.67%

Source: Author(s) Calculation.

The data on future preferences for improvement in Al-powered banking services indicates that the majority of respondents prioritize personalized financial
recommendations (31.58%), highlighting a strong desire for tailored and individualized financial guidance. Improved security and fraud detection follow,
with 10.53% expressing a need for enhanced safety measures. Smarter budgeting and expense tracking are significant concerns for 24.56% of respondents,
emphasizing the importance of tools that assist in managing personal finances. While there is notable interest in interactive and advanced virtual assistants
(8.77%) and user-friendly investment tools (16.67%), the percentages are lower, suggesting these areas are still of value but are not as dominant in user
preferences. Advanced bill payments and savings features round out the list with 7.89%, indicating a moderate interest in streamlining financial
transactions and savings processes. Overall, the data reflects a diverse set of preferences, highlighting the multifaceted expectations users have for the
future development of Al-powered banking services.

Findings and Discussions:

The demographic analysis of the respondents provides a comprehensive understanding of the sample, revealing a diverse composition across gender, age,
education, and banking preferences. The data emphasizes the need for a nuanced approach in studying user experiences, considering the varying
perspectives within different demographic segments. The findings on Al-powered banking service adoption by gender underscore distinct preferences,
urging designers and implementers to consider gender-specific factors in service development. The positive trend in customer satisfaction with Al-
powered features in banking services is evident, with a substantial majority expressing either high or general satisfaction. However, the minority of
dissatisfied customers and the neutral responses suggest the importance of continuous improvement to address varying user expectations. The analysis of
accuracy in Al-driven recommendations unveils sector-specific patterns, emphasizing the need for tailored approaches in different banking sectors to
enhance trust and satisfaction. Trust perceptions across age groups indicate varying preferences and awareness levels, emphasizing the role of age in
shaping attitudes toward Al implementation in trust-sensitive areas.

The future preferences for improvement in Al-powered banking services present a multifaceted landscape, with personalized financial recommendations
taking precedence. The prominence of security and fraud detection reflects a growing concern for safety in financial transactions. Additionally, the
emphasis on smarter budgeting and expense tracking highlights the need for tools that assist in managing personal finances effectively. The varied interest
in interactive virtual assistants, user-friendly investment tools, and advanced bill payments and savings features underscores the diversity of expectations
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within the user base. Overall, the findings suggest that future advancements should prioritize customization, security, and tools that enhance financial
management to cater to the diverse preferences and needs of users in the evolving landscape of Al-powered banking services.

Conclusion

In conclusion, the study provides valuable insights into the demographic profiles, adoption patterns, satisfaction levels, trust perceptions, and future
preferences of users regarding Al-powered banking services. The diversity within the respondent sample highlights the importance of considering varied
perspectives when designing and implementing such services. Gender-specific preferences in Al adoption suggest a need for tailored approaches to cater
to the distinct requirements of male and female users. The overall positive trend in customer satisfaction indicates the effectiveness of current Al features
but emphasizes the necessity of addressing concerns raised by the minority dissatisfied users.

Moreover, the sector-specific patterns in the accuracy of Al-driven recommendations highlight the importance of considering the unique characteristics
of public and private sector banks in enhancing user trust. Trust perceptions across age groups reveal nuanced attitudes, indicating a potential need for
targeted educational efforts to increase awareness and trust in Al technologies, especially among older demographics. The future preferences for
improvement showcase a strong demand for personalized financial recommendations and enhanced security features, signalling areas for potential
innovation and development in the Al-powered banking sector.

For future research, a deeper exploration into the reasons behind dissatisfied and neutral responses, along with an in-depth investigation into the factors
influencing trust and adoption across different demographics, could provide more comprehensive insights. Additionally, a longitudinal study tracking
changes in user perceptions over time would contribute to understanding the evolving dynamics of Al adoption in the banking sector. Exploring the
impact of external factors such as economic conditions or technological advancements on user preferences and trust in Al-powered banking services
would also be valuable for anticipating future trends. Overall, continued research in this field is crucial for adapting Al technologies to meet the evolving
needs and expectations of users in the ever-changing landscape of the banking industry.
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