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ABSTRACT  
This paper provides an overview of the analysis of an SLR on how digital transformation and financial technologies 
(FinTech) are modifying the structure, functioning, and inclusiveness of the global banking sector. The study 
primarily aims to consolidate existing knowledge on the effect of digital innovations on financial institutions’ 
operational efficiency, customer interaction quality, and socio-economic growth. A systematic search was 
conducted in the Scopus and Google Scholar databases following the PRISMA framework for peer-reviewed 
articles published between 2015 and 2025. Inclusion criteria included English-language, full-text original articles 
that directly studied banking digital services and technologies. Information was retrieved and analyzed thematically 
to identify trends, patterns of events, and research gaps. The study results indicate that AI/machine learning has 
changed banking operations by automation, fraud detection, and customization of financial services, sufficiently 
enhancing capability and productivity. FinTech products, mobile money, and digital lending in particular have 

improved access to finance with benefits to small and medium-sized enterprises as well as financial inclusion in 
developing markets. Yet the review also notes ongoing barriers, including cyber threats, high implementation costs, 
and inconsistent regulations that pose a risk to the sustainable uptake of systems. In addition, although digital 
transformation increases operational performances and customer satisfaction, it initially reduces profitability due 
to technological cost. It also recommends that sustainable digital transformation must balance the innovation with 
investment in human capital, ethical governance, and regulatory frameworks. 
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INTRODUCTION  
The banking sector is being transformed in a deep and wide-ranging way, from a traditional, product-driven 
business towards the customer-centricity of platform banking driven by fast technological changes (Vives, 
2019).This shift is mostly driven by the overall adoption of digital technologies, including AI, blockchain, mobile 
banking and cloud computing that are re-inventing how banks engage with customers and provide value (Asmar & 
Tuqan, 2024). 
As customer is becoming more and more attached to frictionless, customized and on-demand financial services 
offering, banks need not only concentrate their strategy on transforming the customer experience but also 
implement tools that will help them in increasing their efficiency and competitiveness against a backdrop where 
fintech companies as well as digital-only banks are catching up quickly. This transition is more than just opening 
new technologies but an extensive reorganization of traditional business models — from branches to digital 
ecosystems embedding other financial services, non-financial products and end-customers’ businesses. It 
challenges banks to revisit their means of service delivery, governance mechanism and cultural paradigm in order 
to build innovation, agility and collaboration (Alam et al., 2025). 
Jeyaraj et al. (2024), Porfírio et al. (2023) and Chen (2024), make it clear that the quick spread of digital technologies 
is changing the competitive environment in which banking takes place and leading traditional banks to adjust 
practices in order to meet rapidly changing customer demands. This digital shift is more than an incremental 
evolution; it’s a far-reaching reinvention of how banks work, compete and add value. It permeates all aspects of 
banking, from business models to corporate culture, product design and daily operations. Unsurprisingly, the banks 
that once relied on brick and mortar branches and paper-based workflows are now adopting data-driven strategies, 
automation, and agile methodologies in order to compete effectively in today’s digital age. 
Zhou and Tu (2020) and Artene et al. (2024) transformation in digital banking goes beyond simply adopting new 
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technologies it requires a complete reengineering of operational frameworks to harness digital value. This strategic 
shift enables banks to integrate AI-driven decision-making processes, transforming financial reporting systems and 
enhancing strategic management capabilities. This systematic literature review synthesizes findings from various 
studies to provide a holistic understanding how the Digital Services are reshaping Financial Institutions and the 
future of Banking. 
 
LITERATURE REVIEW  
Digital transformation in finance vis-à-vis digital payments, machine learning and cutting-edge banking 
technologies – augments efficiency, competitiveness and customer experience and at the same time brings new 
challenges to the fore such as cyber security, regulation and trust. Their collective reflections underscore the 
urgency of robust governance arrangements as well as ethics oversight and customer-centered innovation, to 
guarantee that technological developments will result in secure, inclusive and sustainable financial systems (Putrevu 
and Mertzanis, 2023; Kumar, 2024; Barjaktarović Rakočević et al.,2025). 
Amoah et al. (2023) and Mwababa & Hapompwe (2024) cumulatively demonstrate that digital financial adoption in 
African emerging market economy constitutes both technological and socio-behavioural innovation, using which 
sociocultural factors, level of education and gender attributes-, trust reliability perceptions and security influence 
user satisfaction, loyalty and financial inclusion. Their results underscore the importance of sound regulation, 
consumer awareness and secure digital infrastructure to realize the full potential of fintech innovations for 
inclusion on the continent. 
Thottoli et al. (2023), Ononiwu et al. (2024), and Amoah et al. (2023) digitization in the banking industry is multi-
dimensional which involves innovation, adaptability and socio-behavioral change. There is growing evidence that 
the application of new economies such as artificial intelligence, blockchain and fintech solutions have transformed 
operational effectiveness, financial inclusion, and customer service in many emerging markets. Yet the success of 
these transformations is mediated by socio-cultural, schooling and gender-based norms that influence uptake rates 
as well as institutional factors- trust, regulation and digital literacy. 
Baskerville et al. (2020) highlight that the digital transformation of banking operations spurred by COVID-19 has 
forced a shift to fast, data-focused and customer oriented financial institutions that now blend automation with 
human interaction to enhance trust, transparency and innovation. In addition, Zhou and Tu (2020) find that the 
commercial bank transformation is based on customer-centered strategies, big data & financial technologies, which 
promotes online blended with offline platforms connecting, open banking ecosystem construction and inter-
departments’ data share to improve competitiveness and services personalization. Vala et al. (2022) show that 
lending digitalization has contributed to enhance speed, flexibility and ease of use, where friendly interactive 
interfaces and secure digital processes have a strong impact on the level of customer satisfaction with online versus 
offline lending. 
Hamdan et al. (2022) and Bagozzi (2007), suggest that while digital technologies like mobile money improve financial 
access and inclusion, they are constrained by socio-economic, cultural as well as psychological factors. They stress 
that technology use is not simply a matter of the features and ease of use; it is a complex process embedded within 
social structure, shaped by structural inequality, user practices, and contexts that need to be considered if we are 
to achieve meaningful digital transformation. 
Agyapong, D. (2021), Baker et al. (2020) and Nga, & Tam, (2023), the evolution of digital financial services is crucial 
in influencing contemporary banking efficiency, consumer welfare as well as economic level of risk taking. The 
researchers have concluded from this finding that digital economy has transformed the ways of delivering financial 
services making institutions to adopt sophisticated technologies that minimize operational inefficiency, improve 

service quality and promotes inclusive finance. These studies also find that financial fragility has a significant 
negative effect during economic crises like those triggered by the COVID-19 pandemic, and that digital innovation, 
institutional adaptability, and financial literacy are critical for economic recovery and resilience. 
Senyo et al. (2022); Sharma and Worlikar (2025) and Chen & Zhao (2021), the act of amalgamating financial 
technology (FinTech) with digital finance is reshaping financial inclusion, banking efficiency and poverty alleviation 
in developing economies. Their analysis demonstrates that digital finance ecosystems, especially mobile money and 
fintech-enabled ones, foster these partnerships among banks, telcos, and fintech firms to collectively extend 
financial inclusion to less-banked customers. FinTech developments, including AI-supported analytics, blockchain 
technology and mobile platforms—serve not only to improve efficiency and customer experience but also to foster 
inclusive growth by lowering transaction costs and bringing services within reach. These studies also attest to 
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enduring cybersecurity, regulatory compliance and the digital divide challenges thus pointing to the importance of 
resilient policy frameworks and reliable infrastructure to ensure that the digital dividends can be realized. 
 
REVIEW METHODOLOGY  
1.1.  Review Protocol  
We conducted a systematic literature review (SLR) using a transparent and structured research protocol that was 
aimed at reproducibility, objectivity and comprehensiveness. Preferred Reporting Items for Systematic Reviews 
and Meta-Analyses (PRISMA) checklist was followed which advocates clarity on study identification, screening, 
eligibility and inclusion. The process was described for each stage of the review: development of the search 
strategy, data extraction and selection criteria and data extraction. 
 
1.2. Search Strategy  
We used the two major academic databases, Scopus and Google Scholar because they are more comprehensive 
databases of peer-reviewed journal articles, conference papers and the articles originated in the domain of finance. 
A sample Boolean search string in Scopus was as follows: 
(“digital banking” OR “fintech” OR “digital transformation” OR “mobile banking” OR “AI in banking”) AND 
(“financial institutions” OR “future of banking”). 
 
1.3. Inclusion Criteria  
The primary studies included in this review investigated digital services, technologies, innovations of financial 
institutions or banks themselves. Only peer-reviewed journal publications and conference papers, or book 
chapters were considered for academic scrutiny and credibility. The scope was focus on publications from 2015 to 
2025, in order to obtain an updated perspective of the most recently developed digital financial innovations. Lastly, 
inclusion criteria stated that full texts must be available in order for articles to be examined fully across 
methodological, substantive and theoretical levels. 
 
1.4. Exclusion Criteria  
This review excluded research which did not target financial institutions or the banking industry. In addition, 
studies published prior to 2015 were excluded in order not to include outdated developments. Articles not available 
in full text were also discarded to prevent a distortion of the analysis and allow for an evaluation of each study’s 
content. In addition, duplicate papers were excluded to prevent repetition and duplication of information where 
each study added something new towards the overall picture. 
 
1.5.  Data Extraction  
Data were extracted methodically scanning and noting relevant information from each included study. A 
standardized data extraction sheet was created using Microsoft Excel which included the following: 
1. Author(s) 
2. Year of Publication 
3. Country/Region of Study 
4. Methodology Employed (qualitative, quantitative or mixed-method) 
5. Summary and key Findings 
Data were extracted independently by two reviewers to ensure consistency and accuracy. Any differences were 
addressed and resolved through consensus. The data were then analysed thematically to determine 
commonalities, themes and any gaps in the literature. 
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1.6. PRISMA flow Diagram  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
                                          Figure 1. The PRISMA 2020 checklist. 
 
2. Summary of Data Extraction  

Author & 
Year Country 

Focus / 
Variables Method 

Framework / 
Model Key Findings (Short) 

Putrevu & 
Mertzanis 
(2023) 

Emerging 
Economies 

Digital 
payments, 
risks and 
infrastructure 

Conceptual review 
Digital 
payments 
framework 

Strong infrastructure 
& risk mitigation are 
essential for digital 
payment adoption. 

Kumar 
(2024) Global 

AI/ML 
applications in 
finance 

Conceptual/industr
y review 

Innovation 
diffusion; AI 
value-chain 

AI/ML boost efficiency, 
risk management & 
personalization; 
ethical/regulatory issues 
remain. 

Barjaktarovi
ć Rakočević 
et al. (2025) 

Serbia 
Expectations, 
risks and 
satisfaction 

Survey  
Expectations–
satisfaction 
model 

Digital banking 
services strongly 
influence customer 
satisfaction  
Security & app 
simplicity do not 
significantly change 
satisfaction rather 
several perceived risks 
affect satisfaction 
levels  

Records identified from*: 
Scopus ( n= 52) 
Google Scholar (n = 22) 
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Duplicate records removed 
(n= 6) 
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(n=17 ) 
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Amoah et al. 
(2024) 

Ghana 
Mobile money 
adoption 
factors 

Survey  Logit adoption 
model 

Technology-savvy 
youth, accessible 
services (recharge), 
education & income 
significantly increase 
mobile money use; 
small but significant 
gender differences; 
mobile money 
promotes inclusion 
and wellbeing. 

Mwababa & 
Hapompwe 
(2024) 

Zambia 
Reliability, 
responsivenes
s and security 

Quantitative survey  Service quality 
attributes 

Reliability & 
responsiveness 
significantly improve 
satisfaction. 
Transparency and 
technological 
advancement shape 
customer perceptions; 
security remains a major 
barrier. 

Asiedu et al. 
(2024) 

Ghana 

FinTech 
(mobile 
banking, 
digital lending, 
mobile money) 
& MSME 
growth 

Survey  PLS Structural 
Model 

FinTech boosts 
MSME growth; mobile 
banking is the 
strongest moderator; 
marketing strategy 
works only when 
FinTech is applied. 

Riasat et al. 
(2025) Pakistan 

Security tools 
adoption 
(biometric, 
SMS alerts, 
MFA, 
passwords) 

Qualitative  Extended 
TAM 

Adoption of mobile-
banking security tools 
depends on usefulness, 
ease of use, and trust. 
Knowledge & 
awareness strongly 
moderate users’ 
attitudes 

Alam et al. 
(2025) Indonesia 

Digital 
transformation
, efficiency 
and customer 
experience 

Quantitative survey 
Correlation & 
Regression 

Digital transformation 
improves efficiency and 
customer satisfaction; 
automation is the 
strongest factor. 

Papathomas 
& Konteos 
(2022) 

Greece 
Banks’ digital 
transformation 
journey 

Case study 3-Stage DT 
Journey Model 

Greek banks are 
progressing through 
multistage digital 
transformation. Key 
enablers—strategy, 
culture, tech 
readiness—determine 
speed and success. 

Agyapong 
(2020) Ghana 

Digital 
economy, ICT 
use, mobile 
money, 

Exploratory and  
qualitative content 
analysis 

Thematic 
analysis  

Digitisation improves 
efficiency, reduces 
costs, increases 
financial inclusion, 
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efficiency and  
risks 

boosts competition; 
major risks include 
fraud and cybercrime; 
calls for stronger ICT 
investment and 
regulation. 

Vives (2019)  Global 

Digital 
disruption, 
competition 
and regulation 

Conceptual review 
Competition & 
regulatory 
theory 

FinTech/BigTech 
increase competition; 
regulation shapes 
market outcomes & 
stability. 

Senyo et al. 
(2022)  Ghana 

FinTech 
ecosystem and 
financial 
inclusion 

Qualitative case 
study 

Ecosystem 
practices 
model 

Financial inclusion 
shaped by innovative, 
protectionist & 
legitimising practices. 

Nguyen-
Thi-Huong 
et al. (2023)  

Vietnam 

Digital 
transformation
, ROA, ROE, 
bank size and  
NPL 

Text analysis FE/RE 
Models; GMM 

Digital transformation 
negatively affects bank 
performance (short-
term). COVID-19 

Nga & Tam 
(2023)  

Vietnam 

Digital banking 
development 
& business 
efficiency 

Mixed methods SEM 
(CFA/EFA) 

Digital banking 
development 
significantly improves 
business efficiency. 

Baker et al. 
(2023)  USA 

Financial 
fragility, well-
being and 
financial 
literacy 

Survey Logistic model 

Financial fragility 
strongly reduces well-
being. Financial 
literacy & personality 
traits moderate the 
relationship. 

Sharma & 
Worlikar 
(2025) 

India 

Fintech, AI, 
blockchain 
and digital 
payments 

Mixed-method  

TAM, 
Disruptive 
Innovation 
Theory 

Fintech improves 
efficiency & inclusion 
but raises 
cybersecurity and 
regulatory issues. 

Chen & Zhao 
(2021) China 

Digital finance, 
poverty and 
credit 
constraints 

Econometric 
analysis  

IV models, 
poverty 
models 

Digital finance reduces 
rural poverty by easing 
credit & info 
constraints and 
boosting 
entrepreneurship. 

Hamdan et 
al. (2022) Uganda 

Mobile money 
use, fees and 
agent access 

Survey  
Randomized 
choice 
experiment 

Mobile money 
increases inclusion but 
low usage due to high 
fees, poor access, low 
financial literacy. 

Kun Fan et 
al. (2024) China 

Digital 
transformation 
and bank 
systemic risk 

Empirical 
Quantitative 

Panel 
regression 
model 

Digital transformation 
significantly reduces 
systemic banking risk 
by improving 
operational efficiency 
and lowering risk-
taking. 
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Baskerville 
et al. (2020) 

Global/Europ
e 

Digital 
banking, 
customer 
experience 
and  AI 

Conceptual 
analysis 

Digital 
transformation 
framework 

COVID-19 accelerated 
digital banking 
adoption; digital tools 
improve efficiency 
and reshape customer 
interaction. 

Asmar & 
Tuqan (2024) Palestine 

Cybersecurity 
threats, ML 
algorithms and  

Literature Review 
ML–
Cybersecurity 
Model; SWOT 

ML strengthens 
cybersecurity in digital 
banks; identifies major 
threats and suitable 
ML techniques. 

Zhou & Tu 
(2020) China 

Bank digital 
transformation 
drivers 

Case Study 
“One Center–
Four Pillars” 
Model 

Chinese banks 
succeed through 
platform-based, 
customer-centered 
digital ecosystems. 

Bagozzi 
(2007) USA 

Technology 
acceptance 
variables 

Theoretical 
Review 

New 
Decision-
Making Model 

Critiques TAM’s 
simplicity and 
proposes a deeper 
psychological model 
including emotions, 
self-regulation, 
cultural factors, and 
social influences. 

Vala et al. 
(2022) India 

Digital vs 
traditional 
lending and 
customer 
satisfaction 

Survey + Review 
None 
(Thematic) 

Digitalization 
improves speed, 
affordability, and ease 
of loan processing. 
Customers prefer 
digital lending but 
remain concerned 
about privacy & 
regulatory clarity 

Thottoli et 
al. (2023) 

Global 

Digital 
transformation 
themes & 
technologies 

Bibliometric 
Analysis 

Co-citation & 
Conceptual 
Maps 

research is 
accelerating since 
2019. Three major 
research clusters: (1) 
Digitalization 
processes, (2) Applied 
technologies, (3) 
Effects on financial 
services. 

Obeng et al. 
(2024) 

Global / 
Multi-
country 

FinTech and 
Regulatory 
Compliance 

Literature Review 

FinTech–
RegTech 
Compliance 
Framework 

FinTech boosts 
efficiency but raises 
regulatory and 
cybersecurity 
challenges; RegTech 
improves automation 
Collaboration/1adapti
ve regulations needed. 

Ononiwu et 
al. (2024) 

Developing 
Economies 

Digital 
Transformatio
n in Banking 

Literature Review 
Digital 
Transformatio
n Model 

Digitalization 
improves efficiency 
and inclusion; barriers 
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include low 
infrastructure, cyber 
risks, and regulatory 
gaps; partnerships and 
innovation are 
essential. 

 
RESULTS AND DISCUSSION  
✓ AI and ML are revolutionizing financial services by automating tasks, better detecting fraud, allowing 
personalized service offerings. With this innovation we they predictive analysis in investment and credit 
management as well, to make decisions better. Artificial intelligence-powered automation isn’t just transforming 
the back-end of banking, it also is reimagining customer interactions by making them more personal. It is evidence 
of a move away from old, traditional manual systems to new data driven customer focused models. 
✓ The perceived ease of usage, reliability, security and responsiveness significantly influence customer 
satisfaction and loyalty towards electronic banking channels. Yet stubborn challenges in cybersecurity present an 

obstacle to full trust. The security and usability of digital interfaces is a key driver for customer churn. This further 
emphasizes the importance for banks to invest into reliable IT and take care of a good customer service, but also 
to create/ maintain trust in digital communication. 
✓ FinTech services including mobile money, e-banking and digital lending positively influence MSME 
performance through improvements in finance access, marketing efficiency and customer service provision. 
FinTech is redefining the reach of intermediation, helping small firms scale up. It’s another illustration of how 
digital services are distributing financial power and fostering economic opportunity outside of traditional banking. 
✓ Digital transformation enhances operational performance, even if profitability may temporarily decrease at 
early implementation stages because of the heavy investment in technology and infrastructure. Institutions must 
take a phased approach with innovation, which includes focusing on cost control. 
✓ Access to digital finance significantly decreases the levels of poverty, especially in rural and low income 
areas through loosening credit constraints, increasing access to financial networks and fostering entrepreneurship. 
Releasing the transformative potential of digital finance for all Sustainable Development Goals. Finance can have 
tremendous impact on sustainable development displaying entertaining message. It supports the contention that 

digital financial services are not merely efficiency tools, but also catalysts for social justice and empowerment. 
✓ FinTech has increased compliance and transparency, but introduced its own risks, such as data breaches 

and fragmented regulation. RegTech and regulatory sandboxes are the technological trend that in turn serve as 
innovative solutions of coping with digital transformation. Efficient governance models must be developed to 
prevent innovation in finance from undermining stability and confidence of the customers. 
✓ Digitalization increases efficiency and inclusion but may weaken human capital functions and lead to 
cultural resistance. Balancing progress, taking knowledge and learning of the workforce into account, and 
alignment with regulations is a key success factor. This supports a human-centric digital transformation approach 
in which highly regulated and controlled banks can embed technology without sacrificing organizational agility, 
innovation capabilities, and ethical scrutiny 
 
CONCLUSIONS  
• Enhancing the regulatory framework and cybersecurity are critical for instilling trust in, and fostering 
responsible development of, digital financial products. AI-based tools and the growth of FinTech is best encouraged 
when it is coupled with: flexible regulations, transparent governance, strong consumer protection. Regulatory 
Technology tools can be incorporated in to regulatory processes and existing compliance systems can be improved, 
keeping the home market stable allow innovation to flourish. 
• Preference needs to shift towards user-centered design, basic service level reliability, and financial literacy 
in increasing customer satisfaction and financial inclusion. Studies continue to find that consumers prize digital 
financial services that are secure, user friendly and responsive. Together with financial education and enhanced 
infrastructure, particularly in emerging markets, these efforts contribute to underserved consumers and MSMEs 
having increased real access to digital finance. This is an approach that builds trust and encourages fair participation 

in digital ecosystems. 
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• In order to maintain profitability over the long run in today’s digital era, banks need to implement a strategic 
and staged approach for digital transformation. Digitalization enhances efficiency, service quality and systemic risk 
control as well as the short-term pressure on finance because of large investment cost. Institutional adoption of 
technology is carefully managed and phased, incorporating innovation while maintaining focus on cost effectiveness 
and delivering sustainable long-term value together with operational resilience. 
• Integrating human and machine intelligence is essential in developing adaptability, resilience, ethical 
governance. Digitalization has changed the profile of banking jobs and its required skills, therefore making ongoing 
workforce training necessary. There is ample evidence that the addition of human judgment to technology and 
data yields superior risk management, better innovation and more effective decision-making. A blended approach, 
in which technology is used to maximize efficiency while humans are responsible for oversight, ethical judgment 
and an understanding of context, is the most sustainable model for digital finance in the future. 
 
RECOMMENDATION 
• Banks and regulators should prioritize the development of adaptive regulatory frameworks that balance 
innovation with financial stability and consumer protection. The review highlights that while AI, FinTech, and 
digital platforms enhance efficiency and inclusion, persistent cybersecurity threats, data privacy risks, and 
fragmented regulations undermine trust and sustainability. The adoption of RegTech solutions, regulatory 
sandboxes, and AI-driven compliance systems can improve transparency, risk monitoring, and supervisory 
effectiveness, thereby fostering a secure and resilient digital banking ecosystem.  
• Financial institutions should focus on user-centered design, service reliability, and financial literacy 
initiatives to enhance customer satisfaction and broaden financial inclusion. Evidence from the review shows that 
ease of use, security, responsiveness, and trust significantly influence adoption and continued usage of digital 
banking services, particularly in emerging economies. Tailoring digital products to socio-cultural contexts, 
improving digital literacy, and expanding affordable mobile and digital financial services can ensure that 
underserved populations and MSMEs fully benefit from digital transformation.  
• Banks should pursue a gradual and strategic approach to digital transformation that aligns technological 
investments with workforce reskilling and organizational change. While digitalization improves operational 
efficiency and risk management, the review notes short-term profitability pressures and cultural resistance due to 
high implementation costs and skill gaps. Continuous employee training, ethical AI governance, and the integration 
of human judgment with automated systems are essential to achieving sustainable performance, innovation 
capacity, and long-term value creation in the digital banking era. 
 
FUTURE RESEARCH AND POLICY DIRECTION  
• Future research needs to be focused on how technology innovation can be harmonized with financial 
inclusion and consumer protection in developing countries in particular. Researchers are also called upon to 
explore the potential of new technologies including AI, blockchain and big data analytics for mitigating financial 
exclusion and poverty, with a focus on balancing the concerns of data security and user trust. Furthermore, there 
is a need for more extensive research to uncover the socio-cultural, demographic and behavioral determinants that 
drive/impact acceptance and continued use of mobile money/digital banking services, including issues like digital 
literacy levels of adoption, gender influence on adoption as well as income-related factors. 
 
• From a policy perspective, strong cybersecurity and data protection frameworks for end-user information 
are important priority areas for governments and regulators to develop trust in digital financial solutions. 4 Building 
digital capacity in regulatory institutions Training and capacity building to strengthen regulators' digital capabilities 
will also be critical to the effective regulation of new financial technologies. 
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