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1. Introduction

Artificial Intelligence (Al) is one of the most trending topics of the current times, and like every sector, the
financial industry, such as Banking, Stock markets, and others, has also been impacted by this (Sawant, Soni,
Maharaul, & Agarwal, 2023). It is deepening its roots, and many banks are shifting from their traditional
method of operation towards artificial intelligence, not only the big banks such as the State Bank of India or
the Punjab National Bank but also most of the small banks. (Geetha, 2021). The prevalence of Artificial
Intelligence from the traditional human-based user in India has also been a subject of debate and curiosity
among the decision-makers because a large population is unaware of the new technological trends, which is a
more significant concern, particularly in vulnerable areas where financial inclusion is not much which also
includes a weaker section of society, even in the suburban and rural regions (Agarwal & Gambhir, 2022).
Despite that, the Government of India has taken steps to promote digitalization along with Artificial
Intelligence, especially in financial services, which is regulated by regulatory bodies such as the Securities
and Exchange Board of India (SEBI) in the Stock market and the Reserve Bank of India (RBI) for Banking
sectors (Sambasivan & Holbrook, 2018). Many banks in India till now date use the traditional Human
interaction method while dealing with customers, also including some branches of the Banks that have shifted

towards Artificial Intelligence (Al) for customer interface (Geetha, 2021).

As 0f 2022, most Indians present time use Artificial Intelligence in some or other ways, with more than 93%
of the total population, i.e., around 9 out of 10 Indians, using Artificial Intelligence in their daily life activities
(Kapania, Siy, Clapper, & Meena, 2022). In India, despite having comparative less technological advancement
and financial literacy, the trust of the public is there in Artificial Intelligence, and it should also be noticed that
many bank users prefer the Human (or the Traditional) method of customer interaction in comparison to

Artificial Intelligence, primarily there in old age demography (Rempel, Holmes, & Zanna, 1985).

Artificial Intelligence (Al) is the future of modern society, and like every sector, the financial industry is
shifting towards the same path. Alongside the concern of data privacy in the system, there has been
dissatisfaction among the customer interaction (CX) with artificial intelligence (Al) due to a lack of human
intelligence and difficulties in understanding the system and procedures by customers possessing little
knowledge of the technology. The Banking sector is called the Backbone of the economy, and it is essential to

analyze the population's attitude towards Al through Mobile Banking in India.
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2. Literature Review

2.1 Introduction

The literature review of the following topic is abstracted from various research papers, articles, and journals
despite the primary source being Research papers. As both Artificial Intelligence (AI) and Customer
Experience (CX) are hot topics in current times, thereby a good preference is also given to articles published
by websites related to the same (Bhattacharya, 2023). Various papers have been published on Al and the
working of the Banking sectors worldwide. Though the research is based in India, most of the paper and
sources related to the topic are taken from sources focused on Artificial Intelligence (Al) and Customer

Interface, alongside their application in the Indian Banking sector.
2.2 Theoretical Framework

Artificial Intelligence (Al), in the simplest form, as described, is a set of technologies that enable humans to
do various advanced tasks and functions through the help of means such as computers and electronic devices
(Fetzer, 1990). One of the modern definitions describes it as computer systems capable of performing complex
tasks that historically only a human could do, such as reasoning, making decisions, or solving problems
(UMBC, 2024). Artificial Intelligence (Al) is considered one of the greatest inventions of the 21 century
(Innovation News Editors, 2023). As Bill Gates, co-founder of Microsoft, said, the Age of Artificial
Intelligence (AI) has begun, and the sector continuously grows with technological advancement. Al can be
harnessed to solve the biggest problems of the modern world, helping humans by making their work easy and
a game changer for programmers and learners (Gates, 2024) (Next Big Idea Club Editors, 2024). In recent
years, there has been good research done in this sector, alongside Machine Learning (ML) to know about its
future trends and its effect on humans in keeping in mind both its merits and demerits (Agrawal, Gans, &
Goldfarb, 2023) (Ramaswamy, et al., 2020). Despite ignoring its demerits regarding the loss of jobs,
negligence of human intelligence, and breach of data in the past 5 years, Al has been now used not only in the
Information and Technology field but in every sector in industries whether it’s manufacturing, such as
pharmaceutical, heavy machinery, automobiles industry or the services such as healthcare, finance, and
education (Innovation News Editors, 2023) (Financial Express Guest, 2019). The Al industry has a high scope
with its future extension of usage in many new business models, even in the primary sectors such as

Agriculture (Cavazza, Mas, Campra, & Brescia, 2023).

In modern times, where every sector is been influenced by Al (Artificial Intelligence) the financial industry is
also not left untouched by it, and it is said that Al is taking revolutionary steps in the sector (Fellows, 2023).
The banking sector is one of the financial sectors, along with the stock market, where artificial intelligence is
implied to make it convenient for customers to avail themselves of services. In the equity (share) market,
Robo-advisors are one of the best examples of the implication of Artificial Intelligence (Al), in the Banking
sector it 1s being used majorly for mobile banking (Prendergast & Marr, 1993). As both segments involve
public money, they are to be regulated by the regulatory authorities, and laws are to be enacted for them. There

has been research done on the regulation of Al in the financial sector, especially by American Attorney-
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Advisor, Gregory Scopino, who researched how these technologies can be regulated seeing their future trends

(Scopino, 2020) (Barile, Secundo, & Bussoli, 2024).

In India, Mobile Banking and Robo-advisors are new concepts launched in the 21% century, though, unlike
Robo-advisor, which is not a much-familiarised concept despite many studies and experiments being done on
the same, the mobile banking sector is very much common (Nain & Rajan, 2023) (Sharma & Khurana, 2023).
Al in Banking is most usually done through Mobile Banking with nearly all the banks having applications of
their own for Mobile Banking such as Yono SBI for the State Bank of India, Just One App for the Punjab
National Bank, and many others (Rao, 2024). Most of these apps are safe due to the compulsion to have a
biometric lock or PIN Code, and they can only be used in handsets with SIM cards with the phone numbers
registered by the users to their respective banks (Ramasamy, Saravanan, Rangasamy, & Subramanian, 2024).
All the transactions and related operations can only be done through the verification process through an OTP,
or One Time Password which despite being applauded as a milestone towards smart banking has been
criticized for being vulnerable to security threats for a large section of society having less or no knowledge

about financial frauds (Aparicio, Martinez-Gonzélez, & Cardefioso, 2024) (Haque, Rahman, & Gani, 2022).
2.3 Impact of Artificial Intelligence (AI) on Customer Experience (CX)

The use of Al in Banking is a new phenomenon in India through mobile banking which is regulated by the
Reserve Bank of India (RBI) and Telecom Regulatory Authority of India (TRAI) with jurisdiction under the
Mobile Banking (Quality of Service) Regulations, 2012 with the latest amendment in 2016, along with the
Information Technology Act, 2000 and as per the Ministry of Consumers Affairs, “Licensed banks with the
provision of core banking solutions (CBS) are permitted to offer mobile banking services to their customers
after obtaining necessary permissions from the Department of Payments and Settlement Systems, Reserve
Bank of India” (TRAI 2012) (Ministry of Consumer Affairs, 2015). The mobile banking application or digital
platform for banking was first time launched in India in the year 2008 by the ICICI Bank, where customers
both individuals and corporates, can do transactions without visiting the bank branches, with the Federal Bank
becoming the first bank in India to use Al in their operations such as financing, supervising and others (Bank,
2024). The government has taken many steps for digitalization in Banking and monetary transactions in India
such as the UPI (Unique Payment Interface) which is a part of the Banking customer Interface with the
collaboration of traditional banks with Payment Banks such as Paytm, PhonePe and others which is regulated

by the National Payment Commission of India (Sen, 2016) (Singh & Srivastava, 2018).

Earlier banking was done through the traditional ways, but with the time and introduction of technology,
Banking going digital, impacted the users and there have been studies done on the impact of the same on the
bank customers, such as one of the first studies on this type was done on the Yes Bank (Bapat & Naik, 2013).
Mobile Banking has a deep socio-economic impact on Indian society many studies have found this as a means
of upliftment of the underprivileged sections of society by breaking the urban-rural divide and as a means to

combat poverty in India (Chawla & Joshi, 2017) (Ali & Ghildiyal, 2023).
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Mobile Banking is one of the fastest-growing sectors globally, touching $3.5 trillion in 2022, even in India.

With the prevalence and focus of the government on digitalization, Mobile Banking has become an essential
part of the Banking sector, especially for a good customer interface (BofAML, 2015). Because of this, the
Neo-banks in India have risen from traditional banks to becoming hybrid with an increase in financial literacy

among the population and ease due to online services (Sharma & Khurana, 2023).
3. Objectives

e To examine the impact of the socio-demographic profile of respondents on the usage and experience
of customers of the Delhi NCR region.

e To know the reception and response of bank customers in India towards adopting Artificial Intelligence
(AI) in banking activities.

e To know about the usage of online payment and understandability of mobile banking among the back

customers.
4. Research Methodology
4.1 Research Design

A quantitative study approach was used to investigate the reception and response of the respondents towards
Al in banking and how much they know about services provided by mobile banking applications. A
questionnaire was distributed through Google Forms to the respondents. The respondents were chosen through
the Random Sampling method and were supplied with the form through electronic media sites such as
WhatsApp, and LinkedIn, and the rest through a QR code that opened the link to the form. The study was
done in the Delhi NCR region for 2 months from October 2024 to November 2024 and focused primarily
on college students and working middle-class people from urban and rural areas. For data collection, the

questionnaire was provided to 148 individuals, out of whom 126 responded having a response rate of 85.13%.
4.2 Method Rationality

Quantitative methodology was applied with rationale to provide in-depth insights and a comprehensive
understanding of the phenomenon under investigation (Hariyati, Purwanto, & Rianty, 2021) and to emphasize
objective measurements and statistical, mathematical, or numerical analysis of data collected through polls,
questionnaires, and surveys, or by manipulating pre-existing statistical data using computational techniques

(Stockemer, Stockemer, & Glaeser, 2019).

Quantitative research focuses on general laws of behavior or events by looking for cause-effect relationships
between two or more variables that satisfy the study's objectives (Ghanad, 2023). These methods involve the
measurement of variables and the analysis of the relationships between them using statistical methods. (Ishak
& Bakar, 2014). The Random Sampling method was used to eliminate any biases which reduces the chances
of errors and generalize the findings with a fair representation of the population (Noor, Tajik, & Golzar, 2022)
(Ghanad, 2023). Also, it is easy to implement as it requires less knowledge to complete and is best suited for

Quantitative research (Rahman, Tabash, Salamzadeh, & Rahaman, 2022).

’ T a



TIJER || ISSN 2349-9249 || © April 2025, Volume 12, Issue 4 || www.tijer.orgq
4.3 Data Analysis

The primary data collected through the questionnaire was analyzed by checking the variability and correlation
between the variables applied to fulfill the research objectives. The data was analyzed using SPSS software
and tests such as Chi-square test and ANOVA (Analysis of Variables) were used for hypothesis testing. The

numerical data was depicted using Tables, Bar graphs, and Pie charts.
5. Findings and Results

The study was done on Primary data collected through a questionnaire and the study was done in three phases
for finding solutions to the research problem. The questionnaire was responded to by 126 individuals with a
response rate of 85.2% and focused on individuals with Bank accounts and who were adults. The respondents
were shortlisted throughout different stages of the questionnaire at three intervals according to their application

usage.
5.1 To examine the Demographic profile of the respondents.

Table 1. Demographic profile of respondents

S. No. Particulars No. of respondents
Numbers %age
1 Age of respondents
18-24 years 102 81.0
25-59 years 16 12.7
60 years and above 8 6.3
Total 126 100.00
2 Gender of respondents
Male 70 55.6
Female 52 41.3
Prefer not to say 4 3.2
Total 126 100.00
3 Educational Qualification
Upper Primary or less 6 4.8
High School 12 9.5
Intermediate level 16 12.5
Undergraduate or Graduate 82 65.1
Post-Graduate or more 10 7.9
Total 126 100.00
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4 Area of residence
Urban 96 76.2
Rural 20 15.9
Suburban 10 7.9
Total 126 100.00
5 Bank account holder
Yes 106 84.1
No 20 15.9
Total 126 100.00

It was observed that the responses collected throughout Delhi NCR had a high youth population as the highest
demographic of respondents was around 81%, and the total respondents were 18-24 years old. Upon analyzing
the education qualification, it was observed that the majority were Graduates, i.e., around 82 or 65% of all
respondents. Most of them, i.e., 84.1% (or 106 respondents), had a bank account. The demographic was male,
with 55% of respondents being male, and their residence status was classified as rural or urban, which showed

the majority, 76%, residing in urban areas.
5.2 To examine the response towards Al and Mobile Banking.

The following data in Sec. 5.2 is based on the respondents' responses to the Al and mobile banking applications

they use and how they perceive them, analyzed through their responses to various factors.

Figure 1. Chart showing respondents using M-Banking

Do you use M-Banking

HYes ®No
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Figure 2. Chart showing M-banking apps using Al

Does the M-Banking app uses Al

HYes M No H Maybe

It was found that nearly 85% of respondents use Mobile Banking applications (shown in Figure 1). Of those
using M-Banking, the highest demography, i.e., 38%, responded that their M-Banking application uses Al In
comparison, 29% do not have any idea about that, and the rest, 33%, do not have an M-Banking application

using Al (depicted in Figure 2).

Figure 3. Chart showing Positive impact of Al (overall)

Do you see positive impact of Al

5%

B Strongly yes M Somehow yes M Cannotsay & Somehow No M Strongly No
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Figure 4. Chart showing how Al is viewed by respondents

Trust on Al in Banking on various matters

B Strongly agree M Agree Neutral Disagree M Strongly Disagreed

70
60
60
52
50
40
31
30
19 20
20 18 16 17
12 12
8
10 6
3 5
0 |

Data security Better Management Solving Problems

It is essential to know the viewpoint of the users towards Al and (through Figure 3), it was found that a vast
majority of the respondents viewed Al has a positive impact, with 20% having a strong opinion and 49% of
them somehow agreeing to the motion, while 2% of the respondent having a strong negative opinion and 5%
somehow having negative opinion towards it, and rest 24% does not have any opinion upon it. Figure 4 depicts
the respondents’ viewpoints regarding many topics related to Al, such as Problem-solving, Data security, and
better management where the highest approval rating for Al in Banking use was that it provides better
management services of 76%, with 60% agreeing and 16% being fully agreed. However, in the case of Data
security, the viewpoint differs, with the majority (51%) of respondents having a negative view towards using
Al in Banking and the highest demography (around 31%) of respondents strongly disagreeing with it, with
only 30% approving. Most respondents (52%) approve that AI in Banking solves problems, with 12%

strongly agreeing. At the same time, only 8% disagreed with it.
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5.3 To examine knowledge and understanding of Al and Mobile Banking.

Figure 5. Chart showing technical problems faced in Mobile Banking

Do you face problems in operating Mobile
Banking applications

B Always B Sometimes M Never

Figure 6. Chart showing knowledge about operations in the M-Banking applications

DO YOU UNDERSTAND OPERATIONS IN M-
BANKING APP

HYes,all ®Yes, thoughnotall mSomehow know many  mVeryfew mNo, notatall

It was essential to examine the knowledge of Al in banking through mobile banking applications, where a vast

majority of it was observed (refer to Figure 5). i.e., 62% of respondents sometimes face difficulties with

new updates and features in M-banking applications, and 30% do not face any such issues. The operations of

the N-Banking app were understood by around 60% of respondents, and only 16% are those who do not

understand any operations (refer to Figure 6).
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5.4 Hypothesis testing and Statistical analysis

(Test 1)

H;: Age group and usage of mobile banking are independent.

Hy: Age group and usage of mobile banking are dependent.

Test used: Chi-square test

Variables:

= Age group: 18-24 years, 25-59 years, 60 years and above

= Usage of Mobile Banking: Yes, No

(Data test)
Age group M-banking use: Yes | M-banking use: No Total
18-24 years 90 12 102
25-59 years 12 4 16
60 years and above 5 3 8
Total 107 19 126
(Test results)

Using SPSS software

e Chi-square (X?): 6.84
e Degree of freedom (Df): 2
e p-value: 0.033

Interpretation: The p-value in the test is below 0.05. Therefore, we reject the null hypothesis,
indicating that the Age group and mobile banking are independent and have no significant

relationship.
(Test 2)
H;: The Mean of Understanding scores of M-banking remains the same among education groups.

Hy: The Mean of Understanding scores of M-banking differs at least among one among education

groups.
Test used: One-way ANOVA

Variables:

e Education level: High school, Graduate, Post Graduate
e Understanding of M-Banking: 1 (Low) to 5 (High)

T a
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(Data test)
Education level Understanding Mean score SD (o) N
High school 2.8 0.9 12
Undergraduate 3.7 0.8 82
Postgraduate 4.0 0.9 10

Test results

e F-value: 5.21
e p-value: 0.007
e df: Between 2, within 101

Interpretation: The p-value below 0.05 indicates that the mean understanding of M-banking depends

on the education level.

(Test 3)
H;3: Perception of Al is independent of area of residence
Hy: Perception of Al is dependent on an area of residence
Test used: Chi-square test
Variables:

e Area: Urban, Suburban, Rural

e Al Perception: Positive, Neutral, Negative

(Data test)
Area Positive Neutral Negative Total
Urban 65 20 11 96
Rural 10 6 4 20
Suburban 6 2 2 10
Total 81 28 17 126
(Test result)

e Chi-square: 3.72
o Df:4

e p-value: 0.44

Interpretation: Since, the p-value is more than 0.05, we fail to reject the null hypothesis. It indicates

that the area of resiodence has significant relationship with the perception of Al
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6. Conclusion

The inclusion of Artificial Intelligence (AI) in mobile banking has significantly changed how financial
institutions engage with their consumers, enabling more ease, security, and efficiency. This study focuses on
how Al-powered tools such as chatbots, predictive analytics, fraud detection, and biometric verification have
enhanced the banking experience by enabling speedier transactions and specialized services. Despite these
improvements, some difficulties remain. Worries about data privacy, cybersecurity risks, and low user
awareness persist in obstructing the broad use of Al-driven banking services. Although younger, tech-oriented
consumers have quickly adopted these innovations, older age groups and those in rural regions frequently

encounter issues related to trust and usability.

Customer views on Al in banking continue to be varied. Although many recognize its contribution to
simplifying financial transactions, concerns about algorithmic decision-making, diminished human
interaction, and data security threats hinder widespread acceptance. This emphasizes the importance of more
openness in Al systems, stronger cybersecurity policies, and improved digital literacy initiatives for increasing
user trust. Al provided better management services and ease of operation. However, the issue of data privacy

remained a concern in its operations in the Banking sector, where the customers' credentials are involved.

Financial institutions must balance automation and human involvement to achieve effective Al integration in
mobile banking. Al-powered services must be efficient, secure, centered around the customer, and accessible

to everyone.
7. Suggestions
Enhancing Security Protocols Driven by Al:

e Improve data encryption, adopt two-factor authentication, and broaden biometric security features
to boost customer trust.

e Employ Al-driven machine learning algorithms for immediate fraud identification and avoidance.
Boosting Customer Awareness and Digital Competence:

e Implement educational programs to educate customers on Al's impact on enhancing banking
security and efficiency.
e Provide interactive tutorials and chatbot assistance to help users, especially those not experienced

with digital banking services.
Combining AI with Human Support:

e Implement a hybrid banking strategy wherein Al manages basic inquiries while human agents
tackle more intricate issues.
e Guarantee that Al-driven chatbots facilitate seamless shifts to human advisors when needed,

preserving a balance between automated responses and personal assistance.
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Guaranteeing Adherence to Regulations and Ethical AI Standards:

e Ensure that Al-powered banking solutions comply with regulatory standards, including RBI
regulations and global data protection laws like GDPR.
e Formulate ethical Al guidelines to reduce algorithmic bias and enhance equity in automated

decision processes.

Enhancing Al Availability for Financial Inclusion:

e Deploy Al-driven voice-assisted banking to aid users with minimal literacy or digital experience.
e Develop tailored banking services for marginalized communities to close the digital divide and

improve financial access.

Banks can harness Al's capabilities by implementing these strategies while prioritizing security,

transparency, and inclusivity, ultimately enhancing the overall mobile banking experience.
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