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  Abstract  

The paper explores the use of artificial intelligence (AI) in the emerging fintech segment of the 

banking industry. It provides an insight of the current landscape of the banking industry and the 

challenges faced by traditional banks in adopting AI. The paper also explores the potential 

benefits of using AI in the banking fintech segment, including enhanced customer experience, 

increased resource optimisation, and enhanced loss prevention. The increase in the international 

investors segment of liquidity providers in the Indian capital markets make it imperative to study 

and better appreciate the role AI plays in various avenues of the financial services segment. 

The paper investigates the different applications of AI in the banking fintech segment, including 

chatbots, robo-advisors, fraud detection, and credit scoring. It also assesses the impact of AI on 

the workforce, customer trust, and regulatory compliance. The prominent role that corporate 

governance plays in the current business environment in effect dovetails work conducted by 

market practitioners in the banking domain in recent times. 

The findings indicate that the use of AI in the banking fintech segment is still in its nascent stages, 

but it has the probability to transform the industry. However, there are also concerns around the 

ethical implications of AI, including bias and lack of transparency. One other aspect that also needs 

to be considered is that with the application of AI does not in any way preclude the role human 

judgement and emotions play in certain crucial banking and credit / investment related decisions. 

The paper concludes by providing recommendations for banks and fintech companies on how to 

effectively implement AI in the banking fintech segment while addressing the ethical concerns. It 

also identifies areas for future research, including the incidence of AI on financial inclusion and 

the role of regulators in ensuring the responsible use of AI in the banking industry. The 

information gathered as well as the research conducted while preparing this paper also highlights 

the importance of AI tools in monitoring white collar crimes. Certain areas in forensic accounting 

and cyber-crime with specific interventions from the AI world make it a compelling case for 

detailed analysis of behaviour traits of those indulging in such acts. 

Keywords: Artificial Intelligence (AI), Banking, Fintech, RBI, resource optimisation, loss 

prevention. 
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Introduction 

The Fintech revolution, which is essentially propelled by start – ups and new revenue models is 

changing the world of finance and banking for the better globally.  The utility of Artificial 

Intelligence (AI) and the varied range of financial services that were once solely offered by banks is 

being offered by Fintech start-ups across the banking & financial services industry.       

Besides AI the extensive use of areas like block-chain technology coupled with the changed profile 

of the customer’s segments (read millennials) is driving a lot of changes in the banking industry.  

This is specifically true as far as the use of banking channels and the distribution functions of banks. 

While this change in the business landscape is not small the need to better manage cyber security 

threats remain a top-of-mind issue for bank Chief Information & Technology Offers.    Banking as an 

industry has an inherent theme wherein the ability to offer product differentiation is limited.  This 

is a compulsion based on the regulatory ambit that the industry needs to adhere to.  In this context, 

suffice to say that there are many banks who are trying to reengineer themselves as their mere 

existence is being threatened.   
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New Banking Landscape:  If one were to look globally at the pecking order in banking one can 

experience the fact that the large retail banks across the globe still rule the roost, in providing those 

payment, deposit and credit facilities customers use in the financial services landscape. However, 

from a very different point of view, modern-day online shopping payments are done through 

Unified Payment Interface (UPI), debit or credit card or through a fintech firm-paypal or any of the 

localized offerings. The entity that was dependent on its bank for credit can now even borrow from 

Peer-to-Peer lending platforms who use AI for arriving at many of its lending decisions and 

payments terms.  For instance, Kotak Mahindra Bank has been a pioneer in the introduction of cost-

effective Micro ATMs however the baton was carried forward by Fino payments bank creating a 

breakthrough in financial inclusion with the introduction of more Micro ATMs which focussed on 

bringing the remotest area in the country under the banking framework. These Micro ATMs enable 

small ticket withdrawals at any kirana store, petrol pumps, gas stations, pharmacies, even fruit or 

vegetable vendors. As depicted in the picture below, we can also see that these micro-ATMs require 

minimal low-cost infrastructure of a portable card swiping machine. This will further encourage 

people in the rural areas to open bank accounts and incline to use debit cards for their daily 

transactions.  

Image 1: Micro ATM introduced by FINO Payments Bank 

 

 

 

 

 

 

 

 

 

 

Source: finobank.com 
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Literature Review 

The amalgamation of artificial intelligence (AI) in the fintech domain is reshaping the banking 

industry by driving efficiency, innovation, and enhanced customer experiences. Below is a 

comprehensive review of the current academic discourse: 

• Transformative Potential of AI in Banking: AI technologies are revolutionizing the 
banking industry by improving service delivery and operational efficiency. Banks are 
leveraging AI for customer relationship management, fraud detection, and risk management, 
which contributes to a seamless customer experience and reduced costs (Karangara, 2023). 
These transformations enable traditional banking institutions to transition effectively into 
digital banking, fostering growth and profitability (Kumar et al., 2023). 

 

• Adoption and Innovation: Banks are increasingly adopting AI-driven solutions, reflecting 
a strategic response to maintain competitiveness. For example, banks in Turkey are 
embracing AI to streamline processes and offer innovative financial services (Öztürk & Kula, 
2021). Similarly, Indian banks are incorporating AI to improve efficiency and reduce costs 
(Lakshminarayana et al., 2019). 

 

• Integration with Fintech: The intersection of fintech and AI is facilitating significant 

advancements in banking operations. Fintech solutions powered by AI, big data, and cloud 

computing enable personalized financial products, efficient marketing strategies, and 

enhanced risk management (Zhu, 2023). This integration positions traditional banks to 

better navigate rapidly changing market dynamics. 

• Challenges and Ethical Considerations: While AI adoption offers numerous benefits, it 

also raises ethical concerns, including job displacement and data privacy issues. Addressing 

these challenges is critical for sustainable growth in AI-driven banking (Karangara, 2023). 

• Strategic Partnerships: Collaborations between traditional banks and fintech companies 

are crucial for leveraging AI technologies effectively. Such partnerships drive financial 

inclusion and enhance the banking sector's ability to cater to diverse customer needs (Tad 

et al., 2023). 

• Global Perspectives: Globally, the adoption of fintech innovations such as blockchain and 

digital payments has significantly impacted investment banking, streamlining operations, 

and expanding growth opportunities (Zhao, 2023). 

Artificial Intelligence (AI) is rapidly revolutionizing the banking frontier, offering numerous 

opportunities as well as setbacks. AI applications in banking span strategy, processes, and customer 

interactions (Omar H. Fares et al., 2022). Key opportunities include personalized services, process 

automation, improved security, and financial inclusion (Ahmad Ghandour, 2021). AI enhances 

fraud detection, risk assessment, and predictive analytics in digital banking (Swaraj Kumar & K. R, 
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2024). However, challenges such as job loss concerns, privacy issues, and the need for vast quality 

data must be addressed (Ahmad Ghandour, 2021). To remain competitive, banks must 

continuously deepen AI application across front, middle, and back offices (John Smit, 2024). 

Successful AI implementation requires understanding its potential benefits, challenges, and critical 

milestones (John Smit, 2024). While AI adoption in banking is progressing, further empirical 

research is needed to expand knowledge on its opportunities and challenges (Ahmad Ghandour, 

2021). There is an increasing need for empirical research, particularly targeting consumers' 

financial behaviours along with the regulatory role of central banks, policy formulation for ethical 

conduct concerned with AI in financial planning forums, viz. mutual funds, insurance and 

retirement savings. (Hentzen et al). 

This review outlines the evolution effect of fintech in the banking sector. It underscores the 

relevance of strategic adoption, ethical practices, and collaborative innovation to harness AI's full 

potential in reshaping the financial landscape. 

 

Objectives of the Study: 

1. Analyse the impact of how AI technologies viz. Natural Language Processing, Machine 
Learning, Predictive Analytics & Robotic Process Automation on traditional banking system. 
 

2. Investigate AI driven customer experience enhancements in the fintech segment of the 
banking industry for instance personalised banking services & financial planning, customer 
support through chatbots etc. 
 

3. Assess the role of AI in enhancing security measures and fraud detection in fintech. 
 

4. Study how AI technologies are garnering underserved & unbanked populations towards 
financial inclusion, analyzing the effectiveness of AI-driven credit scoring systems, and the 
impact on loan accessibility. 

 
5. Forecast future developments in AI that could further revolutionize fintech in banking, 

focusing on emerging technologies such as blockchain integration, advanced data analytics, 
and AI-driven investment strategies. 
 

Research Methodology   

This section outlines the research methodology employed to investigate the role of Artificial 
Intelligence (AI) in driving the growth of FinTech in the banking sector, focusing on insights derived 
from both prospective and existing banking customers.   
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Research Design 

The primary data was collected through a structured survey distributed among the target audience. 
The research design emphasizes understanding customer perceptions, expectations, and 
experiences regarding the adoption of AI-driven solutions in banking services.   
 

Sampling 

The target population includes both existing and prospective customers of banking services.   
Existing Customers: Individuals currently using banking products and services.   
Prospective Customers: Individuals considering or intending to engage with banking services in 
the near future.   
A stratified random sampling method was employed to ensure representation across diverse 
demographics, including age, gender, occupation, education level, and geographic location. The 
sample size was determined using statistical methods to achieve adequate representation and 
ensure reliable results.   
 

Data Collection Method 

Primary data was collected using a survey questionnaire designed to capture qualitative 
responses.   
Survey Tool: A structured questionnaire was developed, incorporating both closed-ended and 
open-ended questions.   
The questionnaire was divided into the following sections:   
1. Demographics: Age and gender of respondents.   
2. Banking Behaviour: Usage patterns and preferences in banking services.   
3. Perceptions of AI in Banking: Awareness, attitudes, and expectations regarding AI-enabled 
banking solutions such as chatbots, fraud detection systems, personalized financial advice, etc.   
4. Impact of AI on Customer Experience: Perceived benefits, concerns, and willingness to adopt AI-
driven services.   
 

Data Analysis 

Qualitative Analysis: Open-ended responses were analyzed thematically to extract key insights and 

customer sentiments.   

By employing this robust methodology, the study aims to provide meaningful insights into how AI 

is shaping the FinTech landscape in the banking sector, highlighting customer-driven perspectives 

and future potential.   

Banking Revolution – 5.0: The banking industry has certain hotspots which are fundamental to 

the customer experience and these command a premium in terms of the mind share of industry 
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researchers as well as analysts alike.   To name a few – the payments space, the money transfer 

bucket and lastly the ease with which business can transact across borders to facilitate industry 

and commerce.  Another aspect to the Fintech innovation and the extensive use of AI at present in 

many geographies is the use of unregulated Digital currencies such as bitcoin, etherum over central 

bank governed digital currencies viz. the Digital Yuan or the E-rupee.  This medium offers an 

opportunity and means to interchange value. Our point of view however, is that, the intrinsic value 

of this will evolve from the application of the underwriting technology/ infrastructure.  As for the 

CBDC launched by RBI which being pilot tested for both retail and wholesale segments has 

components based on the block chain technology. This initiative will facilitate increased volume of 

low-cost real-time transactions not only within the economy but world over. Moreover, these 

transactions are under the regulatory oversight of the central banks completely downsizing risks 

posed by the unregulated digital currencies. 

Forthcoming disruption on this front are wearable payment accessories in the form of a silicon loop, 

silicon band and silicon strap named Tap Tap launched by an Indian fintech payment start-up 

Billbox which has existed in the industry since the past 16 years. These wearables have been 

launched in association with NSDL Payments Bank & Visa. These wearables will act as a catalyst to 

the ecosystem of digital payments doing away with cards and QR codes accelerating the volume of 

transactions thereby boosting our digital payments index. However, the debate continues how 

secure the same will be from the perspective curbing ever increasing cybercrimes.  

Image 2: Payment Wearables introduced by Billbox 

 

Source: Business Insider  
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A counter to the card payments or use of passwords is also the introduction of using biometrics, 

face recognition, even an iris scan, retinal scan or voice enabled payments. These modes are 

relatively safer, convenient as well as cost effective as the banks or the biometric payment service 

providers derive the actual fingerprint of the customer through the point-to-point measurement of 

the fingerprint encrypted in their database. Payment gateways Visa and Mastercard are coupling 

the existing chip enabled cards with biometrics to reduce the cyber frauds particularly debit card 

skimming. According to the report published by Juniper research, biometric payments are expected 

to reach $2.5 trillion by 2024 with the inclusion of more than 80% of the smartphones having an 

in-built biometric hardware by then which will facilitate these payments seamlessly.   

 

Image 3: Working of Biometric Card powered by Mastercard 

 

Source:https://www.mastercard.us/en-us/business/overview/safety-and-security/authentication-

services/biometrics/biometrics-card.html 

In Beijing, Tencent has introduced payments by scanning palm prints over scanners at metro 

stations through its WeChat Pay service. The AI enabled technology developed by Tencent’s own 

lab named YouTu scans both hand’s veins as well as surface level palm prints for processing of 

payments for the metro passengers. However, the risk of cybersecurity still looms over the 

biometric data theft whereas people choose convenience of paying with their palm rather than 

phones. Adding to this, in 2020 Amazon introduced its own hand-scan technology known as 

Amazon-One in its physical retail stores and is now further expanding it to its 500+ Whole Foods 

grocery stores across the United States. In its counter to the risk of cyber theft with respect to 

customer’s biometric data Amazon enforces that all the biometric data is secure in its AWS cloud 

with multiple security controls. Amazon has tokenised the palm patterns and veins to create unique 

and distinct palm signatures which generate humongous quantum of data with respect to customer 
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preferences further enabling Amazon through the use of predictive analytics to outline customised 

shopping experiences and marketing recommendations which further contributes to boosting 

Amazon’s revenue rather than simply facilitating customer payments. The Amazon-One model can 

be replicated by emerging private banks in India to enable payments in collaboration several 

merchants to deep dive into the purchasing power of their customers further more customise 

personal banking experience by offering varied banking products to them without comprising on 

the risk of cyber theft of customer data.  

5. Challenges to the Banks - The question that needs to be answered by banks is “how will they 

continue to be relevant for customers and ensure that they manage proactively the expectations 

from them?”  The fact that the banking sector is witnessing steady disruption is quite well 

established.  With the banking sector witnessing a financial crisis periodically the degree of public 

trust has gradually been eroded if not eliminated.  The extensive use of AI and Fintech dependent 

platforms / companies like Apple pay, paytm, gpay make the very existence of the banks subject 

to huge vagaries of the customer preferences in different parts of the world.  In emerging markets 

this phenomenon is very vividly being paved to the extent that the entire play book for the banking 

industry is being transformed.   Customers do not perceive banks as the default provider or first 

port of call – as the banking industry has more excitement to offer.  A very insightful and direct 

question that we must ask ourselves – Will banks continue to exist? while individuals and 

businesses will always need banking services. 

We hold a view that the ultimate risk that banks run is with the ownership of the customer.   The 

notion that actually strengthens this business case is that Fintech companies piggy backing on the 

AI platforms provide innovative consumer friendly services which leads to the ownership being 

transferred out of the brick-and-mortar banks.  When such a phenomenon occurs what really 

suffers is a bank’s brand equity.  If one were to include the high compliance and operating costs of 

traditional banks the business case / model for them is weak.  The P2Ps and the Fintech, not only 

score high on customer satisfaction but also have reduced operational overheads than banks and 

have low capital requirements too. The intersection of AI with the banking functions has resulted 

in the launch of neo banks in India viz. Jupiter, Niyo Neobank, RazorpayX which are completely 

digital largely catering to the main pillar of our economic trinity that is demography – working 

segment of our 140-crore population. In the years ahead it can be a torch bearer for financial 

inclusion with seamless digital experiences, agility, enhanced risk management, better fraud 

detection & prevention along with a customer centric approach. AI powered prescriptive analysis 

can help these Neo banks cater to the undeserved, unbanked or even underbanked segments by 

providing banking interface in different regional languages as well as assess credit worthiness of 

these segments to offer varied financial products such as Rupay Kisan Credit Card, microinsurance, 
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small ticket loans or even commercial vehicle loans etc. The existing regulatory framework is the 

major deterrent to the progress of these Neo banks in our country, given the central bank finds a 

solution to balance growth and regulatory compliances Neo banks can scale to new heights within 

the banking ecosystem Kotak 811 being a worthy mention of the same. 

6. Data Analysis & Interpretation: 

Primary data analysis was conducted through the survey method by administering a google form 

to understand and explore the current and future applications of artificial intelligence in the 

banking industry. Feedback from 68 respondents was generated.  

1. Respondent’s profile:  

 

 

The pie chart shows the age distribution of 68 survey respondents, categorized into four age 

groups: 

a. 18-25 years: This is the largest age group, comprising 39.7% of the respondents. This 

suggests that the survey sample is skewed toward younger adults, which may influence the 

survey’s insights, especially if opinions or preferences vary significantly by age. 

b. 26-35 years: The second largest group at 20.6%. This adds to the young to middle-aged 

representation within the sample. 

c. 36-45 years: Representing 23.5% of the respondents, this group contributes to a balanced 

representation of adults in their early to mid-career stages. 

d. 46-60 years: The smallest group, with 16.2% of respondents. This might indicate fewer 

responses from older individuals, which could be a limitation if their perspectives are critical 

to the survey topic. 
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The pie chart shows a gender distribution among 68 respondents. Here’s a brief analysis: 

The respondents are divided nearly equally by gender, with 52.9% identifying as male and 47.1% 
as female. Slight Male Majority: Although the distribution is close, there is a slightly higher 
percentage of male respondents. 

This almost balanced gender distribution could suggest diversity within the survey sample, which 
may be beneficial for ensuring varied perspectives. 

 

This bar chart reflects respondents' awareness of different AI technologies being used in fintech. 

Here’s an analysis: 

• Machine Learning (ML): A vast majority of respondents (88.2%) are aware of ML in fintech, 

making it the most recognized AI technology in this sector. This could be due to ML's 

prominent role in applications like fraud detection, personalized financial services, and 

credit scoring, which are widely publicized and understood. 
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• Predictive Analytics: With 72.1% awareness, predictive analytics is the second most 

recognized tool. This technology is critical in fintech for forecasting market trends, assessing 

risks, and supporting investment decisions, which might explain its high awareness among 

respondents. 

• Natural Language Processing (NLP): Awareness of NLP is moderate, at 38.2%. NLP's 

applications in fintech include customer service chatbots, voice recognition in banking, and 

sentiment analysis. The lower awareness might reflect that these applications are less visible 

or less emphasized compared to ML and predictive analytics. 

• Robotic Process Automation (RPA): RPA has the lowest awareness, at 33.8%. Although RPA 

is commonly used in operational efficiency improvements, such as automating routine tasks 

(e.g., data entry and compliance checks), it might be less recognized because it operates 

more in the backend rather than through customer-facing functions. 

The data suggests that respondents are most familiar with technologies that directly impact 

user experience and data-driven decision-making, like ML and predictive analytics. In contrast, 

tools like NLP and RPA, which may be more specialized or operate in the background, have 

lower awareness. This trend could influence how fintech companies prioritize educational 

efforts and transparency in AI-driven innovations. 

 

 

This chart shows survey results on anticipated future innovations in banking transactions. Out of 

68 responses, participants were asked to identify which technologies they believe will be used for 

banking in the near future. Here is an analysis of the data: 
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• Biometric Scans: This option, which includes technologies like iris, palm, and face scans, is 

overwhelmingly favoured, with 61 out of 68 respondents (89.7%) seeing it as a likely 

innovation. This strong response suggests that many believe biometrics will play a key role 

in the security and convenience of future banking. 

• Wearables for Payments: Items such as rings or bracelets used for payments were the 

second most selected option, with 34 responses (50%). This indicates that wearable 

technology is also viewed as a significant tool for facilitating quick and easy transactions, 

although it is less favoured than biometrics. 

• Smart Glasses: Smart glasses were chosen by 28 respondents (41.2%), reflecting moderate 

confidence in their future relevance to banking. This technology is likely perceived as an 

enhancement for users wanting hands-free, augmented reality capabilities, though it may 

still be viewed as niche or specialized compared to biometrics. 

• Keychains: Only 11 respondents (16.2%) believe keychains will be used for banking 

transactions, making this the least favoured option. This may suggest that keychains are seen 

as outdated or less innovative compared to the other options presented. 

In summary, biometric scans have a strong lead as the most anticipated innovation, with wearables 

and smart glasses as potential secondary technologies. Keychains, by contrast, appear less likely to 

be part of the future of banking transactions according to respondents. 

 

This chart illustrates respondents' comfort level with conducting various banking transactions—

such as loan applications, statement retrieval, and other services—at a digital kiosk or through fully 

automated systems like robots and machines. Out of 68 responses, the data reveals the following: 

1. Comfortable with Automation (Yes): A significant majority, 82.4% (56 out of 68 

respondents), indicated they would be comfortable using automated kiosks or machines for 
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banking transactions. This suggests a strong openness among users to embrace automation 

in banking, likely due to the convenience and efficiency it can offer. 

2. Uncomfortable with Automation (No): Only 17.6% (12 respondents) expressed 

discomfort with the idea of fully automated banking transactions. This minority may have 

concerns related to privacy, security, or a preference for human interaction when handling 

financial matters. 

In summary, the data suggests that most respondents are receptive to digital and automated 

solutions for banking services. This trend points toward a positive perception of technology's role 

in simplifying banking processes, though a small portion still values traditional or human-assisted 

services.This chart shows respondents' willingness to use AI for predicting market trends and 

future outlooks for personal financial planning. Out of 68 responses, the data is distributed as 

follows: 

1. Willing to Use AI (Yes): A large majority, 83.8% (57 out of 68 respondents), indicated that 

they would use AI for financial predictions. This shows a strong level of trust in AI’s potential 

to provide insights that could aid in personal financial planning. Many respondents likely 

see AI as a valuable tool for improving accuracy and making informed financial decisions. 

2. Unwilling to Use AI (No): Only 16.2% (11 respondents) are not inclined to use AI for financial 

forecasting. This minority may have concerns about the reliability of AI predictions or a 

preference for traditional financial advice methods. 

In summary, there is a high level of openness to adopting AI in personal finance among respondents, 

indicating confidence in its ability to enhance financial planning through advanced data analysis 

and trend prediction. However, a small segment still shows hesitation, possibly due to concerns 
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about trust or accuracy. This chart represents the opinions of 68 respondents on whether AI can 

improve cybersecurity and reduce white-collar crimes. 

Key Insights: 

• 58.8% (Yes): The majority believe that AI can play a significant role in enhancing 

cybersecurity and curbing white-collar crimes, likely due to AI's ability to detect patterns, 

automate threat monitoring, and analyze data at scale. 

• 41.2% (No): A significant minority are skeptical, possibly due to concerns about AI's 

limitations, vulnerabilities, or its potential misuse by criminals. 

Observations: 

The responses suggest optimism about AI's role in cybersecurity, but there is a notable level of 

doubt. This highlights the need for robust AI implementation, addressing ethical concerns, and 

ensuring transparency to maximize its effectiveness in combating cybercrime. 
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1. Top Areas of Improvement: 

o Real-time fraud detection and prevention: Chosen by 73.5% (50 responses), 

indicating strong recognition of AI’s capability to secure financial systems against 

fraud. 

o Personalized financial advice and planning: Selected by 64.7% (44 responses), 

reflecting AI's potential to provide tailored financial solutions. 

2. Other Applications: 

o Predictive analytics for anticipating customer needs: Chosen by 61.8% (42 

responses), highlighting AI's ability to enhance proactive services. 

o Automated customer support and chatbots: Selected by 52.9% (36 responses), 

showing that many value AI for efficient and scalable customer service. 

Observations: 

• Fraud prevention is seen as the most impactful area where AI can improve customer 

experience, likely due to increasing cybersecurity concerns. 

• Personalization and predictive analytics are also highly valued, reflecting a demand for 

tailored financial services and forward-looking solutions. 

• Automated support, while ranked lowest, still garners significant interest, indicating its 

importance in streamlining customer interactions. 

Overall, AI’s potential to transform finance is widely acknowledged, with security and 

personalization emerging as priority areas. 

 

 

 

 

 

 

 

 

This bar chart illustrates survey responses on which areas of fintech are perceived to have the 

greatest potential for AI-driven revolution. Key insights include: 
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1. Digital Payments is the most selected area, with 46 votes (67.6%), suggesting strong belief 

in AI's ability to enhance payment processing, fraud detection, and efficiency in this space. 

2. Investment Management follows closely with 41 votes (60.3%), indicating that AI's 

capabilities in portfolio optimization and risk assessment are highly valued. 

3. Lending and Credit Scoring and Regulatory & Compliance Technology tie at 34 votes (50% 

each), highlighting the significance of AI in improving credit assessments and compliance 

processes. 

4. Marketplace for Insurance Products is the least selected, with 20 votes (29.4%), possibly 

reflecting either lower perceived impact of AI in this domain or less familiarity with its 

applications there. 

Overall, the data suggests a strong belief in AI's transformative role, particularly in enhancing 

operational efficiency, decision-making, and customer experiences in fintech. 

This bar chart presents the primary challenges in implementing AI in the fintech segment of the 

banking industry, based on survey responses. Key observations are: 

1. Data Privacy & Security is the most significant challenge, selected by 55 respondents 

(80.9%). This underscores the critical concern about protecting sensitive financial and 

personal data when integrating AI systems. 

2. High Implementation Costs is the second most cited challenge, with 38 votes (55.9%), 

reflecting the financial burden of adopting AI technologies, including infrastructure and 

maintenance costs. 

3. Regulatory & Compliance Issues received 31 votes (45.6%), indicating that navigating 

complex legal and regulatory landscapes is a considerable obstacle. 

4. Lack of Skilled Personnel was selected by 22 respondents (32.4%), suggesting that the talent 

gap in AI expertise is a relatively less prominent but still important barrier. 
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Overall, the findings highlight that while AI offers transformative potential, concerns around 

security, cost, and compliance remain critical barriers to its adoption in fintech. Addressing these 

issues will be essential for broader implementation. 

This bar chart reflects survey responses evaluating the impact of AI on customer service in banking, 

using a scale of 1 (minimal impact) to 5 (high impact). Key observations are: 

1. Moderate to Significant Impact: A majority of respondents rated the impact as 3 or higher: 

o 28 respondents (41.2%) rated it as 4, indicating a substantial positive impact. 

o 21 respondents (30.9%) rated it as 3, suggesting moderate improvement. 

o 10 respondents (14.7%) rated it as 5, signifying a high level of transformation. 

2. Minimal Impact: Few respondents perceived low impact: 

o Only 8 respondents (11.8%) gave a rating of 2. 

o A negligible 1 respondent (1.5%) rated it as 1. 

The data suggests that AI has had a largely positive impact on customer service in banking, with 

many seeing it as a driver of significant improvements, likely through tools such as chatbots, 

automated processes, and personalized services. However, a smaller portion of participants 

remains skeptical about its transformative potential. 
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This slide presents the results of a survey question on how respondents foresee the role of AI 

evolving in the fintech segment over the next five years. 

Key Observations: 

1. Majority Optimism: 

o The most common response was a 5 (highest level of agreement), chosen by 50% (34 

out of 68 respondents), indicating strong optimism about AI's role in fintech. 

o A 4 was selected by 39.7% (27 respondents), suggesting that a significant number of 

people also foresee a major role for AI, though slightly less enthusiastic than the 

highest score. 

2. Minimal Skepticism: 

o Only 1.5% (1 respondent) rated it as a 1, showing very low expectation of AI's 

evolution in fintech. 

o Similarly, 2.9% (2 respondents) chose 2, further highlighting the limited skepticism. 

3. Neutral Views: 

o 5.9% (4 respondents) rated AI's role as a 3, reflecting a neutral or moderate stance. 

Insights: 

• Consensus Towards Significant Evolution: Over 89.7% (61 out of 68 respondents) rated AI's 

role as either 4 or 5, showcasing strong agreement that AI will play a substantial role in 

shaping the fintech industry. 

• Minimal Resistance: Very few respondents doubted AI’s potential impact, indicating a broad 

acceptance of AI as a transformative force in fintech. 



MET Srujan (Volume -1, Issue 1, January-June 2025)                                          eISSN: 3048-7188 

 

 

85       

This data highlights widespread optimism and confidence in the increasing influence of AI within 

the fintech segment over the next five years. 

 

This slide presents survey results on whether respondents recommend increased adoption of AI 

technologies in the fintech segment. 

Key Observations: 

1. Strong Support: 

o A 4 rating was the most selected, chosen by 38.2% (26 out of 68 respondents), 

indicating significant support for increasing AI adoption. 

o A 5 rating, the highest level of support, was selected by 33.8% (23 respondents), 

showing a similar level of enthusiasm. 

2. Moderate Agreement: 

o 19.1% (13 respondents) rated their recommendation as a 3, reflecting a moderate 

stance on increasing AI adoption. 

3. Low Opposition: 

o A small minority chose 1 or 2 (4.4% each, 3 respondents each), representing minimal 

opposition to adopting AI in fintech. 

Insights: 

• Positive Sentiment: Over 72% of respondents (49 out of 68) rated their recommendation as 

4 or 5, suggesting a majority are in favor of accelerating AI adoption in fintech. 

• Limited Dissent: Only 8.8% (6 respondents) expressed clear opposition, signaling minimal 

resistance to this trend. 



MET Srujan (Volume -1, Issue 1, January-June 2025)                                          eISSN: 3048-7188 

 

 

86       

• Neutral/Undecided Group: A notable portion (19.1%) remains neutral, indicating there 

might be concerns or uncertainties that need to be addressed. 

The data shows widespread support for increasing AI adoption in fintech, though some respondents 

remain cautious or unconvinced. 

 

This slide shows survey results regarding how important respondents believe it is for banking 

institutions to invest in AI. 

Key Observations: 

1. High Importance: 

o The majority rated this as highly important: 

▪ 47.1% (32 out of 68 respondents) gave the highest rating of 5. 

▪ 42.6% (29 respondents) rated it as a 4. 

o Combined, 89.7% of respondents consider AI investment in banking to be important 

or very important. 

2. Neutral or Lower Importance: 

o 4.4% (3 respondents) gave a neutral rating of 3, indicating moderate importance. 

o Minimal skepticism is observed, with only 4.4% (3 respondents) selecting 1 and 1.5% 

(1 respondent) selecting 2. 

Insights: 
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• Strong Consensus on AI's Importance: The overwhelming majority (89.7%) see AI 

investment as critical for banking institutions, indicating widespread recognition of AI's 

potential to transform the sector. 

• Minimal Resistance: Very few respondents doubt the importance, highlighting broad 

acceptance of AI's value in banking. 

• Strategic Implications: This strong consensus suggests that banks prioritizing AI 

investments are aligned with industry expectations and may gain a competitive edge. 

Overall, the data underlines the perceived necessity for banks to adopt and invest in AI technologies 

to remain relevant and competitive. 

Concluding Remarks: 

Visit a bank near you to experience change that is coming – One view that is emanating is that 

the current banking system may not be equipped to carry out the challenging task of adapting to 

the new digital landscape.  The evolving nature of AI technologies requires the central banks to 

address the regulatory concerns and ensure they are adept to the progress of banks. Given the 

financial turmoil some major banks find themselves embroiled in, banks may continue to face 

increasing capital and regulatory constraints. In such a scenario, market place lending platforms 

holds the key to making finance as significant and well distributed as it should be.   

Our point of view is very specific – i.e. adopting new data sources and underwriting techniques as 

well as using cost- reducing and feature enabling technologies like bitcoin and the block-chain is 

where the next major opportunities will be unlocked.  The entire world of lending in the new decade 

can come with the promise of transforming the world.  The addressable market globally is huge and 

there are plenty of high-grade loans to be made for the banks to prosper and strengthen their 

business models. The implementation of AI also necessitates the requirement for recruiting skilled 

talent as well as upskilling the existing workforce to execute and leverage these technologies to the 

banks advantage. It is a pre-requisite to establish an equilibrium between the ethical concerns that 

AI brings on the table of increased use of customer data and declining customer privacy with 

optimal cyber fraud detection and prevention techniques. As India visualises to being a developed 

nation in 2047 it will certainly endorse the partnership between the AI and fintech to deepen its 

roots reshaping the banking landscape by not only enhancing customer experiences but also 

improving the operational efficiency thereby preventing another systemic crisis. 
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