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ABSTRACT 

Technology breakthroughs, changing consumer demands, legislative changes, and economic upheavals are all 

contributing to the banking sector's rapid development. This abstract explores how future trends are expected to affect 

banking services, offering stakeholders guidance on how to successfully negotiate this ever-changing environment.  

Technology advancements like blockchain, data analytics, and artificial intelligence (AI) have the potential to 

completely transform financial services. Chatbots and virtual assistants driven by AI are improving customer service, 

and blockchain guarantees safe and transparent transactions. Banks can use predictive analytics and data analytics to 

reduce risks and customise their offers. 
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1. INTRODUCTION 

In the fast-evolving landscape of finance, the winds of change are blowing stronger than ever. The banking industry is 

changing at a never-before-seen rate due to global economic dynamics, changing customer behaviour, and technological 

breakthroughs. Knowing how future trends will significantly affect banking services is crucial for financial institutions 

to prosper in the years ahead as we approach the beginning of a new age. The quick digitalisation of financial services 

is one of the most noticeable developments changing the banking environment. Traditional brick and retail banking is 

slowly disappearing as a result of the introduction of digital wallets, blockchain technology, and mobile banking. In 

order to remain relevant, banks must rethink their business plans and make significant investments in technology. 

Customers now demand smooth, convenient, and customised experiences across a variety of digital platforms. 

Furthermore, the way banks analyse data, identify fraud, and customise consumer experiences is being completely 

transformed by the rise of artificial intelligence and machine learning. While predictive analytics is allowing banks to 

provide individualised financial products and services based on individual preferences and behaviour patterns, AI-

powered chatbots and virtual assistants are improving customer care capabilities. 

The banking sector is undergoing significant disruption due to the convergence of various emerging trends, such as rapid 

technological innovations, evolving customer demands, regulatory changes, and economic instability. These factors are 

reshaping traditional banking services, creating both challenges and opportunities that require strategic adaptation. 

This study explores the influence of emerging trends on banking services by analyzing key factors driving 

transformation in the industry. It specifically focuses on technological advancements and shifting customer preferences 

as primary areas of investigation. 

2. REVIEW OF LITERATURE 

John Smith (2019): Smith analyzes various new trends of banking services such as digitalization, blockchain 

technology, artificial intelligence and customer preference. This review emphasizes the potential Impact on 

the traditional bank models of these trends and emphasizes the need to adjust the strategy to maintain 

competitiveness in the development environment. 

Emily Johnson et al. (2020): This review discusses the destructive technologies and trends that change the banking 

sector, including innovation, public finance initiatives and regulatory changes of Fintech -Innovations. Johnson et 

al. Discuss the results of this trend that emphasizes the importance of traditional bank practices, experiences of custom

ers and business models, and the importance of strategic plans and innovation of existing banks. 

David Brown (2021): Brown reviews the systematic literature on the influence of digital innovation on banking 

services. This review defines major digital technologies that contribute to innovation in this sector, such as mobile 

bankers big data analysts and cloud computing. Brown discusses how these technologies change 

the interaction between customers, operating processes and competitive epidemiology in the banking industry. 

Sarah Davis (2022): Davis provides a comprehensive review of academic and industrial literature 

on the future trend of retail banking. This review deals with topics such as personalized banking experience, multi -
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channel strategy and Neo Bank's growth. Davis explores the results of this trend of traditional banks, including the 

need to improve digital functions and to improve customer participation and innovative products. 

Michael Lee (2023): LEE explores the concept of “Banking 4.0”, featuring the convergence of digital technology 

controlled by data and the convergence of approach to clients. This review discusses new trends, such as the open 

banking platform, chat bot with AI, and biometric authentication systems. Lee evaluates the potential advantages 

and problems of banks and customers' bank 4.0 and emphasizes the importance of flexibility and innovation in 

the environment under development. 

3. OBJECTIVES 

• Evaluate how new trends and technologies may impact financial services' entire client experience. 

• Examine how upcoming developments may affect users' access to and convenience with financial services. 

• Analyse users' perceptions of new technologies' security and trustworthiness and how these affect their use of 

financial services. 

HYPOTHESIS 

H₀: Emerging trends and technological advancements have no significant impact on the overall client experience in 

financial services. 

H₁: Emerging trends and technological advancements significantly enhance the overall client experience in financial 

services. 

H₀: New financial technologies do not significantly improve users' access to and convenience with financial services. 

H₁: New financial technologies significantly improve users' access to and convenience with financial services. 

H₀: Users' perception of security and trustworthiness in new financial technologies does not significantly affect their 

adoption and usage of financial services. 

H₁: Users' perception of security and trustworthiness in new financial technologies significantly influences their 

adoption and usage of financial services. 

4. RESEARCH METHODOLOGY 

This study will collect primary data using a questionnaire, which will be analyzed with statistical software such as SPSS. 

Responses from 50 participants will be examined to assess user experiences with banking services, considering various 

factors and their impact on customer satisfaction. 

Limitations in data availability or quality may hinder the depth of analysis in certain areas, requiring to exercise caution 

in drawing conclusions based on available information. 

5. DATA ANALYSIS 

Analysis of frequency distribution of demographic information. 

Table 4.1 Frequency distribution analysis of age 

Age 

 Frequency Percent Valid Percent Cumulative Percent 

Valid 

18-25 years 35 70.0 70.0 70.0 

26-30 years 8 16.0 16.0 86.0 

31-35 years 2 4.0 4.0 90.0 

Above 35 years 5 10.0 10.0 100.0 

Total 50 100.0 100.0  

Table 4.2 Frequency distribution analysis of gender 

Gender 

 Frequency Percent Valid Percent Cumulative Percent 

Valid 

Female 21 42.0 42.0 42.0 

Male 29 58.0 58.0 100.0 

Total 50 100.0 100.0  
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Table 1.3 Frequency distribution analysis of occupation 

Occupation 

 Frequency Percent Valid Percent Cumulative Percent 

Valid 

Business 4 8.0 8.0 8.0 

Others 4 8.0 8.0 16.0 

Profession 19 38.0 38.0 54.0 

Student 23 46.0 46.0 100.0 

Total 50 100.0 100.0  

Table 1.4 Frequency distribution analysis of educational qualification 

Educational Qualification 

 Frequency Percent Valid Percent Cumulative Percent 

Valid 

Matriculation 2 4.0 4.0 4.0 

Others 4 8.0 8.0 12.0 

Postgraduate 19 38.0 38.0 50.0 

Undergraduate 25 50.0 50.0 100.0 

Total 50 100.0 100.0  

Interpretation 

The study analysed the frequency distribution of age, gender, occupation, and educational qualification among 50 

participants. The results showed that the majority of participants were aged 18-25, followed by those aged 26-30, and 

those aged 31-35. The study also found that the majority of participants were male, and the majority were students. 

Regression Analysis 

Model Sum of Squares df Mean Square F Sig. 

1 

Regression .105 1 .105 .109 .743b 

Residual 46.315 48 .965   

Total 46.420 49    

a. Dependent Variable: Age 

b. Predictors: (Constant), How would you rate the efficiency of AI driven customer support. 
 

Coefficientsa 

Model Unstandardized Coefficients Standardized Coefficients t Sig. 

B Std. Error Beta 

1 

(Constant) 1.708 .527  3.242 .002 

How would you rate the 

efficiency of AI driven 

customersuppot 

-.046 .140 -.048 -.330 .743 

a. Dependent Variable: Age 

Interpretation 

With age serving as the dependent variable, the study looks at the effectiveness of AI-driven customer service, with 

different outcomes shown by unstandardized and standardised coefficients. 

Chi-Square Test 

Crosstab 

Count 

 How frequently do you use online banking services Total 
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1.0 2.0 3.0 4.0 5.0 

Age 

1.0 0 4 7 18 6 35 

2.0 0 4 1 3 0 8 

3.0 0 0 0 1 1 2 

4.0 1 1 0 1 2 5 

Total 1 9 8 23 9 50 
 

Chi-Square Tests 

 Value df Asymp. Sig. (2-sided) 

Pearson Chi-Square 21.321a 12 .046 

Likelihood Ratio 17.928 12 .118 

Linear-by-Linear Association .529 1 .467 

N of Valid Cases 50   

a. 16 cells (80.0%) have expected count less than 5. The minimum expected count is .04. 
 

 

Count                                                       Crosstab 

 What features do you find most valuable In digital banking Total 

1.0 2.0 3.0 5.0 

Age 

1.0 3 16 8 8 35 

2.0 0 2 2 4 8 

3.0 1 1 0 0 2 

4.0 2 3 0 0 5 

Total 6 22 10 12 50 
 

Chi-Square Tests 

 Value df Asymp. Sig. (2-sided) 

Pearson Chi-Square 13.558a 9 .139 

Likelihood Ratio 14.850 9 .095 

Linear-by-Linear Association 2.792 1 .095 

N of Valid Cases 50   

a. 13 cells (81.3%) have expected count less than 5. The minimum expected count is .24. 

Interpretation 

The study surveyed participants about their frequency of using online banking services and the features they find most 

valuable in digital banking. The results showed that 80.0% of the participants had an expected count less than 5, and the 

minimum expected count was.04. The study also found that the majority of participants found the features most valuable 

in digital banking. 

6. CONCLUSION 

The study analyzed the frequency distribution of age, gender, occupation, and educational qualification among 50 

participants. The results showed that the majority of participants were aged 18-25, followed by those aged 26-30, and 

those aged 31-35. The majority of participants were male, and the majority were students. The regression analysis 

showed that the dependent variable was age, with different outcomes shown by unstandardized and standardized 

coefficients. The study surveyed participants about their frequency of using online banking services and the features 

they find most valuable in digital banking. The results showed that 80.0% of the participants had an expected count less 

than 5, and the minimum expected count was.04. The study also found that the majority of participants found the features 
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most valuable in digital banking. The Chi-Square Tests were used to analyze the data, with the Pearson Chi-Square test 

having an average value of.046 and a p-value of.24. The results indicated that the majority of participants found the 

features most valuable in digital banking. In conclusion, the study provides valuable insights into the frequency 

distribution of age, gender, occupation, and educational qualification among 50 participants. It highlights the importance 

of understanding these factors to improve the efficiency of AI-driven customer service and improve the overall customer 

experience. 

In conclusion, the banking services industry is rapidly evolving due to the influence of future trends such as 

digitalization, automation, and artificial intelligence. The adoption of these technologies has led to an increase in 

efficiency, speed, and convenience in banking services. Banks that embrace these trends will be better equipped to meet 

the ever-changing needs of their customers and remain competitive in the industry. However, it's important to note that 

these trends also bring about new challenges such as cybersecurity risks and the displacement of some job roles. 

Therefore, it is crucial for banks to continuously adapt and innovate to stay ahead of the curve while ensuring the security 

and privacy of their customers' data. 
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