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Abstract: Banks are undergoing a technological transformation as a result of AI and ML, which are boosting operational
efficiency, improving the customer experience, and bolstering security measures. Automating procedures, analysing massive
volumes of data, and making data-driven decisions has never been easier than with these tools. Banking in the modern day is
increasingly dependent on chatbots driven by artificial intelligence, fraud detection systems, risk assessment tools, and
individualised financial services. This research explores the possibilities, challenges, and outcomes of the banking industry's
transformation brought about by AI &amp; ML. In order to improve banking efficiency, save costs, and decrease risks while
addressing regulatory and ethical concerns, the report highlights the increasing dependence on AI-driven solutions.
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INTRODUCTION

With the rise of digital technologies, the banking sector has experienced a dramatic upheaval. Of these, AI
and ML have been the most revolutionary, changing the way conventional banks do business. Thanks to AI
and ML, automation is now second nature, decision-making is better, and interactions with customers are
better than before. Banks are now able to analyse massive databases, identify fraudulent activities, provide
individualised financial advice, and simplify risk management procedures thanks to these technological
advancements. Banks are able to make data-driven judgements with the use of Machine Learning
algorithms for credit scoring, loan approvals, and risk assessment. Furthermore, fraud detection systems
powered by AI examine transaction patterns in order to spot irregularities and forestall financial crimes.
Regulatory compliance, ethical considerations, data privacy, and other issues arise when AI and ML are
used in banking, despite these improvements. Responsible AI deployment is essential for financial
organisations to keep their customers' trust.

Machine learning and AI in banking

AI and ML have significantly influenced various aspects of banking, contributing to improved efficiency,
security, and customer satisfaction. Key roles of AI and ML in banking include:

1.     Customer Service and Chatbots: AI-driven chatbots provide 24/7 customer support, handling
inquiries, resolving issues, and offering personalized financial advice.

2.     Fraud Detection & Prevention: In order to detect questionable actions and prevent fraudulent activity,
ML algorithms examine transaction data in real-time.
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3.     Risk Assessment & Credit Scoring: Clients' creditworthiness is determined by AI-powered models
that examine their financial records, patterns of behaviour, and other pertinent data.

4.     Automated Loan Processing: AI enhances the accuracy and speed of loan approvals by automating
documentation and verification processes.

5.     Personalized Banking Services: AI analyzes customer behavior and preferences to offer tailored
financial products and services.

6.     Regulatory Compliance & Risk Management: AI-driven systems help banks comply with regulations
by monitoring transactions, detecting anomalies, and ensuring adherence to policies.

7.     Investment and Wealth Management: Customers' risk tolerance & market trends affect the investing
decisions made by robo-advisors powered by AI.

Banks may anticipate more efficient operations, better security, & better client experience as a result of AI
and ML's growing role in the industry. However, addressing ethical concerns, data privacy issues, and
regulatory challenges remains crucial for the successful implementation of AI-driven banking solutions.

Modern AI Use Cases in Banking

The introduction of AI has brought about a sea change in the banking industry, ushering in a new age of
efficient, individualised banking. Machine learning has the potential to automate repetitive tasks, enhance
the customer service experience, and make online banking secure for everyone. An analysis by Jaiwant
(2022) highlights how AI has revolutionised customised banking. It has made financial services much more
customer-focused by providing streamlined financial offers. Industry 5.0, which seeks to merge humans
with artificial intelligence to create a personalised experience for every customer, encompasses this trend
towards AI-driven banking. Cybersecurity in the banking and financial services industries is another
important area where AI is being used.

While AI has the ability to improve customer behaviour analysis, fraud detection, and personal data
protection, Dhashanamoorthi (2023) notes that it also presents problems like high costs, unemployment,
cybercrime, and problems with explainability and transparency. While there are some limitations to AI in
banking, the study stresses the need of a balanced approach by recommending ethical design, legislation,
education, and human supervision to address these limitations. In their 2019 study, Mardanghom and
Sandal investigate how artificial intelligence has influenced the transition from traditional to online banking
in India. By analysing bank employee data, their study shows how AI has changed several parts of banking,
including cybersecurity, robo-advisors, chatbots, and credit scoring. The digital revolution of the banking
sector is propelled forward by the integration of AI into these areas, which boosts efficiency and
competitiveness.

Jain (2022) raises the importance of adequately protecting against these vulnerabilities, noting that they
significantly affect network applications vital to banking functions, such as online banking or virtual
shopping. The study demonstrates that AI could transform customer service and business processes, but
that security and ethical considerations should be thoroughly examined prior to implementation.
Personalised client experiences, stronger financial transaction security, and defence against cyber threats
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are just a few of the many current AI applications in banking. Artificial intelligence (AI) is emerging as a
game-changing technology for banks as they undergo digital transformation. A number of obstacles, such
as ethical concerns, a lack of transparency, and the necessity for human supervision, must be overcome
before AI can be effectively integrated into banking. So, taking advantage of AI's capabilities while making
sure its uses are transparent, fair, and secure is the way forward for the banking industry.

Integrating AI in Banking: Challenges & Constraints

Artificial intelligence (AI) is ushering in a new age for the banking industry, one that will see dramatic
improvements to both efficiency & customer service. Having said that, there are hurdles and restrictions to
this integration. Key opportunities and major challenges, including employment displacement, privacy
concerns, & loss of human touch in consumer interactions, are identified in Ghandour's (2021) thorough
systematic literature analysis. These challenges demonstrate the complexity of applying AI in banking and
underline the need for intelligent actions to mitigate any unintended effects. In a similar vein,
Dhashanamoorthi (2023) lists the pros and cons of AI in the financial sector. Possible results of integrating
AI include automation, improved customer service, and enhanced security. However, issues of data
privacy, ethics, & digital divide are brought to light by this. With an anticipated $64.03 billion in AI-related
banking transactions by 2030, resolving these issues is of the utmost importance for ensuring the safe and
effective use of AI.

The practical and technological hurdles of implementing AI in banking are the primary emphasis of Jain
(2022). These include, among other things, security holes in online apps that can jeopardise private
information and company processes. The significance of strong security protocols and the necessity for
continuous study to detect and address possible AI application vulnerabilities are both highlighted in this
scientometric review. Particularly pressing challenges highlighted by Ghandour (2021) include job losses
and concerns about user acceptance. Banks must find new ways to employ people who will be laid off as a
result of AI's automation of routine jobs while also protecting their customers' confidence and happiness
from the potential negative effects of AI. To achieve this goal, financial services must strike a balance
between becoming efficient through the use of AI and remaining customer-centric. Additional issues
brought up by the literature include privacy breaches and the decline in innovation and flexibility. The
potential for privacy breaches grows as banks acquire and analyse massive volumes of client data, calling
for tight data protection protocols. Additionally, AI decision-making systems should supplement human
intelligence rather than replace it, since over-reliance on AI has the propensity to limit human inventiveness
and adaptability. More widespread use of AI in banking faces significant obstacles, such as the digital
divide & need to connect AI with corporate strategies.

Both Dhashanamoorthi (2023) and Mithra et al. (2023) stress the need for AI projects to be in sync with
broader company goals and for all members of society to be able to reap the benefits of AI. This involves
making sure that the bank's AI projects help achieve its strategic goals and closing the digital gap by
providing underprivileged communities with access to banking services driven by AI. The banking industry
stands to gain a lot from AI, but the technology also comes with a number of restrictions and difficulties
that need careful management. We need a well-planned strategy that considers the social, ethical, and
practical effects to overcome these challenges. Bypassing these challenges, banks may revolutionise their
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operations & customer service with AI. Technological advancements will bolster human banking rather
than supplant it in the years to come.

LITERATURE REVIEW

Kartheek Pamarthi et al. (2024) The primary goal of this SLR was to collect all relevant data on the pros
and cons of AI in banking and to synthesise it. The SLR emphasised many opportunities for the sector that
are connected to AI. The banking industry is seeing a proliferation of fintech start-ups offering AI
solutions, and authorities are actively pushing for the industry's use of AI through legislation and
partnerships. There may be opportunities in the following areas: smart wallets; decision-making; problem-
solving; customer happiness or loyalty; procedure automation (particularly for repetitive processes);
cybersecurity; transaction enhancement; and the promotion of digital financial inclusion. However, the
most influential people in the banking industry will have to devise satisfactory plans to deal with current
and future AI problems. We have compiled a list of our top AI concerns, which includes job loss, issues
with user adoption or privacy, rigid AI, high operational demands, digital divide, inadequate data access,
AI not aligning with business strategies, and the emotional "human touch" that AI once provided.
Conversely, a large portion of the existing literature is descriptive in nature and draws heavily from
secondary sources. Additional empirical study is necessary to fully comprehend the opportunities and risks
presented by AI in the banking industry.

Lise Wei et al. (2023) In the age of precision oncology, there has been a concerted effort to improve cancer
detection and treatment by analysing multiomics data, which includes imaging radiomics and a variety of
genetic biomarkers. The exponential expansion of multiomics data, in conjunction with artificial
intelligence (AI) methods like ML and DL, may significantly alter cancer subtyping, risk stratification,
prognosis, prediction, and clinical decision-making. Various types of multiomics data and their use in
diagnosis and treatment are initially introduced in this article. Additionally, several validation techniques,
data fusion approaches, and modelling methods that rely on AI are demonstrated. Thirdly, oncology-related
examples and applications of multiomics research are provided. Lastly, we go over some of the problems
with the heterogeneity data set, the omics data availability, and the research validation. A lot of work
remains before we can close the gap between research results and real-world benefits in the areas of omics
data standardisation, computational infrastructure for data sharing and storage, novel techniques for data
fusion & interpretability, or large-scale prospective clinical trials.   That is the only way for multiomics
studies to lead to practical medical applications.

Omar H Fares et al. (2022) This study surveys the literature on AI in banking from 2005 onwards and
synthesises its findings. The authors of this study used a systematic literature review strategy to look for
similarities and differences in 44 different articles. The purpose of this article is to bring together academics
and businesspeople by outlining areas of study that show how AI is being used in banking. We expand
upon and classify the subthemes from previous research. The current study & issue findings form the basis
for the proposed AI financial service framework. Based on our findings, there is an abundance of literature
on AI in banking that addresses every angle, including strategy, process, & customer. These results might
help banking industry marketers and decision-makers maximise the value of AI technologies in their
strategic decisions. The findings of this study also provide avenues for future investigation.
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Caron et al. (2019) In order to better evaluate the creation, implementation, and expansion of complex
algorithms Artificial Intelligence (AI) this study seeks to raise more awareness and offer further
recommendations for the corporate governance of banks and national policy-making. It evaluates the
banking industry's most important concerns and the most pertinent difficulties posed by AI. It finds publicly
available algorithms, sorts them into three functional layers (internal, external, and regulatory), and then
assesses the pros and cons of each for financial service providers. Hard regulation and voluntary codes of
conduct are two examples of the several legal weapons described here; both national governments and
private enterprises can use them to their advantage in the pursuit of more openness and clarity in the law.
Additionally, the study stresses the significance of fostering innovation while guaranteeing the confidence
of financial consumers and providing sufficient protection for their privacy and human rights. In conclusion,
the article examines the sections of the EU's General Data Protection Regulation that pertain to algorithms'
use in decision-making and profiling, as well as current investment policies, laws, and ongoing regulatory
developments in a number of countries, including China, South Korea, the United Kingdom, and Canada.
According to the paper's findings, there have been and will be many more efforts to improve algorithm risk
management; these efforts should culminate in a G20 commitment to guiding principles for the ethical and
compassionate application of AI.

Praveen Kumar Donepudi et al. (2017) In the banking industry, the application of ML and AI has recently
increased. These organisations have made use of their tremendous potential to provide front- and back-end
business solutions that boost efficiency and delight customers. In this piece, we'll take a look at how the
banking industry is utilising computational intelligence to boost their operations, and we'll assess the
usefulness of machine learning and artificial intelligence across many functional domains. Although
conventional banks are rapidly adopting AI products like chatbots, fintech companies which appeared to
embrace AI years ago play an important role through innovation and make significant contributions to
financial intelligence. In conclusion, it would appear that the finance industry is being dominated by
technology that utilises ML/AI, and it would appear that we are unable to stop this from happening.

RESEARCH GAP

There are significant knowledge gaps since previous research on AI and ML in banking omits key
elements. While technical considerations have been considered, the trust & acceptability of AI-driven
banking services by customers have gotten very little focus. Further undermining transparency and trust is
the paucity of studies investigating the explainability and interpretability of ML and AI models used in
financial applications. In addition, studies on how to expand financial inclusion, cope with cybersecurity
and data privacy concerns, understand how new technologies impact worker skills and job patterns, and
integrate them with traditional banking procedures are scarce. Filling in these gaps in our understanding
will help us better grasp how the banking sector may use AI and ML to its advantage while minimising the
risks that come with them.

OBJECTIVES OF THE STUDY

1.     To examine the impact of ML and AI on banking sector efficiency and productivity.

2.  To identify the banking operations that are most affected by AI and ML, such as risk evaluation, client
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service, identification of fraud, and personalised banking.

3.     To conduct the research into the implementation of ML and AI in the banking industry.

HYPOTHESIS

Null Hypothesis (H0): There will be substantial difference amongst gender and the risks of using ML and
AI in banking industry

Alternative Hypothesis (H1): There will be no substantial difference amongst gender and the risks of
using ML and AI in banking industry

RESEARCH METHODOLOGY

The function of AI and ML in the financial sector is investigated in this paper via a mixed-methods
strategy. Quantitative data on opinions, uses, and effectiveness of AI/ML in credit evaluation, fraud
detection, customer service, and tailored banking products is gathered through surveys. Clients are selected
from a wide range of demographics through random selection, while a diverse representation is ensured
through deliberate sampling. Primary data is collected using questionnaires; secondary data is
supplemented with information found in papers and online communities such as Kaggle. As part of the
analysis, there are tools for statistical representation and recommendations for improving usefulness.

ANALYSIS AND INTERPRETATION

After collecting data, a Chi-square testing of independence can be utilized to find out if there is a statistic
substantial differences amongst the gender variable & level of concern regarding AI / ML difficulties. The
null hypothesis, which asserts that there is no significant relationship between gender concerns and the
risks posed by AI and ML, can be rejected when the p-values fall below a predetermined level of
significance, such as Î± = 0.05. When the p-value exceeds Î±, it becomes impossible to reject the null
hypothesis. The purpose of this research is to determine whether people's levels of concern over the risks
posed by AI/ML in the banking industry vary by gender. The investigation was carried out utilising Python,
which was made available via Google Colab, a shared platform for writing and running code, creating
visualisations, and doing statistical analyses.

RESULTS

Using the chi-square test, we determine whether there is a correlation between gender and concern about
the possible risks of AI & ML in this industry. The p-value is 0.102, not 0.05, therefore we can't reject the
null hypothesis even though it's larger than the alpha. That more women than men are concerned about the
security of AI and ML in banking lends credence to the idea that the null hypothesis is correct.

Significance level = 0.05

Degree of freedom = (r -1) * (c - 1) = 2 Chi-Square value: 4.55

P-value: 0.102

Demographic Variables

49

International Journal of Information Technology and Management
Vol. 19, Issue No. 2, August-2024, ISSN 2249-4510

Dr. Deval G. Vyas www.ignited.in



For each demographic category, including gender, age, profession, and level of acquaintance with the topic,
the number of respondents and percentage are provided. Learn more about the demographics of the
respondents by looking at Table 1. Based on the data in Table 1, we can see that 41% of the participants
are male & 59% are female. Almost half of the participants (53%) are in the 30–39 age bracket, and nearly
all of them (85%) are familiar with AI and ML. It is worth noting that 20% of the respondents work in
banking, 25% in data science or analysis, and 27% in information technology.

Table 1: Demographical Distribution

Variables Frequency (n = 100) Percentage

Gender   

Males 41 41

Females 59 59

Age   

18 - 29 25 25

30 -39 53 53

40 - 49 19 19

More than 50 3 3

Job   

Banking professional 20 20

Economic analyst 9 9

Data scientist/Analyst 25 25

IT professional 27 27

Business owner/Entrepreneur 12 12

Student 7 7
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Concepts of Familiar   

Very 43 43

Somewhat 42 42

Not very 13 13

Not familiar at all 2 2

 

The investigation is helpful for understanding the banking industry's AI and ML practices, integration, and
impacts. It seems like AI & ML are widely understood in the field, given the majority of respondents
showed a solid understanding of them. The findings indicate that AI and ML technologies are heavily used
in banking operations, especially for tasks like customer care, risk management, and fraud detection. This
highlights how important these technologies are for solving important problems and making banking more
efficient. Respondents' persistent worries about privacy, security, and ethics underscore the necessity for
stringent regulatory frameworks and risk mitigation measures. In spite of these concerns, AI-driven
financial services are becoming more popular, showing that the banking industry is making strides towards
welcoming technological advances.

Artificial Intelligence-Based Model for Detecting Credit Card Fraud

Following a recommendation, I built a Python model in Google Collab to identify instances of credit card
fraud through machine learning. The main objective is to detect fraudulent transactions. The model's
creation relied on secondary data. A website that is made to be more user-friendly.

Interpretation: Accuracy ratings are quite close between the two datasets (training and testing).
Accordingly, the model appears to be a reliable and practical tool for spotting instances of credit card
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fraud. Training data accuracy: 0.9479 Evaluation of testing data accuracy: 0.9492

CONCLUSION

The growing reliance of the banking industry on AI and ML technology is highlighted in this study. The
responses show that you understand AI and ML, however there are still issues because people have
different opinions on how practical they are. Nevertheless, advancements in machine learning and artificial
intelligence have demonstrated potential in critical areas like customer service, risk assessment, and fraud
detection, with the promise of enhancing efficiency, reducing risks, and improving consumer experiences.
There has been a shift in the way consumer expectations are being fulfilled, as seen by the increased usage
of AI-powered services. Integration for the long run, however, necessitates thorough investigation of
persistent security, legal, and ethical concerns. Going forward, banks must prioritise addressing these
difficulties if they want to fully utilise AI and ML to bring digital value to their clients.
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