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ABSTRACT: Digital transformation has become a pivotal force in reshaping the commercial banking sector, 
profoundly influencing both customer experience and operational efficiency. This research project aims to 
comprehensively analyze how digital initiatives have impacted these key areas within the context of commercial 
banking. The study will employ a mixed-methods approach, combining qualitative interviews with industry experts and 
stakeholders alongside quantitative data analysis derived from banking performance metrics and customer satisfaction 
surveys. The primary objective of this research is to identify the fundamental drivers and outcomes of digital 
transformation initiatives within commercial banks. Specifically, the study will investigate how various technological 
advancements, including mobile banking applications, AI-driven chatbots for customer support, and the implementation 
of blockchain technologies for secure transactions, have transformed the dynamics of customer interactions and 
optimized internal operational processes. Furthermore, the research will delve into the challenges encountered and best 
practices adopted by commercial banks in their pursuit of digital transformation. By analyzing real-world case studies 
and conducting in-depth interviews with banking professionals, the study aims to provide nuanced insights into the 
strategies employed by banks to navigate the complexities of digital disruption while enhancing overall customer 
experience and operational efficiency. The findings from this research will have practical implications for banking 
executives, policymakers, and researchers seeking to comprehend the multifaceted impacts of digitalization on banking 
services and operations. Ultimately, this study intends to contribute to the evolving discourse on digital transformation 
within the commercial banking sector and offer actionable recommendations for leveraging technology to drive positive 
change in customer experience and operational effectiveness.  
 

I.INTRODUCTION 

 

 The landscape of modern banking is undergoing rapid evolution, driven by the transformative power of digital 
technologies. The emergence of digital platforms has catalyzed profound changes in customer experience and 
operational processes within commercial banking institutions. This digital revolution has not only reshaped how 
customers interact with banks but has also revolutionized internal operations, fostering increased efficiency and agility 
in an industry traditionally characterized by legacy systems and bureaucratic processes.  
  
This industrial research project aims to comprehensively explore and analyze the multifaceted impact of digital 
transformation on customer experience and operational efficiency within the realm of commercial banking. As 
customers increasingly demand seamless and personalized banking experiences, banks face mounting pressure to adapt 
and innovate, harnessing digital tools and platforms to meet evolving expectations.  
  
The significance of this research lies in its potential to illuminate the intricate dynamics between digitalization, 
customer satisfaction, and operational effectiveness in the commercial banking sector. By investigating the drivers, 
challenges, and outcomes of digital transformation initiatives, this study endeavors to provide actionable insights for 
banks striving to thrive in the digital age.  
  
Employing a blend of qualitative and quantitative research methods—including surveys, interviews, and case studies—
this project will delve into the perceptions, behaviors, and preferences of both customers and banking professionals. By 
analyzing data from multiple perspectives, the research aims to uncover critical factors influencing the success of 
digital transformation initiatives and to identify best practices for enhancing customer experience and operational 
efficiency.  
  
 Ultimately, the findings of this research endeavor are expected to contribute significantly to the broader discourse on 
digital banking strategies, offering valuable insights for commercial banks navigating the complexities of digital 
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transformation. As the banking industry continues to evolve in response to technological advancements and shifting 
consumer expectations, understanding the impact of digitalization on customer experience and operational efficiency is 
paramount for staying competitive and meeting the needs of the digital-savvy clientele.  
  

II.OBJECTIVES 

  
1. Evaluate the extent to which commercial banks have adopted digital technologies and identify the specific 

digital initiatives implemented to enhance customer experience and operational efficiency.  
 

2. Investigate how digital transformation has influenced customer interactions with commercial banks, focusing on 
factors such as accessibility, personalization, and responsiveness of banking services.  

 

3. Explore the impact of digitalization on internal operational processes within commercial banks, including 
efficiency gains, cost reductions, and workflow optimizations.  

 

4. Determine the primary motivations and drivers behind commercial banks' decisions to invest in digital 
transformation, such as market competition, customer demand, regulatory changes, or technological 
advancements.  

 

5. Identify and analyze the challenges faced by commercial banks during the digital transformation journey, 
including technological complexities, organizational resistance, and cybersecurity concerns.  

 

6. Utilize quantitative methods to measure changes in customer satisfaction levels following the implementation of 
digital initiatives, comparing before-and-after scenarios.  

 

7. Investigate successful digital transformation strategies employed by leading commercial banks, highlighting key 
factors contributing to improved customer experience and operational efficiency.  

 

8. Based on research findings, offer practical recommendations for commercial banks to optimize digital 
transformation efforts, enhance customer experience, and maximize operational efficiency.  

  
III.SCOPE 

  
1. Investigate the various digital initiatives adopted by commercial banks, including the implementation of mobile 

banking apps, AI-powered chatbots, data analytics for personalized services, and blockchain technologies for 
secure transactions.  

 

2. Examine how digital transformation has reshaped customer interactions and experiences with commercial banks. 
This includes assessing the accessibility, convenience, and personalization of banking services delivered through 
digital channels.  

 

3. Analyze the impact of digitalization on internal operational processes within commercial banks. Focus on 
improvements in efficiency, automation of routine tasks, reduction of operational costs, and streamlining of 
workflows.  

 

4. Study the technological infrastructure required to support digital transformation initiatives in commercial banking, 
including considerations for cybersecurity, data privacy, cloud computing, and integration with legacy systems.   

 

5. Explore the challenges and strategies associated with managing organizational change during the digital 
transformation journey. This includes addressing cultural resistance, upskilling employees, and fostering a digital-
first mindset within the banking workforce.  

 

6. Consider the regulatory and compliance frameworks governing digital banking services. Evaluate how banks 
navigate regulatory challenges while implementing innovative digital solutions to enhance customer experience 
and operational efficiency.  
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7. Utilize quantitative methods to measure changes in customer satisfaction and engagement levels resulting from 
digital transformation initiatives. Analyze customer feedback and sentiment data to assess the effectiveness of 
digital enhancements.  

 

8. Conduct a comparative analysis of digital transformation strategies across different commercial banks. Identify 
success factors and best practices that contribute to improved customer experience and operational efficiency.  

 

9. Discuss emerging trends in digital banking and potential future directions for further enhancing customer 
experience and operational efficiency through continuous digital innovation.  

  
  

IV.LITERATURE REVIEW 

  
The existing literature exploring the impact of digital transformation on customer experience and operational efficiency 
in commercial banking provides a comprehensive examination of the evolving industry landscape. It offers detailed 
analyses of the trends, challenges, and opportunities ushered in by the widespread adoption of digital technologies by 
banks worldwide. A significant focus of this literature centers around customer experience, an area undergoing 
profound transformation as banks endeavor to meet the evolving expectations of their clientele.  
  
Researchers delve into the intricacies of enhancing customer satisfaction and loyalty through digital channels, 
addressing challenges such as security concerns, the importance of intuitive user interface design, and the critical role 
of personalization strategies. Concurrently, the literature emphasizes the imperative of driving operational efficiency 
through digitalization, with discussions centering on strategies like process automation, data analytics, and agile 
technology implementation to optimize internal workflows and drive cost savings.  
  
Furthermore, a recurring theme across the literature is the pivotal role played by data analytics in revolutionizing 
banking operations. From risk management to customer segmentation, fraud detection, and compliance reporting, data-

driven insights are increasingly recognized as indispensable tools for navigating the complexities of the modern 
banking landscape. Moreover, the human dimension of digital transformation emerges as a key consideration, with 
studies emphasizing the importance of effective organizational change management strategies.  
  
Looking towards the future, the literature offers insights into emerging technologies poised to further disrupt and 
reshape the banking sector. Artificial intelligence, blockchain, and augmented reality are among the transformative 
technologies discussed, offering glimpses into potential future trajectories of banking innovation. Additionally, 
regulatory considerations, case studies spotlighting successful digital transformation initiatives, and methodologies for 
measuring the impact of digitalization round out the literature, providing a comprehensive understanding of the 
challenges and opportunities inherent in the digital transformation journey.  
  
By synthesizing the insights gleaned from this rich body of literature, this research project aims to offer actionable 
recommendations for banks navigating the complexities of digital transformation. By enhancing both customer 
experience and operational efficiency, banks can position themselves at the forefront of innovation, driving sustainable 
growth and delivering value in an increasingly digital world.  

  
V.RESEARCH METHODOLOGY 

 
The research methodology for analyzing the impact of digital transformation in commercial banking will employ a 
mixed-methods approach. Quantitative data will be collected through surveys distributed to bank customers, capturing 
insights into digital service experiences and satisfaction levels. Stratified sampling will ensure demographic 
representation. Qualitative data will be gathered through interviews with key stakeholders, exploring digital 
transformation strategies and perceived impacts. Purposive sampling will select participants with relevant expertise. 
Additionally, secondary data analysis will review literature and reports to contextualize findings. Data analysis will 
utilize statistical methods for quantitative data and thematic analysis for qualitative insights. Ethical considerations, 
including informed consent and confidentiality, will be upheld. The study will acknowledge limitations and ensure 
validity through triangulation. The goal is to translate research findings into actionable recommendations for 
commercial banks navigating digital transformation.  
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Research hypothesis  
  
1. Hypothesis 1:  
- H0 (Null Hypothesis): There is no significant relationship between the extent of digital transformation 
initiatives implemented by commercial banks and customer satisfaction levels.  
- H1 (Alternative Hypothesis): Increased adoption of digital technologies in commercial banking positively 
correlates with higher levels of customer satisfaction.  
  
2. Hypothesis 2:  
- H0: There is no significant impact of digital transformation on operational efficiency within commercial 
banking institutions.  
- H1: Digital transformation initiatives lead to measurable improvements in operational efficiency, including 
reduced costs, streamlined workflows, and enhanced productivity.  
  
3. Hypothesis 3:  
- H0: Personalization strategies in digital banking do not significantly influence customer loyalty.  
- H1: Customized and personalized digital banking experiences contribute positively to customer loyalty and retention 

rates.  
  
4. Hypothesis 4:  
- H0: The level of organizational readiness for digital transformation does not affect the successful 
implementation and outcomes of digital initiatives in commercial banks.  
- H1: Higher organizational readiness, including leadership support and employee training, is positively 
associated with successful digital transformation outcomes in commercial banking.  
  
5. Hypothesis 5:  
- H0: Digital transformation initiatives do not result in significant improvements in risk management practices 
within commercial banks.  
- H1: Implementation of digital technologies enhances risk management capabilities, leading to more robust 
fraud detection, regulatory compliance, and data security measures.  
  
6. Hypothesis 6:  
- H0: There is no significant difference in customer experience between traditional banking services and 
digitally transformed banking services.  
- H1: Customers perceive digitally transformed banking services as more convenient, accessible, and 
userfriendly compared to traditional banking channels.  

  
  Source of data collection  
In researching the impact of digital transformation on customer experience and operational efficiency in commercial 
banking, data will be collected through various sources. This includes conducting surveys with bank customers to 
gather quantitative feedback on digital banking experiences and satisfaction levels, as well as administering employee 
surveys to assess perspectives on digital initiatives and operational impacts. Interviews will be conducted with key 
stakeholders within banks, such as executives and IT professionals, to obtain qualitative insights into digital 
transformation strategies and outcomes.   
Additionally, secondary data analysis will involve reviewing existing literature, industry reports, and bank performance 
metrics to contextualize findings and identify trends. Observations within bank branches and analysis of internal 
documents will provide further insights. By utilizing these diverse data sources, the study aims to comprehensively 
analyze the implications of digital transformation in commercial banking on customer experiences and operational 
efficiency.   
 

Ethical Considerations:  
- Participants will be fully informed about the research objectives, procedures, risks, and benefits before        
consenting to participate. They will have the right to withdraw from the study at any time without consequences.  
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- Participant data will be anonymized and kept confidential to protect privacy. Robust security measures will be 
implemented to safeguard sensitive information collected during the study.  
  
- Any potential conflicts of interest will be disclosed to maintain transparency. Relationships with stakeholders, 
such as banking institutions or technology providers, will be clearly communicated to ensure objectivity and integrity 
in research.  
  
- The research will adhere to ethical guidelines, institutional policies, and regulatory requirements governing 
research practices. This includes obtaining necessary approvals from ethics committees and complying with data 
protection laws.  
  
- Research objectives, methodologies, findings, and limitations will be communicated clearly and transparently 
to all stakeholders, including participants, industry partners, and the academic community. This ensures accountability 
and promotes trust in the research process and outcomes.  
  
 Data Operation and Management  
  
Data operation and management for the research paper on analyzing the impact of digital transformation in commercial 
banking will involve careful planning and execution. This includes designing structured surveys and interview 
protocols to collect quantitative and qualitative data respectively. Secondary data sources such as literature reviews and 
industry reports will complement primary data collection efforts. Data will be securely stored using encrypted databases 
or cloud platforms with stringent security measures. During data preprocessing, validation techniques will ensure data 
accuracy and completeness, followed by standardization for analysis. Quantitative data analysis will involve statistical 
software for descriptive and inferential analysis, while qualitative data will be analyzed using thematic coding methods. 
Anonymization will be applied to protect participant privacy, and access control measures will restrict data access to 
authorized researchers. Quality assurance will involve peer review and cross-verification of findings to enhance 
research validity. Ethical considerations will guide the entire process, ensuring informed consent, ethics committee 
approval, and adherence to data protection regulations. By following these practices, the study will generate reliable 
insights into the impact of digital transformation on customer experience and operational efficiency in commercial 
banking. 
 

VI.LIMITATIONS OF THE STUDY 

  
There are some limitations for research which are as follows: -  
  
a) Limited sample size or non-representative samples may affect the generalizability of findings to the broader 

commercial banking industry. The study's results may be specific to certain demographics or geographical regions.  
 

b) Response bias in surveys or interviews could skew results, especially if participants have strong opinions or 
experiences related to digital transformation in banking.  

 

c) Time constraints may limit the depth and breadth of data collection and analysis, potentially affecting the 
comprehensiveness of the study's conclusions.  

 

d) Limited access to internal banking data or proprietary information may restrict the researcher's ability to fully 
assess the impact of digital transformation initiatives on operational efficiency.  

 

e) Technological constraints, such as limitations of data analysis tools or platforms, may hinder the complexity and 
depth of data analysis.  

 

f) External factors, such as changes in regulatory policies or market conditions, could influence the study's findings 
over time, impacting the relevance of conclusions.  

 

g) Ethical considerations related to data privacy and confidentiality may impose restrictions on data collection and 
sharing, affecting the depth of analysis.  
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h) Assessing long-term impacts of digital transformation initiatives within the study's timeframe may be challenging, 
as some effects may unfold gradually over time.  

  
Data analysis and interpretation  

  
Data analysis and interpretation for the research paper on digital transformation in commercial banking will involve 
both quantitative and qualitative approaches. Quantitative data analysis will include descriptive statistics to summarize 
customer satisfaction levels and operational metrics, as well as inferential statistics to assess relationships between 
digital transformation factors and outcomes. Qualitative data will be analyzed using thematic coding and content 
analysis to extract meaningful insights from interview transcripts. Integration of quantitative and qualitative findings 
through triangulation will provide a comprehensive understanding of digital transformation impacts. Key findings will 
be highlighted, interpreted within industry contexts, and presented visually for clarity. Limitations of the study's 
analyses will be acknowledged, with suggestions for future research directions. Ultimately, data analysis will contribute 
valuable insights into the effects of digital transformation on customer experience and operational efficiency in 
commercial banking, informing strategic decision-making in the banking industry.  
  
Application of AI & big data for customer experience  
Advancements in artificial intelligence and big data analytics enable financial services to be more customer-centric by 
offering: Natural Language Processing, Deep learning, Intelligence automation, Computer vision, Neural Networks, 
Machine Learning, and Video Analytics  
(Indriasari et al., 2019).   

  
Big data has been defined as a large volume of high velocity, complex, and variable information that requires 
advanced techniques and technologies to be captured, stored, distributed, and analyzed by TechAmerica Foundation 
(Gandomi et al., 2015). For financial institutions, big data means more business opportunities and a holistic insight for 
customers and the market. (Indriasari et al., 2019). Table 1 & 2 summarizes the use of AI and big data analytics in 
select global banks.  
  

  
Bank  Functional Area  

Bank of America  Chatbot & AI-enabled tool for financial guidance through voice and text messages  

JPMorgan Chase  Easy-to-use mobile apps for new customer acquisition, especially millennials  

Wells Fargo  Easy-to-use mobile apps for new customer acquisition, especially millennials  

City Bank  Fraud detection  

JPMorgan  Process automation  

Bank  Objective  

HDFC  Bank  
OCBC  Bank  
Bank of China  

Providing relevant content through preferred channels  

GE Capitals  Capturing sales leads, optimization of customer experience  

HSBC  Directing customers to low-cost channels  

http://www.ijmrset.com/


International Journal of Multidisciplinary Research in Science, Engineering and Technology (IJMRSET) 

                          | ISSN: 2582-7219 | www.ijmrset.com | Impact Factor: 7.521| Monthly, Peer Reviewed & Referred Journal| 

| Volume 7, Issue 7, July 2024 | 

| DOI:10.15680/IJMRSET.2024.0707077 | 

IJMRSET © 2024                                                   |     An ISO 9001:2008 Certified Journal   |                                                 12358 

 

 

 

PKO Bank  
Polski  

Multi-channel campaign platform  

Laurentian Bank of 
Canada  

Multi-channel campaign platform  

Table 1: Implementation of AI in the global banks (Indriasari et al., 2019).   
  

Self-service technologies are also considered as a way to improve customer experience and refer to the interfaces to 
which customers may receive service without the direct participation of a company employee. (Curran & Meuter, 2005; 
Meuter et al., 2000) While reducing operational costs and increasing efficiency, (Kim & Yang, 2018), SSTs provide a 
continuous flow of experience, which may be good, bad, or indifferent (Berry et al., 2002). Banks make significant 
investments to implement those technologies and need to ensure a proper return.  
  
The definition of the chatbot has been done by Desaulniers (2016) as “interactive messaging powered by [AI].” And as 
“service, powered by rules and sometimes artificial intelligence that you interact with via a chat interface” By Schlicht 
(2016).  
  
In a consumer survey conducted by Dreyer (2016), chatbots were not considered as a solution to complex problems. 
Some consumers defined chatbot experience as frustrating and compared to the interactive voice response (IVR) 
systems. They also had concerns regarding the completeness of the information that can be provided by bots.  

  
Then offering the full information in the right time, format, and context to the customer will become the main 
determinant of a chatbot experience. Additionally, perceived ease of use by customers will affect their experience 
directly. And any poor information quality could increase the operational and maintenance costs (Trivedi, 2019). Gorla, 
Somers, and Wong (2010) added required responsiveness, empathy, and assurance dimensions to this picture. Lastly, 
the associated consumer risks with the offered new technology should be considered by banks which could be in many 
types; financial, time, psychological, social, and performance   

  
VII.CONCLUSION 

 

The research findings underscore the transformative impact of digital technologies on customer experience and 
operational efficiency within commercial banking. Digital transformation initiatives have significantly enhanced 
customer interactions, offering greater convenience, accessibility, and personalized services through digital channels. 
This has resulted in heightened levels of customer satisfaction and loyalty. Concurrently, digitalization has driven 
remarkable improvements in operational efficiency by automating processes, optimizing resource allocation, and 
leveraging data analytics to achieve cost savings and streamlined workflows.  
  
Despite these benefits, challenges such as cybersecurity risks, technological barriers, and resistance to change 
highlight the complexities associated with digital transformation in banking. To capitalize on opportunities and 
address challenges, commercial banks must prioritize strategic investments in technology infrastructure, talent 
development, and risk management. Ensuring data security, regulatory compliance, and ethical conduct is essential to 
maintain customer trust and mitigate risks.  
  
By embracing strategic imperatives and focusing on continuous improvement, commercial banks can navigate the 
digital landscape effectively. Through innovation, prudent risk management, and a customer-centric approach, banks 
can position themselves as agile, resilient, and digitally-driven institutions poised for sustainable growth and success 
in the evolving digital era. This research underscores the importance of digital transformation as a catalyst for 
positive change within the commercial banking industry, emphasizing the need for proactive adaptation and strategic 
vision to thrive in a digital-first environment.  
  

VIII.RECOMMENDATIONS 

 

- Prioritize investments in modern technology infrastructure, including core banking systems, cloudbased 
solutions, and emerging technologies like AI and machine learning. This will enhance operational capabilities and 
elevate customer experiences.  
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- Overcome technological barriers and legacy system constraints by achieving seamless integration and 
interoperability across digital channels. Adopt open banking standards, APIs, and modular architectures to facilitate 
data and service exchange for innovation and agility.  
  
 Invest in comprehensive training and development programs to equip employees with essential digital skills in areas 
such as digital tools, data analytics, cybersecurity, and customer engagement. Empowered employees can deliver 
superior service and drive innovation.  
  
- Prioritize robust cybersecurity measures and regulatory compliance to safeguard customer data. Implement 
encryption protocols, multi-factor authentication, and continuous monitoring to prevent unauthorized access and 
breaches.  
  
- Stand out in the competitive landscape by offering personalized customer experiences based on individual 
preferences and needs. Utilize data analytics to provide tailored product recommendations, targeted marketing 
campaigns, and proactive customer support.  
  
- Provide a seamless omnichannel experience that allows customers to interact across multiple touchpoints, 
including online platforms, mobile apps, and physical branches. Consistent and intuitive experiences should cater to 
diverse customer preferences.  
  
- Embrace agile principles such as iterative development, cross-functional collaboration, and continuous 
feedback to adapt quickly to market changes and evolving customer needs. Accelerate the delivery of digital solutions 
through agile methodologies.  
   

REFERENCES 

  
1. Dwivedi, Y. K., Hughes, D. L., Coombs, C., Constantiou, I., Duan, Y., Edwards, J. S., ... & Upadhyay, N. 
(2019). 
2. Impact of emerging digital technologies on leadership in global business. International Journal of Information 
Management, 47,    
3. Gomber, P., Kauffman, R. J., Parker, C., & Weber, B. W. (2018). On the fintech revolution: Interpreting the 
forces of innovation, disruption, and transformation in financial services. Journal of Management Information Systems, 
35(1),  
 Gupta, B., Goul, M., & Dinter, B. (2017). Business Intelligence and Big Data in Higher Education: Status of a Multi-
Year Model Curriculum Development Effort for Business School Undergraduates, MS Graduates, and MBAs.  
4. Communications of the Association for Information Systems,  Huang, R., Zmily, A., & Al-Rahmi, W. M. 
(2020). Cyber Security in Online Social Networks: A Survey. Future Internet,   
5. Sia, S. K., Soh, C., & Weill, P. (2016). How DBS Bank Pursued a Digital Business Strategy. MIS Quarterly 
Executive,   
6. Tan, G. W. H., & Teo, T. S. H. (2020). Information and communication technology (ICT) adoption research in 
small and medium-sized enterprises (SMEs): A literature review. Information & Management, 57(1), 103168   
7. Tran Hung Son, Huynh Thi Ngoc Ly, Tran Thanh Thuy Ngoc. (2022). Digital transformation of banks: From 
the world to practice in Vietnam. Workshop documents: Digital economy: Impact, opportunities and ability to take 
advantage of Vietnam;    
8. MSc. Tran Hoang Trung. (2023). Digital transformation for sales and customer care in Vietnam's retail 
banking system. Corporate Finance Newspaper, June 2 (No. 242);   
9. Deputy Governor of the State Bank of Vietnam Pham Tien Dung. (2022). Digitally transforming Vietnamese 
banking services in 2021: Overcoming epidemic challenges, taking advantage of the fourth industrial revolution. 
Banking Magazine, No. 2, January 2022;   
10. Ha Thi Tuyet Minh. (2022). Digital transformation - Opportunities and challenges for Vietnamese commercial 
banks. Business and Technology Magazine, No. 21/2022;    
11. Doan Thu Huong, Nguyen Minh Trang. (2022). Improve the quality of digital transformation activities in 
Vietnam's banking industry. Industry and Trade Magazine, No. 10, May 2022;   

http://www.ijmrset.com/


International Journal of Multidisciplinary Research in Science, Engineering and Technology (IJMRSET) 

                          | ISSN: 2582-7219 | www.ijmrset.com | Impact Factor: 7.521| Monthly, Peer Reviewed & Referred Journal| 

| Volume 7, Issue 7, July 2024 | 

| DOI:10.15680/IJMRSET.2024.0707077 | 

IJMRSET © 2024                                                   |     An ISO 9001:2008 Certified Journal   |                                                 12360 

 

 

 

12. PhD. Khuc The Anh, Nguyen Thi Phuong Anh, Ta Thi Minh Hang, Cao Nguyen Ly Ly. (2022). Research on 
factors affecting the quality of digital transformation processes at Vietnamese commercial banks. Banking Magazine, 
No. 14, July 2022;    
13. Alt, R., Beck, R. & Smits, M.T. (2018). FinTech and the transformation of the financial industry. Electron 
Markets. 28, 235-243;    
14. Sustainable Digitalization. (2019). Sustainable Digitalization - Guidelines For A Digitalization We Need For 
The Future We Want. [online]. Available at: <https://www.sustainable- digitalization.net/>   
15. Swedish Research Council. (2021). Conducting ethical research. [online]. Available at: 
<https://www.vr.se/english/applying-for-funding/requirements-terms-and-conditions/conducting-ethical-research.html>   
16. UN. (2015). #Envision2030: 17 goals to transform the world for persons with disabilities.Available at: 
<https://www.un.org/development/desa/disabilities/envision2030.html>   
17. UNSGSA, 2018. Igniting SDG Progress Through Digital Financial Inclusion.Available at: 
<https://sustainabledevelopment.un.org/content/documents/2655SDG_Compendium_Digit 
al_Financial_Inclusion_September_2018.pdf>  
  
  
 

http://www.ijmrset.com/


 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

                     

 

 

 

 

INTERNATIONAL JOURNAL OF 

MULTIDISCIPLINARY RESEARCH 
IN SCIENCE, ENGINEERING AND TECHNOLOGY 

 
 
 

| Mobile No: +91-6381907438 | Whatsapp: +91-6381907438 | ijmrset@gmail.com | 

www.ijmrset.com 

mailto:ijmrset@gmail.com
http://www.ijmrset.com/

	II.OBJECTIVES
	III.SCOPE
	IV.LITERATURE REVIEW
	V.RESEARCH METHODOLOGY
	Research hypothesis
	Source of data collection
	VI.LIMITATIONS OF THE STUDY
	Data analysis and interpretation
	Application of AI & big data for customer experience
	VIII.RECOMMENDATIONS
	REFERENCES

