INTERNATIONAL JOURNAL OF ACADEMIC

RESEARCH"

OPEN ACCESS JOURNAL .
Vol 15, Issue 4, (2025) E-ISSN: 2225-8329

Usages of Artificial Intelligence in Forecasting
and Strategic Analysis of Customer Needs in the
Banking Sector

Hamama Abed*
[ITUM Institute of Islamic Banking and Finance (IliBF) International Islamic University
Malaysia, Jalan Gombak, 53100, Kuala Lumpur, Malaysia
*Corresponding Author Email: sara.abed82@gmail.com

Habeebullah Zakariyah
[ITUM Institute of Islamic Banking and Finance (lliBF) International Islamic University
Malaysia, Jalan Gombak, 53100, Kuala Lumpur, Malaysia
Email: habzak@iium.edu.my

Fahd Al-Shaghdari

[ITUM Institute of Islamic Banking and Finance (lliBF) International Islamic University
Malaysia (IlUM) Jalan Gombak, 53100, Kuala Lumpur, Malaysia
Email: alshaghdari@iium.edu.my

DOI Link: http://dx.doi.org/10.6007/IJARAFMS/v15-i4/26789

Published Online: 30 October 2025

Abstract

The study focuses on one of the main changes brought by Al to the customer relationship
management field in the banking industry. By far, it mainly emphasizes the huge potential of
Al in forecasting and analyzing the upcoming needs of customers that would result in not only
easier financial transactions but also in delivering the services that would flow properly and
meet the customer's expectations thus creating a higher level of customer loyalty and
satisfaction. Moreover, this study indicates the best practices that banks can implement to
improve Al application's effectiveness in customer churn reduction, achieving strategic goals
of customer experience improvement, revenue increase and trust reliability reinforcement
on banking services, and investing in infrastructure for competitive world with based on
survival of the fittest. Under this framework, this research is based on a qualitative approach
where it was conducted content analysis of previous research in the field of artificial
intelligence in banking to draw new insight and uncover its potential as a strategic tool for
nurturing sustainable customer relationship. Moreover, the research adopts a dual
perspective that combines dynamic capabilities theory and innovation diffusion theory, to
illustrate the use of Al as a tool for a strategic analysis of customer needs and adopt modern
technologies to build comprehensive gathered view that combines both strategic and
behavioral dimensions of customer relationship management. Consequently, the study
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concludes that Al is one of the essential innovations required to help the banking sector meet
the challenges that the globalized world and competition bring. As a result, this research
becomes a source of knowledge that unfolds the advantages of using Al in CRM and in the
strategic analysis of customer needs, which records it as a significant referential input for
researchers and decision-makers in the banking sector.

Keywords: Artificial Intelligence, Customer Relationship Management, Prospects and
Strategic Analysis, Banking Sector

Introduction

The fast advancement of artificial intelligence technologies has caused dramatic changes in
several economic sectors, particularly the banking sector, which is one of the most sensitive
to recent technology changes, it has been radically changed in terms of their operations (Lam,
2025). Moreover, the Al have helped banking to keep its institutions by expanding their
activities, delivering a higher quality of service and increasing the competitive strength on
dynamic changes in the market (Smit, 2023). Besides, the interplay between banking
strategies and the use of Al leads also results in enhanced institutional performance and
customer satisfaction by offering creative solutions on predicting their future behaviors and
needs (Satheesh et al., 2020).

In this context, the digital revolution has brought about significant changes in banking
practices, which have significantly changed the nature of the functions performed by banks
and financial institutions. Consequently, the need to implement Al becomes imperative not
only as a tool of operation but also as a strategic factor that helps in customer relationship
management and customer loyalty retention (Zaman et al.,2024 ; EI-Shihy et al., 2024). In this
perspective, and with the noteworthy acceleration of development in Internet services and
applications that took place during the present decade, it can clearly be seen that there has
been an increasing use of artificial intelligence applications within banking sector. Thus, their
adoption becomes an inevitable thing for bank’s survival against rapid global changes (Smit,
2023).

The motivation behind this study is the widespread understanding that artificial intelligence
(Al) is not just a technologically optional feature for banks, but rather a strategically necessary
move to keep up with the competition and to be able to innovate in a rapidly changing
environment. The banking sector, which is subjected to the most disruptive technologies and
increasing customer expectations, finds the deployment of Al as the only way to foster
customer relationships, to optimize operations, and to achieve sustainable growth. In
addition, while the literature on Al applications is growing in volume, there is still a significant
gap in recognizing the strategic and practical implications of Al for the banking industry,
specifically the issue of how to implement it effectively to foresee customer needs, gain their
trust and loyalty, and lead organizational changes. Hence, this research aims to help bridge
this gap by offering a comprehensive theoretical and practical framework for Al adoption in
banking, with the ultimate goal to help both Islamic and conventional banks become
excellent, grow and be leaders in the era of digital revolution.

Problem Statement

Currently, banks are under immense pressure to implement more innovative processes and
systems. This is because global trends evolve at a very high level, which encompass the

121



INTERNATIONAL JOURNAL OF ACADEMIC RESEARCH IN ACCOUNTING, FINANCE & MANAGEMENT SCIENCES
Vol. 15, No. 4, 2025, E-ISSN: 2225-8329 © 2025

openness of financial markets, technology innovation, and competitiveness of the
environment of banking business. Accordingly, these rapid advances have made banks
rethink how they do things (Bujor & ENE, 2025), but many banks still use traditional analytical
methods to predict what their customers need, which makes it hard for them to move toward
proactively predicting what each customer needs. This has caused them to lose some
customers to competitors (Lazo & Ebardo, 2023; Ziadi Ben Fadhel, 2025). In this situation,
studies have confirmed that artificial intelligence is an effective solution for supporting
strategic analysis and predicting future customer trends. Even so, expanding its uses is still
plagued by infrastructure, security, and regulatory risk issues (Noreen et al., 2023; Simbolon
et al., 2025). Based on the above, this study seeks to explore the role of artificial intelligence
in strategic analysis and forecasting customer needs in the banking sector, and thus, increase
banks' competitiveness as well as decrease the customer churn rate.

Research Objective

Taking into account the mentioned, the current research is aimed at fulfilling four main

objectives.

1. Explore the role of Al in predicting and strategically analyzing customer needs to reduce
customer churn.

2. Identify the benefits and drawbacks of banks in applying Al technologies to sustain
customer loyalty.

3. Analyse Al applications in the banking sector in light of dynamic capabilities theory and
diffusion of innovation theory.

4. Investigate effective banking business models adopting artificial intelligence technologies
to advance and sustain customer relationships.

Literature Review

The study opens with the significant part of Al technologies in strategic analysis, forecasting
customer behavior in the banking sector, and generally anticipating future trends that are
likely to result in loyalty and a reduction in churn rates. The technologies' capabilities are then
depicted through in the bank sector, which can use these technologies for creating new ideas,
gaining more through big data, and using customer experience to get more financial
resources. After that, the research moves on to explore how banks are implementing these
tools more widely and what challenges they face to amalgamate them, besides looking at
successful practical models that furnish the impact of these innovations in reshaping the
banking sector's future.

Ai Applications in Strategic Analysis

Over time, Al application technologies have been proven to be one of the essential mainstays
in the banking sector, thus positioning them as the basis for their survival, development, and
continuity (Gerling & Lessmann, 2024). In addition, Al's massive data processing and
analytical methods are play a pivotal role in grasping customer requirements, forecasting
their behaviors and needs, and quickly offering remedies to problems albeit not yet
manifested thereby also helping a part in strategic decision-making (Kanaparthi, 2024).
Additionally, they offer numerous advantages to Islamic banking institutions in retaining
customers and fostering loyalty (Galitsky, 2020). Therefore, our main topic is the practical
usage of Al for better understanding of customer relationships which will eventually lead to
their continuous delight and keeping them loyal by the following points:
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Analyzing Big Data

Big data is becoming a powerful instrument for the strategic analysis that increases the
capabilities of the corporations. Furthermore, Al is an essential factor in the successful and
quick handling of a large amount of data. Consequently, it raises the speed and the quality of
decision-making besides adjusting to market changes and determining the direction of future
investments by being extremely accurate with the data (Patrick , 2023). Moreover, Al-enabled
tools also go a long way in gathering copious amounts of information from various
communication channels and these tools further analyze customer comments, sentiments,
needs, and suggestions to improve the quality of the decision-making process not only
marketing but also other sectors like finance, thereby, providing a better competitive
competitive advantage against rival banks (Satheesh et al., 2020). On the other hand, with
the competition becoming fiercer due to technology, which is also the main driver of change
in the banking sector, reports that Islamic banks are not only concentrating on adapting to
the environment but also formulating strategies to manage the change and secure their
competitive advantage. In addition, the use of cutting-edge Al tools in building customer
relationships enables banks to anticipate customer needs and offer them the right solutions
that increase their loyalty to the bank (Ledro et al., 2020).

Opportunity Ildentification

The embrace of big data powered by Al facilitates the management of internal and external
data to uncover new market opportunities and develop diverse strategies that create
competitive advantages in business whether enhancing financial performance (Yams et al.,
2020) or supporting anticipated marketing strategy responses, generating new ideas, and
designing high-quality products and services based on observed customer behavior from
smart content, this approach delivers significant value to clients, fortifying relationships and
promoting retention, thus securing a competitive edge; (Hopkinson et al., 2018). Additionally,
it plays a crucial role in accelerating organizations' sensing capabilities to swiftly adapt to
market changes, seize opportunities, and mitigate threats to maintain competitive advantage
by reconfiguring business assets and resources, thereby enhancing economic performance
(Teece et al., 1997).

Risk Assessment

Al-driven solutions present a substantial opportunity for financial institutions to tackle the
challenges and risks in managing their operations (Shirvanporzour, 2025). Moreover, these
applications are employed to detect and assess risks, preventing fraud in payment
transactions by enhancing customer experience (Almalki & Masud, 2025). these devices also
help reduce the risk level significantly and are very instrumental in the effortless detection of
the fraudulent activities which, in turn, facilitate the notification of the clients as well as the
banks (Yu et al., 2024).Besides that, they empower the measures of fraud prevention and the
fight against the laundering of money, thus, creating a favorable climate of trust and
confidence in the banking system, which, in turn, wins over potential customers and increases
the bank’s worth (Vadapalli et al., 2024). Therefore, it is crucial to have Al-powered solutions
in place to not only keep the operational security secure but also to win back the trust of
customers who will be using these banking networks.

123



INTERNATIONAL JOURNAL OF ACADEMIC RESEARCH IN ACCOUNTING, FINANCE & MANAGEMENT SCIENCES
Vol. 15, No. 4, 2025, E-ISSN: 2225-8329 © 2025

Decision-Making

Artificial intelligence (Al) technologies enable executive management to take right and timely
decisions which will result in the rise of the organizational efficiencies, effectiveness, profits
and competitive advantage. In addition, these tools aid the decision-makers in formulating
their plans, policies, and strategies that would be in concurrence with the abilities, resources,
and objectives of the organization, as well as in controlling expenses (de la Mata et al., 2024).
Furthermore, these applications and analytical tools for big data contribute to informed
decision-making, generating innovative ideas and new opportunities that evolve into deep
insights and actionable strategies. (Yams et al., 2020). As a result, Al systems are fundamental
to the use of data and the making of strategic decisions that are typical of contemporary
companies (Csaszar et al., 2024).

The Role of Ai in Forecasting and Prediction

One of the most important areas that companies in different sectors are placing their focus
on is the use of Al technologies to forecast and predict future consumer trends (Von Krogh et
al., 2021). Artificial intelligence technologies have become a vital part of the banking
industry's growth, where their applications are contributing to anticipating and forecasting
customer needs through the gathering and processing of large data sets by Al-based
algorithms. Consequently, these algorithms allow a more precise and quicker customer
requirement discovery and even anticipate, which greatly contributes to decision-making
excellence. Moreover, these kinds of tech solutions can predict the emergence of problems
before malfunction, thus they can enable the implementation of the proactive strategies that
will solve the problems adequately and bring about higher effectiveness, reliability, and
efficiency of banking services and operations, which sets them apart from other banks, on
the one hand. Meanwhile, big data help uncover barriers that keep businesses from
increasing their performance and service levels, as well as discover and minimize the gaps
and shortcomings that do not comply with the set standards (Tariq et al., 2021). In addition,
Al systems facilitate market sensing and understanding capabilities, delivering data about
external market drivers and stakeholders like competitors, legislators, or news organizations
that affect customers, their preferences, and behaviors. One of the tools that can be used to
analyze massive amounts of data is the Artificial Intelligence technology. Specifically, it can
use Natural Language Processing along with Machine Learning algorithms to spot fake
content in social media , this helps organizations avoid risks and threats (De Oliveira, 2021 ;
Bhardwaj et al.,2024). Hence, the ubiquity of social media has become an essential source of
contemporary organizations’ insights in the fields of marketing, sales, and others. The text
analysis of large pools of information concerning written information reveals distinct traits,
patterns, and shifting requirements and inclinations of customers, including their current and
future sentiments concerning specific products or services (Paschen, 2019). Additionally,
social media also serves as a knowledge repository , due to its voluminous information it
provides, through which organizations are able to extract meaningful information for
enhancing operational efficiency, inducing innovations for their products, and strengthening
customer relationships, hence boosting performance across the organization and maintaining
competitive advantage. Therefore, big data stands out as a unique resource to bolster
organizational innovation and competitive advantage (Shaikh et al., 2024 ; Chierici et
al.,2019). Moreover, banks employ algorithms to generate precise results and achieve
operational efficiency in managing information, big data, and customer service, supporting
relationship management activities, and these new technologies look at past transactions to
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help sellers find the people who are most likely to buy from them. As a result, when Al and
customer relationship management work together, they improve customer service and sales,
this lets businesses keep their edge over their competitors and make more money over time
(Ledro et al., 2022).

Benefits and Practices of Ai in Banking to Enhance Customer Relationship Experience

The theme highlights the main benefits and use cases of the application of artificial
intelligence in the bank sector, as a main instrument to lead better experiences with customer
experience and raise the operational efficiency of financial services. These are:

Enhancing Customer Satisfaction

Al technologies keep the communication with customers always on by the help of chatbots
which are the representatives in collecting information and data by offering immediate
answers to customer questions, fostering loyalty, understanding customer behavior more
accurately, and predicting their needs (MANISH, 2023). Thus, it assists in tailoring consumer
experiences as well as providing insightful information about the preferences of the
customers, whereby it is feasible to target them effectively through the online marketing
campaigns which are in line with their needs. Moreover, Al technologies facilitate interaction
between companies and consumers through the use of machine learning algorithms that sift
through data, which in turn equips them to handle various kinds of requests, among which
can be inquiries and banking services (Shaikh et al., 2024). Furthermore, these technologies
possess remarkable capabilities to handle vast amounts of inquiries, allowing bank employees
to focus on important client issues and drive innovation (Nikita, 2025). On the whole, the use
of Al technologies is a significant factor for the success of customer engagement and for
operational efficiency in the banking sector.

These innovations provide numerous advantages to the banking sector, such as predicting
the future value of different time series like securities portfolios or real estate investments,
analyzing cash accounts, credit accounts, and investment accounts to determine the financial
condition of a client, improving inventory management and risk control, finding money-
making ventures, identifying fraud, and a lot more (Galitsky, 2020). In addition, as per the
Global Estimation Information Center, 64 percent of companies consider that Al-powered
cybersecurity will lead to a quicker and cheaper way of locating and revealing security
breaches. Consequently, the worth of Al implementation in cyberdefense is anticipated to go
up to 64.3 billion USD by 2027, which is 23.6% higher than in 2020 (Osman, 2022). In general,
these innovations demonstrate the ongoing influence of Al in making banking operations
more efficient, improving security measures, and making it possible to open new ways for the
bank to grow.

Operational Efficiency

Artificial intelligence brings enhanced accuracy and speed by automating repetitive tasks and
managing complex processes. It reduces human and professional errors, thereby boosting
performance effectiveness and efficiency. These advantages give organizations a competitive
edge, allowing them to outpace rivals while ensuring their sustainability and added value in
a fierce environment (Enholm et al., 2022). In addition, Al tools have revolutionized the ways
businesses target and analyze consumers on a profound level, influence their behavior to
match their needs, and thus obtain their satisfaction, loyalty, and trust (Shaikh et al.,
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2024).Therefore, customer loyalty is the lifeblood of the banking sector, and hence, the
essential requirement for its continued existence and success, this is facilitated by algorithms
that learn from data and uncover behavioral patterns through the analysis of digital
interactions across social media, as well as the real-time gathering and monitoring of data
(Cowan et al., 2023). As a result, all these activities enable sales to forecast more accurately
and thus become more attractive and compelling to the existing and potential customers via
not only content creation and development but also by offering them some alluring
promotional deals through different digital channels. Moreover, Al-driven solutions also
enable a significant saving in time and fewer mistakes are made by the professionals in the
performance of repetitive tasks (MANISH, 2023).

With all this, the quality and efficiency of marketing and sales management in banks have
been enhanced, boosting revenue; (Mehdi, 2022) which generates a value and competitive
edge that outshines counterparts in the sector, it is also utilized to shape visions, strategies,
and make instant decisions, transforming them into smoother client experiences and better
service. Consequently, this increased efficiency ultimately leads to improved customer
satisfaction, loyalty, and retention (Labib, 2024).

Enhancing Loyalty
According to Shaikh (2024), Al is a great tool to attract and keep customers to boost customer
loyalty by satisfying their expectations more effectively.

Amplifying Sales

With revenue growth, Al is helping businesses to increase their sales volume by identifying
fresh opportunities and making the customer journey more enjoyable. Thus, enhancing
customer experiences.

Cost Reduction

Al helps financial institutions to reduce the costs of their services and products, which in turn
leads to improved efficiency of operations; numbers reveal that it may bring substantial
monetary gains, thus facilitating the firms to become leaders in the market (Ali et al., 2022).
Moreover, Al is referred to as one of the most significant factors in the banking industry's
future after which banks will save a whopping $447 billion by 2023. In addition, Automated
interaction with customers through Chatbots is the most important factor in the reduction of
expenses by the process of automation, estimated to be a saving of about $7.3 billion
(Soocial, 2023 ; Juniper Research, 2019).

Top Ai Practices to Boost Banking Efficiency and Prevent Customer Loss

In order to keep customers, banks have to deploy different artificially intelligent (Al) driven
methods in their activities that are customer oriented, aimed at lowering the churn rate, and
increasing customer loyalty. These methods, in fact, lead to the total effectiveness and
efficiency of the banking industry to be elevated (EI-Shihy et al., 2024). The following are the
main ones:
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Streamlining Operational Costs

This mainly consists of the transfer of the jobs which were done by humans to machines or
artificial intelligence, thus resulting in fast responses and actions. Therefore, this results in
the saving of time for the preparation of reports (Ali et al., 2022).

One of the major banks that have been very instrumental in this field is Bank of New York
Mellon which has gone ahead to develop and implement a large number of software
programs and also create robots for the repetitive activities-from the automated systems to
the activities of responding to the external auditors' data requests, to the systems that are
used for correcting the formatting and data errors (Bank of New York Mellon, 2018).

Boosting Efficiency

Enhancing revenue and employee effectiveness lies at the heart of Al's mission, along with
elevating customer experiences through emails and other offers. Al can analyze voice inputs
to identify cases beyond machine handling that require human attention, empowering staff
to engage directly. Moreover, Al amplifies the efficiency and effectiveness of sales
representatives (Adedoyin & Dogan, 2025).

Cybersecurity

Given the nature of the banking industry, safety and security of the data should be the priority
at any given time. Thus, Al is considered a very efficient and effective way of keeping the
environment safe and secure. Also, banks can employ interactive voice assistant and reliable
chatbots, while Al enables the creation of an impregnable fortress for client conversations,
especially those involving sensitive information. Moreover, Access is strictly restricted to
authorized individuals holding the necessary licenses (Prabhakar, 2023).

Independence and Prediction

This refers to the ability of artificial intelligence to act autonomously. Also, Al systems can
undertake a myriad of simple and complex tasks, such as constructing an investment
portfolio, without any human intervention, control, or oversight. Furthermore, Al
applications can forecast economic disruptions and challenges that may arise in the banking
job (Al-Jaber, 2020).

Al Technology Brings a Competitive Edge

With sophisticated Al methods, the creation of superior products is feasible, plus these
breakthroughs considerably reduce the dangers, cut the expenses, increase the production
speed, facilitate the market-entry process...and a lot more (Fares et al., 2022).

Post-Banking Hours Communication

The continued utilization of Al applications, especially chatbots, to keep bank customers
engaged 24 hours a day, 7 days a week, is fundamentally a major innovation that leads to
user convenience increase. Moreover, the instruments are being progressively employed for
banking operations and the performance of tasks that do not require human intervention,
e.g., answering customer service inquiries and discussing individual transactions. Moreover,
Studies have evidenced that such applications are instrumental to customer service in terms
of making customers more aware of the services and offers that banks provide (Eustaquio-
Jiménez et al., 2024). Also, they quite often unveil a deficiency of knowledge about such
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matters as commercial services, loans, and payment or credit options that are available for
consumers (Khawalid, 2019).

Enhancing Risk Management

The response time of Al applications during security breaches, file corruption, physical
equipment damage, or specific failures is notably swift and efficient compared to human
responses to such threats. Al has been programmed and designed with features allowing it
to learn and adapt for risk detection (Al-Jaber, 2020).

Investment Assistance

Al applications are diverse and enhanced within banks, leveraging smart systems to aid
investment decisions and bolster banking research. Moreover, these Al tools can identify and
recommend available opportunities through specific models. Furthermore, numerous banks
and financial institutions offer Robo Advisors, automated consultants that assist clients in
managing their finances more effectively, always on hand to provide high-quality guidance
and advice on investments whenever needed (Wah, 2025). Besides, the use of chatbots and
virtual assistants is essentially aimed at keeping an eye on personal finances and they are the
ones who deliver the insights that are produced from the expense tracking and the savings
goals that have been set by these helpful aides (Todupunuri, 2024).

Lending

We can efficiently do the credit evaluation process by automating processes. This will allow
for quick resolutions with minimal errors. Basically, the incorporation of Al applications in
credit management is what makes the operation faster and more accurate for financial firms
(Adedoyin & Dogan, 2025).

Insurance

Al has the ability to evaluate consumer risk profiles, which makes it possible for the pricing to
be the best and for the insurance plans to be customized in such a way as to reduce the
expenses and simplify the business processes, thus improving the customer experience
(Adedoyin & Dogan, 2025).

Auditing and Compliance

One of the biggest problems that banks and financial institutions are facing nowadays is when
unauthorized persons get access to their data. Therefore, using Al applications can help in
detecting fraud and improving regulatory compliance, saving time, reducing workload, and
cutting operational costs, all while limiting exposure to counterfeit documents (Mersli & Al-
Tayeb, 2022; Aldboush, 2023).

In summary, Al technologies have revolutionized traditional banking into a more professional
operation. Essentially, Al stands out as the overall number one factor in credit scoring, risk
management, product marketing, and many other operational areas.

Al in Banks: A Perspective on Dynaymic Capabilities and Innovation Difsusion

Artificial intelligence applications in banks are a fertile and fruitful area for strategic analysis
in the scope of the two concepts dynamic capabilities and innovation diffusion mainly under
the terms of a fast-changing digital environment and high competition (Gyau et al., 2024 ; Bai
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et al., 2024). These two concepts give a deeper understanding of how organizations change
their approach and make use of new technological advances.

For starters, the theory of dynamic capabilities proclaims that the achievement of banks is
contingent upon their capacity to understand changes in the market environment and to grab
the occasion by utilizing Al technologies in the areas of predictive analytics, risk management,
Changing customer expectations, and early fraud detection, and also by changing their
resources and processes so as to be able to compete in a fast-changing environment (de Paula
Pereira et al., 2024). On top of that, a study by researchers of recent times shows that the
implementation of Al in the banking industry not only keeps a bank ahead in the competition
but also assists it in adapting rapidly to the changes with the help of digital and cognitive
flexibility (Gao et al., 2025). On the other hand, the theory of the diffusion of innovation
provides a deeper understanding of the processes by which banks adopt these applications,
within this context, factors like relative advantage of the technology, its compatibility with
existing systems, its capacity to experiment with, and clarity of its tangible results play key
determinants that greatly speed up the process of adoption (Lazo & Ebardo, 2023).
Additionally, the present study reveals that the engagement of the consumer in combination
with the innovation of the institution is the main factor to the extent that the benefits of Al
applications can be maximized not only in the improvement of the retail banking efficiency
but also in the customer experience (Liu et al., 2023).

Based on the above, use of artificial intelligence in the banking sector from the perspective
of dynamic capabilities and innovation diffusion reveals that this technology is not merely an
operational tool, but rather an integrated strategic process that requires banks to enhance
their flexibility, develop their innovative capabilities, and ensure the gradual diffusion of
technologies across their various levels, thereby strengthening their sustainable
competitiveness (Gyau et al., 2024).

Challenges and Solutions in Adapting Al Technologies to Reduce Customer Attrition

Even with the advances that Al has taken in the last few years you will still find banks
struggling to make use of these technological innovation for their banking tasks and
operations as well as holding on to clients and reduce attritions (EI-Shihy et al., 2024). We
extract these challenges in the form of the following points:

Privacy and Security Concerns

This is a key issue to be addressed by Al in banking services as the data gathered requires
strong security asset since they are sensitive and confidential. Moreover, the risks of theft,
fraud, and unauthorized access to customer privacy escalate, underscoring the lack of
comprehensive guarantees and protections for safeguarding the integrity of data
transmission and financial transfers (Aldboush, 2023).

Lacking High-Quality Data

Organizations strive to amass vast quantities of high-quality information essential for
developing Al technologies and systems for effective use while mitigating privacy and
compliance risks (Mhlanga, 2020).
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Deficiency in Interpretation

Al systems and models eliminate many human and professional errors, saving time and
accelerating decision-making. However, they may perpetuate biases from past cases; thus,
the absence of human oversight to verify the activities and decisions made by Al applications
threatens the effectiveness and relevance of decision-making in banking and finance
(Thiruma Valavan, 2023).

Training Al Models

They must be given the necessary banking information and the use of proper terms so that
they can mingle smoothly with the present systems and thus, be able to deliver precise and
suitable answers to clients' questions (Kreger, 2023).

High Costs

One of the barriers to adopting these cutting-edge Al technologies is their hefty price tag, Al
demands substantial infrastructure, including creative human talent, advanced devices for
banking institutions, ATMs, electronic cards, sophisticated software, data collection
expenses, design costs, and more (Shambira, 2020).

Absence of Al Legislative Frameworks

So many organizations that are willing to implement Al, confront old financial and banking
regulations that stand as obstacles to the use of the latest Al technologies. Hence, banks
aiming to embrace these applications must initiate substantial reforms in ineffective laws and
establish new regulatory foundations to rectify shortcomings and enhance the banking
system in line with global market demands (Kunwar, 2019).

Skill Training and Development

There's a shortage of staff with the essential skills for designing, developing, and
implementing Al applications, compounded by the absence of a comprehensive plan to
enhance employee skills in the Al domain. Al technologies present numerous opportunities
for employees to refine their skills, gain experience, and boost their career growth (Coombs
& Chopra, 2019).

To sum up, despite the huge promise of Al in improving operational productivity and
customer experience performance holds, banks and banking institutions are facing critical
challenges in security and privacy concerns; lack of proper legislative environment to support
its adoption; while there is also a scarcity of needed skilled manpower.Therefore, addressing
these challenges necessitates integrated work and an overarching strategic approach that
involves development of technology, human capacity and legislation to realise a safe and
successful banking sector digital transformation (Abrar et al, 2025 ; Financial Stability Board,
2024).

Successful Banking Models Leveraging Ai Technologies to Enhance and Solidify Customer
Relationships

Many of the world’s major banks are adopting Al, with highly evolved systems and top
international experteise. Such as, the American Citibank and British bank HSBC belong to the
world's ten largest banks. furthermore, Al technologies and software are also core to the
HSBC strategy for risk management, enhanced customer experiences, delivering tailored
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products and services and making decisions based on data to maintain market leadership
(Emergen Research, 2023). Moreover, it uses advanced Al to further its digital banking service
lineup and joined hands with AIASDI to create solutions related with error detection and anti-
money laundering. At the same time, Citibank utilizes Al & machine learning to drive
innovation in banking activities (Emergen Research, 2023). In addition, it has applied leading
Al solutions for document digitization and customer service chatbots, comprising a mobile
app with chat interface for customers enquiries and fraud detection, using Feedzai platform
to optimise and mitigate risk much more accurately (Mejia, 2019). Furthermore, French bank
Society General has incorporated several Al methods and applications like RPA and chatbots
into operations. This infusion is expected to improve market share and competitiveness
through improving flow, layout production efficiency; reducing the time worker error and
time spent on work orders, smoother marketing service, better customer satisfaction and
stability loyalty (Infodsi, 2022).

Bank UAE’s Mashraq Bank Launches Chatbot Service :UAE-based leading financial institution
Mashraq Bank has rolled out a chatbot, known as Mashraq Bot, available to their customers
exclusively through Facebook Messenger. Moreover, banking chat technologies with
different names depending on the bank that introduced them for its customers to make
banking transactions, view account statements, access information on the bank products
without utilizing a bank card. For instance, Jordan Bank has introduced a chat service under
the name AHLIBOT and Abu Dhabi Bank operates a banking service center named UBANK (Al-
Latt, 2020). Additionally, Chatbots have also made a substantial presence in the banking
industry in India, especially with Kotak Bank’s KERA program -an intelligent voice-based bot
which understands the sound of customers' voices to answer them quickly and increasing
their satisfaction and trust across channels while lowering costs. Further, the country's
biggest bank - Government of India Bank - has invested in its SIA chatbots that can take up to
10,000 queries a second. In addition, the bank has installed cameras in its branches that can
analyze customer facial expressions and produce real-time reports for its staff (Baruah, 2017)
and it is to protect privacy and information security, so that trust with clients could be built,
and the relationship might be reinforced. As well as, Emirates Bank at Dubai is one of the
early adaptors in using emerging innovations and modern technologies including advanced
learning experiences tools such as Amazon Alexa platform to create delightful moments for
their customers and bring them ease & flexibility while accessing to their accounts or doing
banking transactions. Consequently, this builds robust customer communication with the
bank and makes it a front-runner in Al among banks (Emirates NBD, 2021).

Each of these larger banks, HSBC Holdings, Standard Chartered and Hang Seng Bank bank
according to research by Juniper Research each include in their banking operations artificial
intelligence technologies that help what is referred to as improve the customer experience
releasing an interactive customer service assistant since this has reaped more than $8 billion
per year profit for 2022. Moreover, the Customers can have all of their banking related
guestions answered and problems resolved without the need to go into a bank, customers
start using branches less as a result customer needs are addressed very quickly within
approximately four minutes through an interactive chat service versus traditional call centers
(Al-Watan, 2019) .Further, SBI Bank (India's State Bank) has achieved significant milestones
by integrating Al, machine learning, and big data analytics through modern banking
innovations such as the Shikhar credit card issuance model, instant digital loans using Yono
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platform and Krishi Yono agricultural lending application which have all lead to considerable
reduction in number of physical branches (Emergen Research, 2023; Ravikumar et al, 2021).
Similarly, HDFC Bank utilizes Al technologies for business process alignment and skills and
Competencies planning, while the ICICI Bank uses them to design Zero Touch Credit (ZTC)
models that offer credit facilities to customers without seeking any more information (Kalyani
et al., 2023). Besides, one of the ways that Citi Bank uses technology is by Al-driven logistic
regression models to efficiently identify top-potential customers whom they can offer
attractive products (Baruah, 2017). The same is true for SBI Bank's the Smart Interactive
Assistant (SIA Chatbot), a virtual banking agent, helping you in doing things that you are able
to do on daily basis through normal process. Thus, It also caters to NRI customers’ queries,
delivering immediate solutions via the chat interface. Also, the bank has also introduced
Swayam kiosks where those with a bank account can update their passbooks on their own
using barcode technology (Kaur et al., 2020).

In short, all of these banking services, powered by Al technologies, are embraced by banks as
tools to operate more effectively and efficiently, enhancing their customer interactions,
analyzing behaviors, and uncovering aspirations. Thus, this isn't merely about improving and
solidifying relationships; it's also about retention, gaining satisfaction, boosting loyalty, and
ensuring clients remain engaged (Ziadi Ben Fadhel, 2025). Further, they help in predicting
competitive landscapes and changes, return and profitability prediction, as well ensuring the
sustainability of the organisation.

Findings and Discussion

One of the main takeaways from the presented research is that Al is the main vehicle of
change in the banking sector. As a matter of fact, technology allows banks to step out of the
old way of doing things and use predictive models that not only foresee customer habits and
preferences but also their future needs with more precision (Kumar, 2024 ; Gerling &
Lessmann, 2024) . Besides that, it is also true that banks have got great opportunities for
making the whole routine work easier and the decision-making process better and efficient
through the use of machine learning algorithms and big data analytics (Kanaparthi, 2024 ;
Adedoyin & Dogan, 2025). Consequently, artificial intelligence creates the perfect
environment for the growth of more flexible and customer-friendly banking.

Moreover, findings also shed light on the fact that Al is a key factor in the reduction of
customer churn, primarily because it delivers on time and personalized services that provide
satisfaction, trust, and loyalty to the customers. Customer engagement has been made better
through the introduction of chatbots and Al-based communication platforms; as a result,
there is a minimal physical visit requirement (Sheth et al., 2022). Alongside this, the
implementation of Al banks can help them stay ahead of the competition by providing the
bank with the energy to overcome challenges, develop new products, and practice customer
service in advance ,product development, and customer service provision(Kumar, 2024 ;
Gerling & Lessmann, 2024). however, the study outlines some obstacles such as regulatory
issues, infrastructure challenges, and security concerns that continue to fester despite the
benefits of Al (Adedoyin & Dogan, 2025). Hence, it is a bank's responsibility to come up with
a plan to deal with these impediments and ensure the successful application of Al technology.
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Implictions and Contributions

This is one study that reveals how Al applications in banks form a successful meeting point
between technology and banking practices. They offer reliable and efficient analytics that
help to elevate customer experience, support decision making, shape strategies, and allow
instant decision-making (Kovacevic et al., 2024). Moreover, the applications not only improve
the efficiency of banking operations but also the effectiveness through operations that
involve the identification of customer behaviors, the characterization of customers, and the
prediction of future needs accurately and quickly, thereby enabling banks to come up with
novel opportunities, ideas, and offerings (Ragab & El Behiry, 2025).

Moreover, the technologies also assist banks in providing services and products that are in
line with the clients' preferences, which is the reason for the increase of customer satisfaction
and loyalty, and also for attracting new customers (Vaduva et al., 2024). Conversely, they are
a tool for the constant surveillance of risks and threats in the banking environment, notably,
the cyber threat incidences. Hence, the use of Al allows banks to identify criminal activities
and warning signs early, foresee problems before they happen, and plan the right solutions
ahead of time, thus increasing the level of trust and security as well as ensuring the excellence
of the decision-making process (Rath & El Date, 2025).

Contributions

This research provides a number of contributions to the theoretical, practical and research
domains. The first is from the theoretical point of view which sees the study as the
development of the existing knowledge base of banking sector literature through its
conceptualizing of Al not solely as an instrument but also as a source of strategic change in
the banking industry. Moreover, it also outlines a bank-related roadmap of Al adoption
practically, it delivers the banks a how to resource of the application of Al to leverage
customer relationships, to increase the efficiency of operations, and to gain a competitive
advantage in an environment that is changing rapidly (Viswanathan, 2025). Last but not least,
from a research point of view, the paper helps to resolve ambiguities in the existing academic
literature, research by providing real-life examples of the use of Al for strategic analyze and
forecasting customers' needs as well as by suggesting further investigations regarding the
role of Al in banking models

Conclusion

It is very clear from the above that the use of artificial intelligence in banks is not an option
anymore but a strategic necessity to stay in touch with the changes that are happening very
fast and to confront the competitive challenges One of the main reasons for adopting this
technology is the increase in the competitive pressures (Fares et al., 2022). This technology
plays a crucial role in making the customer experience better, providing a deeper
understanding of customer behavior and expectations, and also in caring for the loyalty and
trust of customers. In addition, Al equips banks to take hold of the prospects waiting for them,
lower the risks, and efficiently perform the operations and strategies required (Al-Ababneh
et al., 2023). Therefore, it is a key factor for the achievement of excellence, growth, and
leadership in the banking sector, as well as the development of employees' skills and
capabilities for the success of financial institutions and their continued competitiveness in a
rapidly changing business environment, to embrace Al services and applications.
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