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Abstract:

The implementation of Artificial Intelligence (Al) in internet banking has the potential to
revolutionize the way financial services are delivered to customers. Al-powered internet
banking systems can provide customers with personalized, efficient, and convenient services,
improving customer satisfaction and loyalty. One of the key areas where Al is being applied
in internet banking is in the development of chatbots and virtual assistants. These Al-
powered systems can automate customer service, providing 24/7 support and answering
customer queries in real-time. This can free up resources and reduce wait times for
customers, improving their overall experience. Another area where Al is being implemented
in internet banking is in the field of fraud detection and prevention. Al algorithms can
analyze large amounts of data in real-time, quickly identifying and flagging any suspicious
transactions or activities. This helps banks to proactively detect and prevent fraud, reducing
the risk of financial losses. Al is also being used in internet banking to provide personalized
financial advice and recommendations to customers. For example, Al algorithms can
analyze a customer's spending patterns, income, and financial goals, and provide
recommendations on how they can manage their finances more effectively. Finally, Al is
being used in internet banking to automate manual processes and streamline operations.
For example, Al can be used to automate loan applications, reducing the time and effort
required to process these applications. In conclusion, the implementation of Al in internet
banking has the potential to significantly improve the way financial services are delivered to
customers, providing them with more personalized, efficient, and convenient services.
However, it is important for banks to ensure that the Al systems they implement are secure,
transparent, and privacy-focused, to protect customers' financial information and ensure
their trust in these systems.

Key words: Artificial Intelligence (Al), internet banking, chatbots, queries in real-time,
secure, transparent, privacy focused.

Introduction:

The integration of Artificial Intelligence (Al) into internet banking has the potential to
transform the way financial services are delivered to customers. Al-powered systems can
provide customers with improved and personalized services, reducing wait times and
improving the overall customer experience. By automating manual processes and providing
real-time analysis of customer data, Al can help banks operate more efficiently, reduce
costs, and increase their competitiveness in the marketplace. The use of Al in internet
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banking has already begun to have a significant impact, with chatbots and virtual assistants
becoming increasingly common in customer service, and Al algorithms being used for fraud
detection and prevention. Additionally, Al is being used to provide personalized financial
advice and recommendations to customers, based on their individual spending patterns and
financial goals. As the use of Al in internet banking continues to grow, it is important for
banks to consider the potential privacy and security implications of these systems. Ensuring
that Al systems are secure and transparent, and protecting the privacy of customer data, will
be key to building trust in these systems and ensuring their success. Overall, the
implementation of Al in internet banking represents a major step forward in the delivery of
financial services, and has the potential to significantly improve the customer experience
and increase the efficiency of banks.

Literature Review:

Banks are considered as the life blood of an economy as it handles cash, credit and financial
transactions. ‘It is mind boggling to know that the entire banking system is so well
connected that each and every transaction can be tracked and any exchange of information
can be done from any part of the world just by connecting to these networks. This smooth
operation of the banking world that is done through computers and networks is possible only
because banks use Artificial intelligence’. Moreover, there is also a rapid growth of e-
commerce in the country and due to this there is a constant increase in the use of credit cards
for online purchasing. But on the other hand, it is also causing credit card fraud activities.
Raj & Portia (2011) analyzed that artificial intelligence is one of the various techniques to be
used for detecting credit card fraud explosions. Along with detecting credit card fraud
explosions, artificial intelligence is also been used to operate effectively. To cut down the
operating expenses and to improve the efficiency, banking sector is adopting updated
technologies like Al, cloud and block-chain. Moreover, digitalization is also rapidly growing
and influencing banks to adopt new technologies for better customer service. Even
technological changes are been adopted by the banks to control cybercrimes Jewandah
(2018). Al is also helping banking industry by detecting fraud, assess individual
creditworthiness and offer personalized services. But one of the biggest challenges in front
of banks is cyber security threats and vulnerabilities Vijai (2019). As there are many
challenges while adopting Al, approximately only 10 percent of organizations are using Al
to compete in the market Frankel (2018). Despite of increasing adoption of Al in banking
sector the technology is still at the stage of infancy. This is because there are few threats in
front of banking sector like infrastructure, increased technical complexity, attrition of
manpower and similar. Regardless of the threats, innovative techniques like chatbots and
artificial intelligence have been adopted by banking industry for improving customer
satisfaction Vedapradha and Hariharan (2018). Al is also been used in the banking sector in
other forms like application of Al in auditing impacts in internal control effectiveness as
well as it is cost effective Omoteso K. (2012). Moreover, Al technique along with
operational research was also used to evaluate the performance of banks Fethi, M.D.
&Pasiouras F. (2010). From the above literature it has been observed that as artificial
intelligence is at its early stage, banking sector is taking initiative to implement the
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innovative technology. Few studies have examined about the benefits, challenges and threats
of Al in banking industry, the use of artificial intelligence in fraud detecting activities and
evaluating performance of banks as well. The literature studied by the researcher also found
that there are very few studies which have been conducted on artificial intelligence with
reference to banking industry. Majority of the studies and reports has been conducted and
published internationally and very few studies have been conducted in Indian context.
Therefore, the current study has focused on the application of artificial intelligence in
banking sector and how Al can improve the business results of banking sector. The study
also focused on the implementation of Al and the impact of Al in the banking industry.
These authors have published research on various aspects of Al in internet banking,
including the use of chatbots and virtual assistants for customer service, Al for fraud
detection and prevention, and the potential privacy and security implications of Al in
internet banking. Their research provides valuable insights into the potential benefits and
risks of Al in this field, and highlights the importance of secure and transparent systems to
protect customer data and ensure trust in these systems.

Research Methodology:

The research methodology for studying the implementation of Artificial Intelligence (Al) in
internet banking can take a variety of forms, depending on the research question and the data
being analyzed. Here are a few common research methodologies that are often used in this
field: Case study research: This methodology involves an in-depth examination of a specific
bank or financial institution that has implemented Al in its internet banking services. The
case study may involve interviews with bank employees, examination of internal documents,
and surveys of customers to assess the impact of Al on the bank's operations and customer
experience. Survey research: This methodology involves collecting data from a large
number of individuals through self-administered surveys. Surveys can be used to assess
customer attitudes toward Al in internet banking, as well as the potential benefits and risks
of these systems. Experimental research: This methodology involves randomly assigning
participants to one of two or more groups, with each group being exposed to different levels
of Al in internet banking. For example, a study might compare the customer experience of
using a chatbot versus using a traditional customer service representative. Data analysis:
This methodology involves analyzing large data sets related to the use of Al in internet
banking, such as transaction data or customer behavior data. Data analysis can be used to
identify trends and patterns in the use of Al, and to assess its impact on the bank’s operations
and customer experience. The research methodology used will depend on the specific
research question being addressed and the data available. In general, a combination of
multiple methodologies is often used to provide a more comprehensive understanding of the
implementation of Al in internet banking.

Limitations:

There are several limitations that need to be considered when implementing Artificial
Intelligence (Al) in internet banking. Some of the key limitations are: Technical limitations:
Al algorithms and systems are complex and may not always function as intended,
particularly when faced with unexpected inputs or situations. There is also a need for

048 International journal of Management, IT and Engineering
http://www.ijmra.us, Email: editorijmie@gmail.com




International Journal of Management, IT & Engineering

Vol. 9 Issue 6, June 2019,
ISSN: 2249-0558

Impact Factor: 7.119Journal Homepage: http://www.ijmra.us, Email; editorijmie@gmail.com
Double-Blind Peer Reviewed Refereed Open Access International Journal - Included in the International Serial Directories Indexed &
Listed at: Ulrich's Periodicals Directory ©, U.S.A., Open J-Gate as well as in Cabell’s Directories of Publishing Opportunities, U.S.A

ongoing maintenance and updates to keep Al systems running smoothly and effectively.
Privacy and security concerns: The use of Al in internet banking involves the collection,
storage, and analysis of sensitive personal and financial information. There is a risk of data
breaches and theft, as well as the possibility of unauthorized use of customer data. Banks
must ensure that they have appropriate privacy and security measures in place to protect
customer data. Bias and fairness: Al systems may perpetuate existing biases and
discrimination, particularly if the training data used to develop the algorithms reflects these
biases. Banks must ensure that their Al systems are fair and unbiased in their treatment of
customers. Regulation and compliance: Internet banking services are subject to a range of
regulations, including anti-money laundering and data protection laws. Banks must ensure
that their Al systems are compliant with these regulations, and that they have appropriate
procedures in place to monitor and address potential violations. Resistance to change: Some
customers may resist the use of Al in internet banking, particularly if they are concerned
about privacy and security, or if they prefer more traditional banking services. Banks must
be sensitive to these concerns and work to educate customers about the benefits of Al in
internet banking. Cost: Implementing Al in internet banking can be expensive, particularly
if the bank must purchase new technology or retrain employees. Banks must carefully
consider the costs and benefits of implementing Al and ensure that they have appropriate
resources and funding in place. Despite these limitations, many banks and financial
institutions are investing in Al for internet banking, as they recognize the potential benefits
in terms of increased efficiency, improved customer experience, and reduced costs.
However, it is important for banks to carefully consider these limitations and to take steps to
address them, in order to ensure that their Al systems are effective and secure.

Conclusion:

In conclusion, the implementation of Artificial Intelligence (Al) in internet banking has the
potential to revolutionize the way banks interact with their customers and carry out their
operations. Al systems can provide improved customer service, increased efficiency, and
reduced costs, and can help banks to stay competitive in an ever-changing digital landscape.
However, the implementation of Al in internet banking also presents several challenges,
including technical limitations, privacy and security concerns, potential biases, regulation
and compliance issues, resistance to change, and costs. Banks must carefully consider these
limitations and take steps to address them in order to ensure that their Al systems are
effective, secure, and compliant with relevant regulations. Overall, the implementation of
Al in internet banking is a complex and ongoing process, and banks must be proactive in
their approach in order to stay ahead of the curve and reap the benefits of this cutting-edge
technology.
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