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MUHAMMAD ARIF!

ABSTRACT

The banking sector has been significantly affected by emerging technologies, and this research focuses on
their influence on the process of Digital Transformation (DT), specifically in Pakistan. This study aimed to
examine the correlation between digital technological diffusion capability and stakeholders’ digital experience
as separate factors, with operational management (OM) acting as the intermediary and their collective
impact on DT in the banking sector. This study adopted a quantitative approach by using a sample of bank
managers in Pakistan. The findings indicate a strong and positive relationship between the capability to use
digital technology, the digital experience of stakeholders, and OM. The function of OM in mediating was
apparent in aiding the conversion of technological capabilities and stakeholder experiences into concrete
consequences of DT. These findings highlight the crucial significance of efficient operational methods in
creating the digital future of banking. This study provides significant information for banking professionals
and regulators who wish to navigate the changing landscape of digital technology in the financial industry.
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in Banking.

INTRODUCTION

The banking sector has experienced a significant
transformation due to the continuous incorporation
of emerging technologies (Gomber et al., 2018).
This study aimed to understand the complex
dynamics of DT in Pakistan’s banking industry.
This study initiated a thorough investigation to
understand the complex connections between
Digital Technological Diffusion Capability
(DTDC), Stakeholders’ Digital Experience
(SDE), Operational Management (OM), and DT,
acknowledging the urgent necessity for such
comprehension.

The authors conducted research into the issues
surrounding DT in response to the banking sector’s
engagement with digital evolution. Gaining a
comprehensive understanding of how technical
capabilities, stakeholder experiences, and OM
contribute to this transition became essential.
The purpose of this study is to investigate and
analyse the underlying objectives and goals of
the research project. The study aims to provide
a comprehensive understanding of the specific
intentions and motivations driving the research.

Previous research, exemplified by the study
conducted by Smith et al. (2018), provided valuable
insights into specific facets of the correlation
between technology, stakeholders, and the
process of change in the banking industry (He et

al., 2021). There has been a lack of exploration
into the intricate relationship between DTDC,
SDE, OM, and DT within the specific context of
Pakistani banks. The objective of this work was
to address this significant deficiency.

The theoretical perspective of this study, informed
by the Resource-Based View and Innovation
Diffusion Theory, offers a comprehensive
framework to analyse the complex relationships
being studied. The Resource-Based View enabled
us to evaluate the organisational resources of DTDC
and SDE. Additionally, the Innovation Diffusion
Theory aided in comprehending the dissemination
of these technologies inside the banking industry
(Adel et al., 2023). Figure 1 shows Pakistan’s digital
finance services journey.

While acknowledging the inherent limits of
this research, the authors are aware of the
difficulty in applying the findings of this study
to contexts beyond Pakistani bank managers.
Although this study aims to offer helpful insights
into the dynamics of DT, it is essential to take
caution when extrapolating these findings to
diverse organisational and cultural contexts. The
banking industry, as a crucial participant in the
worldwide economy, has experienced remarkable
transformations in recent times (Peter et al.,
2023). The emergence of digital technologies has
not only changed the way financial institutions
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function but has also transformed client expectations and
market dynamics. The challenges and opportunities given by
DT are particularly remarkable in Pakistan, where the banking

Pakistan’s DFS Journey

industry plays a crucial role in supporting economic growth
(Zaidi et al., 2023).

Figure 1: Pakistan’s Digital Finance Services.
Source: State Bank of Pakistan (SBP)

Historically, the banking sector has been known for its
stability and dependence on traditional methods (Allioui et al.,
2023). Nevertheless, the emergence of digital technology has
undermined this state of stability, prompting banks to reevaluate
their strategy. The incorporation of digital channels, artificial
intelligence, blockchain, and other advancements has not
only optimised operations but has also changed the consumer
experience. The shift from traditional banking to digital banking
is not merely a technological change but a profound revolution
that impacts how banks engage with consumers, handle internal
operations and maintain competitiveness in an increasingly
digitalised financial environment.

Prior studies, such as the research undertaken by Theiri
et al. (2023), have examined many facets of DT in the
banking industry. Martinez-Pelaez et al. (2023) emphasised
the significance of technology capabilities and stakeholder
experiences in influencing digital efforts. Although their findings
provided valuable insights, the study had a broad scope and
did not further investigate key links, particularly the mediating
effect of OM. This study expands on this groundwork by explicitly
examining the banking environment in Pakistan, providing a
more detailed analysis of the connections between DTDC,
SDE, OM, and DT.

This study purposed to explore the complex connections
between DTDC, SDE, OM, and DT within the specific context
of Pakistani banks. The objective of this study was to offer
a comprehensive comprehension that could inform future
approaches in the field of digital banking. The study’s significance
lies in its potential to yield valuable insights and contribute to
existing knowledge in the field. By examining and analysing the
subject matter, this study aims to provide a deeper understanding
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of the topic and its implications, making a meaningful contribution
to the academic discourse. Furthermore, this study is critical in
guiding banking professionals and regulators as they traverse
the complex terrain of digital innovations. This study also aims
to provide valuable insights that could guide strategic decision-
making in an era where the adoption of emerging technologies
is not only crucial for staying competitive but also necessary
for survival.

LITERATURE REVIEW

The literature review explored the complex landscape of
DT in the context of Islamic and Conventional banking, with a
specific focus on the connections between Digital Technological
Diffusion Capability (DTDC), Stakeholders’ Digital Experience
(SDE), and Operational Management (OM). The studies
conducted by Al-Ali et al. (2022), Teo (2016) and Alaa Ahmad
et al. (2021) highlight the crucial significance of DTDC in
enabling the integration of digital technologies into operational
frameworks. Furthermore, the research conducted by Rehman
Khan et al. (2022) highlighted the impact of SDE on operational
decision-making in banks, hence emphasising the importance
of favourable digital experiences in establishing a favourable
operational setting. Furthermore, the literature emphasises the
historical significance of OM as a forerunner to effective DT, as
demonstrated by the discoveries of Haq (2019). These studies
have shown a direct relationship between the implementation
of efficient OM methods and the achievement of successful
DT projects. Together, the literature offers a solid basis for
comprehending the complex connections between technology
capabilities, stakeholder experiences, and operational strategies
in the ever-changing field of banking. These findings have a dual
impact: they enhance the theoretical discussion and provide
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valuable guidance for developing practical approaches to adapt
to the changing digital environment within the banking sector
in Pakistan. Figure 1 demonstrates the theoretical relationship
between DTDC, SDE, OM, and DTB.

Figure 2: Research Model.

DIGITAL TECHNOLOGICAL DIFFUSION CAPABILITY AND

OPERATIONAL MANAGEMENT

The literature has extensively discussed the relationship
between DTDC and OM, with a specific focus on banking
sector (Rahim et al., 2023). Prior research offers a valuable
understanding of the complex interplay between these factors.
Rahman et al. (2023) conducted an extensive analysis of
the adoption of digital technology in banks, highlighting
the importance of Digital Technology Adoption Capability
(DTDC). Their research highlighted the need for a robust
digital technology and data culture (DTDC) to enable banks
to incorporate and adopt digital technologies within their
operational structure effectively. This supports the claim
that banks must take a proactive approach to the spread of
technology in order to keep up with the constantly evolving
digital environment. In addition, Khan et al. (2023) examined
the influence of DTDC on the operational effectiveness
of banks. Their research, which was carried out among
managers in banking sector, unveiled a direct relationship
between dynamic time-dependent covariates DTDC and OM
techniques. The study indicated that a higher DTDC enables
banks to strategically synchronise technical improvements with
operational activities, resulting in increased efficiency gains.

Based on these observations, this research suggests that
DTDC has a direct impact on the OM of banking sector. The
hypothesis is based on the premise that a greater level of
DTDC enables banks to integrate digital technology into their
operational procedures efficiently. The distinctive characteristics
of banks, which prioritise ethical principles, introduce intricacy
into the connection between DTDC and OM (AladaG, 2023). The
material studied establishes the basis for the investigation into
how banks, through the use of DTDC, address the difficulties
associated with incorporating digital technology into their
operational structure. Through empirical analysis, this study
explores the intricacies of this relationship, adding to the
existing information on digital change in banking.

Hypothesis 1: Digital Technological Diffusion Capability
directly influences operational management.

STAKEHOLDERS' DIGITAL EXPERIENCE AND OPERATIONAL

MANAGEMENT

The interaction between SDE and OM has become a
crucial topic of academic research in the ever-changing
field of banking. Examining this link yields valuable insights
into how the digital experiences of stakeholders impact
and alter the operational aspects of banking institutions.

T GRS

In a groundbreaking study conducted by Mohd Haridan et
al. (2023), the researchers examined the significance of
stakeholders’ digital interactions in the context of banking. The
study carried out among managers in banking emphasised the
crucial significance of SDE in shaping operational decisions.
The results indicated that favourable digital interactions
among stakeholders, including both customers and internal
personnel, had a favourable impact on the operating setting.
This is consistent with the idea that how stakeholders perceive
and engage in the digital world can have a substantial impact
on the entire operation of institutions.

In addition, Mohd Haridan et al. (2023) furthered this
discussion by analysing the consequences of stakeholders’
digital involvement on the effectiveness of operations in
banks. Their research, based on the experiences of managers
in banking, uncovered a direct association between SDE
and OM techniques. The study emphasised the importance
of matching digital initiatives with the expectations of
stakeholders in order to maximise operational results. Based
on these fundamental principles, this research suggests that
the digital experience of stakeholders has a direct impact on
the OM of banks. This theory is based on the belief that the
digital interactions of individuals involved in banks, including
both clients and personnel, have a significant impact on the
way the banks operate (Nur et al., 2023).

The specific ethical structure of banking brings unique
aspects to the connection between SDE and OM. The
objective of this study is to investigate the impact of good digital
experiences, which are in accordance with banking principles,
on the operational effectiveness of banks. This study aims to
gain a detailed understanding of how SDE impacts and improves
OM practices in banking, with a specific focus on managers.
As the authors explore the empirical study, the objective of
this study is to not only contribute to the scholarly discussion
on DT but also provide practical insights for practitioners in
banking. By combining current knowledge and investigating
this connection, this study can gain a more thorough grasp
of the complexities associated with managing operations in
the changing field of banking.

Hypothesis 2: Stakeholders’ digital experience directly
influences operational management.

OPERATIONAL MANAGEMENT AND DIGITAL

TRANSFORMATION IN BANKING

The interdependent connection between OM and DT
in the banking industry, namely in the realm of banking,
has garnered significant scholarly interest. Prior research
elucidated the complex interplay between these two crucial
components. Muhammad Ali Imran (2023) conducted a
study that analysed managers in banking to gain insight
into the significance of OM in the process of DT. The study
revealed that the implementation of efficient OM strategies,
including strategic planning, resource allocation, and
process optimisation, had a crucial role in the successful
incorporation of digital technology. This highlights the
significant historical significance of OM as a forerunner to
DT in the banking industry.

In addition, Hasan (2023) examined the consequences

© 2023 Business Review of Digital Revolution

Volume: 3 Issue: 2



Emerging Digital Technologies Shaping the Future of Banking

of OM on the results of DT in banks. Their research, which
focused on the experiences of managers in banking, uncovered
a direct relationship between efficient OM and the achievement
of DT endeavours. The study emphasised that banks with
efficient operating procedures were more capable of utilising
digital technologies, leading to a smoother DT (Fjord et al.,
2023). Based on the findings of these studies, this study
suggests that OM has a direct impact on DT in the banking
sector, specifically in the distinct setting of banking industry.
The hypothesis is based on the premise that effective OM
techniques establish a favourable setting for the seamless
integration and execution of digital technology.

The unique attributes of banking, which prioritise ethical
principles, add further intricacy to the connection between
OM and DT (Sukardi et al., 2023). The objective of this study
is to investigate the impact of implementing OM practices in
accordance with principles on the process of DT in banks.
This study intends to provide detailed insights into the
relationship between OM and DT in banking, with a specific
focus on managers in this industry. As this study progresses
with its empirical analysis, its objective is not only to enhance
academic understanding but also to provide practical insights
for practitioners in banking practices. This study attempts to
comprehensively comprehend the complex processes that
are influencing the digital future of banking by synthesising
previous research and examining the specific influence of
OM on DT.

Hypothesis 3: Operational Management directly influences
digital transformation in banking.

RESEARCH METHODOLOGY

The study utilised a quantitative methodology to examine the
connections between DTDC, SDE, OM, and DT in the specific
setting of banking in Pakistan. This methodology facilitated
the systematic gathering and evaluation of quantitative data,
permitting a meticulous investigation of the indicated factors.
Thoroughly crafted questionnaires were used to collect data
from Bank Managers in Pakistan. The questions were developed
to encompass the intricacies of DTDC, SDE, OM, and DT,
guaranteeing a thorough comprehension of the factors being
examined. The clarity and relevance of each question were
confirmed by a comprehensive review process that included
input from field specialists.

The questionnaires utilised a Likert scale to assess the
respondents’ perceptions and attitudes. This scale offered
a systematic measuring instrument, enabling participants
to indicate their level of agreement or disagreement with
statements pertaining to DTDC, SDE, OM, and DT. The
Likert scale encompassed a spectrum of responses, ranging
from strong disagreement to strong agreement, providing a
nuanced evaluation of the participants’ perspectives. The
study employed an area cluster sampling methodology to
guarantee a representative sample of Bank Managers from
various locations in Pakistan. Clusters were determined by
their close geographical proximity, and from each cluster,
banks were chosen at random to participate. The objective
of this method was to encompass the diversity in experiences
and practices within the banking industry across various
geographies.

Volume: 3 Issue: 2

A meticulously chosen sample size of Bank Managers
from diverse banking institutions in Pakistan was selected to
ensure statistically significant results. The sample size was
determined according to established criteria for quantitative
research, guaranteeing the ability to extrapolate the findings
to the broader population of Bank Managers in banking
sector. Communication with the respondents was carried out
using a blend of face-to-face surveys and digital methods.
Face-to-face surveys were conducted during prearranged
visits to the designated banks, facilitating a direct and intimate
connection. In addition, electronic surveys were issued to
cater to the preferences and availability of respondents,
thereby ensuring a wide-ranging and all-encompassing
involvement.

The study involved 180 Bank Managers who contributed
valuable insights on the linkages between DTDC, DT and
Digital Competence, Strategic Decision-making Effectiveness,
OM, and DT within the banking sector in Pakistan. The study’s
conclusions were strengthened and made more reliable by
the addition of a significant number of respondents. The
statistical technique used for data analysis was Partial Least
Square (PLS) structural equation modelling. Partial Least
Squares PLS is highly appropriate for investigating intricate
connections within limited to moderate-sized datasets,
rendering it a fitting selection for this research. It facilitated
a comprehensive analysis of the postulated correlations
between the variables.

In order to maintain uniformity and expand upon prior
research, the questionnaires utilised in this study were
harmonised with those applied in past investigations exploring
analogous concepts within the banking industry. This
method enhanced the ability to compare and comprehend
the intricate patterns and trends in the data. The research
methodology used in this study aimed to thoroughly examine
the connections between DTDC, SDE, OM, and DT within
banking sector in Pakistan. It employed a quantitative
approach, well-designed questionnaires, a Likert scale,
area cluster sampling, an optimal sample size, diverse
communication methods, PLS analysis, and alignment with
previous research scales.

DATA ANALYSIS

The data analysis of this research was conducted with
RStudio. The research determined the value of the chi-square
test. A chi-square test is a statistical test used to compare
observed results with expected results. The purpose of
this test is to determine if a difference between observed
data and expected data is due to chance or if it is due to
a relationship between the variables under investigation.
The p-value less than 0.05 confirms the significance of the
data. The findings reported in Table 1 confirmed the data is
accepted and significant. The developed model plot of the
study is reported in Figure 2.

Table 1: Chi-square Test.

Model [ X2 [ df [ p
Baseline model 5963.465 190
Factor model 710.725 164 <.001

Note. The estimator is ML.
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Figure 3: Model Plot.

Furthermore, the individual items’ reliability was tested with
the findings of factor loadings. Factor loading is basically the
correlation coefficient for the variable and factor. Factor loading
shows the variance explained by the variable on that particular

Table 2: Factor Loadings.

factor. In the SEM approach, as a rule of thumb, a p-value less
than 0.05 represents that the factor extracts sufficient variance
from that variable. Therefore, the findings reported in Table 2
confirm the factor loadings are significantly achieved.

95% Confidence Interval

Factor Indicator Estimate Std. Error
DTDCH 1.308 0.077 17.048 <.001 1.157 1.458
DTDC2 1.559 0.091 17.063 <.001 1.380 1.738
DTDC DTDC3 1.638 0.096 17.069 <.001 1.450 1.826
DTDC4 1.629 0.097 16.745 <.001 1.438 1.819
DTDC5 1.496 0.087 17.125 <.001 1.325 1.667
SDEA 1.580 0.092 17.225 <.001 1.400 1.759
SDE2 1.576 0.094 16.852 <.001 1.393 1.759
SDE SDES3 1.623 0.095 17.098 <.001 1.437 1.809
SDE4 1.650 0.093 17.714 <.001 1.468 1.833
SDE5 1.744 0.096 18.241 <.001 1.557 1.932
OM1 1.670 0.094 17.712 <.001 1.485 1.855
om2 1.558 0.096 16.167 <.001 1.369 1.747
oM OM3 1.645 0.096 17140 <.001 1.457 1.833
OomM4 1.540 0.092 16.776 <.001 1.360 1.720
OM5 1.712 0.095 17.996 <.001 1.526 1.899
STBH 1.591 0.093 17.186 <.001 1.410 1.773
STB2 1.520 0.092 16.589 <.001 1.340 1.699
STB STB3 0.991 0.086 11.506 <.001 0.822 1.160
STB4 1.057 0.086 12.354 <.001 0.889 1.225
STB5 0.961 0.084 11.485 <.001 0.797 1.125

Table 3 presents factor variances with their corresponding
estimates, standard errors, z-values, and 95% confidence
intervals. Each factor exhibits an estimated variance of
1.000 with a standard error of 0.000, resulting in z-values
of undefined significance. The p-values associated with
each factor are also 1.000, indicating that these variances

Table 3: Factor Variances.

are not significantly different from 1. The 95% confidence
intervals for all factors range from 1.000 to 1.000, further
supporting the lack of statistically significant deviation from
the assumed variances. Overall, the results suggest that
all factors have consistent and non-significant variances in
the analysed data.

95% Confidence Interval

Factor Estimate Std. Error Z-value

DTDC 1.000 0.000 1.000 1.000
SDE 1.000 0.000 1.000 1.000
OoM 1.000 0.000 1.000 1.000
STB 1.000 0.000 1.000 1.000
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The findings of regression were tested at the end for
the reliability of the findings of paths. The p values less
than 0.05 were considered appropriate for the analysis of
data. Hypothesis 1 was tested and confirmed that digital
technological diffusion capability directly and positively
influences operational management. Furthermore, hypothesis

Table 4: Regression Coefficients.

2 was tested and confirmed that stakeholders’ digital
experience directly and positively influences operational
management. Hypothesis 3 was also accepted that
operational management directly and positively influences
digital transformation in banking. The results are reported
in Table 4.

95% Confidence Interval

Predictor Outcome Estimate Std. Error Z-value
DTDC oM 1.630 0.215 7.581 0.000 2.227 0.967
SDE oM 1.570 0.680 2.310 0.021 0.238 2.902
oM DTB 1.493 0.211 7.075 0.000 2.993 4.328
DiISCUSSION et al. (2019) and Ismail Hussien et al. (2013) explored the

The findings of this study confirm Hypothesis 1,
demonstrating a clear impact of DTDC on OM in the context
of banking in Pakistan. This discovery aligns with the broader
range of written works, emphasising the crucial significance
of DTDC in influencing operational procedures. The results
of this study are consistent with the research conducted by
Aysan et al. (2022), which examined the usage of digital
technologies in banks. Their research, which focused on
the experiences of managers in banking, emphasised that
a solid digital technology-driven culture (DTDC) improves
the incorporation of digital technologies into operational
frameworks. Rehman Khan et al. (2022) DT, which aligns
with the observed direct impact.

In addition, Ashfag Ahmad et al. (2021) provided valuable
insights by investigating the influence of DTDC on the
operational efficiency of banks. Their research uncovered
a direct relationship, highlighting the importance of DTDC
in effectively integrating technical progress with operational
processes. This study expands on these fundamental principles
by presenting empirical data in the particular setting of banking
in Pakistan. The study conducted by Smith et al. (2021) is
notable for its examination of the impact of digital capabilities
on organisational processes. While not exclusive to Islamic
banking, research reflected a comparable viewpoint, highlighting
the importance of taking a proactive stance in the spread of
technology to improve operational efficiency. The analysis
of this study confirms Hypothesis 1, aligning with existing
literature that highlights the significant impact of DTDC on OM
in the specific setting of banking in Pakistan. These findings
enhance comprehension of the complex connections between
technology capabilities and operational practices in the ever-
changing field of banking.

The results of this study substantially confirm Hypothesis
2, which states that SDE has a direct impact on OM in the
unique context of banking in Pakistan. This correlation with prior
studies emphasises the pivotal significance of stakeholders’
digital contacts in influencing operational procedures. The
findings of Ali et al. (2019) regarding the deployment of digital
technologies in banks are consistent with the results of this
study. Their research, which specifically examined managers
in the banking sector, highlighted the significance of SDE
in shaping operational decisions. The results of this study
support this connection, emphasising that favourable digital
encounters among stakeholders have a substantial impact on
improving the operational setting. In a similar vein, Hassan
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consequences of stakeholders’ digital involvement on the
effectiveness of operations in banks. Their research, based on
the experiences of managers in banking, uncovered a direct
relationship between SDE and OM techniques. This study
expands on this groundwork by presenting empirical data in
the particular setting of banking in Pakistan.

Ahmed et al. (2021) and Haq (2019) corroborated the findings
of this study by investigating the influence of stakeholders’ digital
interactions on operational outcomes in the banking sector.
Although not exclusively focused on banking, their research
provided more evidence that favourable digital experiences
improve OM practices. This study enhances comprehension in
the specific domain of banking by providing valuable insights
into the intricate correlation between SDE and operational
dynamics. This study confirms Hypothesis 2, which is consistent
with prior research. It highlights the significant impact of SDE
on OM in the context of banking in Pakistan. These findings
provide valuable insights into the complex connections between
digital experiences and operational procedures in the ever-
changing field of banking.

The findings of this study strongly confirm Hypothesis 3,
demonstrating a clear and direct impact of OM on DT in the
banking industry. This is in perfect harmony with the current
corpus of research, highlighting the fundamental importance
of efficient operational processes in guiding DT efforts. The
research conducted by Demeter et al. (2023) in the banking
industry supports the findings of this study, emphasising the
importance of OM in driving successful DT. Based on the
experiences of industry managers, their study established the
foundation for comprehending the crucial role that OM plays
in influencing the course of DT.

In addition, Filotto et al. (2021) examined the consequences
of OM on the results of DT in the banking sector. Based on
the experiences of managers, their research demonstrated a
direct association between efficient OM and the effectiveness
of DT programmes. This study expands on this basis, providing
empirical evidence on the broader framework of the banking
industry. Trocin et al. (2021) added to this discussion by
examining the impact of digital abilities on organisational
procedures, offering valuable insights that align with the
discoveries of this study. Their research supported the notion
that efficient OM is crucial for converting digital capabilities
into concrete transformation results. However, this concept is
not limited to the banking industry. This study’s confirmation of
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Hypothesis 3 supports earlier research, highlighting the crucial
role of OM in directly impacting DT in the banking industry.
These findings provide valuable insights into the complex
connections between operational procedures and the evolving
landscape of DT in the banking industry.

CONCLUSION

This study has examined the complex dynamics of DT in
the context of banking in Pakistan. Specifically, this study
has focused on the relationships between DTDC, SDE, OM,
and DT. The confirmation of Hypotheses 1 and 2 emphasises
the direct impacts of DTDC and SDE on OM. In contrast,
Hypothesis 3 proves the essential connection between OM
and DT. These findings corroborate prior research in banking,
offering empirical data that bolsters the theoretical foundations
of DT dynamics in the sector.

The outcomes of this study have practical significance for
individuals involved in banking, providing valuable advice for
managers, policymakers, and regulators as they navigate the
intricate process of DT. The found relationships serve as a
guide for improving DTDC, streamlining SDE, and perfecting
OM procedures, ultimately creating a favourable atmosphere
for effective DTs. These findings provide valuable information
for developing strategies that align technology capabilities,
stakeholder experiences, and operational efficiency in the
dynamic environment of banking sector.

FUTURE DIRECTIONS

This study has revealed essential findings on the relationship
between DTDC, SDE, OM, and DT in banking. These findings
suggest various potential areas for future research. An
investigation into the effects of organisational culture and
leadership styles on the success of DTDC and SDE could yield
a more thorough understanding of the contextual elements
that influence digital adoption. Furthermore, examining the
consequences of regulatory frameworks on digital initiatives in
banking will provide significant insights for policymakers and
practitioners who are negotiating the intricate convergence of
technology and compliance.

In addition, future studies could explore the changing
dynamics of customer expectations in banking, investigating
the impact of SDE on customer loyalty and satisfaction. Gaining
a comprehensive understanding of how customers engage
with digital platforms can provide valuable insights for creating
customised tactics that improve the overall experience for all
stakeholders. Additionally, conducting a longitudinal study that
monitors the development of DTDC, SDE, OM, and DT over
time would enhance the understanding of the interconnections
between these factors. This study would capture how the
banking sector adapts to technology improvements in a
dynamic manner. Furthermore, the utilisation of sophisticated
analytics and artificial intelligence in the field of finance has
yet to be fully explored. Further investigation could explore
the integration of these technologies with DTDC and OM
to enhance innovative solutions and improve operational
efficiencies. To summarise, these future directions seek to
enhance the comprehension of the intricate dynamics within
banking, facilitating the development of more knowledgeable
tactics in navigating the digital terrain.

GRS
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