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Introduction
• Digital transformation has become a crucial strength in the global

banking industry, reshaping operational models, customer
engagement, and service delivery.

• Across both developed and developing economies, banks are
leveraging digital technologies to enhance efficiency, expand
financial inclusion, and maintain competitiveness in a rapidly
evolving market.

• In Myanmar, the banking sector is undergoing a gradual but critical
transition.

• Despite infrastructural and regulatory challenges, the rapid growth of
mobile connectivity and increased demand for accessible financial
services present a unique opportunity for digital transformation.

• This study examines the strategic role of digital transformation in
Myanmar’s banking industry, focusing on six core pillars that
collectively aim to improve institutional performance, customer
satisfaction, and long-term resilience in an increasingly digital
financial ecosystem



Digital Transformation in Myanmar’s Banking Sector

▪ Digital technologies are reshaping banking operations, customer
service, and competitiveness globally.

▪ ASEAN nations lead in digital banking; Myanmar is in early but
critical transition.

▪ Mobile banking & QR payments drive inclusion in Myanmar’s mobile-
first economy.

▪ Internet & agent banking extend services to corporates and rural
areas.

▪ Fintech partnerships and core system modernization enable scalable
innovation.

▪ Cybersecurity & digital onboarding are vital for trust, security, and
compliance.

▪ Innovation labs & digital literacy campaigns future-proof the sector
and drive performance.



Rationale

▪ In the context of rapid technological advancement, digital
transformation has emerged as a strategic imperative for banks
operating in developing economies.

▪ This study posits that a structured integration of six core digital
transformation pillars:

▪Mobile banking and QR payments, Internet and agent banking
with fintech collaboration, Digital wallet integration with core
modernization, Cybersecurity and digital onboarding, Digital
literacy and awareness, and Innovation labs with pilot programs
constitutes a comprehensive framework for enhancing both
institutional performance and customer satisfaction.



1.1 Rationale for the Study
▪ Digital transformation is vital for banks in developing economies to

stay competitive.

▪ This study explores six integrated digital pillars as a framework for
performance enhancement.

▪ Mobile banking & QR payments boost access and transactional
efficiency in mobile-first contexts.

▪ Internet & agent banking, with fintech ties, broaden reach and
diversify services.

▪ Wallets & core modernization enable scalable, secure, real-time
digital operations.

▪ Cybersecurity, onboarding, and digital literacy build trust and safe
adoption.

▪ Innovation labs & pilot programs drive future readiness and
continuous improvement.



Research Questions

▪How do digital transformation practices influence the overall
performance of the banking industry in Myanmar?

▪What is the impact of innovation initiatives on the competitive
advantage and service delivery effectiveness of banks in
Myanmar?



Expected Outcomes

• The Myanmar banking sector aims to enhance non-financial
performance through AI adoption, improved financial inclusion,
reduced digital barriers, greater operational efficiency, stronger
FinTech collaboration, and enhanced digital literacy.



Research Objective

• The objective of the study is to investigate the effect of Digital
Transformation and Innovation practices on Performance of
Myanmar Banking Industry



Research Methods and Scope
• The study focuses on the Digital Transformation and Innovation practices on

Performance of Myanmar Banking Industry.

• A hybrid of descriptive and quantitative methods is applied in the study. Two
stage sampling method is applied in this study.

• There are 27 private banks operating in Myanmar. For the first stage, 3 private
banks that widely use modern & core banking system. Then 100 respondents in
these banks are selected to collect primary data with a structure questionnaire.

• A systematic sampling technique is used to select a representative sample of 100
participants.

• The sampling interval (k) was calculated by dividing the total population size (N)
by the desired sample size (n=100).

• Primary data is collected from 100 employees by using structured questionnaire
with five-point Likert scale as well as secondary data is obtained from related
journals, articles, research papers, theses, and text books. Regression analysis
is utilized to assess the correlations between variables in order to accomplish
specific objectives.



1.6  Conceptual Framework

Figure 1.1  Digital Transformation & Innovation Practices of Private Banks
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2. DIGITAL TRANSFORMATION AND INNOVATION 
PRACTICES OF MYANMAR BANKING INDUSTRY
• Digital transformation and innovation in the Myanmar banking 

industry encompass a broad range of initiatives aimed at 
modernizing operations, enhancing customer experience, and 
expanding financial inclusion. 

• These initiatives include the adoption of mobile banking and QR 
code payment systems, which have simplified transactions and 
improved convenience for urban and rural customers alike. 

• The integration of internet banking, agent banking, and fintech 
collaborations has further extended access to financial services, 
especially in underserved and remote areas. 

• The implementation of digital wallets and modernization of core 
banking systems supports real-time processing and seamless 
customer interactions, contributing to more agile and efficient 
banking operations.



• In parallel, cybersecurity enhancements and digitized customer 
onboarding processes are being prioritized to ensure trust, 
compliance, and a smooth digital experience. 

• Digital literacy and awareness campaigns are actively being 
promoted to equip the population with the knowledge and skills 
necessary to engage with digital financial services safely and 
effectively. 

• Finally, the establishment of innovation labs and pilot programs 
has fostered a culture of experimentation and continuous 
improvement, enabling banks to design and test user-centric 
financial products and services tailored to the local market.

• Collectively, these initiatives reflect a comprehensive and 
strategic approach to digital innovation that is shaping the future 
of banking in Myanmar.



ANALYSIS ON THE EFFECTS OF DIGITAL TRANSFORMATION AND 
INNOVATION OF MYANMAR BANKING INDUSTRY

Table 3.1 Demographic Characteristics of Respondents

Gender Frequency Percentage Education Level Frequency Percentage

male 53 53 High School 3 3

female 44 44 Undergraduate 14 14

others 3 3 Graduate 38 38

Total 100 100% Post-Graduate/Master 32 32

Age Frequency Percentage PhD 13 13

18-25 13 13 Total 100 100%

26-30 24 24 Type of Users Frequency Percentage

31-40 20 20 Student 17 17

41-50 34 34 Government Employee 21 21

above 50 9 9 Own business 29 29

Total 100 100% Private Employee 22 22

Others 11 11

Total 100 100%

Marrital Status Frequency Percentage Monthly Income Frequency Percentage

Single 25 25.0 200,001 – 300,000 7 7.0

Married 67 67.0 300,001 – 400,000 20 20.0

Others 8 8.0 400,001 – 500,000 37 37.0

Above 500,000 36 36.0

Total 100 100% Total 100 100%
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Table 3.2  Reliability Statistics 

Particulars Cronbach's Alpha 
N of 

Items 

1. Mobile Banking Apps & QR Code Payment Systems 0.853 7 

2.Internet Banking Platforms, Agent Banking & Fintech Collaboration 0.911 7 

3.Digital Wallet Integration &Core Banking System Modernization 0.891 7 

4. Cybersecurity Enhancements &Customer Onboarding Digitization 0.877 7 

5.Digital Literacy & Awareness Campaigns 0.883 7 

6.Innovation Labs & Pilot Programs 0.756 7 

 



Table 4.3  Likert Mean Score values for Mobile Banking Apps & QR Code Payment Systems 

 
1.Mobile Banking Apps & QR Code Payment Systems Mean 

Std. 

Deviation 

1. The mobile app is exceptionally intuitive and easy to use. 4.48 0.50 

2. It supports a comprehensive range of banking transactions. 4.56 0.50 

3. The app's performance is fast and reliable. 4.60 0.49 

4. The bank consistently introduces valuable new features. 4.60 0.49 

5. QR code payments are seamlessly integrated and widely accepted. 4.27 0.45 

6. Having complete confidence in the security of its QR payment system. 4.61 0.49 

7. Mobile banking has significantly reduced logistic cost, not go to physical branches. 4.58 0.50 

Total 31.70 3.42 

Average Mean 4.53 0.49 

Source: SPSS 2025 



Table 4.4 Likert Mean Score values for Internet Banking Platforms, Agent Banking & Fintech 

Collaboration  

2. Internet Banking Platforms, Agent Banking & Fintech Collaboration Mean 
Std. 

Deviation 

21    The Bank has reliable Internet Banking Platforms, Agent Banking & Fintech     

Collaboration 
4.68 0.47 

22    The bank’s internet banking platform is accessible and reliable. 4.68 0.47 

23    Regularly using the bank website or internet portal for financial transactions. 4.68 0.47 

24    Agent banking services are available in my area. 4.68 0.47 

25    Fintech partnerships have improved the range of digital services offered by the bank. 4.47 0.50 

26   Being confident  in managing  finances by using the bank online platforms. 4.68 0.47 

27  The bank works well with Fintech companies to offer innovative services. 4.43 0.50 

Total 32.30 3.34 

Average Mean 4.61 0.48 

Source: SPSS 2025 

 



Table 4.5 Likert Mean Score values Digital Wallet Integration & Core Banking System 

Modernization 

3.Digital Wallet Integration & Core Banking System Modernization Mean 
Std. 

Deviation 

31     The bank supports integration with popular digital wallets. 4.87 0.338 

32      Easily transfer funds between my bank account and digital wallets. 4.88 0.327 

33      The bank’s digital wallet features are secure and reliable. 4.80 0.402 

34     Core banking system updates have made services faster and more responsive. 4.87 0.338 

35    Having noticed improvements in banking operations due to system modernization. 4.77 0.423 

36     Facing with fewer technical issues with digital wallet transactions. 4.89 0.314 

37    The integration of digital wallets has increased the use of digital banking. 4.91 0.288 

Total 33.99 2.43 

Average Mean 4.86 0.35 

Source: SPSS 2025 

 



Table 4.6   Likert Mean Score values Cybersecurity Enhancements & Customer Onboarding 

Digitization 

4.Cybersecurity Enhancements & Customer Onboarding Digitization Mean 
Std. 

Deviation 

41      Personal and financial data is well protected by the bank. 4.89 0.31 

42      Providing clear information on cybersecurity practices. 4.90 0.30 

43      Effectively using multifactor authentication in digital banking. 4.92 0.27 

44      Being  convenient and efficient for digital onboarding process 4.92 0.27 

45      Being able to open an account without visiting a physical branch. 4.92 0.27 

46    Being verified customer identities effectively in online channels. 4.92 0.27 

47      Having confidence in the bank’s ability to prevent cyber threats. 4.92 0.27 

Total 34.39 1.98 

Average Mean 4.91 0.28 

 



Table 4.7  Likert Mean Score values  Digital Literacy & Awareness Campaigns 

5.Digital Literacy & Awareness Campaigns Mean 
Std. 

Deviation 

51      The bank provides useful information about using digital services safely. 4.88 0.33 

52      Attending and seeing digital literacy programs organized by the bank. 4.88 0.33 

53      These campaigns have helped for use digital banking more confidently. 4.88 0.33 

54      The bank uses social media effectively to promote digital awareness. 4.91 0.29 

55      Being more informed about online fraud because of the bank’s campaigns. 4.91 0.29 

56      The bank provides customer support to assist with digital tools. 4.89 0.31 

57      Digital literacy efforts are inclusive and reach rural or elderly populations. 4.89 0.31 

Total 34.24 2.18 

Average Mean 4.89 0.31 

 



Table 4.8 Likert Mean Score values for Innovation Labs & Pilot Programs 

6. Innovation Labs & Pilot Programs Mean 
Std. 

Deviation 

61 The bank regularly tests new technologies through pilot programs. 4.88 0.33 

62. Inviting to participate in new banking feature trials. 4.88 0.33 

63  Innovation labs have helped improve digital products over time. 4.88 0.33 

64  The bank encourages feedback from users on pilot programs. 4.29 0.46 

65  Recognizing that the bank is among the first to adopt new digital trends. 4.98 0.14 

66  The bank invests in research and development for digital banking. 4.98 0.14 

67   It is trusted that the bank is innovative and forward-thinking. 4.98 0.14 

Total 33.87 1.86 

Average Mean 4.84 0.27 

 



Table 4.9  Overall Mean Score values for Digital transformation and Innovation practices 

Particulars Mean 

1. Mobile Banking Apps & QR Code Payment Systems 4.53 

2. Internet Banking Platforms, Agent Banking & Fintech Collaboration 4.61 

3. Digital Wallet Integration & Core Banking System Modernization 4.86 

4. Cybersecurity Enhancements & Customer Onboarding Digitization 4.91 

5. Digital Literacy & Awareness Campaigns 4.89 

6. Innovation Labs & Pilot Programs 4.84 

Total Means 28.64 

Overall Mean 4.77 

Source: SPSS 2025 



Figure 3.1 Mean Score Values for Digital Transformation and Innovation Practices 
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4. Regression, Coefficient and ANOVA Test for Digital transformation and Innovation 

practices of Banking industry in Myanmar 

Table 4.1  Regression Model Summary for Digital transformation and Innovation practices 

of Banking industry in Myanmar 
 

Model R 
R 

Square 

Adjusted 

R 

Square 

Std. 

Error of 

the 

Estimate 

Durbin-

Watson 

1 .511a 0.261 0.214 0.13567 1.877 

 

The regression model indicates a moderate positive relationship between digital innovation 

practices and banking performance in Myanmar. An R value of 0.511 suggests a moderate 

correlation. R Square of 0.261 means 26.1% of performance variance is explained by digital 

initiatives. Adjusted R Square of 0.214 accounts for multiple predictors.  

 

Table 4.2  ANOVAa 

Model 
Sum of 

Squares 
df 

Mean 

Square 
F Sig. 

1 Regression 0.606 6 0.101 5.484 .000b 

Residual 1.712 93 0.018     

Total 2.318 99       

 



 

Table 4.3 Coefficients 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 
t Sig. 

B 
Std. 

Error 
Beta 

1 (Constant) 2.552 0.828   3.081 0.003 

Set1 Mobile Banking Apps & QR Code Payment Systems -0.098 0.065 -0.142 -1.517 0.133 

Set 2 Internet Banking Platforms, Agent Banking & Fintech 

Collaboration 
0.175 0.096 0.176 1.833 0.070 

Set 3  Digital Wallet Integration & Core Banking System 

Modernization 
0.022 0.069 0.030 0.324 0.746 

Set 4 Cybersecurity Enhancements & Customer 

Onboarding Digitization 
-0.092 0.024 -0.361 -3.854 0.000 

Set 5 Digital Literacy & Awareness Campaigns -0.026 0.073 -0.035 -0.362 0.718 

Set 6 Innovation Labs & Pilot Programs 0.419 0.110 0.343 3.795 0.000 

a. Dependent Variable:  1p Performance of Banking Industry 

Source: SPSS 2025 



 

Table 4.4 Chi-Square Tests 

  Value df 
Asymptotic Significance (2-

sided) 

Pearson Chi-Square 22.574a 5 0.000 

Likelihood Ratio 24.395 5 0.000 

Linear-by-Linear Association 17.840 1 0.000 

N of Valid Cases 100   

a. 4 cells (33.3%) have expected count less than 5. The minimum expected count is .45. 

Source: SPSS, 2025 



Table 4.5  Chi-Square Tests 

  Value df 
Asymptotic Significance (2-

sided) 

Pearson Chi-Square 68.527a 5 0.000 

Likelihood Ratio 89.959 5 0.000 

Linear-by-Linear Association 60.203 1 0.000 

N of Valid Cases 100   

a. 4 cells (33.3%) have expected count less than 5. The minimum expected count is .47. 

 



5.1  Findings
▪ This study investigates the impact of digital innovation practices on the 

performance of Myanmar’s banking sector using multiple regression 
analysis. 

▪ The findings reveal a moderate positive relationship between digital 
transformation initiatives and banking performance, suggesting that digital 
innovation contributes meaningfully to industry outcomes. 

▪ The regression model shows a statistically significant ability to predict 
banking performance, reinforcing the importance of digital factors in the 
sector’s competitiveness.



▪ The analysis also assesses the individual effects of various 
digital transformation components. 

▪Notably, internet banking, agent banking, and fintech 
collaborations show a positive and marginally significant 
influence on banking performance, indicating their increasing 
relevance. 

▪ In contrast, initiatives such as mobile banking, QR payments, 
and digital wallets with core banking modernization do not show 
significant effects, suggesting limited direct impact within the 
current landscape.

▪ This study investigates the impact of digital innovation practices 
on the performance of the banking industry in Myanmar using 
multiple regression analysis. 



▪ The results reveal a moderate positive relationship between digital 
transformation initiatives and banking performance, indicating that 
digital innovation plays a significant role in shaping industry 
outcomes. 

▪ The regression model demonstrates statistical significance, 
confirming the relevance of digital factors in the increasingly 
competitive banking landscape.

▪ A deeper analysis of individual digital transformation components 
reveals a spectrum of effects. 

▪ While initiatives such as mobile banking and QR code payments 
show negative but statistically non-significant impacts on 
performance, digital wallets and core banking modernization similarly 
exhibit no significant influence. 

▪ These findings suggest that while these technologies are prevalent, 
their direct impact on performance may be limited or context-
dependent at this stage.



▪ In contrast, internet banking, agent banking, and fintech 
collaborations display positive and marginally significant effects, 
highlighting their growing strategic importance within the sector.

▪ These tools appear to be enhancing service accessibility and 
efficiency, contributing incrementally to improved performance 
outcomes.

▪ Unexpectedly, cybersecurity measures and the digitization of 
customer onboarding processes are found to have a significant 
negative association with banking performance. 

▪ This may reflect implementation challenges, increased operational 
costs, or inefficiencies in execution that warrant further attention.

▪ Conversely, innovation labs and pilot programs emerge as strong, 
statistically significant positive contributors to banking performance.

▪ These findings underscore the critical role of fostering innovation 
ecosystems and experimenting with new digital services to drive 
competitiveness and enhance user engagement.



▪Although digital literacy campaigns are vital for broader financial 
inclusion, the model indicates that they do not have a statistically 
significant direct effect on banking performance.

▪ This suggests that their benefits may be more indirect or long-term, 
emphasizing the need for continued investment in public digital 
education without expecting immediate performance gains.

▪Overall, the findings highlight the diverse and complex impacts of 
digital transformation initiatives in the banking sector. 

▪  While innovation and fintech partnerships appear to be key enablers of 
improved performance, other digital practices: particularly those related 
to cybersecurity and customer onboarding - require strategic 
refinement.



▪ This study contributes valuable insights for banking stakeholders and 
policymakers by identifying which digital innovation practices most 
effectively enhance industry performance. 

▪ It emphasizes the importance of a targeted and balanced digital 
transformation strategy, prioritizing high-impact innovation initiatives 
while addressing operational inefficiencies to fully leverage digital 
opportunities. 

▪ This study explores the impact of digital innovation practices on 
banking performance in Myanmar through multiple regression 
analysis. 

▪ The results indicate a moderate positive relationship between digital 
transformation initiatives and overall banking performance, 
confirming the growing influence of digital factors in the country’s 
competitive financial landscape. 

▪ The statistical significance of the model underscores the relevance 
of digital strategies in shaping institutional outcomes.



▪ A closer look at individual digital components reveals varied effects. 

▪ Mobile banking and QR code payments show negative but 
statistically non-significant impacts, while digital wallets and core 
banking modernization also do not exhibit a meaningful influence. 

▪ These findings suggest that despite their widespread use, these 
technologies may not yet translate into measurable performance 
improvements, potentially due to implementation limitations or 
market readiness.

▪ In contrast, internet banking, agent banking, and fintech 
collaborations demonstrate positive and marginally significant 
effects, reflecting their rising strategic value. 

▪ These channels are likely improving service outreach and 
operational efficiency, contributing incrementally to better 
performance metrics across the sector.



▪ This study analyzes the impact of digital innovation on banking 
performance in Myanmar using multiple regression analysis, 
finding a moderate positive relationship overall.

▪ Internet banking, agent banking, and fintech collaborations 
show marginally significant positive effects, indicating their 
increasing strategic importance.

▪Mobile banking, QR code payments, digital wallets, and core 
banking modernization show no significant impact, suggesting 
limited direct performance benefits.



▪Cybersecurity measures and digital customer onboarding 
display significant negative effects, possibly due to high costs or 
poor implementation.

▪ Innovation labs and pilot programs significantly boost 
performance, emphasizing the importance of fostering 
innovation and experimentation.

▪Digital literacy campaigns do not show immediate performance  

impact but remain essential for long-term financial inclusion.

▪ The study highlights the need for a focused digital   

transformation strategy that maximizes high-impact innovations   

while addressing operational inefficiencies



5.2 Recommendation
▪ Findings presented in this study, the following recommendations are proposed 

to enhance the strategic implementation of digital innovation within the 
Myanmar banking sector:

▪ Banks should prioritize high-impact innovation initiatives such as innovation 
labs and pilot programs, as these were found to have a strong and statistically 
significant positive influence on banking performance. 

▪ Investing in structured innovation ecosystems is likely to foster product 
development, enhance competitiveness, and support long-term digital growth.

▪ Strategic collaboration with fintech firms should be strengthened to capitalize 
on their capacity for technological advancement and customer-focused 
innovation. 

▪ Given the positive effect observed from fintech partnerships, such 
collaborations are recommended to expand service offerings and improve 
efficiency, particularly in underserved markets.



▪ The development and optimization of internet banking and agent banking services 
should be further emphasized. 

▪ Although their effects were only marginally significant, their positive association with 
performance suggests that with targeted investment in user experience, reliability, 
and accessibility, these services could become key enablers of digital transformation 
in the sector.

▪ There is a need to critically review and enhance cybersecurity measures and digital 
onboarding processes. 

▪ Their significant negative association with banking performance indicates potential 
inefficiencies or implementation challenges.

▪  It is recommended that banks streamline these processes to ensure robust security 
frameworks while maintaining operational efficiency and customer convenience.

▪ Digital services with limited or non-significant impact, such as mobile banking, QR 
payments, digital wallets, and core banking modernization, should be reassessed. 

▪ Banks are advised to evaluate adoption barriers, user interface design, and service 
integration strategies to better align these initiatives with customer needs and 
institutional goals.



▪ Continued investment in digital literacy campaigns is encouraged, despite their 
lack of direct impact on performance in this model. 

▪ These campaigns play a vital role in building digital capability and financial 
inclusion, and their long-term benefits may not be immediately reflected in 
quantitative performance metrics. 

▪ Policymakers and financial institutions should consider digital literacy as a 
foundational component of broader development strategies.

▪ A balanced, evidence-based approach to digital transformation should be 
adopted. 

▪ Banks should regularly monitor and evaluate the effectiveness of their digital 
initiatives, ensuring that resources are directed toward interventions with 
demonstrated performance benefits while addressing areas of weakness. 

▪ This approach will facilitate informed decision-making and promote sustainable 
digital development within the banking industry.

▪ The recommendation serve as a strategic framework for banks and policymakers 
aiming to enhance the impact of digital innovation on performance. 

▪ By aligning digital transformation efforts with empirical evidence, the banking 
sector in Myanmar can better navigate challenges and seize opportunities in a 
rapidly evolving financial landscape.



Prioritize innovation labs & pilot programs
▪  Strong positive impact on performance; foster innovation and 

competitiveness.
Strengthen fintech partnerships
▪ Leverage fintech for tech advancement and improved service delivery.
Enhance internet & agent banking
▪ Marginally positive now, but potential for greater impact with better UX and 

accessibility.
Review cybersecurity & onboarding
▪ Currently linked to negative outcomes; streamline for efficiency and user 

trust.
Reassess underperforming services
▪ Mobile banking, QR payments, wallets, and core modernization need 

better alignment with user needs.
Continue digital literacy efforts
▪ No direct performance impact yet, but crucial for long-term inclusion and 

capability.
Adopt evidence-based



5.3 Research Implication
▪ The findings of this study offer several key implications for academic 

research in digital transformation, banking innovation, and financial 
technology, particularly in the context of emerging economies such as 
Myanmar.

▪ Firstly, the study adds to the growing body of literature by providing 
empirical evidence from a developing country, where digital infrastructure 
and financial maturity differ significantly from advanced economies. 

▪ While most prior research focuses on technologically advanced markets, 
this study highlights that digital transformation initiatives can yield varied 
outcomes in less digitally mature settings. 

▪ The observed moderate but statistically significant relationship between 
overall digital innovation and banking performance affirms theoretical 
perspectives that position digital transformation as a strategic driver of 
competitiveness in the financial sector.



▪Secondly, the differentiated impacts across individual digital 
components underscore the need for more disaggregated and 
context-specific research. 

▪ The lack of significant performance effects from commonly used 
technologies such as mobile banking, QR payments, and digital 
wallets suggests that technological adoption alone is 
insufficient. 

▪ This calls for future research to explore the enabling conditions 
for digital tools to be effective, including factors like user 
readiness, service design quality, regulatory support, and 
organizational capacity for integration.



Cybersecurity and Digital Onboarding

▪ The significant negative association with banking performance suggests the need 

for a critical reassessment of current practices. Banks should streamline these 

processes to enhance operational efficiency, minimize implementation challenges, 

and build customer trust through improved security and user experience.

Underperforming Digital Services

▪ Technologies such as mobile banking, QR code payments, digital wallets, and core 

banking modernization showed limited or no significant impact. This highlights the 

necessity of realigning these services with customer expectations, addressing 

usability issues, and enhancing system integration to realize their potential benefits.



Digital Literacy Campaigns

▪ Although not directly linked to immediate performance gains, digital 

literacy remains essential for long-term financial inclusion and digital 

adoption. 

▪ Continued investment in public digital education will be critical to building a 

more digitally capable and financially empowered population.

Evidence-Based Digital Strategy

▪ Banks are encouraged to adopt a data-driven approach to digital 

transformation. 

▪ Regular monitoring and evaluation of digital initiatives will ensure that 

resources are allocated to high-impact areas while addressing operational 

inefficiencies, ultimately promoting sustainable digital growth within the 

sector.



Thank You
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