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Abstract

This study examines the Impact of Artificial Intelligence (Al) in the Financial Service Sector of
Bangladesh using a sample of 50 employees across banks, MFS companies, fintech firms, and
insurance providers. A quantitative research design was used, supported by descriptive analysis,
correlation analysis, and regression modeling.

Artificial Intelligence (Al) has become a central component of digital transformation within
global financial services. The Bangladeshi financial sector—including banking, insurance,
fintech, and mobile financial services (MFS)—is gradually adopting Al to enhance operational
efficiency, improve fraud detection, reduce risk, and deliver customer-centric services. However,
despite rapid digitalization, empirical research remains scarce.

Results indicate that Al significantly improves operational efficiency, enhances fraud detection
capabilities, and increases customer satisfaction. The regression model reveals that Al adoption
explains 68.7% of the variation in organizational performance. The findings affirm that Al plays
a critical role in transforming Bangladesh’s financial ecosystem and highlight the need for
increased investment, improved employee skills, and strengthened regulatory frameworks. The
study contributes to existing literature and provides strategic recommendations for policymakers,
financial managers, and future researchers.
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Chapter-One

INTRODUCTION



1.1 Background of the Study

The global financial services industry is in the midst of a fourth industrial revolution, driven by
the pervasive power of Artificial Intelligence (Al). Al, which encompasses machine learning
(ML), natural language processing (NLP), robotic process automation (RPA), and deep learning,
is transforming every facet of finance, from customer service and risk management to fraud
detection and investment strategies. Its ability to analyze vast datasets, identify complex patterns,
and automate decision-making processes is delivering unprecedented levels of efficiency,
personalization, and security.

In Bangladesh, a nation aggressively pursuing its "Smart Bangladesh™ vision, the adoption of Al
presents a monumental opportunity to leapfrog traditional developmental hurdles. The financial
sector, comprising banks, non-bank financial institutions (NBFIs), mobile financial services
(MFS), and insurance companies, is the backbone of the economy. While the sector has
successfully embraced Fintech in the form of MFS, the integration of sophisticated Al is still in
its nascent stages. Pioneering institutions are beginning to experiment with Al-powered chatbots
for customer service, ML algorithms for credit scoring, and neural networks for detecting
fraudulent transactions.

The potential impact is profound. Al can enhance financial inclusion by enabling alternative
credit scoring for the unbanked, strengthen the stability of the financial system by providing real-
time risk analytics to regulators, and boost profitability for institutions by optimizing operations
and reducing non-performing loans (NPLs). Therefore, a systematic investigation into the current
state, perceived impact, and adoption challenges of Al in Bangladesh's financial sector is
critically needed to chart a strategic path forward.

1.2 Research Objectives
The general & specific objectives of this study are:
General Objective

= To assess the current state and scope of Al adoption across different domains within
financial institutions in Bangladesh

= To evaluate the perceived impact of Al implementation on the operational and strategic
performance of these institutions.

Specific Objective

e To identify and rank the critical technological, organizational, and environmental barriers
that affect the decision to adopt and integrate Al solutions.



1.3 Problem Statement

While the potential of Al is widely acknowledged in global discourse, its practical integration
and tangible impact within the financial services sector of Bangladesh remain poorly understood
and underexplored. There is a significant knowledge gap regarding the specific Al applications
being deployed, the perceived benefits realized by financial institutions, and the multifaceted
challenges impeding wider adoption. These challenges are not merely technological but also
stem from organizational resistance, a shortage of skilled talent, regulatory ambiguities, and
significant data infrastructure limitations.

Existing studies on technology in Bangladeshi finance have largely focused on Fintech and MFS,
leaving a vacuum in dedicated academic research on Al. Without a clear understanding of the
current adoption landscape and the key drivers and barriers, financial institutions may make
misinformed investments, policymakers may create ineffective regulations, and the nation may
fail to harness Al's full potential for economic development. This study, therefore, seeks to
address this critical gap by providing an empirical analysis of the impact and adoption-
influencing factors of Al in the financial service sector of Bangladesh.

1.4 Research Questions
This study is guided by the following research questions:

1. What is the current level of adoption and the specific applications of Al (e.g., in risk
management, customer service, fraud detection) within financial institutions in Bangladesh?

2. What is the perceived impact of Al adoption on key performance indicators such as
operational efficiency, customer satisfaction, risk mitigation, and profitability?

3. What are the most significant technological, organizational, and environmental challenges
(e.g., data quality, talent shortage, cost, regulatory uncertainty) hindering the widespread
adoption of Al in the sector?

1.5 Significance of the Study
The findings of this research are expected to be of significant value to various stakeholders:

For Financial Institutions (Banks, NBFIs, MFS Providers): The study will provide a benchmark
for their Al maturity, help them understand the tangible benefits, and inform their strategic
planning by highlighting critical challenges and success factors.

For Regulators (Bangladesh Bank, BSEC): The insights will aid in developing a proactive and
enabling regulatory framework (e.g., regulatory sandboxes, data privacy guidelines) that fosters
responsible Al innovation while ensuring financial stability and consumer protection.



For Al Solution Providers and Tech Firms: Understanding the specific needs, pain points, and
readiness of the Bangladeshi financial market will allow them to tailor their products and
marketing strategies effectively.

For Academia: This research will contribute one of the first empirical studies focused
specifically on Al adoption in Bangladesh's financial sector, providing a foundational dataset and
analysis for future research.

1.6 Scope and Limitations

Scope: The study focuses on financial institutions operating in Bangladesh, including
commercial banks, NBFIs, and leading MFS providers. The research investigates the
perspectives of professionals involved in technology, strategy, and operations within these
institutions.

Limitations:

Sample Size and Sampling: The sample size of 50 professionals, while providing valuable
insights, is relatively small and collected via convenience and snowball sampling. This limits the
generalizability of the findings to the entire sector.

Perceptual Data: The study relies on self-reported perceptions and intentions from professionals,
which may be subject to biases such as social desirability bias or optimism bias regarding their
institution's capabilities.

Cross-Sectional Design: The study provides a snapshot in time and cannot establish long-term
causal relationships between Al adoption and performance outcomes.

1.7 Organization of the Thesis

This thesis is organized into seven chapters. Following this introduction, Chapter 2 presents a
review of relevant literature. Chapter 3 details the conceptual framework and develops the
research hypotheses. Chapter 4 explains the research methodology. Chapter 5 presents the data
analysis and results. Chapter 6 discusses the findings, and Chapter 7 concludes with
recommendations and suggestions for future research.



Chapter-Two

Literature Review



2.1 Conceptual Review of Artificial Intelligence (Al) in Finance

Recent research highlights Al's transformative yet nascent impact on Bangladesh's financial
sector. Akter et al. (2022) found that Al-driven chatbots and robo-advisors are enhancing
customer service and operational efficiency in Bangladeshi banks, though adoption remains in
early stages. Similarly, Rahman and Hossain (2023) identified significant improvements in fraud
detection and credit risk assessment through machine learning algorithms. However, studies by
Islam et al. (2024) and Karim (2023) caution that widespread integration is hindered by
regulatory gaps, data privacy concerns, and a significant skills shortage. Collectively, the
literature suggests Al promises substantial benefits for financial inclusion and efficiency in
Bangladesh, but its full potential is constrained by infrastructural and governance challenges.

Hossain, Alam, and Igbal (2025) investigated AI’s role in automating compliance and regulatory
reporting in Bangladeshi banks, finding early adoption benefits alongside institutional readiness
challenges.

Majumder (2024) reported that Al significantly enhances risk management and fraud detection in
commercial banks by enabling sophisticated pattern recognition beyond traditional methods.

Molla (2024) identified major barriers to Al integration in Bangladesh’s banking sector,
including limited technical expertise, high implementation costs, and regulatory challenges.

Dey et al. (2025) highlighted ethical and regulatory concerns in Al-powered credit management,
noting transparency and compliance as critical risks for financial institutions.

Local industry reports emphasize AI’s positive effects on customer service, fraud prevention, and
financial inclusion through chatbots and alternative credit scoring models, while calling for
regulatory frameworks to govern its implementation.

Al in finance refers to the use of algorithms and software to analyze financial data, automate
complex processes, and simulate human intelligence in making predictions or decisions. Key
applications include:

Customer Service & Engagement: Al-powered chatbots and virtual assistants (e.g., DBBL's
"Miracle™) provide 24/7 customer support. NLP is used for sentiment analysis of customer
interactions.

Fraud Detection and Security: ML models analyze transaction patterns in real-time to identify
anomalies and flag potentially fraudulent activities with far greater accuracy than rule-based
systems.

Credit Scoring and Risk Management: Al algorithms can analyze alternative data (e.g., mobile
phone usage, utility bill payments) to assess the creditworthiness of individuals with no formal



credit history, thereby promoting financial inclusion. They also enhance market and operational
risk modeling.

Algorithmic Trading: Al systems can execute high-frequency trades based on market data
analysis.

Process Automation: Robotic Process Automation (RPA) is used to automate repetitive back-
office tasks like data entry and compliance reporting, reducing costs and errors.

2.2 Global Adoption and Impact of Al in Financial Services

Recent literature highlights that Al integration in financial services has accelerated globally,
transforming credit scoring, fraud detection, customer service, and algorithmic trading, while
significantly raising concerns about transparency, ethical use, and regulatory compliance
(Rankovi¢ et al., 2025; Sayari et al., 2025).

Systematic reviews indicate that machine learning and natural language processing increase
operational efficiency and decision-making quality, yet pose challenges related to data privacy
and bias (Rankovi¢ et al., 2025).

Global studies also emphasize how Al-driven financial inclusion expands access to underserved
populations through alternative credit assessment and automated services, though infrastructure
and ethical issues remain barriers (Lee, 2025).

Generative Al adoption is reshaping customer engagement and risk analytics in banks and
fintechs worldwide, while simultaneously introducing novel cybersecurity and ethical risks
requiring robust governance (Saha et al., 2025).

Reviews suggest that AI’s impact on financial stability and sustainability is positive when paired
with adaptive regulatory frameworks, yet inconsistent implementation can risk systemic biases
and exclusion (Hussain et al., 2025).

Globally, leading financial hubs have deeply integrated Al. JPMorgan Chase's COIN platform
analyzes legal documents in seconds, a task that took 360,000 hours of human labor annually. In
China, Ant Group's MyBank uses Al for its "3-1-0" lending model (3-minute application, 1-
second approval, 0 human intervention). Studies consistently show that Al adoption leads to:

Cost Reduction: Through automation of manual processes.
Revenue Increase: Via personalized product recommendations and improved cross-selling.

Enhanced Risk Management: Through more accurate and proactive fraud detection and credit
risk assessment.

Improved Customer Experience: Through personalized, always-available service.



2.3 The Landscape of Al in Bangladesh's Financial Sector

The adoption of Al in Bangladesh's financial sector is emergent and uneven. A few forward-
thinking institutions are leading the way:

Chatbots and Virtual Assistants: Dutch-Bangla Bank (DBBL), BRAC Bank, and several others
have launched Al-driven chatbots on their websites and apps to handle customer queries.

Fraud Detection: Banks and MFS providers are increasingly implementing ML-based systems to
detect suspicious transaction patterns, a critical need in a market with rising digital transactions.

Credit Scoring: Some fintech startups and NBFIs are beginning to explore Al-driven alternative
credit scoring models, though this is not yet mainstream.

Regulatory Stance: Bangladesh Bank has shown a supportive stance, encouraging digital
innovation and establishing a dedicated Fintech unit. However, a specific regulatory framework
for Al is yet to be developed.

The journey, however, is hampered by a significant skills gap, low-quality data, high
implementation costs, and a cultural resistance to change within traditional institutions.

2.4 Theoretical Underpinnings: Technology-Organization-Environment (TOE) Framework

This study is grounded in the “Technology-Organization-Environment (TOE) framework”
developed by Tornatzky and Fleischer (1990). The TOE framework provides a robust structure
for analyzing the adoption of technological innovations at an organizational level. It suggests that
three elements influence the process:

Technological Context: The internal and external technologies relevant to the firm. This includes
the available Al technologies and the firm's existing IT infrastructure and data readiness.

Organizational Context: The characteristics and resources of the firm, such as its size, scope,
managerial structure, and human capital (availability of Al-skilled staff).

Environmental Context: The arena in which the firm conducts its business - the industry,
competitors, and the regulatory environment.

The TOE framework is particularly suitable for this study as it holistically captures the multi-
faceted nature of Al adoption, which is not just a technological decision but a strategic one
influenced by internal capabilities and external pressures.



2.5 Gap in the Literature

While literature on Fintech in Bangladesh is growing, there is a conspicuous lack of academic
research that:

1. Systematically investigates Al adoption using an established theoretical lens like the TOE
framework.

2. Empirically measures the *perceived impact* of Al on institutional performance from the
perspective of Bangladeshi financial professionals.

3. Identifies and ranks the relative importance of *specific* technological, organizational, and
environmental barriers in the local context.

This research aims to fill these interconnected gaps.



Chapter-Three

Conceptual Framework &
Hypotheses



3.1 Conceptual Framework

A conceptual framework for Al in Bangladesh's finance sector involves Drivers (digitalization,
data growth, customer demand), Al Applications (chatbots, fraud detection, lending, risk
analysis), Impact Areas (efficiency, inclusion, experience), and Moderating Factors (regulation,
skills gap, infrastructure, data privacy), all culminating in systemic benefits like economic
growth, but requiring careful management of challenges like job shifts and ethical concerns to
ensure inclusive development.

Conceptual Framework Components:
Drivers & Context (Inputs):

Digitalization Drive: Government pushes for national Al strategy, increasing internet/mobile
penetration.

Data Abundance: Large customer bases generating vast data (transactions, interactions).
Customer Expectations: Demand for faster, personalized, 24/7 banking.

Operational Needs: High error rates, slow processing in traditional systems.

Al Applications (The Technology):

Robotic Process Automation (RPA): Automating bookkeeping, data entry.

Natural Language Processing (NLP): Chatbots for customer service, sentiment analysis.

Machine Learning (ML) Algorithms: Fraud detection, credit scoring, risk assessment,
algorithmic trading.

Predictive Analytics: Forecasting performance, identifying distress in firms.
Impact Areas (Outcomes):

Efficiency & Cost Reduction: Automating tasks, reducing operational costs.
Enhanced Customer Experience: Personalization, 24/7 support, faster service.
Financial Inclusion: Reaching rural areas, better credit access for underserved.

Improved Risk Management: Better fraud prevention, accurate credit decisions.
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Moderating Factors (Challenges & Enablers):

Regulatory Framework: Need for supportive policies (e.g., data privacy, ethics).
Workforce Readiness: Skills gap, need for training, job redesign.

Infrastructure: Reliable power, robust ICT facilities.

Data Privacy & Security: Building trust.

Investment: High implementation costs.

Systemic Outcomes (Macro Level):

Economic Growth, Competitive Edge, Sustainable Development.
Based on the TOE framework, the following conceptual framework is proposed:

[Independeanariables - TOE Contexts] [Dependent Variable]

Technological Context (TC) \L
Al Adoption Level (ADOPT)

Organizational Context (OC)

Environmental Context (EC)

3.2 Variable Definition and Operationalization

The variables are operationalized using a 5-point Likert scale (1=Strongly Disagree, 2=Disagree,

3=Neutral, 4=Agree, 5=Strongly Agree).

12



Variable Operationalization

Construct

Definition

Sample Measurement Item

Technological
Context (TC

The degree to which the organization
has the necessary technological
infrastructure and data capabilities to
support Al

My organization has high-quality, integrated
data that is ready for Al projects.

Organizational
Context (OC

The degree to which the organization
has the financial resources, skilled
talent, and top management support for
Al initiatives.

My organization has dedicated budget for Al
and digital transformation projects

Environmental

The degree of competitive pressure

We feel competitive pressure from other

Context (EC) | and regulatory support for adopting Al | institutions to adopt Al solutions

in the financial sector.
Al Adoption | The extent to which the organization My organization is currently using AI/ML in
Level has implemented and integrated Al at least one business unit (e.g., for chatbots,
(ADOPT) technologies into its operations and fraud detection).

services

3.3 Hypothesis Development

Based on the conceptual framework, the following hypotheses are proposed:

H1: The Technological Context (TC) has a significant positive influence on the level of Al
Adoption (ADOPT) in financial institutions.

H2: The Organizational Context (OC) has a significant positive influence on the level of Al
Adoption (ADOPT) in financial institutions.

H3: The Environmental Context (EC) has a significant positive influence on the level of Al
Adoption (ADOPT) in financial institutions.

13




Chapter-Four

Research Methodology



4.1 Research Design

This study employs a “quantitative research design”. It is descriptive and correlational in nature,
aiming to describe the variables and examine the relationships between them. The design is
cross-sectional, with data collected at a single point in time.

4.2 Population and Sample Size

Target Population: The target population consists of professionals working in technology, digital
banking, strategy, risk management, and operations within financial institutions in Bangladesh
(Banks, NBFIs, MFS providers).

Sampling Technique: A “non-probability, purposive, and snowball sampling” technique was
used. The initial participants were identified based on their relevant roles (purposive), and they
were then asked to refer other qualified professionals (snowball).

Sample Size: The sample size for this study is 50 professionals.

4.3 Data Collection Method and Instrument

Data Collection Method: Primary data was collected through a self-administered questionnaire.
Research Instrument: The questionnaire is divided into three sections:

Section A: Demographic and organizational information (Job Role, Institution Type, Years of
Experience).

Section B: Questions measuring the independent and dependent variables (TC, OC, EC,
ADOPT) using a 5-point Likert scale.

Section C: Questions on the perceived impact of Al and open-ended questions on key
challenges.

4.4 Data Processing and Analysis Techniques
The collected data was analyzed using IBM SPSS Statistics/Excel.
1. Descriptive Statistics: Frequencies, percentages, mean, and standard deviation.
2. Reliability Analysis: Cronbach's Alpha.
3. Inferential Statistics:
Pearson Correlation Analysis: To examine relationships between variables.
Multiple Linear Regression Analysis: To test the predictive power of the TOE factors on Al

adoption.
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4.5 Ethical Considerations

Anonymity and confidentiality were maintained. Informed consent was obtained at the beginning
of the survey.

16



Chapter-Five

Data Analysis and Results



(This section presents the findings from the survey of 50 professionals.)

5.1 Demographic and Organizational Profile of Respondents

Table: Profile of Respondents (N=50)

Factor Category Frequency | Percentage (%0)
IT/Digital Banking 18 36
Job Role Risk Management 10 20
Operations 12 24
Strategy/Business 10 20
Commercial Bank 30 60
Institution Type | NBFI 12 24
MFS Provider 8 16
Less than 5 years 15 30
Experience 5-10 years 20 40
More than 10 years 15 30

Analysis: The sample is dominated by professionals from commercial banks (60%), with a
strong representation from IT/Digital Banking roles (36%), indicating that the responses are from
relevant and knowledgeable individuals.

5.2 Reliability and Validity

Reliability Test (Cronbach's Alpha):

Table: Reliability Statistics

Construct Number of Items Cronbach’s Alpha
Technological Context (TC) 5 0.801
Organizational Context (OC 5 0.834
Environmental Context (EC) 5 0.785
Al Adoption Level (ADOPT) 5 0.821

Overall Scale 20 0.879

Conclusion: All constructs have alpha values > 0.7, indicating good to excellent reliability.

18



5.3 Descriptive Statistics

Table: Descriptive Statistics of Constructs

Construct

Mean Score (Max 5)

Standard Deviation

Interpretation

Technological Context (TC) 3.10 0.80 Moderate

Organizational Context (OC) 2.95 0.88 Moderate-Low
Environmental Context (EC) 3.75 0.70 Moderate-High
Al Adoption Level (ADOPT) 2.80 0.95 Low-Moderate

Analysis: The mean score for Al Adoption (2.80) confirms that the sector is in the early stages.
The Environmental Context (3.75), driven by competitive pressure, is the highest-rated factor,
suggesting that the market is pushing institutions towards Al. The lowest scores are for
Organizational Context (2.95) and Technological Context (3.10), highlighting significant internal

barriers related to budget, talent, and data infrastructure.

5.4 Inferential Statistics

A. Correlation Analysis

Table: Pearson Correlation Matrix (N=50)

TC oC | EC | ADOPT
TC 1
oC 0.710 1
EC 0522 | 0.488 1
ADOPT | 0701 | 0765 | 0.598 1

Correlation is significant at the 0.01 level (2-tailed).

Interpretation: All three independent variables show a strong, positive, and statistically
significant correlation with Al Adoption (ADOPT). The strongest correlation is between
Organizational Context (OC) and ADOPT (r=0.765).
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B. Multiple Regression Analysis

Table: Model Summary

Model

R R Square

Adjusted R Square

Std. Error of the Estimate

0.829 0.687

0.665

0.55105

Interpretation: The R Square value of 0.687 indicates that the three TOE context variables

collectively explain 68.7% of the variance in Al Adoption Level (ADOPT).

Table: ANOVA
Model Sum of Squares | df Mean Square F Sig.
Regression 25.678 3 8.559 28.192 | 0.000
Residual 11.702 46 0.304
Total 37.380 49

Interpretation: The regression model is statistically significant, F (3, 46) = 28.192, p < .001.

Table: Regression Coefficients

Unstandardized

Model Coefficients B Std. Error | Standardized Coefficients Beta t Sig.
(Constant) 0.255 0.320 - 0.797 | 0.430
TC 0.291 0.112 0.245 2.598 | 0.012
oC 0.498 0.108 0.461 4.611 | 0.000
EC 0.278 0.115 0.205 2417 | 0.02

Dependent Variable: Al Adoption Level (ADOPT)
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Interpretation:

OC (p=0.461, p=.000): The strongest and most significant predictor.

TC (p=0.245, p=.012): A significant predictor.

EC (p=0.205, p=.020): A significant predictor.

The regression equation is: ADOPT = 0.255 + 0.291(TC) + 0.498 (OC) + 0.27 (EC)

5.5 Hypothesis Testing Summary

Table : Hypothesis Testing Results

Beta
Hypothesis Statement Coefficient p-value | Result

Technological Context (TC) has a
significant positive influence on Al

H1 Adoption 0.245 0.012 | Supported
Organizational Context (OC) has a
significant positive influence on Al

H2 Adoption. 0.461 0.000 | Supported
Environmental Context (EC) has a
significant positive influence on Al

H3 Adoption. 0.205 0.020 | Supported

Conclusion: All three hypotheses are supported. Organizational Context is the most powerful

driver.
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Chapter-Six

Discussion



6.1 Discussion of Key Findings

The results provide clear, empirical evidence regarding the drivers of Al adoption in
Bangladesh's financial sector.

1. The Primacy of Organizational Context (H2 Supported): The finding that OC is the strongest
predictor (B=0.461) underscores that technology alone is not enough. The key barriers are
internal: lack of dedicated budget, a significant shortage of Al-skilled talent, and a potential lack
of top management commitment or a clear Al strategy. This aligns with global studies that cite
organizational inertia as a major hurdle to digital transformation.

2. The Foundational Role of Technology Context (H1 Supported): The significance of TC
(B=0.245) confirms that poor data quality, siloed data systems, and legacy IT infrastructure are
substantial impediments. Al models are only as good as the data they are trained on, and the
"garbage in, garbage out" principle applies. Financial institutions need to prioritize data
governance and modernize their core systems to become Al-ready.

3. The Catalytic Role of Environmental Context (H3 Supported): The significance of EC
(B=0.205) validates that competitive pressure is a key motivator. As leading institutions publicize
their Al successes (e.g., better customer service through chatbots), others feel compelled to
follow suit to retain their market position. The regulatory environment, while still evolving, is
perceived as generally supportive, which is a positive sign.

6.2 Interpretation in the Context of Bangladesh

The study reveals that Al adoption in Bangladesh is currently "externally pulled” by competition
but "internally constrained” by organizational and technological weaknesses. The low mean
score for adoption (2.80) reflects a market on the cusp of transformation. Institutions are aware
of the potential and feel the pressure to act, but they are struggling with the foundational work of
building internal capabilities and cleaning their data.

The high cost of acquiring or developing Al solutions and the acute shortage of data scientists
and Al engineers in the local market are critical issues specific to the Bangladeshi context. This
talent gap often forces institutions to rely on expensive foreign consultants or off-the-shelf
solutions that may not be perfectly tailored to local needs.
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6.3 Theoretical and Practical Implications

Theoretical Implications: This study successfully validates the applicability of the TOE
framework in explaining Al adoption in an emerging economy's financial sector. It demonstrates
that all three contexts are relevant, with organizational factors being disproportionately important
in the early stages of adoption.

Practical Implications:

For Financial Institutions: The findings mandate a shift in focus from purely technological
procurement to building organizational readiness. This includes creating a clear Al strategy
endorsed by top management, investing in upskilling existing employees, and launching targeted
recruitment drives.

For Regulators: Bangladesh Bank can play a pivotal role by facilitating industry-wide dialogues
on data standards, supporting the development of local Al talent through partnerships with
universities and providing clearer guidelines on the use of Al in sensitive areas like credit
scoring.
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Chapter Seven

Recommendations & Conclusion



7.1 Recommendations for Stakeholders
A. For Financial Institutions:

1. Develop an Al Strategy Roadmap: Move from ad-hoc experiments to a structured,
organization-wide Al strategy with clear objectives, owned by C-level leadership.

2. Invest in Data Governance: Establish a central data management office to break down silos,
ensure data quality, and create a single source of truth, making data "Al-ready."

3. Build Human Capital: Launch intensive training programs for existing staff on data literacy
and Al fundamentals. Partner with universities to create internship pipelines and sponsor Al
research.

B. For Regulators (Bangladesh Bank):

1. Create a Regulatory Sandbox: Establish a controlled environment where institutions can test
innovative Al applications under regulatory supervision, mitigating risks while encouraging
innovation.

2. lIssue Al Governance Guidelines: Develop principles-based guidelines for ethical Al,
addressing transparency, fairness, accountability, and data privacy to build public trust.

3. Promote Collaborative Ecosystems: Facilitate consortia where smaller banks can pool
resources to invest in shared Al platforms, making adoption more cost-effective.

C. For Government and Academia:

1. Integrate Al into Curriculum: Universities should urgently update their computer science and
finance curricula to include Al, ML, and data science.

2. Offer Fiscal Incentives: The government could consider tax incentives for financial
institutions that invest in local Al R&D and workforce training.
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7.2 Conclusion

This research concludes that the impact of Al on Bangladesh's financial service sector is
currently more potential than realized. The adoption level is low to moderate, constrained
primarily by internal organizational and technological challenges, even though environmental
pressures are high. The journey towards an Al-powered financial ecosystem is not merely a
technological upgrade but a profound organizational transformation.

The future trajectory of Al in Bangladeshi finance is promising but hinges on strategic and
collaborative action. By addressing the core internal barriers of talent, strategy, and data, and
with the support of an enabling regulatory environment, the sector can unlock the immense value
of Al to drive efficiency, enhance financial inclusion, and secure a competitive advantage in the
digital age.
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Appendix
Survey Questionnaire

Title: Research Survey on the Impact of Artificial Intelligence (Al) in the Financial Service
Sector of Bangladesh

Dear Participant,

You are invited to participate in an academic research survey for a thesis on “The Impact of
Artificial Intelligence (Al) in the Financial Service Sector of Bangladesh." This survey aims to
understand the current state, challenges, and perceptions regarding Al adoption in our financial
industry.

The survey will take approximately 10 minutes to complete. Your participation is voluntary and
anonymous. All responses will be kept strictly confidential and used solely for academic
purposes.

Thank you for your valuable time and insights.

Section A: Your Profile and Organization
1. Your Job Role:

IT / Digital Banking

Risk Management

Operations

Strategy / Business Development
Other (Please specify):

o O O O O

2. Type of Financial Institution:

Commercial Bank

Non-Bank Financial Institution (NBFI)
Mobile Financial Service (MFS) Provider
Insurance Company

0 O O O

3. Your years of experience in the financial sector:

o Lessthan 5 years
o 5-10years
o More than 10 years
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Section B: Please indicate your level of agreement with the following statements.

(1=Strongly Disagree, 2=Disagree, 3=Neutral, 4=Agree, 5=Strongly Agree)

Construct level of
Item No. Statement agreement
TC1 My organization has high-quality, reliable data. 11 2] 3] 4] 5
Technological TC2 Our data from different departments is well-integrated 1| 2| 3| 4| 5
Context (TC)
TC3 Our existing IT infrastructure can support Al applications 1] 2| 3] 4] 5
TC4 We have the necessary tools and platforms for datascience | 1| 2| 3| 4| 5
TC5 Data security and privacy measures are robust. 1] 2| 3] 4] 5
OCl1 Top management actively supports Al initiatives 1] 2| 3] 4] 5
Organizational 0C2 There is a dedicated budget for Al/digital transformation 11 2] 3] 4] 5
Context (OC) My organization has employees with Al/Data Science
OC3 skills 11 2] 3] 4] 5
OC4 We have a clear strategy for Al adoption 1] 2| 3] 4] 5
OC5 Our organizational culture is open to technological change | 1| 2| 3| 4| 5
EC1 We feel pressure from competitors to adopt Al. 1] 2| 3] 4] 5
Environmental EC2 Our customers are demanding more Al-driven services 1] 2| 3] 4] 5
Context (EC) The regulatory environment (Bangladesh Bank) supports
EC3 Al innovation 11 2] 3] 4] 5
EC4 Al solution providers in the market are mature and reliable | 1| 2| 3| 4| 5
The government's "Smart Bangladesh" vision encourages
EC5 our Al investments 11 2] 3] 4] 5
ADOPT1 | My organization is currently using AI/ML in some form 11 2| 3] 4] 5
Al Adoption ADOPT2 | We have Al projects in the pilot/testing phase 1] 2| 3] 4] 5
(ADOPT) ADOPT3 | Al is integrated into our core business processes 1] 2| 3] 4] 5
ADOPT4 | We have a roadmap for future Al implementation 1| 2| 3] 4| 5
ADOPT5 | We measure the ROI of our Al projects 1|1 2| 3] 4| 5
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Section C: Impact and Challenges

1. In which of the following areas has your organization deployed or piloted Al? (Select all that
apply)

Chatbots / Virtual Assistants
Fraud Detection

Credit Scoring / Risk Assessment
Process Automation (RPA)
Algorithmic Trading
Personalized Marketing

None of the above

0O O O 0 0O O ©O

2. What do you believe is the “single biggest challenge” to Al adoption in your organization?

Thank You for Your Participation
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