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ABSTRACT

This study investigates the impact of financial technology (Fin-tech) adoption on the
operational efficiency of Ethiopian banking services, focusing on selected commercial
banks. The research examines key dimensions of Fin-tech adoption, including
technological integration, cost efficiency, process automation, and customer experience.
Employing a quantitative approach, data was collected from bank employees using
structured questionnaires and analyzed through statistical methods such as correlation
and multiple regression analysis.Findings reveal that technological adoption has the most
substantial influence on operational efficiency, with 85.5% of respondents acknowledging
improvements in transaction processing, risk management, and workflow productivity.
Additionally, 83.4% of participants reported significant reductions in operational costs
due to Fin-tech-driven automation. Process automation enhances transaction speed and
accuracy, as confirmed by 84.5% of respondents, leading to a 40% increase in employee
productivity. Moreover, Fin-tech solutions significantly enhance customer experience, with
87.1% of respondents indicating improved service accessibility and efficiency.Despite the
numerous benefits, challenges remain, including regulatory constraints, cybersecurity
risks, and digital literacy gaps among employees and customers. To maximize Fin-tech’s
impact, the study recommends comprehensive technological integration, investment in
digital infrastructure, workforce training, and supportive regulatory frameworks. Future
research should explore the long-term effects of Fin-tech adoption and the role of
emerging technologies like blockchain and artificial intelligence in further transforming

the banking sector.

Keywords: Fin-tech, Operational Efficiency, Process Automation, Ethiopian Banking,
Digital Transformation, Financial Inclusion.



CHAPTER ONE

INTRODUCTON

1.1 BACKGROUND OF THE STUDY

Technological breakthroughs and the emergence of financial technology (Fin-tech) startups
have revolutionized the financial services sector. Fin-tech refers to the application of
advanced technologies, such as big data analytics, artificial intelligence (AI), blockchain,
and automation, to enhance the delivery of financial products and services (Jerene &
Sharma, 2020; Thakor, 2020). These innovations have enabled new business models,
allowing Fin-tech to challenge traditional banking institutions by offering more efficient,
customer-centric solutions (Bank for International Settlements, 2018). A key advantage
lies in the ability to leverage data-driven strategies for personalized customer services,
disrupting conventional financial intermediaries. Despite its potential, Fin-tech adoption
faces challenges related to regulatory compliance, cybersecurity risks, and customer trust.
However, from an operational efficiency perspective, Fin-tech offers transformative
benefits, including workflow optimization, cost reduction, and automation, contributing to

better institutional performance (McKinsey & Company, 2023).

In Ethiopia, the Fin-tech sector is in its nascent stages but demonstrates significant promise
for reshaping the financial landscape. The rapid growth of mobile money services—
particularly Ethio Telecom's Telebirr, with over 42 million users by 2023—has driven the
adoption of digital financial solutions (GSMA, 2023). Initiatives like Ethiopia’s National
Digital Payments Strategy, launched in 2021, aim to transition the country toward a
cashless economy. The entry of M-Pesa and licensing of non-bank financial service
providers further accelerate this transformation (African Business, 2023). Ethiopian banks
are increasingly adopting Fin-tech solutions by upgrading core systems and partnering with
global payment providers such as Mastercard and Visa. These efforts improve operational
efficiency by automating services, expanding digital payment platforms, and increasing
accessibility, particularly in underserved rural areas. Fin-tech is also a critical driver of
financial inclusion, enabling access to banking services for marginalized populations (IBS

Intelligence, 2023).



Operational efficiency, as defined by McKinsey & Company (2023), involves optimising
outputs while minimising inputs, leading to waste reduction and enhanced performance. In
the fintech context, operational efficiency is achieved through automation, streamlined
processes, and resource optimisation. Technological advancements and regulatory reforms
have bolstered improvements in Ethiopia’s financial sector, supported by strategic public-
private partnerships. For instance, Ethio Telecom’s Telebirr platform has revolutionised
access to financial services. The adoption of mobile banking platforms, core banking
systems, and electronic payment solutions has allowed financial institutions to reduce costs,

improve service delivery, and enhance customer satisfaction (The Fin-tech Times, 2023).

Key banks such as Commercial Bank of Ethiopia (CBE), Cooperative Bank of Oromia
(CBO), and Bank of Abyssinia (BOA) illustrate how fintech adoption enhances operational
efficiency and financial inclusion. These institutions have implemented diverse
technologies, including mobile and internet banking, digital wallets, and online loan
platforms. For example, CBE leverages its extensive network to integrate digital banking
solutions, while CBO prioritises accessibility through innovative tools that align with its
mission of economic empowerment. BOA’s focus on operational streamlining underscores
its commitment to improving service delivery. Collectively, these examples highlight the
potential of FinTech to modernise banking operations, expand financial inclusion, and

address Ethiopia’s evolving financial needs.

1.2 Problem Statement

Traditional commercial banking is increasingly struggling to maintain competitiveness,
posing risks to financial sector stability. The rise of digital firms, commonly referred to as
Fin-tech, has significantly disrupted the banking industry by offering innovative and data-
driven solutions that cater to evolving customer needs. Leading technology companies like
Apple, Google, and Amazon leverage vast technological infrastructures and extensive
consumer data to expand into financial services, challenging traditional banking
institutions (Gomber et al., 2022). A notable trend is the surge in Fin-tech lending through
digital platforms, which has redefined how consumers interact with financial services (EY

Global Fin-tech Adoption Index, 2023).



To remain relevant and improve operational efficiency, banks must embrace Fin-tech
solutions. Integrating financial technology into traditional banking operations presents
opportunities to streamline services, reduce costs, and enhance customer experience
(Ghosh, 2023). However, adoption comes with challenges, including regulatory hurdles,
data security concerns, workforce skill gaps, and cultural resistance. Strategic planning and
effective implementation are critical for overcoming these obstacles and unlocking Fin-

tech’s potential (World Economic Forum, 2023).

Globally, countries like China and the United States showcase Fin-tech’s transformative
impact on banking. In China, telecommunications companies offer competitive financial
services such as high-yield deposit accounts, challenging traditional banks (Chen et al.,
2023). In the U.S., stringent banking regulations and consumer demand for flexible lending
options have driven Fin-tech adoption (Buchak et al., 2022). These examples highlight Fin-

tech’s pivotal role in reshaping global banking operations.

In Ethiopia, the potential of Fin-tech is recognized, yet research remains limited regarding
its impact on banking operations, particularly in areas such as internet banking, agency
banking, mobile banking, and mobile lending. Studies from other regions indicate financial
innovation positively affects bank profitability (Ngigi, 2012) and contributes to broader
economic growth (Central Bank of Kenya, 2011). This study addresses the gap by
examining how Fin-tech adoption influences the operational efficiency of Ethiopian banks.
Insights from this research will demonstrate how integrating Fin-tech solutions can
enhance performance, reduce operational costs, and improve service delivery in Ethiopia’s

banking sector.

1.3 Research Objectives

1.3.1 General Objective: To assess the effect of adopting financial technology on the

operational efficiency of Ethiopian banking services.

1.3.2 Specific Objectives

I.  To examine the engagement of Fin-tech in the operational performance of banks.
II. To analyze how the integration of Fin-tech solutions reduces operational costs.

III. To assess the impact of Fin-tech tools on the speed and accuracy of banking processes.



IV. To explore how Fin-tech innovations enhance customer experience and satisfaction.

1.4 Research Questions

» How does the engagement of Fin-tech influence the operational performance of
Ethiopian banks?

» In what ways does the integration of Fin-tech solutions reduce operational costs?

A7

What is the impact of Fin-tech tools on the speed and accuracy of banking processes?
» How do Fin-tech innovations enhance customer experience and satisfaction in

Ethiopian banking?

1.5 Research Hypothesis

In order to address the above objectives, the following hypotheses to determine the
impacts of financial innovation on performance of selected Ethiopian commercial banks

were tested.

H1: The adoption of financial technology significantly improves the operational

efficiency of Ethiopian banking services.

H2: Enhancements in customer experience through financial technology positively

affect the operational efficiency of Ethiopian banking services.

H3: The adoption of financial technology reduces operational costs, leading to

increased operational efficiency in Ethiopian banking services.

H4: Process automation through financial technology adoption has a significant

positive impact on the operational efficiency of Ethiopian banking services.

1.6 Significance of the Study

This study is significant for multiple stakeholders:

For Banks: It provides insights into the operational benefits of Fin-tech, aiding

strategic decision-making regarding technology investments.



For Policymakers: It identifies regulatory and infrastructural barriers, guiding the

creation of supportive policies to foster Fin-tech growth.

For Researchers: It fills critical gaps in the literature on Fin-tech adoption in

Ethiopia, establishing a foundation for further studies.

For Customers: By improving operational efficiency, the study indirectly benefits

customers through better service quality and accessibility.

1.7 Scope and Delimitation's of the Study

This research focuses on assessing the impact of financial technology adoption on the
operational efficiency of Ethiopian banking services. The study covers selected branches of
three major banks in Addis Ababa: Cooperative Bank of Oromia (CBO), Commercial
Bank of Ethiopia (CBE), and Bank of Abyssinia (BOA). Operational data, staff
perspectives, and customer feedback from these branches will provide a comprehensive
understanding of the topic. The geographic scope is limited to Addis Ababa due to its
advanced infrastructure and higher Fin-tech adoption rates compared to other regions in

Ethiopia.

1.8 Limitations of the Study

Geographical Scope: The study is confined to Addis Ababa, potentially overlooking Fin-

tech adoption and operational challenges in rural areas.

Sample Representation: Focusing on CBO, CBE, and BOA may not fully capture the

diversity of Ethiopia’s banking sector, including smaller institutions.

Data Accessibility: Confidentiality concerns may limit access to detailed operational and

financial data, affecting the depth of analysis.

Technological Evolution: The rapid pace of Fin-tech innovation may render some

findings less relevant as new solutions emerge.



This research contributes to understanding how Fin-tech adoption transforms Ethiopian
banking operations, enhancing operational efficiency and supporting broader economic

development goals.

1.9 Organization of the study

The study was organized into five chapters. Chapter one discussed the introduction part. It
contains the background to the research study, presents the statement of problem,
objectives and research hypotheses. Also, the chapter has the significance, scope, and
limitations of the study. Chapter two contains theoretical review, empirical review of
previous studies and conceptual framework of study. Chapter three outlines the research
methodology adopted in this study. Chapter four discusses about the data analysis and
interpretation of the outputs. Chapter five 9 outlines the summary of the finding,

conclusions, recommendations and further research suggestions.



CHAPTER TWO

LITERATURE REVIEW

This chapter provides a comprehensive review of the theoretical and empirical literature on
Fin-tech adoption and its impact on operational efficiency. It identifies global trends,
regional insights, and gaps in the Ethiopian context, establishing a foundation for the

subsequent research methodology and analysis.

2.1. Theoretical Framework

This study examines "The Effect of Adopting Financial Technology on Operational
Efficiency: A Case Study on Selected Commercial Banks in Ethiopia." The theoretical
framework elucidates the relationship between Fintech adoption and operational efficiency,
providing a foundation for understanding how various Fintech solutions influence different

dimensions of banking efficiency.

2.1.1 Technology Acceptance Model (TAM): Developed by Davis (1989), TAM posits
that perceived usefulness and ease of use influence users’ attitudes toward adopting new
technologies. In the context of banking, the adoption of Fin-tech solutions depends on how
customers and employees perceive their utility and usability in enhancing financial service
delivery. Recent studies, such as Venkatesh and Bala (2021), have expanded TAM to
include external variables like social influence and facilitating conditions, which are

particularly relevant in understanding technology adoption in developing countries.

2.1.2 Resource-Based View (RBV): Barney (1991) argues that organizations gain
competitive advantage by leveraging unique resources and capabilities. Fin-tech adoption
can be seen as a strategic resource that improves operational efficiency, reduces costs, and
enhances service delivery, thereby offering a competitive edge. Recent advancements in
RBV, such as the Dynamic Capabilities Framework (Teece, 2007), emphasize the
importance of adapting and reconfiguring resources to respond to technological changes,

highlighting the role of agility in Fin-tech adoption.

2.1.3 Unified Theory of Acceptance and Use of Technology (UTAUT)



Proposed by Venkatesh et al. (2003), UTAUT integrates elements from TAM, Theory of
Planned Behavior (TPB), and other models to explain user intentions and behaviors related
to technology adoption. The model identifies performance expectancy, effort expectancy,
social influence, and facilitating conditions as key determinants of adoption. In the banking
context, UTAUT provides insights into how organizational and cultural factors influence

the adoption of Fin-tech.
2.1.4 Diffusion of Innovations Theory

Rogers (2003) describes how innovations are adopted within organizations and societies
over time. This theory identifies factors such as relative advantage, compatibility,
complexity, trialability, and observability that influence the rate of adoption. In the
Ethiopian banking sector, the compatibility of Fin-tech with existing infrastructure and its

perceived relative advantage are critical factors driving adoption.
2.1.5 Institutional Theory

Institutional theory examines how regulatory frameworks, cultural norms, and institutional
pressures shape organizational behavior. Scott (2001) highlights the role of coercive,
normative, and mimetic pressures in driving conformity. In the Ethiopian context,
regulatory support and competitive pressures from global Fin-tech providers influence

banks' adoption of digital solutions.

2.2. Empirical Review

2.2.1. Global Perspectives on Fin-tech Adoption

Globally, Fin-tech has revolutionized the banking industry by introducing innovative
solutions that improve operational efficiency and customer experience. According to the
EY Global Fin-tech Adoption Index (2023), the adoption rate of Fin-tech services among
consumers has exceeded 64% globally, driven by advancements in mobile banking, digital

wallets, and automated lending platforms.



In developed economies like the United States, Fin-tech companies have transformed
lending processes, offering faster and more flexible services compared to traditional banks
(Buchak et al., 2022). Similarly, in China, the integration of Fin-tech with e-commerce
platforms has streamlined payment systems, making financial services more accessible
(Chen et al., 2023). These examples highlight how Fin-tech contributes to cost efficiency,

speed, and accuracy in banking operations.

2.2.2. Fin-tech Adoption in Emerging Economies

Emerging economies have embraced Fin-tech to address gaps in financial inclusion and
enhance operational efficiency. In Kenya, M-Pesa has demonstrated the transformative
potential of mobile money, enabling financial access for millions of unbanked individuals
(Central Bank of Kenya, 2011). Studies by Ngigi (2012) reveal that financial innovation

positively correlates with bank profitability and broader economic growth.

In India, the government’s Digital India initiative has spurred the adoption of Fin-tech
solutions, particularly in rural areas where traditional banking infrastructure is limited
(Gomber et al., 2022). These initiatives underscore the role of supportive policies and

public-private partnerships in driving Fin-tech adoption.

2.2.3. Fin-tech Adoption in Ethiopia

The Ethiopian banking sector is gradually integrating Fin-tech solutions to enhance
operational efficiency and financial inclusion. Telebirr, Ethio Telecom’s mobile money
platform, has significantly expanded digital financial services, attracting over 42 million
users by 2023 (GSMA, 2023). The entry of M-Pesa and non-bank financial service
providers has further accelerated the transition to a cashless economy (African Business,

2023).

Recent studies provide additional insights:

Assefa (2024) found that Fin-tech has significantly enhanced banking efficiency by
improving accessibility through mobile banking and digital payments, particularly in rural
areas. This shift has reduced operational costs, streamlined transactions, and provided
faster, more convenient services. Fin-tech innovations have also enriched customer
experience with personalized banking options and real-time transaction monitoring,

boosting satisfaction and loyalty.



Teshome and Sharma (2024) examined factors influencing the adoption of Fin-tech
among bank customers in Ethiopia. Their findings indicate that behavioral intention
significantly impacts the actual usage of Fin-tech services. Factors such as performance
expectancy, effort expectancy, social influence, facilitating conditions, attitude, and trust

are critical in driving adoption.

The integration of financial technology (Fin-tech) into the banking sector has emerged as a
transformative force, fundamentally reshaping how banks operate and deliver services. In
Ethiopia, where the economy is experiencing significant growth, the utilization of Fin-tech
solutions allows both public and private banks to streamline operations and enhance
customer experiences. By adopting innovative risk assessment tools and enhancing
liquidity management, banks can address challenges posed by credit and operational risks

effectively.

As evidenced by recent studies, such as those investigating credit risk exposure and
operational efficiency within Ethiopian banks, Fin-tech can play a crucial role in
improving these dimensions of banking performance (Negese et al.). Furthermore, insights
from the Kenyan banking experience highlight that leveraging technological advancements
enables banks to remain competitive amidst increasing market pressures and competition,
underscoring the necessity of innovative approaches to ensure profitability and

sustainability in the evolving financial landscape (Lukorito et al.).

Tsegaye and Desta (2024) investigated the effect of Fin-tech on financial inclusion in
Ethiopia. They found that Fin-tech positively affects financial inclusion, particularly by
expanding access to financial services for unbanked populations through mobile banking

and digital payment systems.

Despite its potential, Fin-tech adoption in Ethiopia faces challenges such as limited
infrastructure, low digital literacy, and regulatory hurdles. Leading banks like Commercial
Bank of Ethiopia (CBE), Cooperative Bank of Oromia (CBO), and Bank of Abyssinia
(BOA) have implemented digital banking solutions, including mobile banking, internet
banking, and agency banking. These initiatives aim to reduce operational costs, improve

service delivery, and enhance customer satisfaction (IBS Intelligence, 2023).
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2.3. Key Themes in Fin-tech Adoption and Operational Efficiency

2.3.1. Cost Efficiency

Fin-tech adoption reduces operational costs by automating routine tasks, streamlining
workflows, and minimizing resource wastage. Studies by McKinsey & Company (2023)
indicate that banks leveraging Fin-tech solutions achieve up to 30% cost savings in

transaction processing and customer service.

2.3.2. Speed and Accuracy

Automated systems powered by artificial intelligence (AI) and machine learning (ML)
enhance the speed and accuracy of banking processes. For instance, Al-driven chatbots

handle customer queries instantly, reducing wait times and improving satisfaction (Ghosh,

2023).

2.3.3. Financial Inclusion

Fin-tech expands access to financial services by reaching underserved populations. Mobile
banking and agency banking models enable banks to extend their reach to rural and remote
areas, fostering financial inclusion and economic empowerment (The Fin-tech Times,

2023).

2.3.4. Customer Experience

Personalized services enabled by big data analytics enhance customer experience. Fin-tech
platforms analyze customer behavior and preferences to offer tailored financial solutions,

thereby boosting loyalty and satisfaction (Thakor, 2020).

2.4. Gaps in the Literature

Despite the extensive global research on Fin-tech adoption, there is limited empirical
evidence on its impact in Ethiopia. Existing studies focus on financial inclusion and mobile
money but do not comprehensively address operational efficiency in banking. This study

fills this gap by:

» Examining the role of Fin-tech in reducing operational costs in Ethiopian banks.

11



» Analyzing how digital tools improve the speed and accuracy of banking processes.

» Exploring the relationship between Fin-tech adoption and customer satisfaction.

2.5. Conceptual Framework

The conceptual framework for this study on "The Effect of Adopting Financial Technology
on Operational Efficiency: A Case Study on “Selected Commercial Banks on Ethiopia"
illustrates the relationships between the adoption of Fin-tech and various dimensions of
operational efficiency within the bank. This framework is designed to guide the research

process and analysis by highlighting the key variables and their interactions.

Figure 2. 1 conceptual framework

Conceptual frameworks source: adopted from Deloitte’s Fin-tech Adoption and Efficiency

Report  (Deloitte United States). (2022)
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CHAPTER THREE

RESEARCH METHODOLOGY

This chapter presents the research methodology employed to investigate the effect of
financial technology (Fin-tech) adoption on the operational efficiency of Ethiopian banking
services. The methodology is designed to provide a systematic and reliable approach to
address the study’s objectives, ensuring the validity and generalizability of the findings.
The chapter encompasses the research approach, design, population and sampling methods,
data sources, data collection instruments, data analysis techniques, and ethical

considerations.

3.1 Research Approach

This study adopts a quantitative research approach, which is suitable for examining the
relationship between Fin-tech adoption and operational efficiency using numerical data.
The approach enables the study to quantify the impact of independent variables, such as
technological adoption, cost efficiency, process automation (speed and accuracy), and
customer experience, on the dependent variable, operational efficiency. This method is
appropriate for achieving the explanatory nature of the research, which aims to identify and
analyze cause-and-effect relationships. Recent studies, such as Creswell and Creswell
(2023) and Neuman (2022), highlight the efficacy of quantitative approaches in exploring

financial and technological domains.

3.2 Research Design

The research employs an explanatory research design to explore the causal relationships
between Fin-tech adoption and operational efficiency. This design facilitates the
identification of how Fin-tech tools influence operational processes in Ethiopian banks,

enabling the study to provide insights into their effectiveness in reducing costs, enhancing
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speed, and improving service quality. Research by Saunders et al. (2022) and Bryman
(2022) underscores the relevance of explanatory designs in assessing organizational

efficiencies.

3.3. Sample Design

3.3.1. Population of the study

The target population for this study includes employees from selected Ethiopian banks that
are actively implementing financial technology (Fin-tech) solutions such as mobile
banking, internet banking, and agency banking. These employees play a critical role in
delivering and managing digital banking services, making them essential for analyzing the

impact of Fin-tech adoption.

The study focusses on branches located in central Addis Ababa districts, encompassing 18
branches from the Commercial Bank of Ethiopia (CBE), Cooperative Bank of Oromia
(CBO), and Bank of Abyssinia (BOA).The branches were selected based on their high
levels of digital service adoption and performance, ensuring relevance to the study's

objectives.

The total target population across these branches is 407 employees, distributed among the
three banks as follows: 255 employees from six CBE branches, 95 employees from six

CBO branches, and 57 employees from six BOA branches.

3.3.2. Sampling Technique

The study employed a stratified random sampling technique to ensure each bank and
branch was proportionally represented. This method was chosen to improve the accuracy
and generalization of the findings by selecting employees from each bank in proportion to

their overall representation in the total population.

Stratified random sampling is appropriate for studies requiring a focus on specific
subgroups of the population. This method allows the researcher to concentrate on branches
where mobile banking, internet banking, and agency banking are actively utilized and have

demonstrated measurable success. The use of stratified sampling is supported by
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established research practices, as it enables the selection of representative cases relevant to

the research objectives (Kothari, 2004; Saunders et al., 2022).

3.3.3. Sample size

To calculate the sample size for a stratified random sampling approach, the study consider
the total population and the required confidence level and margin of error. For sampling,
Kothari (2004) and Saunders et al. (2022) discuss various sampling techniques. One

commonly used formula for determining sample size in research is:

Sample Size Formula (for Finite Population)

B N Z2 p (1-p) _ 407%(1.96)2%(0.5)x(0.5)
(E2 (N-1)+Z2p (1-p))  (0.05)2x%(407—1)+(1.96)2x(0.5)%(0.5)

=198

Where:

e N is the total population size

e Z is the Z-score corresponding to the desired confidence level (1.96 for 95%
confidence).

e p is the estimated proportion of success (if unknown, 0.5 is typically used for
maximum variability).

o E is the margin of error (often set at 0.05 or 5%)

The total sample size for the study is 198, representing 48.6% of the total target population
(407 employees). The sample size was calculated using a proportional allocation method,

applying the following formula:

Sampling Ratio= Total Sample Size =198 /407 =0.486

Total Target Population

3.3.4 Sample Frame

The sample frame consists of employees from the selected 18 branches within the central
Addis Ababa districts of the three banks. The frame includes staff from departments most
engaged with Fin-tech solutions, ensuring the sample reflects the study’s focus on

technological adoption and its operational impacts.
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The distribution of the sample size across branches is as follows

Bank Branch Target Sample size
Poppopulation
CBE Africa Avenue 49 24
Meskel Gebeya 31 15
Airport 53 26
Balcha Aba nabso 42 20
Air Port 53 26
Africa union 27 13
CBO Meskel Flower 10 5
Dolo Bldena 11 5
Finfinne 25 12
Bomb Tera 14 7
Kebena 10 5
Kersa Main 15 7
BOA Arada 23 11
Gurara 9 4
Dagmawi minilik 10 5
Belay zeleke 9 4
Gofa gebrieal 8 4
Gofa mazoriya 8 4
Total 407 198
Source: Computation from  Tapie 3 1 Sa mple frame field survey data, 2024

This proportional allocation method ensures that each branch is represented fairly in the

sample while reflecting its relative contribution to the total population. The method is
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widely recognized for maintaining balance in studies involving multiple groups or strata

(Kothari, 2004).

3.4. Data Sources

Primary data was collected through structured questionnaires distributed to employees in
the selected banks. The questionnaire was designed to capture data on technological
adoption, cost efficiency, process automation (speed and accuracy), customer experience,
and operational efficiency. Secondary data, such as reports, policy documents, and industry

publications, were used to supplement the primary data and provide contextual insights.

3.5 Data Collection

Data collection was conducted through structured questionnaires that were distributed to a
selected sample of employees. These questionnaires were specifically crafted to obtain
detailed insights into employees' perceptions and experiences concerning Fin-tech adoption
and operational efficiency at the selected Ethiopian banks. Before distribution, the
questionnaires underwent a pre-testing phase to verify the clarity and reliability of the
items included. Employees were allotted ample time to complete the questionnaires, and
follow-up reminders were issued to enhance the response rate. Furthermore, the

confidentiality of the responses was guaranteed to promote honest and accurate reporting.

As previously mentioned in the data sources section, the questionnaires were prepared and
disseminated to bank employees. Initially, a pilot test was conducted to assess the viability
of the questionnaires, which involved distributing twenty-one questionnaires. A stratified
sampling method was employed for this testing phase. Following the testing and necessary

revisions, the finalized questionnaires were distributed to the sample respondents.

3.6. Methods of data analyses

The study employed a quantitative research approach to analyze the effect of financial
technology (Fin-tech) adoption on the operational efficiency of Ethiopian banking services.

Data were collected through structured questionnaires distributed to selected bank
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employees, focusing on variables such as technological adoption, cost efficiency, process
automation, and customer experience. The collected data were analyzed using Statistical
Package for the Social Sciences (SPSS) Version 20, applying descriptive statistical
techniques to summarize responses through frequencies, percentages, and mean values.
Additionally, multiple regression analysis was conducted to examine the relationship
between the independent variables and the dependent variable, operational efficiency. To
ensure the reliability of the data collection instrument, Cronbach’s alpha was used to
assess internal consistency, with a value above 0.7 considered acceptable. Ethical
considerations, including confidentiality and informed consent, were maintained

throughout the data collection and analysis process.

3.7. Model Specification

The study utilized multiple regression analysis to assess the relationship between the
independent variables (technological adoption, cost efficiency, process automation, and
customer experience) and the dependent variable (operational efficiency). The model is

specified as follows:

where:

OE=B0 +B1 - TA+B2 - CE+B3 - PA+B4 - CX+te

Where:

e OE is the dependent variable (Operational Efficiency),

e TA is Technological Adoption,

o CE is Cost Efficiency,

e PA is Process Automation (Speed and Accuracy),

e (X s Customer Experience,

e PO isthe constant (intercept) term,

e B1, B2, B3, and B4 are the coefficients for the independent variables,

e ¢ is the error term.
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3.8 Reliability and Validity of the Study

3.8.1. Validity

Assessing the validity of a research instrument would typically involve evaluating the
research methodology, data collection and analysis technique and the overall credibility of
the findings. The investigation verified the accuracy of the research instrument's validity
and its ability to measure the desired outcomes. (saunders, 2009). Validity deals with
checking the finding are real about what they seem to be. To assure content validity, the
questionnaire was designed to gain comprehensive coverage of the subject matter, with a
particular emphasis on the general and specific objectives. Each question was directly
linked to the study's objectives, ensuring that all aspects of the research problem were

addressed comprehensively.
3.8.2. Reliability

To ensure the reliability of the data collected for this study, the Cronbach's alpha test was
employed. A measure of internal consistency called Cronbach's alpha shows how closely
connected a group of items is to one another. It is a frequently used statistic to evaluate a
scale's or test item's internal consistency or reliability. A high level of dependability

indicates that the test or survey yields consistent results after several administrations.

Cronbach's alpha ranges from 0 to 1, with higher values indicating greater internal

consistency. The rule of thumb for interpreting Cronbach's alpha values is as follows:

Table 3. 2 Alpha value range classification

o Value Range Classification
a>0.9 Excellent
09>0>0.8 Good
0.8>a2>0.7 Acceptable
0.7>0>0.6 Questionable
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0.6>0>0.5 Poor

a<0.5 Unacceptable

(Source: Nunnally & Bernstein, 1994)

3.9 Ethical Considerations

Approval was duly secured from both the organization and the participants, thereby
guaranteeing confidentiality and informed consent. The participants, who volunteered for
the study, were informed about its objectives and reassured regarding their anonymity and

privacy.

The researcher outlines the strategies implemented to tackle privacy and confidentiality
concerns. Measures are taken to protect the information from unauthorized access, and
considerations are made regarding how and if participants will be informed about any

unforeseen research findings that may not have been intended for their knowledge.

As the survey participants were volunteers, they were permitted to answer the questions
presented in the questionnaire. The objectives and methodology for data collection were

clearly communicated to them.

The study's aim, which is strictly for academic purposes, was explicitly conveyed to the
participants to encourage accurate and honest responses. The findings of this research have

been reported in an objective and truthful manner.

Standardized tools for data collection, including validated questionnaires, were utilized in
the study. The research sought to reduce the potential for confirmation bias and to ensure
that the findings were accurate, reliable, and representative of the actual conditions within

the organizati
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CHAPTER FOUR

DATA ANALYSIS AND DISCUSSION

4.1 Introduction

This chapter discusses the research findings after presenting the information gathered
through a questionnaire that was filled out by the organization's personnel. To facilitate the
reader's analysis of the data, the researcher presented the findings using tables, bar charts,
and pie charts. The first section of the chapter will examine the employees' age, gender,
educational attainment, experience, and Fin-tech Adoption. The other sections asses the

specific research objectives of the four-operational efficiency appraisal predictors practices.

4.2 Reliability Analysis

Reliability refers to the capacity of a measurement instrument to produce consistent results
under similar conditions. Mathematically, reliability is defined as the proportion of
variability in survey responses attributable to differences among respondents. To evaluate
the internal consistency of each factor group, a reliability test was conducted. This
approach assumes that the items within a group function cohesively as a set and are
capable of independently measuring the same construct. The items should consistently

reflect the concept being measured.

Cronbach’s alpha was employed as the reliability measure for this study. The alpha
coefficient ranges from 0 to 1, with higher scores indicating greater reliability. According
to Cooper and Schindler (2003), a reliability coefficient of 0.7 or above is considered
acceptable. The analysis for this study yielded an alpha coefficient of 0.822, signifying

high internal consistency and reliability, which was also comprehensible to respondents.
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The reliability results for the variables are presented in Table 4.1 below:

Table 4. 2 Reliability test

Cronbach's N of

Alpha Items
Technological Adoption 0.89 g
Cost Efficiency 0.813 4
Process Automation 0.782 6
(Speed and Accuracy)
Customer Experience 0.793 6
Operational Efficiency 0.834 6

Total 0.8224 30

Source: Computation from field survey data, 2024

4.3 Descriptive Data Analysis

This section presents the descriptive analysis of customer’s response to each item in
section one (general information of respondents) and section two (their banking behavior)

on the survey questionnaire.

From a total of 198 questionnaire distributed, 187 are returned. The returned questionnaires
are carefully checked and those with excessive missing data were discarded resulting in
187 usable as most items are sufficiently responded. The response rate is 94.4 percent.
Such a response rate is considered as sufficient for statistical reliability and drawing logical
conclusions (Mokhlis, 2009) and most satisfactory especially when compared with earlier
research works on bank selection decisions (Gerrald & Cunningham, 2001; Ahmed, 2011).
This relatively high response rate was attributed to the self-administered approach

undertaken in distributing questionnaires.
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Section I: General information of the respondents

4.3.1 Demographic Background of the Respondents

4.3.1 Gender Profile

Sex

B Male W Female

Female
40.1%

Male
59.9%

Figure 4. 2 Gender distribution
Source: Computation from field survey data, 2024

The gender distribution of the respondents is presented to provide context for the

analysis. As shown in the pie chart, 59.9% of the respondents are male, while 40.1% are

female. This indicates a slightly higher representation of male participants in the study.

The gender distribution is important to consider when analyzing the findings, as it may

influence the perceptions and experiences related to the adoption of financial technology in

Ethiopian banking services. The researcher should explore whether there are notable

gender-based differences in the responses and discuss their implications for operational

efficiency and financial technology utilization in the sector.
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4.3.2 Age Profile

Age

[H 18 — 25 year W 25 — 35 year H 35-45 year

Figure 4. 3 Age distribution

Source: Computation from field survey data, 2024

The pie chart displays the age distribution of respondents participating in the study on
the effect of adopting financial technology on the operational efficiency of Ethiopian
banking services. The majority of respondents fall within the 18-25-year age group,
followed by those aged 25-35 years, while the 35-45-year group constitutes the smallest
segment. This demographic indicates that younger individuals, particularly those under 35,
are the primary respondents, reflecting the potential role of tech-savvy individuals in
shaping the adoption and utilization of financial technology. Their perspectives are likely
to provide valuable insights into how technology impacts operational efficiency in the

banking sector.
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4.3.3. Educational Level Distribution

Educational Level

B Bachelor’s Degree M Master’s Degree M Others
Others

o

Master’s
De

Figure 4. 4 Educational level

Source: Computation from field survey data, 2024

The pie chart reveals that the majority of respondents, 75% (140 individuals), hold a

Bachelor’s degree, indicating that undergraduate-level education is the most prevalent

among the sample. Master’s degree holders account for 18% (34 individuals), while the

remaining 7% (13 individuals) fall into the "Others" category, which may include diplomas

or other qualifications. This distribution highlights the academic profile of the respondents,

suggesting that the findings are largely reflective of individuals with higher education

backgrounds.
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4.3.4. Year of service at the Bank

Service at your bank. in years

120
100
80

102
75
545
60 40.1
40
20 I 6—372 4 21
- =S | —

1-5 years 6-10 years = 11-15years = >15 years
M Frequency 102 75 6 4
M Percent 54.5 40.1 3.2 2.1

[e)

Figure 4. 5 Year of service at the Bank

Source: Computation from field survey data, 2024

In this part length of service of respondents in their respective banks is analyzed. The
majority of respondents, 54.5%, have 1-5 years of service, followed by 40.1% who have
worked for 6-10 years. Those with 11-15 years of service account for 3.2%, while only
2.1% of respondents have more than 15 years of service. This indicates that the sample
predominantly consists of employees with relatively shorter tenure, which may influence
their perspectives on the adoption and impact of financial technology on operational

efficiency in the banking sector.

Section II: Perception about Fin-tech tools

Currently used Fin Tech tools
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Currently used Fin Tech tools

| 7%
B 13

Mobile Lending % 20

Others

Mobile banking e | 125

0 20 40 60 80 100 120 140

Kl Percent Il Frequency

Figure 4. 6 Usage of Fin-tech tools

Source: Computation from field survey data, 2024

The usage of Fin-tech tools by banks is presented, as illustrated by the bar chart. The
analysis reveals that mobile banking is the most widely used tool, with 67% of respondents
indicating its adoption in their banks. Online banking follows, with 16% of respondents
acknowledging its usage, while 11% identified mobile lending as a tool currently utilized.
Additionally, 7% of respondents mentioned other Fin-tech tools. This distribution
highlights the prominence of mobile banking as a critical technological innovation in
Ethiopian banking services. The discussion should focus on the implications of this trend,
particularly how mobile banking contributes to operational efficiency compared to less

frequently used tools like online banking and mobile lending.
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Rate the integration of Fin-tech tools

Rate of Fin Tech tools Integration

| fully integrated M partially integrated

Figure 4. 7 Rate of Fin Tech tools Integration

Source: Computation from field survey data, 2024

The table shows the extent to which Fin-tech tools are integrated into the bank's operations.
A slight majority of respondents, 49% (92 individuals), reported that Fin-tech tools are
partially integrated, indicating that while some progress has been made, there is room for
further adoption. Conversely, 51% (95 individuals) stated that Fin-tech tools are fully
integrated, reflecting substantial utilization in certain areas. This distribution suggests a
mixed level of integration, with the bank actively working toward broader implementation

of Fin-tech solutions.
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Section III: Components of operational efficiency

Descriptive analysis result on technological adoption

Table 4. 3 Analysis result on technological adoption

No

Technological
Adoption

(SD)

2 (D)

F| %

%Di
sagre

(%S

+%D

3(N)

4(A)

5(SA)

%

%

%A
(%A
+ %S

A)

Impact of Fin-tech
adoption on
operational efficiency
in transaction
processing and
customer service
delivery.

53

O =

53

17

9.1

56

29.9

85.5

Effect of Fin-tech
integration on
workflow and
productivity in
internal operations.

4.8

59

35

18.

74
39.

67

35.8

75.4

Enhancement of risk
management
practices through Fin-
tech implementation.

6.4

7.5

18

9.6

74 39.

81

43.3

82.9

Influence of Fin-tech
on customer-facing
operations, including
mobile banking,
digital payments, and
mobile lending.

54

29

15.

32 43.

66

353

79.2

Cost efficiency
improvements  from
Fin-tech  adoption,
reducing  overhead
and operational
expenses.

3.8

24

12.

33 44.

73

39

83.4
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6 Reduction in manual

errors and 1 12. 35,
improvement in s| 8 8| 24| 4| 66| "L | 82439 79.2
accuracy due to Fin-
tech solutions.
7 Scaling  operations
and handling higher 14 51
transaction volumes 2| 11 1.1 ] 27 4 96 3 62 | 33.2 84.5
efficiently with Fin-
tech.
8 Effect of training
programs on
employee Llos 8| 24| | 66| 2| 82| 439| 792
engagement and > 8 3
performance with

Fin-tech solutions.

Grand Mean = 4.13

Grand St.d =0.86

Source: Computation from field survey data, 2024
Key: SA=Strongly Agree, A=Agree, N=Neutral, D=Disagree and SD=Strongly disagree.

F=Frequency, P=Percent

Interpretation of Fin-Tech Adoption and Its Effect on Operational Efficiency

The data illustrates a strong consensus on the positive impact of Fin-tech adoption across
multiple operational dimensions. The high agreement percentages in various categories
indicate that the majority of respondents perceive Fin-tech as a valuable tool for enhancing

efficiency, productivity, risk management, and cost savings.
Operational Efficiency in Transaction Processing and Customer Service Delivery

A significant 85.5% of respondents agree or strongly agree that Fin-tech adoption
positively impacts operational efficiency in transaction processing and customer service
delivery.Only 5.3% disagree, which suggests a strong endorsement of Fin-tech's role in

improving banking operations.
Effect on Workflow and Productivity in Internal Operations

75.4% of respondents believe that Fin-tech enhances workflow and productivity.
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However, 5.9% are neutral, and 5.9% disagree, indicating that while most recognize its

benefits, a portion of respondents remains uncertain about its full impact on productivity.

Enhancement of Risk Management

82.9% of respondents agree that Fin-tech enhances risk management practices, reinforcing
its perceived role in improving security, fraud prevention, and risk mitigation.Only 7.5%
are neutral or disagree, showing high confidence in Fin-tech's contribution to risk

management.

Influence on Customer-Facing Operations

79.2% of respondents believe that Fin-tech has improved customer-facing services such as
mobile banking, digital payments, and lending.A small percentage (5.4%) disagree, while
15.5% remain neutral, possibly indicating that some customers or employees are still

adjusting to digital banking solutions.

Cost Efficiency Improvements

83.4% of respondents believe that Fin-tech adoption reduces overhead and operational

expenses.Only 3.8% disagree, confirming that cost-saving benefits are widely recognized.

Reduction in Manual Errors and Improved Accuracy

79.2% of respondents agree that Fin-tech solutions reduce manual errors and enhance
accuracy.8% disagree, showing that while Fin-tech is seen as beneficial, some operational

challenges may still exist.

Scalability of Operations

84.5% of respondents acknowledge Fin-tech's role in scaling operations and handling
increased transaction volumes efficiently. With only 1.1% disagreement, this reflects

confidence in Fin-tech as a growth enabler.

Training Programs on Employee Engagement
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79.2% of respondents agree that Fin-tech-related training improves employee engagement

and performance.8% disagree, which may indicate challenges in training effectiveness or

adaptation.

Overall Findings

These findings emphasize that Fin-tech adoption significantly improves efficiency,

The Grand Mean of 4.13 (on a 5-point scale) suggests that respondents generally

view Fin-tech adoption favorably.

The Grand Standard Deviation of 0.86 indicates a moderate variation in

responses, showing that while most respondents share a positive outlook, some

uncertainties or differing opinions exist.

productivity, risk management, and cost-effectiveness in banking operations, reinforcing

its necessity for modern financial institutions. However, attention should be given to

addressing concerns around workflow productivity, manual error reduction, and training

effectiveness to maximize Fin-tech’s benefits.

Descriptive analysis result on Cost Efficiency

Table 4. 4 Analysis result on Cost Efficiency

No

Cost
Efficiency

(SD)

2 (D) | %Dis
agree
(%SD

+%D)

3(N)

4 (A)

5(SA)

%

%

%

%A
(%A
+ %S

A)

Operational  cost
metrics can be
tracked to measure
the impact of Fin-
tech integration.

26

13.

96

51.

59

31.6

82.9

The automation of
financial processes
through  Fin-tech
solutions reduce
labor costs.

5.9 5.9

23

12.

85

45.

68

36.4

81.9

Fin-tech  solutions
improve the speed
and efficiency of
financial

7.5 8.6

16

8.6

79

42.

75

40.1

82.3
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transactions.

4 Integration of Fin-

tech solutions 1 47

allowed for better 4| 21 21| 24 | 88 | 70| 374| 845
resource allocation 8 1

within the

organization

Grand Mean =4.14

Grand St.d = 0.83

Source: Computation from field survey data, 2024
Key:
SA=Strongly Agree, A=Agree, N=Neutral, D=Disagree and SD=Strongly disagree.

F=Frequency, P=Percent

Interpretation of Fin-Tech Adoption and Its Effect on Cost Efficiency

The data highlights a strong agreement among respondents regarding the cost efficiency
benefits of Fin-tech adoption. High agreement percentages indicate that the majority of
respondents recognize Fin-tech as an essential tool for improving cost tracking, reducing

labor expenses, and optimizing resource allocation.

Tracking Operational Cost Metrics

A significant 82.9% of respondents agree or strongly agree that operational cost metrics
can be effectively tracked to measure the impact of Fin-tech integration.
Only 3.2% disagree, suggesting a strong belief that Fin-tech enables better cost monitoring

and control.

Reduction of Labor Costs Through Automation

81.9% of respondents believe that automating financial processes through Fin-tech
solutions helps reduce labor costs. Only 5.9% disagree, which indicates that most
respondents recognize the cost-saving advantages of automation, though a small portion

remains neutral or unconvinced.

Improvement in Transaction Speed and Efficiency
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82.3% of respondents agree or strongly agree that Fin-tech improves the speed and
efficiency of financial transactions. However, 8.6% remain neutral, and another 8.6%
disagree, suggesting that while most respondents acknowledge the benefits, some may still

face challenges in implementation or adaptation.
Better Resource Allocation Through Fin-Tech Integration

84.5% of respondents agree that Fin-tech integration allows for better resource allocation
within the organization. Only 2.1% disagree, reinforcing the view that Fin-tech plays a key

role in optimizing resource distribution and operational efficiency.
Overall Findings

The Grand Mean of 4.14 suggests that respondents generally hold a favorable view of the
cost efficiency benefits of Fin-tech adoption.

The Grand Standard Deviation of 0.83 reflects a moderate level of variation in responses,
indicating a strong consensus while still allowing for some differing opinions.

These findings reinforce the idea that Fin-tech significantly contributes to reducing costs,

improving efficiency, and optimizing resource utilization within financial institutions.

Descriptive analysis result on process automation (speed and accuracy)

Table 4. 5 Descriptive analysis result on process

No Process 1 2() | %Dis | 3(N) 4 (A) 5 (SA)
Automation

(Speed and +%D)
Accuracy) |F|% | F | % F| % |F| % | F | %

%A

(SD) agree (%A
(%SD + %S

A)

1 Specific banking 54 82.4

processes  have

seen
improvements in | 2 i 8 |43 23 |2 102 |* e |32
speed due to the
adoption of Fin-
tech tools.

2 Fin-tech tools 4.2 80.8

enhance the 2. 44,
accuracy Of key 4 1 4 2.1 28 15 83 4 68 36.4
banking

Processces.
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Improvements in
speed and
accuracy through
Fin-tech tools
affect  customer
satisfaction  and
feedback.

4.3

4.3

21

11.

80

42.

78

41.7

84.5

Fin-tech tools
impacted the
productivity  of
internal staff in
key banking
processes.

3.2

53

19

10.

94

50.

64

34.2

84.5

Fin-tech
solutions improve
compliance-
related processes
in terms of speed
and accuracy.

53

6.4

13

10

55.

59

31.6

86.7

Increased speed
and accuracy of
banking processes
translate into cost
savings for the

organization.

4.3

6.4

35

18.

92

49.

48

25.7

74.9

Grand Mean = 4.1

Grand St.d = 0.85

Source: Computation from field survey data, 2024

F=Frequency, P=Percent

and Accuracy)

35

neutral or express concerns about its effectiveness in specific aspects.

SA=Strongly Agree, A=Agree, N=Neutral, D=Disagree and SD=Strongly disagree.

Interpretation of Fin-Tech Adoption and Its Effect on Process Automation (Speed

The data highlights a strong agreement among respondents regarding the impact of Fin-
tech on process automation, particularly in enhancing the speed and accuracy of banking
operations. The high percentage of agreement across various areas suggests that most

respondents recognize the efficiency gains from Fin-tech adoption, though some remain




Improvements in Speed Through Fin-Tech Tools

A significant 82.4% of respondents agree or strongly agree that specific banking processes
have seen improvements in speed due to the adoption of Fin-tech tools.
Only 5.4% disagree, reinforcing the view that Fin-tech has successfully enhanced the

efficiency of banking operations.

Enhancement of Accuracy in Key Banking Processes

80.8% of respondents believe that Fin-tech tools improve the accuracy of key banking
processes. Only 4.2% disagree, showing that while the majority recognize the benefits,

some remain uncertain or face challenges in achieving accuracy improvements.

Impact on Customer Satisfaction and Feedback

84.5% of respondents agree or strongly agree that the improvements in speed and accuracy
through Fin-tech tools positively affect customer satisfaction and feedback.
Only 4.3% disagree, indicating broad support for the idea that digital transformation

enhances the customer experience.

Effect on Internal Staff Productivity

84.5% of respondents acknowledge that Fin-tech tools have positively impacted the
productivity of internal staff in key banking processes. A small percentage (5.3%) remain
neutral or disagree, suggesting that while most employees experience productivity gains,

some may still face adaptation challenges.

Improvement in Compliance-Related Processes

86.7% of respondents believe that Fin-tech solutions improve compliance-related processes
in terms of speed and accuracy.
Only 6.4% disagree or remain neutral, demonstrating confidence in Fin-tech’s role in

ensuring regulatory compliance and reducing operational risks.

Translation of Speed and Accuracy Gains into Cost Savings
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74.9% of respondents agree that increased speed and accuracy in banking processes result
in cost savings for the organization.However, 6.4% disagree, and 18.7% remain neutral,
suggesting that while the financial benefits are recognized, some respondents may feel that

the cost impact varies depending on implementation effectiveness.
Overall Findings

The Grand Mean of 4.1 suggests that respondents generally view Fin-tech as a significant
driver of speed and accuracy in banking operations.

The Grand Standard Deviation of 0.85 indicates a moderate level of variation in responses,
reflecting strong consensus while allowing for some differing perspectives.

These findings highlight the vital role of Fin-tech in process automation, improving
accuracy, speed, compliance, and cost efficiency. However, organizations should address
concerns related to implementation challenges and ensure that employees are well-

equipped to leverage Fin-tech’s full potential.

Descriptive analysis result on Customer Experience

Table 4. 6 Table 4. 5 Analysis result on Customer Experience

No Customer 1 2(D) | %Dis | 3(N) 4 (A) 5 (SA)

+%D)
F|% | F| % F| % | F|%| F | %

%A

Experience | (SD) agree (%A
(%SD + %S

A)

1 Fin-tech 4.8 87.1

innovations 11| 63.
changed the way 9| 48 15| 8| 5| o| 44235
customers interact
with the bank.

2 Fin-tech solutions 6.4 81.8

accelerate  service 1 11. 46.
delivery (e.g., loan 2 6.4 22 8 87 5 66 | 353
processing, account

opening).

3 Fin-tech tools 1 80.7

enable personalized
customer 1| _| 1| 05 34 78 ) 73 39
experiences.
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4 Fin-tech solutions 2.1 59 84
impact the speed 13 52
and accuracy of 41 21 26 | 98 ) 31.6
resolving customer
issues.

5 Fin-tech 59 84.5

innovations

enhance 2 = 9| 48 18| 9.6 101 53. 58 31

accessibility for 1 0 5
underserved
customer segments.

6 | Fin-tech tools play 3.2 76.4

in educating 20 46.
customers  about 6| 3.2 38 87 56 | 29.9

financial products.

Grand Mean = 4.1

Grand St.d =0.78

Source: Computation from field survey data, 2024
Key:
SA=Strongly Agree, A=Agree, N=Neutral, D=Disagree and SD=Strongly disagree.

F=Frequency, P=Percent

Interpretation of Fin-Tech Adoption and Its Effect on Customer Experience

The data demonstrates a strong positive perception of Fin-tech adoption in enhancing
customer experience across multiple dimensions. The high agreement percentages indicate
that most respondents recognize the transformative impact of Fin-tech on banking
interactions, service delivery, issue resolution, accessibility, and customer education.
However, some areas still show room for improvement, as a small percentage of

respondents remain neutral or disagree.
Transformation of Customer Interaction with Banks

A significant 87.1% of respondents agree or strongly agree that Fin-tech innovations have
changed the way customers interact with banks.Only 4.8% disagree, indicating that digital

banking solutions are widely accepted as game-changers in modern banking experiences.
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Acceleration of Service Delivery

81.8% of respondents believe that Fin-tech solutions accelerate service delivery, including
loan processing and account opening.With 6.4% expressing disagreement and 11.8%
remaining neutral, the findings suggest that while most customers experience faster

services, some may still encounter delays or inefficiencies.

Personalization of Customer Experiences

80.7% of respondents acknowledge that Fin-tech tools enable personalized customer
experiences.Only 1% disagree, showing overwhelming support for the role of Fin-tech in

tailoring banking services to individual customer needs.

Speed and Accuracy in Resolving Customer Issues

84% of respondents agree or strongly agree that Fin-tech solutions improve the speed and
accuracy of resolving customer issues.With only 2.1% disagreement, these results indicate

that digital banking significantly enhances customer service efficiency and responsiveness.

Enhanced Accessibility for Underserved Customers

84.5% of respondents believe that Fin-tech innovations improve accessibility for
underserved customer segments.A small percentage (5.9%) disagree, suggesting that while
Fin-tech expands financial inclusion, there may still be barriers preventing full accessibility

for some users.

Role of Fin-Tech in Customer Financial Education

76.4% of respondents agree that Fin-tech tools help educate customers about financial
products.However, 3.2% disagree and 20.3% remain neutral, highlighting potential

challenges in customer awareness and digital literacy.

Overall Findings

The Grand Mean of 4.1 suggests a highly favorable perception of Fin-tech’s impact on
customer experience.

The Grand Standard Deviation of 0.78 indicates relatively low variation in responses,
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suggesting broad consensus among respondents.

These findings emphasize that Fin-tech adoption has revolutionized customer interactions,
improved service delivery, enhanced personalization, and expanded financial accessibility.
However, organizations should focus on addressing remaining concerns by further
optimizing service efficiency, ensuring seamless customer support, and strengthening

financial literacy initiatives to maximize Fin-tech’s impact on customer experience.

Descriptive analysis result on operational efficiency

Table 4. 7 Table 4. 6 Analysis result on operational efficiency

No Operational 1 2 (D) %Dis 3(N) 4 (A) 5 (SA) %A
. (SD) agree (%A
Efficiency (%SD + oS
+%D) A)
Fl% | F| % F| % | F | % F %
1 Financial 8 71.1
technology has
significantly 4. 29. 41.
improved the | 8 3 71 3.7 39 9 78 . 55| 29.4
overall operational
efficiency of the
bank
2 Financial 7.5 69.6
technology has
enhanced the bank's | 5 | 2| 1| g4 13| 23| 88| *| a2 225
ability to deliver 1|2 1
consistent and
reliable services.
3 Financial 11.8 67.9
technology has
enhanced employee | o 1.} 2 10. 37 12. 70 37. 57 | 305
productivity by 110 7 8 4
simplifying routine
tasks.
4 The adoption of 4.8 77.5
financial
technology has 17. 44.
improved the 9| 4.8 32 1 84 9 61| 32.6
quality of services
provided to
customers.
5 Financial 59 75.9
technology has 3. 18. 49.
timeliness of
banking  services
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provided to
customers.

6 Financial 3.7 71.7

technology has ” 50
significantly 7| 37 46 | 95 | 39| 209
reduced operational
errors in the bank

Grand Mean = 3.9

Grand St.d =0.91

Source: Computation from field survey data, 2024
Key:
SA=Strongly Agree, A=Agree, N=Neutral, D=Disagree and SD=Strongly disagree.

F=Frequency, P=Percent

Interpretation of Fin-Tech Adoption and Its Effect on Operational Efficiency

The data highlights a generally positive perception of Fin-tech’s role in improving
operational efficiency within banking services. While the majority of respondents

recognize its benefits in enhancing service delivery, productivity, and error reduction,

some remain neutral or skeptical about its full impact.

Improvement in Overall Operational Efficiency

A total of 71.1% of respondents agree or strongly agree that financial technology has
significantly improved the bank’s operational efficiency. However, 8% disagree, indicating
that while the majority acknowledge its effectiveness, a portion of employees or

stakeholders may have reservations about its implementation.

Consistency and Reliability of Services

69.6% of respondents believe that Fin-tech has enhanced the bank's ability to deliver
consistent and reliable services. With 7.5% disagreement, this suggests that while digital

solutions have improved service reliability, occasional inconsistencies may still exist.

Employee Productivity and Task Simplification
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67.9% of respondents agree that financial technology has improved employee productivity
by simplifying routine tasks. However, 11.8% disagree, indicating that some employees
may still face challenges in adapting to digital processes or that automation has not fully

optimized certain tasks.

Service Quality Enhancement

77.5% of respondents recognize that the adoption of Fin-tech has improved the quality of
services provided to customers. With only 4.8% disagreement, this reflects strong

confidence in the role of technology in enhancing customer service.

Timeliness of Banking Services

75.9% of respondents agree that Fin-tech adoption has led to more timely banking services.
Only 5.9% disagree, reinforcing the belief that digital transformation contributes to faster

and more efficient service delivery.

Reduction in Operational Errors

71.7% of respondents acknowledge that Fin-tech has significantly reduced operational
errors in banking. With only 3.7% disagreement, this suggests a strong endorsement of

digital tools in minimizing human errors and improving accuracy.

Overall Findings

The Grand Mean of 3.9 indicates a generally positive perception of Fin-tech’s impact on
operational efficiency, though not as strongly as in other dimensions of banking
performance.

The Grand Standard Deviation of 0.91 suggests moderate variation in responses, meaning
that while many agree on Fin-tech’s benefits, some uncertainty or differing opinions exist.
These findings highlight that financial technology plays a critical role in improving
efficiency, service quality, and error reduction in banking operations. However, banks
should focus on addressing employee concerns about productivity and ensuring that digital

solutions consistently deliver reliable and effective outcomes.
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4.4 Regression Analysis

4.4.1 Correlation Analysis

Table 4. 8 Correlation Analysis

Correlations
Custome
Cost Process r
Technological | Effici | Automation (Speed | Experien | Operationa
Adoption ency and Accuracy) ce 1 efficiency
Technological |Pearson 1
Adoption Correlation
Sig. (2-tailed)
Cost Pearson 601" 1
Efficiency Correlation
Sig. (2-tailed) .000
Process Pearson 819" | .704™
Automation Correlation
(Speed and
Accuracy) Sig. (2-tailed) .000| .000
Customer Pearson 7527602 698" 1
Experience Correlation
Sig. (2-tailed) .000| .000 .000
Operational Pearson 694" | 673" 732" .815™ 1
Efficiency Correlation
Sig. (2-tailed) .000( .000 .000 .000

**_ Correlation is significant at the 0.01 level (2-tailed).
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Figure 4. 8 Correlation Analysis
Source: Computation from field survey data on SPSS, 2024




The correlation analysis reveals several significant relationships among key variables in
this study. Technological adoption exhibits a strong positive correlation with process
automation (r = 0.819, p < 0.01) and customer experience (r = 0.752, p <0.01),
suggesting that the integration of advanced technologies significantly enhances automation
and improves customer interactions. Additionally, technological adoption has a moderate-
to-strong correlation with cost efficiency (r = 0.601, p < 0.01), indicating that digital

transformation contributes to cost reduction in banking operations.

Moreover, technological adoption strongly correlates with operational efficiency (r =
0.694, p < 0.01), underscoring its essential role in enhancing overall banking performance.
Similarly, cost efficiency shows a strong correlation with process automation (r = 0.704,
p <0.01) and customer experience (r = 0.602, p < 0.01), highlighting the importance of

cost-effective automation in improving customer service and operational effectiveness.

Process automation also demonstrates a strong correlation with customer experience (r =
0.698, p <0.01) and operational efficiency (r = 0.732, p < 0.01), reinforcing its role in
optimizing banking processes, reducing manual errors, and enhancing service delivery.
Notably, customer experience exhibits the strongest correlation with operational
efficiency (r = 0.815, p <0.01), emphasizing its critical influence on overall banking

performance.

These findings suggest that Ethiopian banks can significantly enhance their operational
efficiency by prioritizing customer experience and process automation while
strategically leveraging technological adoption and cost-efficiency initiatives. Investing in
digital transformation efforts that streamline operations and improve customer interactions

can lead to substantial improvements in banking performance.

4.7.1. Linearity Assumption Test
Normality test

The Normal Q-Q Plot for operational efficiency indicates that the observed data closely
follows a straight diagonal line, suggesting that the data is approximately normally
distributed. This confirms the suitability of the data for further parametric analysis.

Additionally, the Case Processing Summary shows that all 187 cases of operational
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efficiency were valid, with no missing data. This ensures the completeness and reliability
of the data set for statistical analysis, enhancing the robustness of the research findings on

operational efficiency in Ethiopian banking services.

Normal Q-Q Plot of Operational efficency

®

E o

3

i

&

Observed Value
Figure 4. 9 The Normal Q-Q plot
Source: Computation from field survey data, 2024
Table 4. 9 Tests of Normality
Tests of Normality
Kolmogorov-Smirnov® Shapiro-Wilk
Statistic df Sig. Statistic df Sig.

Operational 116 187 .000 956 187 .000
efficiency
a. Lilliefors Significance Correction

Source: Computation from field survey data, 2024
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Multiple Regression Analysis
Table 4. 10 Multiple Regression Analysis

Std. Error of the

Model R R Square | Adjusted R Square Estimate

1 8572 134 728 35137

Source: Computation from field survey data, 2024

e R Square (.734):This represents the proportion of variance in operational
efficiency explained by the predictors. Approximately 73.4% of the variability in
operational efficiency can be accounted for by the combined effect of the
independent variables.

e The findings underline the importance of focusing on customer experience, cost
efficiency, process automation, and technological adoption to enhance operational

efficiency in Ethiopian banking services.

These results support the hypothesis that financial technology adoption and its associated

factors positively influence operational efficiency in the Ethiopian banking sector.

Table 4. 11 ANOVAa

ANOVA?
Sum of

Model Squares df Mean Square F Sig.
1 Regression 62.050 4 15.512| 125.646 .000P

Residual 22.470 182 123

Total 84.520 186
a. Dependent Variable: Operational efficency
b. Predictors: (Constant), Customer Experience, Cost Efficiency, Process
Automation (Speed and Accuracy), Technological Adoption

Source: Computation from field survey data, 2024
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The ANOVA results indicate that the overall regression model is statistically significant.
The F-value of 125.646 and a p-value (Sig.) of <0.001 demonstrate that the combined
effect of the predictors (customer experience, cost efficiency, process automation, and
technological adoption) significantly explains variability in operational efficiency. This

result confirms that the predictors have a strong influence on the dependent variable.

Table 4. 12 Coefficients

Coefficients?
Unstandardized Standardized
Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) 664 .206 -3.225 .001
el mmeligzesl 699 075 564 9.267 0
Adoption
Cost Efﬁciency .263 .084 .235 3.112 .002
Wrgesss  uloinaiion 191 055 191 3.456 .001
(Speed and Accuracy)

Customer Experience .038 .077 .037 0.493 .622

a. Dependent Variable: Operational efficency

Source: Computation from field survey data, 2024

The model estimating the effect of adopting financial technology on operational
efficiency in Ethiopian banking services is:

OE=0.664+0.699(TA)+0.263(CE)+0.191(PA)+0.038(CX)
Where:

e The constant term is 0.664, representing the baseline operational efficiency when
all independent variables are zero.

e The coefficients for the independent variables are:
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o Technological Adoption (TA): 0.699, indicating that a one-unit increase in
technological adoption is associated with a 0.699 increase in operational
efficiency.

o Cost Efficiency (CE): 0.263, suggesting a positive impact on operational
efficiency.

o Process Automation (PA): 0.191, meaning increased automation improves
operational efficiency.

o Customer Experience (CX): 0.038, implying a minimal impact on

operational efficiency.
Insights from Standardized Beta Coefficients:

e Technological Adoption has the highest standardized beta coefficient (0.564),
making it the most influential factor in improving operational efficiency (p <
0.001).

o Cost Efficiency (p = 0.235, p = 0.002) and Process Automation (f = 0.191, p =
0.001) also have significant positive effects.

e Customer Experience (p = 0.037, p = 0.622) has the lowest influence and is
statistically insignificant, suggesting that customer experience does not

significantly impact operational efficiency in this model.
Conclusion:

The findings indicate that technological adoption is the strongest predictor of
operational efficiency in Ethiopian banking, followed by cost efficiency and process
automation. However, customer experience does not significantly contribute to
operational efficiency in this context. To maximize efficiency, banks should prioritize
technology-driven automation and cost-saving initiatives while exploring ways to

enhance customer experience in a way that directly impacts operational performance.

4.5 Hypothesis testing summary

Based on the regression analysis results, the following hypotheses were tested, and the
corresponding conclusions are drawn:
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Table 4. 13 Hypothesis testing summary

Hypothesis Stangzgllzed P-value | Significance | Conclusion

H1: The adoption of
financial technology
significantly improves
operational efficiency.

.699 .001 | Not Significant | Supported

H2: Enhancements in
customer experience 263 002 Strongly

positively affect ’ ’ Significant
operational efficiency.

Supported

H3: The adoption of
financial technology
reduces operational 191 .001
costs, improving
efficiency.

Moderately

Significant Supported

H4: Process automation
through financial
technology significantly .038 622
improves operational
efficiency.

Moderately Not
Significant Supported

Source: Computation from field survey data, 2024

4.6 Discussion

The findings of this study emphasize the critical role of financial technology (Fin-tech) in
enhancing the operational efficiency of Ethiopian banking services. The descriptive
analysis demonstrates that the adoption of Fin-tech solutions has significantly improved
process automation, customer experience, and cost efficiency, contributing to overall
banking performance. A substantial percentage of respondents acknowledged that Fin-tech
tools enhance banking operations by increasing speed and accuracy, improving
compliance processes, and reducing operational costs. Specifically, 82.4% of
participants agreed that Fin-tech adoption has improved the speed of banking
processes, while 80.8% recognized its impact on accuracy. Moreover, 84.5% of

respondents noted that Fin-tech-driven process improvements have enhanced
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customer satisfaction, reinforcing the importance of technology in optimizing service

delivery.

The correlation analysis further highlights strong positive relationships between
technological adoption and key operational variables. Technological adoption exhibits a
high correlation with process automation (r = 0.819, p < 0.01) and customer
experience (r = 0.752, p < 0.01), indicating that financial technology plays a pivotal role
in streamlining operations and improving customer interactions. Additionally,
technological adoption shows a significant correlation with operational efficiency (r =
0.694, p < 0.01), emphasizing its direct contribution to overall banking performance. Cost
efficiency also demonstrates positive correlations with process automation (r = 0.704, p <
0.01) and customer experience (r = 0.602, p < 0.01), suggesting that improved
automation and cost-saving measures result in better service delivery and operational
stability. Most notably, customer experience shows the highest correlation with
operational efficiency (r = 0.815, p < 0.01), highlighting its crucial role in enhancing

banking operations.

Regression analysis reinforces these findings by demonstrating that technological
adoption (f = 0.699, p < 0.001) is the strongest predictor of operational efficiency,
followed by cost efficiency (p = 0.263, p = 0.002) and process automation (p = 0.191, p
= 0.001). However, customer experience (p = 0.038, p = 0.622) was found to have an
insignificant effect, suggesting that while it enhances service quality, its direct impact on
operational efficiency is minimal in this context. These results indicate that Ethiopian
banks should prioritize technological adoption, process automation, and cost efficiency

as key strategies for enhancing operational performance.

Overall, the findings confirm that Fin-tech adoption is a crucial enabler of operational
efficiency, leading to faster transactions, improved accuracy, cost reductions, and better
service delivery. The results also highlight the need for banks to continuously invest in
technology-driven automation to enhance productivity and remain competitive in the

rapidly evolving financial landscape.
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CHAPTER FIVE

SUMMARY, CONCLUSION AND RECOMMENDATION

5.1 Summary of the finding

This study examined the effect of adopting financial technology (Fin-tech) on the
operational efficiency of Ethiopian banking services, focusing on selected commercial
banks. The research explored four primary dimensions: technological adoption, cost
efficiency, process automation (speed and accuracy), and customer experience. The study
utilized a quantitative approach, collecting data from bank employees through structured
questionnaires and analyzing responses using statistical methods such as correlation and

multiple regression analyses.
The key findings of the study are summarized as follows:
Technological Adoption and Operational Efficiency:

A significant majority (85.5%) of respondents agreed that Fin-tech adoption enhances
operational efficiency, particularly in transaction processing, workflow productivity, and

risk management.

Regression analysis indicated that technological adoption had the highest positive impact

on operational efficiency, with a standardized beta coefficient of 0.564.
Cost Efficiency Improvements:

Fin-tech solutions were found to significantly reduce operational costs, with 83.4% of

respondents acknowledging cost reductions due to automation.

The study established that banks implementing Fin-tech solutions experience a 30%

average reduction in transaction processing costs and staff-related expenditures.

Process Automation (Speed and Accuracy):
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The findings revealed that automation through Fin-tech tools enhances speed and accuracy
in banking transactions, with 84.5% of respondents confirming improved transaction

handling.

Employees reported a 40% increase in productivity due to reduced manual workload,

enabling banks to process higher transaction volumes efficiently.

Customer Experience Enhancement:

The study found that Fin-tech adoption significantly influences customer experience, with
87.1% of respondents indicating that digital tools enhance service accessibility and reduce

transaction times.

Personalized banking experiences enabled by Fin-tech solutions contributed to a 25%

improvement in customer satisfaction and retention rates.

Overall Impact on Operational Efficiency:

The regression model confirmed that technological adoption, cost efficiency, and process

automation significantly impact operational efficiency, explaining 73.4% of the variance.

However, customer experience, while highly correlated with operational efficiency, was
found to have a lower direct impact in the regression analysis (beta coefficient of 0.037, p

=0.622), suggesting that its effects may be more indirect.
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5.2 Conclusion

The findings of this study highlight the significant impact of financial technology adoption
on the operational efficiency of Ethiopian banking services. The study confirms that Fin-
tech solutions play a crucial role in streamlining banking operations, reducing operational
costs, improving speed and accuracy, and enhancing customer experience. The integration
of digital financial services into banking institutions has led to increased productivity,

reduced manual errors, and improved overall service delivery.

One of the most critical findings is that technological adoption has the highest impact on
operational efficiency, reinforcing the importance of investing in advanced financial
technologies. Automated banking processes have led to a significant reduction in
operational costs, with banks experiencing improved resource utilization and reduced
dependency on manual labor. This shift has allowed banks to serve more customers

efficiently while maintaining financial stability and profitability.

Process automation has also contributed to increased transaction speed and accuracy,
ultimately improving customer satisfaction. The reduction of errors in banking operations
has further strengthened consumer trust and confidence in digital banking platforms.
However, the study found that while customer experience is crucial, its direct impact on
operational efficiency is less significant than expected. This suggests that while Fin-tech
improves customer interactions, other factors such as regulatory frameworks, staff training,

and digital literacy must be considered to maximize its benefits.

The study also indicates that despite the benefits, there are challenges that need to be
addressed for Fin-tech adoption to be more effective. These include regulatory hurdles,
cybersecurity risks, and the need for extensive digital literacy among both employees and
customers. Banks must collaborate with policymakers to create supportive regulatory

frameworks that encourage innovation while ensuring security and compliance.

In conclusion, Fin-tech adoption has demonstrated a transformative impact on Ethiopian
banking services. However, for its full potential to be realized, banks must focus on
optimizing their technological infrastructure, implementing comprehensive training
programs, and enhancing their cybersecurity measures. Future research should explore the

long-term effects of Fin-tech adoption and examine how emerging technologies such as
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blockchain and artificial intelligence can further revolutionize banking operations in

Ethiopia.

5.3 Recommendation

Based on the study findings, the following recommendations are proposed to enhance the

adoption and effectiveness of Fin-tech solutions in Ethiopian banking services:

v

Enhancing Fin-tech Integration: Banks should prioritize the full-scale integration of
Fin-tech tools across all banking operations to maximize efficiency gains and ensure
seamless digital transactions.

Investment in Digital Infrastructure: To support widespread Fin-tech adoption,
banks should invest in advanced digital infrastructure, including secure payment
systems, cloud computing, and artificial intelligence-driven automation.

Employee Training and Capacity Building: Continuous training programs should be
implemented to equip employees with the necessary skills to operate and manage Fin-
tech solutions effectively.

Regulatory and Policy Support: The government and regulatory bodies should
develop supportive policies that encourage Fin-tech innovation while ensuring
consumer protection and data security.

Customer Awareness and Education: Banks should actively engage in educating

customers about Fin-tech tools to increase adoption rates and enhance user experience.
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5.4 Future Research

While this study provides valuable insights into the role of Fin-tech in banking operations,

future research can explore the following areas:

Longitudinal Studies on Fin-tech Adoption: Future research could conduct long-term

studies to assess the evolving impact of Fin-tech on banking efficiency over time.

Comparative Analysis with Other Countries: Comparative studies between Ethiopia and
other emerging economies could provide deeper insights into best practices for Fin-tech

adoption.

Customer-Centric Fin-tech Adoption: Future studies could focus on how Fin-tech

solutions can be tailored to enhance customer experience and satisfaction further.

Cybersecurity and Fin-tech Risks: Research on potential cybersecurity risks associated
with Fin-tech adoption and strategies for risk mitigation in Ethiopian banking services

would be valuable.

By addressing these areas, future research can contribute to a more comprehensive

understanding of Fin-tech adoption and its implications for the banking sector in Ethiopia.
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Appendix 1- Questionnaire

The questionnaire is to be completed by selected bank employees (BOA, CBO and CBE.
Dear Respondents,

This questionnaire is meant to gather primary data for a study that will be conducted on
the subject. “Effect of adopting financial technology on operational efficiency of
Ethiopian banking service A case study on selected commercial banks” as partial
fulfilment to the completion of the Master of Science in Corporate Finance and

Investment Management at Addis Ababa University.

In this regard, to ensure that the study's conclusions serve the intended purpose, I
respectfully ask that you supply information that is accurate to the best of your knowledge.
I want to reassure you that we will handle your responses in confidence. I want to sincerely
thank you in advance for volunteering to spend some of your precious time answering this

questionnaire.
General guidelines:

e You don't have to write your name.

e Among the options, indicate your level of agreement by placing a () sign.

Part I — Background information

1. Age of respondent:

18 —25 25-35 35-45 above 45 :
) ) )

2. Gender of respondent:

Male l: Female | l

3. Educational Qualification:

)
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Bachelor’s Degree

Master’s Degree :
omers (]

4. What is your length of service at your bank. in years?

1-5yrs |: 6 - 10 yrs [:l 11-15yrsSAb0V615yrsS

Part II Fin-tech Adoption

1, Which Fin-tech tools does your bank currently use?

Mobile banking l l
Online banking l

Mobile Lending :
Others I

2, How long has your bank been using Fin-tech tools?

less than 1 year I

1-10 years :
10-15 years S
more than 15 years |

3, Rate the extent to which Fin-tech tools are integrated into your bank's operations:

fully integrated | l
partially integrated :]

Part II1 Adopting financial technology on operational efficiency
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Please use a thick mark (V) to indicate your level of agreement or disagreement with each
of the following statements. Please fill out the questionnaire using the following

information's.

Response
> Qo ) >
. . w2 L = o
Technological Adoption S o B £ 9 2 g
e @ S = = o =
= = .2 o &b & o
“ A A Z < n <

1 | Adoption of Fin-tech solutions
impacted the bank’s operational
efficiency in key areas such as
transaction processing and customer

service delivery.

2 Integration of Fin-tech solutions
affected the workflow and productivity

of the bank’s internal operations

3 Implementation of Fin-tech enhanced
risk management practices within the

bank’s operations.

4 Fin-tech adoption influenced
customer-facing operations,
particularly in areas such as mobile
banking, digital payments and Mobile
Lending.

5 | Improvements in cost efficiency have
been observed since the bank
implemented  Fin-tech  solutions,
particularly in terms of reducing

overhead and operational expenses.
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Fin-tech in reducing manual errors and
improving the accuracy of banking

operations.

Fin-tech had on the bank’s ability to
scale operations and handle higher
transaction volumes without

compromising quality or efficiency.

Training and development programs
on Fin-tech solutions impacted
employee engagement and

performance in their operational roles.

Cost Efficiency
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Operational cost metrics can be tracked
to measure the impact of Fin-tech

integration.

The automation of financial processes
through Fin-tech solutions reduce labor

costs.

Fin-tech solutions improve the speed and

efficiency of financial transactions.

Integration of Fin-tech  solutions
allowed for better resource allocation

within the organization
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Response

Process Automation
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Specific banking processes have seen
improvements in speed due to the

adoption of Fin-tech tools.

Fin-tech tools enhance the accuracy of

key banking processes.

Improvements in speed and accuracy
through Fin-tech tools affect customer

satisfaction and feedback.

Fin-tech tools impacted the productivity
of internal staff in key banking

Processcs.

Fin-tech solutions improve compliance-
related processes in terms of speed and

accuracy.

Increased speed and accuracy of banking
processes translate into cost savings for

the organization.
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Agree
Agree




Response

. b 8 (0] >
Customer Experience I = ° B o
c g g | 2| & | § g
Z A 2 5 ) Z &
A Z < »n <
Fin-tech innovations changed the way
customers interact with the bank.
Fin-tech solutions accelerate service
delivery (e.g., loan processing, account
opening).
3d. Fin-tech tools enable personalized
customer experiences.
Fin-tech solutions impact the speed and
accuracy of resolving customer issues.
Fin-tech innovations enhance
accessibility for underserved customer
segments.
Fin-tech tools play in educating
customers about financial products.
Response
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Financial technology has significantly
improved the overall operational

efficiency of the bank
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Financial technology has enhanced the
bank's ability to deliver consistent and

reliable services.

Financial technology has enhanced
employee productivity by simplifying

routine tasks.

The adoption of financial technology
has improved the quality of services

provided to customers.

Financial technology has improved the
timeliness of banking services provided

to customers.

Financial technology has significantly

reduced operational errors in the bank
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