
[image: ]






Master of Business Administration
LCMB7035 - Dissertation

THE IMPACT OF ARTIFICIAL INTELLIGENCE ADOPTION ON OPERATIONAL EFFICIENCY IN UK MID-SIZED RETAIL BANKS



Student Name:
Student ID:




TABLE OF CONTENTS
1. Introduction	3
1.1 Background of the Study	3
1.2 Research Aim	4
1.3 Research Objectives	4
1.4 Research Questions	4
2. Literature Review	4
2.1 Emperical studies	4
2.2 Theoretical framework	5
2.3 Research gap	6
3. Methodology	7
3.1 Research Philosophy and Approach	7
3.2 Research Design and Method Choice	7
3.3 Data Collection Method	7
3.4 Sampling Technique and Sample Size	8
3.5 Data Analysis Techniques	8
3.6 Ethical Considerations	8
4. Time Horizon	9
References	10



[bookmark: _Toc225768195]1. Introduction
[bookmark: _Toc225768196]1.1 Background of the Study
Artificial Intelligence (AI) is a disruptive technology in the banking sector across the world and allows financial institutions to automate operations, optimise decision-making, and improve service delivery. Recent statistics indicate that about 85 % of financial institutions are implementing or are considering implementing AI technologies by 2025, indicating the speed of digitalization of the banking business (Schmidt, 2026). The increasing use of AI-based solutions by financial institutions has been evidenced by the fact that approximately 86 % of banks in Europe have already incorporated AI into their compliance systems, fraud detection systems, or customer service systems.
[image: ]
Figure 1: Artificial Intelligence In Banking Market 2024 - 2030
(Source: Grandviewresearch, 2025)
The issue of operational efficiency is especially relevant to retail banking as banks have to deal with the high volumes of transactions while staying accurate and complying with regulations. Researchers demonstrate that AI is capable of automating approximately 36 % of standard banking operations and cutting processing time in operations by almost 25 %, which leads to greater productivity (Bhattacharya, 2024). Machine learning, chatbots, predictive analytics, etc., allow decision-making to be faster, eliminating human costs, and optimising the quality of customer service, further improving the overall performance and competitiveness of current banking organisations.
[bookmark: _Toc225768197]1.2 Research Aim
To investigate how the adoption of Artificial Intelligence affects the efficiency of operations of UK mid-sized retail banks.
[bookmark: _Toc225768198]1.3 Research Objectives
· To examine the present extent of Artificial Intelligence implementation in the operational processes of UK mid-sized banking institutions dealing with retailing.
· To assess the impact of Artificial Intelligence technologies on the efficiency of operations, the reduction of costs, the increase in the speed of services, and productivity.
· To investigate how employees perceive, accept, and attitude towards the implementation of Artificial Intelligence in operational activities in retail banking.
· To determine the organisational, technological, and regulatory issues that influence the successful implementation of Artificial Intelligence in the operations of UK retail banks.
[bookmark: _Toc225768199]1.4 Research Questions
· How is the adoption of Artificial Intelligence in the existing operational processes in UK mid-sized retail banking institutions?
· What are the impacts of the Application of Artificial Intelligence technologies on the operational efficiency, cost reduction, speed of services, and productivity in the UK retail banking operations?
· How do employees feel, accept, and feel about the Artificial Intelligence application in the operation processes of the retail banking institutions?
· What are the organisational, technological, and regulatory issues to successful adoption of Artificial Intelligence in the operations of UK mid-sized retail banks?
[bookmark: _Toc225768200]2. Literature Review
[bookmark: _heading=h.vs5rvacwhgut][bookmark: _Toc225768201]2.1 Emperical studies 
According to Noreen (2023), the concept of Artificial Intelligence (AI) in banking is stated, including the definition and development of AI technologies applied in the financial services sector. It also examines some of the major applications of AI to retail banking, such as chatbots, fraud detection systems, risk assessment tools, and automated customer service platforms that facilitate digital banking activities. According to Bueno et al (2024), the operational efficiency in the banking sector is also examined in the review and the indicators that have been used in this section are the reduction of costs, the speed in which transactions are processed, and better service delivery. 
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Figure 2: AI is Transforming the Banking World
(Source: Sharma, 2023)
According Alnaser et al. (2023), employee perceptions and acceptance are key to the effective implementation of Artificial Intelligence (AI) in the retail banking activities. The employees who view AI as helpful and trustworthy will embrace the implementation of AI in the working processes more often, especially in the context of the automation of customer services and fraud detection. It is discovered that the importance of perceived ease of use and organisational support has a strong impact on the employee attitude to the use of AI in banking settings. The fear of losing a job and potentially being digitally illiterate is often the reason behind the resistance to AI. It also notes that the level of trust between employees and AI systems increases when the banks are well-trained and there is open communication about the effect of AI decision-making processes. 
[bookmark: _heading=h.3s64qsvuvwrn][bookmark: _Toc225768202]2.2 Theoretical framework
Technology Acceptance Model (TAM)
The Technology Acceptance Model identifies ways in which users arrive at accepting and using new technologies as a result of two aspects, namely perceived usefulness and perceived ease of use. Within the framework of the implementation of AI in UK retail banks, TAM can be used to a great extent to understand the attitude of employees towards AI-enabled systems chatbots, automated decision-making systems, and fraud detection systems (Musa etr al., 2024). The employees see AI as a helpful tool to enhance the operational processes and are comfortable incorporating it in day-to-day activities; they will tend to embrace and adopt it. This is in line with your purpose of studying how employees feel and accept AI in its operation.
Resource-Based View (RBV)
Resource-Based View posits that competitive advantage to organisations is acquired by resources that are valuable, rare, inimitable, and non-substitutable (VRIN). In this research, AI technologies are one of the strategic organisational resources, which can be used to make the organisation operate more efficiently by decreasing the costs, raising the speeds and productivity (Monson, 2024). In the case of UK mid-sized retail banks, RBV will be useful in explaining how AI capabilities, predictive analytics, and automation systems lead to excellent operational performance and competitive differentiation. It also contributes to your argument in literature that AI enhances the output of organisational effectiveness and efficiency.
Technology–Organisation–Environment (TOE) Framework
The TOE framework describes how technology is adopted on three contextual dimensions i.e. technological, organisational, and environmental factors. The technological environment would consist of AI infrastructure and compatibility with the system, the organisational environment would consist of leadership support, employee willingness, and internal capabilities, and the environmental environment would consist of regulatory pressure imposed on financial authorities in the UK and pressure of competition among banks (Na et al., 2022). TOE offers a great fit to analyse the barriers and enablers affecting the adoption of AI in mid-sized banks, which is directly related to the purpose of analysis on organisational, technological, and regulatory issues.
[bookmark: _heading=h.4gpa7512ig7w][bookmark: _Toc225768203]2.3 Research gap  
Even though there is an increasing body of literature on Artificial Intelligence (AI) within the banking sector, there is still a strong gap in the empirical research that is specifically based on UK mid-sized retail banks, since the majority of current research is based on large global or commercial banks. Although the past research has paid a lot of attention to the use of AI in chatbots, fraud detection, and automation, there has been little focus on the direct relationship between the adoption of AI and the results of operational efficiency in mid-sized banking institutions (Tam et al., 2023). TAM elucidates employee acceptance, whereas in TOE, there are barriers to adoption, lack of integrated empirical results to connect these frameworks to actual operational efficiency outcomes exists. The employee perception, trust and resistance variables are not explored in the context of mid-sized banking in the UK.
[bookmark: _heading=h.2dud5or6iewe][bookmark: _Toc225768204]3. Methodology
[bookmark: _heading=h.5qy0q2lbyv2b][bookmark: _Toc225768205]3.1 Research Philosophy and Approach
The research study will take the positivist research philosophy since it is aimed at measuring and statistically testing the relationship between Artificial Intelligence (AI) adoption and operational efficiency in the UK mid-sized retail banks. Positivism is suitable since it can enable the researcher to test hypotheses using measurable data and generalise the results (Sun and Zuo, 2024). To follow this philosophy, the deductive research approach will be employed, meaning that the current theories, like the Technology Acceptance Model, Resource-Based View, and Technology Organisation Environment Framework, will be implemented to formulate and test the correlations between AI adoption and the results of operational efficiency.
[bookmark: _heading=h.fkz00aut4rt6][bookmark: _Toc225768206]3.2 Research Design and Method Choice
The proposed study will be based on a quantitative research design, and the mono-method approach will be used, with the primary quantitative data gathering being considered the only step. The design can be discussed due to its suitability because it allows systematic examination of employee perceptions, experiences, and organisational performance associated with the adoption of Artificial Intelligence (AI) in the UK mid-sized retail banks (Slater and Hasson, 2025). The mono-method approach is ideal in providing uniformity in data collection and also improving the validity of findings based on one type of data. It also gives the opportunity to apply statistical methods to analyse the data in order to understand the relationship between the variables clearly. The quantifiable information collected with the help of a structured survey tool will help the researcher develop measurable findings regarding the adoption of AI and its effect on the efficiency of operations.
[bookmark: _heading=h.jkw5z6mcn7ex][bookmark: _Toc225768207]3.3 Data Collection Method
The primary data will be gathered by use of an online survey questionnaire, which will be designed with the help of the Online Surveys tool. The questionnaire will have about 14 questions divided into 2 demographic questions and 12 Likert scale questions with a 5-point scale as strongly disagree, strongly agree. The main dimensions that the survey will measure include the level of AI adoption, efficiency of operations, cost reduction, service speed, productivity, and employee attitudes (Wu et al, 2022). It also will be distributed electronically on LinkedIn professional networks and direct email invitations to the employees that are employed in the UK mid-sized retail banks. In this way, it is possible to reach pertinent respondents who have operational experience in AI-based banking settings.
[bookmark: _heading=h.7oxzl5njtluf][bookmark: _Toc225768208]3.4 Sampling Technique and Sample Size
The research will use a purposive sampling method in which the respondents will be chosen according to their corresponding work experience in the mid-sized financial institutions in UK, particularly the ones that deal with retail banking activities. This sampling strategy will make sure that only study participants who know directly about the implementation of the Artificial Intelligence (AI) and the way it works will be included in the study and this way, data will be gathered that is more relevant and reliable (Obilor et al., 2023). It also allows the researcher to acquire knowledge on the adoption of AI, employee experiences, and the results of its use in terms of operational efficiency. The target population will be about 51 respondents and this is believed to be sufficient to make a quantitative study with descriptive and correlation-based statistics analysis. Such a sample size will be adequate to determine patterns, relationships and trends between the indicators of AI adoption and operational efficiency, as well as to be reasonable in the context of the available resources and time of the research.
[bookmark: _heading=h.rvyvphaas5j1][bookmark: _Toc225768209]3.5 Data Analysis Techniques
The analysis of the collected quantitative data will be done using IBM SPSS software. At the outset, the descriptive statistics will be used to describe the demographic attributes of the respondents and to determine the trends in the responses to the surveys in terms of the adoption of Artificial Intelligence (AI) and operational efficiency (Sen and Yildirim, 2022). The frequency distributions, means, and standard deviations will be used to present a general picture of the dataset. This also helps to investigate the relations between AI adoption and main indicators of operational efficiency like the cost reduction, productivity improvement and speed of a service, correlation analysis will be carried out. Additional inferential statistical tests can be used where and when required and will be used to reinforce the analysis and would give more in-depth information about the connexion between variables, giving sound and reliable results based on the research objectives.
[bookmark: _heading=h.84v93rwj63v3][bookmark: _Toc225768210]3.6 Ethical Considerations
Ethical considerations will be strictly followed in the study. The respondents will be informed about and will participate voluntarily in the work of the study. It will also provide informed consent and allow the participants to quit at any point without any punishment (Nii Laryeafio and Ogbewe, 2023). Data will be gathered anonymously and no personal or identifiable information will be captured. The data will be stored safely and will be utilised in academic needs only. Since there will be no audio or video records, the threat to privacy will be low, and the privacy will remain confidential, and the ethical requirements will be fulfilled during the course of conducting the research.
[bookmark: _heading=h.6mnl3d7tcsog][bookmark: _Toc225768211]4. Time Horizon
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Figure 3: Time Horizon Analysis
(Source: Self-created)
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