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BALANCING AUTOMATION AND CUSTOMER TRUST-
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IN BANKING DIGITAL TRANSFORMATION
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@, BACKGROUND & PROBLEM

Dighal ransformaton i  stategic imperative forbanks,with
75% of UK finacilfirm alrady using Al (Bark o England &
FCA,2024). Automation offers oprational eficiency, 2477 s
and lowercosts. Hower, banks manage highly sensitive data
making customer tust esentl

The core challenge s that automated systems can feel opaque,
impersanal o risky, ptentialy eroding the trust upon which
banking rlationships depend. The growing use of algorihmic
decison-makingin ares such a credit scoing and fraud
detection ntensies these concorns because customers often
do ot understand how automated decisons are reached
Wachte, 2016)

o Trisstuy addreses the question: How can banks.

balance automaton adopton with maintaning
customer trust during digtl transformation?

@ AIM & OBJECTIVES

“Th research imed o imestigatehow brks canreconcieatostion
it customer trstbyexamining (1) how automation improves.
banking sevice, (2) how bank ae doping automaton, nd

(3) o autmtion fectscustomer st

A seconday tfective s to ety practcal srtage that enale
financiltuionsto hrnes utomation ihout undemining the
olatonal an ethica founitions ofcstome cofdance.

£3  METHODOLOGY
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it were scurced fom per seviewed joural s,
ndustry eports, s rports andrgulatory pblcations.

Thematc analysis was used t orgaie the mataialno
ey thomes (Bran & Clarke, 2006) and to syrtasise

fidings from both academic and proessional Hratur.
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Q  KEY FINDINGS

@) AUTOMATION IMPROVES BANKING SERVICES IN THREE WAYS

» Efficiency — RPA.and Al chatbots redice processing time.
and cost, enabling 24/7 service and freeing staf for
complex tasks (Femandez & Aman, 2018).

* Quality & Consistency ~ Automated systems apply.
uniform rules, reducing human error and enabiing
personalised interactions when handled transparenty.

+ Accessibilty ~ Digtal el servie extends bankingto

QWM underserved populations, though digital teracy
barriers remain (Senyo & Osabutey, 2020).

« Front.end chatbots and virual asistants handle routine
querie, with escalation pathways to human agens.

« Decision-support Al aids credit scoring and fraud
detecton, but opacity risks trust i unexplained
(Lepri etal. 2018).

@ + Back-office RPA streamiines compliance and reconcilation, ‘

though legacy systems can block scaling (Vial, 2019).

“The most successful adoption model ntentionaly combines:
technology and human oversigh, operationalising
calbrated trust” (Hoff & Bashi, 2015), |

(€ AUTOMATION AFFECTS CUSTOMER TRUST THROUGH FIVE MEDIATOF
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Porceived Securit & rivacy - Visle securitysignals and
(GOPR compliance educe i prceptions (Fara et L. 2016,

Human Touch - Access to a human fo sesitve ssvs i vl
purely automated joumeys case rstaton (Lo ot . 2017,

Service Quality — Refble performance bullds trst falares
domand swit human recovery (Weun et a, 2015).

Fairness & Bias — Algorithmic bias conces are grwing,
ecuiring ucit and commurication (Mehrab t sl 2027
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SYNTHESIS

‘The findings show that trust s not an obstacle o digital
transformation but a design requirement (Broby, 2021).

o
a ()
HIGH-TECH HIGH-TOUCH.

AUTOMATION HUMAN
== 'CONNECTION

AT THE CORE

A high-tech, igh-touch model — where automation supports
rather than replaces human relationships - and transparent,
fir Al systems allow banks to caplure effciency gains while
preserving customer confidence,
Trust must be embedded into
every stage of technology deployment.

[E]_RECOMMENDATIONS

Design hybrid service joumneys
with seariess human escalation

Communicate Al decisons n
plain anguage (explainabifty dashboards).
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0 Proactivel signal data protection
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and condut thirc-party fairmess audits.

Maintain human primacy in
bigh-stakes adisory senvces.

Measure trust as a strategic KPI
alongside operational metrics.
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¥ CONCLUSION

Bk tht cabrte sutomation o sk ety
embed ransparincy. g piacy and presrve
h hrman comnechon v sccresfy ravigee sl
ranslonmation withotardig th foundatnal rust
hatunrping e customer reaonie.
hot sacificed for efficiency -
itis built into the very design

of automated services.
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