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The purpose of this report is to evaluate the impacts of modern technologies used in an organisation and analyse it.
Whether it is a telecom industry, retailer industry or finance and banking industry or any other business industry, every potential business is using modern technologies to ensure success in today’s market. This report is an analyses of The Bank of Georgia (plc) group. The report goes through the case study thoroughly to assess the value of modern technology in banking industry.
[bookmark: _Toc47364178]Driven by competitions from constantly changing business manner, disruptive technologies, regulation and constant strain and FinTech the banking industry is going through a swift shift. FinTech is pressuring the institutions to adapt new ways of business by changing the competition in financial services. Privacy concerns became more intense as violation of data become dominant. Consent requirements and regulatory become more governing as a result of it. On the top of that as the customer demands are evolving every day customers seek for a personalised and easy to use services. The traditional banking processes was not user friendly. It was under threats by fraud, black money was another issues. Hazard in money transactions were a headache for the customers. Specially, they felt threatened for a big amount of money. All of these and the other challenges in banking industry was resolved by the very technologies which caused this breakdown. The alteration from legacy systems to innovation was not always been an easy achievement. 
[bookmark: _Toc47364179]The technologies made these problems to solve and brought more profits within the institution.
[bookmark: _Toc47364180]Starting with the background of the chosen organisation the report goes through the challenges faced by the organisation before implementing the modern technologies and insights to the technologies introduced following the lessons that can be drawn out from the case study. A conclusion and an acknowledgement of the resources used are added in the end of the report.
[bookmark: _Toc47364281][bookmark: _Toc47366648]Background of the organisation:
[image: ]
· About the institution:
Bank of Georgia is a joint stock company active in banking and financial services industry, headquartered in Tbilisi, Georgia. 
· Establishment:
Founded in 1903, communists nationalized Bank of Georgia and it became Binsotsbank. In 1994 it got privatized again and was renamed as Bank of Georgia.
· Evaluation:
In 2007 it got listed in London Stock Exchange and in April 2012 Bank of Georgia got a premium listing. It got enlisted in FTSE 250 Index on 15 June 2012. BGEO Group PLC demerged into two separate independent organisations in 2017 got listed as Bank of Georgia Group PLC for banking business and Georgia Capital PLC for investment business. On 29th May 2018 the demerger was successfully executed (Bankofgeorgiagroup, 2020).
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· Areas of operation:
 It serves all over Europe in countries like UK, Georgia, Belarus, Hungary, Turkey and Israel. 
· Provided services:
It offers services like finance, insurance, P&C insurance, investment management, trade finance, leasing, consumer banking, wealth management, corporate banking etc. 
· Branches and shareholders: 
It has 271 branches and 886 ATM machines along with 3152 express pay terminals. The notable shareholders of Bank of Georgia are JP Morgan Asset Management (3.11%), Harding Loenver LP (4.58%) and JSC Georgia Capital (19.90%).
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· Competition: 
The whole banking industry including Bank of Georgia was facing severe competition from the financial technologies using companies and it was important for them to go digital in order to attract new customers and to be in the business by making sure.
· Sloth and insecure traditional banking:
The threats Bank of Georgia faced was the arrival of various initiatives that challenges the traditional banking, like the appearance of Google wallet, Apple pay, Bitcoins, Cumplo, Paypal, zero commission, crowd funding and most importantly the supply and demand chain getting globalized. With these new banking technologies and sheer market, pressure was forcing the bank to adapt to new technologies.
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· Digitization in customer’s livelihood:
Technology has taken over everything in people’s daily life. Everyone wants a easy to access technology that will save their times. And smartphones, internet services, AI technology has affected every possible business all over the world and banking industry is not an exception (Chavan, 2013). 
· Hazardous money transferring:
Customers wanted to transact with their banks easily and more securely. The long queues, having to visit a branch or an ATM for the shortest amount of transaction, hectic process of cashing or writing a cheque, long distance money transferring was distracting the customers and they were shifting towards the AI based online banking. The apps like Google wallet, Apple Pay, Paypal was accommodating all these at a single tap (wingard, 2020). 
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· Reliability issues:
The other challenge was the growing concern of the customers over the security of their money. They choose digital banking as a more secure and effective option to money transferring. It was easily accessible, user friendly and was offering a prompt customer service.
Furthermore, the availability and use of smartphones and internet skyrocketed in UK and now approximately 100% of its population is using smartphones. The efficiency of internet and computing also increased massively. These changing social habits affected the customers’ preferences in a big way.
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Some of the insights to modern technology introductions are as followings:
· Growing competition: 
When financial technologies companies entered the banking industry they specifically targeted the most lucrative sectors. Goldman Sachs assumed that these new entrants could divert approximately $4.7 trillion in annual profits from the financial sector. This severe competition forced Bank of Georgia to introspect and adapt to the new technologies and now Bank of Georgia has launched their new fully AI based digital banking app (Cassidy, 2020).
· Cultural shift: 
Nowadays AI technology has taken over everything and the habit of a technology dependency got deep routed in the society and culture which includes the banking industry too. In this world of digitalization there’s no room for traditional manual banking system anymore. Bank of Georgia had to promote the innovative culture where technology would optimise the traditional process and regulations for maximum effectiveness. This massive cultural shift to a technology based system indicate the need of a digital makeover.   
· Fluctuating business models:
The cost of maintaining the traditional banking system was hurting the profitability of Bank of Georgia. The expectations of shareholders remain unchanged despite capital cost getting increased with low rate of interest, poor equity return and trading of proprietary getting decreased. These forced Bank of Georgia to assess their business model to adapt new demands and shift towards a technology based structure for better profitability.
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· Rising demands: 
With every new generation the banking consumer gets smarter and more informed and possess a higher knowledge of technology than ever. As a result, they expect a more personalized service than ever (TransferWise, 2020). It is expected that the generation Z will be more interested in technology based banking. To cope with these demands Bank of Georgia had to go digital and adapt to the technologies to satisfy their younger generation consumers and to meet their demands. 
· Consumer retention:
The new banking customers expect a personalized, comfortable and user friendly interface to pay or transfer their money from anywhere and anytime using their smartphones or laptop or personal computers. Executing this service efficiently was essential for Bank of Georgia to satisfy their consumer as well as their investors and stakeholders (Bankofgeorgiagroup, 2020). A happy and satisfied consumer base can generate steady profits at the end of the year to satisfy the stakeholders. So it was very important to Bank of Georgia to establish a rich relationship with their consumers to earn customer loyalty, the best asset a bank can have to generate viable revenue at the end of the year.
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· Security problems:
Following many security breaches in the industry over past few years, it was a growing concern of the customers to feel safe while transferring money. There was always a threat of fraud in traditional money transferring process specially, in big amounts using credit cards. In order to make their consumer feel safe Bank of Georgia has to secure its services by investing in the latest security measures to secure the sensitive customer information (Zaitseva et al. 2014).
· Obsolete mobile experiences:
Nowadays, any bank or financial institutes has their own personalized app for online money transfer or wallet use. But just having an online banking service doesn’t mean it’s up to the mark. The online banking experience need to be personalized, fast and highly effective to meet the consumer demand. In order to achieve that Bank of Georgia has launched its new AI based fully personalized banking app.
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Digitization came as a revolution to the banking industry. The influences on Bank of Georgia are as following-
· Faster transactions:
Banking is faster than ever. No more queuing and waiting for a long time to make a deposit or withdrawal or to cash in a cheque. Consumers now do all these things with just one tap from anywhere using their smartphone. It saves valuable time of the customer and makes them feel satisfied.
· Secure transfer:
More reliable and secured layered encryptions, QR codes and use of latest security measures taken by Bank of Georgia has secured the customers from any possible frauds. Conservation and recovery of records and banking documents are secure and faster.
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· Connectivity:
With introduction of Core Banking System (CBS) all branches are interlinked and has access to the main database.
· User friendly:
Banking is more transparent than ever. Every document of transaction is on user’s phone and can access it anytime. Customer care services also developed massively. Consumer can discuss any issue with the bank through in-app customer care services, texts and calls efficiently and faster than ever. The need to go to a branch physically to solve any issue related banking is rare. 
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Bank of Georgia adapted new technologies and executed it quite effectively. The study indicates that how the implementation of modern technologies in banking sector has been changed the organisation at the need of the moment.
By using modern technologies the institute ensured safe and secure business with its customers. The customers wanted a user friendly, personalised structure and an easy to access process by themselves. They also seek to have a sense of connectivity with their bank. And to solve any transaction related or any other banking related queries whenever possible, without standing in a long line and waiting for their turns to come. This changing consumer needs forced the banking group to adapt new technologies to provide the customers their due services. It has ensured to engage more customers with the organisation.
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After adapting new technologies The Bank of Georgia saw an increase in its profits. The contemporary banking took down the insecurities and less profits regarding shareholders and equity returns. Before the implementations of modern technologies the shareholders remain unchanged with the increased capital cost and with low rate of interest, poor equity return and trading of decreased proprietary. Also the traditional banking system was way more complicated, costly and hazardous for the customers as well as for the institution itself.
With the Core Banking System the branches were interlinked in between. This made it more easer for the banks to operate swiftly and reasonably for the customers.
All the execution of modern technologies made the life of the consumers easy and hazard free. It was also comforting for the organisation to conduct business using these technologies. 
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The use of modern technologies has become a very essential part while conducting business. The case study of Bank of Georgia showed that the traditional methods of banking is changing every day for a better profitability and reliability. The evaluation in banking processes made sure that the customers are free from any fraud and has a reliable business with the bank. Digitization and secure money transferring technologies attracted more customers and ensured profits.
Digital banking process is the most effective and risk free service. It can better serves the customer in a reliable way. It gives the customer freedom to access all the banking process like withdrawing money, making payments, applying for loan or other finance related rituals from one’s phone. To survive the competition a firm must undergo digitisation for sustain in the future banking module. 
This report shows the importance of modern technology implementation in a firm.
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