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Customer service, staff responsibilities, and regulatory compliance have all been profoundly
affected by the fast digital transformation of branch banking, which has altered the financial
services sector. This research delves into the effects of digitisation on these three crucial areas
within the Vidarbha region branches of ICICI Bank. Digital technologies and procedures have
improved customer experience, changed staff duties, and impacted audit and compliance standards.
This study uses a mixed-methods approach, including quantitative surveys and qualitative
interviews, to analyse these effects. The results show that customers are happier as a result of digital
transformation since services are easier to use and more accessible. But technology has also
changed the way people work, so they need to be able to learn new things and adapt to new
technologies. The report also shows how regulatory compliance has changed and how difficult it
has become, highlighting the need for new methods of supervision and updated procedures. With
suggestions for improving client interactions, easing staff migrations, and guaranteeing strong
compliance frameworks, the findings provide useful insights for financial institutions navigating
the digital age.
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1. Introduction

Branch banking is being transformed by digital transformation, a key player in the fast-paced
financial industry. Banks' client interactions, operational management, and compliance with

Nanotechnology Perceptions 20 No. S6 (2024) 491-496


http://www.nano-ntp.com/

The Influence of Digital Transformation on.... Devendra Kakwani et al. 492

regulatory requirements are being redefined by the incorporation of sophisticated technology
including mobile apps, automated systems, and online banking platforms. Traditional banking
jobs will change and face major obstacles as a result of this transition, which also offers better
efficiency, client experiences, and compliance procedures.

In terms of client service, branch banking has seen a dramatic shift with the introduction of
digital technologies. Customers benefit from the increased accessibility and convenience
offered by digital channels, which supplement traditional face-to-face encounters. Customers'
expectations and relationships with banks are being transformed by digital platforms that
provide real-time transactions, personalised service, and 24/7 access.

The digital transition also influences the duties and obligations of workers. Employees in
banks are moving away from clerical work and towards more strategic, customer-focused
positions as a result of enhanced analytics and the automation of mundane operations. To keep
up with the demands of technology and improve service delivery, new skill sets and adaptable
tactics are required.

Maintaining regulatory compliance is becoming more complicated as more and more
institutions adopt digital transformation. For digital tools and systems to be effective in
preventing fraud, protecting data, and managing risk, they must conform to strict regulatory
criteria. Strong compliance frameworks and continuous adaption to changing legislation are
essential for digital technology integration.

This research delves into the many effects of digital transformation on customer service, staff
responsibilities, and regulatory compliance, with a specific emphasis on ICICI Bank in the
Vidarbha area. This study seeks to provide a thorough knowledge of the pros and cons of
digitisation in branch banking by examining the impact of digital tools and practices. The
results will provide light on how to optimise digital initiatives in the current banking
environment for better performance and compliance.

2. Literature review

Many studies have shown the significant impact of digital transformation on many parts of
banking operations, particularly branch banking. This study of the literature compiles and
analyses previous studies that have examined the effects of digitisation on customer service,
staff responsibilities, and regulatory compliance.

There has been a lot of research on how digital transformation affects customer service.
According to studies, digital innovations like mobile applications and online banking have
made customers' lives more easier and more satisfying. Digital channel deployment improves
service accessibility, decreases transaction times, and enables personalised interactions,
leading to increased customer satisfaction (Kumari and Gupta, 2021). Digital technologies
allow banks to provide more personalised services, which in turn increases customer
engagement and retention rates, according to a research by Sharma and Singh (2022).

Nevertheless, there are obstacles to overcome throughout the shift to online banking.
Customers' happiness may take a hit if they have trouble adjusting to new technology, as
pointed out by Patel and Nair (2023). Improving the user experience and support systems on
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an ongoing basis is essential for keeping good customer relations.

The banking industry has seen a dramatic shift in staff duties due to the digitisation of services.
Digital technologies and automation have allowed workers to move away from mundane
administrative work and into more strategic endeavours like data analysis and customer
relationship management (Singh and Mehta, 2021). Gupta and Verma (2022) stress the need
of upskilling staff to successfully handle technology changes and improve service quality,
highlighting the need for new skill sets and continual training in light of this transformation.

In addition, Johnson and Lee's (2022) study highlights how digital transformation affects
employee happiness and output. According to the research, digital technologies improve
efficiency and cut down on human error, but they also bring up new problems with job
responsibilities and work-life balance that must be solved if morale is to be preserved.

There are advantages and disadvantages to ensuring regulatory compliance throughout digital
transformation. By allowing for real-time monitoring and enhancing data accuracy, improved
digital technologies may boost compliance, as mentioned by Wachasundar S. L. (2015). New
dangers, such cybersecurity threats and data privacy problems, are introduced with the
integration of digital technology.

Strong compliance frameworks are necessary to deal with these risks, according to research
by Kumar and Singh (2023). According to the research, in order to keep up with new security
risks, banks need to invest in sophisticated security measures and regularly update their
compliance policies. Digital change must also adhere to preexisting ethical and legal norms,
which is something Patel and Rao (2023) address.

Although digital transformation brings many advantages in areas like as customer service,
employee responsibilities, and regulatory compliance, it also brings new issues that must be
handled well, according to the literature. Prior studies have laid the groundwork for ICICI
Bank's Vidarbha area digital transformation and provided useful information for improving
digital strategies in branch banking.

Obijectives of the study

o To Evaluate the Impact of Digital Transformation on Customer Service.
o To Analyze Changes in Employee Roles and Responsibilities.

o To Assess the Implications for Regulatory Compliance.

Hypothesis

H1: The integration of digital transformation technologies in branch banking has a positive
impact on customer service, leading to increased customer satisfaction, faster service delivery,
and enhanced accessibility.

3. Research methodology

This research uses a mixed-methods strategy to examine ICICI Bank's (Vidarbha area) digital
transformation's effect on customer service in depth. In order to quantify the improvements in
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accessibility, efficiency, and customer happiness that have occurred since digitisation, the
study starts with a quantitative survey that targets both staff and consumers. To measure their
experiences and impressions, a representative sample of bank workers and customers will be
given structured questionnaires. Furthermore, in order to delve further into the precise impacts
of digital technologies on operational processes and service delivery, qualitative interviews
will be carried out with chosen participants. A combination of statistical methods for spotting
patterns and correlations and thematic analysis of interviewees' comments will round out the
data analysis process and reveal more complex viewpoints. The goal of this technique is to
optimise digital initiatives in branch banking by providing a thorough grasp of how digital
transformation affects customer service and practical insights.

4. Data analysis and discussion
Table 1 — Demographic information

|Demographic Variable||Category ||Frequency||Percentage (%)|
|Age ||18-24 |10 133 |
| ||25-34 |20 |l26.7 |
| ||35-44 |15 ||20.0 |
| |[45-54 |[12 |l16.0 |
| |[55-64 |10 133 |
| ||65 and above ||8 ||10.7 |
|Gender |[Male lla0 |l53.3 |
| |[Female |l35 |la6.7 |
|Occupation ||Student ||8 ||10.7 |
| ||Professi0nal ||30 ||40.0 |
| ||Businessman ||12 ||16.0 |
| ||Retired |10 133 |
| ||H0memaker ||7 ||9.3 |
| |lother |8 |l10.7 |
|Inc0me Level HBelow 320,000 ||15 ||20.0 |
| 220,000 - 239,999 |20 |l26.7 |
| 240,000 - 259,999 |18 |l24.0 |
| |[z60,000 - 279,999 |[10 133 |
| 280,000 and abovel[12 |l16.0 |
|Educati0n Level ||High School ||1O ||13.3 |
| ||Undergraduate ||25 ||33.3 |
| ||Postgraduate ||30 ||40.0 |
| ||Doctorate ||5 ||6.7 |
| ||Others |5 6.7 |

There is a wide range of diversity among the 75 ICICI Bank customers analysed in terms of
demographics. A comparatively younger client base interested in digital banking services is
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shown by the substantial share of consumers in the 25-34 age group (26.7%). Customers aged
65 and over make up only 10.7% of the total, suggesting that this demographic may be less
likely to use digital banking services.

The sample is almost evenly split between the sexes, with 53.3% men and 46.7% females,
indicating that the client base is fairly representative of the demographic. Thanks to this
equilibrium, we can learn everything about the effects of gender on customer service.

According to the statistics, professionals make up the bulk of the clients at 40.0%, with 16.0%
being businesspeople and 10.7% being students. This distribution shows that there is a
working-age population that is rather large, which can affect the need for banking solutions
that are both efficient and adaptable.

In terms of income levels, a large portion of consumers (26.7% to be exact) fall within the
range of 20,000 to 39,999, and another sizeable portion (24.0% to be exact) falls within the
range of 40,000 to 59,999. This points to a clientele with middle-to-upper-middle-class
incomes, who may have certain requirements for their online banking experience.

According to the data, the majority of clients have at least a bachelor's degree, suggesting that
they are a well-educated demographic. There seems to be a large concentration of
postgraduates, which might indicate that they are very tech-savvy and actively use cutting-
edge banking systems.

The demographic profile sheds light on important aspects of ICICI Bank's Vidarbha area
customer base that may affect their expectations for service and how they react to digital
transformation efforts.

Hypothesis testing

\Variable Before Digital||After Digital||Mean t- p-
Transformation Transformation Difference Value |[Value
Customer 3.50 (SD = 0.70) 4.20 (SD = 0.60) 0.70 8.45 ||<0.001

Satisfaction

Service Delivery
Time

|Accessibility Rating |[3.80 (SD = 0.80) |l4.50 (SD = 0.70) llo.70 llo.22 < 0.001]

5.40 minutes (SD =1.20) ||3.20 minutes (SD =0.90) (|-2.20 -12.35 ||< 0.001

After digital transformation technologies were implemented in branch banking, customer
service metrics showed considerable gains, according to the paired sample t-test. After
implementing the digital transformation, the mean score for customer satisfaction climbed
from 3.50 (SD = 0.70) prior to 4.20 (SD = 0.60), resulting in a mean difference of 0.70. Digital
tools have substantially enhanced total customer experiences, as shown by a very significant
boost in customer satisfaction (t-value = 8.45, p-value = 0.001).

The average time it took to provide the service went down from 5.40 minutes (SD = 1.20) to
3.20 minutes (SD = 0.90), a mean difference of -2.20. A t-value of -12.35 and a p-value below
0.001 show that the service delivery time was significantly and significantly reduced. This
outcome exemplifies the advantages of digital transformation in terms of efficiency, which in
turn allows for quicker customer service.
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The mean change between the pre- and post-transformation Accessibility Ratings was 0.70
points, rising from 3.80 (SD = 0.80) to 4.50 (SD = 0.70). A statistically significant increase in
accessibility is shown by a t-value of 9.22 and a p-value lower than 0.001. This provides
additional evidence that the digital technologies have improved the accessibility and usability
of financial services.

Taken together, the results provide credence to the idea that digital transformation technology
integration has a beneficial effect on customer service. The successful use of these
technologies in improving the banking experience is highlighted by the gains in client
happiness, decreased service delivery times, and greater accessibility.

5. Conclusion

An analysis of ICICI Bank's branch banking operations in the Vidarbha area shows that digital
transformation technologies greatly improve customer service. Several important indicators,
including accessibility, service delivery time, and customer happiness, show significant
increases in the study. The findings of the paired sample t-test show that digital tools have
significantly reduced service delivery time from 5.40 to 3.20 minutes and significantly
increased customer satisfaction, with a mean score rise from 3.50 to 4.20. Accessibility scores
also went up, from 3.80 to 4.50, which is indicative of better service availability and user-
friendliness. The results show that digital transformation is beneficial, and they imply that it
not only satisfies but also surpasses the service quality, efficiency, and convenience
expectations of customers. Findings from the research support the idea that digital technology
use in banking operations may boost efficiency and satisfaction among customers.
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