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ABSTRACT

This study explores the process of digital transformation in the banking system, focusing on
the impact of modern technologies and innovative solutions on banking performance and customer
experience. In the era of rapid digitalization, commercial banks are increasingly adopting advanced
technologies such as mobile banking, artificial intelligence, big data analytics, and blockchain
systems to remain competitive and efficient. The research is based on the case of “Business
Development Bank” JSCB, examining how digital tools and strategies have been implemented to
improve operational efficiency, service quality, and financial inclusion. The study aims to analyze
the benefits and challenges associated with digital transformation in the banking sector. The findings
indicate that digital innovation significantly enhances customer satisfaction, reduces operational
costs, and increases accessibility to financial services. However, issues such as cybersecurity risks,
technological infrastructure, and staff adaptation remain critical challenges. The study emphasizes
the importance of strategic planning and continuous technological investment for sustainable
development in the banking sector.
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INTRODUCTION

In recent years, the global banking sector has undergone significant changes driven by rapid
technological advancement and digital innovation. The emergence of financial technologies
(FinTech) has transformed traditional banking models, shifting from conventional branch-based
services to digital platforms that offer faster, more accessible, and customer-oriented solutions.
Digital transformation in the banking system is not only a technological shift but also a strategic
process that requires organizational change, new business models, and innovative approaches to
service delivery. Banks are increasingly integrating technologies such as mobile applications, online
banking systems, artificial intelligence, and big data to enhance efficiency and meet customer
expectations. In Uzbekistan, the banking sector is also actively adapting to digital transformation.
Commercial banks are implementing modern technologies to improve service quality, expand
financial inclusion, and strengthen their competitiveness in the market. Among them, “Business
Development Bank” JSCB serves as a relevant example of how digital tools can be effectively
integrated into banking operations. The purpose of this study is to examine the impact of modern
technologies and digital innovations on the transformation of the banking system, using the case of
“Business Development Bank™ JSCB. The research aims to identify key benefits, challenges, and
future prospects of digital transformation in the banking sector.

MATERIALS AND METHODS

This study employs a mixed-method research design to analyze the process of digital
transformation in the banking system, with a particular focus on “Business Development Bank”
JSCB. Both qualitative and quantitative approaches were used to ensure a comprehensive
understanding of the research problem. The data for this research were collected from primary and
secondary sources. Primary data were obtained through structured questionnaires and interviews
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conducted with bank employees and customers. A total of 70 respondents participated in the study,
including bank staff and clients who actively use digital banking services. Secondary data were
gathered from official bank reports, statistical data, academic publications, and online financial
resources related to digital banking and innovation. The study also involved a case study analysis of
“Business Development Bank” JSCB, examining its digital services such as mobile banking
applications, online payment systems, and customer support technologies. Quantitative data were
analyzed using descriptive statistical methods, including percentage analysis and comparative
evaluation. Qualitative data from interviews were analyzed through thematic analysis to identify key
trends, challenges, and opportunities in digital transformation.
RESULTS
The findings of the study reveal that digital transformation has significantly improved the
performance and service delivery of “Business Development Bank” JSCB. The majority of
respondents (approximately 85%) reported increased satisfaction with digital banking services,
particularly mobile banking and online transactions. The results show that the implementation of
modern technologies has reduced transaction time, improved service accessibility, and enhanced
operational efficiency. Customers highlighted the convenience of 24/7 access to banking services,
faster payment processing, and reduced need for physical visits to bank branches. Furthermore, bank
employees noted that digital systems have streamlined internal processes, reduced paperwork, and
increased productivity. However, some challenges were also identified, including concerns related to
cybersecurity, technical issues, and the need for continuous staff training.
DISCUSSION
The results confirm that digital transformation plays a crucial role in modernizing the banking
system and improving overall efficiency. The integration of advanced technologies allows banks to
provide faster, more reliable, and customer-oriented services. The case of “Business Development
Bank” JSCB demonstrates that successful implementation of digital tools can lead to increased
customer satisfaction and competitive advantage. However, the transformation process is not without
challenges. Issues such as data security, technological infrastructure, and user adaptation must be
carefully managed. The findings are consistent with global trends in the banking sector, where digital
innovation is becoming a key driver of growth and sustainability. Banks that fail to adopt new
technologies risk losing their position in an increasingly competitive market.
CONCLUSION
In conclusion, digital transformation has a significant positive impact on the development of
the banking system. The use of modern technologies and innovative solutions enhances service
quality, operational efficiency, and customer experience. The case study of “Business Development
Bank” JSCB shows that digitalization contributes to increased accessibility and convenience of
banking services, while also supporting financial inclusion. At the same time, banks must address
challenges related to cybersecurity, technological adaptation, and employee training. Strategic
planning and continuous investment in innovation are essential for achieving long-term success in
the digital era. Future research may focus on the role of emerging technologies such as artificial
intelligence and blockchain in further transforming the banking sector.
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