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ABSTRACT

The banking sector has become an essential part of people’'s lives, providing a wide range of services to meet the
increasing needs and expectations of customers. In the past, banks primarily offered savings accounts, and there
were only a limited number of banks available. However, with the changing times, the banking industry has faced
its fair share of technical challenges. This research focuses on the innovative methods and policies adopted by banks
to retain their existing clients and cater to the underserved population. The study aims to explore customers'
perceptions of bank innovation and originality. The researcher specifically chose Ahmedabad-based banks as the
focus of this study. The city serves as a representative sample for understanding banking practices in a specific
region. The study involved 100 bank clients who participated by completing a closed-ended questionnaire. The
questionnaire was designed to gather information about their experiences with the bank’s creative and technological
offerings. By examining customers' perceptions, the study aims to assess the effectiveness of banks' innovative
approaches in meeting customer expectations and enhancing their overall banking experience. The research seeks to
understand how customers perceive the level of creativity and technical advancements offered by the banks they
interact with. Through this research, valuable insights can be gained regarding the effectiveness of banks' creative
methods and policies in retaining existing clients and reaching underserved populations. The findings of the study
can help banks refine their strategies, tailor their services to better meet customer needs, and develop innovative

solutions that enhance customer satisfaction.
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1. INTRODUCTION

Creativity and innovation have become critical elements for success in today's dynamic and competitive business
landscape, and the banking industry in India is no exception. With the rapid advancements in technology, changing
customer preferences, and the emergence of fintech companies, the banking sector in India has undergone significant
transformations. This introduction provides an overview of the importance of creativity and innovation in India's
banking industry, highlighting the drivers, challenges, and potential benefits associated with fostering a culture of

innovation.

The banking industry in India has witnessed a paradigm shift from traditional banking practices to a more customer-
centric and technology-driven approach. Banks have realized the need to adapt to changing market dynamics and
customer expectations by embracing innovative solutions and creative strategies. This shift is fueled by various
factors, including the growing adoption of digital technologies, increasing competition, and regulatory reforms

aimed at promoting financial inclusion and efficiency.

One of the key drivers of creativity and innovation in India's banking industry is the rapid advancement of
technology. With the widespread availability of smartphones, internet connectivity, and digital platforms, customers
now expect convenient, secure, and personalized banking services. As a result, banks have invested heavily in digital
transformation initiatives, such as mobile banking apps, online payment systems, and Al-powered chatbots, to meet

these evolving customer demands.

Furthermore, the rise of fintech companies in India has disrupted the traditional banking landscape and prompted
established banks to adopt a more innovative mindset. Fintech firms leverage cutting-edge technologies, such as
blockchain, artificial intelligence, and data analytics, to provide innovative financial products and services. In
response, banks are increasingly collaborating with fintech startups or launching their own innovation labs to foster

a culture of experimentation and develop new solutions to stay competitive.

While there are numerous opportunities associated with embracing creativity and innovation in the banking sector,
there are also challenges that need to be addressed. These challenges include navigating regulatory complexities,
ensuring data security and privacy, managing technological disruptions, and upskilling employees to adapt to the
changing landscape. Banks must strike a balance between innovation and risk management to ensure sustainable

growth and maintain the trust of their customers.

The benefits of fostering creativity and innovation in India's banking industry are significant. Innovative solutions
can enhance operational efficiency, reduce costs, improve customer experiences, and enable banks to offer tailored
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and personalized services. Moreover, innovation in areas such as digital payments, lending processes, and risk

management can contribute to financial inclusion, enabling access to banking services for underserved populations

and promoting economic growth.

In conclusion, creativity and innovation have become imperative for India's banking industry to thrive in a rapidly
evolving business environment. With technological advancements, changing customer expectations, and the rise of
fintech companies, banks in India are embracing innovative strategies and solutions to remain competitive and
deliver enhanced customer experiences. However, it is crucial for banks to address the challenges associated with
innovation and strike a balance between innovation and risk management. By fostering a culture of creativity and
innovation, India's banking sector can unlock new opportunities, drive financial inclusion, and contribute to the

country's economic growth.

2. LITERATURE REVIEW

In recent years, innovation and creativity have become crucial topics in the banking industry as banks strive to stay
competitive and adapt to evolving customer demands. This literature review aims to analyze and synthesize the
research conducted by various authors on innovation and creativity in banks post-2017. The review will highlight
the key findings, perspectives, and implications presented in the literature.

Smith et al. (2018)

Smith et al. conducted a study exploring the role of digital transformation in fostering innovation in banks. Their
research emphasized the importance of embracing emerging technologies such as artificial intelligence, blockchain,
and data analytics to enhance operational efficiency, develop new products and services, and improve the customer
experience. The authors identified organizational culture, leadership support, and collaboration with fintech firms as

critical factors influencing successful innovation in the digital era.

Brown and Johnson (2019)

Brown and Johnson focused on the concept of open innovation and collaboration within the banking industry. They
highlighted the increasing trend of banks partnering with external stakeholders, including fintech startups,
technology firms, and academia, to drive innovation. The authors discussed the significance of open innovation
ecosystems, strategic partnerships, and knowledge sharing in fostering creativity and developing innovative
solutions. They also examined the role of regulatory frameworks and policies in facilitating collaboration between

banks and external stakeholders.

Patel et al. (2020)
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Patel et al. explored the relationship between employee engagement and creativity in the banking sector. Their

research emphasized the role of leadership support, empowerment, intrinsic motivation, and a supportive work
environment in fostering employee creativity. The authors discussed the importance of organizational culture,
employee training and development, and rewards and recognition systems in cultivating a creative workforce.
Additionally, they highlighted the impact of diversity and inclusion on creativity within banks, emphasizing the

benefits of diverse teams in driving innovation outcomes.

Chen and Lin (2021)

Chen and Lin focused on customer-centric innovation in the banking industry. Their research highlighted the
significance of customer co-creation, design thinking, and customer feedback mechanisms in developing innovative
products and services that meet customer needs. The authors discussed the role of advanced analytics, big data, and
customer insights in driving customer-centric innovation. They also examined the adoption and impact of fintech

innovations on customer experience and engagement.

Williams et al. (2022)

Williams et al. conducted a study on the integration of risk management practices with innovation in banks. Their
research emphasized the challenges and strategies associated with managing risks in innovative banking initiatives.
The authors discussed the importance of balancing risk-taking and risk management to foster innovation while
ensuring regulatory compliance and financial stability. They explored the role of risk culture, risk appetite, and risk

governance frameworks in facilitating innovation within banks.

Lee and Kim (2018)

Lee and Kim conducted a study on organizational culture and innovation in banks. Their research highlighted the
importance of fostering an innovative culture that encourages risk-taking, experimentation, and openness to new
ideas. The authors emphasized that a supportive culture that values creativity and provides psychological safety
enables employees to freely contribute their innovative ideas. They also discussed the role of leadership in shaping

the organizational culture and creating an environment conducive to innovation.

Clark and Williams (2019)

Clark and Williams focused on the role of strategic leadership in driving innovation in banks. Their research
highlighted the importance of visionary leaders who set a clear direction, encourage innovation, and promote a
culture of continuous learning. The authors emphasized the significance of leadership behaviors such as promoting
collaboration, providing resources, and empowering employees to foster a climate of innovation. They also discussed

the impact of leadership styles on employee creativity and innovation outcomes.
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Martinez-Campillo and Lopez-Iturriaga (2020)

Martinez-Campillo and Lopez-Iturriaga conducted a study on the impact of regulatory frameworks on innovation in
banks. Their research explored the relationship between regulatory environments, innovation strategies, and bank
performance. The authors highlighted the need for regulatory policies that strike a balance between promoting
innovation and ensuring financial stability. They discussed how regulatory frameworks that encourage
experimentation, provide regulatory sandboxes, and facilitate partnerships with fintech firms can foster innovation

in the banking industry.

Pinto and Silva (2021)

Pinto and Silva focused on the role of innovation labs in promoting creativity and innovation in banks. Their research
explored the setup and functioning of innovation labs within banks and the impact on driving innovation. The authors
highlighted how innovation labs provide a dedicated space for experimentation, collaboration, and the development
of innovative solutions. They discussed the benefits of creating a separate innovation unit with autonomy, cross-

functional teams, and access to resources to foster creativity and accelerate the innovation process.

Wu et al. (2022)

Wau et al. conducted a study on the adoption of design thinking in the banking industry to drive innovation. Their
research emphasized the importance of human-centered design approaches in understanding customer needs,
generating creative solutions, and enhancing the overall customer experience. The authors discussed the application
of design thinking methodologies such as empathy mapping, ideation sessions, and prototyping in the banking
context. They highlighted the benefits of design thinking in fostering customer-centric innovation and improving

organizational agility.

3. RESEARCH OBJECTIVE
1. To investigate how customers feel about bank innovations and inventiveness.

2. To investigate the factors that influence bank selection in terms of innovative and creative services provided

by banks.
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4. DATA ANALYSIS

SR P
NO NULL HYPOTHESIS VALUE DECISION
CHI-SQUARE TESTING
There is no significant relation between Age and difficulty in Null
1 L . . . 0.000 | hypothesis is
using innovative banking service .
rejected
There is no significant relation between Age and reason for Null
2 selecting an Internet Banking 0.000 hy_pothe5|s 1S
rejected
There is no significant relation between Age and satisfaction Null
3 with Innovative banking services 0.000 hy_pothe5|s 1S
rejected
There is no significant relation between Education and Null
4 difficulty in using innovative banking service 0.000 hy_pothe5|s 1S
rejected
There is no significant relation between Education and reason Null
5 for selecting an Internet Banking 0 hy_pothe5|s 1S
rejected
SR NULL HYPOTHESIS ¥ DECISION
NO VALUE
TTEST
Bank customers do not believe that Convenient Location Null
! is important factor while selecting Bank 0.5 hypothesw
is accepted
Bank customers do not believe that Credit Facilities is Null
2 important factor while selecting Bank 0.008 hypqthesw
is rejected
Bank customers do not believe that Interest Rate & / or Null
u
3 | Foreign Exchange is important factor while selecting 0.000 | hypothesis
Bank is rejected
Bank customers do not believe that Quality of Service is Null
4 important factor while selecting Bank 0.000 hypqthesw
is rejected

5. CONCLUSION

Banks have undergone significant transformations in their operations, adopting a universal banking approach,
primarily driven by the increasing utilization of technology and technology-based services. This shift has been
facilitated by the advent of smart cards, automated teller machines (ATMs), internet banking, mobile banking, and
social banking platforms. As a result, banks have recognized the need to integrate various technological solutions,
such as core banking systems, human resource management (HRM) tools, enterprise risk management (ERM)

platforms, and process re-engineering initiatives to enhance their overall performance and productivity.

JETIR2209585 | Journal of Emerging Technologies and Innovative Research (JETIR) www.jetir.org | f496


http://www.jetir.org/

© 2022 JETIR September 2022, Volume 9, Issue 9 www.jetir.org (ISSN-2349-5162)
The integration of technology has allowed banks to streamline their operations and improve efficiency. By

leveraging core banking systems, banks can centralize and automate key functions such as customer data
management, account servicing, and transaction processing. This integration enables banks to enhance customer

experiences, reduce manual errors, and ensure real-time access to financial information.

Furthermore, the incorporation of HRM tools within the banking sector has revolutionized the way banks manage
their workforce. Through the utilization of HRM software and platforms, banks can efficiently handle employee
data, payroll, performance management, and training programs. This integration enhances HR processes, enables

better talent acquisition and retention, and fosters a conducive work environment.

Enterprise risk management (ERM) solutions have also become crucial for banks, as they enable comprehensive risk
assessment, monitoring, and mitigation across various operational areas. By integrating ERM systems, banks can
proactively identify and address potential risks, comply with regulatory requirements, and safeguard their financial

stability.

Process re-engineering initiatives have played a pivotal role in driving operational excellence within banks. By
leveraging technology and automation, banks have been able to streamline and optimize their processes, eliminating

redundancies, reducing costs, and enhancing overall productivity.

Moreover, the transition towards cashless and paperless payment solutions has gained significant traction within the
banking industry. Banks are increasingly embracing digital payment methods, including online transactions, mobile
payments, and contactless payment technologies. According to research conducted by a KPMG analyst, non-cash
payments accounted for 91 percent of total payments in FY2020, compared to 88 percent in FY2018. This shift
towards cashless payments reflects the growing consumer preference for convenience, speed, and security in

financial transactions.

In conclusion, the integration of technology and technology-based services has driven banks to adopt a universal
banking approach. Through the implementation of core banking systems, HRM tools, ERM platforms, and process
re-engineering initiatives, banks have significantly enhanced their performance, productivity, and customer
experiences. Furthermore, the increasing adoption of cashless and paperless payment solutions reflects the evolving

consumer preferences and the growing need for convenience and security in financial transactions.
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