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ABSTRACT 

 

The main aim of the research is to examine the omnichannel digital banking platforms within 

the UAE and how banking sector in UAE is providing smart service for smart cities. Digital 

banking and financial technology are taking the world at next level by storm and with constant 

advances in technology and developments in internet and mobile connectivity; the revolution 

of online banking is becoming a reality. The proposed study uses mixed research methods i.e. 

quantitative and qualitative, with key instruments being questionnaires, interviews, 

observation, and case design for data collection. Mixed research methods refer to the research 

approaches where the researcher collect and analyses the study data for quantitatively and 

qualitatively in the same study. This thesis addresses the proposed conceptual framework of 

the omnichannel banking that will fill the gap between the current digital banking services and 

customer need. Modelling and evaluating the omnichannel banking platform architecture 

design has been performed in chapter five, this chapter will further introduce simulation and 

automation software i.e. Arena, which will be used to demonstrate the facilities and capabilities 

of discrete event simulation tool (Arena Simulation 2019) by building the operational process 

of the omnichannel digital banking platform. Arena software is developed by Rockwell 

Automation, uses the SIMAN processor and simulation language on Microsoft Windows 

platforms. It provides an integrated environment for building simulation models for a wide 

variety of applications as well as provides enhancements in optimisation, animation, and 

modelling processes with big data. Through the analysis of the framework, the study 

highlighted the interoperation between system layers within the framework with diverse roles 

performed by a government department such as Abu Dhabi Globe Mark and Abu Dhabi 

Sandbox and others. This phenomenon of traditional banks being willing to work with and 

through FinTech companies has opened up an avenue through which the UAE government can 

unite its banking sector. The research proposed an alternative digital banking solution that 

delivers frictionless omnichannel banking experience and allows customers to enjoy a 

seamless, secure, smart lifestyle and personalised service across every touchpoint by smart 

device at any channel and anywhere in the UAE. 

 

 

 



 
 

 

 

ϩϳϡЮϜ еК ϢϽЋϧϷв Ϣϻϡж 

 

 дϒϤϝЋзв ϣЂϜϼϸ нк ϩϳϡЮϜ ев сЃуϚϽЮϜ РϹлЮϜ сзвмцϜ ϤϜнзЦ ϠϽЛЮϜ ϤϜϼϝвшϜ ϣЮмϸ Э϶Ϝϸ ϣугЦϽЮϜ ϣуТϽЋгЮϜ ϢϹϳϧгЮϜ ϣу

вϹЧт СуЪмϝл  ϢϹϳϧгЮϜ ϣуϠϽЛЮϜ ϤϜϼϝвшϜ ϣЮмϸ сТ сТϽЋгЮϜ ИϝГЧЮϜЪЮϜ ϤϝвϹϷЮϝТ .ϣуЪϻЮϜ дϹгЯЮ ϣуЪϺ ϣвϹϷ ϣугЦϽЮϜ ϣуТϽЋг

 бЮϝЛЮϜ ϻ϶ϓϦ ϣуЮϝгЮϜ ϝуϮнЮнзЫϧЮϜм пЮϖϝуϮнЮнзЫϧЮϜ сТ ϽгϧЃгЮϜ аϹЧϧЮϜ ϣУЊϝК ϟϡЃϠ сЮϝϧЮϜ онϧЃгЮϜ ϧЮϜм Ьϝϯв сТ ϤϜϼнГ

.ϣЛЦϜм ϣЧуЧϲ ϥϳϡЊϒ ϥжϽϧжшϜ ϽϡК ϣуТϽЋгЮϜ ϤϝвϹϷЮϜ ϢϼнϪ ̫ЬнгϳгЮϜ СϦϝлЮϜм ϥжϽϧжшϝϠ ЬϝЋϦъϜ 

  ϣГЯϧϷв ϩϳϠ ϟуЮϝЂϒ ϣϲϽϧЧгЮϜ ϣЂϜϼϹЮϜ аϹϷϧЃϧЂмЮϜм ϣугЫЮϜ ̪ϣуКнзЬы϶ ев ЩЮϺм ϤϜмϸϒ ϩϳϡЮϜ ЮϜ ϣуЃуϚϽЪ ϤϝжϝуϡϧЂъϝ

гϯЮ ϤъϝϳЮϜ бугЋϦм ϣϡЦϜϽгЮϜм ϤыϠϝЧгЮϜмϫϳϡЮϜ ϭ̳л̳зЮϜ пЮϖ ϣГЯϧϷгЮϜ ϩϳϡЮϜ ϟуЮϝЂϒ ϽуЇϦм .ϤϝжϝуϡЮϜ Й ϩϲϝϡЮϜ ϝлуТ анЧт сϧЮϜ ϣу

ϝАшϜ ϣОϝуЋЮϜ иϻк ЬмϝзϧϦ .ϣЂϜϼϹЮϜ ЁУж сТ ϣуКнзЮϜм ϣугЫЮϜ еуϧуϲϝзЮϜ ев ϣЂϜϼϹЮϜ ϤϝжϝуϠ ЭуЯϳϦм ЙгϯϠ ϰϽϧЧгЮϜ сгукϝУгЮϜ ϼ

 сТϽЋгЮϜ ЩзϡЯЮсзвмцϜ ϢϝзЧϠ ЮϜ ϤϝвϹ϶ еуϠ ϢнϯУЮϜ чгуЂ рϻЮϜЩзϡ ϹЦм .̭ыгЛЮϜ ϣϮϝϲм ϣуЮϝϳЮϜ ϣугЦϽЮϜ  бууЧϦм ϬϺϝгж ЙЎм бϦ

 бугЋϦЮ сгуЗзϧϧЮϜ ЭЫулЮϜϣЋзг сзвмцϜ ЮϜ ϢϸϹЛϧв ϣуТϽЋгЮϜϤϝвϹϷ ЋУЮϜ Ϝϻк аϹЧт РнЂм ̪ЁвϝϷЮϜ ЭЋУЮϜ сТ ев ϹтϿгЮϜ Э

шϜм ϢϝЪϝϳгЮϜ ϭвϜϽϠϭвϝжϽϡЪ ϤϝуϚϝЋϲ ArenaϝЪϝϳв ϢϜϸϒ ϤϜϼϹЦ м ХТϜϽгЮϜ ϼϝлДш аϹϷϧЃϧЂ сϧЮϜм ̪ϜϹϲцϜ Ϣ ϣЯЋУзгЮϜ Ϩ

)Arena Simulation 2019 ϣЋзгЯЮ ϣуЯуПЇϧЮϜ ϣуЯгЛЮϜ ̭ϝзϠ Ьы϶ ев ( сзвмцϜЮϜ ϢϸϹЛϧв ϣугЦϽЮϜ ϣуТϽЋгЮϜϤϝвϹϷ бϦ .

ЮϜ ϭвϝжϽϠ ϽтнГϦ иϝЪϝϳг ЭϡЦ евRockwell Automation  ϭЮϝЛгЮϜ аϹϷϧЃтм ̪SIMAN  ϢϝЪϝϳгЮϜ ϣПЮмсТ  ϤϝЋзв

ϧв ϣϛуϠ ϽТнт нкм .ϾмϹзтм ϥТнЂмϽЫтϝв еК ыЏТ ̪ϤϝЧуϡГϧЮϜ ев ϣЛЂϜм ϣКнгϯгЮ ϢϝЪϝϳв ϬϺϝгж ̭ϝзϡЮ ϣЯвϝЫϦ ϤϝзуЃϳϦ ϽуТн

 сТϬϺнгзЮϜϜ ϥГЯЂ ̪ϼϝАшϜ ЭуЯϳϦ Ьы϶ евм .ϢϽуϡЫЮϜ ϤϝжϝуϡЮϜ Йв ϣϮϻгзЮϜ ϤϝуЯгКм ̪ϣЪϽϳϧгЮϜ анЂϽЮϜм ̪ ̭нЏЮϜ ϣЂϜϼϹЮ

Ϝ сТ аϝЗзЮϜ ϤϝЧϡА еуϠ ЭКϝУϧЮϜ пЯКϰϽϧЧгЮϜ ϬϺнгзЮ сϧЮϜ ϣКнзϧгЮϜ ϼϜмϸцϜ Йв  ϣувнЫϳЮϜ ϤϝлϯЮϜ ϝлтϸϕϦвЭϫ ФнЂ  сϡДнϠϒ

сгЮϝЛЮϜ м ФмϹзЊ сϡД нϠϒ сгЦϽЮϜ ϣтϹуЯЧϧЮϜ ШнзϡЮϜ ϸϜϹЛϧЂϜ сТ ϣЯϫгϧгЮϜ ϢϽкϝЗЮϜ иϻк ϥϳϧТ ϹЦм .ϝкϽуОмЮ ϤϝЪϽІ Йв ЭгЛЯ

.сТϽЋгЮϜ ϝлКϝГЦ ϹϲнϦ дϒ ϢϹϳϧгЮϜ ϣуϠϽЛЮϜ ϤϜϼϝвшϜ ϣЮмϸ ϣвнЫϳЮ еЫгт ϝлЮы϶ евм ϣуЮϝгЮϜ ϝуϮнЮнзЫϧЮϜ  ϰϽϧЦϜмϩϳϡЮϜ  ̯ыϲ

Ϝ ϢϸϹЛϧв ϣуТϽЋв ϣϠϽϯϦ ϽТнт ̯ытϹϠ ̯ϝугЦϼ ̯ϝуТϽЋв ϤϝвϹϷЮϠ ИϝϧгϧЂъϝϠ ̭ыгЛЯЮ ϱгЃтм ϝлуТ ШϝЫϧϲϜ ъ евϐм ЁЯЂ Ϣϝуϲ Бгз

 рϒ сТ ϣуЪϻЮϜ ϢϿлϮцϜ ϣГЂϜнϠ ЬϝЋϦϜ ϣГЧж ЭЪ ϽϡК ϣуЋϷІ ϣвϹ϶м сЪϺм рϒ евм дϝЫвм ϥЦмшϜ ϣЮмϸ сТ ϢϝзЦ ϤϜϼϝв

.ϢϹϳϧгЮϜ ϣуϠϽЛЮϜ 

 

 



 
 

 

 

DEDICATIO N 

 

I dedicate this thesis to my wonderful parents, sisters, husband and children. My father has 

always been my role model whereas my mother has shown me unlimited love and support. I 

dedicate it to my sister Huda who has always been there for me whenever I need a shoulder to 

lean on. I appreciate my husband for the way he understands and supports me unconditionally 

and my children who give me the power to carry on even when I feel like giving up. Finally, I 

appreciate my friends who have been more than sisters to me and with whom I have strived to 

attain the peak of my potential. I love them all and may God bless them all   



 
 

 

 

ACKNOWLEDGEMENTS  

 

First, I would like to thank Dr. Cornelius for his supervision and assistance and for guiding me 

in every step of the way. I appreciate Ms. Dunai Othman, Production Manager in Smart Dubai 

for her valuable contribution in the evolution of the project. I am very grateful to My 

supervisions at work Mr. Saeed Al Suwaidi and Mr. Khalid Al Baroot for their patience and 

support. I give special thanks to the participants of the survey. Finally, my special gratitude 

goes to my parents, husband, kids, sisters and my special friend Miss. Naama Al Kaabi who 

supported me through the study. 

 

 

 

 

 

 

 



 
 

i 

 

 

 Table of Contents  

COPYRIGHT AND INFORM ATION TO USERS ........................................................................................ III  

CHAPTER 1: INTRODUCT ION........................................................................................................................ 1 

UAE OMNICHANNEL BANK ING PLATFORM AS SMAR T SERVICE FOR SMART CITY  ................ 1 

1.1 BACKGROUND OF THE RESEARCH ................................................................................................................. 1 

1.2 CONTEXT ...................................................................................................................................................... 3 

1.3 AIM OF THE RESEARCH ................................................................................................................................. 6 

1.4 THESIS SCOPE ............................................................................................................................................... 6 

1.4.1 Does not address the role of blockchain technology in the conceptual framework of omnichannel 

banking model. .............................................................................................................................................. 7 

1.4.2 Does not investigate the Type Of Cybersecurity Technology Used In Omnichannel Banking ............. 8 

1.4.3 Does not address the consumer culture in digital spending practice ................................................... 9 

1.4.4 Does not focus on customer trust in digital solutions .......................................................................... 9 

1.4.5 Dose not implement the omnichannel banking in the really world situation. .................................... 10 

1.4.6 Does not Investigate how the government will unite all Emirates to adopt digital banking solution 10 

1.5 THESIS OBJECTIVES .................................................................................................................................... 11 

1.6 RESEARCH QUESTIONS ............................................................................................................................... 11 

1.7 RESEARCH HYPOTHESIS .............................................................................................................................. 12 

1.8 RESEARCH CONTRIBUTIONS ....................................................................................................................... 13 

1.9 RATIONALE OF THE RESEARCH ................................................................................................................... 14 

1.9.1 A typical scenario Meant By Omnichannel ........................................................................................ 16 

1.10 THESIS OUTLINES ..................................................................................................................................... 17 

CHAPTER 2 ........................................................................................................................................................ 20 

THE CURRENT STATE OF  ART IN DIGITAL BANK ING........................................................................ 20 

2.1 HISTORICAL BACKGROUND: DIGITAL BANKING  ......................................................................................... 21 

2.2 THE UNBUNDLING OF BANKS ..................................................................................................................... 24 

2.2.1 First Wave Banks: The Incrementalists .............................................................................................. 26 

2.2.2 Second Wave Banks: Digital Hybrids ................................................................................................ 27 

2.2.3 Third Wave Banks: Digital Natives .................................................................................................... 29 

2.3 FINTECH: REVOLUTION AND EVALUATION  ................................................................................................. 30 

2.3.2 FinTech Key Areas ............................................................................................................................. 32 
2.3.2.1 Peer-to-Peer Lending ................................................................................................................................... 33 
2.3.2.2 Online Payment Processing .......................................................................................................................... 34 
2.3.2.3 Mobile Wallet Applications ......................................................................................................................... 34 
2.3.2.4 Fraud and Security Analysis ........................................................................................................................ 35 

2.3.3 Comparison with Previous Waves of Innovation and Factors Accelerating Change ........................ 35 
2.3.3.1 Comparison based on purpose:..................................................................................................................... 36 
2.3.3.2 Comparison based on key functioning: ........................................................................................................ 36 
2.3.3.3 Comparison based on perceptions on technology ........................................................................................ 36 
2.3.3.4 Comparison based on potential coverage ..................................................................................................... 37 
2.3.3.5 Comparison based on personalisation: ......................................................................................................... 38 
2.3.3.6 Comparison based on loan access and interest rates..................................................................................... 38 

2.3.4 Speculations ....................................................................................................................................... 39 
2.3.4.1 Traditional banks collaborating with FinTech .............................................................................................. 39 
2.3.4.2 Faster financial transactions ......................................................................................................................... 40 
2.3.4.3 Increased focus on artificial intelligence (AI) .............................................................................................. 41 
2.3.4.4 The emergence of blockchain ...................................................................................................................... 41 
2.3.4.5 Advanced mobile wallets ............................................................................................................................. 41 



 
 

ii  

 

2.3.4.6 Cloud computing still be in use .................................................................................................................... 42 

2.3.5 Opportunities in FinTech Start-Up Solutions..................................................................................... 42 

2.3.6 Key Risks and Start-up Challenges .................................................................................................... 43 
2.3.6.1 Regulations .................................................................................................................................................. 43 
2.3.6.2 Cybersecurity: .............................................................................................................................................. 44 
2.3.6.3 Maintaining and retaining the human touch ................................................................................................. 44 
2.3.6.4 Focus on outsourcing and partnering risk..................................................................................................... 45 

2.3.7 FinTech and LASIC Principles .......................................................................................................... 45 
2.3.7.1 Low margin .................................................................................................................................................. 45 
2.3.7.2 Asset light .................................................................................................................................................... 46 
2.3.7.3 Scalability .................................................................................................................................................... 46 
2.3.7.4 Innovative .................................................................................................................................................... 46 
2.3.7.5 Ease of compliance ...................................................................................................................................... 46 

2.4 TECHNOLOGY INNOVATION ........................................................................................................................ 47 

2.4.1 Digitation of Infrastructure ................................................................................................................ 48 

2.4.2 Instant Payments ................................................................................................................................ 49 

2.4.3 Cryptocurrency and Financial Transactions ..................................................................................... 51 
2.4.4 Blockchain ...................................................................................................................................................... 51 

2.5 BANK SUPERVISORS AND REGULATORY FRAMEWORKS ............................................................................. 53 

2.5.1 Increased need for collaboration ....................................................................................................... 53 

2.5.2 Banks supervisors' internal organisation ........................................................................................... 54 
2.5.2.1 UAE Ministry of Finance ............................................................................................................................. 55 
2.5.2.2 Central Bank of UAE ................................................................................................................................... 56 
2.5.2.3 Regulatory Sandbox in the UAE .................................................................................................................. 56 

2.5.2.3.1 Abu Dhabi Global Market: Abu Dhabi Sandbox ................................................................................. 57 
2.5.2.3.2 Dubai International Financial Centre: Dubai Hive ............................................................................... 58 

2.5.2.4 The Responsible Finance & Investment Foundation .................................................................................... 59 

2.6 BANKING PLATFORMS AND DIGITISATION IN THE UAE .............................................................................. 59 

2.6.1 Neobank - Challenger Digital Banking Model ................................................................................... 62 

2.7 REVOLUTIONISATION IN OMNICHANNEL TECHNOLOGIES ........................................................................... 63 

2.7.1 Offline Analytics For Banks ............................................................................................................... 63 

2.7.2 The Digital Signage In Bank Offices .................................................................................................. 64 

2.7.3 Own App and Beacons ....................................................................................................................... 65 

2.8 360º EXPERIENCE WITH SATISFACTION SURVEYS ....................................................................................... 65 

2.9 FROM MULTICHANNEL BANKING TO OMNICHANNEL BANKING  ................................................................. 66 

2.10 CUSTOMER EXPERIENCE IN OTHER INDUSTRIES ....................................................................................... 67 

2.11 TRANSFORMATION OF MULTICHANNEL BANKING TO OMNICHANNEL BANKING  ...................................... 67 

2.11.1 Omnichannel or Multichannel Strategy ........................................................................................... 68 

2.11.2 Multichannel strategy ....................................................................................................................... 69 

2.11.3 Omnichannel Strategy ...................................................................................................................... 69 

2.11.4 Omnichannel or multichannel strategy ............................................................................................ 70 

2.12 THE PILLARS FOR DIGITAL BANK IN 2025 ................................................................................................ 71 

2.12.1 Omnichannel Banking ...................................................................................................................... 71 

2.12.2 Modular Bench ................................................................................................................................. 72 

2.12.3 Open banking ................................................................................................................................... 72 

2.12.4 Smart banking .................................................................................................................................. 73 

2.13 A CRITICAL ANALYSIS OF THE LITERATURE REVIEW ................................................................................. 73 

2.14 SUMMARY AND CHAPTER CONCLUSION ................................................................................................... 74 

CHAPTER 3 ........................................................................................................................................................ 76 

METHODOLOGY AND RESE ARCH DESIGN ............................................................................................ 76 

3.1 OVERVIEW .................................................................................................................................................. 76 

3.2 INTRODUCTION TO METHODOLOGY AND RESEARCH DESIGN ..................................................................... 76 

3.3 PARTICIPANTS ............................................................................................................................................. 80 



 
 

iii  

 

3.3.1 FinTech and banks entrepreneur ....................................................................................................... 80 

3.3.2 Customer survey ................................................................................................................................. 81 

3.4 INSTRUMENTS ............................................................................................................................................. 82 

3.4.1 FinTech and Banks Entrepreneur Survey .......................................................................................... 82 

3.4.2 Customer survey ................................................................................................................................. 84 

3.4.3 Expert interviews ................................................................................................................................ 85 

3.4.4 Secondary data ................................................................................................................................... 87 

3.4.5 Dubai Expo2020 case study simulation model using Arena .............................................................. 87 

3.5 PROCEDURE AND TIMELINE  ........................................................................................................................ 92 

3.6 ANALYSIS ................................................................................................................................................... 92 

3.6.1 Frequency Tables ............................................................................................................................... 93 

3.6.2 Correlation ANOVA & Regression Analysis ...................................................................................... 98 

3.7 ETHICS AND LIMITATIONS  ........................................................................................................................ 100 

3.7.1 Ethical Consideration of Qualitative Research ................................................................................ 101 

3.8 CHAPTER SUMMARY AND CONCLUSION ................................................................................................... 103 

CHAPTER 4 ...................................................................................................................................................... 105 

OMNICHANNEL BANKING PLATFORM FRAMEWORK D ESIGN .................................................... 105 

4.1 INTRODUCTION: TRANSFORMATION OF DIGITAL BANKING TO OMNI-CHANNEL ....................................... 105 

4.1.1 A multi-channel system .................................................................................................................... 107 
4.1.1.1 Key Benefits and Challenges ..................................................................................................................... 108 

4.1.2 An Omni-Channel Platform ............................................................................................................. 109 
4.1.2.1 Key Benefits and Challenges ..................................................................................................................... 110 

4.2 ARCHITECTURE FRAMEWORK PROPOSED ................................................................................................. 111 

4.2.1 Organising the Omni-channel Digital Banking Platform ................................................................ 112 
4.2.1.1 Identifying the Business Objective ............................................................................................................. 112 
4.2.1.2 Dividing omnichannel digital banking platforms into smaller, manageable parts ...................................... 115 
4.2.1.3 Prioritisation of Requirements.................................................................................................................... 115 

4.2.2 Conceptual Framework .................................................................................................................... 120 
4.2.2.1 Bank-end Tier ............................................................................................................................................ 120 
4.2.2.2 API Management ....................................................................................................................................... 121 
4.2.2.3 Authentication and Identification. .............................................................................................................. 121 
4.2.2.4 Front-end Service Tier. .............................................................................................................................. 122 
4.2.2.5 Business Tier .............................................................................................................................................. 122 
4.2.2.6 Data Tier .................................................................................................................................................... 122 
4.2.2.7 Management Tier ....................................................................................................................................... 123 
4.2.2.8 Analytics Tier ............................................................................................................................................. 123 

4.2.3 Logical Flow .................................................................................................................................... 123 

4.2.4 The System Use Cases ...................................................................................................................... 128 
4.2.4.1 Main Functions of the Omni-channel Digital Banking Diagram ................................................................ 128 
4.2.4.2 Transaction of bank customer use case diagram ........................................................................................ 128 

4.5 ANALYSIS ................................................................................................................................................. 130 

4.6 SUMMARY AND CHAPTER CONCLUSION ................................................................................................... 131 

CHAPTER 5 ...................................................................................................................................................... 133 

MODELLING AND EVALUA TING THE OMNICHANNEL  BANKING PLATFORM 

ARCHITECTURE DESIGN  ........................................................................................................................... 133 

5.1 OVERVIEW ................................................................................................................................................ 133 

5.2 SIMULATION OF THE UAE OMNICHANNEL DIGITAL BANKING PLATFORM FOR DUBAI EXPO 2020 ï AN 

ARENA CASE STUDY .................................................................................................................................... 133 

5.2.1 The MƅMƅS Queue Model ............................................................................................................... 137 

5.2.2 Case Study Description .................................................................................................................... 138 

5.2.3 Build Model: Omnichannel Digital Banking Platform .................................................................... 142 



 
 

iv 

 

5.2.4 Adding animations ........................................................................................................................... 145 

5.2.5   Generate Results ............................................................................................................................ 146 

5.2.6    Result, Analysis and Discussion .................................................................................................... 151 

5.3 VERIFICATION OF THE SIMULATION MODEL ............................................................................................. 153 

5.3.1 Analytical Hierarchy Process .......................................................................................................... 153 
5.3.1.1 Develop a pairwise comparison matrix for each decision alternation (Digital Banking system) for 

each criterion .......................................................................................................................................................... 154 
5.3.1.2 Pairwise comparisons ........................................................................................................................ 155 
5.3.1.3 Synthesisation ............................................................................................................................................ 157 
5.3.1.4 Ranking the Criteria .......................................................................................................................... 159 
5.3.1.5 Developing an Overall Ranking ................................................................................................................. 160 

5.3.2 AHP Consistency .............................................................................................................................. 161 

5.4   SUMMARY AND CHAPTER CONCLUSION .................................................................................................. 165 

CHAPTER 6 ...................................................................................................................................................... 167 

DISCUSSION AND CONCLUSIONS ............................................................................................................ 167 

6.1 DISCUSSION .............................................................................................................................................. 167 

6.1.1 Blockchain and Cryptocurrency ....................................................................................................... 172 

6.1.2 Consumer Culture in digital spending behavoiur ............................................................................ 173 

6.1.3 Cybersecurity ................................................................................................................................... 174 

6.1.4 Customer Trust ................................................................................................................................. 175 

6.1.5 Implementation the Proposed Model in the Real World .................................................................. 176 

6.1.6 Analysis of how the Government will Unite all Emiratis to Adopt FinTech Solutions ..................... 176 

6.2 TESTING THE THESIS HYPOTHESES ........................................................................................................... 178 

6.2.1 Testing Hypothesis H2 and H3 ......................................................................................................... 178 

6.2.2   Testing Hypothesis H1 ................................................................................................................... 179 

6.2.3 Testing Hypothesis H4 -H5 .............................................................................................................. 179 

6.3 SUMMARY  ................................................................................................................................................. 180 

6.4 CONTRIBUTIONS TO RESEARCH ON DIGITAL BANKING  ............................................................................. 182 

6.5 LIMITATION OF THE RESEARCH ................................................................................................................. 183 

6.6 FUTURE WORK ......................................................................................................................................... 184 

REFERENCES ................................................................................................................................................. 186 

APPENDICES ................................................................................................................................................... 204 

APPENDIX A ................................................................................................................................................... 204 

Frequency Table ....................................................................................................................................... 204 

Correlations Analysis ................................................................................................................................ 215 

Model Summary ........................................................................................................................................ 215 

ANOVA & Regression Analysis................................................................................................................. 216 

APPENDIX B ................................................................................................................................................... 217 

APPENDIX C ................................................................................................................................................... 219 

APPENDIX D ................................................................................................................................................... 234 

. ...................................................................................................................................................................... 236 

4.3 FLOW DIAGRAM OF THE OMNICHANNEL DIGITAL BANKING PLATFORM .................................................. 236 

APPENDIX E .................................................................................................................................................... 237 

APPENDIX F .................................................................................................................................................... 246 

Survey Participation Consent Form .......................................................................................................... 246 

Customer Survey ....................................................................................................................................... 247 

APPENDIX G ................................................................................................................................................... 253 

Fintech and Bank Entrepreneur Survey .................................................................................................... 253 
General Questions and Introduction ....................................................................................................................... 253 

Likert-Based Questions ............................................................................................................................. 254 



 
 

v 

 

The Growth of FinTech .......................................................................................................................................... 255 
Global Inclusion ..................................................................................................................................................... 256 
Barriers to Further Growth ..................................................................................................................................... 259 

  



 
 

vi 

 

List of Figures 

FIGURE1. 1: INTERSECTION BETWEEN THE MAIN STOCKHOLDERS IN THE RESEARCH .............. 7 
FIGURE1. 2: ARRANGEMENT OF THESIS CHAPTERS AND RELATIONS BETWEEN CHAPTERS. ... 19 
 

FIGURE 2. 1: THE UNBUNDLING OF BANKS  ......................................................................... 25 
FIGURE 2. 2: HYBRID BANKING  ........................................................................................... 28 
FIGURE 2. 3: PENETRATIONS OF BANKING CHANNELS  ........................................................ 31 

FIGURE 2. 4: TRADITIONAL VERSUS DIGITAL BANKING   ....................................................... 37 
FIGURE 2. 5: PARTNERSHIP IMPERATIVES AND OPPORTUNITIES FOR BANKS AND FINTECH  .. 40 

FIGURE 2. 6: THE IMPACT OF TECHNOLOGY ON BANKING OVER THE NEXT YEARS  ............... 50 

FIGURE 2. 7: HOW A BLOCKCHAIN WORKS  .......................................................................... 52 
FIGURE 2. 8: SERVICES OFFERED BY DIFC FINTECH HIVE  .................................................. 59 
FIGURE 2. 9: PENETRATION OF ONLINE BANKING IN THE GCC ............................................ 61 
 

FIGURE 3. 1: ILLUSTRATION A TRACEABILITY BETWEEN THE METHOD AND THE FINDINGS ... 79 
 

FIGURE 4. 1: MULTI-CHANNEL VERSUS OMNI-CHANNEL BANKING PLATFORM  .................. 110 

FIGURE 4. 2: THE DIVISION OF OMNICHANNEL PLATFORMS  ............................................... 112 

FIGURE 4. 3: BREAKING DOWN A PROJECT INTO SUBPARTS TO ENABLE CONTROLLED 

EXECUTION AND MONITORING OF THE PROJECT. .......................................................... 113 
FIGURE 4. 4: BUSINESS TIRE IN THE OMNICHANNEL MODEL-SMART BANKING SYSTEM. ..... 126 

FIGURE 4. 5: THE SYSTEM MAIN FUNCTION USE CASE DIAGRAM  ..................................... 128 
FIGURE 4. 6: BANK CUSTOMER TRANSACTION WITH THE SYSTEM ...................................... 129 
FIGURE 4. 7: NON-BANK CUSTOMER TRANSACTIONS WITH THE SYSTEM ............................ 130 
 

FIGURE 5. 1: TYPES OF RESEARCH DESIGNS AND METHODS OF DATA COLLECTION  ............ 135 
FIGURE 5. 2: DESCRIPTION OF THE OPERATIONAL FUNCTION OF THE OMNICHANNEL BANKING 

PLATFORM ................................................................................................................... 141 
FIGURE 5. 3 : CREATE MODULES IN ARENA FOR CHANNEL (A) AND CHANNEL (B). .......... 143 

FIGURE 5. 4 : DEFINED AN ATTRIBUTE CHANNELS AND ASSIGN IT THE ENTRE PROCESSING 

TIME, WHICH IS DISSIMILAR FOR EACH CHANNEL. ........................................................ 143 

FIGURE 5. 5: THE  ............................................................................................................... 144 
FIGURE 5. 6: THE COMPLETE OPERATIONAL MODEL OF UAE OMNICHANNEL BANKING 

PLATFORM IN ARENA................................................................................................... 145 
FIGURE 5. 7: THE UAE OMNICHANNEL DIGITAL BANKING PLATFORM ANIMATION  ......... 146 
FIGURE 5. 8: THE RUN SETUP ENVIRONMENT FOR THE MODULE ........................................ 146 

FIGURE 5. 9: FIRST SIMULATION REPORT DISPLAYING THE RESULT FOR EACH OPERATION 

CHART .......................................................................................................................... 150 
FIGURE 5. 10: THE BEST REPORT RESULTS OF THE SIMULATION. ........................................ 150 
FIGURE 5. 11: THE DISTRIBUTION OF ATM  AND KIOSK MACHINES IN EACH ZONE OF THE EXPO 

2020. ........................................................................................................................... 151 
 

 

 

 



 
 

vii  

 

List of Tables 

TABLE 1. 1: THE MAPPING BETWEEN THE RESEARCH QUESTIONS, HYPOTHESIS AND RESEARCH 

METHODS. ...................................................................................................................... 13 

 
TABLE 2. 1: A RATIONAL FOR THE LITERATURE REVIEW ....................................................... 21 
TABLE 2. 2: RISKS AND OPPORTUNITIES ASSOCIATED WITH FINTECH .................................. 47 

 
TABLE 3. 1: CUSTOMERS DATA OBSERVATION ..................................................................... 90 

TABLE 3. 2: RESEARCH TIMELINE ......................................................................................... 92 

 
TABLE 4. 1:TECHNOLOGIES AND STANDARDS FOR MULTI-CHANNEL BANKING  ................. 107 
TABLE 4. 2: APPLYING PERFORMANCE CRITERIA TO DECOMPOSE BUSINESS OBJECTIVE ... 116 

TABLE 4. 3: DISPLAY MAKING PAYMENT AND CASH OPTIMIZING (PEER-TO-PEER) 

SERVICES ..................................................................................................................... 127 

 
TABLE 5. 1:PREFERENCE SCALE FOR PAIRWISE COMPARISONS  ........................................... 155 
TABLE 5. 2: SEAMLESS ACCESS PAIRWISE COMPARISONS ................................................... 156 
TABLE 5. 3: SEAMLESS ACCESS MATRIX ............................................................................. 156 

TABLE 5. 4 .......................................................................................................................... 156 

TABLE 5. 5 .......................................................................................................................... 157 

TABLE 5. 6 .......................................................................................................................... 157 
TABLE 5. 7: THE ROW AVERAGE FOR EACH SYSTEM IS ALSO SHOWN IN THE SAME TABLE. .. 158 

TABLE 5. 8 .......................................................................................................................... 158 
TABLE 5. 9: THE SEVEN PREFERENCE VECTORS .................................................................. 158 
TABLE 5. 10 ........................................................................................................................ 159 

TABLE 5. 11 ........................................................................................................................ 159 
TABLE 5. 12: CRITERION IN A PREFERENCE MATRIX ........................................................... 160 

TABLE 5. 13 ........................................................................................................................ 161 
 

 
 

 

  



 
 

viii  

 

 

List of Charts 

CHART 4. 1:THE THEORETICAL FRAMEWORK: SHOW INTEROPERATION BETWEEN THE 

GOVERNMENT DEPARTMENT AND SYSTEM. ...................................................................... 117 

CHART 4. 2:THE PROPOSED CONCEPTUAL ARCHITECTURE FRAMEWORK FOR THE UAE 

OMNICHANNEL DIGITAL BANKING PLATFORM ................................................................ 120 

CHART 4. 3: THE LOGICAL FLOW OF THE OMNICHANNEL DIGITAL BANKING PLATFORM ...... 125 

 

  



 
 

ix 

 

Abbreviations and Glossary 

Term Definition 

ADCB  Abu Dhabi Commercial Bank 

ADGM  Abu Dhabi Global Market 

AHP  Analytical hierarchy process 

AI   Artificial intelligence 

API  Application programming interface 

APIX  Global API Exchange 

ARENA 

 Arena is a discrete event simulation and automation software 

developed by Systems Modeling and acquired by Rockwell 

Automation in 2000. 

ASEAN  Association of Southeast Asian Nations 

ATM  Automated teller machine 

BCH  Bitcoin Cash 

Blockchain 
 Blockchain is the world's most trusted all-in-one crypto 

company. 

CRM  Customer relationship management 

Cryptocurrency 

 A cryptocurrency (or crypto currency) is a digital asset 

designed to work as a medium of exchange that uses strong 

cryptography to secure financial transactions, control the 

creation of additional units, and verify the transfer of assets. 

DFSA  Dubai Financial Services Authority 

DIFC  Dubai International Financial Centre 

Digital banking 

 Digital banking is part of the broader context for the move to 

online banking from traditional way of banking; where banking 

services are delivered over the internet. 

E-bill  
 An eBill (electronic bill) is an electronic version of a paper bill 

that you can view and pay online. 

E-payments 

 E-payment system is a way of making transactions or paying 

for goods and services through an electronic medium without 

the use of check or cash. 

ESC  Emirates Services and Commodities 

FAIC  Federal Authority for Identity and Citizenship 

FIFO  First in first out of transactions 

FinTech  Financial Technologies 

FNC  Federal National Council 

FSRA  Financial Services Regulatory Authority 

FSRA  Financial Services Regulatory Authority 

GCC  Gulf Cooperation Council 

GEDI  Global Entrepreneurship and Development Institute 



 
 

x 

 

Global financial crisis 

2008 

 Severe worldwide economic crisis considered by many 

economists to have been the most serious financial crisis since 

the Great Depression of the 1930s, to which it is often 

compared 

Great recession 

 The Great Recession was a global economic downturn that 

devastated world financial markets as well as the banking and 

real estate industries. 

ICT  Information and communications technology 

IFC  International Finance Corporation 

IME  International Money Express 

ISO  International Organization for Standardisation 

IT  Information technology 

Kiosk Machine 

 A Kiosk Machine is a small, self-standing digital structure 

such as a newsstand or ticket booth and also had a room inside 

for a person who handled the transaction 

MEASA  Middle East, Africa, and South Asia 

MENA  Middle East and North Africa 

MoF  Ministry of Finance 

Neobank 

 A Neobank is a type of online bank that is runs on a completely 

digital platform and offers its products and services through 

mobile apps and personal computers only. 

Omnichannel 
 Omnichannel is a cross-channel content strategy that 

organizations use to improve their user experience 

P2P  Peer-to-peer 

PSP  Payment service provider 

RFI  Responsible Finance and Investment 

RQ Research Question 

SIMAN 

 SIMAN is a general purpose simulation language which 

incorporates special purpose features for modeling 

manufacturing systems. 

SMART  Specific, measurable, achievable, relevant and timely 

SMS  Short Message Service 

UAE Pass 
 UAE Pass is the National Digital Identity and Digital Signature 

solution for the UAE. 

UAE  United Arab Emirates 

Y2K  Year 2000 

4G 
 It is the fourth generation of broadband cellular network 

technology 

5G 
 It is the Fifth generation of broadband cellular network 

technology 

 

 

 

 

 



 
 

 
1 

 

CHAPTER 1: INTRODUCT ION 

UAE Omnichannel Banking Platform as Smart Service for  Smart City 

 

1.1 Background of the Research 

The term omnichannel or omni-channel refers to the fact that all possible channels of contact 

and sales between the company/bank and its customers are used and mobilised. The notion of 

omnichannel can refer as much to contacts made at the initiative of customers or prospects as those 

coming from the company. According to Kaczorowska-Spychalska, (2017), as people continue to 

realise the importance of the banking industry in economic development, banks are striving to adopt 

strategies, technologies and best practices that aimed to enhance the customer experiences. The 

banking industry is increasingly becoming competitive which means banks must considered to be 

innovative in the line with fourth industrial revolution (Kaczorowska-Spychalska, 2017). 

Governments regulations are also the other forces driving the adoption of financial technologies 

(FinTech) in the United Arabs Emirates. According to the recent world banking report based on a 

global survey of retail banking customers in 32 countries an interesting finding is observed which 

says ñ46% of banks plan to collaborate with FinTechs, but only 13% believe their core systems can 

handle the technical demands of partnershipsò. Many in the financial services industry believes that 

partnering with FinTechs is the best way to avoid disruption.  

Omnichannel banking refers to the type of banking in which customers have multiple ways to 

transact. Customersô needs a seamless and convenient interaction with their banks and this might be 

across channels. Banks, therefore encourage to create a platform with multiple channels to allow and 

improve the interaction between the customers and banks.  On the other hand, service productivity 

refers to the overall efficiency of bankôs services with reference to its continuous business operations. 

Service productivity is borrowed from production and operations research to mean the ration of 
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bankôs output towards bankôs input resources that are invested in certain activity. Banks measure their 

service efficiency in term of how many customers they serve per hours, per business day in 

comparison to the cost of service offered by utilising human resource along with the expenses linked 

with infrastructures. Today, customers can enjoy the banks' services as per demand or need by just 

logging into their online or mobile account and executing a transaction in real time from any part of 

the world if they have the security credentials needed to execute such operations in a service dominant 

logic. Banks are aligning their services and strategies with changing customer needs and customer 

digital savviness. In the UAE, banks are willing to innovate new services and have the capacity to 

innovate by virtue of recent mergers and acquisitions that are observed in the UAE. 

The diffusion of innovation theory is founded on the argument that as innovation gains 

momentums, it diffuses throughout the population or social systems because of the perceived ease of 

use. The perceived usefulness of the innovative information technology drives the userôs intention to 

adopt the information technology and innovation. To adopt an innovation after reviewing it, 

customers must understand the potential benefits of such technologies. The adoption of technologies 

is followed by behaviours and the change in attitude towards the technologies. Nevertheless, the 

adoption of innovation does not occur simultaneously as some people takes time to review the 

innovation before accepting the technology while some customers and banks might never accept the 

innovation because people usually show reluctancy while adopting any change no matter if itôs for 

the sake of good, the speed of diffusion of innovation depends on the userôs attitude towards the 

innovation (government.ae).  

The omnichannel strategy integrates all the previous concepts. It uses all the available 

channels and connects them. With the right application, customers have the opportunity to learn more 

about an online product and later find the nearest store where they can get personalised advice and 

test the desired product directly. Learn more about customer journey mapping to better anticipate the 
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journey of customers and make it more intuitive. Banks will also determine the compatibility of the 

innovation with their core values, experiences, customerôs needs, processes as well as investigating 

the complexity of the innovation. The other two criteria include the trialability and transferability of 

the innovation as well as the observability of the innovation including the potential and tangible 

benefits of innovation. Through omnichannel banking strategy, banks can fulfil customer needs by 

using data-driven strategies. Large banks provide omnichannels banking because professionals 

understand that customers value efficiency and convenience. Such as different banks capture 

customers intentions and insights then deliver personalised conversations thereby fulfilling the 

explicit needs of the customers and products then anticipate the customers want. 

 

1.2 Context 

An omnichannel platform is one that allows the integration and efficient management of all 

existing channels in the market, to offer interrelated and customer-focused paths, that is; The user 

who started an interaction with the company through a (desktop) channel can continue it smoothly 

through another (mobile) channel to provide an excellent user experience resulting from consistency 

and fluidity. In an era of digital disruption, more and more companies are taking strategic initiatives 

to achieve the inescapable digital transformation. While this represents a profound change internally 

that includes each of the actors in the organisation, technology is a key component to survive changes 

and grow in the process. From an external point of view, the adoption of new efficient platforms can 

help organisations to better understand the market and build better relationships with their customers. 

Historically, the demand for banking services turned groups into elite bodies that did not have 

to market their products. However, banks are increasingly facing unique, volatiles and discontinuous 

changes that have seen mergers and acquisition of most banks in the UAE to leverage economies of 

large scale and avoid filing for bankruptcy. The mergers boom in the UAE has increased the value of 
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mergers and acquisition in the Gulf region to $33.7 billion. For example, in 2017, two largest lending 

banks merged to create the First Abu Dhabi Bank and in the first quarter of 2019, five banks have 

merged within Abu Dhabi and across three countries including Kuwait, Bahrain and Abu Dhabi to 

stay competitive and also to promote innovation adoption that is driven by unparalleled consolidation 

wave. With other 70 listed banks in the GCC, many banks are up for merger to enter the global market 

and increase the market share. To consolidate their finances. Abu Dhabi Commercial Bank has gone 

through the process of merger with Union National Bank (ADCB brand); later, the combined entity 

acquired Al-Hilal Bank to create the third-largest UAE lender. 

Through the mergers, the ADCBôs position will be consolidated as the third-largest bank in 

the UAE with an estimated total asset value of over $114bn and a customer base of 1milion bankers. 

In the past years, the mergers between the National Bank of Abu Dhabi and First Gulf Bank lead to 

the creation of the UAEôs largest bank with an estimated asset base of h $175bn and promoted 

redundancies leading to the downturn in the capital. However, there are several mergers expected by 

year-end in the UAE. UAE is one of the leading overbanked markets in the world with over 50 banks 

directly competing for the customers. With these mergers and acquisitions, the consolidated banks 

are forced to develop a solution from cross-border trade and cross-banks operations. The consolidated 

banks are required to develop an effective solution to meet the needs of their customer post-merger. 

The mergers will bring changes and challenges that force banks to change their modus operandi 

including customer acquisition and retention. Today, banks are competing for customers and 

scrambling for market share. Therefore, they start focusing more on how to execute the transactions 

and exceed the expectation of the customers that have already acquitted.  

 Now, digital banking and mobile banking have become mainstream, banks must have 

enhanced services of digital platforms so that these can be offered to the customer as per their 

convenience without confining them to specific devices such as computers. Banks have adopted 
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multiple channels to enable services by the help of which customers and banks interact round the 

clock. Even in the context of digitisation and digital transformation, there are service gaps that can 

only be filled through integrate services such as omnichannel strategy. Banks are facing 

transformational changes especially in the use of financial technology products. They are required to 

gain consumers trust by utilising diverse growing financial technologies. Banks have diverse 

platforms through which users can choose any service depending on their level of technological 

savviness. 

In order to achieve transformation, there is a need for strategy development that can integrate 

and address all the core aspects which may help in building omnichannel banking. First and foremost, 

step is to diagnose all the areas that need improvements so that efforts can be made to plan and change 

the highlighted area. The planning is required to be flexible so that the new approach of constant 

innovation can be made. The personalised attention is considered as the only aspect that is inherited 

from traditional banking method by new omnichannel banks. Personalisation is counted as the main 

key that can engage a greater number of customers that are offered by omnichannel experience. If the 

customer is attended with specialised attention via all the traditional platform then expectations 

increase for the digital platforms too because new technologies facilitate consumers more effectively 

as compared to the traditional channels.  

 In transformation, infrastructure is considered as one of the most cutting edges. There is a 

need of infrastructure upgrade for the financial institutions because digital services can enhance their 

services and make it more agile that may help in increasing the efficiency in minimal cost. Moreover, 

cloud is also counted as one of the innovative tools for transformation, as it allows to manage massive 

data along with the assistance provided to technology department to develop and do testing for all the 

solutions. Cloud is considered as most quick and organises way to manage omnichannel services. 

Application programming interfaces (APIs) is used to construct the omnichannel experiences. APIs 
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helps in providing and organising service with greater quality, efficiency and more quick way that 

can construct an exceptional omnichannel experience. Banks digital assets are required to be flexible 

in order to build new services and launch new products so that they can create and offer an 

evolutionary unified experience for the customers. 

  

1.3 Aim of the Research 

The main aim of the research is to propose an omnichannel digital banking platform within 

UAE and how banking sector in UAE is providing smart service for smart cities. 

 

1.4 Thesis Scope  

The main scope of the thesis is to investigate and explore the current state of Digital Banking 

solutions in the UAE banking sector, and the potential for adopting a unified omnichannel baking 

platform that can deliver frictionless omnichannel banking experience to the customers that can help 

them in enjoying seamless, secure, smart lifestyle and personalised service across every touchpoint 

by smart device via any channel anywhere in the UAE. Omnichannel enables interactions across 

multiple customer touchpoints where they can captivate the intentions, drive insights and arrange 

personalised and optimised conversations with potential consumers. Improving the interaction with 

the new digital clients is directly linked to the Digital Transformation processes and the construction 

of a new Omnichannel Banking. Currently, the financial services industry faces a complex scenario. 

Customers prefer to interact through digital channels - website, mobile application, among others - 
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without having to enter a bank branch. Figure 1.1 is showing the conceptual framework of the thesis 

scope.  

Figure1. 1: Intersection between the main stockholders in the research 

 

The thesis does not: 

1.4.1 Does not address the role of blockchain technology in the conceptual framework of 

omnichannel banking model. 

In recent months, it has been seen as a notable increase in interest in blockchain technology. 

Researchers have observed that companies are increasingly making significant investments to explore 

their potential and create products and services that help in changing the market. Many banks are 

actively exploring what technology means to them and to the industry Blockchain technology 

payment services grow at a good pace establishing decentralised accounting book. SWIFT created a 
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Global Payment Initiative piloting service to join the growing blockchain numbers and FinTech 

services, reducing the cost and simplify processes. Companies make a considerable investment which 

explores their potential developing products that help in modifying the market. Customers expect 

individualised services and new digital technologies provide new possibilities. FinTechôs and 

technology giants compete within a highly complex and changing regulatory environment. 

Blockchain technology reduces the time to settle transactions. The fastest transactions through 

omnichannel banking are processed in real-time because the strength of blockchain is the elimination 

of duplicate data meaning the recipient and bank have similar copies. The need for the bank to 

reconcile the account is less. Banking leaders believe that blockchain technology can help better 

customer experience, optimise product characteristics and develop a reliable exchange of services at 

low costs. This study will not investigate in deep of the role of blockchain technology. 

 

1.4.2 Does not investigate the Type Of Cybersecurity Technology Used In Omnichannel 

Banking 

The global financial sector is immersed in an irreversible and dizzying trend of innovation: banks are 

investing in new technologies to join the train of a worldwide digital revolution. Digitisation has 

already shown great benefits for entities and their customers, making it possible from big data, AI 

and blockchain to contactless payments or through mobile. However, on the other side of the coin, 

researchers have experienced rapid growth of technological crimes. Computer security has become 

an indispensable element to consider in relation to financial innovation. Now, the world is 

increasingly digitalised, the financial services sector must go one step ahead of cybercrime, otherwise 

it risks serious consequences. Digital transformation and competitiveness in financial services are 

considered as a challenge for banks and financial institutions that will continue with customer 
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demand. In the midst of a situation in which the traditional model consisting of physical branches 

loses strength, while digital platforms are consolidating at an increasingly rapid pace. 

In recent years, several cases with great impact have caused significant damage to the reputation of 

companies around the world. It is difficult to estimate a figure, as companies are reluctant to reveal 

these attacks, although the tightening of regulation will make it increasingly difficult to hide these 

events. Within the framework of general financial innovation strategy, digitalisation, data analysis 

and payment modes are considered as major elements. It is believed that these are necessary to 

identify financial technology companiesô innovation that may help in driving major structural trends 

in the world financial sector. 

1.4.3 Does not address the consumer culture in digital spending practice 

Consumer culture refers to the spending habits of customers within an economy and it is an 

essential element in the development and growth of a countryôs economy (Cross 2002). The concept 

of consumer culture is a complex social phenomenon whereby people buy and consume goods and 

services for more than just meeting their basic needs such as food and shelter, meaning that the 

consumer culture has changed quite dramatically over the past decade or so. This change can be seen 

all over the world and more specifically in the UAE where consumer culture is now driven with the 

urgency of satisfying customer needs. To gain insight on the changing consumer culture and 

mannerisms, it is first essential to understand the drivers of consumer culture on a global level and 

then relate it to a regional level (Saltēk et al. 2013). 

 

1.4.4 Does not focus on customer trust in digital solutions  

Primary challenges faced by new FinTech start-ups include consumer trust and a lack of 

capital to invest in the new platforms (Wamda & Payfort 2017). Reports of fraud in the financial 

services communities have raised doubts and fears as to the legitimacy of FinTech start-ups and the 
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tangibleness of the potential returns on investment (Thanawala and Nathan 2017). FinTech services 

are continuously becoming popular with the rise of new and better technology with more people 

starting to prefer FinTech services of banking as compared to the traditional and manual system 

(Bloomberg Intelligence 2019). Thus, the reason that FinTech start-ups must build consumer and 

regulatory trust in their platforms over time. Investors may attracted towards efficient systems based 

upon machine learning which are also based upon ethics and high business standards. 

 

1.4.5 Dose not implement the omnichannel banking in the really world  situation. 

Omnichannel banking model can be implemented in the real world that can be explained by 

the help of an example belong to banks, it implements in row management systems. Providing the 

alternative that the client can wait outside the branch, these banks allow the client to interact through 

a mobile application to improve the experience in branches while waiting for their turn. They also 

give the option of performing different operations through different channels: personnel, digital 

kiosks, mobile applications or online banking on the website. The integration and alignment of all 

customer interaction channels have the result of obtaining a homogeneous experience and the 

possibility for the user to finish their processes, no matter what channel they are in, even if it is 

different from the start one. In this way, the client's transactional processes are transverse to the 

channels used and what is sought is that the efforts for each channel strengthen each other. 

 

1.4.6 Does not Investigate how the government will unite all Emirates to adopt digital 

banking solution 

The UAE followed an in-depth policy of FinTech integration recently at municipal and state 

level. The move joined legislators in the country adopting plans for regulatory environment aimed at 

attracting more FinTech activity. They introduce disruptive innovations from frequent mobile device 
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use, internet and social networks which rival traditional banking processes. The loss of image and 

confidence in banking triggered the global mortgage crisis. Being start-up companies, they are 

developed with slim structures and business models adapted to a new market demanding 

circumstance. Knowledge of ñsocial engineeringò typologies is a preventive measure complementing 

authentication action to identify people. The thesis will not investigate how the government will set 

the rules to implement the omnichannel in the different emirates with different infrastructure. 

 

1.5 Thesis Objectives  

¶ The main objective of this thesis is to develop an omnichannel digital platform model 

that integrate customers, banks, FinTech and government. 

¶  Use Arena software to evaluate the omnichannel model by implementing real-world 

criteria that are simulated with the Dubai Expo 2020 event as a case study.  

 

1.6 Research Questions  

From the background of the study, the following research questions were developed: 

RQ1. How do the digital banking services driven by digital, mobile and online platforms that fulfils 

the need of customer interaction with the banks? 

This question aims to validate the claims in the research background and literature review. 

RQ2. What factors, barriers and opportunities that UAE digital banking sector is currently facing?  

This question aims to validate the claims in the research background and literature review 

RQ3. How does the adoption of digital banking impact the bankôs ability to meet customersô needs? 

This question aims at determining the benefits of digital banking especially the use of 

online/digital/mobile banking demands to meet and exceed customer expectations in terms of 

interaction with the banks anywhere, anytime and across multiple devices. 
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RQ4. How can the various stockholders in the interoperability of the UAE banking sector work 

together to facilitate the omnichannel banking system? 

 This question aims to determine how stockholders in three banking sectors can liaise and collaborate 

to develop a unified solution for cross banks and cross borders banking in the UAE. 

 

1.7 Research Hypothesis 

The researcher hypothesises that: 

H1: A significant increase in customer interaction smart device through an omnichannel 

banking model will increase the number of customers in a bank. 

H2: There is positive correlation between the satisfaction of consumers who own an active 

checking account and online digital banking solution outcomes. 

H3: There is a negative correlation between the number of online banking customer and 

traditional banking accounts. 

H4: Implementation of standardization and regulatory policies by the UAE government will 

positively impact the growth of FinTech and drive the successful transition from traditional banking 

to omnichannel banking model.  

H5: There is positive correlation between the UAE government strategy to transform to smart 

cities and omnichannel banking services across all the self-service channels. 

Taking cognizance that the research method used in this paper is mixed as illustrated in table 

1.1. There was a need to ensure that the development of the ideas and the growth of the ideas and the 

development of the methodologies run in tandem with the objectives. For instance, the use of the 

questionnaires would best generate public opinion in line with the development of digital banking 

and how it has changed the livelihood of the public. The mixed research approach also helps in 

creating a lasting solution towards the establishment and the verification of the hypothesis seeking to 
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verify and determine beyond any reasonable doubt the correlation between the UAE government and 

the desire to transform the economy across all the channels. The use of interviews, especially among 

the government policymakers and the bankers, is a sure way of creating a concrete connection 

between the banking sector and the overall government operations. The development of the 

omnichannel and the overall creation is wholly dependent on the ability to analyse and interpret the 

data obtained from the field. In this case, therefore, it is critical to ensure that the research methods 

contribute to a realistic and verifiable as well as a dependable source of information. 

Research 

question 

Hypothesis Chapter Method 

Quantitative Qualitive Mixed 

RQ1. - 2 Collection of data form 

secondary sources as books 

and articles  

Interview of 

bankers, FinTech ã 

RQ2. H2 and H3 3 Dual surveys involving 

customers and Fintech 

experts 

Interview of 

bankers, FinTech 

and IT 

professionals 

ã 

RQ3 H1 5 Sufficient observation and 

global data source 

Interview of IT and 

banking experts 
ã 

RQ4 H4 and H5 4 A secondary source of data 

including articles, research 

papers and books 

Interview of various 

experts ã 

 

Table 1. 1: The mapping between the research questions, hypothesis and research methods. 

 

1.8 Research Contributions 

The thesis makes a significant contribution to both research and practice. The thesis addresses the 

opportunity to implement an omnichannel banking platform in UAE: 

¶ Develop an omnichannel model that allows customers to enjoy seamless, personalised service 

across every touchpoint. 

¶ Identify barriers and challenges that can be reduced to facilitate omnichannel banking while 

harnessing the possible opportunities within the banking sector. 
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¶ Examine the extent to which banks are meeting online, digital or mobile banking demands 

and fulfil customer desire for being able to engage with banks. 

¶ Propose an interwoven interoperability framework between the various stockholders in the 

UAE banking sector that work together to facilitate the omnichannel banking system and 

evaluation process of the proposed model;  

¶ Supporting the UAE 2021 vision of innovation in technology is considered as the pillar of 

knowledge-driven and competitive economy that is promoted by entrepreneurs who value the 

private and public partnerships. 

 

1.9 Rationale of the Research 

Digital channels are quickly becoming the most popular way for customers to interact with 

banks and become critically important for the service providers. Customer expectations are growing 

and it is required to safely provide banking services while simultaneously generating sales through 

digital channels and supporting innovation. Over the past few years, the market has changed 

significantly, from individual online and mobile solutions to channel-independent digital platforms. 

Although custom-designed platforms are still widely used, lower support and development costs for 

a single platform and easier security management make ready-made platforms an attractive choice 

for banks. International researches conducted on digital security platforms expect market growth in 

digital banking platforms. Banks are facing increased competition, pressure from regulators, and 

changes in customer behaviour. Increasing the importance of digital experience, shorter update cycles 

and the need to provide safe and reliable service make it easier for banks to opt for a single platform 

for all channels before custom and internal development or individual solutions for each channel.  

As excellent customer experience becomes a differentiator in the banking industry, the choice 

of platform affects competitiveness for the next 3-4 years. The growing importance of digital channels 
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has made them the main focus for investment in banks, the market moves from separate solutions for 

each channel to platforms, digital banking platforms can help banks to ñcommunicateò with FinTech. 

According to the survey, 62.3% and 61% of surveyed banks plan to increase spending on mobile and 

online banking. In total costs, 29.4% and 18.4% of respondents indicated that these are top-priority 

IT projects in 2017. 

An omnichannel platform allows companies to be more profitable because the integration of 

their different systems and channels can provide the opportunity to offer quality experiences in each 

of the points of contact with their customers, which may result in an increase in Sales and transactions 

not subject to branches. To this, we must add a short-term cost reduction for the optimisation and 

automation of the processes, and medium to long term due to a decrease in the number of physical 

branches. An omnichannel platform can also allow a greater degree of organisation because it will be 

able to operate and integrate all its sales channels and have a 360 ° vision of its organisation and its 

client to make better business decisions and boost growth sustained.  

An omnichannel platform modifies the way in which users interact with their brand, where 

the coherence between the different channels of the organisation allows to improve the relationship 

and communication with the client, since by knowing them better, you can offer them products and 

services adapted to your real needs. The user receives powerful applications and functionalities, 

portable, with high availability, but simple and intuitive, which in the end becomes a competitive 

advantage for the company, thanks to the integration and efficient management of the channels. The 

client receives an integrated experience; It doesn't matter if the interaction comes from social 

networks, the web or a call to the call centre, you always receive a consonant and satisfactory 

experience. every banking institution aspires to grow and gain leadership in the market in which it 

competes. An omnichannel platform is not only a technological requirement to achieve its objectives, 
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it is a business tool that allows establishing the basis for being truly competitive in the market in the 

era of digital banking and FinTech. 

Investing in an omnichannel platform is betting on a more efficient strategy to win and build 

customer loyalty through the different channels that users increasingly demand. In this way, the 

business can differentiate itself and have an advantage over its competition, but above all: it is placing 

the customer at the centre of the strategy. Today's customer is already omnichannel, that's why the 

banking core must be transformed to connect at any time and place. Opting for an omnichannel 

transformation process requires banks to be in all possible channels and offer services in a simpler, 

accessible, useful and innovative way.  

 

1.9.1 A typical scenario Meant By Omnichannel 

Omnichannel is a more client experience-driven way of dealing with client relationship the 

executives where clients shift between computerized and physical channels 

keep up a predictable and brought together understanding. The omnichannel banking stage 

additionally, permits constant information synchronization between various channels. For example, 

clients can begin the onboarding procedure with one channel and finish it with 

another without the need to give similar information again and again. Moreover, omnichannel 

banking has numerous ramifications for back-office activities. Such a stage can improve promoting 

execution, streamline onboarding forms, help client degrees of consistency, and significantly more. 

A refined omnichannel banking stage permits connecting with existing customers in 

rehash deals without irritating them. A few instances of how an omnichannel banking stage 

can break down information to support promoting and deals. The framework investigations 

client Visa buys and finds certain purchasing behaviors. It can then naturally create offers, 
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limits, and discounts for specific stores or item classifications. Along these lines, clients get 

motivating forced to pay with their Mastercards all the more frequently when they look for 

specific item classes or purchase from specific stores. A bank can utilize area information of 

its portable application to figure future spending of its customers. For example, when a client visits 

a specific area, similar to a vehicle vendor, the stage sends a warning to the bank's administrators or 

naturally messages applicable advancements to the customer. For this situation, vehicle financing 

offers.  Example people in the UAE can transfer money between echo other account with different 

banks, do all the daily transaction throw the proposed platform using different.  

 

1.10 Thesis Outlines 

The next five chapters outlines how the research aims and objectives where achieved.  

Chapter 2 provides a critical literature review of digital banking including the historical chronological 

development of digital banking. The literature review section particularly reviews the misuse of 

innovation and ICT Infrastructures from the published researches. These chapter also examines the 

diffusion of antecedents and consequences with relation to digital banking innovation. Research also 

examines how ICT infrastructures enable banks to provide enhanced digital banking services to their 

consumers. In the past, bankôs total disregards the customersô needs that had become one of the major 

reasons for declining propensity to bank among the customers. It is therefore assumed that digital 

banking increases the customer's interest in banking. Chapter 2 also covered the competition in digital 

banking market and major stockholders of FinTech in UAE; it will be concluded by identifying the 

theoretical and methodological gaps in digital banking.  

Chapter 3 outlines the research methodology and design by providing a detailed rationale of 

the chosen research method. The chapter adopted the descriptive research design and follow the 

realism research philosophy as it is considered as most appropriate research philosophy of the subject. 
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Also, the chapter used the mixed research method because of the inherited compensatory benefits that 

are associated with it. The research develops two surveys, case study design is used in the research 

and interviews are used as main instrument for gathering data from consumers, FinTech firms and IT 

experts. The first survey with the customer fulfilled the hypothesis H2 and H3; while the second 

survey for the FinTech banking firms and entrepreneurs is designed to fulfil H2. Moreover, chapter 

3 further outlined the procedures along with the timeline for the study. 

Chapter 4 investigated H4 and H5 then describe the need for a new model for digital banking 

services. Chapter 4 proposed an interactive omnichannel model for H4. On the other hand, H5 

proposes there is positive correlation between the UAE government strategy to transform to smart 

cities and omnichannel banking services across all the self-service channels. Chapter 4 conclude with 

a recommendation for the best conceptual framework model for interactive omnichannel banking 

strategy. 

Chapter 5 tested hypothesis H1. The chapter describes the omnichannel model evaluation 

criteria and results after that best model can be finalised for the study. Also, it evaluates the model in 

two phases in which first part includes the implemented model by using Arena simulation software 

that leveraged omnichannel banking strategy. Part 2 is focusing on an expert evaluation of the 

proposed omnichannel model developed. The expertôs results then be compared against the 

simulation model based on the chosen method. 

Finally, in chapter 6 summarises the thesis, its contribution and recommendations. it is also 

proposed a direction for future practices that helps in refining a unique omnichannel model. 
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Figure1. 2: Arrangement of thesis chapters and relations between chapters. 

 

 

 

 

 

 

 



 
 

 
20 

 

CHAPTER 2 

The Current State of Art in Digital Banking  

 

Over the years, the banking industry has become a fast-paced industry characterised by 

constant innovative ways to improve services by making banking easier for the client. Unlike the 

previous era of banking that was defined by consumer credit; today, the banking industry is described 

as digital; more so, an omnichannel digital banking platform. Banks all over the world, including the 

United Arabs Emirates are continuously finding ways of improving the customer's experience by 

creating and providing a variety of platforms through which they can access diverse banking services. 

These platforms or channels allow customers to make transactions through their mobile phones, 

tablets, laptops anywhere any-time. This chapter discusses the historical background of digital 

banking sector as well as the various market trends that are taking place with reference to digital 

marketing platforms in banking sectors of UAE such as financial technology, innovation, and various 

digital platforms not only in UAE but in entire world. 

Chapter two provides a literature review of the digital banking to examine the challenges and 

hindrances of implementing omnichannel digital banking platform in UAE as shown in table 2.1 
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Section Title  Rational Critical analysis 

2.1 Historical Background: Digital Banking Traditional banking history showing the transition 
between the traditional 

banking and the digital 

banking. 

2.2 The Unbundling of Banks Mobile banking is the future of the financial 

sector and more traditional banks are starting to 

take note of this phenomenon. 

 

Knowing  all the factor and 

barriers that the banking 

financial sector 

2.3 FinTech: Revolution and Evaluation Traditional banking Facing competition from 

the FinTech companies that are joining the 

market every day. 
 

To show the factor that effect 

the traditional banking 

2.4 Technology Innovation Resorted to partner with FinTech companies to 

retain their customer base and remain relevant 
in the financial industry. 

. 

Finding common factors 

between banks and FinTech 
companies 

2.5 Bank Supervisors and Regulatory 

Frameworks 

Determining the stockholder in financial sector Finding elements to build the 

conceptual framework that 

2.6 Banking Platforms and Digitisation in 

the UAE 

Indicating the fundamentals of digital banking 

in UAE and the growth of digital banking in the 

Middle East 

Discussion of omnichannel as 

the basis of digital banking 

and the composition of 
omnichannel banking 

2.7 Revolutionisation in Omnichannel 

technology 

Going forward FinTech companies are most 

likely shift their focus from modernising the 

digital experience to focus on the development 
of new digital capabilities. 

 

Exploring the benefits and 

limitations in the omnichannel 

banking 

2.8 360 experience with satisfaction surveys New technologies such as omni-channel will 
allow a greater degree of organisation by 

integrate all its sales channels and have a 360  

vision of organisation and client. 
 

Incorporation of feedback 
from digital banking users 

2.9 From multichannel banking to 

omnichannel banking 

Discussion on the need to shift from 

multichannel to omnichannel strategy 

Substantiate the development 

in modern digital banking 

2.10 Customer experience in other industries Provide a digital comparison between the 
banking industry and others 

provide a typical scenario to 
describe what meant by 

Omnichannel and the benefits 

of omnichannel in other 
industries. 

 

2.11 Transformation of multichannel banking 
to omnichannel banking 

How to evolution of omnichannel digital 
banking platform 

Helps to show the resources 
needed to implement 

omnichannel banking and the 

challenges faced 

2.12 The pillars for digital banking in 2025 Shows the future of the digital banking Discuss the future of the 
omnichannel as the future of 

digital banking 

Table 2. 1: A rational for the literature review 

 

2.1 Historical Background: Digital Banking 
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Digital banking is considered as an important step towards the digitalisation or rather 

measured as an effective online move from all traditional forms of banking activities, functions and 

programs that were initially available within a bank. These activities include money transactions such 

as deposits, withdrawals, transfers, and management of bank accounts. The process of digital banking 

is not just limited to digitalisation but also includes automation of diverse bank services. Digital 

banking has started to come into play because of the advantages it gave to both banks and customers. 

Not only does digital banking helps to reduce costs, increase revenues, save time but also helps to 

attract and retain customers and in doing so be able to stay ahead of the competition.  

In 1960s, the earliest form of digital banking in the world can be traced back to the 

introduction of ATMs and cards in the 1960s. With the introduction of the internet almost 20 years 

later, digital networks were adopted that help retailers to connect with the suppliers as well as the 

development of inventory software systems were also introduced in the institutions like banks. In the 

turn of 1990s, internet has become used widely and with its advancement online banking also 

introduced. Later in the followed years further improvements of broadband and e-commerce systems 

have been formed that played an important role in making the foundation of digital banking that can 

be observed by analysing current situation of digital banking. Within the next decade, smartphones 

developed and introduced which had opened up a new door towards mobile digital banking that is 

started to be preferred as compared to the traditional use of ATMs and other methods of traditional 

banking. 

Even with the emergence of the internet and smartphones usage, many consumers were still 

found sceptical and hesitant to perform money transactions over internet. However, these anxieties 

were mitigated with the widespread adoption of electronic commerce, which was spearheaded by 

online retail companies such as Amazon and eBay. These platforms made the idea of online or digital 

transactions more familiar and user friendly and that is also most preferred method for banking 
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transactions. In early 2000s, acceptance of digital banking was comparatively slow but later Y2K 

scares that was characterised by computer bugs and other malware. However, after its resolution 

digital banking has been on a constant rise; with online customers now proving to be more loyal and 

profitable than traditional banking customers. 

The current challenge for banks in facilitating digital banking is handling the demands that 

connect vendors with preferred channels that was highlighted and determined by customers related 

to money. With these demands, there is a need for new software systems development that entertains 

this process. Other demands include consistency in provided services along with the optimised user 

experience. These challenges have been facilitated by the ever-increasing number of digital banking 

users. In 2018, there were more than one billion digital banking users in the world (Bhas, 2018) with 

indications that the figure could rise to two billion in the next a couple of years. There is a high chance 

of rising customer expectations figures by the spread of internet and other technology advancements 

by focusing on offering exceptional digital banking platforms to banking sector (Fernandes & 

Awamleh, 2005).  

In 2008, the global financial crisis has deterred the overall progress of UAE digital banking. 

Since the great depression of 1929, this event has been considered as the most consequential financial 

crisis by many economists and that was resulted in the great recession. In 2007, subprime mortgage 

market had faced severe crisis that became the reason of 2008 crisis. Later, this crisis developed into 

a full-blown global banking crisis after the collapse of Lehman Brothers Investment Bank in 

September 2008 (Dullien, Kotte, Márquez, & Priewe, 2010). The collapse of this bank further 

enhanced its financial impact at global level. A massive bailout by financial institution then led to a 

massive drop in stock markets internationally that was resulting in financial crisis. 

However, the government of UAE put measures in place to protect its banking industry before 

the effects of global financial crisis of 2008 hit UAE (Khamis, Senhadji, Charap, & Cevik, 2010). 
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Following this crisis, banking practices in UAE went through significant advancements in which 

banks are starting to engage retail customers as well as collaborated with them to create an 

environment where customers could access multiple banking platforms including services linked with 

branches, ATMs and mobile banking. 

Mobile banking has played a significant role in promoting digital banking platforms as it is 

now considered as a core business strategy for banking sector not only in UAE but round the globe. 

The UAE and Saudi Arabia have the highest rates of adoption of digital banking platforms with 52 

and 60 percent, respectively; these figures are making these regions as highest consumption countries 

in Gulf region (Arabnet , 2016). This application has also been extended to the payment of bills by 

using mobile apps that are linked with banks. Another facilitator of digital banking is the construction 

of first ever internet city in Dubai that has facilitated the application of internet business, since 2000s.  

 

2.2 The Unbundling of Banks 

The concept of unbundling is a term that is used to refer the process of offering products or 

services separately that were initially packaged offer. This process is usually implemented when 

organisations feel the need for improving or focusing on specific products or services for the purpose 

of enhancing productivity or revenue (Ketterer & Andrade, 2016). Organisations also follow the same 

pattern of unbundle services while launching any new product or service in line. In the context of 

banking, unbundling can refer to the focus on new technologies or digital ways of delivering or 

improving banking services.  
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Figure 2. 1: The Unbundling of Banks (Olsen et.al., 2017) 

 

With the rise of the internet and smartphones usage, banks have unbundled their services in 

response to demands and needs raised by customers. The main aim of unbundling in FinTech is to 

enhance the customer experience by making banking services more consumer-friendly, convenient 

and time-saving. An omnichannel digital banking platform is a prime example of unbundling of 

banking services; where these services are available at various platforms such as smartphones, tablets, 

laptops and physically at branches of banks.  

Banks could unbundle their services in various categories that meets the needs of every 

customer such as individual banking, business banking, loans, and digital banking. The digital 

banking services include all sort of online banking platforms including mobile and tablet banking, 

cheque deposit via mobile, text alerts, e-statements and payment/bills deposit online. The unbundling 

of banking services provides the opportunity to solve each problem separately and independently 

without the need for central control (Transfer Wise, 2016). The process takes place with different 

waves ï the Incrementalists, the Digital Hybrids, and the Digital Natives. 
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2.2.1 First Wave Banks: The Incrementalists  

Incrementalism refers to a process or method which involves adding diverse small incremental 

changes to a project instead of a few large lumps. This process describes the first wave or phase of 

the unbundling process of banks. Wave that was took place in 1990s to early 2000s is characterised 

by an attractive quality of market where critical infrastructure is already in place for the development 

and establishment of innovation. During this period, the internet had been introduced for business 

sector of entire world and it was considered as major shift towards a new era of technology and 

innovation. This critical infrastructure includes the internet and smartphones, which make up the 

foundation of the innovation of digital banking. As stated in previous paragraphs, the era of digital 

banking has been made possible through the establishment and development of the internet along 

with the introduction of smartphones because it has made possible to create mobile banking apps and 

services.  

This infrastructure makes it easy for banks and other FinTech providers to work with financial 

data as well as to facilitate online payment, stock monitoring and stabilisation of financial market. 

This phase or waves has become the reason for FinTech start-ups to grow exponentially as they 

focused on breaking monopolies in loans and money transfers procedures by protecting customers 

from hidden charges and high-interest loans. FinTech companies took advantage with the fact that 

internet and mobile technology is provided in order to filling the gap in banking industry. At the turn 

of 2010, innovative FinTech start-ups arising by unbundling banking services through the provision 

of individual services including money transfers, loans, savings, investment options. They also 

provide relevant financial advices to their ñondemandò clients in such a manner that it will be 

considered as convenient for them to use these services via smartphones or laptops. 



 
 

 
27 

 

The first unbundling wave focuses mostly on consumer banking, where customers are 

attracted through heavily subsidised current accounts. However, some banks add hidden charges on 

bundled services to make profit. However, new stockholders in the industry are playing with exactly 

opposite tactic ï they focus on each segment and remove all the hidden charges in order to improve 

customer experience. As mentioned earlier, digital banking focuses on improving customer 

experience and that has become a core business strategy for new FinTech institutions. In the next five 

to ten years, by improving system and offered services exceptionally, these new FinTech companies 

enjoys a good market share with great profits. 

 

2.2.2 Second Wave Banks: Digital Hybrids 

Digital hybrids or rather hybrid banking is the second wave or phase in unbundling digital 

banking services. This second phase takes place after 2010, where there was a change in customer 

demographics and expectations is observed with the rise of digital native generation who prefer debit 

cards, online banking, and mobile banking over traditional banking methods. At this point, online 

banking has gone mainstream globally even the late adopter banks are also joining online banking 

platforms as more people (even the older generation) have started to prefer accessing their accounts 

as per their comfort zone at their homes without visiting banks. 

A digital hybrid is a result of combining two different elements to make one unique and 

innovative solution or service. With advancement of technology, banks and other FinTech institutions 

reached at the point where creation of digital hybrids is considered as must as it enhances multiple 

client interactions. This was as a result of the fusion between the digital and physical world (Gasser 

et.al., 2018) where clients are connected to different channels from different financial service 

providers for example, when a client uses a mobile banking app to purchase products online or pay 

their bills. Older banks that were established before the digital age are now starting to embrace 
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technology and at the same time still retaining their traditional way of offering services. Therefore, 

the end product for this amalgamation is the creation of hybrid services that combine both traditional 

way of banking with digital banking methods. For example, banks have the option of mobile banking 

where customers can withdraw, deposit or make transactions with their phones but they also have the 

option of visiting to their bank branch or ATM to get the same service done. It creates a balance 

between both worlds (traditional & digital) by catering all types of customers, internationally.  

 

Figure 2. 2: Hybrid Banking (Kobler, Bucherer, & Scholtmann, 2017) 

However, for banks to adopt digital hybrid systems, they need to integrate all relevant touch 

points of their clients such as their insurance company, television subscription, water provider to 

enhance client satisfaction. Technology plays a big role in digital hybrid as it impacts commercial 

banking in three ways; firstly, it increases access to information and this consequently allows 

businesses to make more informed and better decisions. Technology also reduces friction in business 
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activities by bringing in new and better experiences. It also lowers transaction fees for businesses as 

it takes on the role of the cheaper middle man.  

 

2.2.3 Third Wave Banks: Digital Natives 

Third wave of banks is the digital natives which includes banks that have started as digital or 

FinTech institutions. This wave of banks represents the future of banking industry, that is set to 

survive in the next decade. It is the phase that takes place after 2014, where mobile banking platforms 

emerge and infiltrate across regions and countries. From the beginning of 2016 till today, there has 

been a phenomenon increase in the number of FinTech companies that have started to rise up in the 

market and with-it financial technologies such as cryptocurrencies, blockchain technology, artificial 

intelligence, and machine learning. 

As stated in previous paragraphs, banks that have embraced technology and implemented it 

in their systems and services are part of the early adopters and remains relevant in the coming years 

as compared to those who are still laggards and have not yet adopted the technology. The digital 

native banks are those which have been established in the era of technology and they almost solely 

focus and embrace every digital opportunity in this digital age (Dombret, 2018). Although, the 

industry is comprised of mostly digital hybrids that are beginning to adopt technology and integrate 

it with their systems and services; digital natives are starting to be on the rise and a good number of 

the population are starting to prefer this new-era of banking. 

Digital natives provide ease by making almost all of their services available online on their 

websitesï from money and business transactions to loan borrowing and servicing. Their services are 

instant and accessible anywhere and at any time. This is a crucial aspect of modern-day banking as 

people want to be able to access their banks wherever they are and at whatever time they wish to do. 

This ability gives digital native banks an upper hand, especially with the digital generation; thus, 
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making traditional banks that have not embraced technology continuously seem cumbersome, formal 

and irrelevant.  

It should come as no surprise that some digital native banks were established for the sole 

purpose of meeting the needs of digital age generation who seek effortless access to money, peer-to-

peer money lending, as well as lower transaction fees. Digital Natives, however, are disrupting in the 

banking industry (PWC, 2011). An example of a digital native FinTech is PayPal, which did not exist 

two decades ago but is now causing disruption. To counteract this disruption, well-established banks 

are now partnering with these digital native FinTech companies or establishing their digital native 

services through unbundling some of their services. 

 

2.3 FinTech: Revolution and Evaluation 

FinTech or rather financial technology refers to computer programs and other digital or 

modern technologies that are used to support, enhance, enable and automate banking as well as 

financial services. The internet and smartphone revolutions have resulted in the exponential growth 

of financial technology, which has come in handy in transforming the banking industry to the vibrant 

nature that it is observed in this era. There has been the introduction of a broad variety of technological 

interventions into bank services such as personal and commercial finance in order to make these 

services more convenient and accessible. Financial technology is now used to describe a variety of 

financial and banking activities such as money transfers, cheque deposits, application of loans and 

credit, as well as for the management of investments ï all available with the touch of the phone. 

FinTech services are continuously becoming popular with the rise of new and better 

technological innovation that has involved more people in preferring FinTech services of banking as 

compared to traditional or manual system (Diemers et. al., 2015). This growing popularity has started 

to make FinTech banking start-ups a disruption or rather a threat to traditional banking systems. They 
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are starting to pose a great challenge by tapping into an underserved segment of the market through 

its faster and better services. Because of this, FinTech companies and banks are connecting through 

various ways including: 

1. Investing in FinTech companies. 

2. Partnering with FinTech companies. 

3. Acquiring ownership of FinTech companies. 

4. Establishing programs that can help FinTech companies incubate and grow. 

5. Launch their individual FinTech services and solutions. 

 

Figure 2. 3: Penetrations of Banking Channels (Consultancy UK, 2017) 

In the UAE, FinTech start-ups are being initiated and growing at an accelerated pace. This is 

enormously contributed by the efforts of UAE government in strengthening its position as a hub for 

FinTech start-ups (Clifford Chance, 2017). The country raises its position by posting highest number 

for start-ups and investments into financial technology as compared to any other country of Gulf 

region. As a pacesetter in the Gulf region, UAE shows great potential even in the future as more 

FinTech start-ups are expected to come up with estimates placing the growth to rise from 96% in 

2019 to 465% by 2022 (Bloomberg Intelligence, 2019) in the entire Middle East region. Traditional 
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banks find it strenuous to keep up with FinTech companies mostly due to regulatory reasons as well 

as their internal structures that may be rigid and not as flexible as to those of FinTech start-ups. 

FinTech companies have realised that financial services need to be seamlessly integrated into the 

lives of the tech-savvy or digital natives (millennials) who make up a majority of their clients by 

embracing technology and digitalisation of most of the services if unable to make it happened then 

maximum of the services they offered. 

 

2.3.2 FinTech Key Areas 

The FinTech industry is among the fastest growing sectors not only in UAE but also in entire 

world. The sector has observed dramatic growth since 2010 with more customers opting to use 

FinTech solutions as its customer experience trumps that of traditional financial services. The 

FinTech sector comprises of several key areas where it has laid its focus and by the help of which 

they can attract their customers. These key sectors account for almost 60 percent of the total 

investment by financial technology companies. They comprise of the core focus of business as well 

as give FinTech an added advantage over traditional banking systems. FinTech companies are 

undoubtedly considered as the revolution in banking and financial industry of 21st Century. With its 

continued growth and advancement, the sector will not just impact the financial industry but also 

explain how people conduct transactions in all aspects of the business. 

According to PWC report (1997) in the next three to five years about 82 percent of incumbent 

or traditional banks across the world are expected to increase their partnerships with FinTech 

companies (PWC, 2017). As stated previously, this is a way to mitigate the disruption caused by 

FinTech companies towards established financial institutions. The reason of great success for FinTech 

companies are the areas and services that they focused in order to attract customers. These key areas 
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of focus include services such as payments, lending, and mobile applications etc that will be discussed 

in more details below. 

 

2.3.2.1 Peer-to-Peer Lending 

Peer-to-peer (P2P) lending refers to a system where individuals can get loans from mobile 

apps without visiting financial institution such as a bank. FinTech companies offer peer-to-peer 

lending as one of its vital service which is now seen as a better alternative method of financing. It is 

also among the most profitable service offered by FinTech companies (Omarini, 2018). Traditional 

banks seek to merge with a FinTech company or establish their FinTech solutions to tap into the 

profitable results of peer-to-peer lending. 

This service is not just advantageous to the FinTech or financial institution, but also very 

beneficial for customer. This form of financing allows individuals and small businesses to get in touch 

with potential investors (Wolfe & Yoo, 2017). It is also much easier to get financing through FinTech 

companies then it is with traditional banks who also charge more interest while servicing the loan. As 

a consequence, FinTech solutions further fuel economic growth by providing small businesses and 

individuals with the finances they need to get their projects up and running (Kühnel, 2011). 

Peer-to-peer lending websites facilitate the direct connection of borrowers to investors 

through the internet and websites. The investor opens an account with the website and deposits a sum 

of money that is dispersed as loans. On the other hand, applicant sets up their financial profile that 

determines their financial credibility for the company offer services. These transactions are not 

complicated as they are highly automated and can be done through a smartphone, a tablet or a laptop 

where the clients can access the rates and terms of the loans. Mostly, websites have a wide range of 

interest rates and are normally determined by the creditworthiness of an individual ï the higher the 

creditworthiness the better the rates of borrowing. 
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2.3.2.2 Online Payment Processing 

More people in the world including UAE are starting to prefer online payments as opposed to 

other traditional forms of payment method. With this trend, FinTech companies provide online 

payment systems to their clients and making it easier, faster, safer, and cheaper (Omarini, 2018). 

Examples of online payment gateways in the UAE include TELR, PayFort, CC Avenue, Checkout 

and others. Online payment gateways are becoming more significant and popular as they are 

streamlined with existing electronic payment channels, such as credit and debits cards. They also 

provide recurring billing options as well as secure processing of payments that are made online. 

 

2.3.2.3 Mobile Wallet Applications 

Mobile wallet or digital wallet applications is an electronic device or a service available online 

that allows people to make electronic transactions ranging from purchasing items online to access an 

individualôs bank account by using a smartphone or computer (Painuly & Rathi, 2016). An 

individualôs bank account can be linked to their mobile wallet with safe storage on their credentials 

such as driverôs license and other identification documents. This service can be seen as a sub-section 

of online payment sector within financial technology as it helps clients store their money in a safe 

way as well as provide avenues to make payments. 

Mobile wallets are becoming more common each year as maximum number of people have 

started to access these platforms via smartphones as compared to actual physical traditional banks 

(Mahindra Comviva, 2016). FinTech companies have come in to fill the gap of this limited access to 

banks by providing avenues that allows people to safely store and access their money as well as 

monitor it at the same time.  
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A good example of a mobile wallet globally is PayPal, which was among the first mobile 

wallets to be established. Other digital wallets include Apple Pay, Google Play, and Samsung Pay ï 

all of which are available worldwide. In addition to these, the UAE also has other digital wallet 

platforms such as WePay and Beam. 

 

2.3.2.4 Fraud and Security Analysis 

Despite the advancement in technology and the benefits associated with it, online fraud is still 

considered as increasing concern for FinTech companies and their clients. Over the years diverse 

online frauds are reported that have cost consumers billions of shillings in losses. In 2016, for 

example, consumers lost nearly US$16 billion to online fraud (ACS, 2016) and this figure is expected 

to rise. Heavy investments by FinTech companies as well as other financial institutions have been 

made in hopes of mitigating online fraud cases and the losses that appears with it. FinTech start-ups 

have focused their energies and resources on anti-fraud and security use technology such as artificial 

intelligence and learning of fraud patterns in transactions (Giudici, 2018). These investments and 

security measures help to give customers assurance that their money and transactions are safe and are 

not being violated. 

These are a few key areas of FinTech as more are being developed and established every day 

such as cryptocurrency or blockchain, wealth, investing, insurance, remittance, and web-based 

financial planning tools. 

 

2.3.3 Comparison with Previous Waves of Innovation and Factors Accelerating Change 

FinTech companies are measured as a new era for financial institution and with advancing 

technology their relevance and hold in the market continue to solidify on daily basis. There are clear, 

cut-out differences observed in between FinTech and other previous waves of innovation, particularly 

the first wave banks or the Incrementalists which comprise of the traditional banks. These differences 
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are based on the quality of services, focus of service delivery, as well as the methods used in service 

delivery. 

 

2.3.3.1 Comparison based on purpose:  

The major difference between FinTech companies and traditional banks is the purpose that 

they serve. FinTech products and solutions were established to fill an existing gap in the market such 

as the needs of the digital natives or millennials, whereas on the other hand banks cater to the wider 

audience. Banks focus most of their energy on risk management but FinTech companies focus mostly 

on enhanced customer experience. 

 

2.3.3.2 Comparison based on key functioning: 

Traditional banks are more purpose-oriented and their processes follow a system of regulatory 

frameworks. These characteristics make banks rigid as it restricts their ability to quickly adopt new 

technologies and roll out new services and products. The structure in which a traditional bank operates 

also restricts innovation which in turn slows down their ability to change their systems. On the other 

hand, FinTech companies are more customer-oriented and their operating systems are less rigid and 

have a better regulatory arbitrage. The structures within FinTech companies allow for innovation and 

because of this feature FinTech companies are always in touch with technological advances that are 

taking place in the market such as cloud and artificial intelligence as well as a high and unique 

customer experience that is anchored on personalisation, speed, relevance and seamless delivery. The 

structures within FinTech companies also provide them with the ability to rebuild non-performing 

structures. 

 

2.3.3.3 Comparison based on perceptions on technology 
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FinTech companies heavily dependent upon technology and its forms for its functioning. 

These technologies include automation, artificial intelligence and use of machine learning are 

significant for the functioning of FinTech companies as all their products and services are based on 

technology. These technologies help FinTech companies to provide faster, secure and convenient 

services to their clients. On the other hand, traditional banks are less technologically advanced as 

compared to FinTech companies. In order for traditional banks to remain relevant, they need to 

incorporate technology into their products and services.  

 

Figure 2. 4: Traditional versus digital banking (Schwab, 2015) 

 

2.3.3.4 Comparison based on potential coverage 

FinTech companies have a larger market distribution as compared to traditional banks, which 

are more limited. With higher mobile connectivity and internet penetration, FinTech companies have 

an added advantage in the market as their services are available anywhere and at any time. Traditional 
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banks are only limited to their physical branches which may not be as easily accessible to customers 

as digital platforms are. 

 

2.3.3.5 Comparison based on personalisation:  

FinTech companies are leading in customer experience as their products and services focus 

on functionality, accessibility, personalisation and convenience. However, traditional banks were 

initially considered as laggards and catching up by improving their services and customer experience. 

Traditional banks have started to remodel their business model from simply offering credit and 

deposits to a model that focuses on security, trust, and quality service for the customer. 

 

2.3.3.6 Comparison based on loan access and interest rates 

FinTech companies offer easy access to loans and credit facilities through their various 

platforms such as peer-to-peer lending which is ideal for individuals or small businesses. These credit 

facilities are easy to apply and get as compared to acquiring a loan from a traditional bank. The 

interest rates for FinTech companies and platforms are also less as compared to traditional banks 

which are usually high. This factor has brought a lot of disruption in the traditional bank industry 

which now opts to form mergers with FinTech companies or create their own FinTech companies to 

get a scope of this market gap.  

There are various factors that accelerate the change from traditional to digital or FinTech 

banks; among the major factors is advancing speed of technology in financial systems. More countries 

are adopting new technologies every day and factors such as increased mobile connectivity and 

increased internet penetration further advance this adoption. This means there are more avenues to 

speed up processes and improve customer experience in banking by using technology to revolutionise 

the industry. Another factor that has contributed to digital banks is increased openness by the market 
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to digital tools, products, and solution (Jin, Seong, & Khin, 2018). More people are open to innovation 

and change as compared to era passed two decades where the idea of online banking was still new 

and unexploited. Although, digital banks are more popular with millennials or rather the digital 

nativesô era, it is becoming a preferred method of global banking.  

Another accelerator is that more countries are counted under transition phase with regard to 

FinTech regulations and government is creating a suitable environment for their growth. For example, 

UAE is establishing a digital city in Dubai which has gone a long way in promoting digital banking 

and FinTech start-ups. Traditional banks are also coming on board by partnering with FinTech start-

ups or providing incubation that will accelerate their growth in the market. Rather than seeing them 

as a threat, traditional banks are now using them as an opportunity in embracing technology.  

 

2.3.4 Speculations 

There are various speculations towards the future of FinTech and based on its recent definite 

trends it is clear that FinTech is the next big thing. A lot has taken place in the banking and financial 

industry over the last decade, with a majority of these changes being facilitated by the advances in 

technology as well as increased mobile connectivity and internet penetration in countries such as the 

UAE. Going forward into the future, these are some of the speculations or trends that are likely to 

take place: 

 

2.3.4.1 Traditional banks collaborating with FinTech 

When FinTech was still taking shape in the market, they were competing with the traditional 

and more conventional financial institutions and banks. On the other hand, traditional banks consider 

FinTech companies as a disruption to their business thus counted as competitor. However, recent 

trends (specifically at the turn of 2017) have seen a shift from competition to collaborate with 
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traditional banks; FinTech companies are now being more open to the idea of joining forces where 

both can benefit from each other (Kelly, Ferenzy, & McGrath, 2017). Banks can now continue earning 

revenue and retain their customers, while FinTech companies can find legitimacy through 

conventional payment methods. 

 

Figure 2. 5: Partnership imperatives and opportunities for banks and FinTech (EY, 2017) 

 

2.3.4.2 Faster financial transactions 

The emergence of FinTech companies has revolutionised payment systems and financial 

transactions. With the technology that FinTech companies employ, digital payments have been made 

easier and faster than ever before. Going forward, it is expected that these payment systems will be 

even faster, cheaper and more secured (PWC, 2016). Through collaboration with traditional banks, 

FinTech companies are investing heavily in cybersecurity as well as real-time payment and peer-to-

peer lending. 
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2.3.4.3 Increased focus on artificial intelligence (AI) 

Although, advancement in technology has created vast opportunities that are beneficial to all; 

it also comes with serious threats such as online fraud and others. Current trends are now focusing on 

developing and enhancing artificial intelligence and machine learning to detect fraud and ensure 

financial transactions (Mehta et.al., 2015). With the advancements that is made on artificial 

intelligence FinTech companies are now in a position to make more informed and efficient decisions 

as well as come up with comprehensive solutions to some of the challenges they encounter. A 

significant element in artificial intelligence is predictive analysis which is used in analysing big data 

in financial institutions like customer details.  

 

2.3.4.4 The emergence of blockchain 

At the start of 2017, FinTech companies started to explore the idea of blockchain technology. 

Big data in financial institutions are now being stored in a digital format and this has greatly facilitated 

the updating of transactions in real-time (Sultan et.al., 2018). If implemented correctly, blockchain 

will help financial institutions save large amounts of money ï a positive and remarkable step forward 

for the industry. This technology can revolutionise banking industry.  

 

2.3.4.5 Advanced mobile wallets 

Mobile wallets have started to become a preferred method of storing money as plastic cards 

are starting to lose their charm. On the other hand, smartphones and phone wallets are continuously 

becoming a preferred method of payment due to its user-friendly interface (Mahindra Comviva, 

2016). In the coming years, it is expected that there will be widespread use of smartphones and mobile 

wallet apps by a greater part of the population worldwide. 
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2.3.4.6 Cloud computing still be in use 

Cloud computing technology has proved its efficiency over the past few years and it is 

expected that it will still be in use as more FinTech companies are offering cloud-based services. 

Perhaps FinTech companies will integrate with other cloud providers to offer more complex services 

such as management of content, data analytics, data storage and others. 

 

2.3.5 Opportunities in FinTech Start-Up Solutions 

There are various opportunities for FinTech start-up solutions across the world and these 

opportunities have been further made possible by advancing technology as well as internet availability 

and accessibility. These following are some of the specific opportunities that FinTech start-ups can 

explore. 

1. Mobile banking for those who cannot access traditional banks such as people living in rural 

areas or expatriates and immigrants who may require a lot of paperwork to open a bank 

account in conventional bank. This category of people provides FinTech start-ups with the 

market in which they need to grow. 

2. Personal finance management is also another opportunity that FinTech start-ups can explore 

by providing digital tools that allow customers to properly manage their finances and assets 

(KPMG, 2019).  

3. Providing finance for individuals and small businesses is also another start-up opportunity for 

FinTech companies. As stated in previous paragraphs, a key sector within FinTech solutions 

is the provision of peer-to-peer lending which is continuously becoming popular among 

people. 

4. Providing innovative processes for payment and money transfer is also another opportunity 

for start-up FinTech companies (Oliver Wyman & Omidyar Network, 2018). With the 
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introduction of the digital native generation, these digital payment and transaction processes 

are becoming more of a need rather than a want. This is a big market for FinTech companies 

to explore and tap into. 

5. Another opportunity is accessible in investing and online trading which is starting to become 

popular especially with the advancements in artificial intelligence and machine learning. 

6. The advancement of big data and predictive analytics also provides great opportunity for 

FinTech start-ups who may want to explore the technology in offering big data services and 

solutions. 

7. Another opportunity that is currently taking shape is blockchain technology, cryptocurrency 

or digital currency. These two technologies has revolutionised the financial industry and 

FinTech companies by focusing on them will stand to gain a lot in the future.  

 

 

2.3.6 Key Risks and Start-up Challenges 

Despite fast growth rates and countless opportunities FinTech companies are associated with 

the industry also faces some risks and challenges that might undermine its sustainability in the future. 

Most of these challenges are manageable and can be addressed with time. These challenges include: 

2.3.6.1 Regulations 

This is among the significant challenges that FinTech companies have to deal with. The 

technology industry is constantly evolving and because of these laws and regulations that govern the 

sector also change constantly. These regulations come with heavy investments as FinTech companies 

spend a lot of time and resources (Drummer et. al., 2016) to ensure that they comply with the set 

regulations and changing laws. This also means that FinTech companies always need to be aware of 

the changes made in regulation. The burden of handling compliance in FinTech start-ups is also 
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greater as they have fewer people as compared to traditional banks which have whole teams dealing 

with compliance of regulations. 

 

2.3.6.2 Cybersecurity:  

This is also another major challenge for all technology and FinTech companies. The sensitive 

nature of this kind of business conduct make them a target for fraud and cyber-attacks (Gelis & 

Woods, 2014). Every year, cyber-criminals launch more sophisticated and frequent attacks that 

require FinTech companies to vigilant always. As a countermeasure, these FinTech companies have 

invested heavily in systems that can thwart these attacks. However, not all FinTech start-ups have the 

financial ability to make such investments; hence, it is recurring issue. 

 

2.3.6.3 Maintaining and retaining the human touch 

FinTech companies operate in a way that they reduce one-on-one interactions with their 

clients. This is a point of a disadvantage as compared to traditional banks, whose services are 

anchored on the óhuman touchô factor. With the use of artificial intelligence and machine learning, 

this issue may become more prevalent in the future. By not having the óhuman touchô, FinTech 

companies also find it difficult to persuade customers to leave traditional banks and join them. 

However, this can be mitigated by focusing on consumerôs need and experiences and implementing 

them on every product, service, and solution. 

Other challenges and risk factors may include micro and macro-financial risks as well as 

operational and economic (supply and demand) risks. To mitigate some of these risks, FinTech 

companies can focus on diversification and decentralisation that can enhance efficiency, increased 

transparency, as well as increased access and convenience to the customer. 
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2.3.6.4 Focus on outsourcing and partnering risk 

As a recent trend, FinTech companies and banks have collaborated to deliver fast and efficient 

services to their clients. Although, these partnerships and combined efforts have proved beneficial 

for both sectors, there are still some challenges and risks involved (Pollari & Raisbeck, 2017). Among 

those risks include internal competition which may affect the partnership as each tends to outdo the 

other ï an element that is not good for business. Another risk is the occurrence of conflict of interest 

and ideas, where traditional banks have a way of doing things while FinTech companies want to 

explore new and untested ideas. Other risks include operation risks, third-party management risk, 

money laundering, compliance risks, as well as strategic and profitability risks. 

 

2.3.7 FinTech and LASIC Principles 

The LASIC principles are used to define five crucial attributes that FinTech companies can 

implement in achieving a sustainable social business environment for financial inclusion as well as 

improve income and wealth inequality (EY Global Financial Services Institute , 2015). These 

principles include low margin, asset-light, scalable, innovative and ease of compliance. 

 

2.3.7.1 Low margin  

Low margin is an important element in the success of FinTech companies, primarily because 

of the widespread internet access and use results to users seeking for the lowest prices and in most 

cases, free services. The initial stage of setting up a technology requires a lot of funding; however, 

once the critical mass is created, income and profits can be achieved through avenues such as 

advertisements and user subscriptions (Chuen & Teo, 2015). At the user level, profits will remain low 

but profits can be made through obtaining a large mass of users. FinTech companies can also attain 

profitability through the subsequent build-up of big consumer data which relies on the consumerôs 



 
 

 
46 

 

spending habits. The low margin has a period of a high burn rate where there is little or no revenue. 

This is then followed by an exponential growth where multiple sources of revenue are involved such 

as advertising. 

 

2.3.7.2 Asset light  

Asset light entities can be innovative and achieve scalability without incurring huge costs on 

their assets and as a result there is a relatively low marginal cost is observed. 

 

2.3.7.3 Scalability  

In order to realise the benefits of network externalities, FinTech companies need to achieve 

scalability; however, this must be done without drastically increasing the costs or compromising the 

effectiveness and efficiency of the product technology. Online businesses are easier to scale up as 

they are not restricted to physical outlets. Regardless of that fact, FinTech companies also need to 

ensure their technologies that can be scaled up. 

 

2.3.7.4 Innovative  

FinTech companies need to be innovative and this should be reflected in their products as well 

as their operations. With advances in technology and the widespread use of smartphones and the 

internet, a lot of innovation can be done by FinTech companies. 

 

2.3.7.5 Ease of compliance  

The level of compliance regulations and regimes has a significant impact on FinTech 

companies. Entities or sectors that are not under high compliance have the freedom and ability to be 

more innovative and enjoy low capital requirements. Another added advantage of lightly regulated 
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sectors is companies that will spend fewer resources on compliance activities. An easy compliance 

environment also gives incentives to FinTech companies which is supported by social, financial and 

economic inclusion. 

 

Table 2. 2: Risks and Opportunities associated with FinTech (Ajlouni & Al -Hakim, 2018) 

 

2.4 Technology Innovation 

Technology innovation is the backbone and driving force for FinTech companies. Their 

products, services, and solutions are based on technology and innovation that makes these processes 

better and more convenient for the customer. Innovation in this context refers to the application of 

new and better ideas or solutions that will meet or fill in the current need of market. FinTech 

companies are unique from traditional banks because of innovation factor. They are known to be 

more technologically advanced as their products and solutions are technology-based. Innovation is 

crucial in digital banking as FinTech companies need to constantly come up with new ideas, products 

and solutions not only to attract and retain their customers but also to be ahead of the competition 

(Saksonova & Kuzmina-Merlino, 2017). With the frequent advances in technology, FinTech 

companies are in constant competition with each other. The only element that sets each FinTech 

company apart is its ability to be innovative technologically. 
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2.4.1 Digitation of Infrastructure 

FinTech is creating a revolution in the financial and banking sector through the digitisation of 

traditional banks and its infrastructure. The FinTech revolution is bringing with it a new era of 

developments that is affecting the entire financial industry from start-ups to well-established 

traditional banks. Despite the threat, it poses on the survival and relevance of conventional banks, 

FinTech is bringing in much-needed innovations and as a consequence, high-quality, digital services 

are now available to the public. This new wave of technology is not just being embraced by individual 

people and small businesses, but also by large global institutions who have acknowledged the 

transformative effects of this new-age financial transaction being offered by FinTech companies. 

As a consequence of this global trend, traditional banks are now showing a willingness to 

actively seek out innovations by FinTech companies that could help to enhance their services and 

enable them to retain their market share (Accenture, 2016). A step forward for banks in digitalising 

their infrastructure is improving their core banking systems by the use of technology, which could 

significantly reduce the operating costs. However, most banks opt to improve their already existing 

systems and infrastructure as opposed to replacing them with new and advanced ones. These changes 

include improvements on how banks handle big data, as well as the introduction of cloud computing, 

artificial intelligence and data analytics in their existing systems. Through these systems, banks are 

now more sustainable and resilient to market changes and most of all, it reduces the potential of loses 

and increases profits. 

Mobile network technology is also continuing to make remarkable progress as mobile network 

provider Etisalat introduced the 5G network in February 2019. The telecom operator is currently 

working with Huawei (Gulf Tech News, 2019) in deploying the network as well as putting in place 

network infrastructure by building 600 5G sites and 300 5G Etisalat towers that will provide and 

support 5G to all its customers across the UAE (Gulf Tech News, 2019). This new technology will 
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allow customers to experience maximum speeds as compared to the 4G network. The 5G network 

technology can support up to a million devices per square kilometre, unlike the 4G network which 

can only support 4000 devices per square kilometre. In addition to that, when a user crosses from one 

tower cell or site to another, their mobile device is handed off automatically and in a seamless manner 

to the antenna in the new cell. With faster data connectivity and high speeds and frequencies of 

between 28 GHz and 60 GHz, this technology will revolutionise the financial technology industry in 

UAE.  

Another advance in infrastructure is cloud computing which allows banks to reduce their 

infrastructure costs even to about 30 percent or even more. However, the implementation of this 

digital infrastructure depends on a few elements such as whether the bank is outsourcing its IT 

functions, or bank plans on using a public, private or hybrid cloud and the applications they will use. 

The amount of data also determines the application to use ï horizontal applications are easy but 

occupy less, while vertical applications are more complex but take up more data. Another 

improvement in infrastructure is the adoption of automation in services such as cash transactions, 

borrowing, and customer experience among other applications.  

 

 

2.4.2 Instant Payments 

The introduction and revolution of digital banking system brought with instant payments 

which has been among the core functionalities of products by FinTech companies. Instant payments 

allow customers to exchange money or make transactions in real-time regardless of where they are 

and what time they are making the payment. This has been greatly facilitated by advances in financial 

and banking technology as well as the increased internet penetration in various parts of the world. 
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Instant payments have revolutionised banking and business transactions as banks and businesses are 

now connected, thereby, facilitating trade. 

The growth of e-commerce has also changed peopleôs spending patterns as people are no 

longer limited or confined to regular business hours. Because of this trend, banks and FinTech 

companies are constantly under pressure to upgrade their systems to make payments easier, faster, 

convenient, and cheaper. More people are purchasing items online or making credit card payments 

such as Visa or MasterCard instead of cash as it is viewed as a safer method of making transactions. 

These transactions also come with immediate notifications of account activity either through SMS 

notification or daily, weekly or monthly statements sent via email. In meeting the customer demand 

as well as adapting to technological changes in the market, more traditional banks are now offering 

instant payment platforms or they collaborate with FinTech companies to make instant payments 

more convenient for the consumer. 

 

Figure 2. 6: The impact of technology on banking over the next years (Marous, 2018) 
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2.4.3 Cryptocurrency and Financial Transactions 

Cryptocurrency refers to a digital or virtual form of currency that applies cryptography or in 

simpler terms codes as a technique for security. This technique or feature makes cryptocurrency 

difficult to counterfeit or forges as its systems are based on blockchain technology. These two features 

(cryptocurrency and blockchain) are as a result of technological advances in digital banking in making 

financial transactions more secure (DeVries, 2016). Cryptocurrency is by far the most advanced form 

of digital banking because of its organic nature as it is not issued by any other central authority, unlike 

actual currency and notes that are easily susceptible to government interference and manipulation. 

Bitcoin (BCH) is considered as among the pioneer and most popular blockchain-based 

cryptocurrency, globally. Today, there are several other cryptocurrencies each with varied functions 

and specifications such as Litecoin (LTC), Zcash (ZEC), Ethereum (ETH), Dash (DASH), EOS 

(EOS) and Ripple (XRP) among many others (Houben & Snyers, 2018). Despite the security 

associated with cryptocurrencies, they are not fully immune to the ever-impending threat of hacking 

which is now measured as a global threat, especially for FinTech. 

 

2.4.4 Blockchain  

Blockchain refers to a distributed, decentralised public ledger that consists of the record-

keeping technology behind cryptocurrencies such as bitcoin. The blockchain is made up of blocks 

that consist of digital pieces of information which have three parts. The first part is the blocks that 

store information about the transaction such as the date, time and amount in dollars or any other 

currency. The second part is blocks, that store information about who is participating in the 

transactions for example, who is sending and receiving the money transaction. Every digital 

transaction is categorised with its own unique digital signature that identifies the participants in the 
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transaction (Zheng et. al., 2017). The third part is blocks, that store information which distinguishes 

it from other blocks. Each block has a unique code or hash that makes it unique from other blocks.  

Each time a block stores fresh data, it is added to the blockchain. However, for this to take 

place a transaction needs to first occur then this transaction needs to be verified by a network of 

computers that consist of thousands or millions (in the case of Bitcoin) computers across the world. 

For example, while purchasing something online, a network of computers will check if the transaction 

took place was intended by confirming the purchase details such as time, amount of money and 

participants. The transaction also needs to be stored in a block once it is verified. Thereafter, that 

block is given a hash or a unique code and added to the blockchain (Adam-Kalfon & Moutaouakil, 

2017). It should be noted that when a block is added to a blockchain, it is made available for anyone 

to view. Blockchain technology is secure as new blocks are added in a linear and chronological 

manner that makes it difficult to alter previous contents of the block. Each block also contains its own 

hash which is created by a math function or algorithm and cannot be altered unless the hash is also 

altered.  

 
 

Figure 2. 7: How a blockchain works (Wild, Arnold, & Stanford, 2015) 
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2.5 Bank Supervisors and Regulatory Frameworks 

Bank supervision and the establishment of regulatory frameworks are determined by the Central 

Bank of each country, including UAE. In addition to these regulations and supervision, individual 

banks set up their frameworks to monitor their activities too. In the UAE, banks are regulated through 

established laws such as the UAE Federal Law No. 14 of 2018 that is commonly referred as the 

Banking Law. Other laws include UAE Federal Law No.18 of 1993 (the Commercial Code) as well 

as other various circulars, notices, and resolutions that are issued by the UAE Central Bank from time 

to time (Hashmi, 2007).  

The Banking Law in the UAE as with most countries, gives the Central Bank the provision for 

the issuance of currency, supervision of banking activities, directing the credit policy, maintaining 

gold and foreign exchange reserves, acting as the governmentôs bank, advising the government on 

financial matters as well as acting as a bank for other banks in UAE in order to perform certain 

functions on their behalf (Central Bank, UAE, 2016). The role of the Central Bank in supervising the 

banking industry is significant as it ensures that financial institutions are operating in accordance with 

the law and the set regulations (BIS, 2012). It is also important as it ensures that there are no bank 

failures which might have a devastating effect on the countryôs economy. 

 

2.5.1 Increased need for collaboration 

Digital banking is continuing to take root in the financial industry, there is now an increased 

need for collaboration in between banks and FinTech. The financial ecosystem is in a transformation 

phase as new FinTech entrants are joining the market at a regular basis, while traditional banks are 

adapting to digitalisation, advances in technology and the need to enhance the customer experience. 

With the competition getting stiffer, traditional banks now realise that collaboration is the ideal path 
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for them if they want long-term growth (EY, 2017). It should be noted that there is a big difference 

between realising the need for collaboration and taking the necessary steps to make it a reality. With 

the differences in culture, infrastructure demands and ever-changing compliance regulations; a 

collaboration between banks and FinTech is not as easy as it sounds. 

For collaboration to be successful, both banks and FinTech companies must build their 

partnership around four pillars ï people, finance, business, and technology. They also need to be 

aware of each other's strength and weaknesses to improve the customer experience as well as reduce 

operational costs and maximising profits (Moore, 2018). The goals for these collaborations must be 

set and analysis should be conducted on whether it can deliver the level of personalisation, 

transparency, speed, and seamless service to their clients while mitigating potential threats from 

competitors.  

The rationale behind the collaboration is to join forces in creating a stronger entity that would 

not be possible if different entities would stand on their own. It is viewed as a win-win for both banks 

and FinTech as each fills the weakness of other and both enhances each other's strengths. Traditional 

banks lack the digital backbone in their operations and because of this, it is very difficult for them to 

be innovative and catch up with the market trends. FinTech companies lack market trust as they are 

not well established as their traditional counterparts (Marous, 2018). A partnership between the two, 

therefore gives traditional banks an innovative boost, while FinTech companies get access to the 

traditional bank's well-established market and distribution network ï it is a win-win situation for both. 

 

2.5.2 Banks supervisors' internal organisation 

The banking sector is supervised by the Central Bank; however, it is also monitored and 

controlled by other government entities such as the Ministry of Finance as well as a regulatory 

sandbox which is unique in every country. 
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2.5.2.1 UAE Ministry of Finance 

The UAE Ministry of Finance (MoF) is a government ministry that is charged with the 

management and development of financial resources of the UAE Federal Government. It does through 

the efficient and creative implementation of effective financial policies and premium national and 

international relations geared in protecting the financial system of the country. The ministry also 

formulates and implements the federal budget of the country each year (UAE Ministry of Finance, 

2019). In this process, the ministry prepares an annual draft budget law, prepares a draft resolution of 

the medium-term plan, and submits both drafts to the Cabinet for discussion and final approval. Once 

this process is complete, the ministry submits the draft law for the federal budget to the Federal 

National Council (FNC) two months before the commencement of the fiscal year. Once the FNC 

responds, the draft together with the feedback responses is sent to the Supreme Court for enactment. 

The current Minister of Finance is Hamdan bin Rashid Al Maktoum who is in charge of 

various departments within the ministry such as General Revenue, General Budget, Financial 

Operations, Government Properties, and Coordination of Fiscal Policies, among others. The ministry 

is guided by six finance strategic goals (UAE Ministry of Finance, 2018), which include:  

a. Enhancing the culture of innovation. 

b. Promoting the fiscal planning of the Federal Government and the general financial stability 

of the country.  

c. Strengthening the fiscal and economic competitiveness of the UAE.  

d. Maintaining the financial and economic interest of the country at a global level. 

e. Improve the efficiency and effectiveness of the budget by managing financial position and 

cash flows of Federal Government. 
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f. Rendering all administrative services as per the highest standards of quality, efficiency, and 

transparency. 

 

2.5.2.2 Central Bank of UAE 

The Central Bank of UAE is the state institution that is responsible for managing the currency, 

monetary policy and banking regulation in the United Arab Emirates. The Central Bank was 

established in 1973 as Currency Board of UAE; two years after UAE attained independence and was 

originally intended to issue independent currency that would be in use i.e. UAE dirham. In 1980, the 

Union Law was passed which established current Central Bank of UAE and given the authority to 

manage currency and ensure its stability, manage the countryôs credit policy in order to develop and 

regulate the banking system in the country. It has to be managed in order to act as the Governmentôs 

banker and provide monetary and financial support to manage the countryôs gold, currency reservoirs 

and act as the lender of last resort to commercial banks in the UAE (Central Bank of the UAE, 2019). 

The Central Bank of the UAE is overseen by a Board of Directors which consists of seven 

members (the Chairman, Vice Chairman, Governor, and four other members). The Governor must 

have the rank of Minister. Each of the seven members is appointed by a Union Decree after the 

approval from UAE Council of Ministers and serve a term of four years. The seven members are not 

allowed to serve on the board of any commercial bank in UAE; they should also not be worked as 

Cabinet Ministers and or members of the UAE Federal National Council.  

 

2.5.2.3 Regulatory Sandbox in the UAE 

A regulatory sandbox is an approach that is a live-like testing environment which summarised 

and published to ensure compliance to the regulation and security checks for financial operations of 

novel financial product, business models, and technologies, including cryptocurrencies and 
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blockchain systems. These operations are tested against a set of rules, supervisory requirements and 

set safeguard measures. A sandbox helps create conducive and contained environment in the financial 

sector (UNSGSA, 2017). It also helps in bringing down the cost of innovation, reduces the barriers 

to entry in the market, and facilitates the collection and analysis of important insights by financial 

regulators such as Central Bank. 

 

2.5.2.3.1 Abu Dhabi Global Market: Abu Dhabi Sandbox 

The Abu Dhabi Global Market (ADGM) is a broad-based international financial centre for 

local, regional and international institutions. The global market was established in accordance with 

the Federal Law No. 8 of 2004, Federal Decree No.15 of 2013, Cabinet Resolution No. 4 of 2013, 

and Abu Dhabi Law No. 4 of 2013. Chaired by Ahmed Ali Al Sayegh, the Abu Dhabi Global Market 

consists of three authorities that function independently; they include the Registration Authority, the 

Financial Services Regulatory Authority (FSRA), and ADGM Courts. These three authorities ensure 

that the business environment in Abu Dhabi operates in line with international best practices. It also 

develops and helps to support member institutions with the regulatory framework, legal jurisdiction, 

and a friendly business environment that is required for the sustainability of businesses. 

The Abu Dhabi Global Market launched its digital sandbox in September 2018 with the aim 

to accelerate the innovation of financial services as well as facilitate financial inclusion in the UAE 

and surrounding region. ADGM has partnered with ASEAN financial innovation network to take 

advantage of the global API Exchange (APIX) platform in driving financial inclusion globally as well 

as connecting banks and FinTech companies in the Middle East and North Africa (MENA) region 

with the ASEAN network (ADGM, 2018).  

This digital sandbox allows financial institutions and FinTech companies to join forces and 

experiment on products and solutions in a digital environment. This has made possible through the 
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support of regulatory standards developed by FSRA. The digital sandbox allows banks to source and 

procure solutions developed by FinTech companies both locally and globally. This has given them 

an opportunity to run digital tests and adopt those most suitable for the market as well as their business 

objectives (ADGM, 2018). The sandbox also in turn allow FinTech companies to offer their 

innovative solutions to stockholders in the international market and tap into cross-border markets. 

This allows a connection between the UAE and international markets. 

Despite the advantages digital sandbox brings into the market, one of the possible setback or 

challenge has the ability of banks to embrace innovation and integrate their existing systems with 

FinTech solutions. As a resolution, the ADGM sandbox supports the process to ensure that it is cost-

effective and secure (ADGM, 2018). The FSRA in return may develop guidelines on the standard 

requirements for IT security for open APIs and cloud adoption. 

 

2.5.2.3.2 Dubai International Financial Centre: Dubai Hive 

The Dubai International Financial Centre (DIFC) is among the world's most advanced 

financial centres and a leader in the Middle East, Africa, and South Asia (MEASA) financial hub. 

The DIFC is considered as the region's largest financial ecosystems. Moreover, it has engaged for 15 

years in facilitating trade and investment in the MEASA region connecting it to Asia, Europe, and 

the Americas (DIFC, 2018).  

The financial centre was established in 2004 and offers a comprehensive FinTech and capital 

environment that consist of cost-effective solutions, purposeful regulations, innovative programs, and 

funding for FinTech start-ups. In April 2017, DIFC under the leadership of CEO Arif Amiri who has 

launched the FinTech Hive (the Dubai Hive) to help accelerate the growth and development of 

financial technology in the region (DIFC, 2018). This hive may connect innovators within the 

financial technology sector with banks and other financial institutions within the region. 
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Figure 2. 8: Services offered by DIFC FinTech Hive (DIFC FinTech Hive , 2019) 

 

2.5.2.4 The Responsible Finance & Investment Foundation 

The Responsible Finance and Investment (RFI) Foundation was established to help bring 

together various forms of responsible finance practices as well as stimulate an agreement on the 

standards, practices and regulations that would govern the financial sector in the UAE and globally. 

It is paramount to note that regulations are necessary and most beneficial when the best ideas are 

incorporated into them; it is crucial in protecting economies from another financial crisis like the one 

which took place in 2008 (RFI Foundation, 2019). The financial crisis brought the realisation that 

financial ethics and regulation are crucial to the survival of businesses across the world. Having said 

that practicing responsible financial practices are important in determining the future of global 

markets and economies. These financial practices include sustainable, responsible, and impact 

investing (SRI), environmental and governance (ESG), and Islamic finance.  

 

2.6 Banking Platforms and Digitisation in the UAE 

There is a great urgency (about the next three to five years) for banks to become digitally 

proficient or risk becoming a laggard in the industry. In the few coming years, banks that are 
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successfully implementing digital technologies to automate their processes as well as adopt 

innovation in their products and improve customer experience will have more revenues and profits as 

compared to banks which have not adapted to technology solutions (UN, 2017). Laggards who fail in 

adopting new technologies might risk becoming irrelevant in the next three to five years.  

However, it is crucial to note that the digital transformation process is not as easy as it seems 

because it requires change in entire business structure as well as a cultural adjustment in the 

application development and data flow (World Bank, 2016). These changes should also be geared 

towards the adherence of quality and compliance as well as the establishment of security protocols to 

ensure the protection and integrity of private data. 

In recent years, banking industry in the United Arab Emirates has become a leader in digital 

banking in entire Middle East; joining the global trend of technology transformation, innovation and 

digitisation of the financial sector. Consumers in the UAE are fast adopting digital banking services 

by demanding more digital solutions that facilitate the ease of doing business as well as saves costs 

and time. Banks in the UAE are now venturing out to more advanced digital banking initiatives such 

as digital-online banking platforms as well as further enhancing the existing mobile banking services 

that have been in used. The banks are also rationalising their bank networks as well as refocusing 

their staff on value-added services that are less repetitive and more profitable. 

In the entire Gulf region, UAE undoubtedly has the most advanced digital technology 

infrastructure in entire industry of finance and banks including banking sector of UAE. The 

government has played a major role in ensuring the development of digital infrastructure in the 

country by investing in technology as well as attracting private investors towards the digital platforms 

for banking sectors. As a result, banks in the UAE are experiencing an upward rise in their cost to 

income ratios. With the digital transformation pace the country is taking, it will soon be among the 

most digitally advanced countries in the entire world. UAE is already ranked among the top countries 
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with regards to internet and social media usage, mobile subscriptions, digital optimism and mobile 

banking penetration (We are Social, 2018). This market trends to provide UAE banks with the better 

opportunities to invest in digital innovation with specialised focus on mobile banking. 

 

Figure 2. 9: Penetration of Online Banking in the GCC (Statista, 2017) 

 

In embracing digitalisation, banks in the UAE are increasingly applying advanced analytics 

to enhance their risk assessment and drive revenue as well as implement and refine the concept of 

óopen bankingô and óomnichannel digital banking platformsô which allow the connected ecosystem 

of financial services across various applications and platforms. At least 80 percent of urban consumers 

in the UAE and Saudi Arabia prefer to access their banking details on their phones and tablets (Shaikh 

& Karjaluoto, 2019) and only visit their bank branches in case of any complex circumstances. 

The UAE market characteristics are what make it a pacesetter in digital banking. The market 

has strong customer adoption with nearly 90 percent of the population using digital banking channels 

(Shirish et. al., 2016). The market is also characterised by consumers who increasingly adopt multiple 

banking channels in their day to day lives and it is also characterised by the consumer's openness to 

use digital banking platforms. These three characteristics make UAE the most suitable place for 

digital banking and its platforms. 














































































































































































































































































































































































































