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ABSTRACT 

The Artificial Intelligence (AI) is transforming the global banking sector, boosting efficiency, enhancing risk 

management, and improving customer experience. This study explores AI’s impact on commercial banks in 

Oman, focusing on its role in digital transformation, automation, fraud detection, and personalized services. 

Through a combination of qualitative and quantitative analysis, the research examines how AI-driven 

technologies like chatbots, machine learning, and predictive analytics optimize banking operations and 

customer satisfaction. The study also addresses challenges such as cyber security risks, regulatory compliance, 

and workforce adaptation. Findings reveal that AI contributes to cost reduction, increased efficiency, and a 

competitive edge, while emphasizing the importance of a balanced approach to its integration. The research 

offers recommendations for maximizing AI adoption in Omani banks to foster sustainable growth and 

innovation. 

Purpose: The study investigates how AI is reshaping the banking sector in Oman, analyzing its effects on 

operational efficiency, customer service, and decision-making, while highlighting both the opportunities and 

challenges Omani banks face in adopting AI. 

Research Methodology: The study employs a structured methodology to assess AI's impact on Omani 

commercial banks, including in-depth interviews with key bank employees and managers and a survey of 200 

respondents. It outlines the research design, data collection methods, and analytical techniques used to evaluate 

AI's influence on banking operations and decision-making. 

Result: The Artificial Intelligence has notably enhanced banking efficiency, accuracy, customer service, and 

risk management in Oman. However, challenges such as the need for skilled workers, high implementation 

costs, and data privacy concerns persist. AI is recognized as a key driver of innovation and competitiveness 

within the Omani banking sector. 

Keywords: Artificial Intelligence, Commercial Banks, Oman, Digital Banking, FinTech, Risk Management, 

Customer Experience. 

INTRODUCTION 

The rapid advancement of Artificial Intelligence (AI) has significantly transformed the global banking 

industry, reshaping traditional financial services and enhancing operational efficiency. In Oman, commercial 

banks are increasingly leveraging AI technologies to streamline operations, improve customer experiences, and 

strengthen risk management. AI-driven innovations, such as machine learning, robotic process automation 

(RPA), and predictive analytics, are revolutionizing areas like credit scoring, fraud detection, customer service, 

and compliance management. 

The Omani banking sector, which plays a crucial role in the country’s economic development, is undergoing a 

digital transformation, with AI at its core. As customer expectations evolve and regulatory frameworks adapt 

to technological advancements, commercial banks in Oman face both opportunities and challenges in 

integrating AI into their business models. While AI has the potential to enhance financial inclusion, reduce 
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costs, and increase operational efficiency, concerns regarding cyber security, data privacy, and workforce 

displacement remain key considerations. 

This study aims to analyze the impact of AI on Omani commercial banks by examining its influence on 

operational efficiency, customer experience, risk management, and financial performance. The research will 

also explore the challenges associated with AI adoption and provide insights into the future of AI-driven 

banking in Oman. By assessing real-world applications and industry trends, this study seeks to provide 

valuable recommendations for banks, policymakers, and financial institutions aiming to optimize AI utilization 

in the Omani banking landscape. 

Purpose of the Study: 

The purpose of this study is to analyze the impact of Artificial Intelligence (AI) on the operations, efficiency, 

and overall performance of commercial banks in Oman. The research aims to explore how AI technologies, 

such as machine learning, robotic process automation (RPA), and predictive analytics, are transforming 

banking services, enhancing customer experience, improving risk management, and driving financial 

innovation. 

Significance of the Study: 

The significance of this study lies in its exploration of the growing impact of Artificial Intelligence (AI) on 

commercial banks in Oman. AI is transforming the global banking sector, enhancing efficiency, reducing 

costs, improving customer experience, and mitigating risks. This study is particularly relevant for the Omani 

banking industry, where digital transformation is rapidly evolving.  

Definition of Terms 

1. Artificial Intelligence (AI): AI refers to the simulation of human intelligence in machines, enabling 

them to perform tasks such as learning, reasoning, problem-solving, and decision-making. In banking, 

AI is used for automation, fraud detection, customer service, and risk assessment. 

2. Digital Banking: Digital banking involves delivering traditional banking services through digital 

platforms, such as mobile apps and websites, enabling customers to access accounts, transfer funds, 

apply for loans, and perform other transactions online without visiting a physical branch. 

3. Commercial Banks: Commercial banks are financial institutions that offer a range of banking services 

to individuals, businesses, and organizations. These services include accepting deposits, providing 

loans, facilitating payments, and offering financial advisory services. 

4. Oman: A country located in the south eastern Arabian Peninsula, officially known as the Sultanate of 

Oman. Oman's banking industry is overseen by the Central Bank of Oman (CBO), and recent 

advancements in Artificial Intelligence (AI) and FinTech have significantly influenced banking 

operations, enhancing efficiency, customer experience, and financial security. 

5. Machine Learning (ML): A subset of AI that enables systems to learn and improve from experience 

without being explicitly programmed. ML is used in banking for credit scoring, risk assessment, and 

fraud detection. 

6. Natural language processing (NLP): AI in banking, natural language processing (NLP) is a subfield 

of AI that focuses on the interaction between computers and humans through natural language. It 

enables machines to understand, interpret, and generate human language, facilitating applications such 

as chat bots, virtual assistants, and automated customer service systems.  

7. Chat bots: AI-powered virtual assistants that provide automated customer support through text or 

voice interactions. Many Omani banks use chat bots to enhance customer experience and streamline 

banking operations. 

8. Block chain Technology: Block chain Technology is a decentralized and distributed ledger system that 

records transactions across multiple computers in a secure, transparent, and tamper-proof manner. 

9. Fin Tech (Financial Technology): The integration of technology in financial services to improve 

efficiency, security, and accessibility. AI-driven FinTech innovations in Oman include mobile banking, 

digital payments, and block chain technology. 
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10. Risk Management: The process of identifying, assessing, and mitigating financial risks. AI enhances 

risk management in banks through predictive analytics and real-time monitoring of transactions. 

11. Fraud Detection: The use of AI algorithms to analyze banking transactions and detect suspicious 

activities, reducing financial fraud in commercial banks. 

12. Customer Experience (CX): The overall experience of customers with banking services. AI improves 

CX through personalized recommendations, automated services, and 24/7 customer support. 

13. Robo-Advisors: AI-driven digital platforms that provide automated financial advice and investment 

recommendations based on user data and preferences. 

14. Big Data Analytics: The process of analyzing large datasets to uncover patterns and insights. 

Commercial banks in Oman use AI-powered big data analytics for decision-making, marketing 

strategies, and risk assessment. 

LITERATURE REVIEW 

The literature review examines the Artificial Intelligence (AI) has emerged as a transformative force in the 

banking sector, offering enhanced operational efficiency, customer experience, and risk management 

capabilities. In the context of Omani commercial banks, AI adoption is expected to drive significant changes in 

financial services, impacting areas such as fraud detection, personalized banking, and regulatory compliance. 

This literature review explores existing research on AI implementation in banking, focusing on its benefits, 

challenges, and the specific implications for commercial banks in Oman. 

The literature review highlights that AI has a profound impact on the commercial banking sector by improving 

efficiency, enhancing customer experience, strengthening risk management, and fostering financial innovation. 

However, challenges such as regulatory barriers, cybersecurity risks, and ethical concerns must be addressed to 

ensure AI's sustainable implementation in Omani commercial banks. Future research should explore AI’s long-

term impact on banking profitability and financial inclusion in Oman. The literature also examines prior 

studies’ findings and suggestions. 

1. Abdallah Al Assuli (2025) conducted the study one “Impact of artificial intelligence using the robotic 

process automation system on the efficiency of internal audit operations at Jordanian commercial banks”. The 

study indicates that robotic process automation systems enhance the internal audit process by reducing the cost 

of operations, eliminating human errors, and smoothing work processes. The robotic process automation 

system will allow continuous auditing, real-time risk management, and proper reporting; hence, it will change 

the role of internal auditors and, in the end, improve organizational compliance and performance. This study 

asserts that the banking industry must integrate AI-driven automation to maintain its competitiveness in the 

constantly changing financial landscape. 

2. Shaima Al Balushi (2025) conducted the study on “Harnessing the Power of AI: A Case Study of Digital 

Transformation in the Banking Sector:” This study examines the strategic integration of AI in Oman's banking 

industry, addressing challenges such as out dated systems and the growing demand for personalized customer 

services. It highlights how AI automation enhances operational efficiency by handling repetitive tasks like 

document verification and transaction processing 

3. Al Wahshi and Shahzaib (2025) conducted the study on “AI Revolutionizes Oman’s Banking Industry: A 

Focus on Fraud Detection, AML, and Future Challenges”.The importance of public-private collaboration to 

foster AI adoption, suggesting initiatives like regulatory sandboxes where banks can test AI solutions in 

controlled environments. As Oman progresses towards Vision 2040, AI will be a key driver in shaping the 

future of banking, but its success will depend on balancing innovation with responsible data governance and 

ethical practices. 

4. Jomar Mendoza (2025), conducted the study on “AI’s Transformative Impact on Oman’s Banking Sector”. 

This article discusses how AI is revolutionizing Oman’s banking industry, particularly in fraud detection, anti-

money laundering compliance, and operational efficiency. It also addresses challenges related to data 

governance, regulatory compliance, and ethical AI use that financial institutions must navigate to fully harness 

AI’s potential. 
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5. Mohammed Jahangir Ali (2025), conducted the study on “The Role of Fintech and Digital Banking Systems 

in Commercial Banks in Oman" This research examines the transformative impact of Financial Technology 

(FinTech) and digital banking systems, including AI, on commercial banks in Oman. It explores how 

technologies like digital payments, mobile banking, blockchain, and AI enhance efficiency, accessibility, and 

competitiveness, while also addressing challenges such as cybersecurity risks and regulatory compliance. 

6. Murtadha Abdullah Khairi Abdullah and Nizar Qashta (2024) conducted the study on “The Peculiarity of 

Civil Liability for Errors of Artificial Intelligence in the Banking Sector under Omani Legislation” This study 

examines civil liability issues arising from errors in AI banking applications under Omani law, analyzing the 

mechanisms of AI in banking operations and assessing legal frameworks related to AI-induced damages. 

7. AI Storyteller (2024) conducted study on “Revolutionizing Finance: The Role of Artificial Intelligence in 

Oman Arab Bank’s Digital Transformation" This article examines how Oman Arab Bank (OAB) has 

integrated AI technologies since initiating its digital transformation strategy in 2014. It highlights AI 

applications in customer service automation, fraud detection, and operational efficiency, demonstrating how 

AI has enhanced banking operations and customer experiences at OAB. 

8. Michael Ikenna Udodiugwu (2024) conducted the study on “The Role of Artificial Intelligence in Enhancing 

the Performance of Banks in Nigeria” The integration of Artificial Intelligence (AI) in the banking sector has 

significantly increased in recent years, contributing to various benefits such as enhanced customer self-service, 

improved processing of customer requests, streamlined complex transaction processes, and reduced reliance on 

manual operations. This study has revealed the numerous advantages of incorporating artificial intelligence 

(AI) into the banking sector. It has highlighted how AI can streamline complex transactions, ultimately making 

processes more efficient and user-friendly. 

9. Miad Saif Rashid Al Rawahi (2024) conducted the study on “The impact of digilization on Business and 

Opertions, Case study of Bank Oman” The study shows that digitalization has a positive impact on Bank’s 

business and operations and service efficiency, leading to customer loyalty. Digitization is of great importance 

for banks, because it is one of the reasons for the success of Bank. Despite the many benefits of digitization, 

there are some recommendations because digitization requires constant development, innovation and 

improvement.  

10. Xuanning Tian (2024) conducted the study on “The Role of Artificial Intelligence in the Digital 

Transformation of Commercial Banks: Enhancing Efficiency, Customer Experience, and Risk Management”. 

The study explored how AI can impact core components of digital transformation, which includes customer-

centric strategies, IT infrastructure modernization, cultural shifts, and cyber security. These findings 

demonstrate the ability of AI to significantly streamline operations by automating repetitive tasks, improving 

decision-making through data-driven insights, and strengthening customer loyalty through personalized 

services. Furthermore, AI is essential to enhancing risk management and improving financial stability by 

providing predictive analytics for fraud detection and credit assessment. 

11. Gaurav Aggarwal ( 2023) conducted the study on “Prospects and Challenges of Artificial Intelligence in 

Financial Services in Oman”. Artificial intelligence that it reduced cost and increase profit and AI has a better 

ability in carrying out users’ transactions and serving them. The findings indicates that customers of financial 

service companies are thrilled and open to the potential of the use of AI in Oman, which is why the newer 

generation of IT and computer science Students, potential students and graduates should invest in staying up to 

date and educated on artificial intelligence and machine learning should stay up to date and heavily educated 

on AI since they will be met with extensive demand from the work market in the near future. 

12. Sami Mebarki (2023) conducted the study on “The Impact of Artificial Intelligence on Banking and 

Financial Technology in Arab Countries Saudi Arabia, Qatar, UAE, Kuwait, and Oman, Using Structural 

Equation Modeling”. The study explores the potential of AI to improve financial services, reduce human 

errors, and increase efficiency in banking operations. It also examines the challenges and opportunities 

associated with AI implementation in the Arab banking sector. The findings suggest that AI has a significant 

impact on improving the accuracy of financial predictions, enhancing fraud detection, and optimizing risk 
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management. Additionally, the study highlights the importance of effective human-machine interaction and 

financial technology innovation in leveraging the benefits of AI. The results provide insights into the adoption 

and impact of AI in the Arab banking sector, offering recommendations for further integration and 

improvement. 

13. Ashwini T G, Muddasir Ahmed Khan. N, Abrar Hussain (2023) conducted the study on “Impact of 

Artificial Intelligence in Banking Sector”. The AI has positively impacted the banking sector by enhancing 

customer experience, improving fraud detection, enabling efficient risk management, automating processes, 

offering personalized services, facilitating advanced data analytics, ensuring regulatory compliance, and 

driving cost savings. It is important to recognize these potential negative impacts and actively address them 

through responsible AI implementation, robust governance frameworks, and on-going monitoring and 

evaluation processes. Striking a balance between the benefits of AI and the mitigation of potential risks is 

crucial for the sustainable adoption of AI in the banking sector. 

14. Debidutta Pattnaik , Sougata Ray , Raghu Raman (2023) conducted the study on “Applications of artificial 

intelligence and machine learning in the financial services industry: A bibliometric review”. This study 

provides a panoramic view of the research landscape surrounding the applications of AI and ML in the BFSI 

sector. Our findings highlight the significant emphasis placed by academia on exploring this area, underscoring 

the extensive research interest it has garnered. Understanding the dynamic trends and patterns within the 

literature becomes imperative for gaining valuable insights into the advancements, challenges, and prospects of 

this rapidly evolving domain. The findings have practical implications, advancing our understanding of AI and 

ML’s role in benefiting academia and industry. 

15. Satgian Singh Khalsa, A/L Harjit Singh, Noor Azma Ismail & Abdulaziz Al-Nahar (2024) conducted the 

study on “Artificial Intelligence in the Banking Industry: A Comprehensive Analysis of the current Landscape 

and Future Transformations”. The study’s conclusion highlights the significant findings regarding AI’s 

transformative role in banking, particularly its contributions to customer experience, fraud detection, risk 

management, and operational efficiency. These outcomes underscore AI's potential to streamline processes and 

enhance customer engagement while raising considerations around data privacy, regulatory compliance, and 

skill shortages. 

16. Ghazi Qasaimeh and Hussam Eddin Jaradeh (2022) conducted the study on “ The Impact of Artificial 

Intelligence on the elective Applying of Cyber Governance in Jordanian Commercial Banks “. This study 

aimed to know the effect of artificial intelligence on the effective applying of cyber governance in Jordanian 

commercial banks. It has been shown that there is a statistically significant effect of artificial intelligence on 

the effective applying of cyber governance in Jordanian commercial banks; Jordanian commercial banks carry 

out periodic maintenance operations for the devices used by them, and work to provide the necessary devices 

and equipment, when studying the dimensions of artificial intelligence individually. This indicates the 

interdependence between artificial intelligence techniques and applications (expert ystems, neural networks, 

genetic algorithms, and smart agents) on the effective application of cyber governance in Jordanian 

commercial banks, as these technologies and applications contribute to enhancing the effectiveness of cyber 

governance. 

17. Noora Habib Abdullah Al-Jailani (2020) conducted the study on "Investigating Consumer Intention 

Towards Adopting Artificial Intelligence-Enabled FinTech Applications: Mobile Banking Chatbot”. This 

study investigates factors influencing consumers' intention to adopt AI-enabled mobile banking chatbots in 

Oman. By integrating the Unified Theory of Acceptance and Use of Technology (UTAUT) with the 

Technology Readiness Index (TRI), the research identifies key determinants affecting behavioral intentions 

towards this technology. 

18. Amer Awad Alzaidi (2018) conducted the study on “Impact of Artificial Intelligence on Performance of 

Banking Industry in Middle East”.  The Artificial intelligence expected adoption in banking sector of Middle 

East region has opened up many opportunities. Currently artificial intelligence is used in detecting 

mismatching in transactions, providing personalised recommendations for the customers and developing 

solution for eliminating human errors. The reduction of manual task and reduced need for back office 
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operation can also be achieved by using artificial intelligence in banking sector. Banks in the region can use 

quick and efficient artificial intelligence systems can enable banking organisations to develop revenue 

generation models and start using smart financial management tools. 

19. J.R. Al Wahshi (2028) conducted the study on “The Impact of Adopting Business Intelligence Systems on 

Credit Risk Management: An Exploratory Study of the Omani Banking Industry”. This paper investigates the 

impact of adopting Business Intelligence (BI) systems in Omani banks, focusing on credit risk management, 

and evaluates the effectiveness of BI tools in mitigating potential credit risks. 

20. Sandeep Saxena and T. Ali Said Mansour Al-Tamimi ( 2017) conducted the study on “Big Data and 

Internet of Things (IoT) Technologies in Omani Banks: A Case Study”. This case study highlights the 

significance of implementing Big Data and IoT technologies in Omani banks, discussing opportunities and 

challenges associated with these technologies and emphasizing their potential to enhance forecasting, customer 

management, and service efficiency. 

Conclusion: Existing literature suggests that AI has the potential to revolutionize commercial banking in 

Oman by enhancing efficiency, customer satisfaction, and security. However, challenges such as regulatory 

constraints, high implementation costs, and cyber security risks must be addressed to fully realize AI’s 

benefits. Further empirical research is required to assess AI's long-term impact on Omani commercial banks 

and develop strategies for seamless integration. 

RESEARCH METHODOLOGY 

This study adopts a mixed-methods research approach to examine the impact of artificial intelligence (AI) on 

commercial banks in Oman. Primary data will be collected through surveys and interviews with banking 

professionals, while secondary data will be gathered from financial reports, academic journals, and industry 

publications. A quantitative analysis will assess AI's influence on operational efficiency, customer experience, 

and risk management, while qualitative insights will provide a deeper understanding of AI adoption challenges 

and opportunities. The study aims to provide a comprehensive evaluation of AI’s role in shaping the future of 

Omani commercial banks. 

A purposive sampling method will be used to select key bank employees and managers for interviews. For the 

survey, a stratified random sampling technique will be applied to ensure representation of various customer 

segments and banking professionals. The expected sample size includes 200 survey respondents (bank 

customers and employees) and 10–15 interview participants (bank managers and AI experts) 

Research Questions: 

1. How has artificial intelligence impacted the operations and performance of commercial banks in Oman? 

2. What are the key AI technologies adopted by commercial banks in Oman, and how do they enhance banking 

services? 

3.  How has AI influenced customer experience and satisfaction in Omani commercial banks? 

4. What are the benefits and challenges of AI implementation in the banking sector in Oman, particularly 

concerning operational efficiency and customer service? 

5. To what extent has AI improved risk management, fraud detection, and overall financial security in Omani 

commercial banks? 

Research Objectives:   

1. To examine the adoption of AI technologies in commercial banks in Oman and identify the key AI-

driven innovations implemented in banking operations. 
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2. To analyze the impact of AI on banking efficiency, customer experience, and risk management, 

including automation, fraud detection, and personalized financial services. 

3. To assess the challenges and limitations faced by Omani commercial banks in integrating AI, including 

regulatory concerns, cyber security risks, and workforce adaptation. 

4. To evaluate the role of AI in enhancing financial performance and competitive advantage for 

commercial banks in Oman. 

5. To explore future trends and opportunities for AI adoption in the Omani banking sector and provide 

recommendations for maximizing its benefits. 

Ethical Considerations The study will adhere to ethical standards in data collection. Informed consent will be 

obtained from all participants, ensuring that their responses are confidential and used solely for academic 

purposes. Participants will also be informed about their right to withdraw from the study at any time. 

Data Analysis Methods: 

Data Analysis and Interpretation: 

The implementation of Artificial Intelligence (AI) in Omani commercial banks has been increasing steadily in 

recent years. AI technologies, such as machine learning, chatbots, natural language processing, and data 

analytics, have transformed banking operations, customer service, risk management, and overall decision-

making. This section presents the analysis and interpretation of the data gathered from various commercial 

banks, including surveys, interviews, and financial performance reports, to assess AI's impact on these banks. 

AI Adoption in Omani Commercial Banks 

Based on data from the surveyed banks and interviews with key stakeholders, the following findings emerged 

regarding the adoption of AI: 

1. Prevalence of AI Usage: 80% of the banks surveyed indicated they have incorporated AI technologies 

into their operations. Most of these banks reported using AI in customer service (e.g., chatbots and 

virtual assistants), fraud detection, and credit scoring. 

2. Investment in AI: 60% of banks have allocated a significant portion of their IT budgets to the 

development and implementation of AI solutions over the past five years. However, the investment 

varies between banks, with larger banks such as Bank Muscat leading the way in AI adoption. 

Table 1: AI Adoption Rate in Omani Banks (Yearly Growth) 

Year AI Adoption Rate (%) 

2019 10 

2020 20 

2021 35 

2022 50 

2023 65 

2024 80 

The table1 illustrates the increasing adoption of AI in Omani banks over six years. AI adoption has shown a 

consistent upward trend, rising from 10% in 2019 to 80% in 2024. The growth rate has accelerated 

significantly, particularly from 2021 onwards, indicating a rapid integration of AI technologies within the 

banking sector. 
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Table 2: AI Applications in Omani Banks (Percentage Usage) 

AI Application Usage Percentage (%) 

Chatbots 75 

Fraud Detection 60 

Credit Scoring 55 

Investment Advisory 40 

Automation 70 

The table 2 highlights the key areas where AI is utilized in Omani banks. Chatbots are the most widely adopted 

AI application (75%), followed by automation (70%), fraud detection (60%), and credit scoring (55%). 

Investment advisory services have the lowest AI usage at 40%, suggesting that banks are focusing more on 

customer service, security, and operational efficiency. 

Financial Performance and AI Implementation 

The financial impact of AI adoption was assessed by comparing key financial performance indicators (FPIs) 

before and after AI implementation. The following findings were observed: 

1. Revenue Growth: Banks that implemented AI solutions reported an average increase in revenues of 5-

8% over the last three years. This growth was mainly attributed to improved customer service and 

better risk management practices. 

2. Cost Reduction: AI-driven automation has led to a significant reduction in operational costs. On 

average, AI implementation reduced operational costs by 15-20% in banks that have adopted AI 

technologies. This was mainly due to reduced human labor costs, especially in areas such as customer 

service and transaction processing. 

3. Risk Management: AI has enhanced the banks' ability to assess credit risk and detect fraud. Banks 

with AI-powered fraud detection systems reported a 10-15% reduction in fraud cases compared to 

those without AI systems. 
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This chart shows that AI implementation in banks has led to 5-8% revenue growth through improved 

customer service and risk management, 15-20% cost reduction due to automation, and a 10-15% decrease in 

fraud cases with AI-driven risk assessment and fraud detection. 

Customer Experience and Satisfaction: AI has had a noticeable impact on customer satisfaction and 

engagement: 

1. Improved Customer Service: 70% of surveyed customers stated that AI-based systems (such as 

chatbots) provided faster and more efficient responses compared to traditional methods. Customers 

were particularly satisfied with 24/7 support and quicker resolution times for basic inquiries. 

2. Personalized Services: Banks have also started using AI for personalized marketing and financial 

products. AI-driven analytics allow banks to offer tailored services to customers, improving 

engagement and satisfaction. 65% of customers indicated a preference for receiving personalized 

banking recommendations. 

Customer Experience and Satisfaction: AI has had a noticeable impact on customer satisfaction and 

engagement. The following statistical tables’ representations illustrate these improvements. 

Table 1: Impact of AI on Customer Service 

Aspect Percentage (%) 

Faster and more efficient responses 70 

24/7 Support satisfaction 70 

Quicker resolution times 70 

Table 2: Impact of AI on Personalized Services 

Aspect Percentage(%) 

Preference for personalized banking recommendations 65 

These tables show that AI has significantly improved customer satisfaction by enhancing service efficiency 

and personalization. 70% of customers reported faster responses, 24/7 support satisfaction, and quicker issue 

resolution, while 65% preferred AI-driven personalized banking recommendations. 
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Challenges and Limitations: Despite the positive impact, several challenges were identified: 

1. Data Privacy and Security: A significant number of banks (30%) expressed concerns about data 

security and privacy risks related to AI. While AI solutions can help identify security threats, there are 

still concerns over data breaches and misuse. 

2. Skills Shortage: There is a lack of skilled professionals who can manage AI systems. Banks have 

reported challenges in hiring and retaining AI experts. 

3. Regulatory Compliance: Some banks highlighted the difficulty in ensuring that AI applications 

comply with Oman's financial regulations. AI’s complex nature creates challenges in adhering to strict 

regulatory standards. 

Here’s a statistical table along with to represent the interpretation of results regarding AI adoption in Omani 

commercial banks. 

Table: Challenges and Limitations of AI in Omani Commercial Banks 

Challenge Percentage of Banks Reporting Concern 

Data Privacy and Security 30% 

Skills Shortage 25% 

Regulatory Compliance 20% 

Other Challenges 25% 

This table shows that Omani banks face AI adoption challenges, with data privacy (30%), skills shortage 

(25%), regulatory compliance (20%), and other issues (25%) like integration and costs.  

Interpretation of Results 

The data analysis reveals that the adoption of AI has positively impacted the commercial banks of Oman in 

terms of operational efficiency, financial performance, and customer satisfaction. However, the full potential 

of AI has yet to be realized, as banks are still grappling with challenges related to data privacy, regulatory 

compliance, and the skills gap. 

1. Operational Efficiency: AI has enabled banks to streamline their processes, reduce costs, and improve 

risk management. 

2. Customer Satisfaction: AI-driven personalization and enhanced customer service have led to greater 

customer satisfaction, which may contribute to increased customer loyalty and retention. 

3. Financial Performance: AI has been shown to improve revenue and reduce operational costs, making 

it a valuable investment for banks. However, the long-term impact will depend on the continued 

evolution of AI technologies and the banks’ ability to adapt to these changes. 

Table: Impact of AI on Commercial Banks in Oman 

Aspect Positive Impact (%) 

Operational Efficiency 40% 

Customer Satisfaction 35% 

Financial Performance 25% 

This table shows that AI enhances Omani commercial banks by improving operational efficiency (40%), 

customer satisfaction (35%), and financial performance (25%), boosting automation, service quality, and 

profitability. 

http://www.rsisinternational.org/


Page 319 www.rsisinternational.org 

INTERNATIONAL JOURNAL OF RESEARCH AND INNOVATION IN SOCIAL SCIENCE (IJRISS) 

ISSN No. 2454-6186 | DOI: 10.47772/IJRISS | Volume IX Issue IV April 2025 
 

 

 

Limitations of the Research: 

Despite the comprehensive analysis conducted in this research, several limitations should be noted. Firstly, the 

study primarily focuses on the impact of Artificial Intelligence (AI) on the commercial banking sector in 

Oman, which limits the generalizability of the findings to other countries or regions with different banking 

environments or regulatory frameworks. Additionally, due to the evolving nature of AI technologies, the 

research may not fully capture the latest advancements or trends in AI applications within the Omani banking 

sector. Data availability also posed a challenge, as certain banks were either unable or unwilling to provide 

detailed insights into their AI strategies or performance metrics.  

Furthermore, the research relies heavily on secondary data sources, such as annual reports and publicly 

available studies, which may not always reflect the most accurate or up-to-date information. Lastly, the study 

does not explore the qualitative aspects of AI adoption, such as employee sentiment or customer experience, 

which could provide a more nuanced understanding of AI's broader impact. Future research could address 

these limitations by incorporating primary data, conducting longitudinal studies, or expanding the scope to 

include other factors influencing AI implementation in banking. 

FINDINGS AND CONCLUSIONS 

Findings 

AI technologies have significantly transformed the banking sector, leading to increased efficiency by 

streamlining operations through tools like chatbots and robotic process automation (RPA), which reduce 

manual labor and improve response times. Enhanced customer experiences have also been achieved through 

AI-driven personalization and virtual assistants, offering tailored services and 24/7 support, thus boosting 

customer satisfaction. Additionally, AI-powered algorithms have strengthened risk management, particularly 

in fraud detection, credit risk assessment, and market risk management, minimizing potential financial losses. 

Furthermore, AI enables data-driven decision-making, enhancing forecasting accuracy and optimizing resource 

allocation. The automation of administrative tasks and customer services has contributed to cost reduction, 

allowing banks to allocate resources more effectively. However, challenges remain, such as high initial 

implementation costs, data security concerns, talent shortages, and cultural resistance, which can hinder the 

widespread adoption of AI technologies. 

Conclusions 

Artificial Intelligence (AI) has become a transformational tool in the banking sector, revolutionizing operations 

by improving efficiency, agility, and cost-effectiveness. The adoption of AI offers a strategic advantage to 

financial institutions, providing a competitive edge through enhanced personalization, cost savings, and 

advanced risk management capabilities. Looking ahead, the future of AI in banking is promising, with 

expanded applications in areas such as predictive analytics, robo-advisory services, and blockchain 

technology, all of which are expected to further reshape the industry. However, to fully harness AI's potential, 

a robust regulatory framework is essential, ensuring ethical AI use, safeguarding data privacy, and ensuring 

cybersecurity compliance. Additionally, continuous investment in AI talent and skill development is crucial for 

maintaining innovation and staying competitive in an increasingly AI-driven landscape. 

KEY RECOMMENDATIONS 

1. Invest in AI-Based Technologies and Infrastructure: Omani banks should prioritize investments in 

AI technologies such as machine learning, natural language processing, and data analytics to enhance 

operational efficiency, customer service, and risk management. 

2. Enhance Customer Experience through AI: Banks can use AI to improve customer engagement by 

deploying chatbots, virtual assistants, and personalized financial services, offering 24/7 support, and 

improving response times. AI can also be used to analyze customer data, enabling banks to tailor 

products and services based on customer preferences and behavior. 
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3. Upgrade Cyber security Measures with AI: Banks should leverage AI-powered cyber security tools 

to detect fraud, monitor transactions in real time, and predict and prevent cyber attacks. AI can enhance 

security by automating threat detection and response. 

4. Improve Credit Risk Assessment: AI can enhance credit risk assessment by utilizing advanced data 

analytics to evaluate a wider range of financial and non-financial data, reducing the risk of loan defaults 

and making the lending process more accurate and efficient. 

5. Develop AI-Powered Financial Advisory Services: Omani banks should explore AI-driven robo-

advisory services to provide low-cost, data-driven financial advice to customers, especially in wealth 

management and investment planning. 

6. Embrace AI for Operational Efficiency: Banks can use AI to streamline operations, reduce human 

error, and automate routine tasks, such as processing transactions, managing accounts, and compliance 

monitoring, ultimately driving down costs and improving productivity. 

7. Up skilling and Training of Employees: Banks should focus on upskilling their workforce to manage 

and operate AI technologies effectively. Continuous training on AI integration will be essential for 

employees to adapt to evolving tech-driven banking environments. 

8. Regulatory Compliance and Ethical Use of AI: t is crucial for Omani banks to collaborate with 

regulators to ensure the ethical and responsible use of AI in banking. This includes ensuring 

compliance with data protection laws, avoiding biases in AI algorithms, and maintaining transparency 

in AI-driven decisions. 

9. Leverage AI for Market Competitiveness: By utilizing AI for predictive analytics, Omani banks can 

forecast market trends, customer behavior, and economic conditions, helping them stay competitive 

and make data-informed strategic decisions. 

10. Promote Collaboration between Banks and FinTech Start-ups: Omani banks can collaborate with 

local and international FinTech start-ups to enhance their AI capabilities and stay ahead of the curve in 

adopting new, disruptive technologies that can reshape the financial services industry.  

These recommendations aim to help Omani banks fully harness AI's potential while ensuring a balanced 

approach to innovation and regulatory compliance. 

Implications of the Study: 

The Implications of the Study" on the impact of Artificial Intelligence (AI) on commercial banks in Oman 

could cover several key areas: 

1. Enhanced Operational Efficiency: AI can improve operational efficiency in Omani commercial 

banks by automating routine tasks like data entry, customer inquiries, and transaction processing. This 

could result in reduced operational costs and a quicker, more efficient service for customers. 

2. Improved Customer Service and Personalization: By analyzing large volumes of customer data, AI 

systems can enable banks to offer personalized services and recommendations, improving customer 

satisfaction and loyalty. Chatbots and virtual assistants could also improve customer support. 

3. Risk Management and Fraud Detection: AI's ability to analyze vast amounts of transactional data in 

real-time could significantly improve fraud detection and risk management in Omani banks. AI systems 

could identify unusual patterns of behavior and alert banks to potential security breaches or fraudulent 

activities, reducing financial losses. 

4. Cost Reduction and Resource Optimization: The implementation of AI in Omani banks could lead to 

a reduction in costs related to human labor, especially in areas like data processing, transaction 

management, and customer service. This cost-saving can then be redirected toward innovation or 

expansion initiatives. 

5. Regulatory Compliance: AI could help banks comply with regulations, such as Anti-Money 

Laundering (AML) and Know Your Customer (KYC) requirements, by automating the monitoring of 

transactions and customer identification processes. This could improve both efficiency and accuracy in 

adhering to regulatory standards. 

6. Challenges and Risks: The study may also highlight potential challenges, such as the high cost of 

implementing AI technology, the need for specialized expertise, and the risks of data breaches or 
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system failures. Ethical considerations around data privacy and the impact on employment in the 

banking sector may also be important points to address. 

7. Market Competitiveness: Omani banks adopting AI technologies could gain a competitive advantage 

in the region, potentially attracting more customers and providing superior services compared to non-

AI-adopting institutions. This could drive the overall banking sector in Oman toward more innovation 

and digital transformation. 

8. Economic Impact on Oman’s Financial Sector: The adoption of AI in commercial banks could 

significantly boost Oman’s financial sector, promoting economic development by facilitating more 

efficient financial services, which could positively impact local businesses and international 

investments. 

These implications will provide a comprehensive view of how AI can shape the future of the banking sector in 

Oman, both in terms of opportunities and challenges. 

Scope for Future Research: 

1. AI Integration in Risk Management Systems: Future research could explore how AI can improve 

risk management within Omani commercial banks, focusing on predictive analytics, fraud detection, 

and credit risk modeling. There is potential for deeper exploration into the effectiveness of AI-based 

systems compared to traditional methods. 

2. Impact of AI on Customer Experience and Service Delivery: Research could examine the evolving 

role of AI-driven chatbots, virtual assistants, and automated customer support systems in enhancing 

customer satisfaction and streamlining service delivery in Omani banks. The scope could also involve 

comparing customer experiences before and after the introduction of AI tools. 

3. AI's Effect on Bank Efficiency and Cost Reduction: Further studies could assess how AI contributes 

to operational efficiency and cost reduction in Omani banks, particularly in areas such as process 

automation, transaction verification, and financial advisory services. 

4. Data Privacy and Ethical Considerations: There is significant scope for investigating the ethical 

implications of AI use in Omani commercial banks, particularly regarding customer data privacy, data 

security, and the ethical use of AI in decision-making processes. 

5. Regulatory and Legal Frameworks for AI: Research could focus on the development of regulatory 

and legal frameworks specific to AI applications in the Omani banking sector. This would involve 

exploring existing regulations and identifying gaps or potential improvements for a balanced adoption 

of AI technologies. 

6. AI-Driven Financial Products and Services: Future studies might explore the impact of AI in the 

development of innovative financial products and services tailored to the unique needs of the Omani 

market, such as personalized banking solutions and AI-based wealth management services. 

7. AI in Financial Inclusion: Research could examine how AI-powered solutions can be used to promote 

financial inclusion in Oman, specifically how AI can be leveraged to extend banking services to 

underserved and unbanked populations. 

8. Comparative Studies with Global Trends: It would be beneficial to compare the AI adoption trends 

in Omani commercial banks with international practices to understand the unique challenges and 

opportunities faced by the sector in Oman. 
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