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Abstract

The paper examines the current trend of digitalization in the banking system in Georgia.
Most of the research available today is based on the banking-financial example of developed
countries. The paper discusses general approaches how they see the future of digital banks and

how profitable it is for financial institutions to implement this change.

In parallel with the current processes of the world's leading companies, we are discussing how
ready the Georgian market is - companies and consumers to move to a fully digital platform? Did

the pandemic affect the acceleration of this process?

Because we have a large segment of fully digital services in the global marketplace, such as
online commerce, we consider the example of the giant company in this segment, Amazon, how
prepared it was to face a pandemic, what delays it had, and what innovations it was implementing
to improve services. In this regard, we will delve into what example the banking system takes
from the online shopping segment in the process of digitalization and whether they have taken

the same course in a pandemic.

It is an axiom, that the main goal of all businesses is satisfied and loyal customers, the study
also discusses a modern approach to customer care and satisfaction, such as their participation in
the company, in particular the creation of products and services. The paper examines how much
they have mastered these approaches in the Georgian market, specifically in what form they try

to involve consumers in internal processes and in choosing future directions and priorities.

The theoretical framework of the research consists of the analysis of the papers of a number
of modern researchers, in addition to their papers, the latest articles, financial statements of
companies and conclusions are used. The practical part of the research consists of surveys and
interviews. In the latter we learn how consumer demand has changed during the pandemic, what
ambitious plans financial and online trading organizations have, and we can conclude that these

two different directions may become competitors in the near future. Through quantitative

Vi



surveys, users share their wishes and expectations with us, both in terms of current products and

future offers.

Keywords: Digitalization, Banking, Online Commerce, Online shopping, Pandemic,

Customer Care
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