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Abstract

This master's thesis examines the transformational impact of Fintech integration
in Georgia's retail banking industry, using survey data from a broad sample of
respondents. The study looks into the many dimensions of customer experience,
concentrating on crucial factors such as convenience, transaction speed, user-
friendly interfaces, and security perceptions. The survey results show a
predominantly favorable attitude, with 61% of respondents reporting significant
changes in their overall banking experience following Fintech inclusion.
Convenience and transaction speed appear as critical elements, reflecting the
modern user's need for smooth, efficient, and accessible financial transactions.

However, the thesis reveals problems, with 27.6% of respondents expressing
security worries. This emphasizes the essential balance between innovation and
consumer privacy in the Fintech industry. Financial institutions should improve
security, provide user-friendly interfaces, optimize transaction speed, support
transparent communication, develop user education programs, and prioritize
continual innovation.

The study provides useful insights for academics, business practitioners, and
policymakers by providing a sophisticated view of the changing Fintech scene.
The study not only gives a glimpse of the present state of Fintech in Georgia's
retail banking industry, but it also lays the framework for future research and
strategic activities targeted at maximizing Fintech advantages while tackling new
difficulties. This master's thesis adds to the ongoing discussion on the
intersection of technology and finance by throwing light on the dynamic factors
driving the future of retail banking in the digital age.
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