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Abstract

This thesis explores how artificial intelligence (AI) shapes managerial decision-making
in the Georgian commercial banking sector, with special attention to Al-driven credit
risk management. In response to rapid digital transformation, heightened supervisory
scrutiny of model risk, and a notable gap in empirical research on human—-Al
collaboration within emerging banking systems, this study examines the ways in which
Al influences operational efficiency, the quality of decisions, trust, governance, and
organizational preparedness.

Adopting a pragmatic mixed-methods approach, this research utilizes a structured
online survey targeting 67 professionals engaged in credit-related roles at Georgian
commercial banks—including credit managers, risk analysts, and compliance officers.
The survey weaves together quantitative Likert-scale questions and scenario-based
prompts to capture how Al is used, how automation compares to human augmentation,
how cognitive demands shift, and where accountability and barriers are perceived.
Open-ended questions add qualitative depth, revealing expectations and priorities for
improvement. The data is analyzed using descriptive statistics and thematic coding,
interpreted within the frameworks of the Technology Acceptance Model, socio-
technical systems theory, organizational readiness theory, and model risk governance.
The results show that Al is firmly embedded in credit risk management as a tool that
supports—rather than replaces—managerial judgment, especially in complex, high-
value corporate lending. Participants report that AI helps lessen their cognitive
workload and enhances processing capacity, yet they are reluctant to hand over complex
decisions entirely to algorithms. While there is considerable trust in Al, this trust is
rooted mainly in the technology’s proven track record, and many professionals voice

concerns about the lack of system explainability-highlighting a persistent tension



between strong performance and the need for transparency. Regulatory requirements,
outdated IT systems, and rigid risk classification structures are identified as major
barriers to fully autonomous Al-driven decisions. Most professionals envision a future
where Al manages routine cases, while humans concentrate on exceptions, oversight,
and strategic decision-making.

In conclusion, this thesis finds that Georgian banks are only partially ready for advanced
Al adoption: they use Al to drive efficiency and standardization, but their governance
structures, data infrastructure, and staff training have yet to fully meet the evolving
demands of self-learning models and regulatory scrutiny. The study offers a practical
framework focused on explainable AI, exception-based human-AI collaboration,
enhanced Al literacy, improved data and IT systems, and clearer policies for governance
and accountability. These recommendations are designed to help banks and regulators
foster responsible, transparent, and effective Al-enabled managerial decision-making

across the Georgian banking sector.
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