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Abstract

The present study investigates how FinTech innovations influence the structural and
operational transformation of the Georgian banking sector. The research answers three main
research questions: how FinTech has changed the style of banking services and the form of customer
relations; whether the business model of banks has shifted from traditional to digital; and what
impact the introduction of FinTech has on the operational success of banks. The importance of the
issue is due to the fact that the Georgian banking sector is characterized by high digitalization,

although it is less studied whether this process represents a deep structural change.

To answer the research questions, a combination of qualitative and quantitative methods was
used. The research relied on theoretical models of FinTech development (FinTech 3.0, disruption
theory) and their comparison with the results of the customer survey ($N=200$) and the operational

indicators of selected commercial banks during the 2021-2025 period.

The research results showed a sharp increase in the use of digital channels, high customer
satisfaction with online services, and a decrease in the frequency of visits to physical branches. In
parallel, the share of digital transactions, digital user activity, and online loan issuance increased,

indicating a joint transformation of customer behavior and banking operational practices.

Based on the research, it is concluded that the introduction of FinTech in the Georgian
banking sector does not represent only a technological improvement, but reflects a structural
transformation of the business model, where digital channels become the primary means of

customer relations and operations, while the role of physical branches is transformed.
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