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Abstract: The Digital Banking Ecosystem's need for a human-centric variant rises as the key strategy to restore the lost
confidence and implement proper methods, including ethical, explainable, and transparent ones. Thus, based on steps
addressing the key challenges raised by the development of artificial intelligence systems, this paper aims to demonstrate how
human centered artificial intelligence can improve the user experience, security, and transparency of the digital banking
sector. As the method used is structurally systematic and the contexts under consideration include global and US ones, the role
of human-centric Al is revealed. This study highlights its potential of filling the trust gap as key discoveries and implications
highlight a roadmap for the future platform of digital banking.
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. INTRODUCTION

The article discussed the phenomenon of digital banking,
that has rapidly grown and is convenient through innovations,
though trust is an issue because of increased data breaches,
actually unknown and hard to predict Al models, and the
general lack of personal touch. Eliminating such problems
becomes significant from user experiences and reputation of
the industry. Human-Centric Al is a solution which aligns
with principles of transparency, ethical usage of data, and
ultimately, the user’s experience of personalized services.
Explainable and secure Al models can be used as significant
ways to build up credibility and reliability among digital banks
[1]. This article explores human-centered Al and its
applicability in fostering trust; with the analysis of global and
US banking systems incorporating the increasing need for an
ethical and transparent digital financial sector.

1. AIM AND OBJECTIVES

A. Aim:

e The usefulness of human-centric approach to Al for the
development of trust for customers within digital banking
environments, based on the analysis of the issues of
transparency and security, as well as the level of
personalization.
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. Objectives:

To specify trust issues that emerge when defining
structures for the digital banking ecosystem.

To review the concepts and usages of human-oriented
artificial intelligence in view of managing trust depletions
convincingly.

To examine global and US cases of the Failed and
successful Implementation of Human-Centric Artificial
Intelligence.

To enhance the human-centric Al approach in the
provision of trust in digitally enabled banking practices,
for the effective recommendation.

1. RESEARCH QUESTION

What role does human centric Al play in increasing the
transparency and understandability of digital banking
systems?

What strategy should employ the following approaches in
an attempt to improve security by applying a human-
oriented Al while ensuring privacy?

What strategies can be used by human-centric Al to deliver
moral and specialty-based consumer services, especially in
banking?

What easy to replicate strategies can small banks leverage
to achieve human centric Al and gain the trust of users?
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V. LITERATURE REVIEW

A. Working  Principles of Human-Centric  Artificial
Intelligence for Mitigating the Crisis of Trust

Human-centric Al incorporates values such as openness,
intelligibility, non-discrimination and humans-centrism and is
therefore a tool for restoring the broken trust in digital banking
services. Transparency allows users to be aware of
information in their use, and the decision-making process
within artificial intelligence, eliminating skepticism. The use
of explain ability allows banks and other financial institutions
to explain that an Al reaches a specific conclusion building a
confidence in automatic systems [2]. Accuracy means that Al
models do not have any prejudice against some group of users
which may have a negative impact on them or the overall
population. While this might expect the implementation of
human-centric Al to have a more direct impact on the
financial and insurance industry, there are still cutting-edge
examples of its usage in digital banking, fraud detection
systems with ‘explain ability’ that allows people to understand
that the transaction has been flagged for suspicion, hyper-
personalized financial products and services designed to meet
a particular customer’s needs, and not only cognitive, but
empathic chatbots in the sphere of customer [3]. Apart from
these, these applications help the banks enhance customer
loyalty whilst at the same time building an ethical image in a
highly competitive digital world.

& Liability

Explainability §
. :

Responsible
Al Ethics

Transparency 8

Fairness

Fig.1 Human-Centered Avrtificial Intelligence Grand
Challenges

JISRT25JAN1034

International Journal of Innovative Science and Research Technology

https://doi.org/10.5281/zenodo.14769362

B. Global and US Cases on Human-Centric Al Application in
Digital Banking

Humanized experiencers in digital banking have
indicated encouraging outcomes from Al worldwide and also
in the US, evidence that it can foster trust. ING Bank in
Europe adapted the use of Al-based financial advisors to give
cost-friendly advice making users confident with their
selections. Likewise, it is proved that DBS Bank of Singapore,
which applies Al technology for fraud detection and real time
alerts also improves transparency & security measures [4].
Yet, the results of such implementations disclosed the
dependence on having superior Al infrastructure, thus
prompting the issue of whether small financial organizations
can replicate similar success.

JPMorgan Chase in the US applies explainable Al
making credit decisions; its application is bias-free and
transparent about its decision-making while Bank of
America’s virtual assistant, Erica, demonstrates care and
inquiry to its users. While these interventions are laudable,
they pose challenges with regard to the manner in which it can
be scaled up to help different customers across cultural and
economic domains. Moreover, there are often shortcomings in
the legal instruments directing the mechanisms of utilizing
valid ethical standards, and they can bring about distrust,
especially in the case of racism or any other misuse
unintentionally [5]. These examples reflect opportunities in
human-centric Al; however, they reveal deficits of mainstream
adaptability and fair distribution.
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C. Solutions for Enhancing the Application of Human-Centric
Artificial Intelligence to Develop Trust in Internet-based
Banking

The digital banking systems need to implement human-

centric Al principles successfully in order to gain trust.
Transparency and explainability are critical as user’s decisions
must inform how, why, and when decisions are made. Still,
overly technical descriptions give the impression that the
customers Cannot understand them, so the language should be
simpler. The account access must also be provided with
improved protection to localize the users’ claims that banks
are protective of their data and to strike a balance with privacy
concerns. There is also the need to pay attention to
personalization so that new services address various user’s
needs while at the same time being properly protective of user
data [6]. It means that while the biases are to be prevented and
reduced and the inclusive design is to remain at the core of
Al’s strategic approaches, the monitoring and updates
processes are to stay constant. On the other hand, Al adoption
should extend to human-support where gaps in trust are
perceived, bringing empathy after the automation [7]. These
critically important points are addressed, trust deficiencies and
other problems that plague the banking industry can be
overcome, and the relationships between banks and customers
can be made much more lasting.

D. Threats to Trust in Digital Banking Context

Establishing trust is critical for digital banking since the
formation of the ecosystem remains the key determinant of
success; the context, however, remains flooded with issues
which can erode users’ trust. The cyber-attacks to information
databases are also chief worries since their violation
drastically reduces customer confidence and opens up
weaknesses in an organization’s digital network. Over the
years the user has become very cautious of that information
they share online due to possible misuse or loss. The next
important problem is that with the use of artificial intelligence
it is difficult to clearly explain analyses of results and
judgments [8]. Customers' trust in that particular institution is
eroding mainly because they cannot comprehend how data
collected from them is utilized or how such technologies as
artificial intelligence arrive at certain conclusions about them
thus enabling them to reject use of such services such as
digital banking services. It is evident with digital banking,
customers experience the convenience of automation and self-
service, but lack the necessary hand holding they require when
in come across with complications [9]. Solving these tasks is
possible only through the effective, non-deniable use of
artificial intelligence, strict protection of users’ data, and
individualized approach. These are critical steps for
developing and maintaining trust in the digital banking
environments.
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E. Literature Gap

Its potential to improve operations and services in the
online banking environment has garnered attention in prior
research, no prior work is specifically devoted to the
application of human-centric Al to foster trust. There is
significant focus on technology innovations and its impact on
business and industry, little of the published information
explores the ethical and end-user considerations of Al
adoption. Furthermore, the influence of Human-Centric Al on
trust formation is explored in tangible settings as a single
entity, and there is no comparison between international and
American markets [10]. It also lacks adequate coverage of
issues that have resulted from the implementation of advanced
types of Al by developing and regional banks. This gap
advanced the call for a systematic analysis on how general
principles of human-centric Al including transparency,
explainability and inclusiveness can be cynically applied to
solving issues of trustworthiness in digital banking across the
world.

V. METHODOLOGY

This article takes a qualitative approach in investigating
the contribution of human centered Al in developing trust in
the context of DBE. The philosophy fits well under an
interpretivist paradigm because the research aims to identify
patterns and trends in Al-centered processes in human-centric
Al and their impact on trust in digital banking ecosystems
(DBEs). The method used is qualitative, and based on
secondary data to establish trends and sort them, in addition to
reciprocating the role of human-centric Al in building trust.
The research provides a secondary method approach that
depends on secondary data, primarily identified through
literature searches, such as peer-reviewed articles and digital
banking institutions case studies and industry reports. These
sources afford a good opportunity to collect qualitative data
needed to accomplish the research objectives to the greatest
extent possible [11]. This study utilizes a qualitative thematic
analysis technique in order to analyses tendencies and new
patterns and trends concerning the general distinctive trust
issues and the features of the human-centric Al principles as
well as their implementations in the global as well as the US
contexts. Consequently, the mentioned approach allows
interpreting the qualitative data and reveal how transparency,
explainability, and personalization they produce trust [12].
The thematic analysis is basically the process of sorting data
obtained from secondary sources and categorizing it in a way
that can help draw attention to important issues such as ethical
Al practices, cyber security and customer satisfaction.
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Table 1: Methodology Overview

Aspect

Details

Approach

Qualitative analysis on human-centric Al.

Data Sources

Secondary data: journals, reports, case studies.

Method Thematic analysis of patterns and themes.
Focus Transparency, explainability, fairness, trust.
Challenges Trust deficits, data security, transparency issues.

VI. DATA ANALYSIS

» Theme 1: Breakdown of TRUST Issues that face Digital
Banking Systems

The issue of trust remains one of the major aspects of the
success of the digital banking process; however, the problem
still prevails. Of them, data breach attacks are some of the
most glaring, revealing customers’ sensitive data, as well as
the growing risks of digital environments. The final major
concern is the nature of the decision-making process with or
by the use of artificial intelligence. A number of customers are
skeptical because they can rarely grasp how an Al system
arrives at a decision, be it approval of a loan or identification
of a fraudulent case [13]. This obscures the decision-making
thus creating the impression that choices made are rather
purposely wrong or influenced by the wrong factors, thus
increasing the already existing social estrangement of users
from the digital money transfer landscape. Other drawbacks of
impersonal customer relations refer to trust erosion [14].
Although the technology has an advantage because it saves
time, it lacks a way to meet the customers socially and handle
their multifaceted behaviors, and none of the users feel that
they have gotten the support they needed from these
automated systems.

» Theme 2: Assessment of Human-Inspired Al Principles and
Their Adoptions

It is widely accepted that transparency, explainability and
fairness in Al are important to restore trust in the systems that
underpin digital banking. Transparency gives to user’s
information concerning the manner and purposes of the
collection, processing, and usage of their information through
artificial intelligence systems to make the related decisions.
This is due to the fact that it assists users feel comfortable
provided the fact within their privacy and the data they share
with the sites (and services). Explanatory Al is derived from
transparency by providing an understandable view into Al
procedures. For instance, in loan approvals and fraud
detection, the audience gets an understanding that a specific
recommendation has been made so they trust that the result
was reached fairly [15]. Merely, fairness prevents
discrimination in the treatment of users through Al models by
handling biased aspects of the model correctly. Nevertheless,
the problem arises that it is time to embrace those principles
and apply them [16]. Explicability and interpretability mean
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decoupling of intricate patterns in Al models into
comprehensible forms easily understandable by the user, at the
same time cannot be trivial in a way that they may not hold
high levels of accuracy.

» Theme 3: Review of the international and American
banking systems

Human-Centric Al applications in digital banking differ
between global and the US banks based on the disparity in
regulatory systems, technology, and consumer expectations.
Currently, Human-Centric Al is being adopted in the
structures of American banks to increase productivity, as well
as to enhance the degree of trust from clients. Large
companies such as JPMorgan Chase & Co. and Bank of
America engage in the use of Explainable Al for objective
credit risk determinations [17]. The Erica of Bank of America
represents innovative as well as user-friendly tools to further
customize the customer relations. These innovations draw
attention to the attempts to develop reliable and credible
digital banking platforms. Nonetheless, much work needs to
be done more in refining the ethical Al best practice regarding
the sector’s needs [18]. These gaps must be filled to maintain
and enhance client confidence in order to improve the take-up
of Al-based solutions across American banking.

» Theme 4: ldentify the Best Practice and Barriers in
Deploying Human-Centered Al

It is crucial to determine successful factors alongside
challenges especially for the small-scale institutions. Realize
transformation to focus more on human Al for improving
meaning in digital banking. This is one key best practice that
must be adopted whilst using the technology in any field or
endeavor [19]. Major banks are actively using axis models
where choice making, for instance, an approval or rejection of
a loan, includes a clear explanation of this decision has been
reached. For instance, the DBS bank or JPMorgan Chase &
Co integrates decisions made using decision-support
communication tools and effective dashboard interfaces to
enhance likelihood of user confidence [20]. Another strategy
is to use a personal Al-based approach and create services
taken to the specific user. Personalization applies to making
customers satisfied and loyal to financial solutions offered,
thus increasing their satisfaction. Further, the human-Al
integrated service model whereby the Al is an assistant to
customer-service personnel provides a kind of hybrid, though
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far superior to the automated model in handling queries [21].
Nevertheless, there are still challenges, especially for the mid-
and especially the small-sized banks with restricted capital.

VII. CONCLUSIONS

Arguments of transparency, explainability, and fairness

are definitive in applying human-centric artificial intelligence
in digital banking, to mitigate trust failures. As with any
advancements in technology and healthcare, there is always a
way to go and although much has been achieved worldwide
and, in the US, barriers including but not limited to inadequate
resources and technical issues still exist. With enhancing
ethics and developing improved trust between banks and
clients, Al can further guide the creation of incremental levels
of efficient consumer confidence and satisfaction in the
dynamic digital banking environment.
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