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DIGITAL TRANSFORMATION OF BANKING 
SERVICES: ENHANCING EFFICIENCY AND 
CUSTOMER EXPERIENCE IN REMOTE 
BANKING

Khakimov Odil Arzikulovich
Termez State University
Email: xakimovodil257@mail.com 
ORCID:https://orcid.org/0009-0008-4299-971X

Abstract: This paper examines how the digital transformation of banking services has influenced the efficiency and 
customer experience of remote banking in Uzbekistan. Drawing on technology acceptance, service quality, and bank 
efficiency theories, as well as statistics from the Central Bank of Uzbekistan (CBU) and reports based on CBU data 
for five reference dates between December 2021 and April 2025, a composite Remote Banking Digitalisation Index is 
constructed using three indicators weighted by their coefficients of variation: the number of remote banking users, the 
number of payment cards in circulation, and the number of users per 100 cards. The index increased from 0.415 in 
December 2021 to 0.556 in January 2023, 0.827 in September 2024, 0.911 in January 2025, and 1.000 in April 2025. 
During this period, the number of remote banking user accounts increased from approximately 20 million to 62.1 million, 
while the number of payment cards in circulation rose from 26.5 million to 62.4 million.

Key words: remote banking, digital transformation, customer experience, banking efficiency, mobile banking, composite 
index, coefficient of variation, Uzbekistan.

Аннотация: В статье рассматривается влияние цифровой трансформации банковских услуг на эффективность 
дистанционного банковского обслуживания и клиентский опыт в Узбекистане. На основе теорий принятия 
технологий, качества обслуживания и банковской эффективности, а также статистических данных Центрального 
банка Республики Узбекистан (ЦБУ) и отчётов, подготовленных на основе данных ЦБУ, за пять контрольных дат в 
период с декабря 2021 года по апрель 2025 года построен интегральный индекс цифровизации дистанционного 
банковского обслуживания. Индекс включает три показателя, весовые коэффициенты которых определены 
на основе коэффициентов вариации: количество пользователей дистанционного банковского обслуживания, 
количество платёжных карт в обращении и число пользователей на 100 карт. Значение индекса увеличилось 
с 0,415 в декабре 2021 года до 0,556 в январе 2023 года, 0,827 в сентябре 2024 года, 0,911 в январе 2025 
года и 1,000 в апреле 2025 года. За рассматриваемый период количество учётных записей пользователей 
дистанционного банковского обслуживания увеличилось приблизительно с 20 млн до 62,1 млн, а количество 
платёжных карт в обращении — с 26,5 млн до 62,4 млн.

Ключевые слова: дистанционное банковское обслуживание, цифровая трансформация, клиентский опыт, 
банковская эффективность, мобильный банкинг, интегральный индекс, коэффициент вариации, Узбекистан.

I N T R O D U C T I O N
Digital transformation is reshaping the way commercial banks deliver financial services. As transactions 

shift from traditional bank branches to mobile applications, the marginal cost of processing payments decreases, 
service availability extends to 24 hours a day, and customers increasingly evaluate banks based on the speed 
and reliability of their digital applications rather than the quality of their physical premises [15]. Consequently, 
remote banking represents both an operational efficiency consideration, encompassing costs, transaction 
processing capacity, and resource utilisation, and a customer experience consideration, including convenience, 
trust, and security.



IN
T

E
R

N
A

T
IO

N
A

L 
S

C
IE

N
T

IF
IC

 E
L

E
C

T
R

O
N

IC
 J

O
U

R
N

A
L

11/2026

econoscitech-integration-journal.uz
377

ECONOSCITECH  INTEGRATION

Uzbekistan has been actively implementing this transformation. Presidential Resolution No. PQ-3620 of 
23 March 2018 established objectives aimed at expanding access to banking services and developing remote 
customer service channels [1]. The “Digital Uzbekistan–2030” Strategy, approved by Presidential Decree No. 
PF-6079 of 5 October 2020, provided the legal framework for the digitalisation of the financial sector [2]. In 
2020, the Central Bank of Uzbekistan (CBU) also launched the Instant Payments System, enabling businesses 
to conduct payments around the clock through remote banking channels [22]. The expansion of digital banking 
services has been substantial: the number of remote banking accounts increased from 10.94 million on 1 June 
2020 to 62.1 million on 1 April 2025 [4, 16], while the number of payment cards in circulation rose from 34.2 
million at the beginning of 2023 to 68.27 million at the beginning of 2026 [20].

However, the expansion of remote banking services should be assessed alongside improvements in 
operational efficiency and customer experience. The number of registered accounts may exceed actual usage, 
digital banking adoption may be concentrated among certain financial institutions, and the development of 
digital channels requires continuous attention to fraud prevention and transaction security. Accordingly, this 
study examines whether the expansion of remote banking in Uzbekistan has been accompanied by measurable 
improvements in banking efficiency and customer experience. The specific objectives are: (i) to review the 
theoretical foundations of technology acceptance, service quality, and banking efficiency; (ii) to construct an 
objectively weighted Remote Banking Digitalisation Index using CBU data; (iii) to assess payment system 
efficiency indicators; (iv) to examine customer experience and bank-level concentration; and (v) to develop 
relevant recommendations.

L I T E R A T U R E  R E V I E W
The Technology Acceptance Model explains the adoption of technological innovations through perceived 

usefulness and perceived ease of use [6]. The Unified Theory of Acceptance and Use of Technology extends 
this approach by incorporating social influence and facilitating conditions, which are particularly relevant in 
markets where social networks, employers, and public institutions encourage the adoption of digital banking 
channels [14]. Nevertheless, technology adoption represents only the initial stage of digital transformation. 
The E-S-QUAL framework identifies efficiency, system availability, fulfilment, and privacy as the principal 
dimensions through which customers evaluate electronic services [11]. Similarly, the DeLone–McLean model 
establishes relationships between system quality, information quality, service quality, actual system use, and 
net benefits [7]. These theoretical frameworks indicate that the number of registered users alone does not 
provide a comprehensive measure of digital banking performance; active usage and perceived service quality 
should also be considered.

Vives argues that digital transformation is shifting competition in the banking sector towards customer-
oriented platforms, data-driven services, and digital ecosystems, requiring established banks to strengthen 
their technological capabilities and develop strategic partnerships [15]. Empirical studies examining internet-
based banking channels indicate that efficiency improvements are primarily associated with reduced overhead 
costs and increased fee income. These benefits may emerge gradually as customers increasingly adopt digital 
service channels [8-9]. The Basel Committee also emphasises that the digitalisation of financial services 
creates opportunities to enhance operational efficiency while requiring effective management of operational, 
cybersecurity, and third-party risks [3].

Recent studies conducted in Uzbekistan document the expansion of remote banking users and payment 
cards, as well as differences in digital banking development across financial institutions [4, 13]. However, these 
studies primarily focus on descriptive indicators. Two areas warrant further investigation: the development 
of a reproducible composite index integrating the number of users, payment cards, and depth of usage, and 
the systematic assessment of customer experience indicators, including active usage, fraud prevention, and 
interoperability, alongside quantitative measures of digital banking expansion. The present study addresses 
both areas.

R E S E A R C H  M E T H O D O L O G Y
The proposed index is constructed using CBU statistics on remote banking users and payment cards, 

obtained directly from CBU publications or secondary reports based on CBU data [4-5]–[19], [20], [21]. Five 
reference dates for which both indicators are available are included in the analysis: 1 December 2021, 1 January 
2023, 1 September 2024, 1 January 2025, and 1 April 2025. For December 2021, the available sources provide 
only lower-bound estimates, reporting “over 20 million” remote banking users and “over 26.5 million” payment 
cards. These values are retained as reported and marked with a dagger symbol (†) to indicate their lower-
bound status. Table 1 presents the definitions of the indicators used in the analysis (Table 1).
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Table 1. Indicator system of the Remote Banking Digitalization Index

Code Indicator Unit Rationale

x₁ Remote-banking users (accounts) Million Reach of digital channels; adoption stage [6, 14]

x₂ Payment cards in circulation Million Payment-instrument base for digital use [3]

x₃ Remote-banking users per 100 cards Ratio Depth of digital engagement per payment 
instrument [7]

Source: compiled by the author. All indicators are positively oriented.

Each indicator is normalized by its sample maximum, Kᵢ = Xᵢ / Xₘₐₓ. Weights follow the objective coefficient-
of-variation method recommended for composite indicators built from official statistics [9]: wᵢ = CVᵢ / ΣCVⱼ, 
where CV is the standard deviation divided by the mean over the five reference dates. The index is I = ΣwᵢKᵢ 
and is read on five tiers: 1 (below 0.20), 2 (0.20–0.39), 3 (0.40–0.59), 4 (0.60–0.79) and 5 (0.80–1.00). Table 2 
reports the computed weights (Table 2).

Table 2. Coefficient-of-variation weights

Code Indicator Mean Std. dev. CV Weight

x₁ Users (million) 42.68 15.43 0.361 0.476

x₂ Cards (million) 47.73 14.74 0.309 0.407

x₃ Users per 100 cards 87.69 7.79 0.089 0.117

Source: computed by the author from the data in Table 3 (population standard deviation).

Artificial intelligence (AI) tools were used to a limited extent, accounting for approximately 10% of the overall 
research preparation process. Their use was primarily confined to language refinement, technical editing, and 
structural support. The selection of research methods, analysis and interpretation of findings, formulation of 
scientific conclusions, and overall responsibility for the research content remained with the author.

A N A LY S I S  A N D  R E S U LT S
Table 3 shows that the number of remote banking accounts increased approximately 3.1-fold between 

December 2021 and April 2025, while the number of payment cards in circulation increased approximately 
2.4-fold. Thus, the number of remote banking accounts grew faster than the number of payment cards, with the 
ratio of user accounts per 100 cards rising from approximately 76 to nearly 100. Of the 52.92 million remote 
banking users recorded on 1 January 2025, 51.46 million (97.2%†) were individuals, while 1.46 million were 
legal entities and entrepreneurs [4] (Table 3).

Table 3. Remote-banking users and payment cards, 2021–2025
Reference date Users (million) Cards (million) Users per 100 cards Sources

1 Dec 2021 20.0† 26.5† 75.5 [18]

1 Jan 2023 30.0 34.2 87.7 [19], [20]

1 Sep 2024 48.4 53.6 90.3 [17]

1 Jan 2025 52.92 62.0 85.4 [4-5, 20]

1 Apr 2025 62.1 62.35 99.6 [16], [21]
Source: CBU data as reported in the cited sources. † Lower bound (“over”); ratio computed by the author. Users 
are accounts, not unique persons.

Table 4 gives the normalized scores. The index rises from 0.415 (tier 3) in December 2021 to 0.556 in 
January 2023 and then to tier 5 from September 2024, reaching 1.000 on 1 April 2025. Because users and 
cards carry 88 percent of the total weight (Table 2), the index measures mainly the breadth of the digital base, 
not its quality (Table 4).



IN
T

E
R

N
A

T
IO

N
A

L 
S

C
IE

N
T

IF
IC

 E
L

E
C

T
R

O
N

IC
 J

O
U

R
N

A
L

11/2026

econoscitech-integration-journal.uz
379

ECONOSCITECH  INTEGRATION

Table 4. Remote Banking Digitalization Index

Reference date K₁ K₂ K₃ Index I Tier

1 Dec 2021 0.322 0.425 0.758 0.415 3 – Medium

1 Jan 2023 0.483 0.549 0.881 0.556 3 – Medium

1 Sep 2024 0.779 0.860 0.907 0.827 5 – Very High

1 Jan 2025 0.852 0.994 0.857 0.911 5 – Very High

1 Apr 2025 1.000 1.000 1.000 1.000 5 – Very High
Source: computed by the author using the weights in Table 2.

A simple robustness check replaces the coefficient-of-variation (CV) weights with equal weights of one-
third for each indicator. The resulting equal-weighted index values are 0.502 in December 2021, 0.638 in 
January 2023, 0.849 in September 2024, 0.901 in January 2025, and 1.000 in April 2025. The chronological 
ranking of the reference dates remains unchanged, with only January 2023 moving from Tier 3 to Tier 4. These 
findings indicate that the overall conclusion of rapid and sustained progress in remote banking digitalisation 
remains robust to the choice of weighting scheme.

Table 5 presents efficiency and usage indicators for which official or CBU-sourced data are available at 
two reference points. Cashless card payments reached approximately 72% of GDP in 2025, compared with 
approximately 25% in 2021, while the share of cashless transactions in total card transactions increased from 
68% to 81%, accompanied by an annual transaction volume growth rate of 50% [23]. The value of payments 
processed per terminal increased from approximately UZS 0.77 billion in 2024 to UZS 1.07 billion in 2025, 
representing an increase of approximately 39%†. This improvement reflects a 41% increase in payment value 
alongside an expansion of approximately 1% in the number of terminals, indicating more efficient utilisation 
of existing payment infrastructure. In 2024, the interbank Instant Payments System processed 47.6 million 
transactions with a total value of UZS 917.9 trillion, of which 38% were conducted during evening or nighttime 
hours, outside conventional bank branch operating hours [28] (Table 5).

Table 5. Efficiency and usage indicators of the payment system

Indicator Earlier value Latest value Source

Respondents using digital payments 39% (2021) 71.17% (2025) [24]

Card payments, % of GDP ≈25% (2021) ≈72% (2025) [23]

Cashless share of card transactions 68% (2021) 81% (2025) [23]

Payments per terminal, UZS bn† 0.77 (2024) 1.07 (2025) [20], [22]

Cash share of money supply 20.1% (Apr 2024) 16.9% (Apr 2026) [26], [27]

Terminal-based share of money inflows 43% (Q1 2025) 47% (Q1 2026) [27]

ATMs and infokiosks, thousand 12.8 (Dec 2021) 40.1 (Jan 2026) [18], [22]

Remote share of retail FX transactions — 41% (2025) [25]
Source: as cited. † Computed by the author from 2024 payments of UZS 326.7 trillion and 2025 payments of 
UZS 460.25 trillion, divided by year-end terminal stocks of 426,225 and 430,762.

Remote banking services are no longer limited to balance enquiries and fund transfers. In 2022, the volume 
of remote online transactions reached a then-record UZS 145.8 trillion. During the same year, customers used 
banking applications to make deposits totalling UZS 21.9 trillion, conduct foreign exchange transactions worth 
UZS 20.9 trillion, obtain microloans amounting to UZS 5.6 trillion, and repay loans totalling UZS 8.2 trillion [19]. 
In 2023, peer-to-peer transfers through the Uzcard and Humo payment systems reached UZS 224.3 trillion, 
representing a 56% increase compared with the previous year. Uzcard accounted for 65.7% of these transfers, 
while Humo accounted for 34.3% [29]. The number of contactless payment transactions increased from 23.7 
million to 48.8 million, while their total value rose by 62.4% to UZS 3.85 trillion during the period reported by the 
CBU [30]. In 2024, QR-based payments for entrepreneurs, facilitated through the QR-online system, reached 
UZS 441.7 billion, with 108,000 QR codes in use [28]. Table 6 summarises these banking service categories.
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Table 6. Selected service lines in remote and digital channels
Service line Period Indicator Source

Online remote transactions 2022 UZS 145.8 trillion [19]

Deposits placed via apps 2022 UZS 21.9 trillion [19]

Currency exchange via apps 2022 UZS 20.9 trillion [19]

Microloans issued via apps 2022 UZS 5.6 trillion [19]

P2P transfers (Uzcard and Humo) 2023 UZS 224.3 trillion (+56%) [29]

Contactless (NFC) operations to early 2025 23.7 to 48.8 million [30]

QR-online payments 2024 UZS 441.7 billion [28]
Source: as cited; figures are reproduced as reported and are not additive across rows.

Customer experience indicators suggest substantial improvements in convenience. In 2025, bank mobile 
applications processed transactions worth UZS 646 trillion, compared with UZS 412 trillion processed through 
payment organisations. Consequently, banks accounted for approximately 61%† of the combined transaction 
value, indicating the growing importance of mobile banking as a primary service channel [23]. Remote banking 
channels also accounted for 41% of retail foreign exchange transactions in 2025, with a total value of USD 
13.8 billion [25]. At the same time, the number of registered users may exceed the number of active users. For 
example, TBC Uzbekistan reported 23 million registered users across its ecosystem, of whom six million were 
monthly active users, representing approximately 26%† [31].

Table 6 presents remote banking adoption by bank as of 1 January 2025. The three largest banks accounted 
for approximately 36%† of remote banking users. Based on the thirteen banks included in the CBU-sourced 
data, the calculated lower bound of the Herfindahl–Hirschman Index (HHI) was approximately 760†, indicating 
a relatively low level of market concentration. Banks operating under digital business models, including TBC, 
ANOR, Uzum, and AVO, collectively served approximately 21.6%† of remote banking users, demonstrating 
that new market entrants have successfully established substantial customer bases within a relatively short 
period (Table 7).

Table 7. Remote-banking users by selected banks, 1 January 2025
Bank Users (million) Share (%)† Bank Users (million) Share (%)†

Xalq Bank 6.895 13.0 Ipak Yuli Bank 3.342 6.3
SQB 6.311 11.9 Milliy Bank 2.512 4.7
Agrobank 5.942 11.2 Uzum Bank 2.041 3.9
TBC Bank 4.797 9.1 Hamkorbank 2.109 4.0
ANOR Bank 4.263 8.1 AVO Bank 0.332 0.6
Ipoteka Bank 3.861 7.3 Total, all banks 52.92 100.0

Source: CBU data as reported in [4]; shares computed by the author against total users of 52.92 million.

The expansion of digital banking channels also requires greater attention to cybersecurity risks. Of the 
58,800 cybercrime cases recorded in 2024, 97.7% (57,400 cases) involved unauthorised withdrawals from bank 
cards [32], equivalent to approximately 0.93 cases per 1,000 cards† based on the number of cards in circulation 
in January 2025. CBU data cited by Group-IB indicate that 463 fraudulent remote loans were recorded in 2024, 
representing a 42% increase compared with 2023, with associated losses of approximately UZS 15 billion [33]. 
The policy response has increasingly focused on strengthening the digital financial ecosystem alongside the 
expansion of service channels. In September 2025, the President approved plans to introduce open banking, 
establish a CBU Fintech Office, and develop a five-year fintech strategy [34].

The results support a staged interpretation of digital transformation in the banking sector. During the diffusion 
phase, banks and public institutions expanded access to digital financial services, while the index increased 
rapidly as the number of users and payment cards grew from a relatively low initial base [12]. By April 2025, 
there was approximately one remote banking account per payment card, suggesting that further increases in 
account numbers may provide less information about the actual development of digital banking services. The 
next stage should therefore be assessed through the depth and quality of service usage, consistent with the 
principles of E-S-QUAL and the DeLone–McLean model [7, 11]. The efficiency indicators presented in Table 
5 are consistent with the delayed improvements in operating costs and fee income identified in international 
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studies [8-9]. However, the absence of published channel-level cost data for Uzbekistan limits the possibility of 
directly testing these relationships.

Three methodological considerations should be taken into account. First, the reported user figures represent 
accounts rather than unique individuals. The 62.1 million remote banking accounts exceed Uzbekistan’s 
population of approximately 37 million, indicating that individual customers may use applications provided by 
several banks. Second, the available statistical series contains irregular observation intervals, and the increase 
from 52.92 million accounts on 1 January 2025 to 62.1 million on 1 April 2025 exceeds the preceding quarterly 
growth trend. As the available sources do not explain this difference, the figures are presented as reported 
without additional adjustments. Third, the index is based on only five observations and is primarily determined 
by quantitative indicators. Accordingly, it should be interpreted as a measure of the breadth of digital banking 
adoption rather than a comprehensive assessment of service quality. Customer satisfaction surveys, application 
availability statistics, and complaint data, which could provide more direct measures of customer experience, 
were not available for this analysis.

Digital infrastructure and financial inclusion also influence customer experience. Internet penetration 
reached 94.2% by August 2025, although Uzbekistan ranked 74th among 103 countries in mobile internet speed, 
with opportunities for further improvements in connectivity quality outside major cities [35]. Ensuring consistent 
digital service quality in both Tashkent and remote districts is therefore essential for providing an inclusive 
banking experience. In this context, the expansion of ATMs and information kiosks from 29,900 to 40,100 within 
a single year [22] remains relevant alongside the increasing use of mobile banking applications. Banks with 
established customer bases, including Xalq Bank, SQB, and Agrobank, lead in terms of the absolute number of 
remote banking users. This indicates that digital banking adoption has expanded across mass-market and rural 
customer segments rather than remaining concentrated among newly established digital banks.

For bank managers, the findings suggest that competition is increasingly shifting from customer acquisition 
towards encouraging active and sustained service usage. Established banks possess extensive customer 
bases, while banks operating under digital business models establish competitive standards for customer 
experience. At the same time, payment organisations continue to process approximately UZS 412 trillion 
annually outside banks’ own mobile applications [23]. For regulators, the findings highlight the importance of 
developing comprehensive monitoring systems that incorporate active user numbers, service quality, fraud 
indicators, and channel-specific costs, enabling supervisory practices to respond effectively to the evolving 
characteristics and risks of digital financial services.

The study has several limitations that should inform future research. The index is based on five observation 
dates and three indicators, meaning that it primarily reflects the pace of digital banking diffusion rather than 
the quality of individual services. Remote banking accounts may be counted differently across sources, as 
illustrated by the difference between the January and April 2025 figures, while individual customers may 
maintain accounts with multiple banks. Furthermore, the index does not directly measure operating costs 
because bank-level cost-to-income ratios disaggregated by service channel are not publicly available. The 
efficiency indicators presented in Table 5 compare two points in time and therefore cannot isolate the effects 
of digital banking channels from those of changes in prices, regulatory developments, or broader economic 
growth.

Future research could extend the present analysis in three directions. First, panel data on active users, 
transaction success rates, and customer complaints at the bank level would enable direct testing of hypotheses 
derived from service quality and technology acceptance theories. Second, customer surveys distinguishing 
between urban and rural populations, as well as younger and older users, would help identify customer groups 
that continue to rely on traditional bank branches. Third, following the introduction of open banking, researchers 
could examine whether data sharing and interoperable interfaces reduce switching costs and improve service 
accessibility for customers of smaller banks. Such evidence would complement the descriptive findings of the 
present study and support a more comprehensive causal assessment of how digital transformation influences 
banking efficiency and customer experience.

C O N C L U S I O N  A N D  R E C O M M E N D A T I O N S
Remote banking in Uzbekistan has expanded rapidly and delivered measurable improvements in operational 

efficiency. The Remote Banking Digitalisation Index increased from 0.415 to 1.000 between December 2021 and 
April 2025. Card payments reached approximately 72% of GDP, payments processed per terminal increased by 
approximately 39% in 2025, and banking applications now account for the majority of mobile payment value. 
Evidence on customer experience remains less comprehensive: active usage is lower than registered usage, 
adoption rates vary across banks, and the expansion of digital banking services requires continued attention to 
fraud prevention and financial security. Based on these findings, five recommendations are proposed.



IN
T

E
R

N
A

T
IO

N
A

L 
S

C
IE

N
T

IF
IC

 E
L

E
C

T
R

O
N

IC
 J

O
U

R
N

A
L

11/2026

econoscitech-integration-journal.uz
382

ECONOSCITECH  INTEGRATION

1. Monitor and report active usage. The Central Bank of Uzbekistan (CBU) should publish monthly active 
user statistics, rather than relying exclusively on registered user figures, disaggregated by bank and service 
channel. A standardised definition of an “active user” should be developed in consultation with banking industry 
representatives [11, 31]. The TBC example, with 23 million registered users and six million active users, 
illustrates the substantial difference between these two indicators.

2. Establish service quality standards. Banks should disclose application availability, transaction success 
rates, and complaint resolution times, applying the relevant dimensions of the E-S-QUAL framework [11]. Public 
disclosure would enable customers to compare banking services and encourage financial institutions to invest 
in reliability and service quality.

3. Ensure open banking interoperability. The open banking initiatives announced in September 2025 should 
incorporate common application programming interface (API) standards and customer-controlled data sharing 
mechanisms [34]. These measures would enable customers to move between banks and fintech services 
without repeated registration, thereby improving convenience and the overall customer experience.

4. Strengthen fraud prevention mechanisms. Real-time transaction monitoring, strong authentication 
procedures, and a shared fraud database should accompany the introduction of new digital banking products 
[32], [33]. These measures would enhance transaction security and strengthen customer confidence in remote 
banking services.

5. Collect channel-level cost data. Banks should report cost-to-income ratios and costs per transaction for 
individual service channels to enable direct measurement of operational efficiency improvements [8-9]. Such 
reporting would support more accurate assessments of the economic benefits associated with digital banking 
transformation.

The implementation of these recommendations would support the continued development of a more efficient, 
secure, accessible, and customer-oriented digital banking system in Uzbekistan. By combining technological 
innovation with improved service quality, effective risk management, and transparent performance monitoring, 
banks can strengthen operational efficiency and enhance customer experience. These measures would also 
contribute to the sustainable development of remote banking services and the broader digital transformation of 
Uzbekistan’s financial sector.
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