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Introduction
Currently within the framework of the economy “digitalization”, the use of digital technologies in
the banking system has become more active due to the comprehensive application of the Internet
and information and communication technologies in all spheres of life.The level of the banking
infrastructure development is increasing year by year. It should be noted that traditional banks are
being replaced by digital banks, as well as remote banking and digital banking services are being
widely applied. The world banking system is getting advanced in connection with software
interfaces that provide delivery of digital banking, mobile banking, neo-banking, digital
technology, inter-institutional banking products. Meanwhile, comprehensive researches are being
conducted on the development of banking infrastructure by means of digital and innovative
technologies, increasing the popularity of banking services.
In recent years, the country has been paying particular attention to the development of the banking
system and “digital banking”, expansion of innovation-based services and improvement of existing
banking services.One of them is “digital banking”, which is comprehensively used in the banking
system of the countries with both developed and transititive economies.
“Digital bank is a bank or its subsidiary that provides distant banking services using innovative
banking technologies (without providing cash services). Remote provision of banking services by
digital banks is implemented in accordance with the internal regulations of the bank, taking into
account the requirements of the statutory documents”. [1]
The advantage of digital banking services is that users of this type of service will be able to choose
the type of service that is convenient and affordable for them.
The increasing demand of the population for services and the development of “digital banking” in
the country require introduction of new services in the banking system.
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Literature review
Scientific and methodological aspects of the digital banking services development and the factors,
which make an impact on it, have been investigated by foreign scholars.
Researches conducted by economists Dolgushina A.Ya. and Poltoradneva N.L. enable to reveal
the basic features of the digital model of banking services. In their opinion, non-cash circulation
is presented as a priority form of money supply within the digital model. In the digital model,
current forms of security of the banking services process can include static and dynamic methods
of authentication of users of devices that are remotely connected to banking services.[2]
From the point of view of N.I. Kulikov and Yu.V.Kudryavtseva, online services in the Russian
banking services market are developing even during stagnation in the economy, and although full
transition to this system is now ahead of time, however, this process is inevitable in the next 3-5
years.[3]
According to L.A. Samsonova, the need to survive in a highly competitive environment in the
banking sector, especially within the framework of the increase of consumer culture of individuals,
imposes its conditions on banks. In this case, banks that provide distant services to their customers,
will have a clear advantage. Only banks that completely restructure their activities in compliance
with the new requirements of the banking business and current cutting-edge information
technologies will win in the competition. [4]
A.N. Azriliyan believes, that “financial services are the activities related to the attraction and use
of funds of individuals and legal entities”. From the point of view of V.M. Usoskin, commercial
banks are financial intermediaries that provide a mechanism for inter-sectoral and inter-regional
redistribution of monetary capital in society. [5]
Herewith, economists and scholars of Uzbekistan have also investigated the issues related to the
financial services of commercial banks. In the opinion of O.F. Alikoriev, “Banking service is a
form of the bank’s activities that promotes the optimal performance of banking operations rendered
to customers”.[6]
According to the opinion of F.I. Mirzaev, “Banking services represent a traditional branch of
banking business aimed at increasing the revenue of banks and meet the needs of private and
corporate banks, as well as the economy”.[7] Economists-scholars Sh.Z.Abdullaeva and
O.Yu.Rashidov include banking services in the type of banking operations, divide banking
operations into active, passive, commission (intermediary) and trust operations.[8]
From the point of view of O.A. Artikov, banking services can be divided into two main groups
according to their economic content and purpose: services that are performed to maintain a certain
level of liquidity of the bank and services that are performed for profit. [9] In our opinion, the
definitions given by O.F. Alikoriev and O.A. Artikov are the most appropriate and comprehensive.
The basic advanced technologies for optimizing banking services include the use of analytical
approaches and tools for customer data processing. In addition, lending institutions with the digital
model of banking services will have one or more centers for processing customer data, which will
be available to bank employees from anywhere in the country. A distinctive feature of the current
model of banking is that in the process of redistribution of the workload of the structural
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subdivisions of the lending institution the main task is the transition to the automation (IT)
department of banking. According to the digital model of banking services, the ratio of“frontoffice/back-office” accounts for 0-20/80-100 in the lending institution. In the digital model,
modern forms of security of the banking process can include static and dynamic methods of
authentication of users of devices that are remotely connected to banking services.
Research methodology
Such research methods, as scientific abstraction, principle of objectivity, observation, comparison,
statistical grouping, comparative analysis, as well as survey methods have been widely used in the
research process.
Analysis and results
The experience of developed countries demonstrates that unless banks invest enough in their
infrastructure, they are more likely to lose their customer base. In the development of banking
infrastructure in our country, first of all, adoption of regulatory framework, professional
development of the personnel, provision of advanced technologies will constitute a basis for the
banking infrastructure development.
In turn, the banking infrastructure development is a factor that ensures consistency of an efficient
mechanism to increase the number of customers by expanding and improving the scope of banking
services.
Convenience of banking services for customers, more understandable for users of the banking
services market, increasing the general level of financial literacy of the population, changes in
banking legislation will contribute to the development of infrastructure in the banking system.
Efforts to enhance the positive image of banks in a highly competitive environment, to maintain
and increase the customer base are aimed at developing relationships with customers. Many
researchers point out that only companies that focus their efforts on building and developing
relationships with customers and meeting their interests and needs will ultimately be
successful.[10]
For banks, the customer becomes the “hub of the world”, which results in a sharp increase in sales
and profits, and credit institutions gain a good reputation as an entity that protects the interests of
the depositors concerned, rather than their problems.[11]
Investigating the opinion of the above economists it becomes obvious that due to the change in
approaches to banking services, the approach to the concept of “efficiency of banking
infrastructure” in the process of providing services to the population will change. It should be
noted, that the efficiency of the infrastructure of banking services to the population normally
implies economic efficiency in the banking services market. Under conditions of the high role of
the process regulating banking activities in the country, which is highly competitive, the efficiency
of banking services depends not only on economic aspects.
At the current stage of development of the banking services market, we believe that along with the
economic benefits, the social benefits and the benefits of the development of technologies
introduced into the banking sector should be taken into account.
Below there are the characteristics of social and economic efficiency of banking services.
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The description of social efficiency is as follows:
- increase in the welfare of the population;
- increase in trade turnover in the region;
- increase in the volume of fee-paid services provided to the population;
- increase in total volume of production;
- increase in economic and financial literacy of the population;
- increase in the level of customer confidence in banking services;
- increase in the the level of customer-focused approach of banks;
- increase in the share of regular customers;
- creation of new jobs, reduction of unemployment [12].
Economic efficiency is considered the primary objective of the banking services market. The
indicators of economic efficiency are as follows:
- increase of income and its growth rates in the market of banking retail services;
- increase of the customer base;
- expansion of banking products;
- increase in the number of small transactions with the cash funds of the population;
- reduction of indebtedness on overdue loans;
- reduction of risks associated with the provision of services to the population;
- expanding the use of banking services in the regions, including the remote areas;
- cutting off the number of personnel, additional office maintenance costs, etc. [13].
Moreover, technological efficiency is related to the economic efficiency of banking on a direct
basis and makes a direct impact on the quality and safety of banking services. Technological
efficiency is characterized by the following indicators:
- enhancing the security of banking operations;
- reducing the time spent on performing a single operation;
- improving marketing research, monitoring of customer feedback;
- improving the organization of the internal affairs of the bank;
- raising the number of remotely controlled operations;
- applying technologies at all stages of banking;
- expanding the use of plastic cards;
- measures to popularity of out-of-office banking services;
- opportunities for continuous distance training of employees [14].
The focus areas of efficiency of banking services are inextricably linked, in particular, the
economic efficiency of banking activities does not have the character of prolongation if it does not
have a social effect. Herewith a number of contradictions may arise if the efficiency of banking
services increases in several places at the same time.
First, the cost-effectiveness of the social and technological efficiency of banking services should
be assessed. Regional banks do not often pay adequate attention to the social and technological
efficiency of their activities or even sometimes neglect them.
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Second, there are contradictions that an increase in the efficiency of one focus area can prevent
successful development of another area. For example, introduction of expensive banking
technologies while rendering services to the population lowers or even loses the economic
efficiency of some banking services and operations, however, as customer confidence increases,
social efficiency of banking operations enhances by achieving transparency.
If we describe efficient banking services from the point of view of bank customers, it can be said
that it is the provision of quality, cheap, quick and advanced banking services, which in some cases
contradicts the economic aims of the bank. Therefore, in the development of measures to improve
the efficiency of banking services, the executives of lending institutions should take into account
not only the management system, but also the aims of consumers of these services. In other words,
it is required to raise the level of the bank employees’ attention to the customer, to create conditions
for the formation of an innovation environment in the entity, in which the economic benefits are
directly related to customer requirements [15].
Table 1
Factors determining efficiency of banking services
From the point of view of the customer
From the point of view of the lending
institution
Quality of rendering services
 communication with the bank employees;  cost-effectiveness of banking services;
 urgency of rendering services;
 customer base growth;
 confidence in banks;
 selling maximum services to one customer;
 transparency of
banking
services  urgency of rendering services;
rendered;
 reducing the number of customer complaints;
 convenient location of bank branches;
 reducing facts of misunderstanding during
 rendering services on an individual basis; rendering services.
 ability to use bank services.
Cost of banking services
 availability of cheaper services at  increasing the cost of banking services in the
discounted prices;
process of risk insurance;
 providing guarantees by the government  reducing expenses on building maintenance
or by the bank system;
and costs on personnel;
 uniting services provided to legal entities  raising efficiency of labour capacity;
and citizens;
 increasing prices for banking services at a
 moderate cost of services provided by the moderate market rate;
bank.
 reducing competitive environment in the
market.
Technological support of the banking service system
 rendering short-term banking services;
 cost-effectiveness of banking technologies;
 security of payment transactions;
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 getting urgent information on reports;
 improving
exchange
of
digitalized
 exchange of digitalized documents of documents of lending institutions;
lending institutions.
 security of transactions performed by the
bank;
 expanding the scope of services.
Source: Developed by the author in reliance upon the scientific literary sources.
In short, banks should provide universal banking services using advanced technologies, and
introducing innovation-based services. The main criteria in choosing a bank by customers are: the
bank’s reputation (usually high confidence in state-owned banks), convenient location, availability
of advanced banking services. In developing the ways to raise the efficiency of banking services,
it is necessary to distinguish three main types of relationships between customers and lending
institutions (Table 1).
Conclusion and proposals
From the point of view of customers, banking services should be convenient and useful, and
customers should be able to benefit from them. That is, the main indicators of the efficiency of
banking services are as follows:
1) quality of rendering services;
2) cost of banking services;
3) technological peculiarities of banking services.
The main difference in the interpretation of the efficiency of banking services by consumers and
sellers of banking services has been considered, and as a result, economic efficiency is always a
primary factor for sellers of banking services. Economic efficiency is an essential condition for
introducing new technologies in the provision of services, which, in turn, results in an increase in
the value of banking services, which hinders the increase of competition in the market.
Based on the statements specified above, it can be concluded that developing of banking services,
raising the level of customer-based approach, qualification upgrading of the personnel, introducing
innovation-based services, improving service methods, enhancing efficiency through the use of
new technologies lead to the development of banking infrastructure.
Reference
1. Resolution of the Executive Board of the Central Bank of the Republic of Uzbekistan № 22/5
dated June 30, 2018.
2. Dolgushina A.Ya., Poltoradneva N.L. Digital model of banking//Scientific and technical bulletin
of the St. Petersburg State Polytechnic University, №6(256), 2016, p. 206-218.
3. Kulikov N.I., Kudryavtseva Yu.V. Banks go to the Internet//Finance and Credit, №29 (2016) 210, 2016, p. 2-10.
4. Samsonova L.A. Remote banking // Philosophical problems of information technology and
cyberspace, №2(4), 2012, p. 81-91.
5. Azrilyan A.N. Big Economic Dictionary.- M.: Institute of New Economics, 2002.-p.588.

© ICAS 2022

4031

Ann. For. Res. 65(1): 4026-4032, 2022
ISSN: 18448135, 20652445

ANNALS OF FOREST RESEARCH
https://www.e-afr.org/

6. Aliqoriev O.F. Ways to develop services in commercial banks. - Tashkent: “Аkademnashr”
publishing house, 2012.-192 p.
7. Mirzaev F.I. Ways to develop the market of banking services//Retail business development.Тashkent, 2007.-p.98.
8. Abdullaeva Sh.Z. Banking: Textbook.- Tashkent: Finance, 2003.-312 p.
9. Money, credit and banks. Textbook/O.Yu.Rashidov, I.I.Alimov, I.R.Toymuhamedov, R.R. Tojiev.
- Tashkent: ТSUE, 2008.- 432 p.
10. Artikov O.A. Banking services under conditions of interbank competition and ways to improve
them: Abstract on the dissertation claiming on the PhD in economics.- Tashkent, 2009.-p.8.
11. Apenko S.N., Shavrovskaya M.N. Customer-based approach of personnel in the context of
marketing relations//Bulletin of Omsk University. “Economy” series. – 2010. – № 2. – p. 50–56.
12. Apenko S.N., Shavrovskaya M.N. Customer-based approach of personnel in the context of
marketing relations//Bulletin of Omsk University. “Economy” series. 2009. – № 2. –
URL:http//www.garant.ru
13. Vasilev A.V., Gerasimova E.B., Tishina L.S. Monitoring the quality of banking services:
monograph. - Tambov: TSTU, 2004
14. Vikulov V.S. Innovation-based activity of lending institutions//Management in Russia and
abroad. – 2001. №1
15. Shaikhutdinova E.S. Development of infrastructures of the regional economy based on
innovations. Bulletin of Economics, Law and Sociology, 2015, №1 – p.72-77.
16. Abrorov, S. (2019). The importance of sukuk in the development of economy: as an example
of its impact on the income of the malaysian population. Journal of Advanced Research in
Dynamical and Control Systems, 11(7), 927-931.
17. Abrorov, S. (2020). The importance of sukuk in the development of economy: as an example
of its impact on the income of the malaysian population. Journal of Critical Reviews, 7(2), 776780. doi: 10.31838/jcr.07.02.142

© ICAS 2022

4032

