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Today, financial entities are racing to adopt technology under the banner of FinTech, but are they truly enhancing
the human experience? In their drive to implement cutting-edge tools, many banks and financial institutions
overlook a critical factor: how these innovations impact the people they serve.

In this article, we explore why financial institutions must shift from a technology-driven approach to a human-
centric one.

This discussion lays the foundation for our next article, where we will introduce a groundbreaking concept: the
FinTech Human-Centric Center (FHCC)—a dedicated framework designed to revolutionize how financial services
approach the user experience. But first, let’s examine the current state of FinTech and why a change in mindset is
essential.

The Technology Trap in FinTech

Today, most financial entities adopt technology as a way to stay competitive and maintain the appearance of being
modern and forward-thinking. These efforts are often marketed under the term "FinTech," aiming to attract
customers and stakeholders by showcasing technological prowess.

However, in many cases, this pursuit of technology comes at the expense of truly understanding the needs of
users.

The Complex Formula of Technology-Driven Efforts

Financial institutions frequently view technology as the primary solution to all operational and customer
challenges. The implementation of Al chatbots, mobile banking apps, and automated systems is often motivated
by a desire to optimize processes and reduce costs, but little attention is paid to the actual impact on users.

For example, automated phone menus and chatbots may reduce call center costs, but they often frustrate users
who just want to speak to a human.

Similarly, while mobile apps offer convenience, they often fail to address complex user needs, leaving customers
feeling unsupported and disconnected.

This reliance on technology-driven solutions creates a disconnect between financial entities and their
stakeholders, both internal and external.

It prioritizes efficiency over empathy and innovation over impact, missing the true purpose of FinTech: to improve
lives.
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Who Are the Stakeholders in FinTech?

To understand the potential of FinTech to drive meaningful change, it’s essential to recognize its diverse
stakeholders:

1. Internal Stakeholders:
o Employees
o Departments and operational teams
o Leadership and decision-makers

Internal stakeholders are the backbone of financial entities, and their experience directly influences the quality of
external services. For example, empowering employees with intuitive tools can lead to better customer
interactions.

2. External Stakeholders:
o Customers (individuals and businesses)
o Potential users (non-customers who interact with the entity for specific services)

External stakeholders are often referred to as "customers," but they are more than that—they are human beings
with diverse needs, emotions, and expectations.

A human-centric approach recognizes that financial services must address these varied dimensions.

Why Human-Centricity Must Replace Technology-Centricity

The primary goal of FinTech should not be to showcase technological advancement but to enhance the
experiences of the people it serves. Here’s why this shift is essential:

1. The Disconnect Between Customers and Technology

Banks often adopt technologies without studying their impact on customer experience. Automated systems,
mobile apps, and Al-driven tools may streamline processes, but they can also alienate users, particularly those
who value human interaction.

For instance:
o [IVR Systems: Complex phone menus can frustrate users, leading to dissatisfaction and a loss of trust.

o Mobile Apps: While convenient, many apps fail to provide the full range of support customers need, such
as resolving disputes or understanding complex financial products.



2. The Risks of Over-Automation

Generative Al offers significant potential, such as Al assistants that can provide human-like conversations with
customers.

However, over-reliance on Al can erode the human touch that many customers value. Replacing human-to-human
interactions with Al-to-human interactions without thorough evaluation risks creating impersonal and ineffective
experiences.

3. The Untapped Potential of Human-Centric FinTech

When technology is treated as a tool rather than the ultimate goal, it can truly enhance the human experience. For
example:

¢ Al assistants can handle routine queries, freeing up human agents to focus on more complex or
emotionally sensitive issues.

e Apps can be designed to offer not just functionality but also empathy, guiding users through financial
decisions with understanding and care.

The Role of Generative Al in Human-Centric FinTech

Generative Al holds immense promise for improving customer experiences. It can personalize interactions, provide
instant support, and even predict user needs. However, its implementation must be carefully studied to ensure it
enhances, rather than replaces, human interactions.

Opportunities:

o Personalized Conversations: Al can tailor responses to individual users, creating a more engaging
experience.

e Proactive Support: Predictive Al can anticipate user needs and offer solutions before issues arise.

e Accessibility: Al can make financial services more inclusive, particularly for underserved populations.

o Loss of Empathy: Al lacks the emotional intelligence of human agents, which can lead to a lack of trust.

e Over-Automation: Relying too heavily on Al can alienate users who prefer human interaction.

The Need for a Systematic Study of Customer Experience

Financial entities must take a systematic approach to studying and evaluating how technology impacts customer
experience. This involves:

o Mapping Customer Journeys: Understanding every touchpoint a user interacts with, from phone calls to
app usage.

o Segmenting Customer Needs: Recognizing that different demographics have different expectations and
challenges.

o Evaluating Impact: Measuring both positive and negative outcomes of technological implementations.



The ultimate goal is not to blindly adopt technology but to use it as a tool to create better human experiences.

Reimagining Technology as a Tool for Humanization
Technology should serve to humanize financial services, not depersonalize them. For instance:
e Al canenhance support but should not eliminate the option for human assistance.
e Mobile apps can provide convenience while offering empathetic guidance for complex issues.

¢ Automation can improve efficiency without sacrificing the personal touch in critical interactions.

Building Better Experiences, Not Just Better Systems

The future of FinTech lies in its ability to enhance human experiences. By shifting from a technology-driven to a
human-centric approach, financial entities can create services that are not only efficient but also empathetic,
inclusive, and impactful.

This requires a paradigm shift: technology must be seen as a tool to serve people, not as an end in itself.

A human-centric FinTech approach FinTech Human-Centric Center (FHCC)—oprioritizes building better
experiences for every stakeholder, internal and external, creating a future where financial services truly serve
humanity.
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