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ABSTRACT

Research background: Digital transformation in the banking sector has become increasingly salient, particularly during
the COVID-19 pandemic, which accelerated the adoption of digital technologies and reshaped organisational processes.
Banks were required to rapidly expand remote work arrangements, strengthen digital service channels, and respond to
changing customer expectations, making digitalization critical for maintaining efficiency and competitiveness. At the
same time, research emphasises that digital transformation entails not only technological change but also organisational
and managerial challenges, including employee adaptation and leadership support.

Purpose of the article: This study aims to provide new insights into digital transformation in the banking sector during
the COVID-19 pandemic from the perspectives of employees and management. Specifically, it examines internal organi-
sational factors—employee adaptation, managerial support, and the implementation of digital processes—that shaped
the trajectory and effectiveness of the transformation.

Methods: The study uses a mixed-methods design that combines quantitative and qualitative approaches. The quantita-
tive component consists of a questionnaire survey administered to banking sector employees; the data are analysed
using descriptive statistics and the Mann-Whitney U test to assess gender differences. The qualitative component com-
prises semi-structured interviews with bank managers to provide deeper insight into how digital transformation processes
were implemented.

Findings & Value added: The findings indicate that digital transformation in the banking sector during the COVID-19
pandemic was perceived predominantly positively, particularly with respect to efficiency and work processes. Gender
differences were generally minimal; a statistically significant difference was identified only for satisfaction with digitaliza-
tion and perceived managerial support. Nonetheless, challenges related to cybersecurity and employee adaptation per-
sist. The paper’s contribution lies in its focus on internal organisational dynamics and its integration of employee and
management perspectives. The results offer implications for economic policy aimed at supporting digitalization and work-
force adaptation and align with the journal’s focus on digital transformation and its societal impacts.
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sation of the financial system, but the sudden need to

INTRODUCTION reorganise internal processes, work arrangements, and

) decision-making mechanisms under conditions of limited
The COVID-19 pandemic represented an unprecedented  physical contact and heightened uncertainty (Marcu,
organisational challenge for the banking sector, excee- 2021; Duan et al., 2021; Demirgiic-Kunt et al., 2021).
ding the scope of traditional financial disruptions. Unlike Banks were forced to rapidly introduce new working mo-

previous crises, the primary issue was not the destabili-
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dels, strengthen digital capabilities, and ensure business
continuity through decentralised management structures.

During the pandemic, digitalization therefore became not
only a technological, but above all an organisational and
managerial phenomenon. Digital transformation in bank-
ing does not merely involve adopting new technologies; it
also encompasses changes in business models, internal
processes, and employee skill requirements (Ulrich-Die-
ner et al., 2023; Kitsios et al., 2021; Porfirio et al., 2024;
Rodrigues et al., 2023). This transformation requires the
integration of technological, organisational, and cultural
elements, and its success is largely determined by lea-
dership quality and strategic management (Al Issa &
Omar, 2024; Wang et al., 2023).

The pandemic highlighted the importance of banks’ ca-
pacity to adapt to new conditions while maintaining stabi-
lity. Empirical evidence suggests that banks with higher
levels of digitalization and stronger internal coordination
were better able to respond to the shock (Kwan et al.,
2024; Citterio et al., 2024; Zhu & Jin, 2023). Digitalization
thus emerged as a strategic resource supporting operati-
onal stability and sustaining performance under crisis-
induced uncertainty (Herath & Gamlath, 2025; Doran et
al.,, 2022; Manta et al., 2024).

From a human resource management perspective, the
pandemic accelerated the transition to remote working
models and increased demands for employees’ digital
competencies (La Torre et al., 2022; Mazurchenko et al.,
2022; Dang et al., 2023). However, remote work also
introduced challenges related to team coordination, sus-
taining employee motivation, and managing technostress
(Battisti et al., 2022; Khalequzzaman et al., 2025). Ma-
nagement’s role therefore expanded to include ensuring
effective communication, providing employee support,
and creating conditions that facilitate adaptation to the
new work environment. The literature also emphasises
the importance of organisational culture and the instituti-
onal framework in implementing digital initiatives (Kien &
That, 2022; Al-Smadi, 2025; Nesindande et al., 2024).
Digital transformation is not an isolated technological
process, but a complex organisational change affecting
decision-making structures and the distribution of res-
ponsibilities (Nasiri et al., 2022; Shanti et al., 2023).

Although a substantial body of work examines the pan-
demic’s effects on bank performance and financial-sector
stability (Elnahass et al., 2021; Foglia et al., 2022; Gupta
et al., 2024; Shabir et al., 2023), less attention has been
devoted to the internal organisational dimension of this
transformation. Many studies focus on macroeconomic
or financial indicators, while the perceptions of em-
ployees and managers—as active agents of change—
remain comparatively underexplored. In Central Eu-
ropean countries, this gap is even more pronounced.
Existing research addresses bank digitalization (Boufou-
nou et al., 2022; lonascu et al., 2023; Yildinm & Erdil,
2024), yet detailed analysis of organisational transforma-
tion from the perspective of internal actors remains limi-
ted.

This study examines selected aspects of banks’ digital
transformation during the COVID-19 pandemic from the
perspectives of employees and management in the
Czech Republic. It focuses on organisational changes,
readiness for digitalization, experiences with remote work
management, and perceptions of managerial support
during the crisis period. Combining quantitative and qua-
litative data enables a deeper understanding of how or-
ganisational transformation unfolded and which internal
factors influenced banks’ resilience during the pandemic.

The article is structured as follows. The introductory sec-
tion presents the COVID-19 pandemic as a key driver of
digital transformation in the banking sector and highlights
its organisational and managerial dimensions. The theo-
retical background summarises existing knowledge on
bank digitalization, leadership, organisational culture,
and the implications of remote work. The subsequent
section outlines the research objective, methodology,
and data, applying a mixed-methods design that combi-
nes an employee questionnaire survey with interviews
with managers. The results section reports empirical
findings on perceptions of digitalization, its effects on
work efficiency and daily activities, and employee satis-
faction, including an analysis of gender differences. The
conclusion synthesises the main findings, highlights both
the benefits and challenges of digital transformation, and
underscores the importance of managerial support, tech-
nological readiness, and employee adaptation for effecti-
Ve crisis management.

THEORETICAL BACKGROUND

Digital transformation in the banking sector is a broad
change process that extends beyond technology to en-
compass adjustments in business models, managerial
practices, and employee competencies (Kitsios et al.,
2021; Porfirio et al., 2024; Rodrigues et al., 2023). It in-
volves shifts in value-creation mechanisms, the digitali-
zation of processes, and the adaptation of organisational
culture to technological innovation (Nasiri et al., 2022;
Shanti et al., 2023). In banking, these changes are ref-
lected in the implementation of digital tools in internal
operations, evolving decision-making processes, and the
redefinition of employees’ work roles (lonascu et al.,
2023; Loska & Uotila, 2024).

The success of digital transformation is closely linked to
the quality of strategic management and leadership
competencies. Al Issa and Omar (2024) highlight the
importance of leadership and organisational culture in
supporting digital innovation. Wang et al. (2023) empha-
sise the need to develop managerial competencies for
governing digital processes, while Osei et al. (2023)
identify digitalization trends and strategic orientation as
key determinants of successful transformation. Digital
transformation is therefore best understood as a mana-
ged change process requiring coordination across tech-
nological, organisational, and human resource dimensi-
ons (Kien & That, 2022; Al-Smadi, 2025).
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The COVID-19 pandemic created conditions that signifi-
cantly accelerated this process. The external shock as-
sociated with restricted physical contact, the shift to onli-
ne work environments, and heightened uncertainty nece-
ssitated the immediate reorganisation of work arrange-
ments and internal processes (Marcu, 2021; Duan et al.,
2021; Demirgug-Kunt et al., 2021). Zhu and Jin (2023)
argue that the pandemic accelerated banks’ digitalization
initiatives and reinforced the importance of operational
digital capabilities. Similarly, Yildinm and Erdil (2024)
conclude that COVID-19 fundamentally reshaped banks’
business models and digital orientation. From an organi-
sational resilience perspective, evidence suggests that
banks with higher levels of digitalization and stronger
internal coordination responded more effectively to crisis
conditions (Kwan et al., 2024; Citterio et al., 2024; Xia et
al., 2022). Herath and Gamlath (2025) and Doran et al.
(2022) identify a positive association between digitaliza-
tion and bank performance during the pandemic, sugges-
ting that digital capabilities constitute a critical source of
organisational stability. At the same time, Foglia et al.
(2022) and Shabir et al. (2023) note that banks’ adaptati-
on to pandemic conditions was heterogeneous and de-
pended on structural and strategic characteristics.

Digitalization of the work environment also led to sub-
stantial changes in human resource management. La
Torre et al. (2022) analyse employees’ perceptions of
remote work in the banking sector and highlight the need
for managerial support. Battisti et al. (2022) emphasise
both the economic and psychological dimensions of re-
mote work and point to the importance of internal com-
munication mechanisms. Khalequzzaman et al. (2025)
identify technostress as a significant factor affecting em-
ployee performance in digital environments, with organi-
sational support playing a moderating role.

Developing employees’ digital competencies has become
an essential component of transformation processes.
Mazurchenko et al. (2022) highlight the growing demand
for digital skills in the context of Banking 4.0. Dang et al.
(2023) examine post-pandemic talent-management chal-
lenges in banking and emphasise the need for systema-
tic human-capital development. Nesindande et al. (2024)
further point to changes in the work environment asso-
ciated with implementing digital technologies and their
effects on organisational structures.

Transformation during the pandemic was also influenced
by the broader institutional and regulatory environment.
Quaglia and Verdun (2023) underline the role of Eu-
ropean regulatory measures shaping banks’ strategic
decisions. Elnahass et al. (2021) and Gupta et al. (2024)
analyse global banking-sector stability during the pan-
demic and emphasise the importance of effective capital
and risk management. Overall, the literature indicates
that the success of digital transformation depends on
organisational preparedness for digitalization and the
effectiveness with which new technologies are leveraged
(Rupeika-Apoga et al., 2022; Rodrigues et al., 2023; Por-
firio et al., 2024). Digitalization is therefore not an isola-
ted technological process, but the outcome of interacti-

ons among technological capabilities, organisational cul-
ture, and managerial decision-making (Nasiri et al., 2022;
Shanti et al., 2023).

Despite extensive research on the pandemic’s financial
impacts (Foglia et al., 2022; Shabir et al., 2023; Gupta et
al., 2024), the internal organisational perspective re-
mains comparatively underexplored. Most studies focus
on macroeconomic or performance indicators, while the
perceptions of employees and managers as key agents
of change receive limited attention. The strategic impor-
tance of digitalization in banking was further reinforced
during the pandemic. Empirical evidence suggests that
banks with higher levels of technological readiness were
able to respond more flexibly to pandemic-related disrup-
tions and maintain continuity of financial services more
effectively (Carbd-Valverde et al., 2024; Citterio et al.,
2024). Digitalization thus represents not only a moderni-
sation tool but also a key determinant of organisational
stability and adaptability. Citaku et al. (2023) argue that
banks’ ability to adapt to technological change plays a
crucial role in managing external economic shocks.

The pandemic also contributed to broader changes in
banking-sector functioning. Baicu et al. (2020) identify a
significant shift toward digital communication channels
between banks and clients, which increased pressure on
internal processes and organisational structures. Naeem
and Ozuem (2021) argue that banking digitalization du-
ring the pandemic was not merely a response to short-
term restrictions, but became a long-term strategic direc-
tion. From the perspective of organisational performance,
digitalization appears to enhance banking-sector effi-
ciency. Manta et al. (2024) report a positive relationship
between digitalization and banking efficiency, while Szili
et al. (2022) emphasise the importance of the quality of
the digital environment in evaluating banking services.
These findings suggest that digital transformation is in-
creasingly a key determinant of banks’ competitiveness
in the global financial environment.

The digital transformation of banks during the pandemic
can therefore be interpreted as the result of interaction
among an external crisis shock, managerial capacity for
change management, and organisational absorptive ca-
pacity reflected in employee readiness. Success de-
pends not only on technological investments, but also on
leadership quality, internal coordination, and the organis-
ation’s ability to adapt work processes to new conditions.
Accordingly, the perspectives of employees and mana-
gement provide an analytically relevant lens for asse-
ssing the depth and sustainability of transformation pro-
cesses in the banking sector.

RESEARCH OBJECTIVE, METHODOLOGY AND DATA

The aim of this article is to provide new insights into the
process of digital transformation in the banking sector
during the COVID-19 pandemic from the perspective of
employees and management in the Czech Republic. The
pandemic represented a significant external shock that
accelerated the digitalization of banking processes, the
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implementation of new working arrangements, and
changes in organizational management. In this context, it
is essential to examine not only the technological as-
pects of transformation but also its internal organizational
determinants, particularly employee readiness for chan-
ge, the role of managerial leadership, and the perception
of digitalization processes within the workplace.

This research is based on a mixed-method approach
combining quantitative and qualitative research methods.
The quantitative part is based on a questionnaire survey
conducted among employees in the banking sector in the
Czech Republic. The questionnaire focused on evalua-
ting changes in work processes during the pandemic, the
use of digital tools, the perception of managerial support,
and employees’ readiness to adapt to new technological
and organizational conditions. The collected data allow
for the analysis of employees’ experiences with the im-
plementation of digital solutions and the identification of
factors influencing transformation processes within bank-
ing organizations. Data collection was carried out
through an online questionnaire distributed primarily via
email communication and professional networks. The
questionnaire was anonymous and administered through
the Google Forms platform. It consisted of 25 predomi-
nantly closed-ended questions, utilizing a five-point Likert
scale. It also included multiple-choice questions and five
sociodemographic questions.

The research sample consists of employees in the bank-
ing sector operating in the Czech Republic. The survey
was conducted among bank employees across various
job positions, aiming to capture their experiences with
organizational changes and digitalization processes du-
ring the COVID-19 pandemic. The study included em-
ployees from different areas of the banking sector, inclu-
ding administrative staff, customer service employees,
and professionals in financial services.

The quantitative findings were complemented by a quali-
tative component of the research. The respondents in
this part held managerial positions in banking institutions
and had experience managing teams during the pande-
mic period. The interviews focused on strategic decision-
making, the implementation of digital solutions, and or-
ganizational challenges associated with the transformati-
on of banking processes during the COVID-19 pandemic.

The combination of a questionnaire survey among em-
ployees and interviews with managers enables the ana-
lysis of digital transformation from two complementary
perspectives—employees as implementers of change
and management as key actors in strategic decision-
making and organizational governance.

Within this study, employees’ attitudes toward the follo-
wing research questions were examined:

* Q1 - In your opinion, has digitalization improved the
efficiency of your work?

+ Q2 - To what extent does digitalization influence
your daily work activities?

* Q3 - Do you find the use of digital tools and proce-
dures in banking easy? Do you feel capable of lear-
ning to use them quickly?

+ Q4 - Are you satisfied with the current level of digita-
lization of banking services and the approach of your
bank’s management?

+ Q5 - Would you say that digitalization in banking is
overall more positive than negative in relation to
your work performance?

Several statistical hypotheses were formulated in the
study:

« H1: There is no statistically significant difference
between men and women in the distribution of res-
ponses to question Q1.

« H2: There is no statistically significant difference
between men and women in the distribution of res-
ponses to question Q2.

+ H3: There is no statistically significant difference
between men and women in the distribution of res-
ponses to question Q3.

+ H4: There is no statistically significant difference
between men and women in the distribution of res-
ponses to question Q4.

+ Hb5: There is no statistically significant difference
between men and women in the distribution of res-
ponses to question Q5.

Based on descriptive statistics and contingency tables,
assumptions regarding gender differences among bank
employees were formulated. To test these assumptions,
the non-parametric Mann—-Whitney U test was applied.
The results of this test made it possible to assess the
presence or absence of gender differences in the exami-
ned aspects according to the respondents’ gender.

Mann-Whitney U Test

ny(ny+ 1)
T —
U, =mn, - U,

U =nn,+ R,

where:

* ny, n2 = the number of respondents in each group
(e.g., males and females)

*  Rq =the sum of ranks for the first group
RESULTS & DISCUSSION

The research sample consisted of employees working in
the banking sector in the Czech Republic, representing a
range of job positions. The questionnaire survey was
aimed at identifying their experiences with organizational
changes and digitalization processes during the COVID-
19 pandemic. A total of 78 respondents were included in
the study, forming the basis for the quantitative analysis.

In terms of gender, the sample comprised females (n =
54; 69.23%) and males (n = 24; 30.77%). The age struc-
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ture of respondents was relatively balanced, with the
dominant representation in the age groups 26-35 and
36-45 years. From the perspective of job position, the
majority of respondents held non-managerial roles, while
a smaller proportion consisted of employees with mana-
gerial responsibilities. This structured research sample
allows for the analysis of the impacts of digitalization and
organizational changes primarily from the perspective of
employees who are directly involved in their implementa-
tion in everyday work practice.

To test the formulated hypotheses, contingency tables

nificant difference between males and females (p-value =
0.621). The Z value (-0.494) is close to zero, indicating
that the difference in the distribution of responses bet-
ween the groups is minimal. From a practical perspecti-
ve, this implies that both males and females perceive the
impact of digitalization on work efficiency in a similar
manner, without notable differences. Based on these
results, the hypothesis was evaluated as follows.

The hypothesis H1 is not rejected.

Table 2: Respondents’ attitudes toward statement 02 by

capturing the distribution of respondents’ answers by gender
gender for each examined question (Q1-Q5) were first
constructed. The aim of this analysis was to identify po- Number 02 Gender Total
tential differences in _the responselstrlucture bet_wgen Responses Man Woman
males and females prior to the application of statistical
testing. The clear presentation of frequencies enables a Strongly agree 6 22 28
visual assessment of the distribution of responses across Agree 7 18 25
individual categories of the Likert scale and provides the Neutral 8 13 21
basis for the subsequent application of the non-para- .
metric Mann-Whitney U test. Disagree 2 3
Strongly disagree 1 0 1
Table 1: Respondents’ attitudes toward statement Q1 by Total 24 54 78
gender U-test Zvalue p-value
Number 01 Gender Mann-Whitney U test 480,000 -1.916 0.055
Total Source: own processing
Responses Man Woman
Strongly agree ” 2 m The distribution of responses in Table 2 suggests that
digitalization has a significant impact on the respondents’
Agree 10 15 25 daily work routines, with answers spread across multiple
Neutral 1 4 5 scale categories. Lower and middle values predominate,
Disagree indicating that respondents perceive digitalization as an
Strongly disagree 0 0 0 !mportant, yet variably |nt'ense, component of their wgrk-
Total 2% 54 78 ing reality. When comparing responses by gender, slight
differences in the distribution can be observed. Women
U-test Zvalue  p-value show a higher concentration of responses in the lower
Mann-Whitney Utest 607500  -0.494 0.621 categories, suggesting a more intensive perception of the

Source: own processing

The distribution of responses presented in Table 1 indica-
tes that digitalization is generally perceived as a factor
enhancing work efficiency among both genders, with
lower values on the scale—representing positive evalua-
tions—being dominant. Respondents’ answers are pri-
marily concentrated in the first two categories, sugges-
ting an overall favorable perception of digitalization pro-
cesses in the workplace. No significant differences in the
distribution of responses between males and females are
observed, as both groups exhibit a similar pattern cha-
racterized by a concentration of responses in the positive
categories. Although females show a slightly higher fre-
quency in the most positive category, this difference can-
not be considered substantial. These findings suggest
that the perception of the impact of digitalization on work
efficiency is relatively homogeneous across genders,
without significant gender-based differentiation.

To compare the responses of males and females to que-
stion Q1, the non-parametric Mann-Whitney U test was
applied. The test results did not reveal a statistically sig-

impact of digitalization on their working day. In contrast,
men’s responses are more evenly distributed across the
middle and higher categories of the scale. These diffe-
rences point to a potential gender-based differentiation in
the perception of the extent of digitalization’s impact on
daily work activities, although the distribution of respon-
ses is not markedly contrasting.

For the examined question Q2, no statistically significant
difference was observed at the significance level of 0.05,
as the p-value reached 0.055. Although this value appro-
aches the threshold of significance, it does not exceed it.
The Z value (-1.916) indicates a certain trend of diffe-
rence between the groups, with men achieving, on ave-
rage, lower ranks than women. In practical terms, this
may suggest slightly different perceptions of the impact
of digitalization on the working day; however, this diffe-
rence cannot be considered statistically significant.

The hypothesis H2 is not rejected.
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Table 3: Respondents’ attitudes toward statement 03 by

gender
Number 03 Gender
Total

Responses Man Woman
Strongly agree 8 19 27
Agree 13 34 47
Neutral 2 0 2
Disagree 1 0
Strongly disagree 0 1 1
Total 24 54 78

U-test Z value p-value

Mann-Whitney U test 593,000 -0.692 0.489

Source: own processing

The distribution of responses in Table 3 suggests that the
majority of respondents perceive the use of digital tools
and processes as relatively easy, with responses
strongly concentrated in the lowest categories of the sca-
le. The dominant representation of responses 1 and 2
indicates a positive perception of user-friendliness and
the ability to adapt to the digital environment. When
comparing responses by gender, it can be observed that
women show a higher concentration of responses in the
second category, while men’s responses are slightly
more distributed between the first two categories. The
occurrence of higher scale values is minimal in both
groups, suggesting that negative perceptions of digitali-
zation in terms of difficulty are rather exceptional. These
findings indicate that the perception of the ease of using
digital tools is relatively similar between men and wo-
men, without significant gender differentiation.

For question Q3, no statistically significant difference
was found between men and women (p-value = 0.489).
The Z value (-0.692) indicates only very small differen-
ces between the groups. The results suggest that both
men and women perceive the difficulty of using digital
tools and their ability to adapt to them in a similar way.

The hypothesis H3 is not rejected.

Table 4: Respondents’ attitudes toward statement Q4 by

gender
Number 04 Gender
Total

Responses Man Woman
Strongly agree 8 28 36
Agree 6 19 25
Neutral 1 1 2
Disagree 8 5 13
Strongly disagree 1 1 2
Total 24 54 78

U-test Z value p-value

Mann-Whitney U test 454,000 -2.259 0.024

The distribution of responses indicates that respondents
generally perceive the digitalization of banking services
and the management’s approach positively, with respon-
ses concentrated primarily in the lower categories of the
scale. The largest proportion of respondents selected
response 1, suggesting overall satisfaction with the cu-
rrent progress of digitalization and the support provided
by management. However, when comparing responses
by gender, noticeable differences in the distribution can
be identified. Women show a stronger concentration of
responses in the lowest categories, whereas men’s res-
ponses are more evenly distributed across higher scale
values, particularly in category 4. This difference su-
ggests that women evaluate digitalization and the mana-
gement’s approach more positively than men. These
findings point to the existence of gender-based differen-
tiation in the perception of satisfaction with digitalization
processes and managerial support, which is also consis-
tent with the results of statistical testing that confirmed a
statistically significant difference between the groups.

For question Q4, a statistically significant difference was
found between men and women (p-value = 0.024). The Z
value (-2.259) indicates that men achieved, on average,
lower ranks than women, reflecting a less positive evalu-
ation of the digitalization of banking services and the
management’s approach. In contrast, women evaluated
these aspects more favorably. This result highlights the
presence of gender-based differentiation in the area of
satisfaction with digitalization processes and managerial
support.

The hypothesis H4 is rejected.

Table 5: Respondents’ attitudes toward statement 05 by

gender
Number 05 Gender
Total

Responses Man Woman
Strongly agree 10 22 32
Agree 10 24 34
Neutral 2
Disagree 2
Strongly disagree 0
Total 24 54 78

U-test Z value p-value

Mann-Whitney U test 644,000 -0.047 0.962

Source: own processing

The distribution of responses indicates that digitalization
in banking is perceived predominantly positively by res-
pondents, with responses mainly concentrated in the
lower categories of the scale. The largest proportion of
respondents selected responses 1 and 2, suggesting an
overall favorable evaluation of digitalization in terms of its
contribution to work performance. When comparing res-
ponses by gender, only minimal differences in distribution
can be observed. Both men and women exhibit very si-
milar response patterns, with both groups predominantly
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represented in the lowest categories of the scale. Higher
values occur only marginally and without any notable
differences between the groups. These findings suggest
that the overall evaluation of digitalization as a positive or
negative phenomenon is consistent between men and
women, without significant gender differentiation.

For the final question, Q5, no statistically significant diffe-
rence was found between men and women (p-value =
0.962). The Z value (-0.047) is very close to zero, indica-
ting an almost identical distribution of responses in both
groups. Thus, both men and women hold very similar
attitudes toward the overall evaluation of digitalization in
banking.

The hypothesis H5 is not rejected.

The results of the analysis suggest that gender plays a
significant role only to a limited extent across the exami-
ned aspects of digitalization. A statistically significant
difference was identified only for the question focused on
satisfaction with digitalization and the management's
approach, with women demonstrating a more positive
evaluation than men. In the remaining cases, no statisti-
cally significant differences between men and women
were found. Overall, it can be concluded that the percep-
tion of the digitalization of banking services among res-
pondents is relatively homogeneous, with differences
emerging only in specific areas, particularly in the subjec-
tive evaluation of organizational and managerial aspects
of digitalization.

Complementing quantitative results with qualitative inter-
views

The quantitative findings from the questionnaire survey
were complemented by three qualitative interviews with
banking-sector managers, which provided deeper insight
into how digitalization processes were implemented in
practice. Overall, the interview results largely corroborate
the questionnaire findings while adding important practi-
cal context.

In relation to question Q1, which focused on the percei-
ved impact of digitalization on work efficiency, managers
clearly confirmed that digitalization contributes to higher
efficiency and process optimisation. Respondents
highlighted the ability to conduct a wide range of banking
operations online, resulting in time savings, greater cus-
tomer convenience, and lower operational costs for
banks.

Findings related to question Q2, which examined the
impact of digitalization on daily work routines, are also
supported by the interview data. Managers emphasised
that the COVID-19 pandemic significantly accelerated
the shift to digital channels and remote work, fundamen-
tally changing both bank operations and employees’ work
habits. At the same time, they noted the need to maintain
an appropriate balance between online and in-person
work arrangements.

Regarding question Q3, which focused on the perceived
difficulty of using digital tools, the interviews suggest that

adaptation to digitalization has generally been success-
ful; however, it requires sustained support from banks,
particularly through education for both clients and em-
ployees. Respondents stressed the importance of trai-
ning in digital services and security, which aligns with the
relatively homogeneous perceptions reported in the que-
stionnaire survey.

The results for question Q4, concerning satisfaction with
digitalization and management’s approach, are reinfor-
ced by interview findings highlighting the central role of
management in implementing digital change. Managers
underscored the importance of employee support, the
deployment of innovative tools (e.g., virtual assistants
and VR-based training), and pressure from parent com-
panies to accelerate digitalization. They also pointed to
the need for effective communication and structured
change management.

In the context of question Q5, which addressed the future
of digitalization in banking, the interviews confirm that
digital services will become increasingly important, parti-
cularly in mobile banking and online advisory services.
Nevertheless, respondents emphasised that personal
contact with clients remains essential, especially for
more complex financial products. This perspective sup-
ports the conclusion that respondents share a broadly
consistent view of the sector’s future direction.

In addition, the interviews highlighted substantial chal-
lenges associated with digitalization, particularly cyber-
security risks, increasing fraud, and the need for continu-
ous client education. These insights complement the
quantitative results and provide a more comprehensive
picture of digitalization in the banking sector.

Overall, the results indicate that the digitalization of bank-
ing processes is perceived predominantly positively by
employees, particularly with respect to improved work
efficiency and the simplification of work activities. This
suggests that the implementation of digital tools in the
banking environment has been relatively successful and
that employees have adapted to new technological con-
ditions. These findings are consistent with studies repor-
ting positive effects of digitalization on the performance
and efficiency of banking institutions (Rodrigues et al.,
2023; Manta et al., 2024). Similarly, Herath and Gamlath
(2025) and Doran et al. (2022) argue that higher levels of
digitalization contribute to bank stability and performan-
ce, particularly under crisis conditions.

Regarding gender differences, statistically significant
effects were identified only for selected items—specifica-
lly satisfaction with digitalization and perceptions of ma-
nagerial support. This suggests that gender is not a pri-
mary determinant of overall perceptions of digitalization,
although it may influence subjective evaluations of the
work environment. Comparable conclusions appear in
the literature on organisational aspects of digitalization,
which emphasises the role of managerial support and
organisational culture in successful change implementa-
tion (Al Issa & Omar, 2024; Wang et al., 2023). At the
same time, the results indicate relatively homogeneous
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perceptions of digitalization across most areas, which
may reflect effective management of transformation pro-
cesses in the analysed banks.

The qualitative findings also confirm that the COVID-19
pandemic acted as a major catalyst for digitalization,
accelerating the deployment of digital solutions, the tran-
sition to remote work, and shifts in communication chan-
nels. This aligns with studies identifying the pandemic as
a key accelerator of banking-sector digital transformation
(Zhu & Jin, 2023; Yildinm & Erdil, 2024). However, the
qualitative component also highlights persistent challen-
ges—particularly cybersecurity, employee adaptation,
and the need to balance digital and face-to-face interac-
tion. These observations are consistent with Foglia et al.
(2022) and Gupta et al. (2024), who note rising risks as-
sociated with digitalization, as well as Battisti et al.
(2022) and Khalequzzaman et al. (2025), who emphasi-
se the psychological and organisational challenges lin-
ked to digital work environments.

Overall, the findings suggest that banking-sector digitali-
zation during the COVID-19 pandemic was a complex
process involving technological, organisational, and hu-
man dimensions. The results indicate that successful
digital transformation depends not only on technological
readiness, but also on the quality of managerial gover-
nance, the level of employee support, and the organisa-
tion’s capacity to adapt to changing conditions.

CONCLUSION

TThe aim of this study was to provide new insights into
the process of digital transformation in the Czech bank-
ing sector in the context of the COVID-19 pandemic,
from the perspective of bank employees. Based on the
quantitative and qualitative evidence, digitalization can
be characterised as a key driver of banking-sector trans-
formation, with the pace of change accelerating markedly
during the pandemic period.

The questionnaire results indicate that respondents per-
ceived digitalization predominantly positively, particularly
in terms of improved work efficiency and enhanced ac-
cessibility of banking services. At the same time, percep-
tions were relatively homogeneous across most exami-
ned areas regardless of gender, with a statistically signi-
ficant difference identified only for satisfaction with digita-
lization and perceptions of management's approach.

The interviews with bank managers complemented these
findings and provided deeper insight into the observed
phenomena. They confirmed substantial benefits of digi-
talization, including increased process efficiency, cost
reductions, and expanded service delivery capabilities.
However, they also highlighted persistent challenges,
particularly cybersecurity, the need for ongoing education
for clients and employees, and the necessity of maintai-
ning a balance between digital and traditional communi-
cation channels.

The COVID-19 pandemic played a significant catalytic
role, accelerating the implementation of technological
solutions and reshaping both work patterns and consu-
mer behaviour. Many of these changes appear to be
enduring and have become standard features of banking
operations.

Despite its contributions, the study has limitations. The
sample size was relatively small (78 respondents), which
may restrict the generalisability of the findings to the wi-
der banking sector. A further limitation is the exclusive
focus on the Czech Republic, which prevents direct
cross-country comparison. The qualitative component
was based on a limited number of interviews, which may
constrain the breadth of managerial perspectives captu-
red. In addition, the results may be influenced by the
subjective perceptions of respondents, which is inherent
in questionnaire- and interview-based research designs.

Future research could expand the sample size and in-
corporate cross-country comparisons. Further work could
also examine digitalization impacts across specific job
roles and differences between bank types (e.g., traditio-
nal versus digital-only banks). Another promising directi-
on is to investigate long-term effects on employee and
customer satisfaction, alongside developments in cyber-
security and trust in digital financial services.

Overall, the future development of the banking sector will
largely depend on banks’ ability to implement digital in-
novations effectively, respond to evolving customer ne-
eds, and ensure high levels of security and trust. A conti-
nuing key success factor is likely to be the integration of
technological advancement with high-quality customer
service and a personalised approach to clients.
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