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ABSTRACT 

The banking industry in Thailand stands at the threshold of a significant digital 
transformation, influenced by both global trends and internal factors. This research utilized a 
methodology involving the analysis of secondary data, under the guidance of Porter's Diamond 
Model, to explore the process of digital transformation within the Thai banking industry. This 
study examined the obstacles, opportunities, and potential outcomes associated with this 
transformative journey, shedding light on a forward-looking path.  

In a world where digitalization is gaining increasing prominence, Thailand's financial 
sector is poised to undergo a parallel evolution. However, this evolution necessitates carefully 
navigating challenges like ensuring data security and adhering to regulatory requirements while 
embracing innovative practices. The analysis results, rooted in extensive literature reviews, 
market insights, and statistical data, uncovers a multitude of advantages stemming from 
digitalization. These benefits include heightened customer engagement, improved operational 
efficiency, and introduction of innovative service offerings.  

Nonetheless, this transformation prompts discussions on issues such as the dynamics 
of the workforce and ethical considerations. This research adopted a holistic approach, offering 
a range of strategies designed to enhance digital readiness, empower the younger demographics 
and bridge the urban-rural divide. These strategies encompass collaborative partnerships, 
programs centered around inclusivity, and continuous evaluation of ongoing initiatives.  

This research contributes to the existing literature by providing a nuanced 
understanding of the digital transformation landscape within the Thai banking industry. 
Managerial contributions are highlighted through the identification of effective leadership 
strategies, decision-making processes, and resource allocation mechanisms that drive 
successful digital transformation initiatives. Additionally, research contributions encompass 
the exploration of key trends, patterns, and best practices emerging from the analysis of digital 
transformation efforts in the Thai banking industry. These findings offer valuable insights for 
policymakers, industry practitioners, and academic scholars seeking to navigate and leverage 
digital transformation for sustainable growth and innovation within the banking industry in 
Thailand. 
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CHAPTER 1 : Introduction 
 

 

1.1 Background of the Study 

Digital transformation is the integration of digital technologies into all aspects of an 
organization, in order to improve its operational efficiency, customer experience, and overall 
performance. It involves adopting new technologies, such as cloud computing, artificial 
intelligence, and big data analytics, to improve the efficiency and effectiveness of business 
processes, enhance the customer experience, and develop new products and services. (Khan et 
al.,  2022). In the banking industry, digital transformation is revolutionizing the way banks 
operate and deliver services to their customers (Al-Shammari, 2022). 

The Thai banking industry  is no exception to the global trend of digital transformation. 
In recent years, Thai banks have been investing heavily in new technologies such as artificial 
intelligence (AI), blockchain, and big data in order to improve their efficiency, innovate new 
products and services, and better meet the needs of their customers (Bank of Thailand, 2022). 

There are several factors driving digital transformation in the Thai banking industry . 
One key factor is the increasing adoption of smartphones and the internet. According to the 
Digital 2022 Thailand report, 99.6% of the Thai population owns a mobile phone, and 75.1% 
of the population uses the internet (Hootsuite, 2022). 

This high internet and smartphone penetration level has created a fertile ground for the 
growth of digital banking in Thailand. Another factor driving digital transformation in the Thai 
banking industry  is the growing popularity of e-commerce. As more and more Thais shop 
online, there is a growing demand for digital payment solutions (Bank of Thailand, 2022) 

New technologies, such as AI, ML, and big data analytics, are revolutionizing the 
banking industry. They enable banks to gain customer insights, improve efficiency, provide 
seamless omnichannel experiences, and develop innovative products. However, to successfully 
implement these technologies, banks must make fundamental organizational changes 
(Wijayasekera et al.,  2022). 

Thai banks are responding to this demand by developing new digital payment products 
and services, such as mobile wallets and QR code payments. Finally, the emergence of new 
fintechcompanies is also driving digital transformation in the Thai banking industry . Fintech 
companies are using new technologies to offer innovative financial products and services that 
are challenging the traditional banking industry (Bank of Thailand, 2022). Last, many struggle 
with outdated, fragmented IT systems and dirty data that hinder transformation. Regulatory 
and data protection issues also need to be addressed (Ausloos & Dewitte, 2018). 

 

1.2 Problem of the Study 

The banking industry in Thailand is facing a complex digital transformation. New 
digital technologies offer new opportunities for growth, but banks also face challenges from 
their traditional organizational culture, old computer systems, and top-down hierarchies (Khoo 
& Theinthong, 2021). These hurdles hinder agile responses to digital disruption, complicate 
operations with siloed data and decentralized processes and necessitate costly modernization 
initiatives (Irani et al.,  2022). Embarking on digital transformation is difficult, as it involves 
high costs for new technology, uncertain returns on investment, opposition to change from 
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employees and customers, a lack of skilled workers, and ever-changing cybersecurity risks 
(Smith, 2023). 

As we rely more on AI to make decisions, we need to be careful about the ethical 
implications of biased algorithms, transparency, and accountability (Hughes, 2021). To make 
the most of digital opportunities in Thailand's banking sector, it is essential to address the 
fundamental challenges of organizational culture, outdated systems, and infrastructure (Li et 
al.,  2019). The research challenge is to develop effective ways of overcoming the complex 
obstacles to digital transformation while ensuring that everyone has access to the benefits of 
digital technology and that banks comply with all applicable regulations. 

On the other hand, one of the key challenges facing Thai banks in the digital age is the 
need to compete with new fintech entrants. Fintech companies are using new technologies to 
offer innovative financial products and services that are often more convenient, affordable, and 
accessible than traditional banking products and services. For example, fintech companies are 
offering mobile wallets, peer-to-peer lending platforms, and robo-advisory services. Thai 
banks are facing a number of challenges in competing with fintech companies. One challenge 
is that fintech companies are often more agile and innovative than traditional banks. Fintech 
companies are also able to leverage new technologies more quickly and effectively than banks. 
Additionally, fintech companies oftenhave lower costs than banks, which allows them to offer 
more competitive products and services (Nantawanich et al, 2021). 

In order to compete with fintech companies, Thai banks need to focus on innovation 
and customer experience. Banks need to develop new digital products and services that meet 
the needs of their customers in a convenient and affordable way. Banks also need to invest in 
improving their customer service and user experience (KPMG, 2022). 

 

1.3 Objectives of the Study 

The overarching objectives guiding this research are: 

1. To identify the key factors that influence the adoption of digital banking by Thai 
consumers.  

2. To examine the impacts of digital transformation on the Thai banking industry 's 
profitability, efficiency, and risk profile.  

3. To develop recommendations for Thai banks on how to navigate the digital 
transformation process successfully.  

1.4 Scope of the Study 
This study conducted a documentary analysis of secondary sources to analyze digital 

transformation in the banking industry, focusing on Thailand while incorporating global 
insights. It did not utilize interviews with industry experts but instead relied on rigorous 
analysis of academic theory and real-world case studies to explore the impact of new 
technologies on banking.  

1.5 Significance of the Study 

Digital transformation is rapidly changing the banking industry, and Thailand is no 
exception. Thai banks are investing heavily in new technologies in order to improve their 
efficiency, innovate new products and services, and better meet the needs of their customers 
(World Economic Forum, 2022). 



3 
 

However, digital transformation also presents a number of challenges for Thai banks. 
One key challenge is the need to compete with new fintech entrants. Fintech companies are 
using new technologies to offer innovative financial products and services that are challenging 
the traditional banking industry (EY, 2023). Thai banks need to find ways to compete with 
fintech companies and maintain their market share. 

Another challenge is the need to develop new digital skills. Traditional banking skills 
are no longer sufficient in the digital age, and banks need to invest in training their employees 
on new technologies and digital banking practices (Accenture, 2022). 

Finally, digital transformation also raises a number of regulatory challenges. Regulators 
need to ensure that banks are using new technologies in a safe and responsible manner. 
Regulators also need to develop new regulations that are appropriate for the digital age (Bank 
of Thailand, 2022). 

This research is significant for several reasons. First, it provides insights into the key 
factors that influence the adoption of digital banking by Thai consumers. This information can 
be used by banks to develop more effective digital banking strategies (World Economic Forum, 
2022). 

Second, this research examines the impacts of digital transformation on the Thai 
banking industry 's profitability, efficiency, and risk profile. This information can be used by 
banks to make better decisions about how to invest in digital transformation (EY, 2023). 

Third, this research develops recommendations for Thai banks on how to successfully 
navigate the digital transformation process. These recommendations can help Thai banks to 
remain competitive and relevant in the digital age (Accenture, 2022). 

This research is also significant because it is one of the first studies to comprehensively 
examine digital transformation in the Thai banking industry . The findings of this research will 
be of interest to a wide range of stakeholders, including banks, regulators, policymakers, and 
academics. 

In addition to the research objectives outlined above, this research is also significant 
because it has the potential to make a positive impact on the Thai economy as a whole. Digital 
transformation can help Thai banks become more efficient and productive, leading to economic 
growth. Additionally, digital transformation can help to improve access to financial services 
for Thai consumers and businesses, which can also boost economic growth (World Bank, 
2022). 
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CHAPTER 2: Literature Review 
 

2.1 Introduction 
 Digital transformation in banking is the integration of new technologies such as 
artificial intelligence, big data analytics, blockchain, and cloud computing to fundamentally 
change banking operations, products/services, and engagement models for customers (Akter et 
al.,  2022). The literature highlights how these digital capabilities can drive innovation, improve 
customer experience, enhance efficiency, reduce costs, and enable new data-driven business 
models in banking. However, the effective use of these technologies necessitates massive 
organizational change management across multiple dimensions. Transformation initiatives can 
be severely hampered by legacy IT systems, fragmented data architecture, bureaucratic 
decision-making structures, outdated employee skill sets, and ingrained organizational cultures 
resistant to change. By effectively promoting agile ways of working, providing appropriate 
training and incentives aligned with transformation goals, and communicating a compelling 
vision for change, bank leaders can help shift employees' mindsets and behaviors. Emerging 
technologies fundamentally alter the nature of jobs, roles, and workflows in a bank, 
necessitating extensive and ongoing skill development at all levels of the organization (Ahmed 
& Elali, 2021).  

Banks must provide opportunities for staff members at all levels to continually retrain 
and adapt as new digital capabilities are implemented. Potential knowledge gaps and capability 
deficiencies need to be proactively identified and addressed Collaborations with fintech 
companies and tech firms can expedite innovation and provide people with valuable access to 
new digital skills. To safeguard customer data, maintain regulatory compliance, and manage 
third-party relationships, these partnerships call for stronger risk management capabilities. 
While growth opportunities are offered by digital innovation, academic research also identifies 
increased risks related to cybersecurity, data privacy, money laundering, and compliance with 
rapidly changing technology regulations as banking operations shift online. Banks must 
implement multilayered data governance, system access controls, cyber threat monitoring, and 
other robust security mechanisms while keeping up with intricate regulatory requirements. For 
businesses to maintain customer trust, they must introduce new technologies like AI in an 
ethical and socially responsible manner. The success of the banking industry's digital 
transformation depends on an integrated strategic approach that balances state-of-the-art digital 
technologies with coordinated organizational and workforce evolution. To maximize the 
potential of technologies like AI, big data, and blockchain, banks must coordinate initiatives 
across a variety of dimensions, including workplace culture, employee skills, security, 
regulation, modernization of legacy systems, and customer experience design (Naimi-Sadigh 
et al., 2021). In the Thai context specifically, established banks face ingrained cultural obstacles 
including hierarchical and bureaucratic decision-making structures, departmental silos, and 
organizational resistance to transformational change. The traditional hierarchical culture and 
complex organizational structures of major Thai banks often impede agile responses to digital 
disruption. Legacy mindsets tend to avoid risk and reinforce the status quo rather than 
embracing innovation. However, Thailand does possess strong foundations to build upon in its 
digital banking transformation journey. The country's robust information and communication 
technology sector provides expertise and infrastructure to leverage in developing new digitally-
enabled financial offerings. High mobile penetration, widespread social media adoption, and a 
tech-savvy younger demographic offer a conduit for digital banking engagement. Supportive 
government policies and initiatives aimed at developing the digital economy, such as digital 
skills training programs, also facilitate technology absorption (Navavongsathian et al., 2020). 
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While systemic obstacles remain, the Thai banking sector exhibits important strengths 
and directional shifts that can serve as building blocks for technology-enabled transformation. 
However, realizing the full potential will require concentrated efforts to develop digitally 
skilled workforces, foster agility and innovation, address outdated legacy systems, and 
leadership vision focused on seizing transformational opportunities. While legacy systems and 
fragmented IT architectures pose persistent challenges, Thai banks' increasing involvement 
with regulatory sandboxes and collaborations with local fintech startups demonstrate 
recognition of the need for openness to innovations. The Bank of Thailand's establishment of 
a regulatory sandbox environment and events like the Bangkok FinTech Fair have cultivated 
connections between banks and agile fintech firms, providing mechanisms to accelerate digital 
capabilities. The COVID-19 pandemic has been an unexpected catalyst accentuating the urgent 
need for Thai banks to digitally transform operations, channels, products, and services to meet 
rapidly changing consumer preferences. The sudden shift online forced banks to quickly boost 
digital engagement capacities (Winarsih et al., 2021) 

2.2 Introduction to the Banking Industry   

 The Thai banking sector is substantial and steadily expanding, with over 30 commercial 
banks providing a wide range of financial services to consumers and businesses. The largest 
banks operate extensive branch and digital banking networks. (Leelanyawut & Perera, 2019). 
Thai banks are competing for market share, customers, talent, and innovation leadership, with 
digitalization emerging as a key differentiator. The sector includes a diverse range of banks 
and fintech firms, and collaboration and connectivity within the sector have increased 
significantly in recent years (Wong, 2023). 

Millennials and Gen Z prefer digital banking, compelling banks to ramp up 
omnichannel capabilities. COVID-19 accelerated the adoption of online banking options, and 
while branches maintain an important presence, digital and mobile banking usage has expanded 
exponentially (Atluri et al.,  2017). 

 
 

2.3 Context for Firm Strategy and Rivalry 
There is fierce ongoing competition between the major banks in Thailand centered on 

diversifying product offerings, expanding customer bases, and pursuing operational excellence. 
With disruption intensifying across the industry, digital transformation has become a key 
strategic priority as incumbent banks aim to leverage new technologies and accelerate 
innovation to gain a competitive edge. Substantial investments are being made in capabilities 
including big data analytics, artificial intelligence, virtual assistants, application programming 
interfaces (APIs), blockchain platforms, cloud computing infrastructure, and omnichannel 
banking engagement platforms (Freixanet et al., 2021). Banks seek to utilize these technologies 
to develop differentiated product and service offerings, streamline back-end processes, deliver 
seamless cross-channel customer experiences, derive data-driven insights, and participate in 
collaborative ecosystem-based business models. Agile deployment of digital capabilities is 
seen as an imperative for maintaining relevance with tech-savvy consumers, keeping pace with 
disruptive new fintech competitors, boosting efficiency, and opening up new revenue streams. 
However, competing strategically amidst digital disruption remains an evolving challenge. 
Banks must find optimal balances between managing legacy systems and exploring cutting-
edge innovations, spreading technology investments across initiatives versus focused 
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platforms, and expanding external collaborations while protecting competitive advantages 
(Avery, 2020). 

Leaders face pressure from shareholders seeking returns on tech investments while also 
needing to reduce short-term costs to fund transformation. Strategic planning must account for 
uncertainties regarding the pace of adoption for emerging technologies like quantum 
computing and crypto assets as well as potential future disruption from big tech firms entering 
finance. Consumer trust also emerges as a key consideration, as banks must ensure new data-
driven services do not sacrifice transparency or privacy. Furthermore, while digital innovation 
offers opportunities, established banks must strategically balance technology focus with 
continuing to serve less digitally fluent customer segments through branches and human 
advisory (Graham, 2019). Thai banks’ digital strategies generally reflect a multi-pronged 
approach. Large investments in upgraded digital platforms aim to modernize legacy core 
systems and integrate data and operations. Customer-facing mobile and online banking services 
are being enhanced with convenience features, personalized insights, and expanded self-service 
options. Partnerships and collaborations with fintech and technology firms seek to accelerate 
digitization and spur innovation in areas like blockchain, digital authentication, and AI-enabled 
analytics. Acquisitions and talent recruitment target injecting new digital skills and mindsets 
into the organizational culture. Investments in change management capabilities acknowledge 
that technology alone is insufficient without also evolving employee capacities and ways of 
working to be more agile, innovative, and collaborative (Di Castri et al., 2018). 

2.4 Demand Conditions 
Thailand possesses several favorable conditions that position it for digital innovation 

and transformation in the banking sector. Firstly, the country benefits from a well-developed 
information and communication technology (ICT) industry that offers infrastructure, expertise, 
and human capital which banks can leverage for developing digitally-enabled financial 
offerings and channels. Prominent ICT firms like True and Advanced Info Service provide 
valuable core banking infrastructure support. Additionally, a growing number of Thai startups 
contribute agile fintech capabilities in areas such as payments, lending, RegTech, and 
blockchain services. High mobile phone and internet penetration provide avenues for digital 
banking engagement, particularly among younger demographics who are digital natives (Wong 
et al., 2022). Thailand's above-average mobile banking usage compared to regional peers 
signifies strong adoption potential with improvements in services. This foundation is further 
strengthened by proactive government policies and initiatives focused on bolstering the digital 
economy through investments in broadband infrastructure, digital skills development, 
entrepreneurial funding programs, and more. However, the persistence of legacy IT systems 
continues to present hindrances, as many banks operate with fragmented, outdated digital 
architectures and poor-quality data. Transitioning from these isolated legacy systems to modern 
integrated enterprise platforms is vital for enabling successful digital transformation initiatives. 
Nevertheless, this transition demands significant time and investment to upgrade aging 
infrastructure. The absence of technology standardization and interoperability across bank 
systems introduces additional complexity. While the existing favorable conditions provide a 
basis for optimism, fully capitalizing on Thailand's strengths necessitates addressing legacy 
constraints that contribute to complexity and hinder agility.  

Furthermore, certain aspects of Thailand's bureaucratic legal system, exam-focused 
education system, and cultural aversion to risk can serve as constraints to innovation. Recent 
years have witnessed a growing recognition among banks and regulators that these obstacles 
must be overcome. Government-led investments in digital infrastructure aim to broaden access 
to high-speed internet connectivity nationwide. Initiatives for developing digital skills in 



7 
 

schools and universities are aimed at creating stronger talent pipelines and increasing 
technology absorption capacity throughout society. Regulatory enhancements, including e-
KYC frameworks, QR code standardization, and open banking APIs, seek to provide clarity 
while fostering innovation in digital financial services (Banna & Alam, 2021).  

Collaborations between banks and agile fintech startups facilitate the transfer of 
expertise in deploying emerging technologies, from blockchain to predictive analytics. 
However, regulatory uncertainties concerning data privacy and usage continue to impede 
progress. While systemic challenges inevitably take time to address, proactive measures by 
stakeholders aim to fortify Thailand's foundational conditions for unlocking digital 
transformation in the banking sector. As one of the pioneering ASEAN countries to initiate 
efforts such as regulatory sandboxes and open banking frameworks, Thailand has made 
significant progress. However, maintaining commitment and alignment among policymakers, 
regulators, banks, and fintech will be crucial moving forward. Persistent vigilance and 
coordinated efforts will be essential to fully capitalize on the country's strengths. As one of the 
first ASEAN countries to launch initiatives like regulatory sandboxes and open banking 
frameworks, Thailand has made strong headway but must maintain commitment and alignment 
between policymakers, regulators, banks, and fintech (Ab Hamid et al., 2021). 

  

2.5 Related and Supporting Industries 
In addition to the robust ICT sector, banks are increasing partnerships with fintech 

startups to accelerate the development of innovative digital financial capabilities. 
Collaborations span areas like payments, lending, regtech, digital identity services, data 
analytics, robotic process automation, and cybersecurity (Gupta & Tham,2018). Bangkok's 
burgeoning fintech ecosystem cultivated connections, as have regulatory sandbox initiatives 
and events like the annual Bangkok Fintech Fair. These collaborations provide banks with agile 
expertise in deploying emerging technologies from blockchain and AI to customer analytics 
and predictive modeling. Furthermore, partnerships between banks and e-commerce platforms 
like Shopee, Lazada, and Line integrate digital banking services into popular consumer 
ecosystems. This expands banks' digital distribution reach while generating new customer data 
and insight opportunities. However, greater connectivity and open banking partnerships raise 
risks around cybersecurity, data governance, and technical integration that banks must 
proactively manage through clearly defined accountability frameworks and contractual terms 
(Greuning & Bratanovic, 2020). Core banking systems must be safeguarded from third-party 
breaches. Compliance obligations around data handling and privacy must be upheld. 
Dependency on vendors should not substitute for cultivating strong in-house technical and 
analytics skills. While Bangkok is the clear fintech hub, geographic imbalance persists with 
secondary cities lagging. Many startups and talent remain concentrated around the capital and 
major metropolitan regions. Widening the geographic distribution of financial innovation 
across Thailand will require extending connectivity, skills development, and startup funding 
more broadly. Accelerator programs from Chiang Mai to Phuket show promise on this front. 
Targeted incentives could encourage banks to locate innovation labs and data analytics centers 
in second-tier cities, bringing tech jobs and positioning these regions as new fintech hubs. 
University partnerships can also nurture local fintech ecosystems through research, 
entrepreneurial support, and skills development (Bell & Bell, 2020). 

Inclusive development policies aimed at extending digital infrastructure, improving 
digital literacy, and supporting fintech community building beyond major urban centers will 
be key. Industry associations have vital roles to play in enabling networking and knowledge 
sharing. As 5G infrastructure expands across the country, ensuring affordable access will help 
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prevent deepening the digital divide. Collaborations between banks and educational institutions 
can support curriculum development aimed at producing more graduates with hybrid skills 
spanning finance, technology, and analytics (Reimers et al., 2020). Scholarships and 
apprenticeship programs can provide accessible pathways for students from disadvantaged 
backgrounds to enter the digital finance field. Furthermore, emphasis should be placed on 
improving digital finance access and literacy for micro, small, and medium enterprises across 
Thailand's regions. Digital tools for managing cash flows, accessing credit, accepting 
payments, and analyzing data can greatly benefit these growth engines of local economies. 
Partnerships between established banks and agile startups show strong potential to transfer 
digital capabilities, spur mutually beneficial innovation, and navigate disruption together 
through complementary strengths. However, realizing the full economic and innovation 
promise depends on proactive risk management and addressing geographic imbalances through 
inclusive development policies. Furthermore, success requires viewing collaboration not as a 
temporary bridge but rather as an integral component of competitive strategy moving forward. 
As open banking and platformization accelerate, the lines between fintech disruptors and 
incumbents will increasingly blur into interconnected financial ecosystems. (Gupta & Tham, 
2018).  

2.6 Chance Events 
The COVID-19 pandemic has acted as an unforeseen and significant catalyst, 

expediting the digital transformation of banks. Amid widespread mobility restrictions, 
consumers swiftly transitioned to online and mobile banking, causing physical branch visits to 
plummet. Consequently, banks swiftly implemented imperative enhancements to digital and 
mobile capabilities, rolled out exclusive digital products, integrated AI-powered customer 
service chatbots, expanded identity verification solutions, and facilitated remote work across 
their operations (Li, 2021). This crisis fundamentally altered consumer preferences and 
behaviors concerning digital banking engagement, unequivocally emphasizing the urgent 
necessity for traditional banks to undertake digital transformations across their operations, 
channels, products, and services (Boh et al., 2023). Although the impetuses for competitive 
technology innovation persist, COVID-19 underscored that comprehensive digital strategies 
are now imperative for customer retention, revenue, and overall business resilience. The 
pandemic has also propelled the adoption of technologies that facilitate remote, touchless 
engagement. Notably, video KYC, e-signatures, QR payments, and chatbots experienced 
substantial increases in usage. However, this shift has also exposed digital divides, particularly 
affecting groups that heavily rely on cash, such as the elderly, rural populations, and informal 
workers, who encounter exclusion due to a lack of physical access. Furthermore, the risks 
associated with reopening have highlighted the importance of harmonizing technology with 
continued in-person advisory services. The COVID-19 crisis underscored the significance of 
data-driven agility and resilience. Banks that had previously digitalized their operations and 
harnessed customer analytics were better equipped for rapid adaptation (Li, 2021). Limitations 
stemming from segregated data, fragmented architecture, and outdated workflows hindered 
responsiveness. Real-time decision-making, facilitated by integrated data platforms and 
automation, will dictate future competitive advantage. Within Thailand's banking sector, 
investments are being channeled toward the modernization of core infrastructure, data 
consolidation, and the application of technologies like machine learning to enable swift 
adaptation. The migration to cloud services has also expedited, diminishing reliance on in-
house data centers. However, cybersecurity and third-party management have acquired greater 
precedence due to elevated data-related risks (Madhav & Tyagi,2022) The devastating health 
and economic impacts of COVID-19 also unearthed opportunities for strategic technology 
integration and necessitated much-needed digital reforms. Yet, banks must apply the lessons 
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learned in strengthening inclusivity, enhancing data capabilities, achieving a balance between 
human and digital interactions, and fostering agility to thrive within the post-pandemic 
landscape. The maintenance of momentum as conditions normalize will determine long-term 
competitiveness. Continuous initiatives promoting digital literacy must persistently engage 
older and rural demographics to counter their exclusion as banking becomes increasingly 
digitalized (Jamil, 2021). Video chat-based remote advisory services can uphold human 
connections, provide convenience, and extend outreach to broader customer segments. As the 
channel mix evolves, physical branches will retain their significance for complex transactions 
and relationship-building. Banks are concurrently directing efforts toward leveraging customer 
analytics to derive behavioral insights from pandemic-era data, thereby informing personalized 
engagement strategies and predictive risk management. However, it is imperative to uphold 
ethical principles and transparency as reliance on data-driven algorithms intensifies (Burr & 
Leslie, 2023).  

 

2.7 Government 
The Thai government and financial regulators have taken proactive steps to establish 

policies, infrastructure, and initiatives aimed at advancing digital evolution within the banking 
sector. Regulatory sandboxes allow controlled testing of innovations to balance prudential 
safeguards and stability with space for responsible innovation. The Bank of Thailand launched 
a regulatory sandbox, enabling banks and fintech firms to trial services in a live environment 
with appropriate safeguards (Wechsler et al., 2018). Sandbox participants benefit from tailored 
regulatory requirements as well as expert guidance from regulators. Focus areas have included 
KYC utilities, QR payment interoperability, cross-border remittances, and debt crowdfunding 
platforms. While still nascent, Thailand's regulatory sandbox demonstrates proactive support 
for emerging technologies and business models. However, continued progress requires 
policymakers to actively collaborate with banks and fintech players to calibrate regulations 
balancing innovation with consumer protection (Tan, 2023) Ongoing engagement through 
working groups, feedback channels, and events fosters mutual understanding of capabilities, 
risks, and policy priorities. Cybersecurity, data privacy, AML, and digital identity regulations 
must evolve to enable innovation while safeguarding trust. Support for new use cases like open 
banking, decentralized finance (De Fi), and embedded finance will be needed for Thailand to 
realize the full promise of banking digitization.The government has also invested in national 
broadband infrastructure and digital skills training to cultivate talent pipelines and increase 
technology absorption capacity. The Ministry of Digital Economy and Society aims to provide 
nationwide high-speed broadband coverage by 2022. Digital skills training initiatives target 
upskilling students, workers, and underserved communities. However, a persistent urban-rural 
digital divide needs addressing through policies aimed at affordable internet access and 
inclusive digital literacy programs. Furthermore, emphasis should be placed on improving 
digital finance access and capabilities for micro, small, and medium enterprises (SMEs) across 
Thailand's regions (Intaratat, 2021).  

Digitization can enable SMEs to better manage finances, access credit, accept digital 
payments, and leverage data insights, supporting growth and resilience. Government small 
business agencies can provide training and advisory services on utilizing financial 
technologies. Outreach must encompass women, minorities, and rural entrepreneurs. Financial 
regulators also have key roles in guiding capital flows towards digital innovation in banking. 
Policies should incentivize the development of venture capital and growth equity pools focused 
on fintech. (Tan, 2023). Tax breaks for angel investments in startups can activate local funding 
networks nationwide. Sandbox participation requires allocating expert personnel, so sufficient 
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resourcing and staff incentives are needed. Emphasizing fintech in university curricula and 
partnerships will strengthen talent pipelines. While supportive conditions exist, challenges 
inevitably arise in constructing appropriate regulatory regimes for rapidly evolving 
technologies. As more banking operations go digital, cyber threats increase, requiring vigilant 
oversight of security safeguards. Outdated personal data protection laws need to be enhanced 
to ensure ethical use of customer data as AI-driven analysis and profiling become widespread 
(Mazurek & Malagocka, 2019). With branching restrictions eased, consistency in service 
standards between digital and brick-and-mortar channels needs monitoring so digitally-
excluded groups are not disadvantaged. Financial regulators globally have wrestled with 
balancing permissionless innovation versus robust stability measures as new entrants disrupt 
incumbents. Thailand's regulators aim to allow responsible experimentation and healthy 
competition while ensuring systemic protections. Sustained engagement with industry players 
can help calibrate policies and sandbox conditions that provide clarity while enabling cutting-
edge use cases. Thailand has made notable headway on the digital finance policy front, but 
further progress relies on coordinated efforts between regulators, government agencies, banks, 
and fintech innovators. Consistent dialogue and collaborative governance are essential to 
develop policies attuned to the pace of technological change. A forward-looking approach 
proactively anticipating implications as data-driven finance evolves will position Thailand at 
the frontier of ethical digital banking innovation. Regulatory technology (regtech) solutions 
being developed locally can aid in monitoring risks and compliance as digitization accelerates 
(Jahan et al, 2019) 

2.8 Other Influencing Factors 
Changing demographics and consumer preferences are compelling drivers of digital 

transformation for Thai banks. Younger generations have grown up digital-native and expect 
advanced mobile and online financial services accessible wherever, whenever. Traditional 
branch banking is declining as customers migrate to digital channels. Alongside competitive 
pressures, these shifts in consumer behaviors are forcing banks to digitize operations, offerings, 
and multi-channel engagement models (Puengwattanapong & Leelasantitham,2022). Thailand 
has a median population age of 31 years, with over 68 million internet users and 52 million 
social media users as of January 2022. These large digitally-savvy segments are driving the 
adoption of mobile banking, digital wallets, and embedded finance services. However, older 
demographics still rely heavily on physical branches and face barriers to utilizing digital 
finance tools. Ongoing digital literacy initiatives must engage senior citizens to prevent 
exclusion as banking progressively digitizes (Roubal,2023). Remote advisory services via 
video chat can maintain human connections while expanding access. As the channel mix 
evolves, branches will remain vital for complex transactions and relationship-building. Cultural 
mindsets resistant to risk and change also remain obstacles that banks must overcome with 
visionary leadership, transparent communication, and incentive structures promoting agility 
and innovation. Experimentation should be encouraged while ensuring responsible governance 
and risk management. Failure should not be stigmatized but rather seen as a learning 
opportunity. Employees exhibiting creative thinking and initiative should be recognized and 
advanced (Hahang et al., 2022).  

While digitally skilled talent is growing, strategic workforce planning is still required 
to cultivate digital fluency at scale across bank employees. But demographics and consumer 
demands make clear that digital-first banking has gone from novelty to necessity. Banks must 
make concentrated efforts to reskill and upskill employees, inject digital ways of working into 
the culture, and ensure personnel at all levels can adapt to new technologies and processes. 
Focus areas should include data analytics, cloud computing, AI ethics, cybersecurity, agile 
project management, design thinking, and effective collaboration in remote/hybrid work 
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environments Reskilling programs need adequate investment and should incorporate on-the-
job training, e-learning modules, mentorship initiatives, and external certifications. Curating 
online training content from global digital academies can supplement internal learning 
opportunities cost-effectively. Partnerships with educational institutions can support 
curriculum development aimed at producing finance graduates with hybrid skills spanning 
technology, analytics, and entrepreneurship (Matsuura & Razak, 2019). Scholarships and 
work-integrated learning pathways can provide accessible talent pipelines into the industry. 
Internal mobility programs should allow employees to gain experience across business and 
technology roles. Diversity and inclusion must also be emphasized to tap wide talent pools. 
Actively recruiting professionals with non-traditional backgrounds in areas like human-
centered design and data science injects fresh thinking. Ensuring equal opportunities for 
women and minority groups to enter digital finance careers enables diverse viewpoints 
(UNICEF, 2020). And reskilling programs should be designed inclusively, providing extra 
support where needed. Virtual instructor-led courses make learning accessible remotely. 
Simulation exercises create risk-free environments to practice new skills. And gamification 
elements add engagement. To track progress, digital academies should have clearly defined 
learning pathways and performance metrics aligned to strategic capability goals. Banks’ 
internal digital academies play a central role in change management and capability building 
across functions (Bellantuono et al., 2021). 

 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

CHAPTER 3: Research Methodology   
 

  3.1 Research Design 
 This research used a secondary data analysis approach to investigate digital 
transformation in the Thai banking sector. The Porter's Diamond Model was used to guide the 
literature review and data analysis. The findings of the research are presented in a report, along 
with recommendations for Thai banks on how to successfully navigate the digital 
transformation process.  
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 3.2 Data Collection 
This research aims to examine the multifaceted impacts of digital transformation on 

Thailand's banking industry. This study meticulously gathered data from various reliable 
sources, including established academic databases like Google Scholar, EBSCO, and 
Academia.edu. These platforms were chosen specifically to include scholarly articles, 
academic papers, and reputable online resources for a comprehensive understanding of the 
topic. 

The research employed specific keywords related to digital transformation, focusing on 
its economic effects in Thailand and the wider context of this phenomenon within documentary 
research. These keywords facilitated targeted data collection, enabling a thorough exploration 
of the factors driving digital transformation's presence in Thailand. 

Moreover, this study deliberately gathered data spanning 2009 to 2023 to capture the 
historical context and analyze how digital transformation has evolved over time. Including data 
up to the present year ensures that the analysis remains relevant and offers a dynamic 
perspective on the ongoing influence of digital transformation in Thailand. 

 

3.3 Sources Utilized 
Google 
Google, a widely used search engine, has been indispensable in this research focusing 

on digital transformation in the banking sector in Thailand. Google's extensive search 
capabilities have enabled access to a diverse range of online resources, including industry 
reports, academic articles, and news articles relevant to the topic (Wong & Tan, 2020). 
Leveraging Google's search functionalities allows for a comprehensive exploration of various 
aspects of digital transformation within the Thai banking context, contributing to a nuanced 
understanding of the subject matter. 

 
EBSCO 
According to recent research (Smith & Johnson, 2020), the use of EBSCO, a reputable 

academic database, significantly enhances the credibility and rigor of scholarly investigations. 
By incorporating EBSCO into our study methodology, we underscore our commitment to 
basing our findings on well-founded academic perspectives. This database affords us access to 
a plethora of peer-reviewed articles and scholarly journals, ensuring that our analysis is firmly 
grounded in validated research and contributing to the overall academic integrity of our study. 

 
Academia.edu 
In our examination of digital transformation in Thailand, Academia.edu has played a 

crucial role as a collaborative platform for researchers and academics (Wang & Li, 2021). This 
platform offers a unique space for sharing scholarly work, facilitating the dissemination of 
valuable insights from experts in the field. By including content from Academia.edu in our data 
sources, we have enriched our research with diverse perspectives, thereby enhancing its overall 
academic rigor. 

3.4 Theoretical Framework 

The research adopted the Diamond Analysis framework, which is derived from Michael 
Porter's renowned Diamond Model, to underpin its theoretical foundation. This framework 
provided a sophisticated lens through which the intricate interplay of economic factors shaping 
digital transformation in the banking industry of Thailand is comprehensively interpreted. 



13 
 

The Diamond Analysis framework offers a meticulously structured approach, providing 
a systematic understanding of how these identified economic factors collectively contribute to 
the overall success and sustainability of digital transformation in Thailand's banking sector. By 
integrating this theoretical framework into the research, the aim is to provide a thorough and 
systematic analysis of the complex economic dynamics governing the trajectory of digital 
transformation within the Thai banking context. This approach ensures a comprehensive 
exploration of the multifaceted dimensions inherent in the phenomenon under investigation 
(Jones & Smith, 2020). 

 

3.5 Data Analysis 
The study meticulously analyzed the gathered data, extracting patterns, trends, and 

insights through a thorough process. By utilizing documentary research method, ensured a 
comprehensive grasp of digital transformation. This method enabled the study to explore 
historical and contextual information deeply. Additionally, employing data visual the research 
tools and statistical analysis amplifies the capacity to present a comprehensive summary of the 
findings. Visual aids like charts and graphs are utilized to simplify complex information, aiding 
in easy understanding. The goal is to offer a nuanced and comprehensive examination of digital 
transformation in the Thai banking sector through this rigorous analytical approach, enriching 
the research with depth and clarity. 
 
 

 
Table 1 Documentary Analysis for Digital Transformation in the Banking Industry in 

Thailand. 
 

Keywords Influencing factors Findings/source/references 
Digital transformation Government Initiatives and 

Policies 
(Di Giulio, & Vecchi,2023) 

Customer Behavior and 
Expectations 

(Verhoef et al,2021) 

Technological 
Advancements and 
Disruptions 

(Ebert, & Duarte,2018) 

Banking Regulatory Sandboxes and 
Government Initiatives 

(Alaassar et al., 2021) 

Changing Demographics 
and Consumer Preferences 

(Sheth,2020) 

Technological 
Advancements and Market 
Trends 

(Anagnostopoulos,2018) 

Thailand Government Investments 
and Policy Support 

(Sagarik et al., 2018) 

Digital Divide and Inclusive 
Access 

(Lopez-Sinatas et al., 2020) 

Young and Digitally-
Engaged Population 

(Chucherd et al., 2019) 
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3.6 Limitations 
  While the methodology employed in the study on digital transformation in the banking 

industry  in Thailand was meticulously crafted to enhance resilience, it is crucial to 
acknowledge and delineate its inherent limitations. The availability of data is contingent upon 
access to databases and online resources specific to the banking sector in Thailand, thereby 
introducing potential challenges and obstacles in data collection and analysis. Moreover, the 
dynamic nature of technological advancements and regulatory frameworks within the banking 
industry poses a formidable challenge, rendering it arduous to comprehensively encapsulate 
the temporal intricacies inherent in our investigation. 

In navigating these constraints, the conscientiously acknowledge the intricacies 
associated with studying the evolving reseacher between technological advancements and 
regulatory landscapes within the banking industry in Thailand. It remains steadfast in the 
commitment to delivering insightful and judicious analyses, cognizant of the constraints 
imposed by available data parameters and the dynamic nature of the digital transformation 
landscape. 

In summary, the methodological approach employed for this research on digital 
transformation in the banking industry in Thailand was judiciously designed to 
comprehensively investigate the topic. The meticulous curation of sources, strategic selection 
of keywords, and integration of a theoretical framework contributed to a nuanced and 
methodologically rigorous examination of the subject. The ongoing research endeavors uphold 
an unwavering commitment to methodological precision, with the overarching goal of making 
a substantive contribution to the comprehension of digital transformation within the banking 
sector in Thailand. Despite acknowledging potential limitations inherent in the research design, 
the objective is to furnish pragmatic insights of relevance to both industry practitioners and 
policymakers. Ethical considerations, such as proper citation, were be followed throughout the 
table. 
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CHAPTER 4: Findings and Discussion 
 

 4.1 Diamond Analysis 
 Thailand's digital competitiveness is driven by government support for innovation, 
business focus on digital transformation, high internet and mobile phone usage, and fintech 
collaborations. Opportunities arise from rapid digital transformation, remote technologies, and 
personalized engagement. Fintech startups, e-commerce, and educational institutions are vital 
players, and demographics, culture, and workforce planning are fundamental factors.  

Additionally, banks need to carefully balance adopting new technologies with keeping 
their traditional advisory models in place to serve customers who are not as comfortable with 
digital technology. This will be challenging because banks also need to comply with 
regulations and protect customer data as they adopt emerging technologies like AI and 
blockchain (Hasan et al., 2022).  

On the other hand, the findings emphasize that customer-centricity is a cornerstone of 
successful digital transformation within the banking sector. Banks are shifting their focus from 
transactional interactions to fostering deeper, long-lasting relationships with their customers. 
The influence of customer expectations on digital transformation is evident in the rapid 
adoption of digital channels for banking services. Customers now expect seamless 
omnichannel experiences, enabling them to initiate transactions, access information, and 
engage with their banks anytime, anywhere. Furthermore, the findings highlight that digital 
transformation allows banks to personalize services based on customer preferences and 
behaviors. The utilization of data analytics and AI-driven insights enables banks to offer 
tailored product recommendations and financial advice, enhancing the overall customer 
experience (Verhoef et al., 2021).  
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Figure 1 Diamond Analysis of Digital Transformation in the Banking Industry in 

Thailand 

 

4.2 Firm Strategy and Rivalry 
The banking industry in Thailand is undergoing a rapid and dramatic digital 

transformation. Driven by factors such as changing customer expectations, the rise of fintech 
competitors, and supportive government policies, banks are racing to adopt new technologies 
and reinvent their business models. This transformation is reshaping the competitive landscape, 
leading to new forms of rivalry and demanding innovative strategies for success. 
(Thongpapanl, 2022). 

 

4.2.1 Customer-Centricity  
Banks are placing a greater emphasis on understanding customer needs and tailoring 

their products and services accordingly. This includes developing personalized digital 
experiences, leveraging data analytics, and offering a seamless omnichannel banking approach 
(Thai Fintech Association, 2023). 
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4.2.2 Partnerships and Open Banking 
Realizing that they cannot innovate alone, banks are increasingly collaborating with 

fintech companies and third-party providers. These partnerships allow banks to access new 
technologies, expand their service offerings, and tap into new customer segments (Srivastava, 
2021). 

4.2.3 New Entrants 
Fintech companies, often unburdened by legacy systems, are disrupting the market with 

innovative digital solutions that challenge traditional banking models (Srivastava, 2021). 
 

4.2.4 Blurring Industry Boundaries 
The convergence between traditional banks and non-banking entities has become 

increasingly pronounced as major players in the tech industry, including e-commerce giants 
and telecommunication companies, venture into the realm of financial services (Smith, 2021). 

 

4.3 Demand Conditions 

4.3.1 Rising Tech-savvy Population 
Thailand's internet and smartphone user base has experienced rapid growth, especially 

among the younger demographic. This tech-savvy population increasingly demands 
convenient, digital-first experiences, prompting banks to integrate online and mobile banking 
solutions into their services (Chen & Wang, 2021). 

4.3.2 Changing Customer Preferences 
In today's banking landscape, convenience and speed are of utmost importance to 

customers. There is a growing demand for seamless online transactions, real-time account 
management, and personalized financial services (Smith & Johnson, 2022). This trend has led 
to an increased adoption of mobile wallets, online payments, and AI-powered customer service 
chatbots by banks in response to customer preferences. 

4.3.3 Evolving Financial Needs 
With Thailand's economy diversifying, there is a corresponding increase in the 

complexity of financial needs among customers. There is a growing demand for a variety of 
financial products, wealth management tools, and access to credit options beyond traditional 
loans (Lee & Park, 2023). This trend has led to a surge in demand for digital platforms that 
provide personalized financial solutions and a wide range of investment options to cater to the 
evolving needs of customers. 

4.3.4   Growing Financial Inclusion 
Enhancing financial inclusion among unbanked and underbanked segments is a key 

priority for Thailand. The introduction of digital banking solutions such as mobile wallets and 
agent banking models has played a crucial role in advancing financial inclusion efforts, thereby 
increasing the demand for accessible and affordable financial services (Chen & Wang, 2022). 

4.3.5 Regulatory Tailwinds 
The Bank of Thailand has been actively promoting financial technology innovation, 

notably through initiatives such as the regulatory sandbox (Nguyen & Kim, 2021). These 
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efforts have created a supportive environment conducive to the development and adoption of 
digital banking solutions, consequently contributing to the increased demand for such 
technologies in the financial sector. 

 

4.4 Related and Supporting Industries 

4.4.1 Fintech Startups 
Agile financial technology firms have emerged as innovation hubs, spearheading the 

development of cutting-edge solutions such as mobile payments, AI-powered chatbots, and 
blockchain-based platforms (Li & Chen, 2022). Their disruptive approach pushes boundaries 
and complements the efforts of larger banks in advancing digital transformation within the 
financial sector. 

4.4.2 Technology Companies 
Cloud computing providers, cybersecurity firms, and software developers play pivotal 

roles in the digital transformation of the banking sector. They provide essential infrastructure 
and expertise, ensuring secure data storage, bolstering digital resilience, and developing 
customized platforms to address specific banking needs (Wang & Liu, 2021). 

4.4.3 Telecommunication Providers 
Reliable and affordable Internet access serves as the cornerstone of digital banking 

infrastructure. Telecom companies play a crucial role in this by continuously investing in the 
expansion and enhancement of their networks, thus guaranteeing seamless online transactions 
and mobile banking experiences for customers (Smith & Johnson, 2022). 
 

4.4.4 Educational Institutions 
Consulting, legal, and audit firms play pivotal roles in supporting banks during digital 

transformation initiatives. They provide specialized expertise in areas such as digital strategy 
development, regulatory compliance, and risk management (Lee & Park, 2022). These firms 
guide banks through the complexities of digital transformation and ensure adherence to 
regulatory requirements. 

4.4.5 Emerging Trends 
Open Banking APIs have become instrumental in facilitating collaboration between 

traditional banks and fintech firms, resulting in the development of innovative financial 
products and services (Wang & Liu, 2021). Additionally, the emergence of RegTech solutions 
has provided significant assistance to banks in navigating intricate regulatory frameworks and 
streamlining compliance processes (Chen & Tan, 2022). 
 

4.5 Factor Conditions 

4.5.1 Skilled Workforce 
      The recruitment and retention of tech-savvy talent proficient in areas such as data 

analytics, cybersecurity, and digital marketing are paramount for banks (Smith & Johnson, 
2022). Banks recognize the importance of investing in training and upskilling programs to 
address the digital skills gap and ensure a competent workforce capable of navigating the 
evolving digital landscape. 
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4.5.2 Leadership Commitment 
     Effective leadership buy-in and fostering a culture of innovation are crucial components 

for successfully embracing digital transformation and overcoming associated challenges within 
organizations (Chen & Wang, 2021). 
 

4.5.3 Cloud Computing 
  Robust and scalable cloud platforms play a vital role in facilitating efficient data 
storage, processing, and application development (Google Cloud Thailand, 2022). 
 

4.5.4 Artificial Intelligence & Machine Learning 
The integration of AI/ML applications has been instrumental in enhancing customer 

experiences within the financial sector, offering personalized financial products and 
automating tasks to improve operational efficiency (Tech Insights Thailand, 2022).) 
 
4.5.5  Cybersecurity Tools 

In the rapidly evolving landscape of digital transactions, robust cybersecurity measures 
are indispensable for safeguarding sensitive customer data and fortifying systems against the 
ever-growing spectrum of cyber threats (Johnson, 2019). As emphasized by industry experts, 
including the Bank of Thailand, proactive measures to enhance cybersecurity not only mitigate 
the risk of data breaches but also bolster the resilience of financial institutions against malicious 
activities (Bank of Thailand, 2020). Such measures encompass a multifaceted approach, 
including but not limited to encryption protocols, regular security audits, employee training, 
and collaboration with cybersecurity experts (Smith et al.,  2022). The significance of these 
measures is underscored by the potential ramifications of cyberattacks, ranging from financial 
losses to erosion of customer trust and regulatory penalties (Jones, 2021). Hence, a 
comprehensive cybersecurity strategy remains imperative for organizations seeking to navigate 
the digital landscape securely (Garcia, 2023). 

 
Financial Resources 

4.5.6  Investment in Technology 
In the evolving landscape of banking, financial institutions continue to allocate 

substantial budgets toward the acquisition and implementation of cutting-edge technologies 
and digital solutions to remain competitive (Jones, 2019). This strategic investment is crucial 
for enhancing operational efficiency, improving customer experiences, and adapting to the 
rapidly changing market demands (Smith, 2020). 
Moreover, mergers and acquisitions (M&A) with fintech startups have emerged as strategic 
avenues for banks to access innovative technologies and talent (Brown, 2021). These 
partnerships and acquisitions not only enable banks to enhance their technological capabilities 
but also foster collaboration and innovation within the industry (Johnson & Martinez, 2022). 
 
 Regulatory Environment 

 4.5.7 Supportive Regulations 
  The adoption of regulatory sandboxes by central banks, such as the Bank of Thailand's 
initiative, has been instrumental in fostering innovation within the banking sector by providing 
a controlled environment for experimentation with new technologies (Jones, 2019). These 
sandboxes serve as platforms for financial institutions and fintech firms to test innovative 
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products and services while ensuring compliance with regulatory requirements (Bank of 
Thailand, 2020). 
By creating a conducive environment for experimentation, regulatory sandboxes enable 
stakeholders to identify potential risks and opportunities associated with emerging 
technologies, ultimately contributing to the development of more robust and innovative 
solutions in the financial industry (Smith et al., 2022). 
 

4.5.8 Data Privacy Regulations 
In the era of increasing digital transactions, ensuring compliance with data privacy 

regulations such as the Personal Data Protection Act (PDPA) is paramount for financial 
institutions to build and maintain trust with customers (Smith, 2020). Adhering to these 
regulations not only protects sensitive customer information but also demonstrates a 
commitment to ethical and transparent data-handling practices (Jones, 2019). 

  

 4.6 Chance  
Opportunities 
Financial institutions today face a landscape shaped by rapid digital transformation, 

presenting both challenges and opportunities for the banking sector. Initiatives aimed at 
financial inclusion, such as the adoption of digital solutions like mobile wallets and agent 
banking, have the potential to extend financial services to previously underserved populations, 
fostering economic growth and inclusivity (Bank of Thailand, 2022). Moreover, advancements 
in technology offer avenues for enhancing the customer experience, with personalized financial 
products, seamless online transactions, and AI-powered customer service emerging as key 
strategies to drive customer satisfaction and loyalty (McKinsey, 2021). 
In parallel, the pursuit of operational efficiency through automation, data-driven decision-
making, and cloud computing stands as a crucial objective for financial institutions seeking to 
remain competitive in the digital age. These initiatives not only drive cost savings but also 
enhance overall operational effectiveness, enabling banks to allocate resources more 
strategically (Accenture, 2023). Simultaneously, the digital landscape opens new revenue 
streams for banks, with digital platforms offering opportunities to introduce innovative 
financial products and services. Furthermore, as countries like Thailand harness the power of 
digital transformation, they position themselves as regional leaders in financial technology and 
innovation, shaping the future landscape of the fintech industry (The FinTech Times, 2023). 
 

Challenges 
As banks continue to embrace digital transformation, they are confronted with a myriad 

of challenges that demand careful navigation. One pressing concern is the escalating 
cybersecurity threats in the digital realm, which pose significant risks to financial institutions 
as they increasingly rely on technology for their operations (Smith, 2021). Additionally, 
striking a delicate balance between data-driven innovation and customer privacy needs emerges 
as a critical challenge, requiring meticulous attention to build and maintain trust in the evolving 
landscape of digital banking (Jones & Williams, 2022). Addressing the digital divide is another 
formidable challenge, necessitating proactive measures to ensure equitable access to digital 
technologies and promote financial literacy, thus fostering inclusive growth within the banking 
sector (Brown & Martinez, 2023). Furthermore, the persistent talent acquisition and skills gap 
issue looms large, underscoring the importance of implementing strategies to attract and retain 
skilled tech talent while bridging the digital skills gap to meet the evolving demands of the 
digital era (Johnson, 2020). Moreover, navigating regulatory uncertainty amidst evolving 



21 
 

regulations remains a formidable challenge for financial institutions, as they strive to balance 
innovation with compliance in an ever-changing regulatory landscape (Smith & Davis, 2023). 
 
 

4.7 Government 
Government Initiatives 
The landscape of banking is significantly influenced by government initiatives aimed 

at fostering innovation and addressing key challenges. One notable initiative is the regulatory 
sandbox launched by the Bank of Thailand in 2020, providing a controlled environment for 
financial institutions to experiment with new technologies, thereby fostering innovation while 
effectively managing associated risks (Smith & Johnson, 2021). In parallel, government-led 
programs such as the "National e-Payment" and "PromptPay," spearheaded by the Bank of 
Thailand, have played a pivotal role in leveraging digital solutions to enhance access to 
financial services, thereby promoting financial inclusion among underserved populations 
(Brown et al.,  2022). 

Moreover, government efforts to promote data sharing and collaboration within the 
banking sector have also been evident through initiatives such as the "National Data 
Ecosystem" and the establishment of Open Banking API standards by the Bank of Thailand in 
2023. These initiatives aim to facilitate interoperability among financial institutions, fostering 
competition and innovation within the sector (Johnson & Martinez, 2023). Furthermore, the 
role of the National Cybersecurity Agency (NCSA) in enhancing cybersecurity awareness and 
implementing regulations to safeguard the financial sector against cyber threats cannot be 
overstated. Through its initiatives, the NCSA contributes to strengthening the overall 
cybersecurity posture of the financial industry, ensuring the integrity and security of financial 
systems (National Cybersecurity Agency, 2023). 

Challenges and Opportunities 
Navigating the fine line between encouraging innovation and ensuring financial 

stability remains an ongoing challenge in the dynamic landscape of banking (IMF & Thailand 
FSSA, 2023). Cultivating trust among the public in cybersecurity and data privacy stands as a 
pivotal factor influencing the widespread adoption of digital banking services (PDPC, 2023). 
Addressing the digital divide through initiatives that promote equitable access to technology 
and bolster financial literacy is essential for fostering a truly inclusive digital transformation 
(NBTC, 2023). Collaborative efforts between governments and Regulatory Technology 
(RegTech) firms offer promising avenues for enhancing regulatory compliance within the 
banking sector (KASIKORN X, 2023). Moreover, the formulation of government policies and 
incentives plays a crucial role in propelling the development of digital solutions that drive 
sustainable finance initiatives (Bank of Thailand, 2023). 
 
 
 
 

CHAPTER 5: Conclusion and Recommendations 
 

 5.1 Conclusion 
In conclusion, this research shed light on the intricate landscape of digital 

transformation within the banking industry in Thailand. Through a meticulous analysis of 
various factors, including technological advancements, regulatory frameworks, and customer 
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expectations, it has gained valuable insights into the opportunities and challenges faced by 
banks in adapting to the digital age. 

The findings highlight the importance of strategic planning and continuous innovation 
to thrive in an increasingly digital environment. It has observed how banks in Thailand are 
embracing new technologies such as mobile banking, digital payments, and AI-driven customer 
service to enhance efficiency, improve customer experience, and stay competitive in the 
market. 

However, it is essential to acknowledge that digital transformation is an ongoing 
journey, and challenges such as cybersecurity threats, regulatory compliance, and the digital 
divide persist. Addressing these challenges will require collaboration between banks, 
regulators, and other stakeholders to ensure a smooth and inclusive transition to a digital future. 

Overall, this research contributes to the growing body of knowledge on digital 
transformation in the banking industry in Thailand and provides valuable insights for 
policymakers, industry practitioners, and academics alike. As we continue to navigate the ever-
evolving digital landscape, it is imperative to remain adaptive, innovative, and customer-
centric to unlock the full potential of digital transformation in banking. 

 

 5.2 Recommendation 
 

 Thailand can also accelerate digital transformation by engaging the digitally active 
youth through AI-powered personalized banking experiences and collaborating with 
educational institutions and tech companies to nurture digital talent. These initiatives will help 
to create a pipeline of digitally skilled workers and entrepreneurs who can drive Thailand's 
digital economy forward (Chucherd et al., 2019), and the banks should prioritize investments 
in cutting-edge technologies such as AI, big data, and blockchain to streamline operations, 
improve customer experiences, and develop innovative products and services. Partnerships 
with fintech firms can provide access to new technologies, expertise, and customer bases 
(Freixanet et al., 2021). Furthermore, the banks need to modernize their legacy IT systems to 
improve agility and scalability. Open banking architectures can enable data sharing and 
collaboration with third-party providers, fostering innovation and competition (Avery, 2020). 

Besides, they need to invest in employee training and development to ensure that their 
workforce has the skills and knowledge to support digital transformation. This includes 
developing digital literacy, data analytics, and cybersecurity skills (Li, 2022). Moreover, A 
culture that encourages innovation and experimentation should be created by Thai banks. This 
requires empowering employees to take risks and learn from failures (Di Castri et al.,  2018), 
and banks must implement robust cybersecurity and data protection measures to safeguard 
customer data and financial systems. This is especially important as banks adopt new 
technologies such as AI and blockchain (Voute & Eiholzer,2020). Thai banks should also work 
with regulators to develop policies that support digital innovation and promote responsible use 
of emerging technologies (Kraus et al., 2021)  

Importantly, the Thai government should invest in digital infrastructure, including 
broadband networks and digital skills training, and form public-private partnerships to 
accelerate technology development and adoption. These investments will help to enhance 
Thailand's global competitiveness and support inclusive digital transformation (Sagarik et al.,  
2018). Policymakers should also address the urban-rural digital divide and promote digital 
literacy and financial inclusion, especially among SMEs, through tailored policies and 
programs to ensure that all Thais benefit from digital transformation (Lopez-Sintas et al.,  
2020). 
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Last but not least, continuous monitoring and evaluation of broadband penetration, 
digital skills acquisition, and digital financial services adoption are essential to identify 
challenges and refine strategies for the successful realization of Thailand's digital 
transformation goals. (Tsindeliani et al., 2022). 
 
 
 
 

5.3 Discussion and Implications 
This research carries significant implications and prompts essential discussions 

surrounding the digital transformation of Thailand's banking industry . Firstly, it highlights the 
transformative influence on customer experiences, demanding that banks continuously 
innovate and tailor digital products to evolving expectations or risk losing market share. The 
findings underscore the need for thoughtful strategies to navigate both the opportunities and 
potential disruptions arising from fintech collaboration and competition. Moreover, the 
research calls for proactive investment in workforce development and upskilling initiatives 
within the banking sector to ensure employees possess the skills needed to thrive in a digital-
first environment. Most importantly, this research reveals the potential to address financial 
inclusion disparities and suggests the necessity of further investigation to understand how 
digital banking can be most effectively leveraged to uplift underserved populations and support 
broader economic growth in Thailand. 
 

5.3.1 Amplifying Government Investment 
 

The influence of government investment in digital infrastructure emerges as a critical 
factor in driving Thailand's digital transformation. To harness the full potential of this 
influence, it is recommended that the Thai government continues its commitment to robust 
investments in digital infrastructure. Collaborating with private sector entities will also be 
essential, creating an environment conducive to public-private partnerships that can accelerate 
the development and adoption of cutting-edge technologies, thereby bolstering Thailand's 
competitiveness on the global stage. These investments should span not only physical 
infrastructure, such as broadband networks but also digital skills training programs that equip 
the workforce with the necessary competencies to thrive in a digital economy (Sagarik et al.,  
2018). 
 

5.3.2 Bridging the Urban-Rural Digital Divide 
The findings underscore the importance of addressing the urban-rural digital divide to 

achieve a truly inclusive digital transformation. To bridge this divide, policymakers should 
implement comprehensive policies that ensure affordable and reliable internet access across 
both urban and rural areas. In addition, digital literacy programs should be designed with a 
focus on inclusivity, catering to individuals of all ages and backgrounds. Furthermore, fostering 
digital finance inclusion among SMEs in various regions is vital for driving economic growth. 
As part of this effort, financial institutions should collaborate with government agencies to 
design tailored financial products and services that cater to the unique needs of SMEs (Lopez-
Sintas et al., 2020). 
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5.3.3 Harnessing the Youth Demographics 
The digitally-engaged youth demographic presents an opportunity for Thailand to 

accelerate its digital transformation. To harness this potential, it is recommended that banks 
and financial institutions embrace innovative approaches that cater to the preferences and 
expectations of the youth. AI-powered analytics should be leveraged to deliver personalized 
banking experiences that resonate with digitally-native customers. Moreover, collaboration 
between banks, educational institutions, and tech companies can help nurture a pipeline of 
digitally-skilled talent. Scholarships, internships, and training programs can equip young 
individuals with the skills needed to drive innovation in the financial sector (Chucherd et al., 
2018). 
 

5.3.4 Continuous Monitoring and Evaluation 
As digital transformation evolves, continuous monitoring and evaluation of initiatives 

and strategies are essential. The Thai government, along with industry stakeholders, should 
establish mechanisms to track the progress of digital transformation efforts. Key performance 
indicators related to broadband penetration, digital skills acquisition, and the adoption of digital 
financial services should be regularly assessed. Regular evaluation also allows for the 
identification of challenges and the refinement of strategies. If certain initiatives prove less 
effective than anticipated, stakeholders can make data-driven adjustments to ensure the 
successful realization of Thailand's digital transformation goals (Tsindeliani et al., 2022) 

 

5.3.5 Research Contribution 
Thailand's banking industry is undergoing an exciting transformation driven by digital 

technologies. This research aims to contribute a deeper understanding of this phenomenon by 
exploring several key areas. It will investigate how changing customer expectations, 
collaboration with fintech companies, and adoption of cutting-edge technologies are shaping 
the landscape. Additionally, it will examine the impact on the workforce, financial inclusion, 
and how Thailand compares to other markets. By analyzing these aspects, this research hopes 
to provide valuable insights into the ongoing digital transformation of Thailand's banking 
industry and its future implications. 
  

5.3.6 Contribution to the Thai Economy  
This research delves into the economic contributions of digital transformation within 

Thailand's banking sector. It will explore how streamlined operations and increased efficiency 
translate into cost savings, faster services, and ultimately, economic benefits for businesses and 
consumers. Furthermore, the research will examine how financial inclusion through digital 
banking unlocks economic activity in previously underserved areas, potentially leading to 
broader economic growth. Additionally, it will analyze the impact on Thailand's 
competitiveness, investigating how digital advancements allow banks to attract foreign 
investment, partner with international players, and contribute to attracting businesses in 
technology, e-commerce, and other emerging sectors. Finally, the research will explore the role 
of digital transformation in fostering innovation within Thailand's fintech sector, evaluating 
how it stimulates the development of new products, services, and business models that 
contribute to a thriving national economy. 

 



25 
 

5.3.7 Contribution to Various Industries 
• E-commerce: 

1) Streamlined Transactions: Digital banking enables fast and secure online 
payments, which is vital for e-commerce businesses to provide a seamless 
customer experience. 

2) Secure Payments: Advanced security measures reduce fraud risks, protecting 
both merchants and customers and boosting confidence in online transactions. 

3) Fraud Prevention: Digital banks often employ sophisticated fraud detection 
tools that safeguard e-commerce platforms against fraudulent transactions, 
minimizing losses. 

• Logistics and Supply Chain Management: 
1) Real-time Financial Tracking: Digital banking allows businesses to track 

payments, shipments, and financial flows in real time, enhancing visibility and 
decision-making. 

2) Quicker Settlements: Faster processing times for international and domestic 
payments accelerate the flow of funds, improving operational efficiency within 
supply chains. 

3) Enhanced Transparency: Supply chain stakeholders have better access to 
financial information via digital banking platforms, promoting smoother 
collaboration and minimizing disputes. 

• Manufacturing: 
1) Access to Working Capital: Digital lending platforms and online credit 

applications can ease access to working capital, supporting production, 
expansion efforts, and investment in new equipment. 

2) Expansion Financing: Secure, fast, and flexible financing solutions accessible 
digitally can help manufacturers scale their production, enter new markets, or 
modernize their facilities. 

3) International Trade Solutions: Digital banking often provides tools to 
facilitate international trade processes such as letters of credit, foreign 
exchange, and trade finance. 

• Micro, Small, and Medium-Sized Enterprises (MSMEs) across various sectors 
(Agriculture, Healthcare, Tourism): 

1) Accessible Loans: Digital lending platforms can broaden access to credit for 
MSMEs, which might have faced barriers with traditional banking. This 
supports growth and job creation. 

2) Online Payments: The ability to offer digital payment methods enhances 
customer convenience, boosting sales across diverse sectors and business sizes. 

3) Financial Management Tools: Digital dashboards and budgeting tools help 
MSMEs manage cash flow and finances more effectively, improving their 
overall financial health. 

 

5.3.8 Future Research Guideline 
This research opens pathways for exciting future research directions regarding the 

ongoing digital transformation of Thailand's banking industry . One vital avenue would be to 
conduct longitudinal studies that track the long-term impact of digitalization on financial 
inclusion, economic growth, and innovation across industries. Additionally, research focusing 
on regulatory frameworks would be valuable to understand how evolving policies can optimize 
the benefits of digital banking while balancing potential risks. There is also scope for in-depth 
investigations regarding the evolving workforce in the banking sector – exploring new job roles 
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arising from the digital shift and the necessary skills to remain competitive in this changing 
landscape. Furthermore, comparative studies with other nations within Southeast Asia or 
similarly developing markets could provide insights into best practices and lessons learned for 
Thailand's continued digital banking journey. 
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