
International Journal of Management, Technology, and Social 

Sciences (IJMTS), ISSN: 2581-6012, Vol. 8, No. 3, August 2023 
SRINIVAS 

PUBLICATION 

Jomon Jose M., et al. (2023); www.supublication.com 

 

PAGE 280 

 

 

The Influence of Gamification on Customer 

Experience in Digital Banking Practices 
 

Jomon Jose M. 1&2 & P. S. Aithal 3 
 1 PDF Scholar, Institute of Management & Commerce, Srinivas University, Mangalore, 

Karnataka, India, 
2 Associate Professor, Holy Grace Academy Centre for Research & Development, Mala, 

Thrissur, Kerala, India, 

ORC-ID: 0009-0003-4341-9936; Email: jomonjose83@gmail.com,  
3 Professor, Institute of Management & Commerce, Srinivas University, Mangalore, India, 

OrcidID: 0000-0002-4691-8736; E-Mail: psaithal@gmail.com 

 

 

Area/Section: Business Management.  

Type of the Paper: Research Paper. 

Type of Review: Peer Reviewed as per |C|O|P|E| guidance. 

Indexed in: OpenAIRE. 

DOI: https://doi.org/10.5281/zenodo.8274176 

Google Scholar Citation: IJMTS 

International Journal of Management, Technology, and Social Sciences (IJMTS) 

A Refereed International Journal of Srinivas University, India. 

 

CrossRef DOI: https://doi.org/10.47992/IJMTS.2581.6012.0303 

 

Received on: 30/07/2023 

Published on: 23/08/2023 

 

© With Authors. 

 

 

 

 

 

This work is licensed under a Creative Commons Attribution-Non-Commercial 4.0 

International License subject to proper citation to the publication source of the work. 

Disclaimer: The scholarly papers as reviewed and published by Srinivas Publications (S.P.), 

India are the views and opinions of their respective authors and are not the views or opinions 

of the SP. The SP disclaims of any harm or loss caused due to the published content to any 

party. 

How to Cite this Paper: 

Jomon Jose, M., & Aithal, P. S., (2023). The Influence of Gamification on Customer 

Experience in Digital Banking Practices. International Journal of Management, Technology, 

and Social Sciences (IJMTS), 8(3), 280-293. DOI: https://doi.org/10.5281/zenodo.8274176 

 

 

http://www.supublication.com/
mailto:jomonjose83@gmail.com
mailto:psaithal@gmail.com
https://doi.org/10.5281/zenodo.8274176
https://scholar.google.com/citations?user=bphF0BQAAAAJ
https://search.crossref.org/?q=10.47992%2FIJMTS.2581.6012.0303&from_ui=yes
https://doi.org/10.5281/zenodo.8274176


International Journal of Management, Technology, and Social 

Sciences (IJMTS), ISSN: 2581-6012, Vol. 8, No. 3, August 2023 
SRINIVAS 

PUBLICATION 

Jomon Jose M., et al. (2023); www.supublication.com 

 

PAGE 281 

 

 

The Influence of Gamification on Customer Experience in 

Digital Banking Practices 
 

Jomon Jose M.1&2& P. S. Aithal 3 
 1 PDF Scholar, Institute of Management & Commerce, Srinivas University, Mangalore, 

Karnataka, India, 
2 Associate Professor, Holy Grace Academy Centre for Research & Development, Mala, 

Thrissur, Kerala, India, 

ORC-ID: 0009-0003-4341-9936; Email: jomonjose83@gmail.com,  
3 Professor, Institute of Management & Commerce, Srinivas University, Mangalore, India, 

OrcidID: 0000-0002-4691-8736; E-Mail: psaithal@gmail.com 

ABSTRACT 

Purpose: In a world that increasingly revolves around technology and digital interactions, 

businesses strive to provide engaging and personalized experiences to their customers. In the 

realm of banking, this endeavor has given rise to the incorporation of gamification techniques 

to enhance customer engagement and satisfaction. Gamification, the utilization of game plan 

standards and mechanics in non-game settings, has arisen as a useful asset in various 

industries, including digital banking. This article explores the influence of gamification on 

customer experience in the domain of digital banking practices.  The researcher has chosen 

the topic "The Influence of Gamification on Customer Experience in Digital Banking 

Practices" to examine how gamification strategies, including badges, points, leaderboards, 

rewards, progress bars, trivia, opinion polls, and mini-games, are enhancing the competitive 

edge of private sector banks in Kerala. 

Design: In this study, a combination of descriptive and analytical research designs was 

utilized. Primary data and demographic information were gathered through the administration 

of a standardized questionnaire to a sample of 150 bank customers. To validate the study and 

ensure its reliability, a preliminary survey was undertaken, and the Cronbach's Alpha test was 

used to evaluate the metrics of the study. The amassed data underwent analysis through 

techniques such as correlation, multiple regression, and tests for multicollinearity to 

understand the intrinsic relationships and determinants in the research. 

Findings/Results: This research offers concrete empirical proof highlighting the profound 

impact of gamification on the customer experience in digital banking, particularly within the 

private sector. The study's outcomes reveal that the chosen independent factors, namely 

badges, points, leaderboards, rewards, progress bars, trivia, opinion polls, and mini-games, 

collectively play a significant role (accounting for 54% of the variance) in predicting customer 

experience. 

Paper Type: Descriptive and Analytical Research 

Keywords: Gamification, Digital banking practices, Technology and digital interactions, 

Customer experience, Gamification strategies 

1. INTRODUCTION : 

In recent years, the digital banking landscape has witnessed a significant transformation as financial 

institutions seek innovative ways to enhance customer experience and engagement (Feyen, E., et al. 

(2021) [1]). One strategy that has gained considerable attention is the integration of gamification 

elements into digital banking practices (Chauhan, S., et al. (2021) [2]). Gamification entails the 

integration of game-design concepts and techniques into non-gaming environments with the objective 

of enhancing user participation and enthusiasm. (Mauroner, O. (2019) [3]). By incorporating elements 

such as points, badges, leaderboards, challenges, and rewards, gamification strives to make banking 

activities more enjoyable, interactive, and immersive for customers (Nasirzadeh, E., et al. (2020) [4]). 

In recent years, India's banking sector has experienced a significant transformation, primarily fueled by 
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the incorporation of digital innovations (Belgavi, V., (2021) [5]). As traditional brick-and-mortar banks 

shift their focus toward providing seamless and user-friendly digital banking experiences, customer 

engagement and satisfaction have become paramount (Bauer, H. H., et al. (2005) [6]). This article aims 

to explore the influence of gamification on customer experience in digital banking practices, analyzing 

its impact on engagement, loyalty, and overall satisfaction. The researcher has taken the topic “The 

Influence of Gamification on Customer Experience in Digital Banking Practices”, to know how 

Gamification is fortifying the competitiveness of private sector banks in Kerala through its variables 

such as Badges, Points, Leader boards, Rewards, Progress Bars, Trivia, Opinion polls and Mini- Games 

(Likitha A. (2022) [7]).  

2. REVIEW OF LITERATURE : 

Researchers and experts have recognized gamification as a rapidly emerging technological 

advancement worldwide, with wide-ranging applications in the field of banking practices. (Rodrigues, 

L. F., et al. (2016) [8]). The integration of gamification elements in digital banking aims to transform 

routine financial transactions into enjoyable and interactive experiences (Malarout, N., et al. (2020) 

[9]). The different gamification elements and their potential to improve customer experience, loyalty, 

and engagement in digital banking practices (Huseynov, F. (2020) [10]). Banks, by adopting 

gamification strategies, aim to offer their customers a more personalized and enriched experience, 

leading to heightened customer loyalty and retention (Nasirzadeh, E., & Fathian, M. (2020) [11]). The 

combination of gamification components is viewed as a way to improve client collaborations, give 

constant input, and prize clients for accomplishing explicit achievements (Lu, H.- P., et al. (2020) [12]). 

Gamified highlights can be utilized to teach clients about different monetary items and administrations. 

By introducing complex monetary ideas in an intelligent and agreeable way, banks can work on 

monetary education among their client base (Bayuk, J., et al. (2019) [13]). The progress of gamification 

lies in its capacity to take advantage of the natural human craving for rivalry, accomplishment, and 

prizes, making banking exercises more charming and spurring for clients (Sheetal., et al. (2022) [14]). 

As banks adopt gamification, they must also consider the ethical implications, such as safeguarding 

customer data and ensuring that gamified features do not inadvertently encourage risky financial 

behaviors (Hass, D., et al. (2022) [15]). 

3. RESEARCH PROBLEM : 

From the problem identified, the researcher has posited the subsequent research questions: 

(1) In what ways does gamification assist banks in improving the experience of their customers? 

(2) What is the level of influence exerted by different gamification elements on the customer 

experience? 

4. OBJECTIVES : 

(1) To scrutinize the impact of gamification on the customer experience within private-sector digital 

banking platforms. 

(2) To develop a conceptual framework that pinpoints the determinants that shape the influence of 

gamification on the customer experience in digital banking operations. 

(3) To empirically validate the conceptual model by conducting hypothesis testing. 

(4) To compare the relationships between gamification and customer experience, as well as highlight 

the unique benefits of these relationships. 

(5)  To empirically assess the constructed conceptual model. 

(6)  To dissect the formulated conceptual model utilizing the ABCD analytical framework. 

(7) To recommend approaches for bolstering digital banking methods by integrating gamification 

techniques. 

5. CONCEPTUAL MODEL : 

Gamification has emerged as a potent strategy to amplify customer experience in the realm of digital 

banking, yet it shouldn't be perceived as a panacea (Ghazi Kelahroodi, M. A., et al. (2023) [16]). For 

fruitful deployment, banks need to intricately understand their clientele, the essence of their offerings, 

and the objectives they aim to realize through gamification. A nuanced comprehension of user habits, 

inclinations, and challenges is paramount (Nuijten, R. C. Y. (2022) [17]). Those gamification 

approaches that resonate with the distinct needs and aspirations of the bank's clientele, instilling a sense 
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of bespoke interaction and autonomy in their financial endeavors, will stand out (Bitrián, P., et al. (2021) 

[18]). By assimilating elements such as badges, points, leaderboards, and rewards, among others, 

gamification is bolstering banks' competitive edge (Likitha, A. (2022) [19]). Each constituent plays an 

integral role in magnifying customer involvement, gratification, and allegiance, adding layers to the 

bank's competitive positioning (Sachdeva, H. (2023) [20]). For instance, badges serve as graphical 

commemorations of milestones or accomplishments, earned by customers for completing designated 

tasks or achieving set benchmarks (Kanazawa, M. (2023) [21]). They give a feeling of achievement and 

acknowledgment to clients, inspiring them to investigate different financial highlights and complete 

more exchanges (Korsun, J. (2023) [22]). Badges advance a sensation of movement and achievement, 

upgrading consumer loyalty and empowering proceeded with commitment with the bank's 

administrations (Grochowska, I. (2023) [23]). Points go about as a type of virtual money that clients 

can collect through different connections with the bank's computerized stage (Roncone, V., et al. (2022) 

[24]). They make a gamified economy where clients are boosted to play out specific activities, like 

making exchanges, alluding companions, or utilizing explicit administrations, to procure more points 

(Walker, H. (2022) [25]).  Points add a serious and compensating aspect toward the financial experience, 

empowering clients to partake effectively and take a stab at higher prizes (LaFleur, G. (2022) [26]). 

Leader boards display show the accomplishments and rankings of clients in light of their places or other 

execution measurements. They make sound rivalry among clients, driving commitment as clients look 

to climb the positions and beat others. Leader boards cultivate a feeling of local area and social 

cooperation, rousing clients to turn out to be all the more effectively engaged with the bank's 

computerized biological system (Laning, T. (2020) [27]). Rewards are substantial impetuses proposed 

to clients for finishing explicit jobs or accomplishing predefined objectives. These prizes can 

incorporate limits, cash back, or select offers. By giving significant prizes, banks build up sure ways of 

behaving, energize client dedication, and increment the apparent benefit of drawing in with their 

advanced financial administrations (Chen, J. (2022) [28]). Progress bars visually represent the 

advancement of customers toward their goals or objectives. They provide a sense of direction and 

accomplishment, helping customers understand how close they are to completing specific tasks. 

Progress bars create a feeling of momentum, encouraging users to stay committed to their financial 

objectives and complete the desired actions (Comarch. (2023) [29]). Trivia and opinion polls add an 

interactive and educational element to the banking experience. They allow customers to participate in 

quizzes or express their opinions on various financial topics. By incorporating these elements, banks 

can engage customers in fun and informative activities, fostering a deeper understanding of financial 

products and services (Dudovicz, P.  (2023) [30]). Mini-games are interactive activities designed to 

entertain and engage customers while subtly promoting financial literacy and responsible banking 

behavior. These games offer a break from traditional banking tasks and create a more enjoyable and 

memorable experience. By incorporating mini-games, banks can build stronger emotional connections 

with their customers, increasing brand loyalty and advocacy (Korsun, J. (2023) [31]). 

 

Drawing from the theoretical foundation and a comprehensive exploration of prevailing literature, this 

study posits eight postulates. These are aimed at delineating the determinants that shape the nexus 

between gamification and the customer experience within digital banking paradigms:  

(1) Postulate 1: The presence of badges in digital banking practices positively impacts customer 

experience by providing a sense of accomplishment and recognition for completing tasks or reaching 

goals. 

(2) Postulate 2: Points as progress indicators in digital banking practices enhance customer experience 

by incentivizing and motivating users to perform tasks or actions. 

(3) Postulate 3: Leader boards in digital banking practices create a sense of competition among users, 

leading to increased engagement and improved customer experience. 

(4) Postulate 4: Offering rewards and deals in digital banking practices excite users, boosts user 

retention, and fosters loyalty, thereby enhancing customer experience. 

(5) Postulate 5: Progress bars in digital banking practices motivate users to complete tasks by visually 

tracking their progress, resulting in improved customer experience. 

(6) Postulate 6: Trivia-based engagements in digital banking platforms serve to bolster user proficiency 

by heightening awareness around pivotal themes and offering pertinent data, thereby amplifying the 

overall customer experience.  

http://www.supublication.com/


International Journal of Management, Technology, and Social 

Sciences (IJMTS), ISSN: 2581-6012, Vol. 8, No. 3, August 2023 
SRINIVAS 

PUBLICATION 

Jomon Jose M., et al. (2023); www.supublication.com 

 

PAGE 284 

 

 

(7) Postulate 7: Opinion polls in digital banking practices allow users to provide feedback, making them 

feel valued and improving their overall experience. 

(8) Postulate 8: Incorporating mini-games with valuable rewards and deals in digital banking practices 

adds a fun element to the user experience, increasing engagement and improving customer satisfaction. 

 

Given the aforementioned postulates, a conceptual model was conceived to scrutinize the determinants 

of the study.  The model incorporates the key elements of gamification and their relationship with 

customer experience. In light of this study, research has developed a proposed conceptual model (Figure 

1). 

 

 
 

To address the goals set out by the conceptual model, this research formulates various hypotheses rooted 

in the elements. These elements encompass badges, points, leaderboards, rewards, progress bars, trivia, 

opinion polls, and mini-games. The subsequent sections will delineate these hypotheses in detail. 

6. HYPOTHESES : 

H1: The presence of badges is significantly positively linked to customer experience in digital banking 

practices. 

H2: The utilization of points is significantly positively associated with customer experience in digital 

banking practices. 

H3: The inclusion of leaderboards is significantly positively connected to customer experience in digital 

banking practices. 

H4: Offering rewards is significantly positively correlated with customer experience in digital banking 

practices. 

H5: The presence of progress bars is significantly positively related to customer experience in digital 

banking practices. 
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H6: Incorporating trivia activities is significantly positively associated with customer experience in 

digital banking practices. 

H7: The implementation of opinion polls is significantly positively linked to customer experience in 

digital banking practices. 

H8: The inclusion of mini-games is significantly positively associated with customer experience in 

digital banking practices. 

H9: The application of gamification positively impacts on customer experience in digital banking 

practices. 

7. METHODOLOGY TO PROVE THE MODEL : 

The research approach employed in this research integrated both descriptive and analytical techniques. 

Primary data was gathered through the administration of a pretested questionnaire, refined based on 

insights from a preliminary pilot study. The period of data collection extended from March 2023 

through June 2023, with a sample size comprising 150 banking customers drawn from diverse private 

sector banks within Kerala, India. The data was subjected to a comprehensive analysis using statistical 

techniques including correlation analysis, multiple regression analysis, and multicollinearity tests. 

 

Reliability Test: 

As reflected in Table 1, the Cronbach's Alpha value is 0.805, implying a moderate to strong reliability 

of the questionnaire utilized in the research. 

Table – 1: Reliability Statistics 

Cronbach's Alpha 
Cronbach's Alpha Based on 

Standardized Items 
N of Items 

.805 .805 30 

 

Validity analysis: 

To validate the data, the KMO (Kaiser-Meyer-Olkin) measure and Bartlett's test of Sphericity were 

executed (Aithal, A., et al. (2020) [32]). The resulting KMO value was 0.808, denoting that the data is 

apt for subsequent analyses.  

8. ANALYSIS AND RESULTS : 

8.1 Correlation analysis: 

Table 2: Correlation analysis 

S. No. Hypotheses 
Coefficient of 

correlation 
Interpretation 

 

1 

H1: The presence of badges is 

significantly positively linked to 

customer experience in digital banking 

practices. 

 

0.696 

Moderate positive 

correlation 

 

2 

H2: The utilization of points is 

significantly positively associated with 

customer experience in digital banking 

practices. 

 

0.701 

Moderate positive 

correlation 

 

3 

H3: The inclusion of leaderboards is 

significantly positively connected to 

customer experience in digital banking 

practices. 

 

0.675 

Moderate positive 

correlation 

 

4 

H4: Offering rewards is significantly 

positively correlated with customer 

experience in digital banking practices. 

 

0.706 

Moderate positive 

correlation 

 

5 

H5: The presence of progress bars is 

significantly positively related to 

customer experience in digital banking 

practices. 

 

0.672 

Moderate positive 

correlation 

http://www.supublication.com/


International Journal of Management, Technology, and Social 

Sciences (IJMTS), ISSN: 2581-6012, Vol. 8, No. 3, August 2023 
SRINIVAS 

PUBLICATION 

Jomon Jose M., et al. (2023); www.supublication.com 

 

PAGE 286 

 

 

6 H6: Incorporating trivia activities is 

significantly positively associated with 

customer experience in digital banking 

practices. 

 

0.659 

Moderate positive 

correlation 

7 H7: The implementation of opinion polls 

is significantly positively linked to 

customer experience in digital banking 

practices. 

 

0.709 

Moderate positive 

correlation 

8 H8: The inclusion of mini-games is 

significantly positively associated with 

customer experience in digital banking 

practices. 

 

0.687 

Moderate positive 

correlation 

 

The table depicted above exhibits the outcomes of the correlation analysis performed to explore the 

associations between the variables, in line with the study's hypotheses. The Pearson correlation 

coefficient was employed to gauge the magnitude of the associations between the variables. The results 

of the correlation analysis suggest that moderate positive relationships exist among the factors. 

 

8.2 Multiple Regression Analysis: 

                         Table 3.a: Model Summary: Gamification and Customer Experience 

Model R R Square Adjusted R Square 

Std. Error of the 

Estimate 

1 .698a .541 .534 1.76338 

a. Predictors: (Constant), badges, points, leader boards, rewards, progress bars, trivia, opinion polls, 

and mini-games.    Source: Survey Data 

 

Table 3.a indicates that the R Square value is .541, indicating that 54.1% of the variations in customer 

experience are accounted for by the eight independent variables, namely badges, points, leader boards, 

rewards, progress bars, trivia, opinion polls, and mini-games. 

Table 3.b: Coefficients: Gamification and Customer Experience 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

Collinearity 

Statistics 

B Std. Error Beta Tolerance VIF 

1 (Constant) 4.067 1.002  3.807 .000   

Badges -.078 .057 -.101 -1.044 .116 .275 3.251 

Points .219 .079 .231 4.151 .000 .452 2.076 

Leader Boards .325 .051 .267 4.147 .000 .324 2.812 

Rewards -.020 .034 -.005 -.320 .502 .643 1.486 

Progress Bars .536 .067 .490 9.071 .000 .465 1.741 

 Trivia .449 .078 .370 8.181 .000 .575 1.627 

 Opinion polls .516 .095 .399 8.189 .000 .535 1.597 

 Mini- Games .537 .049 .479 9.174 .000 .455 1.977 

Source: Survey Data 

 

Table 3.b showcases the coefficients for a variety of variables and their correlations with customer 

experience. The unstandardized coefficients for badges (-.078) and rewards (-.020) are negative, 

suggesting a negative impact on customer experience. Conversely, points (.219), leaderboards (.325), 

progress bars (.536), trivia (.449), opinion polls (.516), and mini-games (.537) exhibit positive 
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unstandardized coefficients, indicating a positive correlation with customer experience. The p-values 

for points, leader boards, progress bars, trivia, opinion polls, and mini-games are all 0.000, which 

suggests they significantly influence customer experience. However, badges and rewards, with high 

significant values of 0.502 and 0.116 respectively, appear to have no effect on customer experience. 

The tolerance values for all the predicted variables range between 0.275 and 0.643, which suggests that 

multicollinearity does not affect the outcomes. Moreover, the VIF values for all the variables are 

between 1 and 10, which further supports the absence of multicollinearity. Therefore, it can be 

concluded that all gamification variables are statistically independent of each other, not causing 

inflation in the variability of the other predictors. 

9. FINDINGS & DISCUSSION :  

The study's findings imply that gamification plays a substantial role in enhancing customer experience, 

especially in today's increasingly competitive and dynamic work environment. The results affirm the 

premise that gamification significantly impacts the customer experience among banking customers in 

different private-sector banks. The detailed results and interpretations of the Correlation Analysis and 

Multiple Regression Analysis tests can be found in Table 4. 

 

Table 4: Testing of Hypotheses 

S. No. Hypotheses Test Result 

1 H1: The presence of badges is 

significantly positively linked to customer 

experience in digital banking practices. 

Correlation analysis H0 Accepted 

2 H2: The utilization of points is 

significantly positively associated with 

customer experience in digital banking 

practices. 

Correlation analysis H0 Accepted 

3 H3: The inclusion of leaderboards is 

significantly positively connected to 

customer experience in digital banking 

practices. 

Correlation analysis H0 Accepted 

4 H4: Offering rewards is significantly 

positively correlated with customer 

experience in digital banking practices. 

Correlation analysis H0 Accepted 

5 H5: The presence of progress bars is 

significantly positively related to 

customer experience in digital banking 

practices. 

Correlation analysis H0 Accepted 

6 H6: Incorporating trivia activities is 

significantly positively associated with 

customer experience in digital banking 

practices. 

Correlation analysis H0 Accepted 

7 H7: The implementation of opinion polls 

is significantly positively linked to 

customer experience in digital banking 

practices. 

Correlation analysis H0 Accepted 

8 H8: The inclusion of mini-games is 

significantly positively associated with 

customer experience in digital banking 

practices. 

Correlation analysis H0 Accepted 

9 H9: The application of gamification 

positively impacts on customer 

experience in digital banking practices. 

Multiple Regression 

Analysis 

H0 Accepted 
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This study utilized Multiple Equation Analysis to test the relationships between several independent 

variables—badges, points, leaderboards, rewards, progress bars, trivia, opinion polls, and mini-

games—and a dependent variable, which is customer experience. Standardized regression weights were 

employed to articulate the relationships between these variables. The graphic illustration (Fig. 2) of 

these weights demonstrates that the eight identified gamification variables account for 54.1% of the 

variation in customer experience. 

10. ANALYSIS OF THE CONCEPTUAL MODEL DEVELOPED :  

Analyzing research results is a critical process that involves scrutinizing and interpreting gathered data 

or developed conceptual models. The analysis of the conceptual model constructed for this study is 

crucial for understanding its potential applicability to similar problems. Numerous analysis 

frameworks are utilized in academic research. These include the SWOC analysis framework for 

internal analysis (Aithal, A., et al. 2015 [33] & Frederick, D. P., et al. 2021 [34]), PESTEL analysis 

framework for external analysis (Ho, J. K. K. 2014 [35] & Song, J., et al. 2017 [36]), and the ABCD 

analysis framework for stakeholder analysis (Aithal, A., et al. 2015 [37] & Aithal, P. S. 2016 [38]). 

The ABCD analysis framework is utilized in this context to detail the advantages, benefits, constraints, 

and disadvantages of the developed model (Aithal, P. S. 2017 [39], Aithal, P. S. et al. 2016 [40] & 

Aithal, P. S. et al. 2016 [41]). These aspects offer valuable insights into the model's effectiveness and 

potential areas of improvement from a stakeholder perspective. 
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10.1 ABCD Listing from Banking Customers’Points of View: 

(A) Advantages:  

(1) Enhanced customer engagement: Gamification can support client maintenance by making the 

financial experience really captivating and charming.  

(2) User-friendly interface: Gamification can assist banks with separating themselves in an 

exceptionally cutthroat market, offering special encounters to their clients. 

(3) Personalized experiences: Gamification takes into account customization and personalization of 

banking administrations, upgrading individual client experience. 

(B) Benefits:  

(1) Increased customer loyalty: By making banking really captivating and fulfilling, gamification can 

cultivate more noteworthy customer loyalty. 

(2) Improved financial literacy: Gamification components, as tests and difficulties, can be utilized to 

teach clients about monetary items and improve their monetary education. 

(3) Incentivized behaviors: Clients might be boosted to take part in sure monetary ways of behaving, 

such as saving or effective money management, using prizes and identifications. 

(C) Constraints:  

(1) Technological barriers; Not all clients might have the important specialized abilities or admittance 

to partake in gamified banking encounters. 

(2) Security concerns: With additional intuitive advanced stages come expanded dangers and potential 

weaknesses that could prompt security breaks or misrepresentation. 

(3) Implementation costs: The expense of carrying out and keeping up with gamification components 

could be a limitation for certain banks. 

(D) Disadvantages: 

(1) Overemphasis on rewards: Overreliance on remunerations might actually sabotage natural 

inspiration and lead to gamified components being viewed as manipulative or nosy. 

(2) Gamification fatigue: Clients might get exhausted or overpowered assuming similar gamification 

procedures are utilized drearily. 

(3) Misaligned incentives: While possibly not painstakingly planned, gamification could boost ways 

of behaving that are not to the greatest advantage of the clients or the banks. 

 

10.2 ABCD Listing from Banking Service Providers’ Points of View: 

(A) Advantages:  

(1) Enhanced customer retention: Gamification can help client maintenance by making the financial 

experience seriously captivating and agreeable. 

(2) Differentiation in a competitive market: Gamification can assist banks with separating themselves 

in a profoundly cutthroat market, offering extraordinary encounters to their clients. 

(3) Increased data collection: Gamified collaborations can give significant information on client 

conduct and inclinations, empowering more customized administrations. 

(B) Benefits:  

(1) Increased usage of digital platforms: Gamification can empower more far reaching utilization of 

computerized financial stages, expanding functional proficiency and lessening costs. 

(2) Enhanced brand image: Gamification can add to a more current, client cordial picture, drawing in 

a more youthful segment. 

(3) Opportunity for cross-selling and up-selling: Customized rewards and difficulties can be utilized 

to elevate extra administrations to clients. 

(C) Constraints:  

(1) Implementation and maintenance costs: Creating, carrying out, and keeping up with gamification 

highlights can be exorbitant and tedious. 
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(2) Technological constraints: There might be innovative impediments in carrying out cutting edge 

gamification highlights, especially for more modest or less carefully mature banks. 

(3) Regulatory compliance: Banks need to guarantee that any gamified components follow pertinent 

guidelines and don't delude clients. 

(D) Disadvantages: 

(1) Potential for customer disillusionment: On the off chance that gamification is seen as manipulative 

or meddlesome, it could prompt client disappointment and damage the bank's standing. 

(2) Risk of distracting from core services: There's a gamble that an extreme spotlight on gamification 

could occupy banks from their center administrations and capabilities. 

(3) Short-term focus: While gamification can drive prompt commitment, there's a gamble of zeroing 

in a lot on momentary measurements to the detriment of long haul consumer loyalty and reliability. 

11. RECOMMENDATIONS & SCOPE FOR FUTURE RESEARCH : 

In light of the findings from the study, a few suggestions can be proposed for banking specialist co-ops. 

It, first and foremost, is pivotal to tailor gamification components to line up with individual client ways 

of behaving and inclinations, making the financial experience more private and locking in. Standard 

updates and enhancements of the gamified highlights could assist with keeping the client experience 

new and stay away from gamification weaknesses. Also, banks could use gamified components as an 

instructive device to work on clients' monetary education, assisting them with pursuing informed 

monetary choices. While compensating clients, an equilibrium should be struck to guarantee the 

experience isn't exclusively about pursuing prizes, yet additionally about working with positive 

monetary ways of behaving. In conclusion, as banks carry out more gamified components, they should 

at the same time reinforce their safety efforts to shield client information and guarantee secure 

exchanges. 

The study opens up an abundance of chances for additional investigation and examination. For example, 

studies could be led to figure out the drawn-out effect of gamification on client dependability and the 

general productivity of banks. Examinations could likewise dig into segment-based examinations to 

comprehend how different age gatherings, sexes, or pay levels answer gamification in computerized 

banking. Near investigations could be done to gauge the viability of various gamification techniques 

across various banks, districts, or even nations. Moreover, future research could also analyze the impact 

of individual gamification elements such as points, badges, leader boards, etc., on customer engagement 

and satisfaction. One more encouraging region for future examination could be concentrating on the 

effect of gamification on clients' monetary ways of behaving, like saving propensities or speculation 

ways of behaving. This would offer a more profound comprehension of how gamification can be 

utilized to draw in clients as well as to encourage monetarily sound ways of behaving. 

12. CONCLUSION : 

The examination has presented shrewd findings. The review showed the way that gamification could 

assume a critical part in improving client experience, cultivating client commitment, and encouraging 

a feeling of seriousness and achievement through different components like badges, points, 

leaderboards, rewards, progress bars, trivia, opinion polls, and mini-games. The review's outcomes have 

revealed insight into the capability of gamification as an essential device in computerized banking to 

change routine monetary exchanges into more charming, intelligent, and vivid encounters. Besides, it 

likewise demonstrates that a very much planned gamified banking experience can bring about better 

client reliability and fulfillment, consequently adding to the seriousness of banks in the developing 

computerized financial scene. Nonetheless, the concentrate additionally accentuates the significance of 

cautious and vital execution of gamification strategies, considering the different necessities and 

inclinations of clients and the quickly changing innovative scene. It recommends that the fruitful 

coordination of gamification in computerized banking isn't simply about consolidating game 

mechanics, however, about making significant and drawing in encounters that enhance clients' financial 

connections. Generally, the review highlights the capability of gamification in reclassifying client 

experience in computerized financial practices and offers a venturing stone for future examination in 

this thrilling and developing field. 
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