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INTRODUCTION

The global banking industry is undergoing rapid digital transformation, driven by the
advancement of financial technology (fintech), increasing customer expectations for fast
and personalized services, and regulatory initiatives promoting financial data openness
through Open Banking. This transformation encompasses the digitalization of internal
processes, the development of services based on Application Programming Interfaces
(APIs), and the integration of advanced analytics for decision-making (World Bank, 2023).
Such changes are not merely technological shifts; they also have profound impacts on
business models, competitive strategies, and the way banks manage their human resources
(HR).

Open Banking enables authorized customer data sharing between banks and third parties
to create more innovative financial services. Through APIs, banks can utilize real-time
transaction data to enhance credit risk assessment, accelerate loan approvals, and develop
products tailored to customer needs (BIS, 2022). However, in emerging markets, the
implementation of this concept faces challenges related to infrastructure readiness,
regulatory maturity, and human resource preparedness. If these human capital challenges
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are not addressed, the potential of Open Banking to drive successful digital transformation
may not be fully realized.

The success of digital transformation in banking, including Open Banking adoption, is
heavily influenced by the competencies and readiness of human resources. Technology
alone cannot deliver optimal results without a workforce capable of applying digital skills,
interpreting data analytics, and adapting to changes in work processes (Ulrich, Brockbank,
Johnson, Sandholtz, & Younger, 2008). HRM plays a strategic role in identifying emerging
skill needs, developing training programs, and ensuring employees can effectively leverage
technology to achieve organizational goals.

Digital transformation often requires significant changes in organizational culture and
workflows. In banking, such shifts may trigger employee resistance, especially in
institutions accustomed to conventional systems. Change management thus becomes an
essential HRM function to cultivate an innovation-oriented culture, encourage cross-
department collaboration, and minimize psychological barriers to technology adoption
(Kotter, 2012). Effective change management can significantly influence employee
acceptance of technology and the sustainability of transformation initiatives.

Beyond technical skills, HRM must ensure that employees possess strong ethical awareness
and compliance capabilities, particularly in managing sensitive customer data. Open
Banking increases the volume and sensitivity of accessible data, making training in data
privacy, cybersecurity, and consent management essential (Bazarbash, 2019). Without
strong ethical foundations, the risk of data breaches and loss of public trust may rise,
potentially undermining both customer relationships and regulatory compliance.

Existing literature on digital transformation in banking predominantly focuses on
technological readiness, cybersecurity, and regulatory frameworks, while the role of HRM
as a strategic enabler remains underexplored—especially in emerging markets (Demirkan
& Delen, 2013). There is limited empirical evidence examining how HRM strategies
directly influence the success of Open Banking integration projects, creating a research gap
that this study seeks to address.

In light of these challenges and opportunities, Eis study aims to analyze the role of HRM
in supporting successful digital banking transformation in the era of Open Banking,
focusing on three strategic aspects: digital competency development, change management,
and ethics and compliance training. This research contributes theoretically by extending
the HRM and digital transformation literature in the financial sector, and practically by
offering recommendations for banks and regulators to align human capital strategies with
technological innovation (Jagtiani & Lemieux, 2019).

ﬁE SEARCH METHOD

esearch Design
This study adopts a mixed-methods research design combining quantitative and qualitative
approaches to provide a comprehensive understanding of the role of Human Resource
Management (HRM) in supporting digital banking transformation under the Open Banking
framework. The quantitative component uses survey data to measurc the relationship
between HRM practices and digital transformation success, while the qualitative
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component employs in-depth interviews to explore contextual factors, challenges, and best
@ctices from HR managers’ perspectives. This approach enables triangulation, enhancing
¢ reliability and validity of the findings (Creswell & Plano Clark, 2018).

g Population and Sample

The population comprises employees of commercial banks and Islamic banks in Indonesia
that have initiated Open Banking adoption between 2021 and 2024. The sample includes
120 banking professionals from operational, IT, risk management, and HR divisions, as
well as 15 senior HR managers directly involved in digital transformation projects. A
purposive sampling technique is used to ensure that respondents have relevant experience
with both HRM initiatives and Open Banking implementation.

3.3 Data Collection Methods
a. Quantitative Survey
A structured questionnaire was developed to measure:
» Digital Competency Development (e.g., frequency and quality of digital skills
training).
» Change Management Effectiveness (e.g., employee engagement, communication
quality, resistance management).
» Ethics and Compliance Training Coverage (e.g., data privacy, cybersecurity,
regulatory compliance).
Perceived Digital Transformation Success (dependent variable).
All'items are measured on a 5-point Likert scale (1 = strongly disagree, 5 = strongly agree).

Qualitative Interviews
emi-structured interviews arc conducted with HR managers to explore:
» Strategic HRM planning in digital transformation.
» Challenges in developing digital talent.
o Cultural changes and resistance patterns.
» Ethical and compliance considerations in Open Banking.

Variables and Measurement

Variable Type Variable Name Measurement / Indicators @:ale
Dependent Digital Transformation Perceived impact on service delivery, ert
Variable Success efficiency, and innovation (1-5)
Independent Digital Competency Training frequency, relevance, and Likert
Variable Development perceived skill improvement (1-5)
Independent Change Management Employee engagement, communication, Likert
Variable Effectiveness adaptation speed (1-5)
Independent Ethics & Compliance Privacy awareness, cybersecurity Likert
Variable Training preparedness, regulatory compliance (1-5)
Varsbles  tenure. deparimen, | Nominel/Orcina :
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ata Analysis Techniques
Quantitative Analysis:
The survey data are analyzed using multiple linear regression to examine the influence
of HRM practices on digital transformation success. The regression equation is specified
as:

DTS; = ,80 + 131DCD,‘ + ﬁszVfEf + ,SsECT; + ,340071”"0!31' =+ €

Where:

« DTS; = Digital Transformation Success for respondent i

« DC D, = Digital Competency Development

« C'ME; = Change Management Effectiveness

« FECT; = Ethics & Compliance Training

« Controls; = Control variables (bank type, tenure, department)

* ¢€; = Error term

Qualitative Analysigys
Interview transcripts are analyzed using thematic content analysis, with coding conducted
to identify recurring themes related to HRM strategies, challenges, and success factors in
Open Banking adoption.

Reliability and Validity

To ensure measurement reliability, Cronbach’s alpha is calculated for each construct, with
a threshold of 0.70 indicating acceptable internal consistency (Nunnally & Bernstein,
1994). Validity is assessed through expert review of survey items and pilot testing with 10
respondents before full data collection. ualitative validity, triangulation is applied by
comparing survey results with interview findings.

Ethical Considerations

All participants provided informed consent prior to participation. Survey responses and
interview data are anonymized to protect confidentiality. The study complies with data
protection regulations relevant to the Indonesian banking sector and aligns with ethical
research standards in social sciences.

SULT AND DISCUSSION
escriptive Statistics

Table 1 presents the summary statistics for all variables. The Digital Competency
Development (DCD) score has a mean of 3.85 (out of 5), indicating that training programs
on digital skills are conducted fairly regularly but with variation in quality. Change
Management Effectiveness (CME) has a mean of 3.72, suggesting moderate effectiveness
in managing employee adaptation to digital transformation. Ethics and Compliance
Training (ECT) records a higher mean of 4.05, reflecting strong emphasis on data privacy
and cybersecurity awareness. The dependent variable, Digital Transformation Success
(DTS), has a mean of 3.90, showing generally positive perceptions of transformation
outcomes.
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le 1. Descriptive Statistics (n = 120)

Variable Mean Std. Dev. Min Max
Digital Transformation Success (DTS) 3.90 0.54 2.50 5.00
Digital Competency Development (DCD) 3.85 0.61 2.00 5.00
Change Management Effectiveness (CME) 3.72  0.58 2.00 5.00
Ethics & Compliance Training (ECT) 4.05 049 3.00 5.00

gression Results
ultiple linear regression analysis was conducted to assess the influence of HRM practices
on Digital Transfgmation Success.

ariable Coefficient (B) Std. Error t-value p-value
Digital Competency Development (DCD) 0.472%** 0.081 5.83  0.000
Change Management Effectiveness (CME) 0.334%** 0.102 327 0.001
Ethics & Compliance Training (ECT) 0.216* 0.124 1.74  0.085
Constant 0.985 0.256 3.85  0.000
R-squar 0.562

Notes: ¥**p ! 0.01, **p <0.05,* p<0.10.

The results indicate that Digital Competency Devel ent has the strongest and most
significant effect on Digital Transformation Success (p= 0.472, p < 0.01), followed by
Change Management Effectiveness (f = 0.334, p < 0.05) and Ethics & Compliance
Training (B =0.216, p<0.10).

gualitative Findings
The thematic analysis of 15 HR manager interviews revealed three dominant themes:

1. Strategic Talent Development:
HR leaders emphasize the need for structured upskilling programs in data analytics,
fintech integration, and customer-centric digital services. One HR manager stated,
“Qur Open Banking adoption would not succeed without empowering employees
to understand and use transactional data for decision-making.”

2. Cultural Transformation and Resistance Management:
Resistance to change was more prominent in back-office and legacy-system teams.
Successful banks implemented cross-departmental workshops and transparent
communication to build trust and reduce uncertainty.

3. Ethical Awareness and Compliance:
With increased access to customer financial data, HR managers prioritized training
in data privacy and cybersecurity. This aligns with the quantitative finding that
Ethics & Compliance Training has a positive, albeit smaller, impact on
transformation success.

Discussion

The regression results support the hypothesis that HRM practices significantly influence
the success of digital transformation in banking, particularly in the context of Open
Banking. The strong effect of Digital Competency Development aligns with Ulrich et al.
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(2008), who emphasize that human capital capabilities are central to organizational
performance in dynamic environments.

The positive impact of Change Management Effectiveness reinforces Kotter’s (2012)
theory that leadership-led communication and employee engagement arc critical to
transformation sustainability. While Ethics & Compliance Training shows a smaller effect
size, its significance at the 10% level highlights that ethical awareness remains a necessary
component for maintaining trust in Open Banking ecosystems (Bazarbash, 2019).

The qualitative findings complement the quantitative results, revealing that cultural change,
cross-functional collaboration, and proactive skill-building are the main drivers of
transformation success. This combination of evidence suggests that banks in emerging
markets should view HRM not merely as a support function but as a strategic enabler of
technological innovation.

CONCLUSION

This study examined the role of Human Resource Management (HRM) in driving the
success of digital banking transformation within the framework of Open Banking in an
emerging-market context. Using a mixed-methods approach, quantitative findings from 120
banking professionals revealed that Digital Competency Development has the strongest
positive impact on Digital Transformation Success, followed by Change Management
Effectiveness and Ethics & Compliance Training.

Qualitative insights from 15 senior HR managers reinforced these results, highlighting the
importance of structured upskilling programs, cultural transformation initiatives, and
continuous ethics and compliance training. The findings indicate that successful Open
Banking adoption depends not only on technological infrastructure and regulatory readiness
but also on the strategic alignment of HRM practices with digital transformation goals.

Theoretically, this research extends the HRM and digital transformation literature by
empirically linking HR strategies to measurable transformation outcomes in the banking
sector. Practically, it provides actionable guidance for banks and regulators to prioritize
human capital readiness as a central pillar in implementing Open Banking initiatives.
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