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I. INTRODUCTION

Artificial Intelligence in the banking sector can enhance green banking services by
analyzing vast data sets to identify high-impact green investment opportunities and assess
their long-term viability. Artificial intelligence (Al) is the concept of letting machines "think
like humans—that is, execute activities such as reasoning, planning, learning, and language
comprehension. It is a technology that predates the computer industry. It gained popularity
with the introduction of personal assistants (Amazon's Alexa, Apple's Siri, and Google's
Assistant), picture recognition (My Heritage), Chat GPS, autonomous vehicles, personalized
recommendations (the streaming service Netflix and Amazon), search engines (Google),
automatic teller Machines, cash deposit machines, UPI services, block chain, Block
Chain and other technologies. These developments have been powered by a dramatic
increase in computing power, lower-cost technology, and an unclear rate of data generation
and consumption. Machine learning, deep learning, natural language processing, predictive
analytics, and other terms are frequently used to describe Al. All of these words speak to a
future in which our platforms and processes are increasingly automated.

Il. BENEFITS OF ARTIFICIAL INTELLIGENCE IN BANKING AND
INVESTMENT

Easy identification of the trends in marketing

Share Market and Investment trends can be predicted.
Data can be collected easily.

The investor journey can be visualized.

Trends in data can be identified in real time.

The customer experience will be more convenient.
Portfolios can be personalized as per the needs of

Al can be used to analyze financial data.

Footfall can be decreased.

CoNR~LNE

I11.LITERATURE OF REVIEW

Al is attracting the attention of experts as more and more people desire eco- and user-
friendly goods and services. With the aid of Al, financial institutions are able to expedite
their financial services. Fintech refers to the deployment of technology innovation for the
delivery of financial services and products to users (Dwivedi et al. 2021). Adaba et al. (2019)
and Karusala etal. (2019) highlighted that internet banking contributes significantly to
socioeconomic resilience . Financial businesses have been transformed over the years due to
the advancement of ICT, which allows for more efficient service delivery and better
environmental performance (Yan etal. 2021) Previous literature has established
technological innovation as a significant determinant of ES (Awawdeh et al. 2022). Similarly,
Dwivedi etal. (2021) found that Al has a notable effect on the banks’ efficiency and
competitiveness. Furthermore, innovation emphasizes the development of products and the
adoption of procedures 25960 Environmental Science and Pollution Research (2023) 30 .A
recent study has established a link between technical innovation and environmental
sustainability (Severo et al. 2019). The study also recommended that businesses should adopt
environmentally friendly technology, as it helps to achieve overall ES. Fin tech plays an
important role in achieving banking institutions’ environmental sustainability by
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incorporating eco-friendly technology into their operations. According to Hossen et al.
(2014), green banking, which is a component of e-commerce, may guarantee environmental
sustainability by ensuring the online using a 3D approach to banking and e-banking De
Carbonization, dematerialization, and demobilisationzation in the daily activities of the bank.
Argenti,(2015) looked into the impact that perceived values of green loyalty, green trust, and
the impact of green loyalty on green trust.Yadav and Pathak (2013) study the Green Banking
approaches opted by private and public bank for environment sustainability. Using case study
approach they find that Indian banks have understood the relevance of taking positive steps
towards the environment. Moreover results of the study conducted reveals that public sector
banks have taken more initiatives as compared private sector with exception of ICICI bank.
In private sector only ICICI bank’s approach is a sustainable approach. Bahl (2012)
highlights the means of creating awareness about Green Banking to ensure sustainable
growth.

IV.STUDY GAP

There is lot of study regarding Al but there is less work on how Banking sector can
achieve sustainable goals through Fin-tech and artificial intelligence. This paper has focus on
application and how customer relationship management works .Data collected for paper is
secondary data .We are trying to find out various benefits that can be achieved through Al
study the various benefits that can be achieved through green banking services.

V. RESEARCH METHODOLOGY AND DATA COLLECTION

Through extensive research review some of parameters were identified to evaluate
the variables (Artifical Intelligence, Green Banking, Sustainable Development)Current study
is descriptive in nature and used secondary data from various website, journals and research
papers.

VI.OBJECTIVE OF STUDY

1. To know how Al has effect on banking services .
2. How customer relationship management has improved due to Al
3. Relationship of Al ,Sustainable development and Green Banking

VI1.BANKING SERVICES AND Al

The application of Al is at a very early stage in India. The upward trend in the growth
of artificial Artificial Intelligence (Al) in the  banking sector is revolutionizing and
reforming the industry at the global level (Abdulla, Y., Ebrahim, R., & Kumaraswamy, S.
2020). Al (artificial intelligence) is characterized as computerized systems that use
communication, reasoning, and knowledge to support intelligent decision-making by
recreated machines. If we put it in a simple way, Artificial intelligence (Al), to put it simply,
is the process of integrating robots with intelligence equal to that of humans. Al, which can
experience emotions and even consciousness, Al, data mining, and machine learning
are frequently used interchangeably. The most prominent examples of Al in banking are
ATMs, Kiosk deposit and withdrawal machines, currency counting machines, and fake
currency detection machines, machines have reduced labor to a considerable extent.
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VIll. CRM + Al

In online banking, real-time fraud detection and prevention are examples of how Al is
customeroriented. In order to complete the process of e-KYC and confirm the clients, Al is
also being used. An additional area where Al is being invested in is catboats. Due to IT-
enabled services and solutions like Core Banking, Internet Banking, Mobile Banking, wallets,
and Kiosk Banking, banks have seen a convergence in end-customer banking interactions
during the past ten years. The banking industry benefits from technological advancements for
both institutions and their clients. The focus of business models is on offering clients IT-
enabled goods and services. By moving banking in this way, the burden on labor and the
environment has been lessened. More people using cloud computing, less paper is being used,
which is good for the environment. On the other side, utilizing e-banking or mobile banking
has decreased travel and transaction costs for bank customers, which is a tiny step towards
sustainable growth.

IX.SCOPE AND FUTURE OF Al

Al is the future of banking. As per some reports, more than 85% of customers believe
that Al has changed the way they bank. They are more aware of financial products and
services now as compared to previous traditional services. Carbon foot printing is reduced.
Customers can save time by not going to banks and not standing in long lines. All types of
investment services are available at their doorstep. Many customers are now using net
banking, which makes it possible to conduct financial transactions without being physically
present. The opening of an online savings account or the adoption of paperless banking all
move us one step closer to sustainable development by reducing greenhouse gas emissions,
deforestation, and eventually the number of natural disasters that occur all over the world.
The institutions have placed increased focus on ideas like green loans and green deposits.

X. SUSTAINABLE DEVELOPMENT, Al, AND GREEN BANKING

Sustainable Development Goals (SDG) are decided by the UN. The 2030 Agenda for
Sustainable Development, adopted by all United Nations Member States in 2015, provides a
shared blueprint for peace and prosperity for people and the planet, now and into the future.
At its heart are the 17 Sustainable Development Goals (SDGs), which are an urgent call for
action by all countries, developed and developing, in a global partnership. They recognize 17
goals that are No Poverty, Zero Hunger, Good Health and Well Being, Quality Education,
Gender Equality, Clean Water and Sanitation, Affordable Energy, Decent Work and
Economic Growth, Industry Innovation and Infrastructure, Reduce Inequality, Sustainable
Cities, Responsible Consumption and Production, Climate Change, Life Below Water, Life
on Land, Peace, Justice, and Strong Institutions. The Partnership for Goals is decided by the
UN and on which all the nations are actively working. One of the biggest problems on earth
is Climate change because of environmental pollution. Green Banking services can help
achieve sustainable development goals. Because other goals are linked with one of the major
SDG 13 goals, which is climate change. Through Artificial intelligence, banks can achieve
these goals easily. In order to improve the financial industry and create innovative, long-term
business strategies, the novel idea of "green banking" combines environmental management
with banking operations (Yadav & Pathak, 2013). According to Mumtaz and Smith's (2019)
analysis of Pakistan's green finance system for sustainable development, green finance has
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enormous potential because it not only increases businesses' commitment to environmental
responsibility and competitiveness but also aids in resolving environmental issues. (Bhardwaj
& Malhotra, 2013) defined green banking as a bank initiative that supports the growth of
environmentally friendly businesses and aids in the restoration of ecosystems. Jeucken &
Bouma (1999) investigated the relationship between sustainability and banks and discovered
that banks have been adopting a more dynamic approach over the past 20 years to achieve
sustainable goals. In all regions of the world, the use of Al in green banking has a significant
and positive impact on development and sustainable growth. The study's conclusion is that
green banking cannot be ignored in order to achieve sustainability because earlier research
supports the idea that, despite its vulnerability, the banking sector fully supports the
sustainability issue as a problem facing an economic sector.

Here are some details of Scope of Al that will influence CRM and Banking in the
future;

1. Virtual Assistant: Also known as an Al assistant, a virtual assistant is a software
application that can respond to voice instructions in natural language and carry out the
user's requests.

2. Data Analytics: The data is fed into the client engagement process and utilized to
forecast outcomes, comprehend designs, recommend relevant strategies, and more.
Through this approach, organizations are strategically groomed, and a connection is made
with every client, regardless of their size or scope.

3. Internet of Things (lIoT): loT involves automated, real-time data processing and
coordinated communication amongst a wide range of smart hardware and software.
Imagine a CRM with Al capabilities that is connected to a hospital's CT scanner and
receives organ images and measurements. The CRM is intelligent enough to detect any
inflammation by comparing the organ dimensions to the patient's medical history, and it
will then prompt the patient to contact a particular doctor if necessary.

4. Machine Learning (ML): ML is the central component of Al and entails using little to
no code to enable computers to learn from data. In essence, you program the intended
outcome programming rules for a computer, and you train the machine to accomplish the
conclusion on its own by giving it data, like customized recommendations.

XI.FINDINGS

From this study we find that GEN Z is more aware about Artifical Intelligence as
compare to old age people. On the other hand people in the age group of above 40 are using
more banking services. So govt and banks have to take steps to give awareness about Al
.People are not using Al services because of cybercrimes.

XIl. SUGGESTION
India is a developing country. We have the youngest population of the world. This

study suggests that authorities and financial sector has to come forward to give more
awareness about GB and Al Services .There should be customer awareness programs .People
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should get aware how sustainable development can be achieved by the use of technology.
Stirct laws should be implemented against cybercrimes.

XI11.CONCLUSION

The devastating effects of natural disasters such as landslides, droughts, flooding, and
extreme temperatures that have been experienced by people all over the world, including in
India, The goal is to stop global warming and make the planet more sustainable for everyone,
which will require action at all levels of society, from the individual to the global. Financial
institutions, particularly banks, can play a crucial role in promoting sustainability by
allocating resources to projects and schemes that improve environmental vitality and reflect a
positive impact on the long-term value of the company.

Banks can also help reduce carbon emissions by investing in cutting-edge
technological approaches that absorb or lower carbon emissions rather than in industries with
high carbon output. The application of Al in green banking practices is seen as a source of
sustainable development that can benefit banks, businesses, and the environment in general.
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