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ABSTRACT:

The development status of any country depends on the existence of a comprehensive financial sector in
terms of ‘banking business, which mobilizes the savings of the general public to the required and
demanding sectors as loans. The patterns of working styles of the banking sector all over the world have
been improving with the application of updated technology, where the funds are moving very rapidly from
one place to another and from one person to another for personal or institutional requirements. The
Government's initiative to strengthen the banking sector with increased technology, the bank employees'
training and faculty development activities, increased literacy levels of the general public, the easy-to-
understand technology, low cost, and time-saving aspects are especially encouraging the Indian banking
sector to improve operational efficiency, thereby gaining customers' confidence and satisfaction.

The word ‘gig’ refers to a ‘temporary’ act or a ‘work-based’ activity which is performed through ‘digital
platforms’ or with mobile applications, which are connected to the users to perform some specific tasks
and services. Gig technology in the Banking sector refers to the usage of digital platforms to perform some
flexible, task-based banking functions. By adapting this technology, the Indian Banking Sector has been
offering many banking services which the customer can perform without coming to the bank. This research
paper analyses and discusses various gig-technology banking operations which are offered to their
customers, and provides an overview by assessing their satisfaction.
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INTRODUCTION:

The easy-to-understand digital technology, and the benefits of low cost, saving of time, and utmost
security in money transactions have forced the bank customers to give up their traditional banking methods
of going to the bank, writing forms and slips and standing in long queues. The Indian Banking Sector is
also equally responding in offering innovative work models and technological applications in which some
of the ‘gig technology’ has been gaining increasing relevance. The Gig-technology is a ‘digital platforms’
which facilitate’ only short-term and work-based arrangements ' online. Such services can be ‘e-KYC,
flexible digital loans and credit scoring.
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The Indian public sector banks (PSBs), with the application of gig technology, have been reshaping the
nature of the entire working patterns in terms of’ offering services with speed, manageability, with
optimised operations by providing solutions that enhance productivity, by reducing operational burden.
While private and fintech-led institutions have founded digital innovation and gig-based workforce
models, public sector banks have now recognised the potential of gig technology to bridge human resource
gaps and improve customer service efficiency. With the exclusive partnership of cloud-based task
management, remote collaboration tools, and Al-enabled analytics, the gig technology will improve the
working patterns of Public Sector Banks to match the changing customer expectations and regulatory
environments.

As every technology will have its own shortcomings, the gig-technology is no exception, which has been
used in Indian Public Sector Banks. The data security concerns, regulatory constraints, and the
preparedness of the bank customers are some of the challenges which need to be addressed. The success
of gig-technology will largely depend on employee training, making structural reforms, and appropriate
policy support. This research study sheds light on the present status, benefits, and implications of gig-
technology practice in Indian Public Sector Banks. This study aimed to identify the drivers of adoption,
to provide an overview of the Indian Banking Sector readiness and suggest amicable recommendations.

REVIEW OF LITERATURE:

e Asha Sahu a Research Scholar, and Hory Sankar Mukerjee (2020) noticed that the bank customers are
adopting the digital banking facility because of the easiness, error free, perceived in it and banks have
been creating proper awareness to the customers in the matters of safe and security.

e Megha Chandrasekar, (April 2021) a research student, and Aysha Fathma Y an assistant professor
identified, that firstly the banks have to identify the behaviour of the customers to adopt digital banking
services. By identifying the five factors as perceived usefulness, ease of usage, improved satisfaction,
security, and trust will be encouraging the customers to adopt digital banking services more.

e Uday Kumar Kalva, (April 2014) a research Scholar, and A. Arun Kumar a Doctoral Fellowship
holder, in their research article, noticed that ‘digital banking facility is more popular among the
youngsters, as they found more convenient in sending receiving money in less time provided this
application duly backed with safe and secure.

e John Ranjith R (2022), noticed that the gig economy is redesigning India’s banking sector through
technology, flexibility, and data-driven innovation by offering efficiency and providing new
opportunities, and worker welfare. Success depends on re-skilling, ethical usage of data, and balancing
permanent and gig roles to ensure sustainable growth and customer satisfaction.

RESEARCH GAP

From the above selected limited research review, the authors of the respective articles do not identify how
the short-term life of gig technology will serve the long-term and multiple needs of the bank customers.
With the ideology, the following objectives are framed to write this article.

OBJECTIVES OF THE STUDY

As this article is purely based on secondary data, and keeping the shortcomings of this in mind, the
following objectives are framed as follows:

1. To analyse the nature and working of gig-technology in serving the needs of the bank customers.
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2. To assess the technological, regulatory, and infrastructural challenges that the Indian Public sector
banks face with the applications of gig-technology.

RESEARCH METHODLOGY:

Based on the stated objectives, this study entirely considers the secondary data, drawing upon the thoughts,
views and conclusions of numerous scholars as expressed in various prominent journal articles. This study
is based on the descriptive model, in which certain statistical tables are compiled according to the author's
ideology by taking the information from various sources.

ANALYSIS & DISCUSSION

Gig-technology is basically a short-term, activity-oriented technology with a flexible nature, where it is
not backed up with any rigid rules and regulations, created only to perform a particular activity. Its
application is to connect the workers with their employees or clients, generally in the form of apps
(applications). As per the historians, the gig economy is not a new phenomenon that existed before the
19th century of the Industrial Revolution. In the early 20th century, when a recession brought severe
unemployment, people were willing to take up multiple forms of work in a ‘gig-like manner. After this,
during World War II, due to the shortages of labour, short-term contracts were on the rise, for the
completion of urgent works, which provided the foundation for the concept of ‘gig-work’. In 1995,
Craigslist, an online site to find jobs, and ‘Elance-up work’ (1999) with the ‘podiums’ like ‘Uber’,
‘MTurk’ and ‘Lyft’ helped to expand the digital markets and transformed the traditional employment into
a ‘gig-based’ opportunity.

The freelanced nature of the ‘gig-technology’ has encouraged both the private and public sector banks to
evaluate their working styles and models, as they have instead of relying on permanent and unskilled staff
to explore the ‘gig-technology’ features for project-based roles. In India, the Axis Bank is the first one to
use gig workers for specialized projects and digital initiatives. After observing the experiences of the
Public Sector Banks in India, they gradually adopted similar lines of Axis Banks for tasks like digital
marketing, customer support, and compliance. The public Sector Banks initially noticed the advantages
of applying the ‘gig-technology’ in the banking operations in terms of quick completion of work, with
lower operational costs. Gradually, the public sector banks have been increasing the usage of this
technology, towards loan-granting assessments, and other banking products like insurance, enabling the
Indian banking sector to achieve ‘financial inclusion’ to promote economic growth and development.
From 2010, the Indian Banking Sector have been applying gig-platforms in its banking operations to
improve the operational flexibility, and digitalization of some regular banking activities. The Indian Public
Sector Banks have been integrating the credit assessments and leveraging data from ‘gig platforms’ like
‘delivery, ride-hailing, and online platforms' for risk management. After 2015, the demand for financial
products increased further, which enabled the Indian Banking Sector to introduce microloans, flexible
savings accounts, and insurance schemes by using gig-technologies. Even after witnessing the tremendous
success with the help of gig-technology, the Indian Banking Sector is still limiting the widespread usage
of gig platform adoptions, with the awareness of regulatory uncertainties.

The Indian Pubic Sector banks, gradually expanded the gig-technology into the customer services through
digital and flexible staffing models, which aim to improve the customer engagements, with a reduction of
costs.
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The following Table No. 1 provides the information on the application of ‘gig-technology’ and its

expected benefits to the customers.

TABEL NO. 1 APPLICATION OF GIG-TECHNOLOGY IN INDIAN PUBLIC SECTOR

BANKS
S.No. | Area of Application Adoption Level | Features Benefits expected
in India

1 Al-Based Customer Support Growing Virtual assistance | Providing
in customer | Customer Services
services and | 24x7
Chatbots

2 Robotic Process Automation Moderate Automation of | Increases
back-office efficiency and
processes reduced errors

3 Data Analytics & Insights Emerging Using gig-worker | Improves risk
generated data for | Management.
predictions

4 Digital Payment Platforms Moderate Integrating gig- | Faster error free
platforms, for | payment
digital transactions | processing
support

5 Block-chain for security Moderate Secure transactions | Improves  fraud
and record keeping | reductions and
through distributed | transparency
ledger technology

6 Compliance Automation Initial stage Automated Reduced
regulatory compliance risk
reporting with
compliance checks

(Source: Author compiled from various sources)

From the above Table No. 1, it is recognized that the application of gig-technology has been enhancing
banking operations quality and delivering the same to the bank customers. Most of the applications were
at the initial and moderate stages because of the digital maturity of the bank customers, policy restrictions,
and infrastructure readiness of the Indian Banking Sector. The benefits of this technology ranged from
the savings of the operational cost to efficient compliance management and better customer experiences.
With the above-stated overall applications which can be available with the usage of ‘gig-technology.” The
Indian Public Sector Banks have been exclusively offering the following banking services to the
customers, as explained in Table No.2
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TABLE NO.2 GIG-TECHNOLOGY BASED BANKING OPERATIONS OFFERED BY INDIAN

PUBLIC SECTOR BANKS

S.No. | Gig-Technology based | Nature of Technology Usage by Indian Public
banking operations Sector Banks
1 Flexible, unsecured | Assessment of instant micro | Widely used by PSB’s as per
Digital Loans and unsecured loans | RBI guidelines
assessments
2 Digital onboarding and | Paperless and remote KYC | Implemented widely by
e-KYC verification  for  quick | Public Sector Banks through
account creation Aadhar based e-KYC
3 Digital Payment and | Enabling Mobile payments | Supported and widely used
Wallet based Services with the help of UPI and | by PSBs
Wallets
4 Tailored Credit Product | Offering  various credit | Formulated schemes with
products  with  dynamic | the Department of Financial
limits when income | Services
variabilities
5 Big Data and Analytics | Usage of Al technology to | Ease in making decisions
for Credit Scoring assess the credit worthiness | and helps to make reforms
by PSBs

(Source: Author compiled from various sources)

From the above Table No. 2, the following points are emerged with the gig-technology-based banking
operations offered by Indian Public Sector Banks (PSBs) as

I.

Flexible, unsecured digital loans are broadly utilized by PSBs for quick micro and unsecured loan
assessments, adhering to RBI guidelines, enabling faster credit delivery.

Digital onboarding and e-KYC facilitate paperless, remote verification based on Aadhaar, allowing
seamless and rapid account creation, which is widely implemented by PSBs.

Digital payment and wallet-based services leverage UPI and wallet technologies, making mobile
payments extensively accessible and supported within public sector banks.

The tailored credit products provide dynamic credit limits adjusted for income fluctuations, with
schemes developed in collaboration with the Department of Financial Services to suit diversified
customer needs.

The Big Data and Al-driven analytics, which are used for credit scoring, improving creditworthiness
assessments, easing loan decision-making processes, and enabling policy and operational reforms in
PSBs.

The technology-based services offered by the Banking Sector are meant for providing better customer

services in terms of quality, quantity, speed, and security, and the application of gig-technology is no
exception in providing the above. To measure this, some key metrics must be identified, which indicate
the improvement of banking services are as follows

1.
2.
3.

The growth of digital customers
Increase in Digital Saving accounts
Increase in Net Profit and Credit Growth
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4. Customer Satisfaction Rate in terms of Security, and accessibility

5. Working and performances of digital channel like Mobile banking, and inter-net banking
6. Usage of gig-workers in digital operations.

Based on the above indicators, Table 2 presents the outcomes of gig-technology adoption in Indian public
sector banks.

TABLE NO.2 PERFORMANCE OF APPLICATION OF GIG TECHONOLOGY IN INDIAN

PUBLIC SECTOR BANKS FOR THE PAST 5 YEARS

) Years
S.No | Performance Indicator 2000 12021 12022 12023 12024
1 Digital Customers (in Millions) 35 45 60 80 130
2 Digital Savings Accounts (in Millions) 25 35 50 70 120
3 Mobile Banking Transactions (in Millions) 100 130 180 | 250 |420
4 Customer Satisfaction (in Percentages) 72 75 78 82 90
5 Average Issue Resolution Time (in hours) 48 36 24 18 8
6 Al Chatbot Usage (in Millions) 5 1 2 4 10
7 Profit Growth (in percentages) 5 7 12 15 20
8 Credit Growth (in Percentages) 6 8 14 17 23

(Source: Author compiled from various sources)

The table No. 2, provides a five-year analysis of how gig technology has impacted banking services in
Indian public sector banks (PSBs)

1.

The Digital customer base increased consistently from 35 million in 2020 to 130 million in 2024,
which reflects a significant adoption of digital channels due to gig-based innovations.

In Digital savings accounts part, nearly a fivefold increase as, starting at 25 million in 2020 and
reaching to 120 million by 2024, showing enhanced customer onboarding and digital product
penetration.

In case of Mobile banking transactions, has been experiencing a surge—from 100 million in 2020 to
420 million in 2024—which indicates a growing customer trust in convenient, mobile-enabled
financial services.

From the above table it is observed that the Customer satisfaction has been steadily improved from
72% in 2020 to 90% in 2024, which signifies that the gig technology contributing positively to service
quality and user experience.

The average issue resolution time reduced sharply from 48 hours in 2020 to just 8 hours in 2024,
which, demonstrating an accelerated customer support efficiency, aided by gig workers and digital
automation.

The Artificial Intelligence bonded chatbot usage exploded rising, from just 0.5 million user
interactions in 2020 to 10 million in 2024, which implies a widespread adoption of Al-driven support
functionalities.

Because of all the above the overall ‘Profit growth rate of Indian Public Sector Banks has climbed
from 5% to 20% over the period, which suggests that an operational improvements and digital
expansion have made a direct impact on PSB profitability.
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8. The Credit growth, accelerated with percentage increases from 6% in 2020 to 23% in 2024, because
of efficient digital processes and enhanced customer reach via gig platforms.

Overall, from the above analysis that the gig technology adoption in Indian PSBs has been playing pivotal

role in expanding digital banking base, elevating customer experience, advancing operational efficiency,

and supporting robust financial growth over the past five years.

The use of technology has its own pros and cons, and gig-technology in banking services is no exception.

Some of the specific challenges in adopting this technology in the banking sector is classified into

REGULATORY ISSUES

e Reserve Bank of India (RBI) Regulations: The RBI imposes strict guidelines on digital payments,
lending, and outsourcing risk management activities. These include requirements for robust grievance
redressal mechanisms, strict cybersecurity, prior RBI approvals for significant changes in operations
or shareholding, and caps on market concentration for payment aggregators, which have been creating
obstacles for the widespread use of gig-technology in banking.

e Guidelines on Managing Risks and Code of Conduct in Outsourcing: Issued by RBI guidelines in
carrying out risk assessments, discouraging the banks from extensive use of the gig workforce.

TECHNOLOGICAL CHALLENGES

The Indian Public Sector Banks largely operate on outdated core banking systems, which are costly and
complex to upgrade. This outdated infrastructure has been hindering the integration of gig technology and
digital platforms, thereby limiting innovation and responsiveness. There is a lack of skilled personnel who
can manage and implement advanced technological solutions, including gig-technology platforms, which
creates difficulties in adoption

INFRASTRUCTURAL ISSUES

e The Indian Public Sector Banks have been facing a lot of infrastructural limitations in terms of
continuous electricity supply, slow development, and expansion of high-speed internet in rural and
semi-urban areas.

e A countable portion of the customers, like the old generation and traditional mindset customers, are
still preferring traditional banking services, especially in rural areas, due to the lack of digital literacy,
which has been paving obstacles in the way of gig-enabled banking services.

o Financial constraints in terms of budgetary limitations have been discouraging Indian Public Sector
Banks from heavily investing in entirely new technologies which support gig-technology applications.

LIMITATIONS OF THE STUDY

As this study is purely based on secondary data, and does not convey the actual experience of the
customers, which can be acquired through primary data, with a well-designed questionnaire, and lacks
precision, as the collected primary data might have been proved by applying appropriate statistical tests.

FINDINGS OF THE STUDY

1. Tt is observed from the above analyses that with the adoption of ‘gig-technology’ in Indian Public
Sector Banks’ has been witnessing a marginal improvement in customer services both in terms of
quality and quantities by bother the security aspects.
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2. The regulatory frame-works, and policy matters have been restricting the Indian Public Sector Banks

for the extensive usage of gig-technology. The Indian Banking Sector must comply with the existing
laws, and governance requirements as well.

3. Data privacy and its sensitivities are the other issues to be considered, while adopting the gig-
technology

4. For the adaption of gig technology in banking sector requires a high order of skills required for the
banking personal

CONCLUSION

The Indian Public Sector Banks have been mechanizing all its services for providing better customer
satisfaction with utmost security. In adopting the gig technology, is a transformative shift in the banking

operations and service delivery. The gig-technology enabling greater digital inclusion, enhanced customer

satisfaction, and been improving operational efficiency by leveraging flexible digital loans, e-KYC,
mobile payments, and Al-driven analytics.

However, some challenges such as regulatory complexities, and concerns over service quality continue to
stop rapid adoption. Despite these hurdles, gig technology provides Indian Public Sector Banks with a
scalable, innovative solutions that support financial inclusion and competitiveness.
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