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Abstract. The aim of this study was to identify trends in the use of digital banking services in Ukraine based on a
quantitative analysis of open statistical data for the period 2019-2024. The research methodology was based on the collection
and processing of empirical indicators, in particular: the volume of cashless transactions, the share of transactions by
amount and number, the average cheque, the structure of transactions (transfers, purchases, withdrawals), the number
of mobile banking users, the digital literacy of the population, and the volume of banks’ investments in information
technology. Data on cybersecurity spending and the dynamics of digital service channels were studied separately. As a
result, it was found that the share of cashless transactions increased from 50% in 2019 to 64.5% in 2024 in terms of amount,
and from 80% to 94.6% in terms of number. The number of mobile users increased more than fourfold: from 5.9 million
to over 25 million people. It was also noted that over 76% of citizens made daily payments via mobile applications, and
the share of contactless transactions reached 94.9%. It was determined that banks invested up to 10% of their operating
expenses in the development of information technology, and the cybersecurity market reached USD 138 million in 2024,
which is 70% more than in 2023. Significant differences in digital transformation were found depending on the form of
ownership of the bank. State-owned banks had the highest profitability indicators, while foreign banks had the highest
level of trust. The study proved that digitalisation contributed to increased efficiency, reduced costs and supported the
financial stability of banks during the period of martial law. The practical significance of the study lies in the possibility of
using its results to form effective strategies for the digital transformation of banks and improve state policy in the field of
financial inclusion in the context of crisis challenges
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Introduction

The digital transformation of the financial sector has be-
come a key factor in ensuring the competitiveness, acces-
sibility, and continuity of banking services. Ukraine, as a
country with an ambitious digital strategy, demonstrates a
growing integration of innovative technologies into bank-
ing activities. This process gained significant prominence
in the context of the COVID-19 pandemic, which stim-
ulated a mass transition of clients to online services, and
the full-scale war, which intensified demands for the resil-
ience and adaptability of financial infrastructure. In condi-
tions of limited access to physical branches and increased

population mobility, digital services have become critically
important for maintaining financial stability at the house-
hold and enterprise level.

In the process of digital transformation of Ukraine’s
banking system, there arises a need for objective meas-
urement of the pace of digital service implementation and
their impact on banking operations. D. Kretov & O. Mind-
ova (2024) analysed the state of digitalisation, character-
ised key technologies, the dynamics of branch reduction,
and outlined the main challenges associated with cyber
threats. The authors focused on the qualitative aspects of

Suggested Citation:

Lutsenko, V. (2025). The dynamics of digital banking services implementation in Ukraine: Quantitative analysis based on open data from
the National Bank of Ukraine and banking reports (2019-2024). Innovation and Sustainability, 5(2), 30-41. doi: 10.31649/vis/2.2025.30.

‘Corresponding author

Copyright © The Author(s). This is an open access article distributed under the terms of the
Creative Commons Attribution License 4.0 (https://creativecommons.org/licenses/by/4.0/)


https://orcid.org/0009-0009-6177-1806
https://inns.com.ua/en

transformation and general trends of digital transition. The
digital transformation of the banking system has caused
significant changes in the methods of service provision, cli-
ent interaction, and the organisation of internal processes;
however, a coherent vision regarding optimal directions
for regulatory support of these changes has not yet been
formed. S. Reverchuk & O. Tvorydlo (2023) investigated
the advantages of digital banking technologies, outlined
changes in client behaviour under the influence of the pan-
demic and the growing role of mobile and internet banking,
and analysed the dynamics of banking branch reduction.
The work performed a forecast of the number of branches
until 2028 and substantiated the expediency of creating a
regulatory framework for digital lending.

In the process of transitioning to electronic service for-
mats, it is not sufficiently clear to what extent digital ser-
vices affect the transformation of banking business models
and client interaction strategies. O. Yesina (2023) inves-
tigated trends in the development of electronic banking
in Ukraine, focusing on the growing popularity of online
services, the expansion of mobile application functionality,
increased speed and convenience of service, and the im-
portance of consumer digital literacy. The author provided
a comprehensive qualitative description of digital chang-
es, described the advantages and challenges for banks in
the new digital environment. In the context of the digital
transformation of the financial environment, the question
of consistency between banks’ strategic priorities and the
expectations of digital service consumers remains open.
A. Orel & V. Diachenko (2024) investigated digital client
service channels in the banking sector, focusing on the in-
creasing share of online communications, enhanced client
loyalty through personalised services, and the development
of mobile applications. The work outlined the advantages of
implementing digital technologies to improve client expe-
rience and formulated recommendations for further auto-
mation of service processes. In the sphere of digital bank-
ing models, there arises a need for a deeper understanding
of how legal regulation affects the formation of new inter-
action formats between banks and clients. D. Kretov (2024)
focused on the classification of digital banks, identified the
key features of neobanks, digital divisions of traditional
banks, and fully virtual financial institutions. The author
revealed the legal status of such entities and emphasised
the necessity of adapting the regulatory framework to the
conditions of the digital environment. The work provid-
ed proposals for legislative changes and presented general
characteristics of the business models of digital banks.

Despite the active development of digital services in
the banking system, the connection between the level of
digitalisation and the financial performance of banks in
various organisational and legal forms remains insuffi-
ciently studied. V. Erastov & I. Lyzhechko (2024) examined
the specifics of digital innovations in banks with foreign
capital, identified their leading position in implementing
remote services, expanding mobile application function-
ality, and digital lending. The work analysed the main
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directions of business process modernisation using lead-
ing banks as an example, focusing on changing client pri-
orities and the impact of digitalisation on the structure of
banking expenses. In the process of digital transformation
of the banking system, the question of the correspondence
between technological changes and the real needs of clients
and the specifics of the Ukrainian financial environment
remains relevant. T. Butenko (2025) investigated structural
changes in banking service delivery channels, outlined the
key stages of digitalisation of Ukrainian banks, and ana-
lysed the impact of martial law on the pace of digital solu-
tion implementation. The author provided a description of
the main advantages of remote service, including mobility,
security, and accessibility of financial instruments, and also
drew attention to the increased trust in digital products
during the war period.

In the process of implementing digital financial servic-
es, the question of the impact of digital channels on the ef-
fectiveness of banking services, considering consumer be-
havioural characteristics, remains insufficiently explored.
O. Martseniuk et al. (2024) examined the main directions
of banking digitalisation, focusing on the importance of
internet and mobile banking, the growing demand for re-
mote services, and the transformation of internal business
processes under the influence of digital technologies. The
work analysed technological trends, proposed ways to in-
crease banks’ competitiveness, and emphasised the need to
adapt the regulatory environment. However, existing stud-
ies lack a complete quantitative assessment of the digital
transformation of banking services in Ukraine: indicators
of online transactions, information technology (IT) costs,
mobile banking usage are not presented, and no compari-
son of banks by type of ownership has been made. The aim
of this study was to analyse the evolution of digital banking
service usage in Ukraine based on a quantitative study of
statistical indicators for 2019-2024.

Materials and Methods

The research was empirical in nature and covered the pe-
riod from 2019 to March 2025. To analyse the dynamics
of digital transformations in the banking sector, statistical
indicators on the volume of cashless operations and on-
line transactions were collected (In Ukraine, eight out of
ten..., 2019; Cashless payments in Ukraine..., 2025). The
shares of cashless operations by number and amount, the
average purchase cheque, and the number of transactions
across key categories (transfers, goods payments, cash
withdrawals) were considered. Changes in the intensity
of digital channel usage depending on macroeconomic
factors and the impact of external socio-economic events
were taken into account. Indicators for 2019-2024 allowed
for outlining the general structure of the population’s pay-
ment behaviour.

Key players in the mobile banking and digital services
market were identified based on materials from The best
banks in Ukraine in 2024 according to Delo.ua (n.d.), in-
cluding PrivatBank (n.d.), Monobank (n.d.), PUMB (n.d.),
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and Oschadbank (n.d.). Within this stage, an analysis of
mobile application functionality, the number of active us-
ers, and the market share of digital products among banks
was carried out to identify the impact of convenience,
innovativeness, and technical accessibility of services on
client engagement and the competitiveness of banking in-
stitutions. Changes in the structure of digital service chan-
nels were studied based on the source More than 70% of all
banking transactions are carried out by Oschad customers
in a mobile application (2024). The analysis covered the
correlation between branches, contact centres, internet and
mobile banking, as well as the proportion of clients who
fully transitioned to remote service, to ascertain transfor-
mational shifts in service and determine trends towards a
fully digital banking environment.

A separate block comprised an analysis of differences
in the activities of state-owned, private, and foreign-cap-
ital banks. For this, profitability and efficiency indicators
in 2024 were used (Denisyuk, 2024; Kalashnyk, 2025; The
banking system of Ukraine..., 2025). To assess the level of
perceived reliability of banking institutions with foreign
participation, the most recognisable and representative
market players were selected - Citi (n.d.), OTP Bank (n.d.),
Credit Agricole (n.d.), and UKRSIBBANK (n.d.). They
were chosen because they are characterised by stability, a
developed digital infrastructure, and an active presence in
the Ukrainian market. The analysis was conducted based
on open client reviews and the results of reputation audits.
To compare Ukraine’s digital level with Central and East-
ern European countries (Poland, Czech Republic, Slovakia,
Hungary), data from A. Lozmann et al. (2023) were used,
which allowed for assessing the relative maturity of the
Ukrainian banking digital environment, the level of online
service implementation, mobile banking coverage, and the
degree of integration of innovative financial technologies in
the regional context. The study also took into account de-
mographic aspects — the structure of users by age, income,
and level of digital literacy - to identify social factors deter-
mining the pace and depth of adoption of digital banking
services (Derkach, 2024).

Within the scope of the study, socio-demograph-
ic aspects, particularly the level of digital literacy of the
population, were also taken into account. The number of
citizens who successfully completed digital literacy edu-
cational courses through the Diia.Osvita platform with
the support of the United Nations Development Pro-
gramme (Over 25,000 people..., 2024) was analysed. This
indicator was included in the overall assessment of chang-
es in the population’s preparedness to use online banking
and digital financial services, allowing for a more precise
outline of the social context of banking digitalisation. The
final stage of the study covered the identification of bar-
riers in the digitalisation process, including: regulatory
restrictions, a shortage of I'T specialists, low financial and
digital literacy among a part of the population, and cyber
threat risks. This was done to comprehensively assess the
factors influencing the accessibility and level of adoption

of digital banking services by various socio-demographic
groups of the population in the context of financial system
transformation.

Results and Discussion

The dynamics of digital service implementation

in Ukraine’s banking sector (2019-2024)

In the context of the digital transformation of Ukraine’s
financial sector, the dynamics of cashless payments and
the development of mobile banking deserve attention.
Throughout 2019-2024, the role of digital financial in-
struments significantly increased for both individuals and
businesses. Improvements in payment infrastructure, in-
creased financial literacy among the population, and the
widespread adoption of smartphones and mobile internet
contributed to the active implementation of cashless tech-
nologies in everyday transactions. In 2019, the share of
cashless payment card operations in the total volume was
approximately 50% by transaction value and 80% by quan-
tity. Such a level of digitalisation indicated the initial stage
of forming a cashless environment (In Ukraine, eight out of
ten..., 2019). Subsequently, growth rates remained consist-
ently high: over nine months of 2024, the share of cashless
transactions reached 64.8% by value and 94.5% by quan-
tity. By the end of 2024, the corresponding figures were
64.5% and 94.6%. In total, 8,654.4 million payment card
operations were carried out in 2024, amounting to UAH
6,577.4 billion, of which 8,184.8 million operations total-
ling UAH 4,243.5 billion were cashless payments (Cashless
payments in Ukraine..., 2025).

In the structure of cashless transactions, payment for
goods and services in retail networks dominated — 73.4%
of the total number and 46.8% of the total value. In 2024,
over 6 billion such operations were conducted, totalling
almost UAH 2 trillion. The average transaction value was
approximately UAH 330. Card-to-card transfers account-
ed for 8.2% of cashless operations by quantity and 31.1%
by value (over UAH 1.3 trillion), with an average transfer
amount of approximately UAH 1,958 (Cashless payments
in 2024..., 2025). Online payment for goods and services
accounted for 13.6% by quantity and 14.7% by value (ap-
proximately UAH 622 billion), with the average transaction
amount reaching UAH 561. At the same time, over 90% of
retail transactions were performed contactless — using NFC
technology (How many payment transactions..., 2024).

Parallel to the increase in the share of cashless oper-
ations, there was an intensive growth in the number of
mobile banking users, indicating the gradual formation
of sustained demand for digital financial services among
the population. In 2019, the number of mobile banking ap-
plication users was 5.9 million people. In 2020, this figure
increased to 7.1 million, which is 17% more compared to
the previous year. Over the following years, growth rates
remained high: in 2021 - 10 million, in 2022 the number
of active users reached 13.5 million, in 2023 - 18.3 million.
According to preliminary estimates, in 2024, the number
of active mobile banking users exceeded 25 million people,
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indicating a large-scale digitalisation of banking servic-
es in Ukraine (Cashless payments in Ukraine..., 2025).
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Figure 1 reflects the dynamics of mobile banking users
from 2019-2024.

Number of mobile banking
users (million people)
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Figure 1. Dynamics of the number of mobile banking users in 2019-2024
Source: compiled by the author based on Cashless payments in Ukraine: 95% of transactions are cashless (2025)

Among the market leaders in mobile banking services
in 2024, Monobank (n.d.), PUMB (n.d.), PrivatBank (n.d.),
and Oschadbank (n.d.) can be singled out. Monobank has
established itself as an innovative mobile bank with a wide
range of digital services and received industry awards for
the innovativeness of its mobile application. PrivatBank,
as the largest bank by assets, had the broadest client reach,
while Oschadbank actively modernised its digital infra-
structure. Top leaders also include Raiffeisen Bank, Ukrex-
imbank, and Ukrsibbank, which have a high level of digital
presence and developed mobile services (The best banks
in..., n.d.). Thus, in 2019-2024, Ukraine experienced a qual-
itative shift towards forming a cashless environment and
expanding access to mobile financial technologies. These
processes ensured increased efficiency of the payment sys-
tem, reduced cash circulation costs, and increased trans-
parency of financial operations. Throughout 2019-2024,
the digitalisation of the banking sector was accompanied
by significant transformations in the structure of client ser-
vice, where mobile and remote channels gained priority.
According to estimates by the National Bank of Ukraine,
as of early 2024, over 79.5% of individuals (approximately
62.3 million clients) conducted banking services remotely,
without visiting physical branches. In particular, Oschad-
bank’s mobile application has over 4.6 million active users,
and over 70% of all this bank’s transactions are conducted
through it. This trend confirms the gradual shift of banks
away from traditional service channels in favour of digital
platforms (More than 70%..., 2024).

Concurrently, the structure of banks’ capital expendi-
tures is also shifting. The growth in the volume of oper-
ations through online channels necessitated the systemat-
ic renewal of IT infrastructure, process automation, and
expansion of mobile application functionality. According
to leading consulting companies, Ukrainian banks invest-
ed an average of 7-10% of their operating expenses in IT
development during 2020-2023. Funds were primarily di-
rected towards the development of mobile banking, digital
identification, Customer Relationship Management (CRM)
systems, Big Data analytics, as well as platforms for remote
lending and deposit operations. A separate vector of IT in-
vestments is cybersecurity. In 2024, the cybersecurity mar-
ket in Ukraine reached approximately 138 million USD,

which is 13.1% more compared to 2023 and almost 50%
more than in 2021. A significant portion of this volume fell
precisely on the financial sector, particularly banking insti-
tutions. The increase in cybersecurity spending is due to a
significant rise in risks: the number of registered cyber in-
cidents increased from 2,544 in 2023 to 4,315 in 2024 - by
70% (More than 70%..., 2024). In response to the growing
threat, the National Bank of Ukraine designated cyber-
security as one of its key priorities in regulatory policy.
Specifically, initiatives to increase banks’ cyber resilience,
modernise information protection tools, implement inter-
national security standards, and use cloud services are ac-
tively supported. The cost of cloud solutions in the security
sector in 2024 was about 1.7 million USD, which is 41.7%
more than the previous year. Additionally, it is worth noting
that the total volume of international technical assistance
to Ukraine in the field of cybersecurity from 2016-2024
reached approximately 200 million USD, and a portion of
these resources was directed precisely to modernising the
cyber protection of financial institutions (Over the past 8
years..., 2025). Despite the lack of detailed information in
banks” open financial statements regarding the volume of
cybersecurity expenditures, indirect estimates indicate that
the share of such expenditures rapidly increased in 2022-
2024, primarily due to the need to protect critical infra-
structure in conditions of martial law.

The work of PT.T. Tran et al. (2023) and this study ex-
amined the impact of digital banking services on the over-
all effectiveness of the banking sector; however, the analyt-
ical approaches were fundamentally different. P.T.T. Tran et
al. used panel data from 11 countries, applying economet-
ric models (pooled ordinary least squares (POOL), fixed ef-
fects model (FEM), random effects model (REM), feasible
generalised least squares (FGLS)) to identify the depend-
ence between digital transactions and banking productiv-
ity, particularly deposit and loan volumes. In contrast, this
study focused on the specifics of digital transformation in
Ukraine in 2019-2024, with a detailed analysis of the growth
of mobile banking, the share of cashless operations, and
changes in the structure of IT investments. The study by
S. Lee et al. (2021) aligned with this one in highlighting the
key advantages of digitalisation, such as expanding finan-
cial inclusion and technological innovation. At the same
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time, S. Lee et al’s priority topics were artificial intelligence,
blockchain, and cloud solutions being implemented in sta-
ble Asian economies, whereas this study revealed the mech-
anisms of Ukrainian banks’ adaptation to a wartime econ-
omy, especially in the context of cybersecurity, rapid digital
restructuring of services, and changing client behaviour.

The publication by A.G. Manta et al. (2024) and this
study converged in conclusions regarding the role of digital
technologies as a driver of change in the banking system.
However, A.G. Manta et al. meticulously analysed the dig-
ital resilience of European Union (EU) banks, cyber threat
risks, and the implementation of ESG approaches to bank-
ing management. In comparison, this study focused on op-
erational digital transformations under the pressure of war,
with particular attention to the growing share of online ser-
vices and cashless payments. In the work of S.B. Rakocevic
et al. (2025), the main emphasis was on the interrelation-
ship between digital banking services, risks, client expec-
tations, and satisfaction levels in the Western Balkan coun-
tries. This approach differed significantly from the focus
of this study, which concentrated on digital infrastructure
reforms in the Ukrainian banking sector under crisis con-
ditions. Despite differences in regional scope and analytical
approaches, both studies demonstrated the importance of
digitalisation as a factor in strengthening client trust and
increasing operational efficiency.

Thus, in 2019-2024, Ukraine observed an intensive
growth in the digitalisation of banking services, manifested
in an increase in the share of cashless operations, active use
of mobile banking, and modernisation of IT infrastructure.
These processes significantly contributed to increasing the
efficiency of the banking system and reducing cash han-
dling costs. The growth in the number of digital service
users, large-scale investments in cybersecurity, and the de-
velopment of remote services demonstrated a high level of
banks’ adaptation to wartime challenges.

Comparative characteristics of digital transformation
of different types of banks
Between 2019 and 2024, the banking system of Ukraine
included three main groups of institutions: state-owned
banks, private banks with Ukrainian capital, and banks
with foreign participation. Each of these categories was
characterised by distinct management approaches, levels
of financial efficiency, asset and deposit structures, scales
of physical presence, and client trust. Throughout the an-
alysed period, state-owned banks maintained leading po-
sitions in key macroeconomic indicators. In 2024, they
controlled 53.3% of the banking system’s net assets and
63.4% of individual deposits. The share of foreign banks in
assets was approximately 33%, while their share in individ-
ual deposits decreased to 16.4% - the lowest value since
2020 (National Bank of Ukraine, 2024). Private banks with
Ukrainian capital held 13-14% of assets and 19.1% of de-
posits, demonstrating a tendency towards gradual growth,
especially in 2023, when their share in individual deposits
increased by 1.5 percentage points (Finance Club, 2024).
The level of profitability also showed significant dif-
ferences. In 2024, Ukrainian banks recorded a record net
profit of over 103 billion UAH, which was 20% higher than
the 2023 figure. State-owned banks had the highest profit-
ability indicators: Return on Assets (ROA) - 3.5-4.0%, Re-
turn on Equity (ROE) - 25-30%, which was explained by a
large share of investments in domestic government bonds
(DGB) and the scale of operations. Private banks demon-
strated ROA at the level of 2.5-3.5% and ROE - 18-25%,
maintaining stable efficiency (Kalashnyk, 2025). Foreign
banks, despite lower profitability (ROA - 1.5-3.0%, ROE -
15-22%), remained a stable segment with a high level of
risk management (Denisyuk, 2024). The discrepancies in
the financial efficiency of different groups of banking insti-
tutions are illustrated in Table 1, which presents the average
values of ROA and ROE indicators for 2024.

Table 1. Profitability of Ukrainian banks in 2024 by type of institution

Bank type ROA (%) ROE (%) Comments
Dominant in the banking system’s profits. PrivatBank recorded UAH 40.1 billion
State-owned 3.5.4.0 25.30 in profit, Oschadbank UAH 14.8 billion, and Ukreximbank UAH 5.6 billion.
banks T High profitability is attributed to a significant share of their loan portfolios
and investments in domestic government bonds
Private 25.3.5 18-25 Raiffeisen Bank (UAH 4.3 billion profit), OTP Bank (UAH 4.1 billion), Crédit Agricole
banks R (UAH 4.1 billion), and PUMB (UAH 3.9 billion) demonstrate stable profitabilit
Foreign 1.5-3.0 15-22 Generally, hold a smaller share of overall profit, though some banks,
banks R like Citibank (UAH 2.19 billion), show strong performance

Source: compiled by the author based on I. Denisyuk (2024), P. Kalashnyk (2025), The banking system of Ukraine is growing and

increasing its profitability (2025)

The physical infrastructure of banks has gradually
contracted. While over 20,000 bank branches operated
in Ukraine in 2012, their number had shrunk to approx-
imately 5,000 by early 2025. In 2024, about 200 branches
were closed, and in 2025, another 45. Among state-owned
banks, PrivatBank had 1,105 branches, and Oschadbank -
1,152. Foreign banks, notably Raiffeisen Bank and Ukrsib-
bank, had 325 and 218 branches respectively. Private banks,

such as PUMB, maintained smaller networks — 223 branch-
es and fewer (Bilous, 2025). The level of customer trust in
2024 varied depending on the type of bank. Foreign banks,
such as Citi (n.d.), OTP Bank (n.d.), Credit Agricole (n.d.),
and UKRSIBBANK (n.d.), demonstrated the highest assess-
ment of financial reliability, often receiving 4-4.5 stars on a
five-point scale (Shpytko & Drobiazko, 2025). State-owned
banks (PrivatBank, Oschadbank) enjoyed high trust due to
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state guarantees and a broad customer base, although they
ranked lower than foreign institutions (Zharikova & Ver-
bovenko, 2022). Private Ukrainian banks showed a gradual
increase in trust, a result of improved service quality, digi-
tal transformation, and financial stability (Rating of reliable
banks..., n.d.). In 2019-2024, state-owned banks played a
system-forming role, facilitating the majority of socio-eco-
nomic transactions; private banks acted as a source of in-
novation and competition; and foreign banks served as a
stabilising factor and conduits for international standards.
Under martial law, all three groups demonstrated adapt-
ability and made a significant contribution to preserving
the stability of Ukraine’s financial system.

In 2025, the level of digitalisation in Ukraine’s banking
sector reached new heights, allowing for comparison with
leading countries in Central and Eastern Europe (CEE),
specifically Poland, the Czech Republic, Slovakia, and Hun-
gary. One of the key indicators of this process is the spread
of mobile banking. Over 76% of Ukrainians make daily
payments via mobile applications, and 95% prefer digital
payment methods (Financial monitoring 2025..., 2025).
Compared to the Visegrad Four countries (Poland, Czech
Republic, Hungary, Slovakia), where the proportion of
mobile banking users ranges between 60-75%, Ukraine
demonstrates competitive results, despite limited resourc-
es and challenges associated with the war (Lozmann et
al., 2023). For example, in the Czech Republic, about 78%
of the population uses online banking, but the level of trust
in open banking there is not yet high — only 30% of consum-
ers are interested in using their data. In Slovakia, a national
standard, the Slovakia Banking Application Programming
Interface (API) (Slovak Banking API..., n.d.), has been in
effect since 2018, but general public awareness of the ben-
efits of open banking remains insufficient. In Hungary, the
development of relevant services is stimulated by adher-
ence to Payment Services Directive 2 (PSD2) norms, but
banks themselves show restraint, and the level of online
banking remains lower. In Poland, despite a slightly lower
level of digitalisation, 39% of consumers are actively inter-
ested in the development of open banking, and regulators
support innovations through a national API standard and
innovation hubs (Open banking in Europe..., 2025).

In this context, Ukraine only recently began active-
ly implementing open banking (Concept of open bank-
ing..., 2023). In August 2024, the first national platform
based on Tietoevry Banking was launched. The National
Bank of Ukraine set clear implementation requirements,
and banks are actively working to ensure compliance. As of
2025, most institutions were at the stage of implementing
basic API services — such as Account Information Servic-
es (AIS) (account access) and Payment Initiation Servic-
es (PIS) (payment initiation), and the expansion of func-
tionality was just beginning (Grin$pane, 2025). Financial
support for digitalisation also varies. In the Visegrad Four
countries, the share of banks’ investments in digital trans-
formation is about 8-12% of the banking sector’s net in-
come (Buglea et al., 2025). For comparison, in Ukraine, this
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indicator remainslower — about 4-6%, although the very fact
of stable funding in wartime conditions already indicates
the priority of digital strategies. Additionally, it should be
noted that CEE countries actively utilise EU programmes,
particularly “The Digital Europe Programme” (n.d.), whose
total budget exceeds EUR 7.5 billion. In these countries,
European Digital Innovation Hubs (EDIH) have been es-
tablished, which help businesses and banks test new digital
solutions. Ukraine joined the “Digital Europe” programme
in 2022, gaining access to funding of about EUR 6 billion
by 2027. A network of EDIHs has been created in Ukraine,
supporting the digital transformation of both banks and the
public sector. Furthermore, a national Digital Development
Strategy until 2030 is in effect, covering aspects of artificial
intelligence development, cloud technologies, cybersecuri-
ty, and digital skills (Resolution of the Cabinet of Minis-
ters of Ukraine No. 1351-r, 2024). Within the framework
of international programmes, calls for proposals with grant
funding of up to EUR 10 million have been announced to
support innovation in the financial sector (Open competi-
tions of..., 2025).

While the research by M. Sultanova et al. (2024) and
this study both addressed the digitalisation of the bank-
ing sector, each highlighted different aspects: the former
focused on financial inclusion for rural populations and
vulnerable groups, whereas this work prioritised nation-
wide technological changes — specifically, the growth of
mobile banking, the transition to cashless operations, and
the development of I'T infrastructure. Thus, both approach-
es underscored the importance of mobile banking, but
from social and technological perspectives, respectively.
Meanwhile, the study by E.B. Gyau et al. (2024), like this
research, demonstrated the positive impact of digital bank-
ing services on the efficiency and resilience of the financial
sector. However, the difference lies in the regional focus
and context: E.B. Gyau et al. (2024) investigated African
countries with an emphasis on rural inclusion, while this
study analyses Ukrainian banks under wartime conditions,
particularly from the perspective of cybersecurity, mobile
banking, and cashless transactions.

The work of M. Schreieck et al. (2024) is similar to
this study in its conclusions regarding the significance
of digitalisation for banking efficiency. However, while
M. Schreieck et al. examined the strategic re-thinking of
digital platforms in stable conditions in Germany, this study
demonstrates how Ukrainian banks were forced to adapt to
crisis conditions, transforming their services during war-
time, including strengthening cybersecurity. In the work of
G.B. Ferilli et al. (2024), digital technologies are viewed as a
catalyst for innovation and a means of strengthening trust
through corporate social responsibility. In contrast, in this
study, digital services are primarily a tool for anti-crisis ad-
aptation, aimed at ensuring the stable functioning of banks
and access to services in extreme conditions. The approach-
es of C. Xie & S. Hu (2024) and this study are united by
their attention to the technological transformation of banks
but differ in context. The Chinese authors analysed the role
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of the state in supporting digital transformations, while the
Ukrainian study focused on banks’ independent response
to the challenges of war, especially in the areas of mobile
banking, infrastructure, and cybersecurity. The work of
M. Amiri et al. (2023) also touches upon the topic of dig-
ital transformation in banks, emphasising obstacles to its
implementation in developing countries from the perspec-
tive of client perception. This study, however, focuses on a
quantitative analysis of banking digitalisation in Ukraine,
revealing trends in IT investments, cashless payments, and
the role of digital services in increasing the resilience of the
banking system.

The study confirmed the key role of digital technol-
ogies in the transformation of Ukraine’s banking sector
under wartime conditions. Mobile banking, the growth of
cashless operations, and the development of IT infrastruc-
ture became the main tools for adapting to crisis condi-
tions. Digitalisation contributed to increased accessibility
of financial services, growing client trust, and strength-
ening the financial stability of banks. The obtained results
demonstrate the effectiveness of the implemented solutions
and define directions for further changes in the industry.

Socio-demographic and regional aspects
of digital banking service usage
Between 2019 and 2024, Ukraine’s banking sector under-
went significant transformations in the structure of its
banking service users, driven by widespread digitalisation
of the financial sector. These changes were caused by both
global trends in financial technology development and
internal challenges, including the COVID-19 pandemic,
military actions, and the need to ensure remote access to
services. The most indicative change was the sharp increase
in the number of mobile banking users: while in 2019,
about 40% of the adult population used digital channels, by
2024 this figure exceeded 60%. The user structure showed
a noticeable expansion of coverage not only among young
people but also in age categories over 40. Ukrainians aged
18-39 remained the most active, with over 70% regularly
using mobile applications. However, the share of age groups
40-60, as well as individuals over 60, also significantly in-
creased: as early as 2020, 37% of Ukrainians aged 61-65
began regularly making online payments (Derkach, 2024).
The digital transformation of banking services was also
supported by an increase in the population’s digital liter-
acy. According to the Ministry of Digital Transformation,
in 2023, 60% of adult Ukrainians already possessed basic
digital skills - 12.6% more than in 2019. The proportion of
individuals with a high level of digital competence reached
38%, and the number of people who had no such skills at
all almost halved - to 7.2%. Young people traditionally
demonstrate the highest indicators of digital preparedness:
among teenagers aged 10-17, this level was 85.9%. Howev-
er, active work was also carried out with other age groups -
educational campaigns, the national “Digital Test”, digital
education hubs, and the Diia.Education (n.d.) platform
contributed to the gradual increase in digital awareness

among individuals up to 70 years old, where 93% already
had some level of digital skills (Derkach, 2024).

The level of access to digital services was largely deter-
mined by technical infrastructure. In 2025, mobile internet
coverage reached 98% of the country’s territory (excluding
temporarily occupied territories), and in rural areas, this
figure approached 91%. According to data, 94.1% of mobile
connections in Ukraine are made via broadband (3G, 4G,
5@G), ensuring stable access to digital banking services even
in small settlements (Petrovskyi, 2025). Between 2019 and
2024, over 6 million Ukrainians underwent digital litera-
cy training through initiatives from the Ministry of Dig-
ital Transformation and international partners (6 million
Ukrainians..., 2024). In 2023 alone, over 550,000 users were
registered on the Diia.Education (n.d.) platform, receiving
about 900,000 certificates, and in 2024, over 25,000 peo-
ple studied in libraries — Digital Education Hubs created
with the support of the United Nations Development Pro-
gramme (UNDP). This created the preconditions for an
increase in the number of independent users of banking
services who do not contact staff or cashiers (Over 25,000
people..., 2024). The level of user independence is particu-
larly illustrated by cashless transaction statistics. In the first
half of 2024, over 94% of transactions using payment cards
were cashless, and the share of contactless operations (via
cards or smartphones) reached 94.9%. This indicates al-
most complete user adaptation to digital tools and a rejec-
tion of physical interactions with the bank. In 2019, these
indicators were significantly lower, demonstrating a rapid
increase in independent use of digital services (How many
payment transactions..., 2024).

One of the key challenges on the path of digital trans-
formation of Ukraine’s banking sector is a complex set of
barriers, both internal and external. Banks operate in a
high-risk environment where ensuring stability and li-
quidity is a priority. This forces financial institutions to
approach innovations cautiously, as any miscalculations
in implementing digital services can have significant fi-
nancial consequences. Such an approach slows down the
pace of digitalisation, especially in regional or small banks
with limited capital. A second important barrier is the im-
perfection of the regulatory and legal environment. Some
terms related to digital banking technologies still lack a
clear definition in Ukrainian legislation. The absence of
legal definitions for concepts such as “electronic banking,”
“digital bank,” or “neobanking” creates legal uncertainty,
complicating the development and implementation of new
services. Regulatory requirements, oriented towards tra-
ditional financial models, do not always take into account
the peculiarities of modern digital services, which hinders
innovative dynamics.

The digital transformation of banks requires significant
financial investments. The high cost of new infrastructure,
licensed software, cloud technologies, and staft training ex-
penses burden bank budgets. For many market players, this
becomes a deterrent, especially in conditions of econom-
ic instability and limited funding sources. Human capital
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also plays an important role. Despite the high level of IT
specialists in Ukraine, the banking sector often experienc-
es a shortage of specialists capable of working at the inter-
section of finance and technology (FinTech). Additionally,
there is a need for continuous professional development of
bank employees, as digital solutions change rapidly. Insuf-
ficient human resource potential reduces the effectiveness
of implementing digital solutions and diminishes banks’
competitiveness. Another barrier is the insufficient level
of digital literacy among clients, especially in the 60+ age
groups. A low level of trust in digital channels, fear of fraud,
and lack of experience in using mobile applications or in-
ternet banking lead to a low level of engagement of part
of the population with new banking services. This requires
extensive information and educational campaigns and the
development of digital education.

Infrastructural limitations remain a serious obstacle.
In 17,310 settlements as of 2020, especially in rural are-
as, there was unstable access to high-speed internet. This
creates digital inequality, which directly affects the level
of online banking usage. Security and personal data pro-
tection issues also occupy a central place in the digital
transformation of banks. The introduction of new servic-
es requires the implementation of complex cybersecurity
systems, which, in turn, requires additional resources. The
increasing number of online fraud cases leads to a decrease
in customer trust in digital channels, further complicating
the transition to online banking. Socio-economic factors,
such as high poverty levels, limited solvency of the popu-
lation, and unsatisfactory financial inclusion, also reduce
demand for digital banking services. For some segments of
the population, basic financial needs remain primary, not
innovations. Furthermore, political and macroeconomic
instability affects the investment climate in the banking
sector. Increased business risks reduce the attractiveness of
large-scale digital projects and hinder the pace of banking
system modernisation (Lekhovych et al. 2021). The digital-
isation of the banking sector in Ukraine faces multi-level
barriers that encompass both technological and socio-eco-
nomic aspects. Overcoming them requires coordination
between state structures, banks, and civil society, with an
emphasis on updating the regulatory framework, investing
in infrastructure, increasing digital literacy, and building
trust in new financial technologies.

In the study by D. Arnaudo et al. (2022), the main at-
tention was paid to the strategic aspects of digital transfor-
mation of banking business models in Italy, while this work
revealed how Ukrainian banks changed their operational
activities in response to the challenges of war. The Italian
study focused on planning transformations in a stable en-
vironment, while Ukrainian realities demanded immedi-
ate digital adaptation, particularly through the expansion
of mobile banking and strengthening IT protection. The
work of A. Faccia et al. (2020) considered digitalisation
through the prism of cutting-edge technologies — artifi-
cial intelligence, blockchain, cloud services - and their
impact on analytics, reporting, and fraud control. In

Lutsenko

comparison, the study of digitalisation of Ukrainian bank-
ing under wartime conditions focused more on ensuring
the continuity of banking services, expanding digital cus-
tomer service channels, and counteracting cyber threats.
In the study by E Bernini et al. (2021), digital innovations
were considered a factor in forming the long-term repu-
tational value of banks in Italy, which occurred in a stable
regulatory environment. This approach differed signifi-
cantly from the Ukrainian experience, where digitalisation
primarily performed an anti-crisis function - ensuring
uninterrupted access to financial services and adapting the
system to wartime conditions.

In the Spanish market, as shown by the Monitor
Deloitte (2020) study, open banking was positioned as a
source of strategic advantage in the competitive struggle
between banks. In the case of Ukraine, the use of digital
technologies was less proactive but extremely practical -
they became a tool for supporting the viability of banks
in periods of high turbulence. The work of S. Valero et
al. (2020) focused on analysing the impact of FinTech
tools on the profitability and risk profile of Spanish banks.
Within the framework of this study, similar processes were
considered through the prism of the ability of digital solu-
tions to ensure the flexibility and stability of the Ukrainian
banking system, primarily through mobile banking and the
growth of the share of cashless transactions. In turn, G. Al-
bort-Morant et al. (2022) focused on behavioural factors
that influenced the implementation of online banking in
Spanish regions. In contrast, this study emphasised insti-
tutional changes - investments in cyber security, the devel-
opment of digital infrastructure and the strengthening of
payment stability in the face of external pressure.

Between 2019 and 2024, Ukraine’s banking sector un-
derwent a profound digital transformation, encompassing
both technological innovation and changes in user behav-
iour. The rapid growth in mobile banking penetration,
increased digital literacy among the population, and a re-
duction in the number of physical branches indicate signif-
icant progress in the independent use of banking services.
The digitalisation process is accompanied by a number of
challenges - legal, infrastructural, human resources and
social - that require a comprehensive cross-sectoral ap-
proach. Overall, digitalisation has become not only a tool
for innovation, but also a factor in the stability of the bank-
ing system in times of crisis.

Conclusions

In 2019-2025, the Ukrainian banking sector underwent a
profound digital transformation, encompassing technolo-
gy, user behaviour, and management approaches. The share
of cashless payment card transactions rose from 50% to
64.5% by value and from 80% to 94.6% by volume. In 2024,
over 8.1 billion such transactions were conducted, totalling
more than UAH 4.2 trillion. The largest share comprised
payments for goods in retail networks — over 6 billion op-
erations amounting to almost UAH 2 trillion, with an av-
erage transaction value of approximately UAH 330. Mobile
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banking demonstrated rapid growth: from 5.9 million us-
ersin 2019 to over 25 million in 2024. Over 76% of Ukrain-
ians use mobile applications daily, and 95% use digital pay-
ment methods. This was accompanied by a reduction in
physical bank branches: from over 20,000 in 2012 to 5,000
in 2025. Banks, including PrivatBank, Oschadbank, Raif-
feisen Bank, and Monobank, actively modernised their
digital infrastructure.

The level of digital literacy also increased: 60% of
adults possessed basic skills, and among individuals aged
61-65, 37% used online payments. Mobile internet cover-
age reached 98% of the country’s territory, providing the
technical basis for digital inclusion. Financially, banks in-
vested up to 10% of operational costs in IT development —
mobile applications, digital identification, CRM, and cy-
bersecurity. The cybersecurity market in 2024 grew to USD
138 million. The National Bank of Ukraine recognised

cybersecurity as a priority, supporting the modernisation
of security systems, particularly through international aid
totalling USD 200 million. The digitalisation of banks in
Ukraine became a key factor in financial resilience amidst
the war. Prospects for further research in this area include a
deeper analysis of the impact of digital banking services on
financial inclusion in rural areas and among socially vul-
nerable population groups.
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Lutsenko

OMHAMIKA BripoBaONKeHHSA LncopoBUnNX 60HKIBCbKMX cepBiciB
B YKPdiHi: KiSIbKiCHMI AHONI3 3A BiOKPUTUMW O0HNMU
HawuioHanbHOro 6aHKY YKpdiHN
TA 6AHKIBCbKUX 3BITIB (2019-2024)

Biramniii JIynenko

ACMipaHT

HawuioHaAbHUI yHiBEpCUTET BiopeCcypCiB i NPUPOAOKOPUCTYBAHHS YKPAIHM
03041, ByA. F'epois O6opoHu, 15, m. Kuis, YkpdiHa
https://orcid.org/0009-0009-6177-1806

AHOTAUiA. MeTow 1[bOro KOCHiIKeHHS 6y/10 BUABIEHHS TEHJEHLi Y BUKOPUCTAHHI MOCIYT 1uppOBOro GaHKiHTy
B YKpaiHi Ha OCHOBI Ki/IbKiCHOTO aHasli3y BiJKpUTUX CTaTUCTUYHMX JAaHMX 3a mepiop 2019-2024 poxis. MeTopomnoria
TOCTiKeHHs Oa3yBajacs Ha 300pi Ta 0Opo6Li eMIipMYHNX NOKa3HUKIB, 30KpeMa: 00cAT 6e3roTiBKOBUX Ollepallili,
YacTKa OIepalill 3a CyMOIO Ta KiJIbKIiCTIO, cepefHill 4eK, CTPYKTypa omepalill (Iepekasu, MOKYIKM, 3HATTS KOIITIB),
KIIbKICTb KOPUCTYBa4iB MOOiIbHOro GaHKiHTY, IVM(poBa I'PaMOTHICTb HaceleHHA Ta 00cAT iHBecTuuiit 6aHKIB B
inpopmaniiai rexHOMOTii. OKpeMo JOCIiKyBaICs FaHi I[OI0 BUTPAT Ha Kibepbe3IleKy Ta ;UHaMika KaHaIiB UppPOBOro
06cIyroByBaHHA. B pe3ynbTaTi 6y/10 BUABIICHO, 1[0 YacTKa 6e3roTiBKOBMX ollepaliiit 3pocia 3 50 % y 2019 poui go 64,5 %
y 2024 poui 3a cymoro Ta 3 80 % 10 94,6 % 3a KinbkicTio. KinbkicTh KopucryBauiB MoOiIbHNX TenedoHiB 3pocia 6ibir
HDK y woTupu pasu: 3 5,9 MJIH fjo oHap 25 MH oci6. Takox 6y/1o 3a3Ha4eHo, 1[0 NOHaJ 76 % IpoMalsaH 3Ii/ICHIOBA/IN
IIOJeHHI IIaTexi yepe3 MOOUIbHI JOgaTKY, a 4acTKa 6e3KOHTAaKTHUX TpaH3aKLil focarna 94,9 %. Byno BusHavyeHo, 110
6aHKy inBecTyBamu 1o 10% cBOIX omepalilfHUX BUTPAT Y pO3BUTOK iH(POpMALiiIHIX TeXHOJIOTil1, a pUHOK KibepOesnekn
mocsar 138 mmH gomapis CIIIA y 2024 pomi, mo Ha 70 % 6inbme, Hix y 2023 pori. bymo BuABneHo cyTTeBi BigMiHHOCTI
B 1udposilt TpaHcopmanii 3ame>xHO Bixm Gopmu BracHOCTI 6aHKy. [lep>kaBHiI GaHKM May HaiBUILi IIOKasHUKM
HpM6yTKOBOCTi, TOJI AK iHO3eMHi OaAHKM — HAVBULIIL piBeHb foBipu. JJoCIiIKeHHA [OBEIO, 1110 uM(i)pOBisauiH cripusiia
IiIBUIEHHI0 e(eKTUBHOCTI, 3HVDKEHHIO BUTPAT Ta MifTpuMui (iHaHCOBOI cTabiIbHOCTI 6aHKIB y Ilepiof BOEHHOrO
craHy. [IpakTuyHe 3Ha4YeHH: JOC/IPKEHHA NO/IATAE B MOXIIMBOCTI BUKOPMCTAHHA JIOTO pe3y/bTariB Aid GOopMyBaHHA
eekTUBHMX cTpareriit nudpooi TpaHcdopmalii 6aHKIB Ta BHOCKOHATEHHA AepaBHOI HomiTukn y chepi pinancosoi
IHK/II03i1 B KOHTEKCTi KpU30BUX BUK/INKIB

KAo40Bi cAOBQ: inHOBAalii; MOGiTBbHI 3aCTOCYHKI; TpaHC(l)opMaui'l'; IHBeCTHUIIil; KpeguT
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