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Objective: The aim of this research is to analyze the Importance-Performance
Matrix (IPMA) of FinTech indicators in the institutional banking environment.
Methodology: This research is applied in nature, with a descriptive-analytical
method, and it was conducted as a cross-sectional survey. The nature of the
research is exploratory mixed-method, combining qualitative (Delphi method)
and quantitative (Importance-Performance analysis) approaches. The statistical
population in the qualitative section includes banking experts with PhDs in
financial management and information and communication technology, and in
the quantitative section, it includes an unlimited number of banking customers.
A purposive sampling method was used to select participants for the qualitative
section, and for the quantitative section, 384 individuals were determined based
on Cochran's formula. Semi-structured interviews were used to identify the
desired components in the Delphi technique. In the quantitative section, to
determine the relationships between variables and the related importance
coefficients, the partial least squares method (PLS) was used, and the ranking
of components was conducted using the Importance-Performance Matrix
analysis. Based on the Delphi results, a researcher-developed questionnaire was
used in the quantitative section. In the qualitative section, EXCEL software was
used, and in the quantitative section, SMARTPLS software was employed.
Findings: Based on the Delphi technique, 17 components and 5 dimensions
were identified in the FinTech evaluation model within the institutional banking
environment. The identified themes include performance management, FinTech
efficiency in the banking industry, customer identification, FinTech
implementation infrastructure, and bank objectives and planning based on
FinTech.

Conclusion: According to the Importance-Performance Matrix, performance
management ranks at the highest level, followed by FinTech efficiency in the
banking industry and bank objectives and planning based on FinTech.
Keywords: Importance-Performance Matrix, Financial Technology, FinTech,
Institutional Banking Environment.
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EXTENDED ABSTRACT
Introduction

The study of Financial Technology (FinTech) has garnered significant attention due to its potential
to revolutionize traditional banking systems. FinTech encompasses a wide array of innovations, such as
digital payments, blockchain, and artificial intelligence (Al), which have been integrated into the banking
sector to enhance operational efficiency and customer satisfaction. Several key indicators are vital in
evaluating FinTech's role in institutional banking, particularly within emerging markets (Cruz-Garciaet al.,
2021; Lee et al., 2021). The increasing reliance on FinTech tools has shifted the dynamics of transaction
security, payment systems, and customer engagement strategies, making it essential to measure their
performance against the overall objectives of banking institutions (Anjan, 2020).

One of the critical indicators in FinTech adoption is transaction security. With the growing use of
technology in financial services, ensuring secure transactions has become a top priority for banks
(Campanella et al., 2017). Banks employ advanced encryption protocols and other cybersecurity measures
to protect customer data and maintain trust (Grennan & Michaely, 2021). In addition to security, operational
efficiency, particularly in payment systems, plays a crucial role. The speed and accuracy of digital
transactions significantly impact customer satisfaction and retention (Tarawneh et al., 2024). Furthermore,
innovations such as open banking and API integrations allow for enhanced interoperability between
platforms, contributing to a seamless banking experience for users (Chavoushi & Anisi, 2022).

FinTech’s transformative impact on banking has also been examined in terms of its complementary
role in traditional banking. Studies have highlighted that FinTech innovations, while disruptive, often
enhance the capabilities of conventional banking by leveraging big data and Al to provide more
personalized services (Gu et al., 2020; Sheng, 2021). Despite its numerous advantages, FinTech has also
introduced challenges, particularly in areas like regulatory compliance and operational risks (Bonina et al.,
2021; Buchak et al., 2018).

This research aims to analyze the Importance-Performance Matrix (IPMA) for FinTech indicators
in the institutional banking environment, focusing on key dimensions such as performance management,
customer identification, and FinTech implementation infrastructure.

Methodology

The study employed an exploratory mixed-method approach, combining qualitative and
quantitative research techniques. The qualitative component utilized the Delphi method to identify the
critical indicators for evaluating FinTech within the institutional banking environment. A panel of banking
experts, including professionals with PhDs in financial management and information technology,
participated in the Delphi process.

For the quantitative section, a cross-sectional survey was conducted, sampling 384 banking
customers determined by Cochran’s formula. The quantitative data was analyzed using partial least
squares (PLS) and Importance-Performance Matrix (IPMA) analysis to rank the components based on
their significance and performance. A researcher-developed questionnaire, informed by the Delphi results,
was used for data collection in the quantitative phase. EXCEL software was utilized for data analysis in



the qualitative section, while SMARTPLS software was employed in the quantitative section to analyze
the relationships between the identified components.

Findings

The Delphi analysis identified 17 key components and 5 overarching dimensions in evaluating
FinTech performance within institutional banking. The major themes emerging from the study include
performance management, FinTech efficiency, customer identification, FinTech infrastructure, and bank
objectives and planning based on FinTech. These components reflect the broad scope of FinTech's
integration into banking operations, covering both technical and strategic aspects.

In terms of performance, management ranked as the highest priority in the IPMA, followed closely
by FinTech efficiency in the banking industry. Specifically, transaction security, digital payment
efficiency, and customer service personalization were identified as top performance areas. In contrast,
areas such as regulatory compliance and infrastructure for integrating new FinTech solutions showed room
for improvement.

The quantitative analysis confirmed the high importance of these indicators, with performance
management demonstrating the highest importance and performance scores. Specifically, performance
management was rated at 0.796 in terms of importance, with a performance score of 77.225. Similarly,
FinTech efficiency in the banking industry scored 0.680 in importance and 68.202 in performance.
Customer identification processes, including the use of big data for personalized services, were rated at
0.643 in importance and 63.984 in performance.

Discussion and Conclusion

The results of the study underscore the critical role of performance management in optimizing
FinTech adoption within institutional banking. As the top-performing component in the IPMA analysis,
performance management is essential for ensuring that FinTech solutions enhance operational efficiency
and customer satisfaction. Banks must continually assess and improve their performance metrics to
maintain competitiveness in a rapidly evolving market.

FinTech efficiency, another key component, highlights the importance of streamlining banking
services through technology. By enhancing digital payment systems and leveraging Al for customer
service, banks can reduce operational costs while increasing customer loyalty. However, the findings also
suggest that banks need to invest in improving their infrastructure to fully capitalize on FinTech's
potential. This includes upgrading cybersecurity measures and ensuring seamless integration of new
technologies with existing systems.

The study also reveals a strong correlation between customer identification and banking
performance. By using advanced data analytics, banks can better understand customer needs and tailor
their services accordingly. This not only improves customer satisfaction but also strengthens long-term
relationships with clients. The importance of strategic planning in FinTech adoption is another critical
takeaway from this research. Banks that align their long-term goals with FinTech innovations are better
positioned to adapt to changes in the market and regulatory landscape.

In conclusion, the Importance-Performance Matrix provides valuable insights into how banks can
prioritize their resources to enhance FinTech adoption. Performance management, FinTech efficiency,
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and customer identification emerged as the most significant areas for improvement. By addressing the
gaps in these areas, banks can enhance their competitiveness, improve customer satisfaction, and ensure
sustainable growth in an increasingly digital world. This study provides a comprehensive framework for
understanding the key drivers of FinTech success in institutional banking, with practical implications for
both industry practitioners and policymakers.
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