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ABSTRACT 

Retail banking is a branch of banking that caters to individuals and small businesses 

by offering various financial services such as checking and savings accounts, loans, credit 

cards, and investment products. This paper aims to provide an overview of retail banking and 

its significance in today's financial landscape. The paper explores the functions of retail 

banking, its evolution over time, and the challenges it faces. Additionally, the paper 

highlights the role of technology in transforming retail banking and enhancing customer 

experience. 
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INTRODUCTION 

Retail banking, also known as consumer banking or personal banking, is a type of 

banking that offers financial products and services to individual customers and small 

businesses. These services include deposit accounts, loans, mortgages, credit cards, and other 

financial products that help individuals and businesses manage their money. The primary 

focus of retail banks is to cater to the needs of individual customers and small businesses. 

This includes providing basic banking services such as opening a checking or savings 

account, issuing debit or credit cards, and offering loans or mortgages. Retail banks also 

provide investment products such as mutual funds, stocks, and bonds to help customers grow 

their wealth (de la Cuesta., 2021). 

Retail banks typically have a wide network of branches and ATMs that are accessible 

to customers. This allows customers to easily deposit or withdraw money, pay bills, and 

access other banking services. Many retail banks also offer online and mobile banking 

services, which allow customers to manage their accounts from the comfort of their homes or 

on-the-go. One of the primary goals of retail banks is to establish long-term relationships 

with customers. This is achieved by providing personalized services and products that cater to 

the unique needs of each customer. Retail banks often assign a personal banker or advisor to 

each customer, who helps them make informed financial decisions and guides them through 

the various financial products and services offered by the bank (Torrens & Tabakovic., 2022). 

Retail banking is an important component of the overall banking industry, as it 

provides essential financial services to individuals and small businesses. It helps customers 

manage their money effectively, build their savings, and achieve their financial goals. Retail 

banks also play a crucial role in the overall economy by providing loans and mortgages to 

individuals and small businesses, which helps spur economic growth. Retail banking is a vital 

part of the banking industry that provides a wide range of financial services to individual 

customers and small businesses. By offering personalized services and products, retail banks 

establish long-term relationships with customers and help them achieve their financial goals 

(Drosos et al., 2021). 

The retail banking industry has undergone significant changes over the past decade, 

with technology playing an increasingly important role in how banks interact with their 
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customers. Customers are increasingly turning to online and mobile banking services to 

manage their finances, and retail banks have responded by investing heavily in digital 

platforms that make it easier for customers to access banking services anytime and anywhere. 

Retail banks have also invested heavily in data analytics and artificial intelligence (AI) to 

better understand their customers' needs and preferences. By analyzing data from customer 

transactions and interactions, retail banks can tailor their products and services to meet the 

specific needs of each customer. This allows them to offer personalized recommendations for 

financial products and services that are more likely to meet their customers' needs and 

increase customer satisfaction (Kraenzlin et al., 2020). 

One of the significant challenges facing retail banks is the growing competition from 

non-bank financial institutions, such as fintech companies and digital-only banks. These 

institutions offer similar financial products and services, but with a greater focus on digital 

technology and customer experience. Retail banks have responded by investing in digital 

innovation and partnering with fintech companies to offer customers new and innovative 

financial products and services. Another challenge facing retail banks is the increasing 

regulatory scrutiny and compliance requirements. Retail banks are subject to a wide range of 

regulations, such as Know Your Customer (KYC) requirements, anti-money laundering 

(AML) regulations, and data protection regulations. These regulations can be complex and 

time-consuming, making it challenging for retail banks to remain compliant while also 

providing excellent customer service and growing their businesses. Retail banks face 

significant challenges from competition and increasing regulatory scrutiny, but by investing 

in digital innovation and partnering with fintech companies, they can continue to provide 

excellent financial products and services to their customers while growing their businesses 

(Torrens & Tabakovic, 2022). 

CONCLUSION 

Retail banking is a vital component of the financial services industry, providing 

individuals and small businesses with access to a range of financial products and services. 

Over the years, retail banking has evolved significantly, with the advent of technology 

playing a crucial role in this transformation. Banks are leveraging technology to enhance 

customer experience, streamline operations, and increase efficiency. While the industry faces 

numerous challenges, including increasing competition and changing customer preferences, 

retail banking remains an essential and rapidly changing aspect of the financial landscape. 
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