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Abstract 

The article examines the issue of providing various services to customers remotely by banks. Today, in the 

modern world, banking is one of the most favorable areas for the introduction and development of information 

technology. Therefore, the theoretical aspects of remote banking and Ukraine's place among European countries 

in the ranking of Internet banking usage were studied. The constant increase in competition in this sector pushes 

for the inevitable improvement of banking services, i.e. the search for the latest and highest quality communication 

with customers. That is why the most popular services among Internet banking users were reviewed and high-

lighted. The state of remote banking in Ukraine is analyzed, namely, the share of transactions using electronic 

means of payment issued by Ukrainian banks, the distribution of non-cash transactions using payment cards by 

their number and amount. The advantages and reasons for slowing down the development of remote banking 

services were also presented. 
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1. Introduction. The development of computer 

technology has also led to the widespread use of remote 

banking services by banks. Such remote services may 

be provided through client-bank, client-internet bank-

ing, telephone banking, etc. systems. Today, the bank-

ing sector is in the process of transitioning to a new 

stage of development, with remote banking as a key el-

ement. An increasing number of banking service users 

are switching to remote channels of access to banking 

products and services. The introduction of the remote 

banking system has a significant impact on the banking 

process. The population is increasingly attracted by the 

opportunities provided by this type of service. With 

their help, bank customers can receive high-quality 

banking services anywhere and anytime, and banks can 

optimize costs and generate additional income. 

Ensuring a high level of remote banking opera-

tions is impossible without effective innovation by 

banking institutions, as it is the numerous innovations 

that are the end result of this activity that improve the 

remote banking system. Implementation of mobile ap-

plications for Internet banking, expansion of their func-

tionality, installation of infrastructure for self-service 

banking - all this is ensured by banking innovations. 

Banks that are actively working in the field of in-

novation and effectively implement their innovation 

policy are able to maintain a high level of competitive-

ness in the market, and remote banking banking is now 

a key area of this policy. That is why the study of the 

issue of innovative development of remote banking in 

today's realities is extremely relevant. 

2. Objective. The purpose is the substantiation 

and improvement of scientific and practical approaches 

to the study of innovative development of remote bank-

ing services in the current conditions of development of 

the banking market of Ukraine. 

3. Analysis of recent. The following leading 

scholars have made a significant contribution to the de-

velopment of theoretical foundations and methodolog-

ical approaches to the essence of remote banking ser-

vices, their features and purpose, as well as the mecha-

nism of operation: V. Bauer, B. King, K. Skinner, D. 

Spat. D., O. Dziublyuk, I. Gaidai, R. Gaidai, T. 

Shalyga, A. Strakharchuk, O. Kulinich, O. Avramenko, 

etc. 

4. Research methods. The methodological basis 

of the study was based on the following scientific meth-

ods: analysis and synthesis, mathematical and statisti-

cal analysis, abstract and logical (theoretical generali-

zations and formulation of conclusions). 

5. Research results. Home banking, or remote 

banking, a remote banking technology that allows cus-

tomers to receive banking services without visiting a 

bank office, has been around for more than thirty years. 

As the name implies, "remote banking" is a form of 

providing banking services not in a bank office with di-

rect contact between the client and a bank employee, 

but in the client's office, at home and wherever it is al-

lowed by the system and convenient for the client. The 

"home banking" technology was developed in the early 

80s of the twentieth century, when banks in Western 
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Europe began to actively compete to attract new cus-

tomers. The date of birth of "home banking" is consid-

ered to be 1983, when Nottingham Building Society, 

together with the Bank of Scotland and British Tele-

kom, introduced the Homelink system [8]. Today, the 

home banking system is a convenient, efficient, mobile 

and technologically reliable form of remote banking 

service that provides the client with almost the entire 

range of banking services at home. Such systems are 

successfully operating in both foreign and Ukrainian 

banks. To maintain their positions, banks must not only 

adopt traditional business methods but also actively im-

plement technological innovations. One of the most 

promising areas of development in the banking sector 

is the remote banking system, which allows banks to 

create new types of products and services. 

Remote banking is the process by which banks use 

electronic communications and information technology 

to provide financial services without the need for cus-

tomers to visit a banking institution in person. Its es-

sence is to provide customers with the opportunity to 

receive a wide range of banking services, such as 

money transfer, bill payment, opening deposits, repay-

ing loans, replenishing mobile phones, etc. 

Table 1 

Approaches to the definition of "remote banking" 

Author Interpretation of the concept 

О. Dziublyuk 

Remote banking is a certain technology that eliminates the need for the client's 

physical presence when performing certain banking operations and provides for 

the client to give remote orders for transactions with his or her funds through 

various channels of access to the bank's server using certain technical means 

(portable devices, telephone, Internet). 

I. Gaidai, R. Gaidai 

Remote banking is a system that allows customers to quickly obtain the necessary 

information via the Internet and perform a number of banking transactions with-

out visiting a bank branch. 

T. Shalyga 

Remote banking is a remote communication channel implemented through the 

introduction of remote service delivery technologies, in which the sale and 

maintenance of a banking product or service is carried out remotely from the 

object of its creation 

А. Strakharchuk 

Remote banking is a system that provides access to personal accounts and general 

information about banking products and services to the bank's customers services 

using a personal computer or other device with a processor via the Internet 

О. Kulinich, 

O. Avramenko 

Remote banking is the bank's activity to provide customers with a range of ser-

vices, including the ability to perform standard banking transactions via the In-

ternet 

Instructions on non-cash 

payments payments in 

Ukraine in the national cur-

rency 

Remote banking - a set of information services on the client's account and exe-

cution of transactions on the account on the basis of remote orders of the client 

Source: systematized by the author based on [6]. 

 

The bank's remote banking system is a multifunc-

tional software package that allows bank customers to 

manage their accounts online, perform various transac-

tions and access a wide range of financial information 

without visiting the bank directly. Remote services are 

provided through a variety of communication channels, 

such as websites, mobile applications, SMS messages, 

e-mail, and others. Banks are actively developing their 

online platforms and remote service systems to meet 

customer needs and increase their competitiveness in 

the market. 

During the COVID-19 pandemic and quarantine 

restrictions, remote banking has become especially im-

portant for ensuring the safety of customers and em-

ployees of banking institutions. It reduces the number 

of personal contacts and improves the quality of cus-

tomer service [10]. 

At that time, Internet banking became a conven-

ient form of providing banking services to customers 

through electronic means of communication without 

the need to visit a banking institution physically, as a 

remote communication channel or a type of banking ac-

tivity. 

However, in general, e-banking is an innovative 

system that allows customers to manage their accounts 

and track transactions using remote access channels, 

such as a smartphone, personal computer, or self-ser-

vice terminals. 

Modern remote service systems open up entirely 

new mobility options for users, allowing them to 

choose the most convenient and efficient ways to man-

age their finances. 

At the current stage of development of the banking 

industry, the latest technologies have become intercon-

nected. This raises the question of the relationship be-

tween innovative development and the e-banking sys-

tem. 

The operations of banking institutions and the 

lives of the population have been affected by the 

COVID-19 pandemic and quarantine restrictions, 

which has led to changes in the payment habits of citi-

zens. There is an active transition of Ukrainians to cash-

less payments and a growing demand for e-commerce 

services. This transformation of payment habits is a re-

sult of rapidly changing financial market conditions 

and the use of modern information technologies in the 
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banking sector. It promotes the development of new 

safe and convenient payment methods that provide 

maximum comfort and security for users. 

In recent years, there has been a steady develop-

ment of remote customer service in the banking system 

of Ukraine, which is especially important in times of 

war when citizens do not always have the opportunity 

to move freely. Therefore, the issue of creating an op-

portunity to receive banking services remotely is ex-

tremely important. 

The data reflects a steady upward trend in the use 

of remote banking services by both businesses and in-

dividuals in Ukraine from 2018 to 2022. As a result, 

there is an increasing reliance on digital banking solu-

tions, driven by technological advances, higher internet 

penetration, and changing consumer preferences. The 

more pronounced growth among individuals compared 

to businesses indicates a wider acceptance and use of 

remote banking services in the personal finance sector. 

This can be explained by a number of factors, in-

cluding the convenience of managing personal finances 

online, the widespread use of consumer-focused digital 

banking platforms, and the general shift to digital trans-

actions in the economy as a whole (Figure 1). 

In addition, the steady growth of the corporate seg-

ment, albeit at a slower pace, indicates a gradual adop-

tion of digital banking solutions in the business sector. 

The process is hampered by the complexity of business 

banking needs and the traditionally more conservative 

approach to the introduction of new technologies in the 

corporate banking sector. 

 
Figure 1. Dynamics of remotely serviced clients of Ukrainian banks in 2018-2022, million clients 

Source: compiled by the author [10]. 

 

A marked increase in card-to-card transfers, in-

cluding via the Internet, indicates a shift to mobile 

banking practices and the active use of self-service op-

portunities. The comfort and trust in digital banking 

platforms among users is growing, and security proto-

cols are being improved. 

The fluctuations observed in the purchase of goods 

and services online reflect the dynamic e-commerce en-

vironment, which is influenced by external factors such 

as consumer behavior, economic conditions, the global 

pandemic, and war, which have largely accelerated 

online transactions. The decline in 2022 indicates mar-

ket saturation and a decline in the purchasing power of 

citizens. 

Transactions through payment terminals and self-

service devices, while showing growth, are relatively 

smaller than online transactions. This can be explained 

by the growing preference for more direct and immedi-

ate forms of digital transactions, such as mobile pay-

ments. 

In general, these trends reflect a broader move-

ment towards digitalization in the Ukrainian banking 

sector, supported by technological advances and 

changes in consumer behavior, which is leading to an 

increase in the role of remote use of bank services. 

Accordingly, the number of remote transactions 

involving payment cards by individuals is also increas-

ing. 
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Fig. 1. The most popular Internet banking services in Ukraine 

Source: [2] 

 

Card-to-card transfers, including online transac-

tions, are showing a changing trend with a significant 

peak in 2021. The most dramatic changes are observed 

in the purchase of goods and services online. The sharp 

growth in 2020 and 2021 is in line with global trends, 

when the COVID-19 pandemic became a catalyst for a 

surge in online transactions. This was followed by a de-

cline in 2022 due to the impact of the war.  

Transactions through payment terminals show a 

general upward trend, peaking in 2021, but followed by 

a decline in 2022. The relatively stable and low rates of 

transactions through self-service devices indicate their 

limited but constant use. 

As for the general infrastructure for performing 

some online banking operations, there is a development 

in 2018-2021 and a sharp drop in 2022 due to the direct 

seizure of part of the banking infrastructure, including 

that related to remote banking operations, by Russian 

soldiers.  

The number of retail payment terminals initially 

shows an upward trend from 2018 to 2021, and then 

decreases in 2022. Thus, businesses are using these de-

vices more and more actively. Some remote transac-

tions are performed using bank cards. There is a signif-

icant increase in their number throughout the period. 

 
Fig. 2. Dynamics of payment infrastructure development in 2018-2022. 

Source: compiled by the author [9]. 
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It should be noted that the Ukrainian banking sys-

tem is experiencing a significant increase in the intro-

duction of remote banking services, as evidenced by the 

growing number of online banking users. This trend is 

accompanied by an increase in the volume of non-cash 

transactions and a significant expansion of payment 

card issuance, which indicates a shift to digital banking 

solutions. At the same time, there has been a marked 

decline in the number of traditional banking infrastruc-

ture, such as ATMs, which underscores the shift to 

more digital and less cash-dependent solutions. 

6. Prospects for further research development. 

Despite the fact that the development of electronic 

banking services and and the feasibility of its imple-

mentation attract considerable research attention. In the 

next study, more attention will be paid not only to the 

efficiency and feasibility of implementing certain 

forms of remote banking services (Internet banking, 

mobile banking), but will also consider the impact of 

electronic banking systems on the activities of banking 

institutions in terms of increasing the risk of banking 

activities. 

7. Results of the study. Having analyzed the e-

banking system, we can conclude that this system is 

quite convenient for customers when working with the 

bank (for companies with a large number of branches 

and outlets in different regions, the system allows them 

to control the movement of funds throughout the net-

work) and serves as an excellent platform for making 

operational decisions. The system is also vital for busi-

nesses that make a large number of payments during the 

business day. Although e-banking systems have certain 

drawbacks, they are still extremely convenient services 

for customers who are actively engaged in business and 

do not require additional services from the bank. The 

development and further implementation of remote 

banking systems, in particular client-bank, client-inter-

net banking, and telephone banking systems, will allow 

banks to process client payments more efficiently, re-

duce the cost of these services by reducing labor inten-

sity, and increase their reliability, as filling out a pay-

ment order in electronic form significantly reduces the 

number of errors. 
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