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Abstract

Digital transformation and the rapid diffusion of Artificial Intelligence (Al) are
fundamentally reshaping the financial services industry. Despite the potential benefits
of Al in risk management, credit scoring, and fraud detection, many Al initiatives in
financial organizations fail due to organizational and environmental challenges. The
purpose of this study is to identify and explain the key factors influencing the
organizational adoption of Al in financial services and to propose a multi-level
conceptual framework. Adopting a qualitative approach within the grounded theory
methodology, data were collected through 15 semi-structured interviews with senior
bank managers, fintech practitioners, and academic experts. The data were analyzed
using open, axial, and selective coding. The findings indicate that Al adoption is
shaped by factors at three levels: individual (attitudes, skills, and trust of employees),
organizational (innovation culture, top management support, data resources, and
infrastructure), and environmental (regulations, competitive pressures, and customer
expectations). Based on these dimensions, a paradigmatic model was developed to
explain the organizational adoption of Al in financial services. The results provide
valuable insights for managers and policymakers in designing digital transformation
strategies and mitigating technological risks.
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