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DIGITAL TRANSFORMATION AND INNOVATIVE
APPROACHES TO HUMAN RESOURCE
MANAGEMENT

IN SECOND-TIER BANKS

In the context of the rapid development of digital technologies, the
banking sector of Kazakhstan must adapt to new realities. This article
examines the impact of digital transformation on the HR policy and
financial efficiency of second-tier banks. The aim of the research is to
identify key trends in human resource management driven by digitalization
and to assess their consequences for the banking sector.

The primary areas of focus involve analyzing the implementation of
digital technologies in HR processes, including recruitment automation,
personnel management, and the application of big data for performance
analysis. Additionally, the study examines remote training platforms and
evolving competency requirements for employees in response to the shift
toward digital business models.

The scientific significance of this research is rooted in the systematic
organization of knowledge regarding the impacts of digital transformation
and the discovery of innovative approaches to human resource management.
Its practical relevance is reflected in the recommendations provided to
banks for adapting HR policies to evolving conditions, with the goal of
improving competitiveness and operational efficiency.

Moreover, this study makes a valuable contribution by offering
practical guidance to HR professionals in second-tier banks, equipping
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them with tools to more effectively understand and navigate digital
transformation processes while optimizing human resource management. It
underscores the importance of fostering digital competencies, automating
HR functions, and establishing flexible work models to meet contemporary
challenges.

Keywords: digital transformation, innovative management,
digitalization, second-tier banks (STB), automation of business processes,
human resource management, personnel policy, financial efficiency.

Introduction

Digital transformation is reshaping many sectors of the economy, including
the banking industry. In the Republic of Kazakhstan, particular attention is given
to its impact on second-tier banks, where it plays a crucial role in transforming
personnel policies. The integration of digital technologies leads to a revision
of organizational structures and HR procedures, making management more
flexible and adaptable to market changes [1]. Additionally, the adoption of digital
technologies is altering approaches to credit policy, requiring new knowledge and
skills in creditworthiness assessment and risk management [2].

Digitalization leads to an increase in overall efficiency and improvement
of environmental, social and managerial indicators, which requires appropriate
adaptation of personnel policy [3]. In the Republic of Kazakhstan, second-
tier banks are experiencing serious changes in personnel policy due to digital
transformation. Undoubtedly, the integration of digital technologies requires
improving the credit policy of banks, which actualizes the need to develop new
credit strategies in accordance with advances in digital technologies [4]. In addition,
the use of digital technologies helps to optimize business processes and improve
the quality of service, which, in turn, affects the training and development needs
of personnel [5].

Within the framework of digital transformation, the banking sector of
the Republic of Kazakhstan prioritizes the innovative advancement of human
resources. In the context of rapid technological progress, organizations that
effectively integrate digitization and process automation, while fostering innovative
development, are well-positioned to achieve leadership within their respective
industries.

Thanks to the innovative development of human resources, banks are creating
new technological financial products, digital channels of interaction with customers
are emerging, and the development of information technology is significantly
transforming the very structure of the bank.
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An analysis of research on this topic shows that currently the problems of the
impact of digital transformation in general, on human resource management and
on the personnel policy of banks have not been sufficiently studied, especially in
the context of a study of the specifics of the activities of second-tier banks in the
Republic of Kazakhstan. There is a shortage of research in the domestic scientific
literature on the specifics of digital transformation in Kazakhstani banks and
the assessment of their impact on innovative human resource management. The
emergence of new digital technologies and innovative solutions only emphasizes
the need and relevance of considering this problem.

The relevance of the research topic is determined by several factors. First,
digitalization of the banking sector is an important condition for increasing its
competitiveness and efficiency. Secondly, changes in personnel policy caused
by digital technologies require new approaches to human resource management,
training and personnel development. Thirdly, understanding the specifics of these
changes in Kazakhstan will allow banking institutions to successfully adapt to
new conditions, improve the quality of services provided, and increase financial
efficiency. The study of this topic corresponds to the problems of modern science
and practice, it is aimed at studying and analyzing specific changes in human
resource management under the influence of digitalization. This makes it possible
not only to theoretically substantiate the processes taking place in the banking
sector, but also to offer practical recommendations for their improvement.

The object of the study is the second-tier banks (STB) of the Republic of
Kazakhstan. The subject of the study is the impact of digital transformations on
the innovative management of STB.

The objective of this study is to examine the influence of digital transformation
on the innovative management practices of second-tier banks, with a specific focus
on human resource management and financial performance. This analysis aims to
elucidate how digital advancements affect these critical areas.

Research objectives:

To investigate the theoretical aspects of digital transformation and its impact
on the activities of organizations in the banking sector.

— To analyze the current state of digital transformation in the banking sector
of Kazakhstan.

— To identify the main trends and changes in the policy of second-tier banks
under the influence of digital technologies.

— To present recommendations on human resource management of banks in
the context of digital transformation.

The hypothesis of the study is that digital transformation has a significant
impact on all aspects of the activities of second-tier banks, necessitating the
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introduction of new approaches to human resource management and, in general,
to the policy of banks.

The practical significance of the research results lies in the possibility of using
recommendations to improve the human resource management system in second-
tier banks in Kazakhstan, which, in turn, will increase their competitiveness and
efficiency in the digital economy.

Materials and Methods

This study of digital transformation and its impact on second-tier banks
in Kazakhstan employed a diverse set of materials and methods to ensure
a thorough analysis. Key sources included scientific articles, monographs,
reports, and dissertations focused on digital transformation and human resource
management, with particular attention to both global and Kazakhstan-specific
banking experiences.

Research methods combined literature analysis, statistical data evaluation,
and case studies, incorporating comparison and generalization techniques. These
methods enabled a comprehensive exploration of the trends and challenges in
digitization, resulting in practical recommendations for enhancing personnel
policies in second-tier banks within the evolving digital landscape.

Results and discussion

Currently, the competitiveness of banks is determined by the outcomes of
their innovation activities, which span a wide range of areas. These outcomes
include the development of technological and innovative banking products, the
automation and optimization of business processes, the digitization of customer
communication channels, and the innovative development of human resources.
These efforts enable banks not only to enhance the customer experience but
also to significantly improve operational efficiency, reduce costs, and increase
profitability.

Let’s consider the current situation of the impact of digital transformation
on the personnel policy of second-tier banks in Kazakhstan. We will pay special
attention to the activities of such banks as JSC «Kaspi Bank» and the Russian bank
«T-bank» (Tinkoff), which have successfully implemented digital innovations and
demonstrated significant achievements in the field of human resource management,
while achieving significant financial results.

At the moment, there are about 21 second-tier banks in the Republic of
Kazakhstan [6]. The three leaders in assets as of 06/01/2024, according to the
National Bank of the Republic of Kazakhstan, include: JSC «Halyk Bank of
Kazakhstany, JSC «Kaspi Bank» and JSC «Bank CenterCredit».
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In turn, over the past 4 years, «Kaspi Bank» JSC has been able to make a
phenomenal leap from the 6th position of the rating to the 2nd place in the TOP
largest banks of the Republic of Kazakhstan [6]. (Figure 1).

Asssts of AQ Kaspd Bank, in trillion tengs

Rt Yorusey |LriSen Upage]

Teas

Figure 1 — Dynamics of «Kaspi Bank» JSC asset growth from 2020 to 2024

These results were achieved by digitalizing business processes, as well as
providing modern banking services to the population. Its notable achievements are
attributed to vigorous digitalization and the adoption of advanced technologies.
These innovations have not only facilitated the development of cutting-edge
products and mobile apps but also enhanced human resource management by
automating processes, leveraging data analytics, and utilizing digital platforms
for employee training. These initiatives enabled «Kaspi Bank» JSC to emerge
as a leader in the Kazakh market and gain international recognition for its
implementation of digital solutions. This progress enhanced customer service
quality and provided a personalized approach, putting it ahead of other banks with
similar assets in 2020. A notable example is «Forte Bank» JSC, which, over the
past four years, has fallen behind «Kaspi Bank» JSC, growing its assets by only
1.4 trillion tenge—from 2.3 trillion tenge in 2020 to 3.7 trillion tenge by 2024. In
contrast, «Kaspi Bank» JSC increased its assets by 4 trillion tenge over the same
period, reaching this figure by June 2024.

In the context of modern organizational development, the personnel policy of
«Kaspi Bank» JSC is strategically focused on the formulation and implementation
of a comprehensive human resource management approach. This strategy is
designed to facilitate effective interaction between employees and management,
thereby optimizing internal communication processes. Additionally, it aims to
reduce staff turnover through targeted retention initiatives, while simultaneously
fostering the continuous professional development of employees. By prioritizing the
enhancement of workforce skills, the bank positions itself to maintain competitive
advantage in a rapidly evolving market landscape. The main principles of the
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bank’s HR policy include logical connection with the mission and strategic goals
of the organization, active participation of senior management in its formulation
and development, consistency and awareness in implementation, as well as the
leading role of the professional HR service. The key areas are the training and
advanced training of employees, the development of an internal personnel reserve,
the recruitment and adaptation of young professionals, the creation of an effective
motivation and incentive system, as well as the assessment and audit of personnel
policy. The main problems of the banking sector today are issues of motivation
and stimulation of employees, problems of personnel control and lack of qualified
personnel. The solution to these tasks provides for the formation of a stable
highly qualified team, the use of the institute of mentoring, ensuring the career
growth of employees and the introduction of new digital technologies for human
resource management, which together affects employee satisfaction with working
conditions and motivation, the quality of interaction with other departments and
the competitiveness of the bank [7].

Let’s consider the foreign experience of digitalization of business processes,
as well as human resource management on the example of the Russian «T-bank»
(Tinkoff), founded in 2006 by Oleg Tinkov, is Russia’s first fully remote bank
providing a wide range of financial services, including lending, deposits, investment
products and insurance, exclusively via the Internet and mobile applications. In the
context of the contemporary banking sector, «T-Bank» distinguishes itself through
a highly advanced level of digitalization, characterized by the full digitization of its
processes and the active integration of innovative technologies aimed at enhancing
the customer experience. The bank has demonstrated consistent growth in both
profits and assets, securing a substantial market share and playing a pivotal role in
the development of the fintech industry in Russia. This success can be attributed to
several factors, including the transparency of its operational conditions, adherence
to rigorous information security standards, and the provision of round-the-clock
customer support. Additionally, «T-Bank» effectively employs modern digital
tools for human resource management, which have enabled the creation and
implementation of cutting-edge technological banking services. These strategic
measures collectively underscore the bank’s commitment to driving innovation
and maintaining its competitive position in the industry. At the beginning of July
2024, according to the Central Bank of Russia, «T-Bank» ranks 10th in terms of
assets in the rating of banks.

T-bank, as well as «Kaspi Bank» JSC, has demonstrated a sharp jump in the
growth of assets over the past 4 years [8]. (Figure 2).
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Figure 2 — Dynamics of «T-Bank» asset growth from 2020 to 2024

In turn, human resource management at «T-Bank» is aimed at creating a
motivating and innovative work environment where employee development and
engagement play an important role. The main motivating factors are complex tasks,
the possibility of implementing creative solutions and the constant improvement
of the customer experience. Customer feedback encourages employees to
continuously improve processes. This company values professional and personal
growth, supporting employees in their pursuit of development and training. High
qualification and willingness of employees to solve complex tasks are key factors
of the company’s success [9].

The company creates conditions for the continuous development of
employees, which helps to meet their needs and increase productivity.

In addition, T-Bank’s human resource management system actively uses
modern technologies and digital platforms to optimize HR processes. This includes
automation of recruitment, performance management, training and development,
as well as systematic evaluation and motivation of employees. Digitalization
allows the use of innovative goal-setting and performance assessment mechanisms
in almost real time, which significantly improves communication between the
employer and employees and increases management efficiency.

These approaches help «T-Bank» to remain competitive in the market,
ensuring high customer and employee satisfaction. Based on the studied
experience, we propose a number of recommendations for innovative human
resource management in the context of digitalization [10] (Table 1).
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Table 1 — Innovative approaches to human resource management in the context
of digitalization

Category Recommendations

Automate recruitment, performance management, and training processes.
Use big data to analyze employee performance and optimize business pro-
cesses. Implement platforms for remote training and skill enhancement.

Implementing Digi-
tal Technologies

Create online platforms (academies) for training talented students and
graduates with subsequent employment.

Talent Acquisition | Establish educational platforms with leading universities for HR training
and Management and development (online and offline formats).

Develop individual career models for employees using artificial intelli-
gence.

Organize training programs to develop employees’ digital skills, including
online courses and webinars.

Encourage self-learning of digital skills through access to educational re-
Developing Digital | sources and platforms. Apply artificial intelligence methods for recruitment
Competencies and talent assessment. Use gamification in training to increase employee
engagement and motivation. Use digital tools to automate routine tasks.
Create an internal digital environment to integrate all departments and
improve company-wide communication. Use analytical tools to predict
staffing needs and plan resources.

Introduce digital systems for employee evaluation and rewards, including
electronic databases to track achievements and competencies.

Creating a Motiva- | Develop personalized career paths using digital tools for skills and compe-
tion System tency assessments.

Create a platform for an internal social network where employees can share
ideas and successes.

Conduct regular webinars and online seminars to familiarize employees
with new digital tools and technologies.

Change Manage- Develop a strategy to encourage employees’ initiatives for digitalization
ment and innovative ideas.

Support employees during the transition to digital technologies, providing
necessary resources and tools for their successful use.

The adoption of these recommendations is expected to result in substantial
improvements in human resource management, extending beyond the banking
sector to other industries as well. For instance, the automation of recruitment,
performance evaluation, and employee training processes will considerably
decrease both the time and financial expenditures associated with administrative
tasks, while simultaneously enhancing the effectiveness of personnel management.
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Furthermore, the utilization of big data and analytical tools will streamline
decision-making and resource planning, thereby driving improvements in the
company’s overall productivity and operational efficiency. In addition, these
recommendations focus on fostering employee skill development, while also
promoting increased motivation and job satisfaction.

Conclusions

It is becoming clear that the dynamic growth of banks, as well as changes
in their assets and competitive positioning within the banking sector, directly
depend on the implementation of innovation in all business processes, in particular
through digitalization and strategic human resource management. The research
results show that the digital revision of the human resources policy, as well as
targeted investments in the development of employees’ skills and abilities, have
a significant and measurable impact on the financial results of secondary banks.
The need for innovative approaches to human resource management in the digital
age is undeniable, as these strategies strengthen the bank’s presence on the market
and allow it to ensure a leading position.

Key recommendations include the establishment of continuous professional
development programs, the incorporation of advanced technologies within HR
functions, and the creation of an environment that fosters the development of
an innovative corporate culture. This study offers a detailed examination of the
current landscape and future prospects of digital transformation in the banking
sector, along with practical guidelines for second-tier banks on optimizing human
resource management by leveraging new digital technologies.
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Peceit penepammsicer, ToMck K.

31.07.24 x. 6acnara TYCTI.

07.10.24 . Ty3eTyIepiMeH TYCTI.

11.11.24 . OacsIn meIFapyra KaObUIIaH B

[UA®PJIBIK TPAHC®OPMAIIMA ’KOHE EKIHIII JEHTEWJIETT
BAHKTEPJAEI'T AJJAM PECYPCTAPBIH BACKAPY JIbIH
NHHOBAIIUAJIBIK TOCIJIAEPI

Lugprvik mexnonocuanapoviy KapKbiHObl 0AMYbl HCALOAUBIHOA
Kaszaxcmannviy 6anx canacel scaya wwsinovikka beuimoenyee muic. byn
Mmakanada yugpavlx mparcghopmayuarvly exinui oeneelini bankmepoiy
KAOPJIbIK Cascamvl MeH KapHCoLIblK MUIMOLIIZiHe acepi Kapacmulpblidobl.
3epmmeydiy makcamoi-yugpranovipyea He2izoenzen a0am pecypcmapult
backapyovly Hezizei MeHOeHYUANAPbIH AHBIKMAY HCIHE OAAPObIH OAHK
canacvina acepin bazanay.

Hezizei bazvimmapea HR npoyecmepine yugprvix eneizyoi maioay
Kipedi: Kaodpnapowl ipikmey MmeH OAcCKapyoObl a8mMoMammaHobipy,
KAWbIKMbIKMAH OKbIMY JCIHe OIiliKminikmi apmmulpy YuliH
Kbl3MemKepaepOiy muimoiniei Men naamgopmanrapviy maioay yulin
y7ikeH Oepexmepoi nauoanany. CoHoaii-ax, busHecmi xcypaizyoin yudpvlx
MoOdenvoepine Kouty Ke3iHoe KbizmemkepepOoiy Ky3vlpemine KobLiambliH
mananmapoagsl e32epicmep Kapacmuipulidobl.

3epmmey0in evluvlmu MAHbI30bLIBIEbL YUDPILIK MPAHCHOPMAYUAHBIH
acepi mypanvl 6inimOi JHcylieney KHcaHe nepcoHAI0bl OACKapyObIH HCaHA
macindepin anvlKmay 60a6in madwviiaovl. [pakmukanvlx Manbl30bL1bI2b1
bankmepee Kaodp cascamvli JHcaya drcagoaunrapea beuimoey OOUbIHUA
YcvlHbIMOapOa Kepineli, 6yn onaposly bacexeze Kabitemminiei meH
muimoiniein apmmulpaoul.

3epmmey yugpavix mpancgopmayus npoyecmepin mycinyae jHcamne
aoam pecypcmapeii muimoi backapyza, Kvlzmemxepiepoiy yuppiviy
Ky3vipemminikmepin oamwimyza, HR npoyecmepin asmomammanovipyza
JHCoOHEe UKeMOI JHCYMbIC Yazinepin dcacayed apHaian Kypanoapobsl
Kammamacwls eme Omulpbin, eKiHuii Oeyeeiini bankmepdiy HR mamanoapul
VUWiH NPAKMUKANLIK YCLIHbICMApObL d3ipaeyee yiec Kocaobi.
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Kinmmi ce30ep: yugprvix mpancgopmayus, unHogayusnsiy backapy,
yuppanovipy, Exinwi deneetioeei 6ankmep (E/IB), 6usnec-npoyecmepoi
asmomammanovlpy, adam pecypcmapsii dackapy, Kaop casicamol,
KapHCOLIbIK, MUIMOLTIK.

*B. JK. Banmabaes!, 3. K. Cuazynoea’, U. B. Kpakoseyxas®
L2MesxmyHaponHbIi yHUBEpcHTET AcTana, Pecryonuka Kasaxcran, . Acrana
SHanmoHansHbIH HeetenoBarebekuit TOMCKHIM TOCYIapCTBEHHBINH YHHBEPCHUTET,
Poccuiickas ®enepauus, . Tomck

Iocrynuno B penakuuio 31.07.24

Iocrynuno ¢ ucnpasnenusimu 07.10.24

IIpunsTo B nevars 11.11.24

ODUDPPOBAA TPAHCO®OPMAIINA N UTHHOBALIMOHHBIE
nmoaxoabl K YHTPABJEHHNIO YEJTIOBEYECKUMHA
PECYPCAMH B BAHKAX BTOPOTI'O YPOBHA

B ycnosusix cmpemumenvrozo pazeumusn yu@posvix mexHono2uil
banxogckas ompacnv Kazaxcmana 0onsxcHa adanmupogamscs K HOBbIM
peanuam. Ima cmamvs uccredyem enusnue yupposou mpanchopmayuu
HA KAOpOoBYH NOAUMUKY U QUHAHCO8YIO I pekmugHocms OAHKOS
6mMopo2o yposHs. Llens ucciedosanus — biA6Umb KIouegble meHOeHYUU 8
VAPABIeHUU YeL08eUeCKUMU Pecypcami, 00YCI06NIeHHble yudposusayuel,
U OYeHUmMb Ux nocredcmeus 01 OAHKOBCKOU cghepul.

OcHo6Hble HANPABIeHUs GKTIOUAIOM AHAIU3 6HEOPEHUs YUPPOBbIX
mexnonoeuti 6 HR-npoyeccol: agmomamuszayus noobopa u ynpagienus
nepcoHanoM, UCHOAb3068AHUE DONbUIUX OAHHBIX O AHALU3A
agppexmuenocmu compyonuxos u niamgopm 0as OUCMAHYUOHHOZO
06yueHuss u nosvluieHus kearuguxayuu. Taxoce paccmampuearomes
UBMeHeHUs 8 MPebOBAHUAX K KOMREMEHYUAM COMPYOHUKO8 NPU nepexooe
K yugposvim mooensim eedenus OusHeca.

Hayunas snauumocms uccie0068aHus 3akmouaencs 8 CUCmeMamu3ayuil
SHAHUl 0 GIUAHUU YUPDPOBOU MPaHCHOpMayuu U GbIsGIeHUU HOBBIX
no0X0008 K ynpagienuto nepcorarom. IIpakmuyeckas 3HAYUMOCMb
8bIPANCACMCS 8 PEKOMEHOAYUsAX 0 OAHKO8 NO adanmayuu Kaopoeou
ROJUMUKU K HOBbLM YCIIOBUAM, YO ROBbIUIAENT UX KOHKYPEHNMOCNOCOOHOCHb
u 3¢hpexmugnocmes.
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Hccneoosanue sHocum 6xka1ad 6 NOHUMAHUE NPOYECCO8 YuPpPosoi
mparcghopmayuu u paspabomky npaxmuieckux pekomenoayui ons HR-
CReyuanucmos 6aHKo8 8Mopoco yposHsi, 0becnevusas UHCIMpyMeHmapuil
07151 3¢hpexmueHoco ynpagienus yero08euecKuMU pecypcamu, pazeumust
Yughposvix KomnemeHyull compyoHukos, asmomamusayuu HR-npoyeccog
U co30aHus 2UOKUX Mooenell pabomul.

Knioueswie cnosa: yugposas mpaucgopmayus, uHHOBAYUOHHOE
ynpasnenue, yugposuzayusi, 6anku emopoeo ypogus (BBY),
asmomamuzayus OU3HeC-npoyeccos, YNpagieHue YeioeedecKumu
pecypcamu, Kaoposas NOIUMuKa, QurHancosas 3¢gdexmusHocme.
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