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Abstract 
 
Digital banking has emerged as a major force in reshaping financial services globally, providing greater access, efficiency, and cost 
savings. This study focuses on the usage and adoption of digital banking in the Balkan countries, including Albania, Bosnia and 
Herzegovina, Bulgaria, Croatia, Kosovo, Montenegro, North Macedonia, Romania, Serbia, and Slovenia. These nations, at varying 
stages of economic development and regulatory alignment, offer a unique context for exploring the trends, drivers, and barriers to 
digital banking. The article begins by examining the global rise of digital banking and its potential to address financial inclusion, 
particularly in emerging markets. It then provides an in-depth analysis of the Balkan region, where some countries have embraced 
digital banking more rapidly, while others face challenges such as limited infrastructure, digital literacy, and regulatory hurdles. 
Through a comparative analysis, this paper identifies the key factors influencing digital banking penetration, including technological 
advancements, economic conditions, regulatory frameworks, and consumer trust. The study utilizes secondary data from a range of 
sources, including financial reports, statistical databases, and academic literature. 
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 Introduction 
 
Digital banking has emerged as a major force reshaping financial services globally, providing greater access, efficiency, 
and cost savings (European Central Bank, 2020; World Bank, 2021). This study focuses on digital banking in the Balkan 
countries, including Albania, Bosnia and Herzegovina, Bulgaria, Croatia, Kosovo, Montenegro, North Macedonia, 
Romania, Serbia, and Slovenia. These nations offer a unique context for exploring the trends, drivers, and barriers to 
digital banking, especially as they navigate varied stages of economic development and regulatory alignment. 
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 Literature Review 
 
Globally, digital banking has grown exponentially, with more than 3.6 billion users expected by 2024 (Statista, 2021). 
Significant developments in fintech, regulatory advancements such as the EU's Revised Payment Service Directive 
(PSD2), and the growth of mobile internet have fueled this trend (Deloitte, 2021; PwC, 2021). In response, banks have 
moved towards digitization, focusing on mobile banking apps, digital wallets, AI in customer service (e.g., chatbots), and 
blockchain technology for secure transactions (Puschmann, 2017). 

Emerging economies have particularly benefited from digital banking through enhanced financial inclusion. In 
countries with limited physical bank access, mobile banking solutions provide crucial services, reducing transaction costs 
and extending services to underserved populations (Chuen & Teo, 2019; Zavvos & Kalemli-Ozcan, 2020). However, 
significant challenges persist, including digital literacy barriers, trust issues in digital systems, and infrastructure deficits. 
The Balkan region, with countries like Slovenia and Bulgaria benefiting from harmonized EU regulations, contrasts with 
non-EU Balkan states that face regulatory and infrastructure gaps (European Commission, 2021). 
 

 Methodology 
 
This study adopts a qualitative approach, using secondary data from various reports, articles, and databases to analyze 
digital banking adoption in the Balkans. Sources include national banking reports, European Central Bank (2020) and 
International Monetary Fund (IMF) publications, and reports from consulting firms like Deloitte, PwC, and McKinsey on 
digital banking (World Bank, 2020). Statistical data were drawn from Eurostat (2020), IMF (2021), KPMG (2021), and 
Capgemini (2020) databases, focusing on internet penetration, smartphone usage, and financial inclusion rates. 
 
3.1 Country-By-Country Analysis 
 

1. Slovenia 
Slovenia is a regional leader, with over 60% of its population using digital banking services. EU membership 
has enabled Slovenia to benefit from harmonized regulations like the Revised Payment Services Directive 
(PSD2), enhancing the security and accessibility of digital transactions (European Commission, 2021). 

2. Croatia 
Similar to Slovenia, Croatia has experienced strong digital banking growth, bolstered by EU membership and 
a high rate of smartphone use. Croatian banks have invested in user-friendly mobile apps, fostering adoption, 
especially among the younger demographic (Croatia National Bank, 2021). 

3. Bulgaria 
Bulgaria’s digital banking adoption, around 40%, reflects moderate progress. The alignment with EU financial 
regulations has encouraged growth, though challenges like digital literacy and internet access in rural areas 
persist (Pálvölgyi, 2019). 

4. Romania 
Romania’s banking sector continues to embrace digital solutions, with approximately 40% of adults using 
digital services. However, rural internet access barriers and limited trust in digital platforms present ongoing 
challenges (Romania Central Bank, 2021). 

5. Bosnia and Herzegovina 
Bosnia and Herzegovina, where less than 20% use digital banking, faces challenges such as limited internet 
access and low trust in digital systems. However, interest from fintech companies may increase digital banking 
accessibility in the future (Šehović, 2020). 

6. Kosovo 
Kosovo’s banking sector is still developing, with low penetration in digital services. Nonetheless, a young 
population and growing smartphone use signal potential for digital banking growth (EBRD, 2020). 

7. Albania 
Albania has one of the lowest digital banking adoption rates in the region, due to factors like digital literacy, 
internet access, and regulatory support issues. However, fintech interest in Albania is growing, with potential 
for substantial progress (Bank of Albania, 2021). 

8. Montenegro 
Montenegro’s digital banking landscape is expanding with increasing smartphone use, though rural internet 
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access and regulatory challenges remain obstacles to broader adoption (European Commission, 2021). 
9. North Macedonia 

Digital banking adoption is growing steadily in North Macedonia, though concerns about data security and 
limited digital literacy hinder faster adoption (Pálvölgyi, 2019). 

10. Serbia 
In Serbia, rising smartphone penetration and demand for mobile banking services are driving digital banking 
growth, though regulatory and literacy challenges persist (Banca Intesa, 2020). 

 
 Conclusions 

 
Digital banking in the Balkans presents a mixed picture. While Slovenia, Croatia, and Bulgaria show significant digital 
banking adoption, other countries, such as Albania, Bosnia and Herzegovina, and Kosovo, lag behind due to barriers like 
low digital literacy and regulatory gaps (IMF, 2021; OECD, 2020). Nonetheless, there is considerable growth potential 
across the region as digital literacy improves and accessible fintech solutions expand (Financial Times, 2021). 
 

 Recommendations 
 
To enhance digital banking adoption in the Balkans, we recommend several strategic actions: 

• Improve digital infrastructure: Investments in broadband and mobile networks, especially in rural areas, are 
crucial (EBA, 2021). 

• Enhance digital literacy: Public-private initiatives should focus on educating older adults and rural populations 
about digital banking (Živković & Tevdovski, 2021). 

• Strengthen regulatory frameworks: Non-EU Balkan countries would benefit from aligning their financial 
regulations with EU standards, particularly regarding data protection and consumer trust (European Banking 
Authority, 2021). 

• Increase financial inclusion: Digital banking can improve financial inclusion for underserved populations, with 
affordable mobile banking solutions tailored to these groups (Bianchi & Ursu, 2020). 

• Boost trust in digital platforms: Banks need to focus on enhancing platform security and communicating these 
measures to consumers effectively. 

 
References 
 
European Central Bank. (2020). Digital transformation in banking: A European perspective. ECB Reports. 
World Bank. (2021). Digital economy in the Balkans: Opportunities and challenges. World Bank Publications. 
Deloitte. (2021). The future of banking in emerging markets: Digital, inclusive, and sustainable. Deloitte Reports. 
PwC. (2021). Fintech in the Balkans: Bridging the gap between technology and financial services. PwC Insights. 
International Monetary Fund (IMF). (2021). Banking in transition economies: Challenges and policy responses. IMF Working Paper 

Series. 
European Commission. (2021). Digital economy and society index (DESI) 2021: Country profiles. European Commission Publications. 
McKinsey & Company. (2020). Banking on the future: How digital is transforming the financial industry in Europe. McKinsey Insights. 
Eurostat. (2020). ICT usage in households and by individuals: Internet access, banking, and commerce. Eurostat Statistics Database. 
Zekos, G. I. (2020). The digital banking revolution and its impact on Europe: A legal and regulatory analysis. European Journal of Law 

and Technology, 11(2), 35-51. 
Chuen, D. L. K., & Teo, E. G. S. (2019). Blockchain, fintech, and digital banking: Opportunities for emerging markets. Journal of 

Financial Innovation, 3(4), 22-30. 
KPMG. (2021). Digital banking in the Balkans: Emerging trends and strategic priorities. KPMG Reports. 
Capgemini. (2020). World fintech report: Digital innovation in financial services. Capgemini Research Institute. 
Puschmann, T. (2017). Fintech and financial services: The rise of new technologies and business models. Journal of Business 

Research, 69(9), 3077-3082. 
Zavvos, G., & Kalemli-Ozcan, S. (2020). Digital banking and financial inclusion in Southeast Europe. Journal of Financial Regulation, 

5(1), 17-35. 
Croatia National Bank. (2021). Digital banking report: Current trends and statistics. Croatian Central Bank Publications. 
Pálvölgyi, P. (2019). Exploring digital banking in transition economies: A case study on Serbia and North Macedonia. South-East 

European Journal of Economics and Business, 15(1), 101-112. 
Banca Intesa. (2020). Digital transformation in the Serbian banking industry. Banca Intesa Annual Report. 



Interdisciplinary Journal of Research and Development 
ISSN 2410-3411 (online) / ISSN 2313-058X (print) Vol 11 No 3 / November 2024 

    

 

 43 

Šehović, L. (2020). Fintech and digital payments in Bosnia and Herzegovina: Current state and future prospects. Journal of Financial 
Technology, 8(2), 45-59. 

EBRD. (2020). Fintech development in emerging markets: Case studies from the Balkans. European Bank for Reconstruction and 
Development Reports. 

Bank of Albania. (2021). The role of digital innovation in the Albanian financial system. Bank of Albania Publications. 
Bosnian Central Bank. (2021). Financial stability and the role of digital banking in Bosnia. Central Bank of Bosnia and Herzegovina 

Annual Review. 
World Bank. (2020). Financial inclusion in the Balkans: Trends and challenges in expanding access to financial services. World Bank 

Regional Reports. 
Statista. (2021). Digital banking penetration in Europe and the Balkans 2020-2021. Statista Global Market Insights. 
IMF. (2021). Promoting financial inclusion through digital innovation: Policy priorities for the Balkans. IMF Policy Paper Series. 
Živković, I., & Tevdovski, D. (2021). Exploring the role of digital banking in financial literacy in the Western Balkans. Journal of Economic 

Development, 25(2), 67-82. 
Romania Central Bank. (2021). The impact of digital transformation on the Romanian banking sector. Central Bank of Romania 

Economic Reports. 
Financial Times. (2021). Digital banking growth in Southeast Europe: Navigating opportunities and risks. Financial Times Special Report. 
EBA. (2021). European banking authority guidelines on digital banking and payments regulation. European Banking Authority 

Publications. 
Bianchi, F., & Ursu, M. (2020). The evolution of fintech ecosystems in emerging markets: The case of Romania. Journal of Financial 

Services Innovation, 14(1), 13-27. 
OECD. (2020). The role of digital financial services in promoting economic growth and inclusion in emerging economies. OECD Policy 

Brief Series. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


