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Abstract. Digital banking expands access to credit and creates opportunities to
adapt lending offers to individual financial circumstances. However, the availability
of a personalised offer does not necessarily imply that its repayment conditions
meet the borrower’s needs. This study examines consumer credit behaviour and
perceptions of personalised lending among financial service users in Kazakhstan.
The empirical material comprises an online survey of 144 respondents, distributed
through social media and messaging applications, with data collection beginning
on March 15, 2026. The analysis uses descriptive statistics, a five-point Likert
scale, Cronbach’s alpha, and Pearson’s chi-square test. The reported internal
consistency coefficient is 0.8745, and the reported chi-square statistic is 32.59 for
the relationship between employment status and borrowing from multiple banks.
Respondents describe credit both as a means of meeting financial needs and as
a source of financial burden or stress. The results suggest considering income
stability, existing debt obligations, borrowing purposes, and the clarity of lending
terms when designing personalised services. The cross-sectional survey provides
exploratory evidence and does not establish causal effects or the effectiveness of
a specific banking algorithm. The practical contribution is a set of directions for
improving the transparency and suitability of personalized credit offers. These
directions include explaining repayment obligations, assessing the customer’s
aggregate debt burden, and allowing users to compare alternative lending
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conditions before accepting an offer. The conclusions concern the surveyed user
group and require further testing in a broader sample. The proposed directions
can inform communication between banks and borrowers and the organization of
responsible digital lending.
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AnHoramus. [ludpneik OaHKWHTTIH JaMybl  KPEOWTTIK  OHIMIEpTe
KOJDKETIMIUTIKTI ~ KEHEHTIN, YCHIHBICTAPABI KIUEHTTIH JKEeKe Kap>KBLIBIK
KarjmalpiHa ~OediMaeyre MYMKIHIIK Oepenmi. Aumadima nepOecTeHmipinreH
YCBIHBICTBIH, OOJTYbI OHBIH ©TEYy MApTTapbl Kaphl3 aTyIIBIHBIH KAXKETTITIKTEpiHEe
colikec  keneTiHiH  Oimmipmelini. 3eprreymiH MakcaTel  KazakcraHoarbl
KapXKBUIBIK KBI3MET TailaaHyIIbUIAPbIHBIH KPEIUTTIK MIiHE3-KYJIKBIH JKOHE
NepOeCTEHIIPIATEH KPEeIUTTeyli KaObLIay epeKIIeNiKTepiH 3epieney OObII
TaObUIaABI. 3epTTEY/IiH SMITUPUKAIBIK HeTi3iH 144 peclIOHIEHT KaThICKaH OHJIAIH-
cayanmHama Kypaiinel. CayanmHaMma oJEYMETTIK KelliJiep MEH MeCCEHIDKepiep
apKBLIBI TapaTblUFaH; AepexTepi xxuaay 2026 )bputrbl 15 HaypbI3ga OacTajiraH.
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Tanaay GapbIChIHIA CHIIATTAMAIIBIK CTATUCTHKA, Oec 0anmabiK JIalkepT MIKaniachl,
Kponbaxteiy anbda xodpduumenti xone [IMpCOHHBIH XH-KBaapaT KpUTEpUHi
KOJMIAHBUIARL. Y CBIHBUIFAH 1MKI KemiciMaiumik kodddumuentinin moHi 0,8745
Kypaiinbel. JKymbIcTieH KaMThUTy MopTedeci MeH OipHemie OaHKTEH KPEIHUT aiy
apachIHAarbl OalyIaHBIC YIIIH KOPCETIATeH XU-KBaJpaT CTaTUCTUKACK 32,59 TeH.
PecnionneHTTEep KPEaUTTI KAPIKBUIBIK KAKCTTUTIKTEPII KaHAFATTAHABIPY KYPaJIbl
peTiHge ne, OOPBINTHIK KYKTeMe HeMece KYH3emic Ke3i peTiHae /e Oaranai/ib.
ATBIHFaH HOTHKeNep JepOecTeHMAIpUIreH KbI3METTepAl  d3ipiey  Ke3iHjae
TaOBICTHIH TYPAKTHUIBIFBIH, KOJIAHBICTAFBI OOPBIIITHIK MIHACTTEMENEPIi, Kaphi3
aly MaKcaThlH JKOHE KPEIUT IIapTTAPBIHBIH TYCIHIKTUITIH €CKepy KaXKeTTiriH
KepceTei. bip ke3eHje KypriziireH cayajgHama i3[IEHICTIK CUIAaTKa HE JKOHE
ceben-canmapiablK ocepiepai aHBIKTayFa HeMece HaKThl OAaHKTIK alTOPUTMHIH
THIMALTITIH Oarajayra MYMKIHAIK OepMeilai. 3epTTeymiH NpaKTHUKaJbIK YJieci
KPEIUTTIK YCHIHBICTAP/IBIH AIIBIKTHIFBIH apTTHIPY KOHE KIMCHT KAXKETTUIIKTEpiHe
COMKECTITIH JKaKcapTy OarbITTapblH alKbIHAAydaH Typaabl. by OareiTTap etey
MIHJETTeMENEPiH TYCIHAIPYAi, KIUEHTTIH >XHUBIHTHIK OOPBIMTHIK JKYKTEMECIH
Oarajayibl JKOHE YCBIHBICTHI KaObLIjaraHFa JiediH Oajama IIapTTapbl
CAJBICTBIPY MYMKIHAIMH KaMTHIbl. KOpBITBIHIBLIAD cayalHaMara KaThICKaH
naiiiamanymsiiap TOObIHA KATHICThI JKOHE HEFYPJIbIM KCH ipIKTEMee KOChIMINA
TEKCepyAl KakeT eTeli. ¥ CHIHBUIFaH OaFbITTapAbl OaHK IE€H Kapbl3 ayIlbl
apachIHIaFBI KOMMYHHUKAIIUSHBI KETUIIIPY JKOHE KayanThl MUPPIIBIK KPETUTTESY I
yitbIMIacTIpy OapbIChIH 1A TalijananyFra 60aIbl.

Tyiiin  ce3mep: 1MQpnbIK OaHKWHT; AepOECTEHIIPUITEH  KpEAHUTTEY;
TYTBIHYIIBIHBIH ~KPEAUTTIK MIHE3-KYJIKbI; JKacaHJbl WHTEIUICKT; KapKbLIBIK
KBI3MET; OOPBIIITHIK KYKTEME; KITHEHTTIH KaObII1ay bl

© Capkambaena LIL.I., TypereaagunoBa A.T., KymnekeeB A.K., 2026.
VYuusepcurer Carnaena, Anmarel, Kazaxcran.
E-mail: sh.sarkambayeva@satbayev.university

KPEJIUTHOE MOBEJIEHUE NOTPEBUTEJIEN 1
INEPCOHAJIM3UPOBAHHOE KPEJIUTOBAHHUE B IU®POBOM
BAHKHHI'E

CapkambaeBa Illpinapa — PhD, accoummpoBanublii npodeccop, Yumsepcurer Carmaesa,
Anmatel, Kazaxcran,

E-mail: sh.sarkambayeva@satbayev.university, https://orcid.org/0000-0001-8509-3688;
TypereasannoBa Anaus — PhD, acconnuposannslii npodeccop, Yausepcurer CarnaeBa, AIMaThl,
Kazaxcramn,

E-mail: a.turegeldinova@satbayev.university, https://orcid.org/0000-0003-1042-1530;

KymnekeeB Anyap — nokropant PhD, Yuusepcurer CarnaeBa, Anmarsl, Kazaxcraw,

E-mail: kumpekeyev(@gmail.com, https://orcid.org/0009-0001-5122-8561.

Annorauusi. Pa3ButHe 1mdpoBoro OaHKMHra pacmupsieT JOCTyN K
KPEAUTHBIM MPOIYKTaM M CO3/1a€T BO3MOYKHOCTH JJISl aAalTalluy MpeioKeHni
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K UHAWBUAYyaJIbHOMY (MHAHCOBOMY IOJOKEHHIO KiHeHTa. OJHAKO Halndue
MEPCOHATM3UPOBAHHOTO MPEAJIOKEHUSI caMo 10 ceOe He 03HAYAET, UYTO YCIOBHUS
MOTAIICHUs] COOTBETCTBYIOT HOTpeOHOCTSAM 3aeMiuka. Llenb wuccnenoBanus
3aKJII0YAETCSl B M3YUYEHUH KPEAUTHOTO MOBEACHUS MOTPEOUTENICH U BOCTIPHSTHS
MEPCOHATM3UPOBAHHOIO KPEIUTOBAHUS TOJIB30BATEISIMA  (PMHAHCOBBIX YCIIYT
KazaxcTrana. OMnmpHueckyro 0CHOBY COCTaBIsIeTOHIIAlH-0npoc 144 pecrioHIEHTOB.
AHKeTa pacrpocTpaHsiIach 4Yepe3 COLMaJbHBIE CETH M MECCEHIKephl; cOop
JaHHBIX Hauvajcs 15 mapra 2026 roga. s aHanm3a NCHOIB30BaHbI ONTUCATENbHAS
CTaTHCTUKa, maThOaibHas mkana Jlaiikepra, koaddunuent amppa Kporbaxa
n kputepuil xu-ksagpar [lupcona. [IpencrasnenHoe 3HadeHue kod3(pQUIMEHTA
BHYTpPEHHEH cornacoBaHHOCTU cocTapisier 0,8745, a CTaTUCTUKU XHU-KBaJpar
JUISL CBSI3U MEXKILy CTaTyCOM 3aHSITOCTH U KPEJUTOBAHWEM B HECKOJIBKHX OaHKax
- 32,59. PecrnioHIeHTBI paccMaTpPHUBAIOT KPEIUT OJHOBPEMEHHO KaK CIOCO0
YIOBJIECTBOPEHUs] (PUHAHCOBBIX IOTPEOHOCTEH M KaK HMCTOYHHMK JOJITOBOH
Harpysku nbo crpecca. [lomydennsie pe3ynbTaTsl yKa3bIBaloT HA HEOOXOIUMOCTh
YUHTBIBAaTh CTAOMIBHOCTD JOX0/a, ACHCTBYIOLINE JOJITOBBIC 003aTeNbCTBA, LEIN
3aMMCTBOBAHUS ¥ MOHATHOCTh YCIOBHH NPH pa3paboTKe MepCOHaTU3NPOBAHHbIX
yciryr. OIHOMOMEHTHBIM ONPOC MMEET MOWUCKOBBIM XapakTep M HE MO3BOJISIET
YCTaHOBUTH NMPUYUHHBIC 3PPEKTH MM OLUEHUTH 3(P(PEKTHBHOCTH KOHKPETHOTO
OankoBckoro anroputMa. IlpakTmueckwii BKJIax HCCICIOBAHUS COCTOUT B
OTIPEICIICHUY HANpaBICHUH MOBBILMICHUS TPO3PAYHOCTH M COOTBETCTBUS
KPEIUTHBIX MPEIOKECHUN TOTPEOHOCTSIM KIIMEHTOB. DTH HallpaBJICHHUs! BKIIIOYAIOT
pa3bscHEHHE O0053aTeJIbCTB MO TMOTAIICHUIO, OLEHKY COBOKYIHOH JOJTOBOH
Harpy3Kd U BO3MOXKHOCTb CPaBHEHHS aJbTEPHATHBHBIX YCIOBHUH 10 NPUHITHS
MpeioKeHrsl. BbIBOABI OTHOCATCS K OOCIEIOBAaHHOM TpyNIe MOJib30BaTeiei u
TpeOyIOT JONOTHUTEIbHOM MPOBEPKH Ha Oosiee mupokoi Beioopke. [Ipeanoxennsie
HampaBJICHUS] MOTYT MCIOJIb30BATHCS MPU COBEPIICHCTBOBAHMH KOMMYHHUKAIIUN
0aHKa C 3aCMIIMKOM M OpraHU3alMy OTBETCTBEHHOTO IU(PPOBOTO KPEAUTOBAHMUS.

KiroueBbie  cioBa:  mudpoBoil  GaHKMHI;  IEPCOHAIM3MPOBAHHOE
KpPEINTOBAHKE; KPEIUTHOE [TOBEACHHUE TIOTPEOUTEINS; HCKYCCTBECHHbIH HHTEIIICKT;
(¢uHaHCOBas ycyra; I0JroBas Harpy3Kka; BOCIPHUITHE KIMEHTa

Introduction. This topic matters because mobile banking is spreading rapidly,
online lending is growing in popularity, and Kazakhstan's banking sector needs
to refine how it personalises credit products. Banks are actively implementing
mobile applications, online lending services, automated data analysis systems,
and personalised customer offers. Digital services accelerate the loan application
process, improve access to banking services, and allow financial products to be
tailored to user needs (Pazarbasioglu et al., 2020). Personalising financial products
is emerging as a trend in banking. Marketing and strategic management literature
discusses customer value, competitive advantage, and the role of relationships
in service provision (Albrecht et al., 2022; Barney and Hesterly, 2019; Webster,
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1992). Banks can use information on financial activity, credit history, income, and
mobile service interactions to design lending offers.

The evolution of digital banking is also linked to the use of data analytics and
artificial intelligence technologies. Research by M. Huang and R. Rust explores
the potential applications of artificial intelligence in financial services and digital
customer engagement (Huang and Rust, 2018). Technologies such as machine
learning, recommendation systems, and predictive analytics enable automated
customer assessment and generate personalised offers based on analyses of users'
financial behaviour. International research examines technological disruption
in banking, fintech innovation, and intelligent agent technologies in marketing
(Vives, 2019; Gomber et al., 2018; Kumar et al., 2016). These perspectives
motivate investigation of consumer perceptions in Kazakhstan. The present
survey addresses users’ reported credit experiences and expectations rather than
the technical performance of a bank’s personalisation model.

This article examines consumer credit behaviour and perceptions of
personalised lending among surveyed financial service users in Kazakhstan. It
describes the sample, explores reported attitudes toward borrowing, and considers
the association between employment status and borrowing from multiple banks.

Literature Review. Figure 1 shows the number of academic papers published
annually on creditworthiness, credit risk, and financial literacy from 2015 to 2025,
demonstrating the field's steady expansion and growing academic interest.

4000 { =—e— Annual publications /-
@ === Cumulative publications ,
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Figure 1 — Annual and cumulative publications on creditworthiness, credit risk, and financial

literacy, 2015-2025

Note: Prepared from the values in the authors’ submitted chart.

Personalisation has emerged as a key trend in digital banking. Banks use data
on customer behaviour, spending patterns, and mobile service usage to craft offers
tailored to individual users. Digital technologies enable banks to address customer
needs and more quickly identify suitable offers (Albrecht et al., 2022).
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Artificial intelligence enhances the ability to personalise banking services.
Processing large datasets allows banks to account for customers' financial habits
and propose solutions tailored to their individual characteristics. This fosters the
growth of remote lending and improves the quality of banking decisions (Huang
and Rust, 2018; Kumar et al., 2016). Relationship-oriented marketing provides
a conceptual basis for considering service suitability and communication with
customers (Webster, 1992). Whether a personalised lending offer improves trust
must still be examined empirically; an analytical model alone does not make its
output transparent.

The expanded use of data analytics strengthens banks' ability to develop
personalised products. Analysing transactions enables banks to identify specific
financial behaviours and offer solutions aligned with customers' current needs.
This approach enhances product development accuracy and mitigates lending
risks (Turban et al., 2018). The role of personalisation is particularly evident in
the context of mobile banking growth. Through apps and remote service channels,
banks adapt their products to user preferences, thereby enhancing usability and
boosting customer engagement in the digital space (Gomber et al., 2018).

Personalisation creates additional opportunities. Comprehensive analysis of
customer data enables more precise offers and improves the efficiency of bank
interactions with digital service users (Barney and Hesterly, 2019; Huang and Rust,
2018). Personalisation is seen as a way to strengthen a bank's market position.
Tailored offers increase customer interest in financial products and support the
development of digital service channels (Arner et al., 2017).

The evolution of customer relationship management (CRM) systems also plays
a significant role. Analysing the history of user interactions with banking services
helps banks formulate more accurate offers and improve how they manage their
customer base (Kumar et al., 2016).

Explainability is relevant when automated systems support financial
service decisions. The explanation of an offer should connect its conditions to
understandable information about the customer’s circumstances, rather than
merely display an automatically generated limit (IBM, n.d.).

These sources provide a conceptual basis for examining digital services,
customer relationships, and borrowing behaviour. They do not establish that
personalisation has reduced debt burden in Kazakhstan. The empirical contribution
of the present study is therefore exploratory and concerns the surveyed users’
experiences.

Materials and Methods. To gather empirical data, we conducted a survey of
financial service users in the Republic of Kazakhstan. The survey was administered
via Google Forms, with data collection beginning on March 15, 2026. The
questionnaire was distributed through social media and instant messaging apps,
and 144 respondents participated.

The survey method was chosen to obtain data directly from financial service
users and to assess their personal experiences with credit services.
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The questionnaire consisted of three main sections. The first section aimed to
establish the respondents' socio-demographic profile, covering age, income level,
employment status, and living conditions; these data were used to characterise the
sample.

The second section focused on the respondents' credit behaviour, including
questions about existing loans, the use of credit products from multiple banks, and
the purposes for which loans were obtained. This section helped determine the
extent to which survey participants utilise credit products.

The third section utilised a 1-to-5 Likert scale to assess respondents' attitudes
toward credit, their perception of financial burden, their level of trust in credit
products, and their willingness to use personalised offers. A score of 1 indicated
complete disagreement with a statement, while a score of 5 indicated complete
agreement.

Following data collection, responses were exported from Google Forms
and categorised. Descriptive statistics were used to process the data; response
frequencies and respondent proportions were calculated for each question.

To verify scale consistency, Cronbach’s alpha coefficient (Cronbach, 1951)
was calculated. This metric indicates the degree to which the questions within a
scale are interrelated and measure a specific aspect of the respondents' attitudes
toward credit products.

The reported Cronbach’s alpha coefficient is 0.8745. This coefficient concerns
the internal consistency of the analysed items. It does not independently establish
construct validity, population representativeness, or the accuracy of conclusions
about the causes of borrowing behaviour.

Pearson’s chi-square test (Pearson, 1900) was also used to analyse the survey
results. This method was used to examine the relationship between respondents'
employment status and holding loans from more than one bank. These indicators
were selected because employment status reflects a participant's socioeconomic
standing, while holding loans from multiple banks illustrates specific aspects of
their credit-related behaviour.

The chi-square test was chosen because both indicators are represented as
categorical variables. It tested the hypothesis that respondents' employment status
is linked to their use of credit products from various banks. This approach enriched
the description of the survey results and allowed assessment of whether specific
user characteristics are associated with behaviour in the credit services market.

The questionnaire was distributed through channels that participants
could access voluntarily. The resulting sample should therefore be treated as a
convenience sample. Its composition may reflect differences in access to social
media, interest in credit services, and willingness to answer financial questions.
The reported proportions describe participants in the survey and should not be
interpreted as estimates for all adults or all banking customers in Kazakhstan. No
sampling weights or population adjustment procedure are reported.

The descriptive and inferential parts of the analysis answer different questions.
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Response frequencies describe how surveyed users assessed borrowing, while the
chi-square statistic concerns the association between two categorical variables.
Neither procedure identifies the effect of a personalised offer on repayment
performance. Such an effect would require additional observations on actual offers,
acceptance decisions, repayment outcomes, and relevant comparison groups.
The present study does not include an experimental intervention or a validated
predictive lending model.

Use of artificial intelligence: ChatGPT (OpenAl, GPT-6) assisted with language
editing, translating the title, abstract, and keywords, structural editing, reference
formatting, and figure presentation. The survey and numerical results originate
from the submitted manuscript.

Results. This section presents the results of a survey of financial service users
in the Republic of Kazakhstan. The analysis examines credit behaviour, attitudes
toward loans, and perceptions of personalised offers.

The survey data show how respondents use credit products and the factors
shaping their attitudes toward personalisation.

Socio-demographic profile of respondents. The survey established the socio-
demographic profile of the respondents, covering age, income, employment status,
and living conditions. These indicators help explain variations in credit behaviour
and attitudes toward personalised offers (Bryman, 2016).

The age distribution of the respondents reflects participation across various
age groups. The largest shares of participants fall into the "under 25" and "46-55"
age brackets. Respondents aged 36—45 also constitute a significant portion of the
sample. This distribution reflects the participation of both young users of digital
services and the economically active population with experience using credit
products. Figure 2 presents the age-group analysis.

under 25 4 | 39
26-35 - | 14
36-45 | 33
46-55 | 40
56+ - | 18
0 10 20 30 40

Respondents (count)

Figure 2 — Age distribution of respondents
Note: Authors’ survey data; values reproduced from the submitted chart.

The sample includes younger and middle-aged users. Their participation does
not by itself establish differences in digital engagement between age groups. The
manuscript also describes monthly income, indicating that the largest reported
income group falls between 150,000 and 600,000 tenge. An analysis of employment
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status shows that the majority of respondents are wage earners (63%). The
sample also includes self-employed individuals (16%), the unemployed (16%),
and pensioners (5%). Wage earners account for the largest employment category
in the sample. Employment status alone does not establish income stability or
the frequency of banking interactions; these characteristics require separate
measurement. The manuscript reports that 67% of respondents hold active loans.
Table 1 separately reports 43% with loans in two or more banks and 35% with a
loan in one bank. These indicators need consistent definitions and denominators
before they can be used as a single estimate of credit participation.

Digital applications can make credit offers accessible without a branch visit.
The survey does not measure whether this accessibility increased borrowing
relative to an earlier period or to a comparison group.

At the same time, a significant proportion of survey respondents use credit
products from multiple banks simultaneously. This reflects the high level of
competition among financial institutions and users' desire to compare service
terms. The results are presented in Table 1.

Table 1 — Respondents’ debt profile

Status of the respondent Share of respondents, %
Respondent has loans in two banks or more |43

Respondent has a loan in one bank 35

Respondent has no loans 22

Note: Authors’ survey data; percentages reproduced as reported.

Borrowing from more than one bank may reflect different product needs,
refinancing, or a search for better terms. The table alone does not establish why a
respondent selected several lenders or whether existing offers failed to meet that
respondent’s expectations.

The purposes of borrowing were also examined, as shown in Figure 3. The
most common reasons for taking out loans are purchasing appliances, addressing
immediate financial needs, and acquiring housing.

Appliances and electronics - 43
Housing A 19
Education - 9
Refinancing - 7
T T T T T
0 10 20 30 40 50

Reported share of respondents (%)

Figure 3 — Reported purposes of borrowing
Note: Authors’ survey data; values reproduced from the submitted chart.
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The reported borrowing purposes include appliances and electronics, housing,
education, and refinancing. Refinancing may indicate an attempt to reorganise
existing obligations, but the purpose alone does not establish repayment distress or
excessive debt burden. Many respondents have been using the services of a single
bank for several years. This suggests a customer preference for consistent service
and a more personalised approach to structuring loan offers.

At the same time, survey results show that credit product personalisation often
relies on standard parameters, such as income or credit history. In many cases,
banks fail to adequately consider the nuances of customers' financial behaviour,
goals, and current debt load. These findings underscore the need to develop more
flexible approaches to personalizing credit services. Using customer analytics,
digital technologies, and user behaviour assessment tools enables the creation of
loan offers that are better aligned with customer needs (IBM, n.d.).

Respondents' attitudes toward loans were assessed using a Likert scale.
The survey questions examined perceptions of loans, trust in borrowed funds,
perceived financial burden, and emotional responses to the borrowing process. The
survey narrative describes heterogeneous attitudes toward credit products. Some
participants view loans as a way to meet financial needs, while others emphasise
the burden of repayment. These reported attitudes concern the surveyed group. At
the same time, a significant proportion of participants associate loans with financial
difficulties and added stress. Many respondents noted that they would prefer not to
use credit products if they had sufficient personal funds. This indicates a cautious
attitude toward debt obligations and high sensitivity to financial burdens.

The summarised results regarding attitudes toward credit products are presented
in Figure 4.

801 —e— Aloanasa necessity
—m Stress related to a loan
--A- Loan avoidance

=}
(=}
1

40 A

Response count

[\S)
(=}
1

Likert response (1 = strongly disagree; 5 = strongly agree)
Figure 4 — Response distributions for attitudes toward credit

Note: Authors’ survey data; values reproduced from the submitted chart.

The perception of taking out a loan as a forced measure deserves particular
attention. A significant proportion of survey participants associate obtaining a loan
with a lack of personal financial resources. This attitude suggests that, for many
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users, borrowing remains a way to address immediate financial constraints rather
than a tool for long-term planning.

Some respondents also reported experiencing stress when taking out loans.
Such perceptions may stem from concerns regarding future repayments, interest
rates, and the overall financial burden. Other factors include a lack of transparency
in certain loan terms and difficulty interpreting financial information.

The study results indicate that existing mechanisms for personalising credit
products do not always account for users' psychological and behavioural
characteristics. In many cases, personalisation is limited to automatically
selecting a loan amount or making a basic assessment of the client's solvency. The
manuscript interprets users’ expectations as a need to consider income, financial
habits, borrowing goals, and affordable repayment obligations. Data analytics
may support the design of such offers, but this survey has not established reduced
financial strain.

The manuscript’s interpretation of consumer expectations highlights
transparency and understandable conditions. The reported summaries do not
quantify a separate statistical relationship between trust and offer transparency;
this relationship should therefore be considered a direction for further testing.
The reported attitudes motivate clearer communication and closer attention to
customer circumstances. Whether a revised personalisation mechanism changes
trust or borrowing behaviour remains a question for subsequent empirical testing.
After analysing the survey results, we further examined the relationship between
employment status and holding loans with more than one bank.

We selected these indicators because employment status reflects a respondent's
financial stability, while holding loans with multiple banks indicates the extent
of their engagement with credit products. This analysis helps determine whether
users' credit behaviour depends on their labour market position.

The following hypotheses were formulated for testing:

HO: There is no association between respondents' employment status and
holding loans with more than one bank.

H1: There is an association between respondents' employment status and
holding loans with more than one bank.

The reported Pearson chi-square statistic for employment status and borrowing
from more than one bank is 32.59. The manuscript compares it with a critical
value of 9.488 at the 0.05 significance level. Interpretation requires verification of
the contingency table, degrees of freedom, expected cell counts, and the handling
of missing responses.

The reported result suggests an association between employment status and
borrowing across banks, subject to verification of the test specification. A cross-
sectional association does not establish that employment causes a particular
borrowing pattern.

Stable income and differences in access to credit are possible explanations
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of employment-related borrowing patterns. However, the direction of group
differences cannot be established from the reported chi-square statistic alone; it
requires the underlying cross-tabulation and, where appropriate, group-specific
proportions.

Discussion. The findings draw attention to the distinction between access to
credit and the suitability of a particular credit offer. A customer may obtain a loan
quickly through a mobile application while still finding its repayment conditions
difficult to understand or burdensome. Consequently, evaluate a convenient digital
interface alongside the borrower’s financial circumstances. The survey narrative
suggests that consumers consider both the immediate usefulness of borrowed
funds and the obligations that follow acceptance. This interpretation concerns
reported experiences and should not be treated as evidence that a particular
banking application caused financial stress.

Personalisation can be understood at several levels. A bank may tailor
communication, select which product to display, adjust a pre-approved limit, or
determine the price and repayment schedule. These actions do not have identical
implications for the customer. An offer that is relevant to a recent purchase may still
be unsuitable when the customer already has substantial repayment obligations.
The present material does not identify which personalisation mechanism each
respondent encountered. Future analysis should distinguish these mechanisms so
that attitudes toward advertising are not combined with attitudes toward credit
assessment or repayment conditions.

The coexistence of practical borrowing motives and cautious attitudes has
implications for customer communication. A borrower who views credit as
necessary may prioritise rapid access over a detailed comparison of conditions. A
borrower who associates borrowing with stress may require a clearer explanation
of repayment obligations. These interpretations do not justify classifying every
respondent into a fixed behavioural category. Instead, they show why users may
interpret the same communication format differently. Banks could test whether
alternative explanations of total repayment, repayment timing, and available
options improve understanding before users accept an offer.

The reported association between employment status and borrowing across
banks should be interpreted within the survey design. Employment categories
may differ in income regularity, access to formal documentation, and eligibility
for products. They may also differ in age, household responsibilities, and existing
obligations. A bivariate chi-square test cannot separate these possible influences. It
therefore supports testing for an association, provided the calculation is checked,
but it does not provide an independent estimate of the effect of employment.
Reporting the cross-tabulation would make it possible to assess the direction of
group differences and determine whether additional analysis is justified.

The interpretation is consistent with broader research distinguishing financial
innovation from demonstrated improvements in financial welfare. loannou et al.

609 () O &




SCIENTIFIC JOURNAL OF PEDAGOGY AND ECONOMICS 5.2026

(2024) discuss financial instability risks associated with fintech, while Vale (2024)
examines credit within the transmission of monetary policy to inequality. These
studies operate at a different analytical level from the present customer survey.
They provide context for potential risks but do not validate the reported sample
statistics or establish that personalised lending has improved household outcomes
in Kazakhstan.

The findings also raise questions about how the quality of personalisation
should be assessed. Product acceptance alone does not show that an offer benefits
a customer. A fuller assessment would consider comprehension, affordability,
subsequent repayment difficulties, and whether the user could select an alternative.
These outcomes were not observed longitudinally in the present study. The
discussion therefore proposes evaluation criteria rather than claims that such
benefits have already been demonstrated. A future follow-up could connect survey
responses with subsequent borrowing experiences while protecting personal
information and keeping the research purpose clear to participants.

Data transparency is necessary to interpret the current results. The reported loan
participation percentage and the debt profile table require consistent denominators.
Differences between the overall sample size and response totals for individual Likert
items also need explanation. Missing responses can arise for several reasons, but
their cause cannot be inferred from the chart alone. Reporting valid observations
for each item and documenting the treatment of incomplete questionnaires would
allow readers to understand which comparisons are meaningful. These details are
especially relevant when internal consistency and categorical association statistics
are presented alongside descriptive figures.

From a practical perspective, the survey supports considering aggregate debt
obligations when designing an offer. A customer’s relationship with one bank may
not fully describe obligations to other lenders. Any additional information used
for personalisation should be collected and applied transparently, with a clear
explanation of its relevance. This recommendation does not imply that the survey
validates a method for combining banking data or authorises unrestricted data
collection. The appropriate data inputs and safeguards require a separate technical
and organisational assessment. The customer should be able to understand which
information affects the proposed conditions.

The scope of the study remains limited by voluntary online recruitment and
its cross-sectional design. Users who respond to a financial questionnaire may
differ from those who do not participate, including in digital access and interest
in lending. The regional and demographic coverage cannot be evaluated fully
from the information reported. Generalisation should therefore remain restricted
to exploratory observations. A broader study could use a defined sampling frame,
report response patterns, and compare groups using transparent denominators.
Repeated observations would help distinguish temporary financial difficulties
from more persistent borrowing preferences.
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Further research should move from general attitudes toward clearly specified
lending situations. Respondents could evaluate offers that differ in repayment
schedules, explanations, and personalisation criteria, with outcomes such
as comprehension and perceived affordability measured consistently. Such
a design could clarify which features users value and which features they find
confusing. Testing actual repayment outcomes would require additional data and
an appropriate comparison strategy. Until those steps are completed, the present
findings are most useful for identifying questions for service improvement and for
refining the design of subsequent empirical research.

Conclusion. The survey results showed that most respondents actively use
digital banking services and credit products in their daily financial lives. This
shows that credit remains a sought-after tool among financial services users.

Respondents' answers also indicated a mixed attitude toward credit. On one
hand, credit products are viewed as a convenient way to address financial needs.
On the other hand, some participants associate credit with added burdens, the risk
of overpayment, and financial stress.

The issue of personalisation is of particular importance. Respondents expect
credit offers to take into account their income, employment status, current debt
obligations, and actual needs. This highlights that a pre-approved limit alone is
insufficient for true personalisation.

The reported chi-square statistic suggests an association between employment
status and borrowing from more than one bank. This interpretation requires
confirmation of the contingency table and test specification and does not establish
causality.

Thus, the survey results underscore the need for a more flexible and transparent
approach to personalising credit products. Banks should consider not only a client's
credit history and in-app activity but also their employment, income stability, debt
burden, and attitude toward borrowing.

The findings provide exploratory directions for improving personalised
lending communication and incorporating the customer’s financial circumstances
into service design. They should be tested in a broader sample and supported by
consistent descriptive denominators and reproducible statistical reporting before
being generalised to Kazakhstan’s banking population.
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