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Executive Summary

Jordan’s financial and professional services landscape is approaching a critical inflection point
as digital transformation, automation, and data-driven decision-making increasingly shape how
organizations operate and compete. From 2025 and beyond, the gap between digitally mature
organizations and slower adopters is expected to widen, driven by rising client expectations,
evolving regulatory requirements, and growing competitive pressure from both local and
regional players.

However, digital transformation alone does not guarantee success. Experience across financial
and professional services markets shows that organizations pursuing digital initiatives without
clear strategic alignment, governance, and organizational readiness often fail to realize
sustainable value. Effective transformation requires that strategic clarity precede technology
investment, ensuring that digital capabilities support regulatory compliance, operational
efficiency, and long-term business objectives.

Key observations:

Organizations across Jordan’s financial and professional services sectors are steadily increasing
investment in automation, data analytics, and digital tools as part of their transformation agendas
from 2025 onward

Institutions with clearly defined digital strategies tend to achieve stronger operational efficiency,
improved client experience, and more resilient financial performance compared to less
structured peers.

Business leaders increasingly view advanced analytics and generative artificial intelligence as
productivity enablers, particularly in areas such as reporting, compliance, advisory services, and
internal process optimization

For organizations operating in Jordan, the challenge is no longer whether to pursue digital
transformation, but how to do so in a disciplined, compliant, and value-driven manner.
Regulatory frameworks related to digital services, personal data protection, and financial
transparency will continue to evolve, while expectations for speed, accuracy, and accountability
will rise.



Organizations that align technology adoption with strategy, regulatory requirements, and talent
development will be better positioned to strengthen competitiveness and resilience over time.
Those that delay action or adopt fragmented approaches risk falling behind in an increasingly
digital and performance-driven environment.

Five transformative trends are reshaping the financial and professional services landscape,
carrying significant strategic implications for organizations operating in Jordan and necessitating
disciplined, forward-looking responses from finance leaders to navigate this transformation
effectively.

The Digital Imperative: Why Traditional Approaches No
Longer Work

The digital transformation of financial services extends beyond technology adoption; it
represents a fundamental shift in how financial services are designed, delivered, and
experienced. In Jordan, and particularly in Amman, this shift is being driven by three
interrelated forces:

1.Customer Expectations Have Fundamentally Shifted.

Jordanian customers increasingly evaluate their banking and financial service experiences
not against other institutions, but against leading digital platforms they use daily. Services
such as Careem’s on-demand convenience, Talabat’s seamless ordering experience, and
the widespread adoption of Zain Cash and Orange Money digital wallets have redefined
expectations around speed, accessibility, and ease of use. As a result, customers now expect
financial services to be intuitive, available at all times, and executable within minutes. This
behavioral shift has accelerated reliance on mobile and online banking channels, signaling
a clear move away from traditional, branch-centric service models.

2.Technology Has Shifted from Experimental to Essential.

Technologies such as artificial intelligence, cloud computing, data analytics, and
automation are no longer optional enhancements within financial institutions. They have
become core operational capabilities supporting compliance, audit efficiency, risk
management, and client service delivery. Across the region, financial institutions are
increasingly embedding these technologies into day-to-day operations to improve accuracy,
responsiveness, and decision-making.

3.The Competitive Landscape Has Been Fundamentally Redefined.

Fintech firms and technology-enabled service providers have demonstrated that financial
and accounting services can be delivered more efficiently, transparently, and cost-
effectively than traditional models permit. Digital ecosystems are capturing an increasing



share of financial value creation, placing pressure on established institutions to modernize.
Firms that fail to adapt risk erosion of market relevance, while those that invest
strategically in digital capabilities position themselves for sustainable growth.

For professional service firms such as Mutarabitoon for Audit and Advisory, these
dynamics underscore the necessity of embracing digital transformation—not as a trend,
but as a strategic imperative to meet evolving client expectations and maintain long-term
competitiveness.

Five Transformative Trends Reshaping Financial Services.

1. Generative Al and Hyper-Personalization: Beyond Automation to
Anticipation

Generative Al represents one of the most significant technological shifts in financial services
since the emergence of online banking. Its rapid adoption reflects both its transformative
potential and its increasingly measurable business impact.

The Evidence.

Recent global industry surveys indicate a sharp rise in investment in generative Al across
financial services. A growing majority of financial institutions report making moderate to large
investments, reflecting increased confidence in the technology’s ability to deliver operational
and strategic value. Many organizations cite early productivity gains, while a notable proportion
expect relatively short payback periods compared to traditional enterprise technology initiatives.

From Segmentation to True Personalization.

Traditional financial institutions have long relied on demographic segmentation—grouping
customers by age, income, or geography. Generative Al enables a fundamentally different
approach: individualized financial experiences informed by real-time behavioral and contextual
data. By analyzing transaction histories, spending patterns, life events, and digital interactions,
institutions can deliver timely, relevant, and highly personalized financial guidance.

For example, rather than broadly marketing mortgage products to customers within a specific
age or income bracket, an Al-enabled institution can identify a customer actively searching for
homes, demonstrating sustained savings behavior, and experiencing a recent income change.
The institution can then proactively present a tailored mortgage offering—aligned with the
customer’s circumstances, preferences, and preferred communication channel—at the most
relevant moment.

Operational Transformation.
The impact of generative Al extends beyond customer-facing applications. It is increasingly

reshaping back-office operations, regulatory compliance, risk assessment, and internal decision-
making processes. In advanced markets, leading banks have begun deploying proprietary



generative Al platforms to enhance internal knowledge management, automate content
generation, and accelerate decision workflows, contributing to efficiency gains and cost
optimization.

Within Jordan, financial institutions are also accelerating Al adoption to improve operational
efficiency, enhance decision quality, and expand digital service delivery—reducing reliance on
manual processes and traditional branch-centric models.

The Strategic Imperative.

Generative Al should not be approached as a standalone technology initiative. Its successful
deployment requires a re-design of customer journeys, targeted workforce upskilling, and robust
governance frameworks to ensure responsible and compliant use. Institutions that treat
generative Al merely as a productivity tool risk capturing only a fraction of its potential value,
while those that integrate it into their broader strategic transformation agenda stand to achieve
sustainable competitive advantage.

2. Cloud Migration and Legacy Modernization: Building the Foundation for
Agility.

Legacy systems remain a major barrier to digital transformation across financial services. Many
institutions continue to rely on core systems developed more than a decade ago, limiting
integration with modern digital tools, increasing maintenance costs, and constraining operational

agility.

The Business Case for Migration. Cloud adoption enables faster product development,
improved system reliability, scalable infrastructure, and more efficient cost structures. Most
importantly, cloud-based architectures provide the foundation required to deploy advanced
technologies such as artificial intelligence, data analytics, and automation—now essential for
competitiveness.

Beyond “Lift and Shift.” Simply moving legacy systems to the cloud delivers limited value.
Leading institutions are adopting cloud-native architectures, including API-first integration,
microservices, and real-time processing, allowing faster innovation and stronger ecosystem
connectivity.

The Jordanian Context. Jordan’s digital economy is expanding rapidly, driven by cloud
adoption, fintech growth, e-government initiatives, and private-sector digitalization. Amman has
emerged as the country’s primary financial and technology hub, supported by banks,
professional services firms, telecom operators, and government-led digital programs. These
conditions are accelerating cloud migration and legacy modernization across financial and
professional services organizations.

Managing the Transition. Successful modernization requires phased migration roadmaps,
strong governance, regulatory alignment, and targeted workforce upskilling to ensure
operational continuity while enabling long-term digital agility.



3. Embedded Finance and Open Banking: Dissolving Industry Boundaries

The next phase of disruption in financial services will not be driven by better standalone
products, but by making financial services seamlessly embedded into everyday digital
experiences.

Defining Embedded Finance. Embedded finance refers to the integration of financial services
directly within non-financial platforms and customer journeys. Rather than interacting
separately with a bank, customers access payments, financing, or insurance at the point of
need—uwithin e-commerce platforms, mobility apps, or digital marketplaces. This shift
repositions financial services as invisible infrastructure rather than a destination.

The Open Banking Foundation. Open banking provides the technical and regulatory
foundation for embedded finance through standardized APIs and secure data-sharing
frameworks. In Jordan, the Central Bank of Jordan (CBJ) is advancing open banking—style
initiatives through fintech regulation, digital payments infrastructure, and interoperability
standards. These efforts aim to promote innovation and competition while preserving consumer
protection, data privacy, and financial stability.

The Market Opportunity. Financial services are increasingly appearing within non-financial
platforms—such as ride-hailing applications offering digital payments, merchants providing
point-of-sale financing, and platforms enabling instant peer-to-peer transfers. This creates
significant growth opportunities for institutions able to integrate into digital ecosystems, while
increasing the risk of disintermediation for those that remain siloed.

Strategic Positioning. Institutions face a strategic choice: operate as infrastructure providers
enabling embedded financial experiences, or risk losing direct customer relationships to
platform-based competitors. Success requires APl-enabled architectures, strong partnership
models, secure data governance, and operating capabilities aligned with a B2B2C delivery
model.

The Jordanian Context. Jordan’s JoMoPay ecosystem demonstrates the practical application of
embedded finance principles, enabling interoperable digital payments across banks and licensed
wallets. As digital platforms expand across retail, mobility, and services in Amman, embedded
finance is expected to play a growing role in shaping the future of financial service delivery.

4. Hyper-Automation: Orchestrating End-to-End Process Excellence

Financial services have long applied automation to individual tasks, such as data entry,
reconciliation, and basic customer interactions. Hyper-automation represents a broader shift: the
coordinated use of artificial intelligence, machine learning, process automation, and analytics to
automate and optimize entire end-to-end processes.

From Task Automation to Process Orchestration. Traditional automation focuses on isolated
activities within a workflow. Hyper-automation redesigns full processes—combining intelligent



document processing, data-driven decision models, process mining, and system integration to
enable seamless information flow and faster execution across functions.

Operational Impact. Organizations adopting hyper-automation report measurable
improvements, including lower operating costs, faster cycle times, improved service quality, and
greater consistency in outcomes. These gains are particularly relevant for finance, accounting,
audit, and compliance functions where accuracy, speed, and scalability are critical.

The Human Dimension. Hyper-automation does not eliminate the need for professionals; it
changes how work is performed. Routine and repetitive activities decline, while demand
increases for analytical judgment, client advisory, and oversight roles. This shift requires
structured reskilling, revised role definitions, and thoughtful organizational change management.

Implementation Considerations. Effective hyper-automation depends on more than
technology deployment. Organizations must first streamline and standardize processes, ensure
data quality, and establish governance frameworks to manage risk, compliance, and
accountability. When implemented strategically, hyper-automation becomes a foundation for
sustainable operational excellence rather than a short-term efficiency initiative.

5. Cybersecurity and Operational Resilience: The Non-Negotiable Foundation

As financial institutions accelerate digital transformation, they simultaneously expand their
attack surface and increase operational interdependencies. The result: cybersecurity and
operational resilience have evolved from IT concerns to strategic imperatives demanding board-
level attention.

The Threat Landscape. Cyber risks facing financial institutions in Jordan are intensifying
across multiple dimensions as digital adoption accelerates. Banks and fintech’s are increasingly
exposed to phishing, social engineering, malware, ransomware, and data breach attempts,
particularly across mobile, cloud, and third-party platforms. Threat actors are becoming more
sophisticated, leveraging automation and artificial intelligence, exploiting supply-chain and
vendor vulnerabilities, and targeting digital payment systems and cloud infrastructure. In
response, Jordanian financial institutions under the oversight of the Central Bank of Jordan and
the National Cyber Security Center are strengthening cybersecurity frameworks to protect
customers, data, and financial stability

The Investment Response. Heightened awareness of cyber risk is driving increased investment
across Jordan’s financial sector. Banks and regulated fintech’s are allocating higher budgets to
cybersecurity, driven by both regulatory expectations from the Central Bank of Jordan (CBJ)
and the National Cyber Security Center, and clear business necessity. Cyber incidents can lead
to direct financial losses, regulatory sanctions, reputational harm, and operational disruption,
making cybersecurity a strategic priority rather than a purely technical function.

Beyond Technology. While advanced security technologies next-generation firewalls, endpoint
detection and response, zero-trust architectures are essential, they represent only one dimension
of effective cybersecurity. Comprehensive approaches must address governance and risk
management frameworks, incident response and business continuity planning, third-party and



supply chain risk management, security awareness training and culture building, and regulatory
compliance and reporting capabilities.

The Resilience Imperative. Operational resilience extends beyond cybersecurity to encompass
the institution's ability to continue delivering critical services despite disruptions whether from
cyber incidents, natural disasters, technology failures, or other events. Leading institutions are
implementing resilience frameworks that identify critical business services, map dependencies
and potential failure points, establish recovery time objectives, conduct regular testing and
exercises, and maintain transparent communication with regulators and stakeholders.

The Jordanian Context: Opportunities and Challenges

Jordanian financial institutions operate within a distinctive context that shapes both
opportunities and constraints for digital transformation.

Market Dynamics. Jordanian Context. Jordan’s banking sector is dominated by a group of
large, well-established banks, including Arab Bank, Cairo Amman Bank, Housing Bank for
Trade & Finance, Bank al Etihad, and Jordan Islamic Bank. These institutions benefit from
strong brand recognition, deep customer trust, and significant market reach. Their scale provides
clear advantages: the ability to invest in digital transformation, leverage large existing customer
bases, and work closely within a well-defined regulatory framework led by the Central Bank of
Jordan.

However, this concentration also presents challenges, as larger incumbent banks may face
legacy systems, organizational complexity, and slower innovation cycles compared to fintech
entrants.

Recent digital initiatives highlight the sector’s growing innovation maturity. Jordanian banks
have expanded digital corporate banking, cash management platforms, online trade finance
services, and paperless processes, reducing reliance on manual workflows and branch-based
interactions. These developments demonstrate that Jordanian banks are not only adapting to
global digital banking trends, but increasingly localizing and operationalizing them to meet
domestic market needs.

Regulatory Environment. Jordan’s regulatory framework aims to balance financial stability,
consumer protection, and innovation, under the leadership of the Central Bank of Jordan (CBJ).
Through progressive fintech regulations, digital payments oversight, and data-governance
requirements, the CBJ is enabling new digital business models while maintaining strong
safeguards around customer data, privacy, and security. These foundations are creating
opportunities for ecosystem partnerships, embedded finance use cases, and platform-based
services, even as a formal open-banking framework continues to evolve.

At the same time, Environmental, Social, and Governance (ESG) considerations are becoming
more prominent in Jordan’s banking sector. Banks are increasingly incorporating sustainable
finance principles, including green lending, SME support, and financial inclusion initiatives, in
alignment with national sustainability goals and international best practices.



Jordan’s evolving digital economy anchored by Amman’s growing tech ecosystem, the Ministry
of Digital Economy and Entrepreneurship’s Al and digital transformation initiatives, and
expanding ICT infrastructure creates a supportive environment for innovation; however,
regulatory complexity around data protection, cybersecurity, anti-money laundering, and
consumer protection requires advanced compliance capabilities for businesses operating in the
market.

Competitive pressures in Jordan’s financial services market are intensifying as traditional banks
face disruption from local fintechs and digital wallets such as Liwwa, eFAWATEERcom, and
mobile banking platforms, which are increasingly attracting younger, digitally savvy customers;
while fintech investment volumes remain modest compared to mature markets, steady growth in
venture funding and regulatory support signals rising innovation activity, and global technology
and payment companies with established regional platforms represent potential entrants able to
leverage existing customer bases and infrastructure.

The Demographic Dividend. Jordan’s young, digitally connected population concentrated in
Amman is driving strong demand for mobile-first financial and digital services. For many
younger consumers, digital banking and e-wallets are the primary point of interaction rather than
a secondary channel. This demographic shift creates opportunity through rapid adoption of new
services, while also increasing pressure on institutions to continuously improve user experience,
speed, and personalization.

Strategic Implications: What Finance Leaders Must Do Now

Digital transformation failures often stem not from inadequate technology but from flawed
strategy and execution. Research unequivocally demonstrates that financial institutions pursuing
digital initiatives without clear strategic direction perform worse than those just beginning their
journeys. Based on analysis of transformation programs across more than 50 institutions, we
identify six strategic imperatives for finance leaders:

1. Establish Strategic Clarity Before Committing Capital

Begin with fundamental strategic questions rather than technology selection. Where will we
compete, and what customer needs will we prioritively address? Which capabilities will we
build internally versus acquire through partnerships? What is our realistic timeline for
transformation, and what are our interim milestones? How will we measure progress and success
beyond technology deployment metrics?

The most successful transformations start with clear articulation of strategic intent, followed by
capability assessments that identify gaps, and only then move to technology and implementation
planning. Organizations that reverse this sequence—selecting technologies before defining
strategy—typically achieve disappointing results.

2. Adopt a Value Stream Approach to Transformation

Avoid the common pitfall of customer journey mapping that stops at the front door. Leading
institutions employ comprehensive value stream analysis that traces the complete process from



initial customer need through back-office operations to ultimate fulfillment. This approach
reveals hidden inefficiencies, identifies cross-functional dependencies, surfaces opportunities for
automation, and ensures that digital improvements actually enhance customer outcomes.

Organizations should resist the temptation to digitize existing processes without first optimizing
them. Automating a poor process simply creates faster inefficiency. Instead, fundamentally
redesign workflows to eliminate unnecessary steps, parallel activities that were previously
sequential, empower front-line decision-making, and integrate previously siloed functions.

3. Build the Operating Model for Digital Excellence

Digital transformation cannot succeed within traditional organizational structures. Financial
institutions must evolve from functional silos toward cross-functional product teams, from
project-based work to continuous delivery, from centralized decision-making to empowered
squads, and from sequential development to agile iteration.

This transformation extends beyond technology teams. Business units must upskill as "product
owners" with accountability for continuous customer-centric improvements. Organizations
should establish clear governance frameworks that balance autonomy with alignment, invest in
cultural change management alongside technology implementation, and create career pathways
that reward digital expertise and collaborative excellence.

4. Develop an Ecosystem Strategy

The future of financial services will be delivered through ecosystems rather than individual
institutions. Leaders must determine their positioning: Will you be a platform orchestrator that
curates and integrates services? A specialized provider delivering specific capabilities at scale?
An infrastructure player enabling others' innovations? Each positioning requires distinct
capabilities, partnerships, and business models.

Critical success factors include developing robust API infrastructure for seamless integration,
establishing partnership frameworks with clear value exchange, maintaining security and
compliance in distributed models, and building capabilities to manage complex ecosystem
relationships.

5. Prioritize Talent and Culture Transformation

Technology enables transformation, but people deliver it. As finance operations automate and
digitize, workforce requirements shift dramatically. Demand is increasing for data scientists who
can extract insights, business analysts who can translate needs into requirements, digital product
managers who can orchestrate cross-functional teams, and cybersecurity specialists who can
protect expanding attack surfaces.

However, hiring alone will not close the gap. Organizations must implement comprehensive
reskilling programs for existing employees, create attractive environments that retain digital
talent in competitive markets, foster cultures of experimentation and continuous learning, and
establish leadership capabilities to guide transformation.

6. Implement Disciplined Governance Without Stifling Innovation



Balance is essential. Insufficient governance leads to fragmented initiatives, duplicated
investments, and security vulnerabilities. Excessive governance creates bureaucracy that
prevents rapid iteration and discourages innovation.

Effective governance frameworks establish clear decision rights and accountability, define
standards for technology selection and architecture, implement stage-gate processes with
appropriate rigor, measure outcomes rather than merely tracking activities, and enable rapid
experimentation within defined guardrails.

The Path Forward: Transformation as Continuous
Evolution

Digital transformation in Jordan’s financial and professional services sectors is not a one-time
initiative but a continuous evolution. Organizations that will remain competitive through 2025
and beyond are those that institutionalize transformation as a core capability, rather than treating
it as a discrete program with a defined endpoint.

The Opportunity Is Meaningful. Within Jordan’s evolving regulatory, economic, and
competitive landscape, digital maturity represents a significant lever for sustainable growth and
operational resilience rather than a scale-driven expansion. For individual institutions, stronger
digital capabilities can enable improved customer acquisition and retention, operational cost
efficiencies through automation and process optimization, enhanced competitiveness and
valuation perception as organizations demonstrate compliance readiness and scalability, and
greater resilience against fintechs, digital wallets, and regional technology platforms entering the
market.

The Risks of Inaction Are Equally Significant. Organizations that fail to advance their digital
capabilities face increasing pressure, including margin compression as clients compare services
across digital channels, gradual disintermediation as competitors strengthen direct customer
relationships, rising regulatory expectations related to data protection, financial transparency,
and reporting standards, and talent attrition as skilled professionals seek more digitally mature
environments.

For organizations operating in Jordan, the period from 2025 onward represents a critical window
for action. Regulatory frameworks governing digital services, personal data protection, and
financial oversight will continue to evolve, customer expectations for speed, accessibility, and
transparency will rise, and competitive pressure from both local and regional players will
intensify. Institutions that act decisively with strategic clarity, disciplined investment, and
organizational commitment are more likely to build advantages that compound over time, while
those that delay or pursue fragmented approaches risk sustained competitive disadvantage.

The question facing finance and business leaders in Jordan is no longer whether to pursue digital
transformation, but how to pursue it effectively. Success requires more than technology



investment alone; it demands strategic alignment, organizational readiness, ecosystem
collaboration, and sustained leadership commitment. Institutions that master these dimensions
will not only adapt to change but help shape the future of financial and professional services in
Jordan in 2025 and beyond.

About Mutarabitoon

Mutarabitoon for Audit & Consulting provides strategic advisory, audit, and consulting services
to organizations navigating regulatory complexity, digital transformation, and organizational
change. Leveraging deep technical expertise, international standards, and strong local market
knowledge, our multidisciplinary team supports SMEs and growing institutions in building
sustainable, compliant, and competitive operations.

For inquiries regarding this research or our advisory services, please contact us at
info@mutarabitoon.com
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