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Abstract:

Artificial intelligence (Al) applications are essential for
enhancing payment security and improving customer experience in
financial institutions. This research aims to examine the challenges
faced by Mastercard in Australia and Visa in Singapore in
implementing these technologies. The study focuses on three main
areas: challenges related to fraud and privacy, the strategies
employed by both companies to address these challenges, and the
impact of Al applications on customer satisfaction and trust .The
research adopts an analytical methodology that combines both
qualitative and quantitative data, relying on diverse sources
including academic studies and annual reports. The findings reveal
that the effectiveness of Al applications varies across the two
markets, reflecting different responses to local challenges. For
This work i | instance, Mastercard demonstrates a greater reliance on machine
licensed under a Creative Ie_arnlng technologies in Australla_to combat fraud, while Vls:.a in
Commons Attribution 4.0 | Singapore focuses more on enhancing privacy and data protection.
International License. The study offers strategic recommendations aimed at improving
payment security and customer experience, such as increasing
transparency in data usage and strengthening communication with
customers. This research contributes to a deeper understanding of
the role of Al in financial services, providing valuable insights for
companies and practitioners in the sector. By addressing the unique
challenges of each market, customer satisfaction can be enhanced
and greater trust in digital payment services can be fostered.
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Conclusions:

1. Effectiveness of Artificial Intelligence: Al applications in companies such as Mastercard and
Visa have demonstrated significant effectiveness in combating fraud. Systems like Safety Net
and Travel Predict are capable of quickly and efficiently detecting suspicious activities, thereby
reducing financial losses.

2. Trust Challenges: Despite the benefits, challenges related to building customer trust remain.
Concerns about privacy and data usage are still major issues, requiring companies to work on
enhancing transparency in the use of Al technologies.

3. Personalized Experiences: Al-powered systems have proven their ability to effectively
personalize customer experiences, increasing satisfaction and loyalty. However, companies need
to improve their data strategies to ensure the delivery of relevant recommendations.

4. Governance and Responsibility: Al applications require a strong governance framework to
ensure responsible use and adherence to ethical standards. Transparency and fairness are key
factors in fostering customer trust.
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