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Abstract 
 

The transition towards digitalization in the Malaysian banking sector demands an understanding of leadership mastery. This study explores the pivotal role of 
leadership, viewed through the lens of professional practitioners, in driving digital transformation within this industry. It explores the specific leadership qualities 
and strategies that are essential for successfully navigating the complexities of digital innovation. By analyzing the insights and experiences of seasoned banking 
professionals, this research identifies critical competencies such as strategic vision, adaptability, technological acumen, and the ability to foster a culture of 
continuous learning and innovation. Furthermore, it examines the impact of effective leadership on organizational performance, employee engagement, and 
customer satisfaction in a digital context. The findings underscore the significance of leadership mastery in not only facilitating technological advancements but 
also in ensuring sustainable growth and competitive advantage in the rapidly evolving financial landscape of Malaysia. This study contributes to the existing body 
of knowledge by providing a degree of understanding of how leadership influences digital transformation efforts, offering practical implications for leaders seeking 
to enhance their effectiveness in the digital era. 
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INTRODUCTION 

 
The banking sector in Malaysia is undergoing a significant 
transformation as digitalization reshapes the landscape of 
financial services (Shaharruddin & Musa, 2022). This 
evolution is not merely a technological upgrade but a 
comprehensive shift that impacts all facets of banking 
operations, customer interactions, and competitive dynamics. 
In this rapidly changing environment, effective leadership 
emerges as a critical factor in navigating the complexities and 
seizing the opportunities presented by digital innovation. 
Leadership mastery, particularly from the perspective of 
professional practitioners within the industry, plays a pivotal 
role in driving successful digital transformation. Leaders who 
possess a deep understanding of both the technological and 
human elements of digitalization can effectively steer their 
organizations towards achieving sustainable growth and 
competitive advantage. This involves not only adopting new 
technologies but also fostering a culture of innovation, agility, 
and continuous improvement. This study aims to explore the 
crucial aspects of leadership mastery in the context of 
digitalizing the Malaysian banking sector. By examining the 
experiences and insights of seasoned professionals, it seeks to 
identify the leadership qualities and strategies that are most 
effective in promoting digital transformation. The research will 
also investigate the broader impact of leadership on 
organizational performance, employee engagement, and 
customer satisfaction in a digital environment. Through a 
detailed analysis of practitioner perspectives, this study will 
contribute to the understanding of how leadership can 
influence and enhance digitalization efforts. It will provide 
valuable insights for current and aspiring leaders in the 
banking sector, highlighting the importance of strategic vision, 
adaptability, technological acumen, and the ability to inspire 
and motivate teams in the pursuit of digital excellence. 
 
*Corresponding Author: Nazrul Irwan bin Mohd Nor 
Graduate School of Business (GSB), University Tun Abdul Razak 
(UNIRAZAK), Malaysia. 

 
LITERATURE REVIEW 
 
Leadership in banking 
 
Leadership in banking refers to the ability of individuals in 
managerial and executive roles to guide, influence, and inspire 
their teams towards achieving organizational goals, fostering 
innovation, and maintaining regulatory compliance within the 
complex and dynamic financial industry (Deloitte, 2019). 
Effective banking leaders not only focus on strategic decision-
making and financial performance but also on cultivating a 
customer-centric culture, managing risks, and driving digital 
transformation. According to Marcous (2019), a research 
project conducted over five years in collaboration between 
MIT Sloan Management Review and Deloitte concluded that a 
combination of both perspectives – whether completely new 
leadership skills will be required to survive in the digital age, 
or leaders should go back to the essentials established decades 
ago, not letting change distract or disrupt an organization on a 
managerial level is necessary. Specifically, while core 
leadership skills remain essential, digital disruption will 
necessitate the addition of new skills to the 'leadership 
handbook'. In Malaysia, in response to Industry 4.0, many 
local banks have emphasized the need for greater 
digitalization, aiming to foster a digital and cashless society. In 
2021, Bank Negara Malaysia granted five digital banking 
licenses to institutions that met the criteria outlined in its 
licensing framework (Bank Negara Malaysia, 2020), 
distinguishing them from other Malaysian banks reliant on 
legacy systems. This transformation brings numerous 
challenges, as not everyone can easily adapt to rapid changes. 
To remain relevant and avoid falling behind, all organizational 
members must embrace change, with leaders playing a crucial 
role in guiding and ensuring employee commitment. The 
importance of this commitment has sparked scholarly interest 
in identifying which leadership styles can effectively influence 
it. Change can be challenging, often necessitating control and 
management as reported by participants. Leaders have the 



powe
enco
influ
cruci
A lea
situa
must
leade
 
Proj
 
Acco
pract
team
out 
pract
or sp
advic
other
to ap
of th
supe
from
on th
these
Profe
Man
PRIN
certif
Com
scop
pract
these
based
(Tec
place
modu
proje
deali
are s
persp
 
MET
 
Meth
cond
Islam
 

Figu
38 

7882

er to influence
ourage employ
uence. This is 
ial in any org
ader is needed

ations. To suc
t avoid prese
ership model t

ect managem

ording to Law
titioner means

m member or 
a broad rang
tices and proc
pecialized/pro
ce to others o
rs on aspects 
pply that in an
he work area (T
rvision of ot

m other fields 
he personnel 
e types of
fessional (PM
nagement (C
NCE2 Practit
fication from

mpTIA.The re
ing them un
titioners are t
e are the only
d on the j
hcanvass, 20
e, the knowle
ules are adeq
ect. Finally, b
ing with these
sufficient to 
pectives towar

THODS AND

hodologically,
ducted on 50 
mic Bank in M

ure 1. Age grou
- 42 years old 

above

                           

e and guide th
yees to comm
achieved thro
anization, esp

d to guide, con
ccessfully im
erving the sta
that aligns wit

ment professio

w Insider (20
s an employee
team leader. 

ge of activitie
cedures within
ofessional dis
or aspects of 
of the field or

n original and
Tijani et al., 2
ther specializ
of work. In t
employed by

f certificatio
MP) and Ce
CAPM)by Pr

ioner and Fo
m AXELOS 
easons for ch
nder the proj
the following.
y recognized 
ob descriptio

022). Secondl
edge and ski
quate for the
based on the 
e professional
provide their

rds the topic o

D RESULTS 

, a conven
professional p

Malaysia. 

up. 28 - 32 year
20%; 43 - 47 y

e 20% (Source

              Internat

heir teams, ma
mit to change 
ough leadershi
pecially during
ntrol, and man

mplement chan
atus quo and
th ongoing ch

onal practitio

024) a specia
e who operate
Specialized p

es or functio
n a comprehen
scipline. This 
the field can 
r discipline an

d innovative m
2024). This ro
zed/profession
this study, we
y Malaysian 

ons – Proje
ertified Asso
roject Manag
oundation Pro

and CompT
hoosing these

oject managem
. Firstly, in M
project mana
on advertised
ly, with these
ills acquired 
ese profession

authors’ per
s in terms of 
r own profes
of the study. 

ience sampl
practitioner p

 

rs old 0%; 33 -
years old 20%;
: Own Compil

tional Journal of

aking it essent
through effe

ip skills, whic
g times of cha
nage unpredic
nge, organiza
d instead ado
hanges. 

oner 

alized/profess
es as an indivi
practitioners 

ons using rele
nsive field of 

role can pro
provide advi

nd can be expe
manner to activ
ole may includ
nal staff and 
e shall concen
Banking who
ect Manage

ociate in Pr
gement Inst
oject Manage
TIA Project+
e certificates 
ment profess

Malaysian Ban
agement certif
d by the b
e certification
from the tra

nals to mana
rsonal experie
managing pro
ssional views

ling survey 
participants fro

- 37 years old 4
; 48 years old a
lation) 

f Science Academ

tial to 
ective 
ch are 
ange. 
ctable 
ations 
opt a 

sional 
idual, 
carry 
evant 
work 
ovide 
ce to 
ected 
vities 

de the 
staff 

ntrate 
o has 
ement 
roject 
titute, 
ement 
+ by 

and 
sional 
nking 
ficate 
banks 
ns in 
ining 

age a 
ences 
ojects 
s and 

was 
om 7 

 

40%; 
and 

The 
infor
with
subj
abou
cons
ques
dem
prof
follo
show

pa
par

 

Figu
Ove

 
FIN
 
Acc
prac
cruc
the 
resp
 
Lea
 
Lead
chal
resp
man
as on
2004
forw
mark

mic Research, Vo

full questio
rmation and 

h procedures 
ect to ethical
ut the confiden
sent for partic
stions has b

mographic Sec
fessional leve
owed by 9 qu
wn in Figures 

Figure 2.Prof
articipants; PR
rticipants; CA

ure 3. Experien
er 1-3 Years 3; 

Years 29 p

DINGS AND

ording to the
ctitioner’s per
cial to be add
organization 
ondents. 

dership Com

dership com
lenges. Whi
onsibility in a

nagement supp
ne of the mos
4). Leaders 

ward-thinking 
ket conditions

ol. 05, Issue 07, p

onnaire was 
ensure that d
in Malaysian

l approval. P
ntiality of the 
ipation in the 
been develop
tion 5 questio

el, and exper
uestions on sp
1-3. 

fessional Level
RINCE2 24 par

PM 2 particip

nce in Project 
Over 3-5 Year

participants (S

D RECOMM

e survey resu
rspective, the
dressed to ens

according to 

mpetencies 

mpetency is 
ile organizati
an organizatio
port and leade
st critical succ

need to de
vision to navi
s effectively. 

pp.7881-7884, Ju

designed to
details were a
n Banking, th
articipants we
study and pro
survey. A que
ped which 
ons for sampl
ience in proj
pecific aspect

 

 

l. MSP1 partic
rticipants; Com
ants (Source: O

 

Management. 
rs 5; Over 5-10
ource: Own C

ENDATION

lts taken from
ere are 8 pai
sure a success

the prioritie

crucial in 
ional change
on (Markus &
ership have b

cess factors in 
emonstrate ad
igate economi
Developing a

uly, 2024 

o collect ge
anonymous. In
he survey wa
ere fully info
ovided an info
estionnaire wi
is compose

le description 
ject managem
ts of leadersh

cipant; PMP20
mpTIA Project
Own Compilat

Less than 1 ye
0 Years 13; Ov
ompilation) 

S 

m the profess
in points tha
sful digitalizin
s specified b

addressing 
e is everyb

& Benjamin, 1
been acknowle

literature (Gi
daptability a
ic uncertaintie
and communic

eneral 
n line 
as not 
ormed 
ormed 
ith 14 
d of 
(age, 

ment), 
hip as 

 

0 
t+ 3 
tion) 

 

ear 0; 
ver 10 

sional 
at are 
ng of 

by the 

these 
ody’s 

1997), 
edged 
ibson, 
nd a 

es and 
cating 



a cl
organ
and m
 

 
Digit
 
Lead
chall
digit
navig
only 
ensu
trans
colla
platf
manu
and 
digit
threa
secur
 
Stak
 
Effec
the o
every
Bala
share
stron
main
critic
initia
 
Cust
 
Acco
can 
reach
requi
exce
dram
and 
cons
prod
servi
Kanu

7883

lear strategy 
nizational goa
maintaining co

tal Transform

dership in the
lenges that s
tal transforma
gating the com

oversee the 
ure the seamle
sition. Reim 
aboration is 
forms, chal
ufacturing sec
the necessity

tal platforms 
ats, requiring 
rity measures 

keholder Man

ctive stakehol
one who make
y successful p

ancing the in
eholders, cust
ng communic
ntaining trust w
cal for the 
atives. 

tomer Expect

ording to Fitz
create a com
hes service 
ired that custo
eded. Custo

matically. Tod
seamless ex

umers expect
ducts or servic
ice, or a preco
uk, 2014). M

3                           

for digital 
als is essentia
ompetitivenes

mation Chall

e Malaysian b
tem from the
ation. One o
mplexities of 

integration 
ess operation 

et al. (20
essential for
lenges eme
ctor, due to s

y to share sen
brings with 

constant vigi
to safeguard 

nagement 

lder managem
es the decision
project implem
nterests of v
tomers, empl
ation skills a
with stakehold

successful 

tations 

zsimmons an
mpetitive adva
excellence le
omer expecta
omer expec

day's banking 
xperiences ac
t to see is bas
ce, a previous 
onditioned se

Meeting these 

              Internat

transformati
al to driving s
ss. 

enges 

banking secto
e sector's rap

of the primar
digitalization.
of new tech
of legacy sy

023) highlig
r effectively 
erge, partic
substantial inv
nsitive data. 

it heightene
ilance and inv
sensitive finan

ment is also v
n is one of th

mentation (Sch
various stakeh
oyees, and re

and transparen
ders during pe

implementat

d Fitzsimmon
antage for a 
evels; therefo
ations are not 
ctations hav

customers ex
cross various
sed on their fa

experience w
t of expectati
expectations 

tional Journal of

ion aligned 
sustainable gr

or faces nume
pid evolution
ry pain poin
. Leaders mus

hnologies but 
ystems during
ghted that w

managing d
cularly in 
vestments req
The shift tow
ed cyber sec
vestment in ro
ncial data. 

vital. Stakehol
he crucial thin
hmidt et al., 2
holders, inclu
egulators, req
ncy. Building
eriods of chan
tion of stra

ns (2008), qu
business wh

ore, it would
only met but

ve also sh
xpect persona
s channels. W
amiliarity with

with the produ
ions (Schiffm
while mainta

f Science Academ

with 
rowth 

 

erous 
n and 
nts is 
st not 

also 
g this 
while 

digital 
the 

quired 
wards 
curity 
obust 

lders: 
ngs to 
017). 
uding 
quires 
g and 
nge is 
ategic 

uality 
hen it 
d be 
t also 
hifted 
alized 
What 
h the 

uct or 
an & 
ining 

oper
age p
 
Cult
 
Indu
integ
tech
orga
chan
prac
solu
inno
land
whil
reco
dyna
 
Tale
 
Tale
peop
mee
man
With
cons
utiliz
and 
com
man
work
deve
enga
 
Reg
 
Ano
The 
envi
stan
nece
orga
inten
thes
requ
flexi
base
com
pres
com
 
Eco
 
Econ
for 
unce
throu
the 
such
econ
amo
bank
man
fluct
 

mic Research, Vo

rational efficie
poses a signif

tural Transfo

ustrial organiz
grate social 

hnologies (But
anizations is 
nge from em
ctices can h
utions. Leade
ovation and 
dscape. Cultur
le there is a

onfiguration, w
amic (Ghosh e

ent Managem

ent manageme
ple with the le
t its object

nagement and 
h the rapid pa
stant demand
ze new digita
retaining top

mplexity of lea
nagement pri
kforce by of
elopment and 
agement and r

gulatory Com

other significa
banking ind

ironment, whe
dards is cru
essitate leade
anizations rem
nsive and time
e framework

uirements and
ibility to serv
e (Nzeako et 

mpliance, such 
ent opportun

mpliance practi

nomic and M

nomic and m
leadership in

ertainty is a p
ugh periods o
banking indu

h as changes 
nomic growth 
ong customers
ks. Leaders 
nagement prac
tuations on th

ol. 05, Issue 07, p

ency and ensu
ficant challeng

ormation 

zations need to
systems w

tt et al., 2024)
another key 

mployees accu
inder the ad

ers must fos
agility to st

ral transforma
a gap about
which makes d
et al., 2022). 

ment and Dev

ent makes sur
eadership, kno
tives (Febria

development
ace of techno

d for up skil
al tools and 

p talent in a c
adership resp
ioritizes the 
ffering prosp
progression, 

retention (Agu

mpliance 

ant challenge 
dustry operat
ere adherence

ucial. The fre
ers to stay u
main compli
e-consuming.

ks are often 
d market need
ve a rapidly 
al., 2024). M
as through re

nities for en
ices (Freij, 20

Market Condi

market conditi
n the Malays
persistent con

of fluctuating e
ustry (Muham

in interest ra
can affect bo

s, influencing 
must employ
ctices to mit
eir institution

pp.7881-7884, Ju

uring customer
ge for leaders 

o take a cultu
with rapidly 
). Cultural tran
area of conc

ustomed to tr
doption of 
ster a cultur
tay ahead in

ation capability
t how cultur
digital transfo

velopment 

re that a comp
owledge, and 

an & Solihi
t present ano

ological advan
lling employ
processes. M
competitive m
onsibilities. F

career dev
pects for ong

which in turn
ustono et al., 2

lies in regul
tes within a 
e to both loca
equent chang
updated and 
iant, which 
 The adoption
tailored to s
ds, focusing 
growing and

Moreover, eff
egulatory tech
nhancing IT 
20). 

itions 

ons pose sign
sian banking 
ncern, as lead
economic con

mmad & Wibe
ates, inflation 
orrowing and s

the profitabil
y strategic f
tigate the im
s. 

uly, 2024 

r trust in the d
in the sector. 

ural leap in ord
evolving d

nsformation w
cern. Resistan
raditional ban
innovative d
re of contin
n the compe
y is a key to D
re drives mi
ormation capa

pany has acce
abilities need
n, 2024). T

other critical 
ncement, there
yees to effect

Moreover, attra
market adds t
Furthermore, 
velopment o
going profess
n boosts emp
2023). 

latory compli
highly regu

al and internat
ges in regula

ensure that 
can be reso

n and adaptati
specific regul
on scalability

d diverse cust
forts to stream

hnology (RegT
governance 

nificant challe
sector. Econ

ders must nav
nditions that im
ert, 2024). Fa

rates, and ov
spending beha
lity and stabil
foresight and

mpact of econ

digital 

der to 
digital 
within 
nce to 
nking 

digital 
nuous 
etitive 
DTC, 
indset 
ability 

ess to 
ded to 
Talent 
issue. 
e is a 
tively 
acting 
to the 
talent 
f its 
sional 

ployee 

iance. 
ulated 
tional 
ations 

their 
ource-
ion of 
latory 
y and 
tomer 
mline 

Tech), 
and 

enges 
nomic 
vigate 
mpact 
actors 
verall 
aviors 
ity of 

d risk 
nomic 



Moreover, competition within the banking sector has 
intensified with the emergence of new fintech entrants 
alongside traditional banks. Fintech companies leverage 
technological innovations to offer competitive financial 
services, often targeting niche markets or providing more 
efficient and customer-centric solutions compared to 
traditional banks. This competitive landscape compels banking 
leaders to innovate continuously, enhance service offerings, 
and streamline operational processes to retain existing 
customers and attract new ones. Strategies such as partnerships 
with fintech firms, investments in digital infrastructure, and 
differentiation through personalized customer experiences 
become crucial for maintaining a competitive edge. Navigating 
these economic and competitive challenges requires banking 
leaders to not only monitor market trends closely but also to 
proactively adapt their strategies and operations. Embracing 
digital transformation, investing in technology and talent, and 
fostering a culture of innovation are essential steps towards 
ensuring long-term competitiveness and sustainable growth in 
the Malaysian banking sector. 
 
Conclusion 
 
The exploration of pivotal leadership mastery within the realm 
of project management professional practitioners reveals 
significant insights into the digitalization of Malaysian banking 
sectors. As these sectors undergo rapid technological 
transformation, the role of adept leadership becomes 
increasingly crucial. The study underscores that successful 
digitalization efforts hinge not only on the technical 
competencies of project management but also on the strategic 
vision, adaptability, and innovative mindset of leaders. Project 
management professionals in the Malaysian banking industry 
emphasize the need for leaders who can navigate the 
complexities of digital transformation while fostering a culture 
of continuous learning and agility. Effective leadership in this 
context involves balancing technical proficiency with soft 
skills such as communication, collaboration, and change 
management. These leaders are instrumental in aligning digital 
initiatives with organizational goals, ensuring seamless 
integration of new technologies, and driving sustainable 
growth. Moreover, the digitalization process necessitates a 
forward-thinking approach, where leaders must anticipate 
future trends and challenges. This proactive stance enables 
them to steer their organizations through the dynamic 
landscape of digital banking, leveraging emerging technologies 
to enhance customer experiences, improve operational 
efficiencies, and maintain a competitive edge. In conclusion, 
mastering pivotal leadership from the perspective of project 
management professionals is paramount to the successful 
digitalization of the Malaysian banking sector. Leaders who 
excel in this domain not only possess the requisite technical 
and managerial skills but also demonstrate visionary thinking, 
adaptability, and a commitment to fostering innovation. As 
digitalization continues to reshape the banking industry, the 
role of such leaders will be critical in driving transformation 
and achieving long-term success. 
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