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Abstract
This study aimed to design and explain a human resource digital skills development model for the Agricultural Bank. This applied,

qualitative, and exploratory study was conducted within an interpretive paradigm using an inductive approach. The participants comprised
academic experts, managers, and specialists in human resource management and digital transformation at the Agricultural Bank, selected
through purposive and theoretical sampling. Data were collected through in-depth semi-structured interviews. Initial saturation was
achieved after 15 interviews, and three additional interviews were conducted to confirm theoretical saturation; accordingly, data from 18
interviews were analyzed. Thematic analysis was performed through familiarization with the data, initial coding, identification of basic
themes, formation of organizing themes, and extraction of overarching themes. Recoding reliability was assessed using Cohen’s kappa
coefficient. The thematic analysis identified five principal dimensions, 15 components, and 88 indicators. The principal dimensions were
digital security and governance, digital structuring factors, emerging technology factors, digital skills and empowerment, and human
resource value creation. Digital structuring factors accounted for the largest proportion of the model, comprising 24 basic themes. Digital
skills and empowerment and human resource value creation each included 20 basic themes. A Cohen’s kappa coefficient of 0.732 indicated
satisfactory agreement and reliability in the coding process. The findings demonstrated that managerial support, change management,
technological infrastructure, information security, continuous learning, digital knowledge sharing, and digital literacy development
interactively determine employees’ digital skills development. Human resource digital skills development in the Agricultural Bank is a
multidimensional and systematic process requiring the integration of individual empowerment with digital governance, organizational
support, technological infrastructure, and continuous learning. The proposed model can provide a practical foundation for designing
training policies, restructuring human resource development processes, and advancing the bank’s digital transformation.

Keywords: Digital Skills; Human Resources; Agricultural Bank; Digital Transformation; Digital Empowerment; Thematic Analysis.
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Extended Abstract

Introduction

Digital transformation has evolved from the limited application of information technologies into a
comprehensive organizational process involving the redesign of strategies, structures, workflows, decision-
making systems, service-delivery mechanisms, and patterns of value creation. In this sense, digital
transformation is not equivalent to the simple conversion of analogue processes into electronic formats. Rather,
it entails the coordinated integration of digital technologies with organizational resources, managerial
capabilities, human capital, and strategic objectives. Organizations are therefore required to align technological
investments with changes in leadership, culture, employee competencies, and operational routines if they are

to obtain sustainable value from digitalization (Verhoef et al., 2021). This issue is particularly important in



service organizations such as banks, where the quality, speed, security, and accessibility of services
increasingly depend on employees’ ability to work effectively with digital systems.

Human resources occupy a central position in the success or failure of digital transformation. Although
organizations may invest substantially in software, artificial intelligence, data platforms, and information
systems, such investments do not automatically improve organizational performance. Their effectiveness
depends on whether employees possess the knowledge, skills, attitudes, and adaptive capacity required to use
them productively. Human capital may therefore serve as a mechanism through which digital transformation
is translated into improved organizational outcomes (Kampoowale et al., 2026). From this perspective, the
development of digital skills is not a secondary training activity but a strategic component of organizational
transformation.

Digital skills encompass a broad set of technical, cognitive, communicative, analytical, and ethical capabilities.
They include the ability to use specialized software, access and evaluate digital information, work with
organizational information systems, communicate through digital platforms, protect sensitive data, analyze
information, solve technology-related problems, and adapt to emerging tools. Such skills are no longer limited
to information technology personnel. Employees across administrative, managerial, operational, and customer-
service roles increasingly require varying levels of digital competence. Research on digital skills beyond the
information technology workforce indicates that these capabilities contribute to the value generated through
digitalization by improving technology use, process integration, information quality, and employee
adaptability (Molla et al., 2025). Accordingly, organizations must move beyond uniform and short-term
computer training and establish comprehensive systems for assessing, developing, and sustaining digital
competencies.

Digital skills are also associated with employees’ professional value and employability. Employees may signal
their learning capacity, adaptability, and occupational competence through their digital capabilities (Bokek-
Cohen, 2018). However, uneven access to technology and learning opportunities may create new forms of
inequality between younger and older employees, central and peripheral branches, or staff members working
in technologically advanced and under-resourced settings. Therefore, digital skill development should be
inclusive and sensitive to differences in job roles, educational backgrounds, age, experience, location, and prior
access to training.

The role of human resource management is especially important in addressing these differences. Digitally
powered human resource management involves the use of data, digital platforms, analytics, artificial
intelligence, and integrated systems in recruitment, training, performance appraisal, talent management,
workforce planning, and employee services. This transformation requires human resource professionals to
acquire new competencies in data analysis, digital communication, artificial intelligence, and technology-

enabled employee development (Mazurchenko & Marsikova, 2019). At the same time, competency-based




human resource management can help organizations define expected digital capabilities, identify skill gaps,
and connect training with performance and career advancement (Dolan et al., 2022).

The digitalization of human resource management also creates organizational challenges. It may require
changes in work styles, job descriptions, decision-making practices, and relationships between employees and
managers (Tawbe, 2021). Resistance to change, insufficient infrastructure, lack of strategic coordination,
limited managerial support, and inadequate employee preparation can prevent technology from being fully
integrated into organizational practice (Ghamkhari et al., 2023). Therefore, digital skill development must be
accompanied by change management, supportive leadership, adequate infrastructure, and clear organizational
policies.

Leadership has a decisive role in this process. Digital leaders must provide a coherent vision, allocate
resources, support experimentation, encourage learning, and connect technological change to organizational
goals. Competence in technology, data-informed decision-making, organizational change, and employee
empowerment constitutes an essential part of digital leadership (Rahmani Tabar et al., 2024). When managers
treat digital learning as an optional or ceremonial activity, employees are unlikely to transfer newly acquired
skills to their work. In contrast, managerial encouragement, feedback, and recognition can strengthen digital
engagement.

Organizational learning culture is another fundamental requirement. Because technologies evolve rapidly,
employees cannot rely on one-time training. Continuous learning, experimentation, peer support, and
knowledge sharing must become part of everyday organizational life. A strong employee learning culture
provides the psychological and organizational conditions necessary for continuous skill renewal (Mavunga &
Cross, 2017). Digital learning platforms can facilitate this process by offering flexible, accessible, and
personalized training. Nevertheless, the effectiveness of e-learning depends on instructional quality, user
support, technical accessibility, and alignment with job requirements (Feyzi et al., 2019). Technology-
enhanced differentiated instruction can also help tailor content to employees’ different competency levels and
learning needs (Barzegar et al., 2024).

Emerging technologies such as artificial intelligence further expand the possibilities for employee
development. Artificial intelligence can identify skill gaps, recommend customized content, provide feedback,
and simulate workplace situations. Evidence suggests that Al-supported learning can enhance job-related
competencies when it is integrated with appropriate educational design and organizational support (Zamroni
et al., 2025). Similarly, emerging technologies can improve human resource planning, talent identification,
training, and local organizational development when they are aligned with institutional needs (Ghanizadeh
Gerayli et al., 2025).

Digital skills also contribute to organizational resilience, innovation, and sustainability. They strengthen
employees’ ability to respond to disruption, maintain services, and adapt work processes during crises

(Seifollahi Anar & Akbari Arbatan, 2023). They also support dynamic capabilities, creativity, and innovation



by enabling employees to recognize environmental changes, reconfigure resources, and develop new solutions
(Ferreira et al., 2020). Moreover, sustainable human resource practices can enhance performance through
knowledge management and work engagement (Abu-Mahfouz et al., 2023). These outcomes depend partly
on organizational social capital, trust, communication networks, and cooperation, all of which facilitate
knowledge exchange and collective problem-solving (Andrews, 2010).

In public and state-affiliated organizations, however, digital transformation is influenced by formal regulations,
bureaucratic procedures, accountability requirements, and structural constraints (Berman et al., 2019).
Perceived fairness, professional development opportunities, and transparent advancement systems may also
affect employees’ willingness to acquire and use new competencies (Hennessy et al., 2024). Furthermore,
poor talent-management practices may cause employees to feel overlooked or disengaged, especially when
digital development opportunities are distributed unequally (Gillberg & Wikstrom, 2021). The alignment of
human resource practices with organizational strategy is therefore essential for translating training into
improved performance (Noopasand et al., 2014).

These issues are highly relevant to the Agricultural Bank, which operates through numerous branches, serves
geographically diverse populations, handles sensitive financial information, and performs both commercial
and developmental functions. Differences in infrastructure, workload, location, employee experience, and
access to training make it difficult to rely on generic digital competency models. Accordingly, the present
study aimed to develop a context-specific model for human resource digital skills development in the
Agricultural Bank and to identify its main dimensions, components, and indicators.

Materials and Methods

This study was applied in purpose and qualitative and exploratory in nature. It was conducted within an
interpretive paradigm using an inductive approach. The research population consisted of university experts,
managers, and specialists in human resource management and digital transformation who were familiar with
the organizational conditions and digital-development requirements of the Agricultural Bank.

Participants were selected through purposive and theoretical sampling. Selection criteria included relevant
academic or managerial expertise, practical experience in banking or human resource management, familiarity
with digital transformation, and the ability to provide detailed and informed perspectives. Data were collected
through in-depth semi-structured interviews based on open-ended and flexible questions.

Initial saturation was achieved after 15 interviews. To ensure the stability of the codes and confirm theoretical
saturation, three additional interviews were conducted. Since no new codes or themes emerged from the
supplementary interviews, saturation was confirmed, and the final sample consisted of 18 participants.

Data were analyzed using thematic analysis. The process included repeated reading of interview transcripts,
familiarization with the data, identification of meaning units, initial coding, comparison and integration of

similar codes, extraction of basic themes, organization of related themes into organizing themes, and formation

of overarching themes. To assess coding reliability, part of the interview data was coded twice by the researcher



at two different times. Cohen’s kappa coefficient was then calculated. Credibility was further enhanced through
repeated review of the data, comparison of codes with the original interview texts, expert review, and
supplementary interviews.

Findings

The thematic analysis resulted in the identification of five overarching dimensions, 15 organizing components,
and 88 basic indicators. The five principal dimensions were digital security and governance, digital structuring
factors, emerging technology factors, digital skills and empowerment, and human resource value creation.
The digital security and governance dimension included employee transparency and authority, security and
confidentiality of employee information, and compliance with laws and higher-level regulations. This
dimension consisted of 16 basic themes.

The digital structuring factors dimension contained managerial support for digital transformation, change
management and technology acceptance, and the provision of technological infrastructure. It included 24 basic
themes and represented the largest dimension of the model.

The emerging technology factors dimension consisted of human resource forecasting and planning, the use of
information systems, and the digitalization of processes. This dimension included eight basic themes.

The digital skills and empowerment dimension incorporated digital knowledge sharing, the use of learning-
management systems, and continuous learning of new technologies. It consisted of 20 basic themes.

The human resource value-creation dimension included training in applied software, enhancement of digital
literacy, and the ability to use emerging technologies. This dimension also contained 20 basic themes.

The coding-reliability analysis produced a Cohen’s kappa coefficient of 0.732, with a significance level below
0.001, indicating satisfactory agreement and good reliability. The findings showed that digital skill
development is shaped by the interaction of individual, organizational, structural, technological, educational,
and governance-related factors rather than by technical training alone.

Discussion and Conclusion

The findings demonstrate that human resource digital skills development in the Agricultural Bank is a
multidimensional organizational process. The prominence of digital structuring factors indicates that
managerial support, change management, and infrastructure are fundamental conditions for successful digital
learning. Employees cannot apply newly acquired skills when systems are unstable, access is limited,
workloads prevent participation in training, or managers do not support experimentation and learning.

The digital security and governance dimension reflects the sensitivity of banking operations. Employees must
not only know how to use digital systems but also understand confidentiality, access control, information
security, regulatory compliance, and professional accountability. Digital empowerment without governance
may increase operational and security risks. Therefore, technical competence and responsible digital conduct

must be developed simultaneously.



The emerging technology dimension shows that digital skill development must be connected to actual
organizational processes. Forecasting workforce needs, integrating information systems, and digitalizing
human resource procedures can create opportunities for employees to use data and technology in meaningful
ways. Training becomes more effective when employees can immediately apply what they learn in their job
roles.

The digital skills and empowerment dimension emphasizes that learning should be continuous, collaborative,
and accessible. Formal courses alone cannot keep pace with technological change. Learning-management
systems, knowledge-sharing networks, peer learning, mentoring, and flexible training formats are required to
sustain employee development. Particular attention should be paid to employees in rural branches, older
employees, and staff with limited access to digital infrastructure.

The human resource value-creation dimension indicates that the ultimate purpose of digital skill development
is improved organizational performance. Training should contribute to greater service quality, reduced errors,
faster processes, more accurate decisions, enhanced customer experience, and increased organizational
adaptability. Digital literacy should therefore be integrated into performance appraisal, career development,
promotion, and incentive systems.

Overall, the proposed model provides a comprehensive framework for the development of digital human
resources in the Agricultural Bank. It demonstrates that effective digital transformation requires the alignment
of governance, infrastructure, technology, leadership, learning, and value creation. The model may serve as a
practical basis for digital competency assessment, training design, workforce planning, process redesign, and

the evaluation of human resource digital maturity.
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