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To the reader,

this volume contains the short papers of the Sinergie-SIMA 2025 Management Conference, hosted
by the University of Genova on June 12" and 13" 2025.

Tertiarization is one of the most salient profiles of the structural change and economic development
that have characterized the recent decades (Jorgenson & Timmer, 2011). The growth of the service
industry affects multiple sectors, e.g. wholesaling/retailing, tourism/hospitality, transport and
logistics, health services, public administration, education, communication, banking and financial
services, and B2B services (Baines et al., 2017; Barrett et al., 2015).
This growing relevance of services in the economy and the society has stimulated a broader
interdisciplinary debate, e.g., the impact of tertiarization on the performance of the entire economic
system, the innovation and digitalization of services, and the applicability of service management
issues for the transformation of product-based business models.
Based on these premises, the 2025 Sinergie-SIMA Conference aims to explore the role of services
as part of the evolution of society in terms of relevance, growth, competitiveness, innovation, but
also sustainability and well-being. The lens of analysis used to explore this phenomenon will be
digitalization, as it is shaping service innovation in more traditional sectors (e.g., social and sanitary
services, tourism, retailing, etc.) and it is boosting knowledge-intensive business services (KIBS).
Thus, digitalization is a key driver of the business model transformation, facilitating the transition
of manufacturing firms towards digital servitization, enabling a new automation frontier (Frank et
al., 2019; Kastalli & Van Looy, 2013; Liu et al., 2024), and paving the way for new opportunities
for value creation within the global economy (Ostrom et al., 2015).
The application of digital technologies to services (e.g., Artificial Intelligence, Big Data Analytics,
Internet of Things, Machine Learning, Additive Manufacturing, Virtual Reality, Augmented
Reality, Metaverse) also facilitates the pursuit of relevant environmental and social issues, for
example contributing significantly to the achievement of greater systemic efficiency that help attain
the Sustainable Development Goals (SDGs) and circular economy (Xing & Liu, 2023). Leveraging
advanced technologies enables the extraction of valuable insights from vast amounts of information,
facilitating informed decision-making, personalized service offerings, optimizing service delivery
processes, and enhanced customer experiences (Chauhan et al., 2022). Big data plays a strategic
role in developing novel solutions that address evolving societal challenges, while driving
sustainable growth and innovativeness in the digital era (Cappa et al., 2022; Ciampi et al., 2021;
Mikalef et al., 2019). Therefore, the real challenge today is to harness the application of
digitalization to enhance the service-oriented approach and empower companies’ economic, social,
and environmental performances, generating and consolidating greater trust and loyalty among their
employees, customers, and suppliers for a more sustainable, inclusive, and better society (Shaukat
et al., 2016).
AIDEA devoted a Conference to the tertiarization and new challenges for management and
governance 25 years ago in Genoa, and many scholars focused on these topics from multiple
perspectives and with original approaches.
The 2025 Sinergie-SIMA Genoa Conference, in continuity with the past, is an excellent opportunity
to discuss our community’s research efforts in the service economy and management, in order to
identify new effective solutions suitable to face the current digital era. Different theories,
methodological approaches, and units of analysis are required to generate scientific research
impacting theories but also outlining wide-ranging strategies that can offer valuable insights to
business leaders, companies, and institutions. More precisely, the Conference was a great occasion
to discuss the research efforts of our research community within tracks related to the:
e Conference theme (Tertiarization & sustainability. New challenges for management in the digital
era),
e SIMA thematic groups (Artificial intelligence in management, Entrepreneurship, Innovation &
Technology Management, International Business, Marketing, Purpose-driven Businesses,
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Retailing & Service Management, Small & Family Business, Strategic Communication, Strategy
& Governance, Supply Chain Management, Logistics & Operations, Sustainability, and Tourism
& Culture Management),

e Management Case Studies.

The Conference call for papers gave the opportunity to submit either short and long papers. Overall,
the editorial staff received 311 submissions of which 263 short papers and 49 long papers.

For the short and long papers, the evaluation followed the peer review process, with a double-blind
review performed by, respectively, one and two referees - university lecturers and experts about the
topic - selected among SIMA and the community of Sinergie members.

In detail, the referees applied the following criteria to evaluate the submissions:
- clarity of the research aims,

- accuracy of the methodological approach,

- contribution in terms of originality/innovativeness,

- theoretical and practical contribution,

- clarity of communication,

- significance of the bibliographical basis.

The peer review process resulted in full acceptance or rejection of the submissions. In the case of
disagreement among reviewers’ evaluations, the decision was taken by the Chairs of the SIMA
thematic groups or conference track. Each work was then sent back to the Authors together with the
referees’ reports. The suggestions received by the referees were used by the Authors during the
presentation of their research works at the Conference.

The evaluation process ended with the acceptance of 293 papers (249 short papers and 44 long
papers). This volume proposes the short papers whose Authors have authorized their publication.

All the short papers published in this volume were presented and discussed during the Conference
and published online on the web portal of Sinergie-SIMA Management Conference
(https://www.sijmsima.it/).

While thanking all the Authors, Chairs, and participants, we hope that this volume will contribute to
advancing knowledge about tertiarization and sustainability in management.

The Conference Chairs

Lara Penco, Arabella Mocciaro Li Destri, and Marta Ugolini
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Track 1 - Artificial Intelligence in Management

Al adoption in the workplace: Cognitive and Emotional Appraisals
GIULIA GOGIALI, FABIOLA SFODERA, ANDREA LAUDADIO, LUCA DEZI

How self-verification experiences and self-concept clarity jointly shape job applicants’ responses to Al
VALERIO DERIU, MARTINA D1 ClocClO, ANDREA MONTEFUSCO

Data Discrimination and Algorithmic Challenges in Al copilots. A systematic literature review
CARMELA ELITA SCHILLACI, FEDERICO MERTOLI, LUIGI PIPER, LUCREZIA MARIA DE COSMO,
GIANLUIGI GUIDO

Lights and Shadows in the Governance of Generative Al Firms: a preliminary approach
FRANCESCO LAVIOLA, ROBERTO ARGIOLAS, CARMELA DI GUIDA

Il Web3 incontra I'Al. Verso nuovi modelli di business decentralizzati e generativi
FRANCESCO FASANO, CHIARA BARTOLI, FRANCESCO CAPPA, ENZO PERUFFO, PAOLO BOCCARDELLI

The Future of Education: reframing skills and learning in the age of artificial intelligence
CHIARA BARTOLI, FEDERICO CESCHEL, LORENZA GERARDI, LUCIA MARCHEGIANI, ENZO PERUFFO

Leveraging Al for Internationalization: The Role of Artificial Intelligence in the Global Expansion
of Italian Startups
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The Trade-off Between Data Privacy and Personalization in the
Financial Sector: Can Generative Al be a moderator in Gen Z’s
Investment Decisions?
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Abstract

The increasing digitization of financial services has amplified the trade-off between personalized offerings and data
privacy. While tailored investment recommendations provide significant advantages to investors, especially those that
are Generation Z individuals (GZlIs), concerns over data security, fraud and potential misuse persist. In parallel, it
accelerates the tertiarization of the sector, shifting the focus from traditional banking institutions towards an Al-driven
financial ecosystem. This study explores the role of Generative Al (GAI) as a moderator in this balance, analyzing how
it can facilitate investment decisions without compromising privacy. Through qualitative interviews with ten American
GZIs (five males, five females), the findings suggest that while this cohort is generally inclined to share personal data for
personalization, financial decision-making presents unique challenges, such as the need for human interaction in
finalizing financial decisions and different feelings regarding traditional and digital banks. GAl emerges as a key enabler,
providing investment insights through synthetic data generation and federated learning, ensuring both personalization
and privacy. The study contributes to financial technology research by highlighting GAI’s potential in reshaping
investment advisory services.

Framing of the research. The rapid digitalization of the financial sector has revolutionized how financial services
are delivered, with artificial intelligence (Al) playing an increasingly central role in investment decision-making and
personalized financial advising (Mavlutova et al., 2020). One of the most critical challenges in this transformation is
balancing personalization and data privacy (Oyedokun, 2025). While highly customized financial services offer
significant advantages to consumers, particularly younger digital-native generations (e.g., Generation Z individuals or
GZlIs), concerns about data security, regulatory compliance, and ethical implications persist. The trade-off between
personalization and privacy has thus become a defining issue in contemporary financial service offering (Eko Retno et
al., 2023).

Financial institutions increasingly rely on predictive analytics and Al to tailor their services to individual investors.
Personalized investment strategies leverage large datasets to assess risk tolerance, market trends, and user preferences,
enabling financial firms to optimize asset allocation and risk management. However, achieving this level of customization
often requires extensive access to personal financial data, raising concerns about data misuse and compliance with
stringent regulations or Authorities, such as the Consumer Financial Protection Bureau (CFPB) in the US (Birkenmaier,
2024).

The personalization-privacy trade-off is particularly pronounced in the financial sector due to the sensitivity of the
data involved. Unlike other domains where users are willing to exchange data for convenience (e.g., targeted advertising),
financial information is inherently more confidential (Alhawamdeh et al., 2024).

Generative Artificial Intelligence (GAI) has the potential to reshape how financial services balance personalization
and privacy. Unlike traditional Al models that rely on direct access to raw user data, GAIl leverages synthetic data
generation, differential privacy techniques, and federated learning to deliver personalized insights without exposing
sensitive information (Chatterjee et al, 2023). This allows financial institutions to offer customized investment
recommendations while minimizing privacy risks. Indeed, GAl can analyze vast amounts of financial data, detect
emerging market trends, and provide tailored investment suggestions. Moreover, techniques such as synthetic data
generation enable Al systems to create anonymized datasets that preserve patterns and trends without compromising
individual privacy. This approach ensures that financial institutions can harness the benefits of personalization without
direct access to identifiable user data. Furthermore, it accelerates the tertiarization of the sector, shifting the focus from
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traditional banking institutions towards an Al-driven financial ecosystem. Another advantage of GAI in financial services
is its ability to enhance financial literacy. This educational function is particularly valuable in fostering long-term
financial independence while ensuring that privacy remains a top priority (Philippas & Avdoulas, 2021).

Purpose of the paper. The purpose of this research is to explore how GZlIs perceive the role of Al in financial
decision-making and, specifically, the role of GAI as a moderator of the trade-off between personalization and privacy
in the context of financial services.

As financial institutions increasingly utilize Al to personalize investment strategies, a critical challenge arises:
balancing the benefits of highly tailored services with the privacy concerns associated with sensitive financial data. GZIs,
often characterized as the first true digital-native cohort (Fulco & Aquilani, 2023; Rossi et al., 2023), is accustomed to
Al-driven recommendations in various domains, from entertainment to e-commerce. In financial services, however, their
attitudes towards Al-driven personalization are more nuanced. While they generally appreciate tailored
recommendations, they are also highly aware of data privacy risks, particularly in an era of increasing data breaches,
fraud and cybersecurity threats (Oberoi & Puranik, 2024).

This research investigates how GAl, through privacy-preserving techniques like synthetic data generation, federated
learning, and differential privacy, can address these concerns while still offering tailored investment recommendations
(Long et al., 2020).

Moreover, this research proposal is particularly compelling due to the fact that many individuals within this cohort
are first-time investors, often possessing limited experience in managing financial assets. As such, Al-driven education
and guidance offer a significant opportunity to bridge this knowledge gap. GAl-powered virtual financial advisors, for
instance, have the potential to provide scenario-based simulations that can assist young investors in understanding
complex concepts such as risk-reward trade-offs, portfolio diversification, and the intricacies of making informed
investment decisions.

Methodology. To gain a comprehensive understanding of Generation Z’s perceptions of the trade-off between privacy
and personalization in financial services, with particular emphasis on the role of GAIl, a qualitative, inductive, and
exploratory approach was employed. This method was selected to uncover emerging insights without the constraints of
prior predefined assumptions. This allowed for a comprehensive examination of participants' experiences and
perceptions, fostering a contextually rich understanding of their perspectives on privacy concerns and the role of Al in
financial decision-making.

As the chosen data collection method, semi-structured in-depth interviews were conducted to facilitate a flexible and
open-ended exchange between the interviewer and participants. This approach enabled an in-depth exploration of the
research topic while ensuring a structured focus on key thematic areas (Schreier, 2012). The interviews delved into
participants' attitudes towards Al-driven personalization in financial services, their concerns about data privacy, and
their thoughts on how GAI could affect this balance. Given the participants’ familiarity with digital technologies,
including Al, the semi-structured format was particularly effective in engaging them with both personal and broader
reflections on the topic (Boyce & Neale, 2006).

The study targeted 10 American Gen Z individuals (5 males and 5 females) through purposive sampling to ensure a
group that was representative of the cohort’s characteristics and experiences. The selection of participants aimed to
include individuals who were familiar with Al and had diverse attitudes toward financial services and technology. By
interviewing an equal number of males and females, the study ensured gender balance, which is important for capturing
a broader range of perspectives on this sensitive topic (Carson et al., 2001).

Participants were first asked to reflect on their experiences with Al and financial services in general. Questions
focused on their familiarity with Al in various contexts, such as entertainment or e-commerce, and how those experiences
shaped their expectations of Al in financial decision-making. One key question was: “How comfortable are you with Al
making personalized investment recommendations for you?”” Participants were then asked to consider the trade-off
between personalization and privacy, with questions like: “What are your concerns about sharing personal financial data
with Al systems?”” and “How do you think GAI could help balance the benefits of personalized financial advice with
privacy protection?”

To explore the role of GAI specifically, additional questions addressed how participants perceived GAI’s potential in
providing tailored financial guidance while ensuring data security. For example, participants were asked: ““Do you think
GAI could offer personalized financial advice without compromising your privacy?”” This question encouraged them to
consider the innovative aspects of GAI, such as federated learning and synthetic data generation, and how these
technologies could alleviate their privacy concerns. Thematic content analysis (Braun & Clarke, 2006) was used to
analyze the interview data, identifying recurring themes and patterns that highlight the main concerns, preferences, and
insights of Gen Z participants regarding Al in financial services.

Results. The results of the interviews reveal significant insights into their attitudes towards Al-driven personalization
in financial services, with a particular focus on the role of GAIl in balancing the trade-off between personalization and
privacy. The participants generally demonstrated a positive inclination towards Al, recognizing its potential to simplify
and enhance financial decision-making. However, concerns regarding data privacy, especially in the context of financial
services, remained relevant.

A key finding from the interviews is that GAI could be particularly useful in addressing the initial fears of Gen Z
individuals who have not yet ventured into investing. Many participants indicated that they felt uncertain or overwhelmed
by the complexities of financial markets, with some admitting that they had avoided investing in the past due to lack of
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knowledge and fear of making uninformed decisions. In this regard, GAI’s ability to offer tailored investment
recommendations using synthetic data and federated learning was seen as an important tool for easing their
apprehensions. As one participant stated, “GAl could give me insights into the market without me feeling like I’m blindly
trusting someone with my money,” highlighting the importance of transparency and control in their financial decision-
making.

Additionally, participants appreciated that GAl-powered systems could provide personalized advice without
compromising their privacy. The use of such technology to generate insights while maintaining data confidentiality
resonated with the participants, as they valued having a balance between personalized recommendations and privacy
protection. For example, when asked about privacy concerns, one participant commented, “As long as my personal
financial data is not being exposed to anyone, I’m more comfortable with Al helping me out.”” This sentiment was echoed
by others, who expressed that their willingness to engage with Al-driven financial services would be significantly
influenced by the transparency and security measures employed by the financial institutions.

Moreover, GAI’s role in enhancing financial literacy was recognized as an essential benefit. Many participants
admitted to having limited knowledge about investing and managing finances, often relying on family members or friends
for advice. However, they noted that such guidance often lacked depth or professional expertise. Participants indicated
that GAI could fill this gap by providing real-time, scenario-based simulations that help individuals understand financial
principles, such as risk tolerance, diversification, and portfolio management. One participant explained, “Having a
virtual financial advisor would help me understand how to balance risks and rewards. | would feel more confident making
decisions on my own.” This suggests that GAI’s potential to educate and empower Gen Z investors could have a profound
impact on their long-term financial independence.

The theme of trust also emerged as a significant factor in participants’ acceptance of GAl in financial services. Despite
their openness to Al-driven personalization, they emphasized the need for human involvement in finalizing decisions.
Several participants expressed a preference for a hybrid model, where GAI provides initial recommendations and
analysis, but human advisors play a crucial role in guiding the final decision-making process. As one participant put it,
“1’d like the Al to help me get started, but I would still want a human to check over the big decisions.” This reflects a
broader sentiment that while GAI can enhance financial decision-making, it cannot fully replace the human element,
particularly in situations that involve more complex financial choices.

When asked about the potential drawbacks of GAI, participants were primarily concerned with the possibility of over-
reliance on Al and the loss of human judgment in financial decisions. One respondent noted, “If people start depending
too much on Al, they might miss out on understanding the broader picture of the market.”” This concern highlights the
importance of maintaining a balance between Al guidance and human insight, ensuring that Al is used as a tool to
augment, rather than replace, critical thinking in financial decision-making.

Finally, an interesting perspective spontaneously emerged from the interviews regarding the type of bank that adopts
Al, specifically distinguishing between traditional physical banks and digital banks. GZIs tend to prefer digital banks for
everyday transactions, as they typically offer the same services as traditional banks at a lower cost due to their digital
nature. However, when it comes to investments, rather than just savings or electronic payments, having a physical branch
to visit in case of issues is considered essential. As a result, many respondents indicated that an optimal solution would
be a hybrid model, where a traditional bank also incorporates a dedicated digital division functioning as a digital bank.
Overall, although individuals in the United States are generally perceived as more risk-seeking compared to those in
other countries, this cultural predisposition appears to be less pronounced when it comes to financial investments. The
findings suggest that, despite a broader societal inclination toward risk-taking, American Gen Z investors exhibit a more
cautious approach when managing their personal finances, demonstrating a heightened awareness of potential financial
risks and uncertainties.

Research limitations. While this study provides valuable insights into the role of GAIl in addressing the
personalization-privacy trade-off in financial services for GZlIs, several limitations should be acknowledged. Firstly, the
sample size of 10 American Gen Z participants, though purposefully selected, is relatively small and not necessarily
representative of the entire cohort. Future research could expand the sample size to include a broader range of GZlIs,
considering factors such as socioeconomic background, educational level, and geographic location, to gain a more
comprehensive understanding of their attitudes toward Al in financial services. Additionally, the study focused solely on
American participants, limiting the cross-cultural applicability of the findings. Exploring how Gen Z in other countries,
with different financial regulations and cultural attitudes toward privacy, perceives GAIl in financial services would
provide valuable comparative insights (Koo et al., 2021).

Secondly, the research relied on qualitative interviews, which are inherently subjective and may be influenced by
participants’ personal biases or limited experience with Al-driven financial services. Future studies could incorporate
quantitative methods, such as surveys or experiments, to validate and generalize the findings. Additionally, longitudinal
studies could explore how Gen Z’s attitudes toward Al in finance evolve over time, especially as they gain more experience
with financial decision-making and Al technologies (Savin et al., 2024).

Finally, while this study focused on the potential of GAI to balance personalization and privacy, future research could
investigate how other aspects of Al, such as explainability and transparency in decision-making, influence trust and
engagement in financial services. Understanding the ethical implications and regulatory challenges associated with GAI
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in financial services will also be crucial for developing effective policies that protect consumers while fostering
innovation.

Managerial implications. This study provides several key managerial implications for financial institutions looking
to integrate GAl into their services, particularly when targeting Gen Z consumers. As this cohort becomes an increasingly
important demographic in the financial sector, understanding their preferences and concerns is essential for creating
personalized and privacy-conscious financial offerings. The findings highlight how GAI can be strategically leveraged to
address the delicate balance between personalization and privacy, allowing financial firms to create more customer-
centric services (Yadav & Tandon, 2024; Singh et al., 2024).

Firstly, financial institutions can use GAI to offer tailored investment recommendations while mitigating privacy
concerns, a key consideration for Gen Z consumers. With increasing fears around data breaches and misuse, GAI’s ability
to generate synthetic data and utilize federated learning techniques provides a way to offer personalized financial advice
without directly accessing sensitive customer data. This not only ensures compliance with data privacy regulations but
also helps in building trust with clients. Financial managers should prioritize implementing these privacy-preserving
technologies into their Al systems to alleviate consumer anxieties and create a more secure financial advisory
environment (Wang et al., 2024).

Additionally, the study underscores that Gen Z consumers, while comfortable with Al-driven services, do not see Al
as a full replacement for human advisors. They value Al for its ability to provide initial analysis and insights, but prefer
a hybrid model where human advisors offer personalized guidance and reassurance (Huang & You, 2023). This suggests
the importance of adopting a hybrid advisory model that combines Al-driven recommendations with human expertise,
shedding light on a research domain that is worthy of further investigations. Financial institutions should focus on
training their human advisors to collaborate with Al systems, ensuring they can interpret Al insights and provide human-
centered advice. This model would allow firms to offer the best of both worlds, i.e., efficiency, scale, and personalization
through Al, alongside trust and emotional reassurance through human advisors. This approach will likely resonate better
with GZlIs, who value both technological innovation and human connection (Windasari et al., 2022).

The study also emphasizes the role of GAI in enhancing financial literacy, particularly among first-time investors
(Garg & Singh, 2018). For many GZlIs, investing can be an intimidating and complex experience. Financial institutions
can capitalize on this by offering GAl-powered educational tools, interactive simulations, and scenario-based learning
experiences that help clients understand key financial concepts. This approach could help GZIs feel more confident in
their investment decisions, reduce the fear associated with complex financial markets, and ultimately foster a sense of
financial empowerment. Providing these educational resources could also improve customer engagement and long-term
loyalty, positioning financial institutions as trusted partners in customers’ financial journeys (Desai et al., 2024).

Furthermore, firms must prioritize transparency in their Al-driven systems. Clear communication about how GAI
operates, how it ensures data privacy, and how it complies with relevant regulations is essential for maintaining consumer
trust. Gen Z is more likely to engage with services that offer transparency about data usage and decision-making
processes. Financial institutions should provide detailed explanations of how Al models are used, the safeguards in place
to protect user data, and how they align with privacy regulations. This transparency will reassure Gen Z clients, who are
often wary of the potential misuse of their data and strengthen their relationship with the institution (Amarna et al., 2025).

Finally, an important consideration for financial institutions pertains to the distinction between digital banks and
traditional physical banks in the integration of Al-driven services. Specifically, financial institutions should account for
the growing preference for a hybrid banking model when designing Al-driven financial services, ensuring both the
accessibility of digital banking and the security provided by physical branches for investment-related services
(Rangaswamy et al., 2021).

Originality of the paper. This paper presents a novel contribution to the field of financial technology by exploring
the role of GAI in moderating the personalization-privacy trade-off in financial services, specifically in relation to GZIs.
While there is considerable research on Al and personalization in financial services, this study is one of the first to focus
on GAI’s potential to simultaneously offer personalized financial advice while addressing privacy concerns, that is an
issue that has become increasingly relevant in light of growing data privacy anxieties (Agu et al., 2024).

The originality of the paper lies also in its focus on a specific cohort, i.e., GZIs, who, as digital natives, are uniquely
positioned to interact with Al-driven services. Unlike previous studies that predominantly examine older generations, this
paper examines the attitudes of Gen Z towards Al-driven financial decision-making, providing insights into how GAI can
serve as a bridge between the desire for personalized services and the need for data privacy. The study highlights that
Gen Z, while generally open to sharing data for personalization, remains cautious about privacy risks, making it essential
for financial institutions to find ways to preserve privacy while offering tailored services (Srivastava et al., 2024).

Furthermore, the paper contributes to the emerging field of GAI by showcasing its potential in the context of financial
advising. By utilizing innovative techniques such as federated learning and synthetic data generation, GAI can provide
personalized insights without compromising user privacy. This application of GAIl in financial services is still
underexplored, and this research fills an important gap by offering an in-depth exploration of how GAI can be employed
to balance the personalization-privacy dichotomy for those that will be the ““spenders of tomorrow” (Long et al., 2020;
Chatterjee et al., 2023).

Finally, this study offers a fresh perspective on risk-seeking behavior among Gen Z investors, particularly in the U.S.,
where individuals are traditionally perceived as more inclined toward financial risk-taking compared to other cultural
contexts, such as Italy. However, findings suggest that this risk-seeking tendency is less pronounced when it comes to
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personal investments, as GZIs exhibit a more cautious approach in financial decision-making. By examining how GAI
can help mitigate investment hesitations and enhance financial literacy, this research sheds light on an emerging dynamic
where technology plays a critical role in shaping risk perceptions and investment behaviors among younger generations
(Oyewole et al., 2024).

Key words: Generative Al; financial services; Generation Z; Personalization-Privacy Trade-off; Data privacy; Al-driven
Financial Decision-making
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