
Digital Banking Moves Forward

Digital transformation has affected almost every industry, 
as organizations try to gain a competitive advantage and 
cater to changing customer demands.  
The banking sector has also recognized the game-
changing effects innovative technological disruptors like 
Artificial Intelligence (AI) can have and acted promptly to 
optimize their online and mobile banking models with 
customer interaction platforms.

Covid-19 has accelerated the deployment of these 
technologies even further. Despite the increase in online 
banking, banks hadn’t expected not having face-to-face 
contact with people for a prolonged time or not having 
employees working in their offices. Banks are consequently 
preparing themselves to meet these challenges in the 
future and to not fall for the same mistakes.

This means responding efficiently to challenges such as 
outbreaks and finding solutions that can guarantee 
business continuity regardless of any crisis. 

Social distancing has altered how people purchase goods, 
communicate and work, and banks have had to reduce 
their dependence on humans, when possible, to become  
a lights-out business that meets customer demands for 
24/7, omnichannel access to services.

Whether it’s for processing transactions, consulting 
information, and accessing customer service, banks today 
need to invest in improving their contact points with 
consumers beyond their branches or outsourced call 
centers, and digital solutions have provided the banking 
sector with a competitive advantage. 

Chatbots in Banking: The New 
Must-Have in Customer Care 
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AI and Automation Powering Digital Banking

For years, customers have been demanding more from their financial institutions.  
Covid-19, and the consequences that came from the pandemic only accelerated these customer 
demands. Consumers expect immediacy, personalized, and flawless interactions with their favorite 
brands and they expect the same from their banks. There is little surprise then that the new wave  
of digital banking is all about customer experience.

Banks need to improve the quality of their customer service without sacrificing time to redundant 
user queries. Subsequently, they now understand the importance of automation and 24/7 services 
that are not only convenient to them, but to their customers. This means seamlessly providing 
scalable 24/7 customer support on multiple channels and languages.

To reach this objective, banks need robust platforms that can guarantee these deliverables,  
and provide immediate assistance to clients, whether they need to:

01.
Transfer money

02.
Check account balances

03.
Make additional requests

Customers can benefit from receiving personalized assistance through a chatbot on the channel and language  

of their choice, but so too can employees. Chatbots do not need to pose a risk to human agents, as their role is not  

to replace workers, but rather boost their productivity by allowing employees to focus on more complex tasks that  

require their knowledge and talent while reducing support costs and increasing customer retention rates. 
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Guiding Bank Consumers Towards  
Self-Service

Digital services have become mainstream features in 

nearly every sector. Any service that can be delivered 

online, is technically a digital service. Banks have not fallen 

behind in providing digital services and have been catering 

to customer demands for self-service for some time now. 

With many customers preferring to carry out transactions 

on their own, without needing to queue to meet a bank 

employee or respect working hours, banks provide self-

service capabilities like Kiosks or ATMs. The combination 

of digital services and self-service is a different matter. 

Leveraging digital services and AI to deliver personalized, 

 while allowing customers to self-

serve and carry out their own actions is a key element in 

the future of customer service and customer experience. 

This is where chatbots have become integral features of 

digital self-service solutions. 

omnichannel services

Chatbots in banking can help streamline transactions like 

money transfers and account balance checks via a 

 so that customers are constantly 

guided through their actions. 


Chatbots can facilitate access to 

 from any page on a bank’s site, while additionally 

providing tailored information by leveraging customer data 

to deliver recommendations and tips to customers in  

an automated way. 

conversational interface

banking information  

and FAQs

Chatbots allow customers to manage requests swiftly and 

efficiently while acting as a listening channel so that banks 

can better understand user habits, anticipate customer 

actions and deliver personalized offers and services. 

By contextualizing products and services, banks increase 

their customer loyalty and their lifetime value. 

Employees also benefit from chatbots, as these reduce 

operational costs, minimize human error and save human 

agents time on repetitive queries so that they can focus on 

more complex issues or on training to gain new knowledge 

and capabilities. According to a study by Juniper, chatbots 

will save banks up to $7.3 billion worldwide by 2023, 

allowing them to compete with other branches and deploy 

a successful digital transformation. 

$7.3 billion
will be saved by banks worldwide  
by 2023 thanks to chatbots
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Chatbots in Banking: Use Cases

The experiences chatbots provide must be as similar to a human agent as possible.  
That means providing more than simple Q&As, but rather presenting alternatives and offers, 
anticipating their needs, and providing insights when convenient. 

Banks need to engage with their customers in the right way and in the right channels. Integrating 
chatbots as part of their engagement processes can improve customer satisfaction, reduce costs 
and deliver valuable qualitative and quantitative feedback on customer demands and opinions. 

It is no surprise then that so many banks are already looking to deploy chatbots to optimize their 
digital transformation strategies. Here we will showcase some examples:

01. BforBank optimizes its 100% online customer service 
by improving its self-service capabilities

One bank that has notably benefited from the deployment 

of chatbots is . As a neo-bank integrated into  

the Crédit Agricole group, the 100% online bank focuses  

on autonomous, active, and mobile customers and caters 

to its customers digitally. 


In order to lighten the workload, while delivering 24/7 

services and reduce contacts with low-added value, 

BforBank called on  to integrate solutions that 

would optimize their customer service.

BforBank

Inbenta

Along with deploying dynamic FAQs, forms, and contact 

pages, Inbenta has set up a chatbot on the bank’s mobile 

application that:

✓ totals an average of 850,000 visits a month with the 

ability to escalate to agents at the customer’s request.

✓ automatically responds to user queries 24/7,  

easily retrieving information and boosting online 

satisfaction and customer autonomy.

Aide
Vous avez une question ?

Comptes Virements Aide Plus

E-mail
Une réponse sous 48h

Téléphone
Un service d’experts est à votre écoute 
pour toutes vos demandes

L’assistant virtuel 
BforBank vous répond ...

Disponible 24h/24, 7j/7, posez-lui toutes vos  
questions relatives à des thématiques bancaires.

Posez votre question
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02. BNP Paribas develops conversational experiences with Inbenta

With banks needing to access their customers on digital 

platforms and multiple channels, the largest French bank, 

 chose Inbenta to improve the conversational 

experiences on their website. 

BNP Paribas

Along with providing a  to allow 

customers to check their accounts, offers, and carry out 

transactions, BNP Paribas makes sure that clients can 

contact the Bank or find the information they need over a 

wide array of channels: 

virtual assistant

✓ Messenger    

✓ Twitter    

✓ Facebook  

✓ Dynamic FAQ   

Particuliers Banque privée Professionnels Entreprises FR

La banque d'un monde qui change Devenir client Accéder à mes comptes

NOUS CONTACTER

PAR TÉLÉPHONE

VOUS AVEZ UNE QUESTION ?

Gérer ses  
comptes

Emprunter

Assurer et 

sécuriser

Épargner

Investir en 

bourse

Nous  
contacter

chattez

Écrivez un message...

140

Bonjour, je suis Telmi, votre assistant

virtuel 

www.inbenta.com

Banks Must Choose a Platform 
That Can Deliver the Right Results
Chatbots can  for customers, and these banks must choose the right platforms to deliver 

the capabilities that meet new customer demands. Inbenta’s chatbots allow banks to interact with their customers on their 

favorite channels at any time of the day. Numerous integrations can optimize customer service by automating end-to-end 

processes with enhanced FAQs and omnichannel chatbot capabilities that use  to power its Natural 

Language Processing technology, enabling it to understand human languages in all their variations.

transform banking experiences

neuro-symbolic AI

FREE EBOOK

Automating Customer Service — A Complete Guide

Download now
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Inbenta is a global leader in a new class of enterprise AI and semantic search 
technology for e-commerce and customer support.

Powered by natural language processing, Inbenta’s products are used by over 
250 companies to drastically boost self-service, enhance customer experience, 
increase conversions, and cut down on support costs by helping customers find 
exactly what they need.

Inbenta specializes in conversational chatbots, virtual assistants, e-commerce 
search, support ticketing, hybrid chat, and knowledge management.

Get in touch with us

Positive similarity Negative similarity SW : Semantic weight

Knowledge base
Cancel my bank account online 

Cancel(V) I I SW:30% LRW:95%

my(DET) I SW:4%

bank account(N) I SW:40%

online(A) I SW:26%

User Input
I want to close my account

I(PRON) I SW:0%

want(aux:V) I SW:0%

to(infinitive:PREP) I SW:0%

close (V) I SW:44%

my(DET) I SW:2%

account(N) I SW:54%

Banks can engage with their customers and allow them  
to access their information, check accounts or apply for 
cards or insurance without having to visit their branch. 

Banks can also reduce support costs and see how their 
agents receive valuable support from chatbots that can 
reduce the number of incoming contacts by 40% on 
average and provide agents with customer details when 
queries are escalated.  



With customer satisfaction being a key brand differentiator, 
Inbenta’s chatbots can allow agents to improve response 
times, boost customer loyalty and deliver personalized 
experience by listening to what customers say and write 
and delivering results to keep banks ahead of the curve.



In short, chatbots will not replace human agents. In fact, 
by automating standard procedures, human agents will 
have to focus on more demanding issues.



This type of deployment is crucial for financial companies 
to carry out their digital transformation and thus be able  
to compete with the giants of the industry,
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