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Challenges and Opportunity of
Artificial Intelligence in
Banking Sectors

OPEN ACCESS Ms.Mani Fatima Raju, MBA.,
Asststant Professor, Department of Business Administration
Jayaraf Annapackiam College for Women (Autonomous)

N
Volume: 6 Periyakulam, India
Special Issuc: | Abstract

Avtificial Intelligence is making a machine behave in a way that would be intelligent
Month: January if'a human were so behaving. Many industrial sectors have adopted artificial

intelligence for the development and customer satisfaction. Banking sectors were
lagging back in adopling this infelligence as this sector requires dependence of
human workforce lo think and decide. Banks are now implementing Artificial
T 416 intelligence for managing risk, financial analytics and portfolio/investment
TSSN: 2320-4168 management. It helps to make decision based on the various data the banks have
supplied to the Artificial intelligence device, This is useful for the banks internally
and for the clients externally. Most of the work will become digitalized in future.
It will decrease the work load and it will save various processing cost. There is lot of
advantages with the adaption of Artificial intelligence. At the same time, Technology

Year: 2019

Impact Factor: 4.118

Citation: e , ;
. g . may replace human intelligence where machine may overtake human being.
Raju, Mani Fatima, j p ) ] . g
w They will also face some problem regarding unemployment; responsibility of the
Challenges and transaction, decision taken by the artificial intelligence won't be fully trusted, and
Opportunity of Artifi many more. This paper discusses about the various opportunities and challenges a
Cial Tntclligcnce in banking sectors may fuce due to artificial intelligence.
. e Norsvpns |
B‘mkm!? Scctors. Keywords: Artificinl intelligence, digitalization, technology, blockchain
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f C ’ Introduction

vol. (6’ no. 81, 2019, In the early decade, banks were functioning with the traditional
BpES=12. method following various process and procedures for banking
) transaction and making decision regarding investment. Later with the
I?L?I Jldoi.ore/ 10.5281/ development of technology and adaptation of automation, banking
Psi/0LOE UL /" sectors came out with ATM’s, online banking, core banking, eKYC
Zeedor323038 and many more for the convenience of the customers. With the help

of these technology banks are now able to reach out with lots of
customers and provide better service to them. Banks generate lots of
data of the customer, it handle lots of transaction and offer various
service to them. To manage all this work in an effective way and at
right time, banks have adopted using Artificial intelligence. It helps
them to offer more personalized and effective customer service.
Artificial intelligence is a form of computer science used to
create intelligent machine that can recognize speech, object and
can learn plan and solve problem like human. The various Al
applied technology are machine learning, deep learning, predictive/ . -
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prescriptive analytics, virtual agents and natural language understanding t g =%
, , tanding technologies (Siri, Alexa,

Google home, A:meha, efc). Banks are implementing this technologygin front e:gul and back end
process for oftjcn_ng s_olunon for both financial and business management operations. This helps to
save cos(ti by eliminating a lost of back office and operations staff who manually reconcile transaction
and conduct investigation. Some research shows that the adaptati ial to add
nearly $ 1 trillion to the Indian economy in 2035. piationiofiAT hasithEpoten ey

Many banks have started implemenﬁting some Al technology like Bank of America launched
ERICA to help customer manage their saving, City banks acquired FEEDZAI, a data science
company that works in real time to identify and eliminate frauds, HDFC bank h;s developed an
Al based chatbot EYA (electronic Virtual Assistant). It gains knowledge from various sources and
provide answers within a second. It was helpful for the customer to clear their queries.

Application of Al
The various arca were Al are applied in banks are

Digital Wallets

Digital wallets are the future payment technology which helps the customer to make the
transaction through Smartphone and not be dependent on physical cash. It will expand the
transaction of money at higher level in the future period. Eg: Paytm, BHIM App, etc

Chatbot
Itis an Al software that can understand human conversation (voice/text) and respond accordingly.
This help to sort out customers’ queries in large number. HDFC launched its first Chatbot EVA.

Blockchain

It is a decentralized financial management from a centre authority to a widespread network of
computer. Financial transactions are broken down into encrypted packet or blocks which are then
added to the chain of computer code and encrypted for enhancing cyber security. It is to inculcate
the advantage of real time payment process, hastening up the procedure of payment thereby
increasing support and satisfaction. It could decrease billions of cash by reducing processing cost.

Fraud Detection and Security

Securing the money of customers is one of the primary functions of bank. Al will provide security
to the customer by using Image/face recognition in ATM’s to detect and prevent fraud crimes.
Anomaly detection will increase the accuracy of credit card fraud and anti money laundering.
Digitalization and automation in back office

Digitalization is simplified banking experience and enhances productivity. All the procedure and

documentation will be digitalized which in turn will cut down back office processing time and cost.

Challenges
There is lot of benefits using Al. Apart from this there are some challenges which people might
face by implanting Al in banking sectors.

Unemployment
Wlfh the‘ development of Al many jobs will be automated which will lead to unemployment.
Machine will take over the jobs of human which will shrink the opportunity for the job seekers.
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Low Digital Literacy in Rural Area

It has been ‘st'ated that thc_re will be growth in the usage of digitilization in the upcoming years,
So the people in rural area will not have good knowledge of using and dealing bank transaction with
digital software. They might face problem handling their personal banking works with automated
device.

Quality Data _
Traditional bamkmg3 methods are performed by some clear rules defined in advance. But Al
application makes decision based on the data supplied to them. This means the quality of decision

made is based on the quality and quantity of data used. The outcome (decision) will be dependent
on the input (data). So the data should be clear and sufficient to make decision.

Scarcity of Skilled Workforce

To work with Al banks need well trained employee to handle Al application. Customers can
gain the benefits of Al when the employee makes use of the application in an effective way,

Voice recognition

India is having diversity of language so the Al application has to be set according to their

regional language which is a biggest task. When people starts conversing with automated device
the usage of online banking and employee work will decrease.

Conclusion

Technology has made our work easier; from home to office everything has become automated.
People are now more dependent on it. Like every sector using latest technology, banking sector
has also used latest technology of Artificial intelligence to make their work digitalized and reduce
their time and cost. This method also helps to serve their customer more effectively. There are lots
of benefits with regards to Artificial intelligence. Despite this benefits, there are lots of challenges
if Al is implemented in banking sectors. The bank have to make their employee skilled in using
Al application. They have to give training for their employee to make use of the benefits properly.
The banks also have to give awareness program to the rural area as the people in rural area won’t
be able to use the digitalized and automate device for their banking transaction. Al should be
implemented in limited device and area. As automated device can take decision but it cannot take
the responsibilities for the decision which in turn may affect the customers’ decision on investment.
At the same time it may also affect the employability of the workers. If all the works have become
automated the jobs of the workers will be affected which is not good for the development of our
country. The Al application should be implemented in a limited source so that it may be beneficial
for the customers and not affect anyone.
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