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improve customer service
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The Spanish bank reported encouraging results with its pilot of an AI-based solution from

research lab OpenAI that analyzes customer conversations about banking. BBVA tested the

model on 10 conversations taken from online forums, with the goal of generating summaries

for sta� to read—saving them the time and e�ort of evaluating individual conversations—and

act upon. The solution identified each conversation’s core issues and questions, what product

or service was involved, and the recommendation or answer given and its status of

completion. While accuracy varied across the small sample size, BBVA said the results show

great promise, and that it will further explore the model’s value.

https://www.bbva.com/en/can-gpt-3-help-during-conversations-with-our-spanish-speaking-customers/
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By leveraging AI, banks can derive insights from customer behaviors and apply them to
personalized product o�ers and recommendations. AI solutions can process and evaluate

vast stores of data more e�ciently than human employees, freeing up valuable resources to

instead go toward applying insights to product strategy. BBVA has clearly recognized this

value, as the OpenAI trial is the latest in a string of AI-related moves at the bank: It launched

its global AI development center, AI Factory, in June 2019 and hired hundreds of new data

scientists and AI experts to better understand its clients’ needs and o�er them tailored

products. The bank has since seen rising digital sales and conversions through AI-driven

marketing campaigns. While the customer conversation evaluation tool still needs fine tuning

for accuracy, it has the potential to improve BBVA’s customer service and bolster its ability to

o�er relevant information to customers—which could ultimately lead to more engagement

and greater satisfaction.

https://content-na1.emarketer.com/ai-in-banking-how-forward-looking-banks-are-using-maturing-ai-solutions-to-design-both-customer-and-employee-facing-innovations-to-provide-value-to-users-and-streamline-legacy-processes-2020-10
https://www.bbva.com/en/ai-factorys-mission-is-to-ensure-that-the-impact-of-artificial-intelligence-can-be-felt-across-the-entire-organization/
https://www.bbva.com/en/how-bbva-built-a-snowball-to-increase-digital-sales-in-spain-by-a-factor-of-nine/

