Chatbots
Hype vs. Hope
Why chatbot investments are
failing and how true value
can be unlocked
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Introduction
In today’s rapidly digitizing banking industry,
one thing’s for sure – how banks compete in
digital - and the technology they deploy - will
define whether banks win or lose, build or
diminish their valuable customer relationships.
After all, eight out of ten
Americans now use mobile
banking nine days per month.
It’s a trend echoed across the
world, and with no sign of
reversing. (Citi’s 2018 Mobile
Banking Study).
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Only 1 in 3 consumers actually
want to be contacted by their
financial institutions about new
products and services (Mercator
Advisory Group).
Indeed, this multiple channel
approach is transforming the
nature of financial services,
carrying this legacy trade into
the future.
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With customers increasingly
demanding a seamless banking
experience, the financial
institutions (FIs) that can offer
integrated digital and mobile
channels, will win customers and
build lasting relationships.
That’s why FIs eager to digitize have poured
millions of dollars into chatbots. In fact, it
is estimated 85 per cent of customer service
interactions will be handled by chatbots
by 2020.
(Gartner)

Mobile banking users to reach

2 billion

(or 1 in 3 of the global adult
population) by 2020
(Juniper)

Banks need to

act quickly
to improve their customers’ digital
experience or risk being left behind
(McKinsey & Company)

Page 3

CHATBOTS | HYPE VS HOPE

The promise of chatbots
First line of digital response

Advice and cross-selling

For every common customer FAQ, chatbots promise
to be pre-programmed to answer it. Using Natural
Language Processing (NLP) and Machine Learning
(ML), chatbots may recognize question ‘intent’ and
map it to a response. By embedding chatbots in its
digital channels, chatbots promise to be an FI’s first
line of automated response, effectively offloading
service channels. However, the ability for chatbots
to meet customer’s needs is still nascent, creating
unreliable and sub-optimal experiences for the
customer that limit chatbot uptake.

Thanks to the growing customer data
collected by FIs, chatbots promise
to provide advice and product
recommendations to customers. In
practice, however, chatbots’ full potential
is yet to be realized with chatbots typically
asking customers a few key questions
and then directing them to the FI’s
relevant website page. Moreover, 70% of
customers do not trust their FI to provide
unbiased advice making the chatbot job of
potentially trusted adviser even harder.

Completing transactions
As chatbots develop in sophistication, telling a
chatbot to “Send $40 to Joe” is a close reality.
While requiring integration with core systems, as
well as ticking compliance and anti-fraud boxes,
advances in technology are moving towards helping
customers complete transactions via chatbot.
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But have chatbots lived up
to all the hype – and are FIs
actually getting the biggest
bang for their buck?
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4%
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“

“
Only

of customers are using
their financial institution’s
chatbot, according to
industry feedback
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The common pitfalls with
chatbot technologies
1.

All about the FI, not the customer

2.

One-way conversations

3.

Rigid responses
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FIs are usually too focused on how to make
chatbots work for them, for example to lower
costs, rather than what’s best for the customer

4.

Unreliable customer experience

5.

Missed opportunities to learn

Human connection requires a two-way
dialogue. Chatbots however, usually only react
or respond when prompted.

Recommendations are usually generic, with
limited ability for personalization.

Despite - and due to - massive investment
in chatbots, most chatbots are designed in
isolation and require regular support escalations
when stuck. Instead, if the design had started
with understanding customer needs and then
working backwards to solve them, this would
have resulted in simple workflows to support
the customer journey...resulting in seamless,
integrated chatbot interactions that are
successful experiences all the time.

Customer chatbot interactions are lost, which
means they aren’t captured for customer
insights - and future improvement.
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“

“

We have lost the art of understanding the
conversation in times when customers truly
need somebody to turn to

Rilla Delorier | Chief Strategy Officer at Umpqua Bank
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We agree…
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Learning from
abroad:
How Bancolombia drove growth
with a different approach to chatbots
Background
Bancolombia, the largest commercial FI in Colombia,
wanted to engage their customers more effectively.
However, with most of these customers based in
areas with low branch penetration, Bancolombia
needed to think of a creative way to empower
customers and drive growth.
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The solution
Bancolombia launched ‘Emilia’, powered by
Juntos, a proactive, automated, two-way text
messaging assistant
Conversations focused on providing customers
with key information about their accounts and
increasing balances

Impact
32% response rate from the most engaged groups
Emilia’s service was rated 9 out of 10 by customers
20% increase in balances as a result of messaging
The customers viewed the bank as an ally in their
everyday life, with many of them texting the bank
back with messages of Merry Christmas
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“

“

We have to be a friend, a partner,
a financial solution for many
people. [Emilia] helps us with those
customer conversations, in language,
in form, in listening, in responding,
and in identifying what each client
wants from us.
Myriam Botero | Bancolombia
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Best practices to
unlock chatbot value
1.

Put the customer first

2.

Be proactive

3.

Get personal
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A customer centric approach is always a
winning strategy. Get to know your customers’
needs… and then build chatbots to directly
meet them.

Proactively guide the conversation to build trust
so customers feel more naturally able to open
up about what they need.

4.

Set ambitious engagement goals

5.

Iterate, iterate, iterate!

Build chatbot awareness amongst your
customers - what they are and how they can
help. Aim for 90 per cent customer uptake of
chatbots as your gold standard

Get smart by saving and analyzing customer
interactions to find actionable insights... so you
know how to do better next time.

Personalized recommendations go a long way
in engaging your customers - get your chatbot
to learn how and when to do this.
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“

“

How could FIs use technology
to bring back humanity and
personal attention to grow
customer relationships?
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About Juntos
Juntos promotes good
relationships of mutual benefit
between customers and their
financial services providers.

The Juntos platform helps financial institutions
grow relationships by engaging their customers
in warm, long-term, automated conversations
through mobile channels.
Juntos’ conversations build trust, increase product
usage, and create ‘voice of the customer’ feedback
loops for financial institutions all over the world.
Juntos has engaged millions of people in more
than twenty languages across fifteen countries
and four continents.
For more information, please visit
www.juntosglobal.com

Partner of
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