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Should You Consider Chatbots?

by Steve Brown Topics: technology, Al, customer experience

Summary: Facebook's Al researchers are making huge strides with
chatbots, so they can communicate in a more human-like way. Should you
consider chatbots?

The University of Missouri reports studies show the typical person each day spends 70% to 80% of
their waking hours doing some form of communication. These include: listening (45%), speaking
(30%), reading (16%) and writing (9%). Whether you are chatting with someone or not, you know that
in the digital world chatbots are gaining traction.

Chatbots have been around for a while, but they have always fallen short when it comes to the ability
to have natural conversations with people. Until now, that is.

Facebook's artificial intelligence (Al) researchers have been aggressively working on algorithms that
increase chatbots ability to respond to people's queries in a manner that seems more like actual
conversations. By concentrating its efforts on improving chatbots' abilities to converse in a more
human-like manner, Facebook is betting chatbots will not only be able to better communicate, but
also eventually be able to handle complex tasks, such as booking plane tickets.

To do this, Facebook's Al researchers have created algorithms that allow chatbots to significantly
expand the dictionary of words they understand, as well as the myriad ways words can be used,
along with some of the nuances. Providing chatbots with greater context allows them to actually learn
how to more naturally interact with people online, particularly when people deviate from the more
basic questions and interactions.

These algorithms, known as neural networks, enable chatbots to analyze massive quantities of data,
identify patterns and map relationships between certain data points to understand how words tie
together. Using this process, chatbots can learn without the need for human intervention.

Facebook's researchers are using massive quantities of existing text to teach chatbots to better
understand language. They are building off of research begun in 2018 by Google, whose own
researchers created an intensive learning model called Bidirectional Encoder Representation from
Transformers (BERT). BERT was the first model to learn a word's meaning within its context.
Facebook's model, called RoBERTa, has already reached an 88.5% accuracy level and is being trained
so that its knowledge will extend beyond a single area and a specific task.

While it is uncertain when Facebook's advances will be implemented in the form of chatbots that can
engage with customers in a human-like way, experts believe that is not far off. Since Facebook is
posting the results of its Al research online with the entire research community, it is safe to assume
that the banking industry will soon be embracing these advances as well.

Community financial institutions need to stay on top of such advancements too or risk getting left
behind. After all, once chatbots can better engage with customers in a more natural way, they will
offer yet another way to ensure customers are happy with the service they receive. They will also
provide yet another avenue for marketing additional services and products to customers 24x7. For
additional information on chatbots, read our previous BID article, Chatting About Chatbots.
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BANK NEWS

No Thanks

Stock trading brokerage firm Robinhood Markets has pulled its bank charter application with the OCC
and now says it no longer wants to become a federally insured bank.

Digital Bank

British bank, National Westminster Bank (UK), a subsidiary of The Royal Bank of Scotland Group, has
launched a digital bank known as Bo. Customers who sign up receive a branded Visa card and
account access through a mobile app. The app includes features like budgeting, setting savings goals
and instant alerts when the card is used, to help prevent fraud.

Economic Expansion

Fed governor Brainard said she expects the moderate expansion and strong labor market to continue,
and that the consumer sector remains strong. She also said the trade disruption risks have improved
some and that there is evidence to suggest global recession risks have also declined.

OUTSOURCES ALM SERVICES AND REST EASY

Regulators have raised the bar on interest rate risk and liquidity analysis, yet there is more to do than
there are hours in a day. To see how easy it is to outsource & get expert help, contact us today.
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