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AI: Put the Human 
Being Back at the Heart 
of Banking

This article is an extract of the CH Alliance yearly publication

This article is an extract of the CH Alliance yearly publication on Innovation for 

Financial Services. This 2019 edition includes several articles on the “Tokenization” 

of the economy, expressed by the Initial Coin Offering (ICO) wave, which is now 

becoming a semi-regulated activity in major financial centers - the first step to 

global recognition. The remaining articles provide insights on hot topics for 

several Financial Services sub industries: AI for Wealth Management, chatbots 

in B2C Banking, autonomous vehicles and catastrophe bonds in Insurance, hot 

Fintech for Real Estate finance management and data visualization in CIB.

CH&Co. is a leading Swiss consulting firm focused exclusively on the Financial 

Services Industry. With 7 offices worldwide and over 300 professionals, we 

proudly serve the industry’s major banks, insurance companies, wealth managers 

and investment funds.

To read more please visit Chappuishalder.com
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AI: Put the Human 
Being Back at the 
Heart of Banking

“Artificial Intelligence (AI) is a set 

of techniques that allow machines 

to perform tasks and solve 

problems normally reserved for 

humans and certain animals”

Yann LeCun, Facebook Director AI 
Research

“A person who never made a 

mistake never tried anything new.”

Albert Einstein

Customer knowledge: transforming 
cost into opportunity gain for data?

Private banks naturally collect a large amount of data 

on their customers, mainly for KYC purposes. The 

use of this data is unfortunately partial because of the 

volume of information and its fragmentation in the 

IT systems. Without any change, the marginal cost 

of having a full exploitation of these data is humanly 

too high. Another element is that the data are both 

structured (e.g. customer identity) and unstructured 

(e.g.  meeting information). Being able to organize and 

analyze these data with some AI solutions will allow 

to cluster customers through patterns and identify 

weak signals (e.g. risks of attrition) and business 

opportunities.
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ARTIFICIAL INTELLIGENCE, FOR IMPROVED PRIVATE BANKS

Private banking must adapt to changes in customer 

behaviour by reviewing the content of offers, while 

ensuring that they are still in line with new and coming 

regulatory requirements.

On the retail banking side, this change has been 

understood and is already underway, with the 

majority of banking services available through digital 

channels. Traditional retail banks are continuing their 

transformation by introducing new services, trying to 

reinvent the banking model like the neo-banks.

For private banks, this takes longer. Many private 

bankers think that people are the foundation of 

customer relations and do not believe in or trust the 

contribution of technology.

However, this contribution is valuable for all those who 

have embarked on this path, both for customers and 

bankers.

Today, driven by their customers and the competition 

from new players, private banks no longer have a 

choice. They are facing several major changes, among 

them the digitalization of all or part of their service 

offers, the multiple regulatory challenges and the 

redefinition of their business model.

To meet these challenges, private banks have started to 

transform their operational models and to propose the 

first steps in the digitalization of their client journey.

The sector must now revisit its value proposition and 

rethink its offer with a new customer promise: a promise 

that is more adapted to customer expectations and 

that delivers quality service and speed of execution, in 

addition to performance.

For this mutation, even if it is not yet widespread, the 

use of Artificial Intelligence (AI) will be decisive. The 

potential of AI is enormous.

Improved risk 
management and 
compliance with digital 
tools

Digital controls on the 
relevance of specific 
products and customers

Automatic alerts on 
portfolio changes and risk 
management tools

Real-time monitoring and 
automatic reporting for 
portfolio follow-up

Cost reduction and 
improved compliance

Improved advisor 
efficiency by focusing 
on high value-added 

tasks

Optimization of the 
acquisition of new 

customers

Digital document 
management

Better service 
for independent 

customers

Automation of 
operations for better 

productivity and 
efficiency

Costs

Revenues

Interactive customer 
education

Reduced 
response time

Direct access from 
the customer to the 

experts thanks to 
digital
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The fields of application are multiple: customer 

segmentation, product (re)targeting, wealth and asset 

management delivery channels, compliance process 

improvement (KYC, AML, etc.). AI allows to rethink the 

entire customer approach, from the value proposition 

to how it is delivered to the customers, and to what 

kind of experience the bank wants to provide.

AI enables the transformation of the relational 

model to a digital human relationship, where human 

interactions only take place at key moments and digital 

solutions come in for other customer needs.

ARTIFICIAL INTELLIGENCE, SOLUTIONS ACROSS THE ENTIRE VALUE CHAIN

Furthermore, it also improves operational efficiency 

by automating tasks and processes. AI or smart 

automation can bring more efficiency and increase 

release time to better serve customers on more added 

value services.

The AI also provides strategic and decisive information 

to your client knowledge or to make the right decisions

Thus, contribution from AI not only affects front 

offices, but all the business lines. It reduces the 

marginal cost of delivering private banking services, 

enables economies of scale, and broadens the scope of 

addressable customers.

Player Sector Description Project Example

Big Data

NetGuardians developed an augmented intelligence 
solution made for banks to proactively prevent fraud. 
It empowers its clients by providing machine learning 
technology.

Reduce up to 83% of false positives, 93% of the time spent 
and detect 100% of the frauds by identifying relevant 
information from all systems inside the bank.

Sentimental 
Analysis

SESAMm build analytics and investment based on a 
technology that analyses sentiments and feelings for 
financial assets.

A US hedge fund is already investing 10 million USD based 
on indicators provided by SESAMm and its market mood 
technology.

Client 
Satisfaction

Owi automates the understanding of natural language, 
i.e. the way customers and prospects normally express 
themselves.

Faced with a continuous increase in incoming emails, 
Natixis Insurance has automated its processing and routing 
with the OWI.Mail solution from OWI and its self-learning 
capabilities.

KYC Watch 
& Research 
News

Factiva is a tool that can be used to consult contents from 
licensed and free sources, and provides organizations with 
research, alerting, dissemination, and other information 
management capabilities.

Identify all the news that concern the stocks of bank’s 
clients.
Screen the internet to identify KYC negative hits.

Business
Intelligence

Yseop automates report writing by transforming data into  
simple and usable language. It uses CRM data to provide 
sales teams with information and guidance.

Screen clients’ bank account to propose them products in 
line with their current situation. This technology is used by 
500 global leading companies, from NYC to Singapore.

Robo-
Advisor

Trizic automates the full advisor workflow from risk 
tolerance to portfolio construction, from onboarding to 
reporting and billing. 

Trizic was recognized as the Company of the Year by the 
newspaper CIOReview in 2018, thanks to its platform’s 
ability to help banks and credit unions to be more cost-
effective.
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THE FIRST INITIATIVES ARE 
VALUE CARRIERS AND ALREADY 
CONFIRM THESE CONVICTIONS

The first full-scale tests have been initiated. New 

banking players have made it a major asset in their 

conquest strategy and some traditional institutions 

have already launched successful initiatives. Private 

banks rely on fintech to go faster and do better.

The partnership in innovative projects (capital-

intensive or not) combined with the agility and 

faster learning loops of start-ups will allow to quickly 

validate the assumptions of value related to AI and its 

application to private banking

A major European bank has deployed an investment 

advisory service using data analysis and Natural Language 

Generation (NLG) technologies to offer tailor-made advice to 

its clients.

Another European private bank has deployed market 

sentiment for its managers and advisors, which makes it 

possible to visualize “feelings” and “emotions” towards 

financial assets.

Another global private bank has launched an initiative to 

detect suspicions of non-compliance on both customer 

knowledge and completed or upcoming transactions. AI 

detects “non-compliant” sentences heard on telephone 

lines, read from emails, and identifies breaches or potential 

compliance breaches.

An Asian bank uses AI to suggest to the banker services to 

offer to the customer based on his profile defined by KYC 

data, the analysis of his accounts and the activity of his peers 

on social networks.

Another bank uses AI for client onboarding, including KYC 

treatments with a bot working as a personal assistant and 

accompanying the client in the administrative procedures.

OCR
(Optical 

Character
Recognition)

OWI
Automate 
Solution

(analysis of 
customer 

voice) 

OWI automates the analysis of the “customer’s voice”, 
as well as the customers’ feelings. 

OWI is able to identify the themes, representative topics, 
motives and interests stated, and to accurately measure your 

clients’ assessments (feelings expressed).

Identification of OWI solution by analogy to OCR

1.
Image 
pre-analysis

2.
Online and 
character 
segmentation

3.
Character 
recognition

4. 
Post-processing 
(linguistic and 
contextual 
method to 
deduce the 
number of 
errors)

5.
Generation 
of the output 
format

Compliance 
Monitoring

Commercial 
Push

ImplicationProcessesTechnology
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ARTIFICIAL INTELLIGENCE, A REAL OPPORTUNITY TO PUT THE HUMAN 
BEING BACK AT THE HEART OF BANKING RELATIONSHIPS AND RESTORE 
VALUE

The main cost of private banking remains the human! 

Delivering an exclusive private banking service remains 

expensive in the absolute. The gradual digitisation of 

services is ineluctable in order to drastically minimise 

the marginal cost of delivering added value while 

limiting risks. With the AI, it’s an almost Win Win 

equation. Indeed, the banks can address a broader 

customer base by industrializing added value. This time 

saving gives us access to a constant scope of freedom 

to either conquer new customers or strengthen the 

value proposition reserved for Key Clients in private 

banking.

However, introducing AI into private banking will not 

happen without a global approach and an ambition or 

vision of tomorrow’s private banking of the experience 

we want to bring to customers and employees.

The major challenge for private banks is to make the 

value it creates visible to its customers at any point in 

the customer’s life, at any point in his journey. This 

value can be multiplied by the contribution of an AI, 

relay of the private bankers.

It is time to put people back at the heart of the private 

banking experience by relying on AI.

It is time to get up to date and integrate tomorrow’s 

technologies.


