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Underlying Technology 
Fundamentals 

Today, the technology that allows banks to interact with their 

customers interactively is referred to as a Chatbot. But, 

Conversational Banking is much more than a Chatbot. Many 

chatbots today are deployed as more of a request/response 

type of simulated conversation. Meaning, that generally 

rules are used to find keywords or phrases to determine 

intent. Additionally, most are purely text-based. 

The next generation of BOTs that is being deployed is based 

on a set of technologies much more sophisticated than 

keyword or phrase rules. These technologies allow for a 

uch more "conversational" feel to the dialogue and 

tions with the customer. 

Key Technologies that Are Used to Support this Generation of Conversational 

Banking BOTs Include: 

• Natural Language Processing (NLP) 

Capabilities: The NLP engines today can 

process strings of text and from that text 

determine the intent as well as select the 

relevant data elements that are part of the 

request. These engines can be trained and 

learn as they progress. An example:

> If a customer tells the BOT "Transfer 

Money'', the BOT will understand two 

things. It will understand that it needs to 

start the dialogue associated with 

transferring money and during that 

dialogue it will need to collect key 

information like the beneficiary and 

amount

> However, if the customer tells the BOT, 

''Transfer $100 to Sue", then the BOT 

knows that it needs to start the transfer 

money dialogue, but it already knows who 

to send the money to and how much to 

send. All it needs to know now is when.

• Speech-To-Text: This technology is also 

foundational to offering conversational 

banking capabilities. The accuracy of speech to 

text has made great progress over the last 

many years. There are several options for 

using this technology. 

) Some web browsers now support the 

activation of the mic and translating 

speech to text; 

> Android and iOS provide similar 

capabilities native to the devices; 

) And, lastly, there are software services in 

the cloud that can perform this translation 

for you. 

■ Multi-Lingual: In addition to speech-to-text is

the ability now for systems to understand

multiple languages and translate those

languages to text that the BOT can understand.

Generally, most BOTs today are trained in

English. There is certainly a lot of progress with

the NLP engines today to natively understand

multiple languages, but we aren't there, yet.

At this point, you might be wondering how you decide 

which technology or which vendor is right for your 

situation. You do have choices and those choices 

have commercial and strategic impact on the bank. 
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How to Choose the Right Technology and
Deployment Option? 

There are many considerations for not only choosing 

the right technology foundation but also choosing 

the right channel(s) for your deployment. Making the 

choices starts with understanding what problem you 

are trying to solve or what new capability you want to 

offer, specifically. A strategy of "I want a BOT that can 

do all my financial transactions and servicing 

transactions" is far too broad to be successful. 

NLP Technologies 

• If you are trying to solve a simple marketing

problem, you can consider a BOT that uses native

capabilities of specific channels and doesn't

require a sophisticated set of NLP and related

technologies. As an example, a Facebook

Messenger BOT would probably suit the needs if

that channel is acceptable.

■ There are also Al fintech companies who have

built their own NLP engines. While these engines

are robust in their capabilities, there is always the

question of longevity and continued investment

for those platforms to stay completive.

■ NLP capabilities from the "big boys". AWS,

Google, Microsoft and IBM are investing heavily

in these technology areas. In addition to their

investments into the core capabilities of these

Al-based technologies, they have invested in

providing API interfaces so that companies that

want to be an industry-specific solution can focus

on their core competency and not the underlying

technology. This is the approach that Tagit has

used to develop and deploy our Mobeix™ 

Conversational Banking product.

What Channel(s) are Right for You? 

Understanding the best channel(s) for your conversational banking capability, again, start with understanding 

what the scope of deployment will be and your target customer base. 

Messenger Platforms are also a target for 

many conversational banking capabilities as 

they are extensions to apps customers 

already use today. However, not all 

messenger platforms are open, meaning, 

the bank can deploy their own "app" on 

those platforms. Facebook Messenger is a 

good example of a platform that is open, 

meaning the bank can deploy a BOT that 

uses third party technology, like an NLP 

engine, on the bank's Facebook page. 

Stand-Alone BOT that can be deployed 

in the Web or Mobile. The UI for these 

BOTs is developed using Responsive 

Web design and deployment 

technology and can support both voice 

and text, depending on the specific device 

or browser. 

Personal Assistants are also gaining 

traction. These range from the Alexa family 

of devices, to Google Home, Siri and Google 

Assistant. Using this channel will very much 

be dependent on market penetration in 

your target market. And, like the 

Messenger platforms, the personal 

assistant platforms are not all created 

equal. As an example, if you deploy an 

Alexa Skill (app), then it will not 

automatically work on Google Home. 

Voice-Enabled Apps are also emerging as

a blend of the mobile app 

experience supported by the ability to 

use voice commands to direct the app. 

These voice commands would use the 

same underlying NLP technologies as the 

BOTs. 

All of these choices have both customer experience implications and cost implications. 

Tagil 



Are there Examples of Successful 
Conversationa I Deployments? 

Many banks, worldwide, are in various stages of 

deploying some form of conversational capability. 

This ranges from working with companies like Tagit 

who have a solution, to banks using available 

technology to build their BOT. There are case studies 

of less than successful deployments, which were 

generally due to the breadth of scope, lack of clarity 

of mismatch of the technology capability to the target 

customer segment(s). 

Below are several examples of banks who are 

experiencing success with their conversational 

approach. 

■ Turkey: Garanti Bank's Mobile Interactive

Assistant offers a conversational interface in its

mobile banking app that talks with customers

about account details, fund transfers, exchange

rates, retail offers and more. Usage rates exceed 

60 percent. 

■ Singapore: OCBC Bank has deployed artificial

intelligence-powered voice banking to allow

anyone to use Google Assistant or a Google

Home device to start a conversation. Consumers

can use the voice services to plan for retirement

or a child's education, calculate the mortgage

loan amount they can afford, get foreign

exchange rates or updates on financial markets,

and more.

■ Malaysia: CIMB Bank recently enhanced its EVA

conversational banking service so that it uses

natural language processing capabilities and a

spend analyzer to enable customers to receive

spending insights, manage their accounts better

and make smarter financial decisions.
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How Do I Get Started? 

In our experience, Tagit believes there are 5 steps to deploying a successful Conversational Banking capability. 

While the journey will be different for each bank, fundamentally, the areas that need to be addressed and the 

questions that need to be answered are common. 

Clarity of Objectives and ROI 

a. Is this about market leadership?

b. Specific business problem that can be solved

by conversational technology?

c. Will this lead to additional revenue?

d. How will you measure the business benefit,

both tangible and intangible?

e. Have you used customer focus groups to 

validate your assumptions?

Technology Alignment 

a. Do you have experience with solutions

delivered from the cloud?

b. Do you want a fully hosted solution or hybrid?

c. Do you have Open APls available for

consumption from the cloud?

d. What is the regulatory position on Cloud

solutions?

Market Plan to Introduce Conversational Banking 

a. Limit the first rollout of the technology. A 5%

uptake on the technology on a customer base

Find the Right Scope Balance 

a. 

b. 

C. 

Focus the scope specifically to your objectives 

Have a reasonable "Day 1" scope and get to 

market quickly 

Have a mid-term and strategic view with how 

you want to deploy this technology in your bank 

and align projects to this strategic view 

Use an Agile approach to the delivery of this 

technology 

Don't Underestimate the Small Things 

a. 

b. 

c. 

The conversational technologies have a 

different set of both business and technology 

issues to be addressed 

Even an "out of the box" solution needs to have 

considerable detailed discussions to ensure 

use cases are aligned to the bank's current 

processes 

Alignment across digital channels is key: i.e. 

authentication 

Getting answers to many of the above items requires 

a collaborative approach between the vendor, the 

of 1 M customers is a significant "Day 1" number bank's business team and the bank's IT team. 

b. Be specific in how the customer benefits from

using this new channel

c. Provide early adopter incentives

d. React, adapt, deploy

e. Plan for success

Choosing the right vendor partner will be key to 

walking through this process. It's important to note 

that designing conversational capabilities applies to 

both bank-initiated conversations and 

customer-initiated conversations. 
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How Can Tagit Help You? 

Tagit's core competencies revolve around how 
to enable banks to digitally engage with their 
customers. We've been dedicated to digital 
touchpoints since our inception in 2004. We 
have the breadth and depth of knowledge and 
skills to deliver conversational banking as a 
digital engagement channel. 

Tagit's conversational banking platform 
supports multiple channels for engagement, 
including Facebook messenger and a 
Responsive UI for embedding in the bank's 
website or alongside their mobile app. In 
addition, the Mobeix™ platform supports voice 
enablement of your existing apps built with 
Mobeix™, to allow customers to navigate 
through the app using voice commands. 

With Mobeix™ Conversational Banking, banks can enable customers to engage digitally for services ranging 
from balance inquiries, making payments to getting information on new products and signing up for new 
services. Customers can use a chat interface on the bank's on line services, mobile app or social media channels 
for full voice-based conversations on a phone or a smart device. 

Leveraging industry-leading NLP from AWS and translation engines, our solution enables banks to engage with 
customers in multiple languages in a seamless manner. Key features of the Tagit solution include: 

Natural Language Understanding: Supports 
both text and voice in a natural 
conversational style, mimicking a bank's 
customer service           representative's 
conversation with the customer 

Omnichannel Solutions: One engine to 
engage customers through multiple 
channels, including mobile applications, 
internet banking, responsive web services, 
standalone apps, social media apps like 
Facebook Messenger and voice assistants 
Amazon Alexa 

Multi-Lingual: Supports multiple languages 
for customers around the globe 
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Sentiment Analysis: The customer's  
sentiment can be determined during the 
conversation as negative, neutral or positive, 
and the app can respond accordingly 

Engaging User Interface: An intuitive 
interface for customers to use a blend of 
voice, text and visual aids to engage the bank 
in conversations 

Flexible Architecture: Based on a mix 
of cloud, native and on-premise 
technologies, banks can maintain complete 
control of the customer information and be 
compliant with internal and external security 
guidelines 



The current release of our product supports a broad range of capabilities and multiple channel options: 

m Comprehensive Information 

Answer consumer queries from simple requests like 

"tell me my saving account balance", "when is my 

credit card payment due" to more contextual 

inquiries like "tell me nearby offers on my credit 

card", to fulfilling service request like "has my cheque 

cleared?", the bank can provide a virtual assistant to 

their customers for all their information needs. 

�-
Transactions

Customers on-the-go can complete transactions 

such as bill payments, fund transfer, mobile recharge 

and credit card management. 

Place requests such as ordering cheque books of 

different accounts. 

Customers can manage preferences by giving 

instructions on their phone or smart speaker or 

other devices without having to log on the web or a 

mobile application. 

8 Contextual Assistance 

The conversational interface provides targeted 

information to customers such as location-based 

offers for a more relevant engagement. 

Customers can locate nearby bank branches/ATM 

using the conversational bot. 

� Increased Reach 
� 
Convert your mobile and internet digital assets by 

voice-enabling them and reach an increased 

customer base with multiple languages. 

Increase your community outreach by making your 

mobile app accessible to the visually impaired 

through full voice interactions. 

The Way Forward for Conversation
The conversational banking journey is at a nascent 

stage. A conversation is implicitly a two-way 

dialogue and today, the conversations with 

customers represent the most basic of conversation 

capabilities. While many of today's conversations are 

transactional, banks will look to change how 

customers are engaged with conversational 

capabilities. For a bank to initiate a conversation with 

a customer, the bank will need to understand the 

customer's behaviour, preferences, lifestyle choices; 

just to name a few. This contextual insight will drive 

broader and deeper conversations with customers 

allowing the customers to not just use the 

conversational channel for basic tasks but using this 

channel to extend to more meaning financial 

discussions around financial products or even estate 

planning. 

The complexity to achieve meaningful customer 

insights isn't just dependent on data and Al 

processing capabilities. It's also influenced by what 

regulators will allow the bank to do and what data 

customers will be comfortable allowing their bank to 

access; i.e. data privacy, data consent and data rights 

management. 

At Tagit, we believe that a digital engagement 

platform is key to providing a customer experience 

that allows the bank to engage the customer all 

channels, in a relevant and timely manner. 

Leveraging industry-leading natural language 

processing and translation engines, Tagit's 

Conversational solution enables banks to engage 

with customers in multiple languages in a seamless 

manner. Tagit's "out of the box" capabilities mean 

that we can work with the bank to deploy an initial 

conversational banking capability in only a matter of 

several months. 
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