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Introduction: The Role of Chatbots in Digital Banking

Mapa Research has written before about the role of chatbots in banking and the lack of sophistication – and really  
intelligent ‘artificial intelligence’ – among the financial services providers who have released them. We have since  
undertaken projects for clients where we analyse the use of bots across the banking sector (and other industries)  
and can’t say there has been a great deal of improvement.

The two main use cases are for help and support (ask questions, perhaps perform some tasks) and for streamlined  
payments – where third parties such as Facebook have provided the technology to expedite paying and transferring  
funds across the world. While some banks are trialing this technology on their own sites and apps (see Barclays  
Launchpad, for example) most are making use of third party platforms such as Facebook Messenger.

April 18 and 19, 2017 saw the annual Facebook developer conference, F8, reveal changes to Facebook Messenger 
bots. With a bot store, chat extensions and suggestions from a ‘human augmented concierge service,’ the platform 
is positioning itself as the most helpful place to test our customer-focused chatbot. As head of Messenger for 
Facebook, David Marcus said recently, ‘If you want a lightweight UI that reached 900 million people, and you want 
to remove all the friction that comes with installing an app, now that’s easy to do and easy to build.’

Recently, we’ve seen more global banks trial, launch and update chatbots, with the aim of  solving customer queries 
faster, helping users navigate apps more effectively, and providing  help to customers more cost-effectively. So who 
has been doing it? And who is doing it  well? And will the latest developments from Facebook make it a popular, and 
indeed  expected, part of any brand experience?

http://www.maparesearch.com/report-artificial-intelligence-digital-banking/
https://www.theverge.com/2017/4/18/15332504/facebook-messenger-bot-store-chat-extensions-m
https://www.theverge.com/2016/4/18/11422278/facebook-messenger-bots-david-marcus-interview
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Introduction: Who is Mapa Research?

Mapa Research – experts in digital banking research – provides  
insights and analysis on customer experience to financial 
services  providers. With a wide range of live bank accounts, 
Mapa analysts  replicate and record the customer journey, on 
mobile devices and  desktop channels. This helps businesses 
understand the competitive  landscape, and offers inspiration 
for digital projects and  improvements.

This free report takes a look at the latest chatbots in digital 
banking,  with our thoughts and insights based on our ongoing 
research. This  follows on from our November report on AI in 
banking. For a more  detailed overview of this topic, or analysis 
of specific competitors,  please contact us today.

You can also get behind-the-login access via our 
subscription  products: Digital Banking Dashboards and 
Insight Series Reports.

http://www.maparesearch.com/report-artificial-intelligence-digital-banking/
http://www.maparesearch.com/contact-us/
http://www.maparesearch.com/what-we-do/competitor-analysis/
http://www.maparesearch.com/what-we-do/insight-series-reports/
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Meet Customers Where They Are: Wells Fargo (US)

This week saw Wells Fargo announce a pilot for an ‘AI-driven customer chat experience for Facebook  Messenger.’

For now, only Wells Fargo team members can test the bot,  but the 
company plans to let a few thousand customers use it  ‘later this
spring.’

The company said: ‘Wells Fargo’s bot for Messenger is… part  of the 
company’s innovation agenda, which focuses on  incorporating 
financial services into third-party environments  to meet customers 
where they are and into the moments they  want to use them.’

They also claimed that using AI would save customers time  navigating 
several pages on the website, as this experience is  turned into ‘a 
simple conversation in a chat environment.’

https://www.wellsfargo.com/about/press/2017/chat-bot_0418.content
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Making Payments: MasterCard (US)

Also this week and at the F8 conference, MasterCard presented chatbots for Facebook Messenger that purported to
offer secure and fast payment experiences, partnering with Subway, the Cheesecake Factory and Fresh Direct. This
follows the launch last year of their bot for banks.

Making use of AI, the bots they have built with merchants allow customers to make purchases with Masterpass,
within Messenger.

According to MasterCard,  ‘The 
strategy is an effort to align with 
consumers where they heavily 
spend their time: social media. 
The bots will support Masterpass
– enabled wallets from banks 
such as Citi and Capital One.

http://newsroom.mastercard.com/press-releases/masterpass-enabled-bots-launch-on-messenger-with-freshdirect-subway-and-the-cheesecake-factory/
https://newsroom.mastercard.com/press-releases/mastercard-makes-commerce-more-conversational-with-launch-of-chatbots-for-banks-and-merchants/
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Provide Support via Chat: RITA for Revolut (UK)

A fairly new player in the European banking scene, money transfer app and now account provider Revolut launched 
a chatbot called RITA (Revolut’s Intelligent Troubleshooting Assistant) this year. She can resolve  hundreds of 
common questions, like ‘how can I unblock my PIN?’ and ‘what are your current exchange rates?’

Like other brands, Revolut claims RITA will 
become more sophisticated over time and offer a 
more personalized service. It will be able to 
answer questions regarding how much you have 
spent within certain categories, such as 
transport, as well as non-financial information 
around e.g. flight times.

Nikolay Storonsky, CEO, Revolut, says: ‘Asking for 
information about your finances should be as 
easy as sending a text. And, the reply should be 
instant.’

Mapa analysts have found the bot unable to 
answer more complex or personal ‘how to’ 
questions, but a human agent takes over the 
chat to provide this assistance.

http://www.maparesearch.com/revolut-offers-credit-lines-premium-accounts/
http://news.revolut.com/post/156755734987/hey-im-rita
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Improving Chatbot: American Express (US)

Our ongoing research suggests that the  
American Express chatbot in the US is  
gradually improving. For example, it now  
sends push notifications to customers prior  
to travel, reminding them about the fact  
that there are no foreign transaction fees  
with an Amex card, whether they have 
lounge access, and so on.

We also noticed that they added FAQs and  
the ability to access the account from  
Facebook Messenger (it will still take you  to 
the Amex mobile website) – in the past  we 
had to exit FB messenger and go to the  
Amex app or website.

You still can’t ask it any questions  
though… so nothing super exciting yet.
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Money Transfer Bot: Western Union

Western Union has developed a money transfer bot for  
Messenger, which offers a simple, seamless experience 
for  those who want to move money to almost 
anywhere in the  world. The entire experience occurs 
within the Western  Union cross-border money transfer 
platform which is  embedded inside Messenger.

Also revealed at the Facebook F8 conference, the leader 
in  global payments announced ‘an innovative and 
compelling  way for Facebook Messenger users in the 
U.S. to send  money to more than 200 countries and 
territories across  130 currencies.’
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Text Messages: Eno from Capital One (US)

Capital One recently launched Eno, and intelligent assistant for
customers. The US card provider has given its chatbot a gender-
neutral name to avoid the criticism that many smart assistants
have female names.

This bot works via text message, answering a range of customer 
queries  phrased in natural language, thanks to AI. You can track 
account balances,  check recent transactions, see available 
credit, get the due dates for your  bills and pay off Capital One 
credit cards.

It can even understand emojis – if you send a picture of a bag of 
money, it  will tell you your account balance; a thumbs up emoji 
will allow you to  confirm a payment.

For customers with Amazon Echo, Capital One has also built 
out a ‘skill’  that allows for voice commands.

https://www.capitalone.com/applications/eno/
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Outside Financial Services: HealthTap (US)

We’ve also been looking outside financial services for innovative approaches that combine chatbots and 
customer/user  support. HealthTap is a health chatbot available via Facebook Messenger. It allows users to ask brief 
health questions  and, in response, they receive responses pre-written by doctors.
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Outside Financial Services: HealthTap (US)

The user can choose from the options to find the category of answer that most suits their query before choosing a  
specific pre-written question and answer from a doctor to read. The information shows how many other doctors 
have  agreed with the answer so the user can determine its reliability. After reading the answer, the user can either 
confirm it was helpful, send the question to a doctor for a direct response or talk to a doctor immediately for $24.99.



Financial intelligence | informa12

What’s Next for Chatbots?

Mapa has noted that a significant proportion of financial services providers are making use of new technology  to 
(at least attempt to) help customers perform banking tasks and understand their financial situation via  
automated chat. On the whole, Facebook Messenger is seen as the most useful place to host these chats – a  good 
way to ‘meet customers where they are’. As Facebook’s development continues – and seems to be  where much of 
its focus is going – both the abilities and the accessibility of these bots are likely to improve.

As we concluded before, most offerings are not yet ‘intelligent’ despite being artificial; they don’t accept queries  or 
can’t understand human language. A human often has to intercede, and the customer is often left frustrated  or 
without the correct information.

Where a full conversation doesn’t have to be simulated, such as in the case of payment providers (and  merchants) 
using chatbot technology to take customers through a purchase journey without leaving their  favourite social 
media app, not many more improvements are really required – this is just about adoption, and  ensuring Messenger 
users realise what’s possible within the platform.

But if the focus is on meeting customers where they are, in a bid to 
provide  convenience, all brands would do well to consider the 
changing tastes of  customers when it comes to interfaces. As 
Capital One knows, the chat could  turn from text to voice, as Google 
Home and Amazon’s Alexa enter more  markets and consumers 
ditch social platforms for the next cool thing that makes  their daily 
lives easier.
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Contact us for more information

Informa Financial Intelligence

2 International Place, 26th Floor
Boston, MA 02110, USA

Mapa Research Informa FI webpage

For more information
Contact Linda Richardson at 703.989.7153 or by email at
linda.richardson@maparesearch.com

Get the latest news & 
trends.
Sign up to the Mapa Market 
Monitor.

Subscribe now

Any other queries?
Please don’t hesitate to get in 
touch. 

Contact us

Mapa Research US

5425 Wisconsin Avenue, Suite 600
Chevy Chase, MD 20815

Tel: 703.989.7153
www.maparesearch.com

https://financialintelligence.informa.com/products-and-services/research-services/maparesearch
mailto:linda.richardson@maparesearch.com?subject=Mapa%20Research
http://www.maparesearch.com/subscribe/
https://financialintelligence.informa.com/contact/contact-us
http://www.maparesearch.com/
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