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ChatGPT ismaking headlinesthese days. What isit?n alighter vein, we begin thisexplainer
with a story in "'The Economist' (December 8, 2022) that reports the following verse in
Shakespearean tradition:

"Aye, 'tistrue that 'tis a wondrous thing, these Generative Artificial Intelligences, or GPTs
as they be known.

'Tisamarvel of modern science, and 'tis no wonder that 'tis taking the world by storm.
But what are they, truly? And why should we care?
GPTs be a type of Al technology that can generate natural language in response to input.

"Tis a form of deep learning, wherein a computer systemis trained on vast amounts of text
data.

And then can generate its own text based on what it hath learned.
'"Tismorethan mere hype; 'tisa powerful tool that can be used for a multitude of applications.

From creating content to aiding in customer service."

What isChatGPT?

More seriously, aswe know now, ChatGPT isatype of Artificial Intelligence (Al) known as
alanguage model. Itistrained on alarge dataset of text, and it can generate human-like text
based on theinput it receives. ChatGPT can be used for avariety of tasks, such aslanguage
translation, text summarization, content generation, and more. It can also be integrated into
conversational interfaces such as chatbots or voice assistants to provide a more natural and
human-likeinteraction with users.

Natural Language Processing (NLP) has become agradually significant area of researchin
thefield of finance, asit aidsthe analysis of unstructured financial data, such asnewsarticles,
social media posts, and financial reports. In recent years, the progress of GPT (Generative
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Pre-trained Transformer) technology has further enhanced the performance of NLP-based
financial applications. Among the different types of GPT, the most current and dominant one
is ChatGPT. ChatGPT is alarge language model developed by OpenAl, which isbased on
thetransformer architecture and fine-tuned on an enormous amount of data. The transformer
architecture is a deep neural network that uses self-attention mechanisms to process input
sequences, which permits it to handle variable-length input and output sequences, and to
create human-like text. Thetraining data used to fine-tune ChatGPT includes avaried set of
texts, such as books, articles, and websites, which permits the model to learn from awide
range of language styles and content. Thetraining data has been preprocessed and filtered to
eliminatelow-quality and repetitivetext, and to certify that the model isnot prejudiced towards
any particular group or viewpoint. Thetransformer architecture and the huge amount of data
used for training allow GPT-3 (Generative Pre-trained Transformer) technol ogiesto perform
well on a wide range of language understanding and generation tasks, such as machine
translation, summarization, and question answering. The model isableto create human-like
text that ishard to differentiate from text written by humans. Thetransformer-based architecture
isableto produce comprehensible and fluent text in awide variety of contexts, including text
completion and summarization. Themodel isableto generalize new tasks and domainsquite
well, whichisacrucia part of itsflexibility.

ChatGPT was launched on November 30, 2022, is part of a broader set of technologies
devel oped by San Franci sco-based startup OpenAl, which hasacl ose associ ation with Microsoft.
Itispart of anew generation of Al systemsthat can converse, create readable text on demand
and even produceinnovative images and videos based on what they have learned from avast
database of digital books, online writings and other media. But unlike earlier types of large
linguistic models, such as OpenAl's GPT-3 launched in 2020, the ChatGPT tool is freely
availableto anyonewith an internet connection and isdesigned to be easy to use. It worksas
awritten dialogue between the Al system and the person asking it questions. L ots of people
have played with ChatGPT using the program to write either songsor poems, totry totrick it
into making mistakes, or for more practical purposes, such as helping to compose an email.
Like other similar systems, ChatGPT can produce convincing prose, but that doesn't mean
that what it saysistrueor rational. Itslaunch camewith little guidance on how to useit, other
than the assurance that ChatGPT will admit when it's wrong, challenge 'incorrect premises
and reject those requests intended to generate offensive responses. Since then, however, its
popularity has led its creators to try to lower some people's hopes. "ChatGPT isincredibly
limited, but good enough at some things to create a misleading impression of greatness,”
OpenAl CEO Sam Altman tweeted in December. "It's a mistake to rely on it for anything
important right now," Altman admitted. "It's a preview of progress; we have lots of work to
do on robustness and truthfulness."

What Does ChatGPT Havefor Banks

Banksareawayslooking for waystoimprovetheir financial performance, customer experience,
operational excellenceand increasetheir customer base. Thismay includetrying out innovative
financial businessmodels, introducing new products and services, and investing in technology
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toimprove efficiency and customer experience. Banksare also likely to focus on compliance
with regulatory requirementsand risk management to protect against potential financial losses.
Additionally, asdigital banking becomes more prevalent, banks may also focus on devel oping
and enhancing their digital capabilitiesto better servetheir customers.

Inthiscontext conversational banking backed by intelligent datadriven ecosystemwill play a
major role. Conversational banking backed by Al technology, can also be used to provide
personalized and proactive service, such as sending alerts and recommendations based on
customers spending patternsor account bal ances. Additionally, by using conversationa banking,
banks can reduce the costs associated with traditional banking channels and improve the
efficiency of their operations. Therefore, the adoption of Al technol ogies has become amust
for Indian banks.

Power of Artificial Intelligence

This technology can improve the customer experience by making banking services more
accessible and convenient, allowing customers to perform tasks such as checking account
bal ances, making payments, and getting account information without having to visit aphysical
branch or navigate through acomplex website.

Al can be used to automate repetitive tasks, such as answering frequently asked questions
thereby freeing up human customer service representatives to focus on more complex and
nuanced interactions.

Al-powered chatbots can al so be used to provide 24/7 customer service, allowing customers
to get assistance whenever they needit. Additionally, Al can be used to analyze customer data
and provide personalized recommendations and advice, helping toimprovetheoverall customer
experience.

Al can aso help banksto improvetheir operations by identifying potential issuesand fraud,
as well as detecting any unusual activity on customer accounts. This can help to improve
security, reduce financial losses, and increase customer trust in the bank.

However, it isworth noting that the customer experience with Al depends on the quality of
theAl technology, the design of the conversationa interface, and the availability of appropriate
security and fraud prevention measures. To provide agood Al based customer service, banks
should also invest in training their Al systems with a variety of datain order to enableit to
understand the customersin abetter way and provide them with appropriate solutions.

Riseof ChatGPT for I ndian Bank

We know how chatbotsin banking services are capable of enhancing operationsby being at
the center of many crucia tasks, such as, Money Management; Financial Advice; Instant
LoanApproval; Insurance Claim Settlement; Tax Assistance; Mortgage Management; Virtual
Assistant; Regulatory Compliance; Fraud Detection; Customer Support. The integration of
ChatGPT within the banking ecosystem will help both employeesand customersfor sure.
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o Better Customer service

o Fraud detection and
prevention

o Virtual financial advisor

o Document Processing

o Multilingual Support

o Chatbot integration

o Virtual Assistant

o Fraud Risk assessment

o Automated loan processing
o Cross-selling and upselling
o Chat-based mobile banking

o Automated financial
planning

o Virtual HR assistance

o Social media monitoring

o Responding to questions &
answers

o Solving math equations

o Composing content such
as basic academic essays,
literary texts, movie scripts,
etc.

o Fix and debug

o Translation between
languages

o Text summarization and
keyword detection

o Classification
o Recommendations

o Explicit explanations of all
actions

Source: Developed by the authors

It would be interesting to note what ChatGPT can offer to Indian banks:

1.
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24x7 Customer Service: It can be integrated into the bank's customer channels like

website, internet banking app or mobile app to provide 24/7 customer service support. It
can answer frequently asked questions, provide account information, and even assist
with account management tasks. Chat-based mobile banking experience, which can make
it easier for customersto conduct transactions and manage their accounts on the go.

2. Fraud Detection and Prevention: Fraud Risk Management isone of theimportant aspects
for banks, and ChatGPT can be trained on bank's historical data to detect patterns of
fraudulent activity. It can also assist in identifying suspicioustransactionsand alerting the
bank's security team to take appropriate actions.
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Personalized Marketing: Hyper-personalisation has been an unmet need of the customers
till date. But, now Al technologieslike ChatGPT can be used to analyse customer datato
generate personalized marketing content, such as targeted email campaigns and
personalized offers.

Virtual Financial Advisor: The concept of a'Persona Finance Manager' is something that
every bank istrying to implement towards achieving superior customer service. Here
ChatGPT can be used to provide personalized financial advice to customers based on
their individual needsand goals. It can be used to provide automated financial planning
servicesto customers, such as creating budget plansand investment strategies.

Multilingual Support: Multilingual Supportismust for any bank in India. ChatGPT can
be used to trandate customer queriesin different languages to provide better customer
service.

Chatbot Integration: Many Indian banks have implemented chatbots in their banking
channels. A high degree of artificial intelligenceisrequired at the backend to provide a
more natural and human-like conversation experience. ChatGPT can certainly help to
enhancethisfeature.

Benefitsfor Employees

1.

Virtual Assistant: ChatGPT can be used to assist the bank's employeesin their day to day
tasks such as scheduling appointments, sending emailsand looking up information.

Risk Assessment: ChatGPT can betrained on the bank's historical datato assesstherisk
associated with a particular transaction or customer. This can help the bank to make
moreinformed decisionsand manage risk more effectively.

Automated Loan Processing: ChatGPT can be used to automate the loan application
process by answering customer's queries, collecting and verifying their information, and
even approving or denying loans.

Document Processing: ChatGPT can be used to automate document processing such as
invoice processing, KY C forms, |oan documents, vendor agreements, etc.

Social MediaMonitoring: It can beused to monitor the bank's social mediaaccountsand
respond to customer queriesand complaintsin real-time. This can easethe burden onthe
contact center.

360 Degree View viaBusiness I ntelligence: ChatGPT can be used to analyse the bank's
dataand generateinsightsthat can help the bank make better businessdecisions. It can
also be used to analyze customer dataand make personalized product recommendations,
which can help the bank to cross-sell and upsell its products and services.

Implicationsfor India

By using ChatGPT to create achatbot that can understand and respond to customer inquiries
and requests naturally and conversationally, businesses can provide a more efficient and
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convenient customer service experience. This can save time and money resources for both
the business and the customer.

The use of ChatGPT and other Al-driven technol ogies can have significant implications for
variousindustriesin India, including:

1.

Banking and Finance: ChatGPT can be used to improve customer service and automate
tasks such as account management, fraud detection, and compliance with regulatory
reguirements. This can help to reduce costs and improve efficiency for banks and other
financia institutions.

E-commerce: ChatGPT can be used to provide personalized recommendationsand improve
theoverall customer experiencefor e-commerce businesses. It can also help to automate
customer service and reduce the costs associated with traditional channels such asphone
and email.

Healthcare: ChatGPT can be used to improve patient engagement and automate tasks
such as appointment scheduling and medical record management. Thiscan helptoimprove
the overall patient experience and reduce costsfor healthcare providers.

Education: ChatGPT can be used to improve the quality of education and makeit more
accessible by providing personalized learning experiences and automating the grading
process. Students and employees can gain from the personalized | earning experience that
customized content and assessments bring to the table. These are based on the user's
needs and progress. Thiscan be especially useful inindustrieswhereongoing trainingis
necessary, such as healthcare or finance.

Manufacturing: ChatGPT can be used to improve the efficiency of manufacturing
processes by automating tasks such as inventory management, production scheduling,
and quality control.

Agriculture: ChatGPT can beused toimprove crop yields, optimizeirrigation, and automate
tasks such asforecasting and monitoring weather conditions.

Entertainment and Leisure - ChatGPT could create virtual assistantsfor music or movie
recommendations or provide personalized workouts or meditation routines. ChatGPT's
ability to understand and respond to user input naturally and conversationally makes it
well-suited for these applications.

Travel Industry: Chatbots could assist in booking flights, hotels and rental cars whilst
providing recommendations for destinations and activities. This could make the travel
planning process more efficient and convenient for users.

However, itisworth noting that theimplications of ChatGPT and Al-driven technologiesalso
include potential job displacement and the need for re-skilling. Additionally, thereisaso the
need to ensure data privacy, security, and ethical use of Al.
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Concluding Observations

Technology has always helped industry to move from onetrajectory to another based on the
ever-changing customer expectations. ChatGPT will certainly move industries to the next
orbit. Certainly, the future of ChatGPT ispromising and itspotential for growth and impactis
significant for variousindustries.

Thefuture of ChatGPT islikely toinvolvethefollowing trends:

a c w NP

Increased usein customer service.

Expansionin natural language processing.

Integration in new applications and customer channels.
Advancementsin conversational Al.

Wider adoption acrossindustries.

ChatGPT in banking could fuel new types of products that are more personalized and more
connected to users. Overall, the integration of ChatGPT in the banking industry has the
potential to improve efficiency, reduce costs and enhance customer experience.
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