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ABSTRACT

The use of Artificial Intelligence (AI) in the banking sector is a significant topic in innovation research. This
study analyzes the motivations, challenges, and opportunities associated with implementing Al-driven
solutions in customer service within banks. The case study focuses on the integration of Al in the banking
sector, with particular attention to Banka Kombétare Tregtare and its use of a virtual assistant. The study
explores the motivations, challenges, and opportunities related to the implementation of Al-based solutions in
customer service, employing a case study approach enriched with interviews conducted with Albanian bank
clients and industry experts.

Banka Kombétare Tregtare identified a critical issue with ineffective customer interactions, where most
requests were transactional and could be resolved without staff intervention. To address this, the bank
collaborated with a technology company to create a virtual assistant designed to reduce unnecessary
interactions and improve efficiency.

Findings revealed that the virtual assistant significantly improved service quality by addressing 80% of
customer requests at the first point of contact, thereby eliminating the need for further intervention. This
success was achieved through a client-centric approach, rapid integration, and real-time content management.
Furthermore, the virtual assistant, received positive feedback from customers for its easy accessibility and
efficiency in problem resolution.

The study highlights the substantial potential of Al technologies in the banking sector to reduce costs, maintain
customer satisfaction, and enhance the adoption of new technologies. The experience of Banka Kombétare
Tregtare can serve as a model for other organizations focused on high-interaction customer services.
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I. INTRODUCTION

Digitalization and technological innovation have profoundly transformed the banking sector, reshaping how
clients and institutions interact. Advances in artificial intelligence (AI) are a key component of this
transformation, providing tools and capabilities to address the complex challenges of banking services (Tabaku,
2024). Banks are not only compelled to meet growing customer expectations but also to compete with fintech
companies offering advanced and flexible solutions (Pau, 1991).

The role of Al in the banking sector extends beyond process automation; it encompasses the personalization of
customer experiences, real-time service delivery, and cost optimization. According to Accenture's report
(2016), four out of five bankers believe Al will revolutionize the sector by significantly enhancing customer
experiences. However, the adoption of Al also faces challenges such as privacy concerns, data security, and
customer resistance to technological changes (Kaswan et al., 2023). These factors necessitate an in-depth
analysis of the motivations, challenges, and opportunities presented by Al implementation.

For this study, Banka Kombétare Tregtare has been selected as the primary case, being one of the leading
banking institutions in Albania and a successful example of Al adoption. Banka Kombétare Tregtare introduced
the virtual assistant, an Al-based chatbot designed to significantly improve the customer experience and
optimize internal resources. is capable of handling the majority of customer inquiries at the first point of
contact, drastically reducing the need for intervention by customer service staff. With an 80% resolution rate
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for inquiries and the ability to redirect unresolved issues to other channels, has demonstrated the efficiency
and potential of this technology.

Beyond technological achievements, analyzing the attitudes of Albanian clients toward such innovations is
crucial. Albania provides a favorable environment for adopting new technologies, with a population
characterized as active users of the internet and social media. These factors contribute to fostering a culture
open to digital and banking innovations.

Objectives and Research Questions

The primary objective of this thesis is to analyze the motivations, challenges, and opportunities related to the
implementation of Al-based solutions in the Albanian banking sector. Focusing on Banka Kombétare Tregtare
and its virtual assistant, the study aims to provide a clear overview of the experiences and lessons learned from
this process.

The key research questions are:

1. What are the main motivations driving Albanian banking institutions to implement artificial intelligence
technologies in customer service?

2. What are the primary challenges and opportunities associated with implementing Al technologies in the
banking sector?

II. LITERATURE REVIEW

Challenges in Implementing Artificial Intelligence

The integration of artificial intelligence (AI) into the banking sector has introduced numerous challenges,
encompassing technological, social, and organizational aspects. A fundamental challenge lies in data privacy
and security. Banks handle sensitive client information, raising significant concerns about the secure processing
and storage of personal data. According to (Kurode et al., 2018), clients often express hesitation toward new
technologies, particularly when Al interferes with private financial transactions.

Another challenge is client acceptance. Various studies (Vives, 2019) indicate that a significant portion of
clients prefer interacting with humans over virtual assistants, especially for complex issues. This perception is
often reinforced by a lack of understanding or distrust in the technology's ability to handle intricate situations.

From an organizational perspective, Al implementation frequently encounters resistance from bank staff, who
may fear job loss or a reduction in their roles. An analysis by (Manser Payne et al., 2021)) showed that training
and human resource adaptation are key factors for successful integration. Banks must invest in staff training
and aligning workplace culture with Al technologies.

Case Studies of Successful Implementations

A notable example of successful implementation introduced the virtual assistant. The project aimed to reduce
unnecessary staff interactions and provide quick, efficient solutions for clients. achieved a high first-contact
resolution rate of 80%, alleviating staff workload and enhancing customer satisfaction (Liu et al., 2011) This
success was attributed to a client-focused approach, staff engagement in content management, and
collaboration with technology partners like Nuance Communications.

Another success story is the deployment of the virtual assistant by credins bank for mortgage advisory services.
demonstrated the ability to understand and appropriately respond to complex queries, achieving a success rate
of 89% (IPsoft, 2016). Beyond efficiency, Amelia showcased the capacity to tailor responses to client situations,
making it an essential tool for such services.

Case Studies of Unsuccessful Implementations

Despite achievements, there are also instances where Al implementation has failed. One example involves (Al-
Okaily et al, 2024) that attempted to deploy a chatbot for customer support. The system failed to handle
complex inquiries and often provided inaccurate or irrelevant responses. Consequently, clients grew frustrated
and reverted to traditional channels, resulting in wasted time and resources for the bank. This failure

highlighted the importance of training chatbots and the need for accurate and dynamic content (Dwivedi et al.,
2023).
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Another unsuccessful case involved a financial institution unable to align client expectations with the actual
capabilities of Al Clients had high expectations of the system's abilities, but the responses were often vague and
limited. The result was a negative perception that impacted the bank's credibility and the technology itself
(Tabaku et al.,, 2024).

In conclusion, successful cases demonstrate that collaboration with specialized partners and dedication to
content management are critical factors. Conversely, failures underscore the necessity of aligning technology
with client expectations and the continuous training of the system. Al integration in banking should be
grounded in an approach that prioritizes customer experience and the ongoing development of technology to
address complex needs.

III. METHODOLOGY

To address the research questions and understand the motivations, challenges, and opportunities of
implementing Artificial Intelligence (AI) in the banking sector, the study adopted a qualitative research
approach. This methodology was chosen to facilitate an in-depth analysis of various perspectives from
customers, experts, and the bank itself. An inductive approach was employed to integrate empirical data with
existing theories, enabling the development of new insights into complex topics such as Al in banking. Data was
collected through structured interviews and secondary sources. These methods ensured comprehensive and
rich data, contributing to the achievement of the study's objectives.

1. Structured Interviews

Interviews were conducted with two main groups:

Private Clients: Fifty Albanian bank clients were interviewed to understand their experiences, expectations, and
reactions to Al services such as virtual assistants. The interviewees included individuals of different ages,
focusing on millennials known for their quick adoption of new technologies.

Experts: An in-depth interview was conducted with five specialists in artificial intelligence and robotics,
providing an advanced understanding of Al capabilities and limitations.

The interviews followed a semi-structured approach, allowing flexibility to explore topics based on the nature
of the discussion. To ensure data accuracy, all interviews were recorded and transcribed.

2. Secondary Sources

Secondary data was collected from existing documents and reports of Banka Kombétare Tregtare to
understand the history and practical outcomes of the virtual assistant 's integration. Data such as project
descriptions, usage statistics, and customer feedback were analyzed to support the findings.

Data Analysis Methods

1. Content Analysis

A content analysis method was applied to organize and categorize the collected data. The process involved
three main phases:

Preparation Phase: Data was carefully reviewed to identify relevant meaning units.

Organization Phase: Meaning units were grouped into common categories to understand the main themes.
Reporting Phase: Results were summarized into categories, and key concepts were linked to the research
questions.

2. Comparative Analysis

Data from client and expert interviews were compared to identify similarities and differences in perceptions
and expectations regarding Al. This process helped understand Al's impact on customer service and pinpoint
areas for improvement.

The research utilized a qualitative approach, combining primary and secondary data collection methods. Semi-
structured interviews provided in-depth information on personal and professional perspectives on Al, while
secondary data supported the analyses. The use of content analysis and data comparison contributed to
drawing reliable and valuable conclusions for the banking sector.
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IV.  RESULTS

The study results present findings from interviews with private clients, experts, and the analysis of concrete
cases of artificial intelligence (Al) implementation in the banking sector. The data is organized according to the
main research groups and illustrated with graphs and tables.

1. Client Perceptions of Al

Interviews with five private clients from major banks in Albania revealed varying perceptions of Al services.
Most clients appreciated the accessibility and speed of service, particularly for routine transactions, but
expressed skepticism about the technology's ability to handle complex issues.

Table 1: Summarizes the key responses from the interviewed clients:

Perception Number of Clientes
Positive about speed 44
Skepticism about complex issues 32
Preference for human contact 21
Generally satisfied 47

Chart 1 illustrates the percentage of positive and negative perceptions.

CUSTOMER PERCEPTIONS OF
Al

50
40
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0

Positive about  Skepticism  Preference for Generally

speed about complex human satisfied

issues contact
Chart 1:

2. Performance of the Virtual Assistant

Data from Banka Kombétare Tregtare indicates that is one of the most successful examples of Al
implementation. Key findings are as follows:

e Monthly Interventions: On average, 30,000 completed interventions.
¢ First Contact Resolution Rate: 80%.

e Distribution of Interventions:

0 62% resolved (issue solved without staff assistance).

0 18% redirected to other channels, such as phone or branch.

0o 20% unresolved queries.

Table 2: Distribution of Interventions

Category | Percentage

Resolved 62%
Redirected 18%
Unresolved 20%
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3. Expert Perspectives

An interview with an expert from the University of Hamburg highlighted several important points about the use
of Al:

e Al Focus: Automating routine tasks and improving service speed.
¢ Main Limitations: Al's inability to understand complex contexts or ironic/sarcastic messages.

e Future Developments: Expected improvements in visual recognition and text data for handling more
complex conversations.

4. Comparison of Al Results in Other Banks

Other case studies show varying results:

¢ Raiffeisen: The chatbot failed to handle complex queries, leading to customer dissatisfaction.

¢ Amelia by IPsoft Credins: Achieved success with a high success rate (89%) in resolving complex queries.

Chart 2 compares the success rates of various Al systems:

Comparison of Success Rates of Banking Systems
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BKT virtual assistant Raiffeisen chatbot Amelia by IPsoft

Chart 2:

The results show that Al has significant potential to optimize banking services and enhance the customer
experience. However, success depends on factors such as design, training, and alignment with customer
expectations.

Analysis of Results

The study's results show that the implementation of artificial intelligence (AI) in the banking sector has had
noticeable impacts on operational efficiency and customer experience. The virtual assistant of Banka
Kombétare Tregtare was able to resolve 80% of queries on the first contact, avoiding 62% of direct
interventions by bank staff. This result aligns with existing literature that emphasizes Al's ability to automate
routine tasks and improve service speed (Accenture, 2016).

On the other hand, interviews with clients revealed that despite the technology’s efficiency, there are still
skepticisms about Al's ability to handle complex situations. Some clients still prefer human staff contact for
issues that require advanced knowledge or flexibility in interpreting context. This result aligns with studies by
Cuesta et al. (2015), which emphasize that customers’ perception of Al's limitations may hinder widespread
adoption of the technology.

Significance of Findings

The findings of this study clearly highlight the importance of integrating Al into banking, demonstrating its

potential to reduce costs, improve services, and increase overall efficiency. It is essential for banks to balance
technological benefits with customer experience, ensuring that Al adequately meets their needs.
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Study Limitations

One of the major limitations of the study was the limited sample of interviews, consisting of only 50 clients and
5 experts. This may restrict the breadth of the analysis and affect the generalization of the results. Furthermore,
the data on ’s performance were primarily based on the bank's own reports, raising questions about the
objectivity of the data.

Another limitation concerns the geographic focus. Since the study was primarily focused on Albania and Banka
Kombétare Tregtare, the results may not be fully applicable to the banking sector in other countries with
different cultural and economic conditions.

V.  RECOMMENDATON

Based on the limitations and findings, it is suggested:

1. Expanding the study to include more banks and different countries, creating geographic and cultural
comparisons.

2. Including more actors, such as clients from different demographic groups and bank staff, to understand the

impact on both organizational and individual levels.

Conducting in-depth studies on the long-term impact of Al on customer trust and satisfaction.

4. The discussion of results and limitations highlights the challenges and potential of Al in banking, laying the
foundation for future studies and applications.

VI. CONCLUSION

This study analyzed the impact of artificial intelligence (AlI) in the banking sector, focusing on the case of Banka
Kombétare Tregtare and its virtual assistant. The results showed that integrating Al in banking brings
substantial benefits in increasing efficiency and improving the customer experience. successfully resolved 80%
of queries on the first contact, significantly reducing the need for staff intervention and contributing to a
reduction in operational costs.

w

One of the main findings was the positive perception of clients regarding Al's speed and efficiency, but
skepticism about its ability to handle complex situations was also highlighted. This duality reflects Al's main
challenge: ensuring a balance between automation and sensitivity in services requiring human intervention.

The case of Banka Kombétare Tregtare shows that success depends on well-designed systems and content
management engagement. On the other hand, failures in Al implementation, such as in some other banks,
demonstrate that a lack of personalization and accuracy in content can harm the customer experience and their
trust.
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