
Changemaker 
conversations

Big questions shaping CXO priorities 
for the next decade

"How can I embed the bank in my 
customer’s everyday life decisions?”  

The biggest challenge for banks is that a significant 
number of finance journeys are happening outside the 
banking ecosystem. Growth is now driven by platforms 
such as Grab, PayTM, Uber, Uber, Apple, Amazon and other 
digital leaders. The only way a bank can capture more of 
that demand is if they become part of those ecosystems 
and therefore, making banking invisible and embedding it 
deeper into customers. It also requires leaders to keep 
pace with the unparalleled technological disruptions that 
presents new opportunities for them. We see banking 
leaders embracing this change and striving towards 
becoming the digital banks of tomorrow. This exclusive 
series of Changemaker Conversations captures the 
possibilities of the future from Chief Digital Officers, Heads 
of technology and innovation and Chief Experience Officers 
from leading banking institutions in the Asia Pacific. 

“What am I supposed to do to 
establish synergistic ecosystem to 
deliver value to the customer?”

“How should I build phygital 
experiences to secure and strengthen 
relationships?”

TEMENOS.COM

Context



3 ways AI will 
revolutionise the 
BFSI industry
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Dr. Adrienne Heinrich
Head - Artificial Intelligence (AI) Center of Excellence 

Union Bank of the Philippines
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Good credit scores are hard to achieve and worse, loans are hard to obtain in the Philippines even 

today. Bangko Sentral ng Pilipinas (the central bank of the Philippines) indicates that approximately 

44% of the country’s adult population is unbanked. This hinders many from establishing businesses 

and discovering growth. AI is changing this, improving fair economic welfare with models to help 

assess leasing customers who lack traditional data by using alternative data, resulting in favourable 

credit scores for part of the population. This will help customers attain loans where the risk of 

default is low.

With each bank offering the same products and services, the room to compete is scarce. Hence, one 

of the true advantages that banks have over their competitors is customer satisfaction and 

addressing the evolving needs of the customers. This is why a great customer experience is 

paramount for a bank, and AI will help achieve this, elevating them to new heights to reach 

greatness and stand out from the competition.

AI use cases in the BFSI industry:

Digitalisation, end-to-end banking and financial processes are avenues in which AI can further 

accelerate the BFSI industry. Today, it extends to more than mere chatbot implementation and 

automation, evolving the BFSI industry, by promoting financial inclusion and improving customer 

satisfaction.

#1 Lending credibility 

Gender imbalance is an ongoing issue in credit lending. Men frequently attain loans more than 

women based on the biased assumption that men will often be able to pay them back. This bias is 

encoded in various non-gender data fields and cannot be easily removed by prohibiting the use of 

gender data information. Combining responsible access to gender data with advanced machine-

learning techniques can help significantly reduce the discrimination women face. This can be 

achieved by approving loans for customers who deserve financial support but are currently 

discriminated against when traditional ML model approaches or regulatory binding guidelines are 

applied.

A study by the World Bank highlights that increasing women’s access to credit not only improves 

gender equality but also helps reduce extreme poverty simultaneously. On a large public dataset, it 

was found that organisations will also benefit from increased gender equality, as also their 

profitability increases, resulting in a win-win situation for everybody.

Combining responsible access to 
gender data with advanced  
machine-learning techniques can 
help significantly reduce the 
discrimination women face.
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#2 Explainable AI 

The trend that we are observing is that the better performing AI models are in general the more 

complex ones (e.g., deep neural networks) that are not so easily explained nor transparent. With the 

penetration of AI and digital, we must be proactive in mitigating potential risks regarding ethics and 

trusting AI outputs. Therefore, more attention shall be put to developing explainable and 

responsible AI (XRAI) so that both the data scientists and the decision-makers know when to trust 

that the AI output is reliable and fair. With a set of XRAI tools and frameworks, we want to get to the 

level where we understand the main patterns and criteria an AI model follows, how the AI model 

decides in selected individual cases and what kind of biases are present. Just like when you are 

interviewing a human being to find out whether this person is fit for the job, you now need to 

understand whether the AI model is fit for its job. With this in hand, the stakeholders will make 

better decisions for both the customers and the companies. Explainable and easy to understand 

visualisations of the AI output can present an opportunity for decision makers to learn so far 

unknown patterns in big data and even correct for potential bias on the decision maker’s side. This 

results in a more efficient workforce, ensuring banks expertly leverage their resources and time to 

solve complex issues by optimizing the collaboration between humans and AI.

#3 Customer satisfaction management 

Customer feedback is invaluable to improving banks’ products or services. Ratings and reviews are 

crucial, helping banks determine what works and what does not. However, an influx of descriptive 

reviews can prove tedious for banks to sift through for information. Hence, AI and data science help 

ease this problem with natural language processing (NLP) capabilities.

NLP models will sift through the feedback, containing thousands of text excerpts to underline 

customers’ key concerns and issues. The detailed analysis can help banks better target customer 

groups most important to their business strategy – by having a different action plan for gaining new 

acquisitions than for maintaining existing customers. AI is necessary, as it allows banks to efficiently 

determine the different issues that various customer groups face on the same product in a shorter 

period. In addition to operational efficiency, this process change will eliminate subjectivity and 

inconsistencies across ‘readers’ and allow for improved prioritisation and informed decision-making. 

Because of it, banks can better comprehend the customers’ situation and sentiments, implementing 

better improvements for their products and services.

Gone are the day's AI was used merely for chatbot implementation, with its usefulness proving vital 

to reducing discrimination, enhancing decision-making and improving customer satisfaction. One 

thing is clear - AI doesn’t look to slow down, and banks looking to deliver the best customer 

experience should take note of its prominence.



Way forward
Winning and owning customer journeys is the new battleground for banking CXOs. These leaders 
understand how to put aspirations into action and are ready to make bold decisions for growth. 
Future success will come from hyper-connected and localised experience platforms. Banking leaders 
are striving towards establishing partnerships and leveraging banking-as-a-service principle to 
become a part of everyday customer decisions. They are maximising the potential of ecosystem to 
create innovation opportunities and foster sustainability. Changemaker conversations are testament 
to the significant progress banks have made and will continue to do in this decade. 
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Get in touch learn more about Temenos Infinity

Platform technology solutions like Temenos Infinity, consistently
rated as best-in-class by third-party analysts, empower banks to
be truly digital native and deliver banking without barriers. As
an end-to-end banking solution leader for over two decades,
over 1.2 billion people globally rely on Temenos software for

their daily banking needs.

www.temenos.com/products/infinity
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reachus@twimbit.com 

About TwimbitAbout Temenos

Learn more at twimbit.comLearn more at temenos.com

Temenos AG (SIX: TEMN) is the world’s
leader in banking software. Over 3,000 banks
across the globe, including 41 of the top 50
banks, rely on Temenos to process both the
daily transactions and client interactions of
more than 500 million banking customers.
Temenos offers cloud-native, cloud-agnostic,
and AI-driven front office, core banking,
payments, and fund administration software,
enabling banks to deliver frictionless,
omnichannel customer experiences and gain
operational excellence.

Temenos software is proven to enable its
top-performing clients to achieve cost-income
ratios of 26.8%, half the industry average and
returns on equity of 29%, three times the
industry average.

These clients also invest 51% of their IT budget
on growth and innovation versus maintenance,
double the industry average, proving the
banks  IT investment adds tangible value to
their business.

Our aim is to produce exponential impact
for every business and individual through
the power of research. We understand the
industry to know that the way research is
produced, personalised and consumed
needs to change. We are the change
agents to bring fresh perspectives to your
business.




