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Abstract

This paper discusses the possibilities of using artificial intelligence in the banking field,
taking into account international and local practices. In the era of technological development,
opportunities and demands in the direction of machine learning are increasing day by day.
Based on this trend, the aim of the paper was, with the example of the Bank of Georgia, to
identify the role of artificial intelligence in the process of achieving customer satisfaction for
representatives of the financial industry and what challenges management faces when

implementing these technologies.

Researches, opinions and works published by different authors in relation to the issue
are discussed in the chapter of literature review, which created an opportunity to compare and

outline relationships.

The research question of the paper was investigated on the basis of qualitative research,
using in-depth interviews and a quantitative questionnaire. Interviews were conducted with
representatives of the top management of the Bank of Georgia, who are directly involved in
the development of processes. And the quantitative questionnaire, which was distributed

through google forms, was filled by the customers of the Bank of Georgia.

The results of the research revealed the most important of the capabilities of artificial
intelligence, the automation of processes and the quick ability to obtain certain results. During
the development of the processes, certain types of hindering factors were also identified, one
of which is insufficient machine computing resources. Based on the customer survey, the
factor of trust and habituation to the offered technological innovations was identified as a

challenge.

In the paper, the findings and innovations identified within the framework of the
research, which were implemented in the process of operation of the Bank of Georgia in the
market, are also given. These findings will serve as a clear example for other banking sector
representatives of how to manage a company in the face of current challenges using

technological services.



Based on the theoretical material discussed and formed results of the research,
recommendations were developed as a conclusion, which will help other companies in using

technological innovations.

Keywords: artificial intelligence, banking field, Bank of Georgia.
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