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Dilemma and Breakthrough: Research on Intelligent Transformation
of Bank Branches Endowed with Artificial Intelligence

SHEN Rui'  ZHOU Lei”  TAO Xian’  ZHU Jun’
(1. Zhejiang Financial College Hangzhou Zhejiang 310018 China;
2. Suzhou Vocational University Suzhou Jiangsu 215104 China;
3. China Construction Bank Zhejiang Branch Hangzhou Zhejiang 310000 China)

Abstract: The intelligent transformation of commercial banks’ branches is an important starting point for high
— quality development of the banking industry in the new era. As a strategic cutting — edge technology that leads the
development of FinTech artificial intelligence has rapidly penetrated into the banking industry especially in the
“landing” of basic bank branches and it created a large number of “Intelligent Bank Branches 1.0”. However
there are many difficulties in the implementation of intelligent bank branches such as low service quality inade—
quate infrastructure and unable to satisfy their customers. To make a breakthrough of intelligent bank branch con-
struction an “Intelligent Bank Branches 2.0” construction path centered on customers employees and business has
been proposed. Based on the conception this paper put forward suggestions: allocation human — machine resources
with customer — centric to improve service quality and customer experience; apply artificial intelligence to upgrade
the quality of human resources of branches to meet transformation needs; develop customized services through big
data machine learning knowledge graph and intelligent customer service to meet the individual needs of customers
and ultimately achieve the goal of digital inclusive finance.
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