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ABSTRACT

Banksareinvestinginartificialintelligence(AI)todevelopmoreinnovativebusinessmodelsinorder
tofacecompetition.Themainobjectiveofthispaperconsistsinanalyzingbankexperienceswhen
theyintroduceAIfromthetheoryofdynamiccapabilitiesandtheresource-basedviewapproach.
Documentaryresearchenablesthedescriptionofexperiencesinthreecompaniesfromthefinancial
industry.Ithasbeenconsideredofinteresttoincludedifferentinternationalexperiences.Forthat
reason,afirmprovidingdebitandcreditcardserviceshasbeenincluded,MasterCard,alongwith
internationalbankssuchasRoyalBankofScotlandandCaixaBank.ResultsshowthatAIenables
firmstopromotenewrelationshipswithcustomers,detecttheirneedsorexperiences,andadaptthe
servicegivenbyfirmstobemorecompetitive.AIalsoallowsthemtospeedupresponsestocustomers
answersanddoubtsthroughitsvaluechain.Thisresearchalsoshowsthattheproperimplementation
ofAIpermitsareconfigurationoftraditionalbankingscenario.Detection,absorption,integration,
andinnovationarecapabilitiesthatallowthesefirmstobuildthemanagerialskillsorientedtosave
costs,increaseefficiency,andbemorecompetitive.
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INTRoDUCTIoN

Althoughithasnotbeenimpactedinanegativewayatthelevelofotherindustriesbytheglobal
crisis,bankingindustryisimmersedinaperiodoftransitionaimedtomakethebestofinformation
technology(IT)becauseoffiercecompetition(Tang,2019;Gallego-Gómez&De-Pablos-Heredero,
2017;Soley,2015).Therearesomeexampleswhichillustratehowthisstartedtohappen(Chishti&
Barberis,2016).Forexample,intheUnitedKingdom,supermarketchains,asTexco,soldloansand
couldobtainfinancialservicesinplacessuchasAmazon(Forbes,2018).

Thissituationarisesasaconsequenceoftheemergenceofnewplayersinthebankingindustry
(Gallego,2018).Asanexample,a63%ofnewplayersinthisindustryaccount14%ofreturnsin
UKaccordingtoAccenture(2018).Traditionalfirmsoperatingin thebankingindustryface this
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situationbyfightingtoreachabetterposition.Thankstobankingefforts,Accenture(2018)affirms
thattheywillbeabletorecovercustomertrustinthenextyears.Andthelattereventhoughbanking
businesseshavebeendiversifiedasitisshowninFigure1,andthedemandstobecomepioneersand
competitiveinthebankingindustryarebeingincreasedastheyfacehighercompetenceeachtime.

Takingintoconsiderationthiscontext,theSpanishbankingindustry,especiallyafterthemerger
and acquisition of savings, has become stronger from the economic perspective (Bernardino&
Carrasco,2014).Nevertheless,banksneedtoinvestintechnologieswiththepurposeofachieving
more innovativestatus.Lichtenthaler (2019)explains thebenefits thatArtificial Intelligencecan
promoteatorganizationsfromtheinnovationperspective.

AccordingtoFuncas-KPMG(2017),Spainisthe6thbiggestcountryinnumberofFintech
companies.Moreconcretely,therearemorethan300firmswithaturnoverofmorethan100
millioneuros.

Asaproofofit,innovationcentreshavebeencreatedbyalltheSpanishbanksandtheyhavebeen
integratedaspartoftheiractivity(Soley,2015).GoodexamplesofthisaretheBBVAInnovationCenter
andBankinter(Weill,Woerner,&González,2017).Inthisway,theycanhaveacloser,morecreative
andinnovativecontactwithsocietyresultinginamorepreciseadaptationtothecustomerdemands.

Thetransformationprocessinthebankingindustryrequiresfromthesupportoftechnologyto
becomecompetitive.Thisisthereasonwhymoretraditionalorganizationsinvestonimplementing
thedigitalizationofprocessesandexploitingdata,whichareindeedtheirmainasset(Grab,Olaru,
&Gavril,2019;DePablosHerederoetal.,2019).AccordingtoStatista(2019),forecastssuggest
thatfortheyear2030theuseofartificialintelligence(AI)inthebankingindustrywillgenerate86
millionUSdollarsinEurope.

IntheconcretecaseofSpain,andfollowingthewordsofAccenture(2019),47%ofbanking
leadersthinkthatAIwillbeatechnologywiththeabilitytopromotethehighestimpactinthenext
threeyears.Infact,97%ofSpanishbankingleaderseitherarethinkingaboutimplementingAIor
theyhavealreadyintegrateditinbusinesses.

Next,inFigure2,agraphicshowingthecommercialvaluethatcouldbeobtainedbyusingAI
inthebankingindustryintheperiodfrom2018to2030isshown.

ResourceBasedViewisanOrganizationalapproachaimedtodetectbothweaknessesandstrengths
inafirmbyanalysingitsresourcesandinordertofindouttowhatextent,byproperlycombining
them,thefirmcanreachcapabilitiesliabletobesustainedontime(Barney,2001).

Figure 1. Nearly one-fifth of players in 2017 entered the market since 2005 (Accenture, 2018)
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