Case
Study

Fortune 500 Bank overhauls HR strategy, reduces
help desk ticket volume by 10 percent
Industry: Banking
Location: Global
Number of employees: 260,000+

The Challenge

Most financial institutions face increasing pressure from
consumer expectations, competitors, and regulatory
conditions. In particular, they face unprecedented
pressures as they move toward digitization. Faced with
similar challenges, this large Fortune 500 Bank was
looking for ways to innovate across the bank as they
began a 24-month overhaul of their HR strategy. With
six HR call centers with costly support and long hold
times for Q&As, an antiquated portal with outdated
answers, and 160 HR applications, employees didn’t
know where to go for what and what to do when they
got there. As just one example, the HR/IT group logged
some 36,000 calls a week for user password resets, and
some requests were still handled via fax or other timeconsuming, manual methods.

The Solution

The Digital Conversation Hub from Socrates.ai
The Socrates.ai enterprise-grade platform provided the
bank’s employees with immediate answers to crucial
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questions in the moments that truly matter
in their lives. The bank branded the Socrates.ai
platform with their logo and name to reinforce
its corporate identity and set up an on-premise
deployment. Once live, they began delivering an
employee-awesome experience across any system,
document, process, or data set. Thanks to Socrates.ai,
the bank was able to bring the complexity of the
enterprise into a single digital experience that enables
them to tap into expertise across the enterprise,
save time and duplication of efforts, and capture
new opportunities.
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Key Benefits include:
• Easy to understand, always up to date content
based on the bank’s system of record
• Fast implementation, rapid deployment—no
question/answer mapping/management or variation
mapping/management or training of the system
• Pre-built integrations to the bank’s HR benefits/
knowledge databases
• Bot-to-bot conversations—Socrates.ai was set up
to be the primary or secondary solution for the
bank’s chatbot strategy

The Results
Digital transformation = Employee Awesome
The Socrates.ai solution helped the global bank
reduce its service center and email ticket volume
by 10 percent. In addition, the solution positioned the
bank for its digital transformation. Socrates.ai is based
on advanced artificial intelligence (AI) and natural
language processing and understanding (NLP/NLU),
all built and maintained by Socrates.ai.

and building loyalty, enhancing productivity, and
maximizing costs and effectiveness. With Socrates.ai,
they see a 30-day productivity trend score, and any
related content trends.
• Easy connection to experts. With Socrates.ai, the
bank’s employees text with the company the same
way they do in everyday life. And if an associate
needs to find an expert on a topic or issue, the
platform takes them to the right person—an
external support person, a phone call, email,
or live chat.
• Escalations to avoid risks. Socrates.ai mitigates
legal risk and potential lawsuits. If the bank’s
associates are using inappropriate terms or
phrases that should be flagged, the system alerts
the appropriate person immediately.
Learn more about Socrates.ai today
www.socrates.ai

• Personalized answers without having to search
portals, documents, or make a call. This significantly
reduced wasted time, call/ticket volumes, and
support costs.
• Insights into employee behavior to achieve an
“employee awesome” experience. The bank now
knows “who, what, where, how, and when”
employees are viewing HR-related information.
By gaining insights about what employees are
looking for, and what they need help with, the bank
is improving the overall employee experience
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