
Action
AI in



AI Journey
How to start?

1. Adopt a culture of data

2. Create cross-functional teams

3. Create a roadmap prioritizing quick 

wins and addressing biggest pain 

points

The biggest risk of AI is not using it! 



AI NOT INTEGRATED with core 

systems. Example: marketing 

automation, customer service, QA 

(quick wins with immediate cost 

savings)

Milestone 1 - Explore

AI INTEGRATED for backend 

processes (internal use only). 

Example: Business Intelligence / 

Analytics, Machine Learning, and 

Predictive fraud models.

Milestone 2 - Expand

Implementation
Stages



AI Integrated

Milestone 4 - Use as a 
Foundation

AI INTEGRATED into frontend 

processes/customer-facing processes.

Example: chatbots integrated with core 

systems assisting customers querying 

data from various platforms (Accounts, 

Loans, Cards, etc.)

Milestone 3 – Deep Dive

Ongoing 
Process



Belize Bank
Mission Statement
To enhance value for individuals, 
businesses, and stakeholders by 
delivering first rate financial services 
that are both innovative and of high 
quality. We strive to build lasting 
relationships with our customers while 
providing superior customer service.

● No feedback from the branches. Only 635 
surveys completed annually for 11 
branches. 

● We Listen When you Talk – score 93%
● Social Media Feedback – 80% Negative
● Lack of accountability among front line 

staff due to lack of measurements and 
KPIs. 

● No equal treatment between Customer 
Support (Call Center) and Branches. 100% 
of calls in Customer Support under QA and 
0% in-branch interactions QA-ed.

Problems





Solution

● Personalization

● Opening and closing

● Customers’ sentiment

● Upsell and cross-sell (credit facilities, digital banking)

● Conversational engagement

Implementation of 55 tablets to collect immediate 
feedback from customers after each teller and customer 
service transaction.

Implementation of AI devices for front line staff to record 
conversations with customers in order to assess:

Customer Interaction

Recording

Sample Final Recording (fixed)-VEED-VEED NEW.mp3

http://drive.google.com/file/d/1xf8ObPGjL6ywrEpcDdZF9Gu8clvXKKv2/view


Customer Interaction

73

Greeting Quality
(Sentiment Length, Customer Name)

74

Closing Quality
(Sentiment Length, Customer Name)

73

Service Sentiment
(How Positive/Upbeat during 

Transaction)

52

Conversational 
Engagement

(Made Small Talk)

57

Personalization
(Used Customer Name)

75

Appreciation of 
Customer

(Thanked the Customer)



Upsell at Every Opportunity



Customer Verification



Digital Banking



Contact Information



Manni Rate Dashboard

39.6k
Count of Reviews

63.5k
Count of Comments

86.5
Average Review



Perception vs Reality



Manni Rate Analysis
Wait Time



Manni Rate Analysis
Customer Service



Manni Rate Analysis
Product Knowledge



Impact

● Identification of internal fraud

● QA: 10% manually vs. 100% via AI 

● Manual QA – time-consuming and subjective

● AI: objective based on key words and very fast. 

Provide great coaching tool.

● Saving: 1 FTE

● Social media reviews 80% negative vs. 90% 

positive (due to improved engagement)



—AlphaLady Williams

—Vitalino Reyes

“The service inside the bank in Dangriga is HORRIBLE OMG 
WE STAND IN LINE FOR 2 HOURS.... One teller working on a 
busy Monday. So much teacher were Disappointed in their 
services Monday.... They need to improve cause mein that 
was after 10am to mid day.... when I think of Belize Bank I 
think about camping out... Chenille Williams look at this 
advertisement I want scream thinking about the 
disappointment Monday.....”

“The quality of It is not so real this bank ask too much 
things and no give it to you. It takes so long too”

—Hurt Heart

“Belmopan loans officers are very slow. And you have 
to be behind them for updates. If you don't contact 
them they will take a long time to contact you and they 
wait until in the evening on Fridays before going home 
to contact you. By then you can't get to them back and 
can't do anything until following week.”

Negative Feedback Positive Feedback

—Martinez Shirlene

"Definitely I have my credit card machine also on the go safe as well 
cause I don't need to have a lot of cash with me when I collect from 
clients and it works perfect love it that if I have any problems Mrs. 
Boden is one call away very lovely lady and if she missed you call 
she calls right away when she is done with her calls or business”

—Kelly Flowers

“Financial inclusion means that everyone can be included for a 
financial help once they meet the requirements to be accepted 
that's really good for those like me that love to have a personal 
business one day.”

—Darline L. Cordova

“Great! E-kyash has been beneficial to me for making purchases at 
small businesses and in facilitating bank transfers.”

—Master Crafts By Vilita

“#1Bank of Belize!! There for you when you need them!!”

—Adaneli Witz

“I feel so welcome whenever I visit. Thank you Belize Bank”

—Sami Hibberb

"Love this feature. Because having to remember all these 
passwords now and trying to remember new pins is stress. Just 
change it to the old one and boom your life is a little easier. Thank 
you Belize Bank.”



Statistics

● 6000% more annual reviews/feedback from 

customers (635 vs. 36k)

● Score of customers feedback improved since 

launch (80.8 vs. 88.7 in Sep 2024) – based on in-

branch paper-based  WLWYT surveys 93%, 

however it wasn’t on objective result. 

● 97% of feedback is positive

● AI gives even better results analyzing the entire 

conversation: avg. AI score of 82.6 vs. 85.8 (avg. 

2024).



Score | Tablet vs AI



Short wait Time vs Long wait Time



Positive vs Negative



Conversational Engagement vs Personalization
vs Appreciation of Customer



Digital
Maturity

To survive in the digital world, we must learn to see things differently, do things differently, and deliver

things differently. But..it’s not easy!

The Digital Maturity Model is an effective tool for providing guidelines for a clear path throughout the

transformation journey. The framework divides front-end and back-end operations. The front end defines

all services that a Financial institution has to see a level of digitalization. The back end brings in the level of

automation, as some services may be available online; however, in the back end, they are still processed

manually or semi-manually.

Each project or initiative should be reviewed from the perspective of ROI, payback period, as well as the

impact on the Digital Maturity Index.



Thank You!

Any Comments or Questions?
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