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OZET

Elde edilen verileri isleyip, insan zekas1 gibi anlamli sonuglar iireten makine zekalarina yapay zeka
denilmektedir. Yapay zeka glinlimiizde bir¢ok alanda kullanilmakla birlikte, bankacilikta iiriin satis ve
pazarlama, kredi riski degerlendirme, miisteri hizmetleri, dolandiricilik tespiti, 6deme hizmetleri,
yatirimlarin yonetilmesi gibi alanlarda kullamldig1 goriilmektedir. Boylece yapay zekanin bankacilik
sektoriinde kullanilmasiyla kisiler subelere ya da miisteri temsilcilerine ulagsmadan iglemlerini dijital
ortamda sanal asistanlar yoluyla aninda ve hizli gergeklestirmektedir. Ayrica kredi, yatirim {iriinii ve
hizmet pazarlamasi gibi miisteri ihtiyaglarinin yapay zeka kullanilarak dogru zamanda tespit edilmesi
ve kisiye 0zel iiriinler sunmasi bankalara rekabet avantaji saglanmaktadir. Diger taraftan, literatiirde
yapay zekanin isgiicii lizerinde olumsuz etkisine yonelik ¢alismalar bulunmaktadir. Bu kapsamda,
caligmada ilk olarak yapay zeka tanimina ve bankacilik sektdriindeki uygulamalarina yer verilip daha
sonra yapay zekanin finans piyasalar tizerindeki olumlu ve olumsuz sonuglar literatiirdeki ¢caligmalar
incelenerek degerlendirilmistir. Yapay zekanm isgiicii tizerindeki etkisine yonelik yapilan ¢aligmada ise
cagr1 merkezlerindeki istthdam sayisi, ¢agri merkezlerinden alinan ¢agri sayisi, bankadaki toplam
istihdam ve bankalarm sube sayis1 2017-2021 yillar itibariyle incelenmistir. Bu dogrultuda finansal
hizmetlerden faydalanan kisi sayisindaki artisa ragmen, bankacilik islemlerinin sanal asistanlar yoluyla
gerceklestirilmesiyle; cagri merkezlerinden alinan ¢agri sayisinin, bankacilik ¢agri merkezi istihdaminin
ve sube sayisinin azaldig tespit edilmistir. Cagri merkezi hizmetleri ve bu hizmetlerin kullanilmasina
iliskin istatistiki bilgilerin yer aldig1 ¢aligmaya gore yapay zeka; tiiketicilere nitelikli, hizli ve diisiik
maliyetli hizmetler saglamakla birlikte istihdam iizerindeki baskisi, gelecekte olusabilecek issizlik
acisindan sorun olusturabilecektir. Bu dogrultuda, yapay zeka kullanimiyla ortaya ¢ikabilecek istihdam
kaybima yonelik gerekli 6nlemlerin ele alinmasi gerektigi diistiniilmektedir.
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ABSTRACT

Machine intelligence that processes the obtained data and produces meaningful results like human
intelligence is called artificial intelligence. Although artificial intelligence is used in many areas today,
it is seen that it is used in areas such as product sales and marketing in banking, credit risk assessment,
customer service, fraud detection, payment services, and investment management. Thus, with the use of
artificial intelligence in the banking sector, individuals can perform their transactions instantly and
quickly through virtual assistants in the digital environment without reaching branches or customer
representatives. In addition, by using artificial intelligence detecting customer needs such as loan,
investment product and service marketing at the right time and offering personalized provides
competitive advantage for banks. On the other hand, there are studies in the literature on the negative
impact of artificial intelligence on the workforce. In this context, firstly, the definition of artificial
intelligence and its applications in the banking sector are included in the study, and then the positive
and negative results of artificial intelligence on financial markets are evaluated by examining the studies
in the literature. In the study on the effect of artificial intelligence on the workforce, the number of
employment in call centers, the number of calls received from call centers, the total employment in the
bank and the number of branches of the banks were examined as of 2017-2021. In this direction, despite
the increase in the number of people benefiting from financial services, with getting banking transactions
through virtual assistants; the number of calls received from call centers, the employment of banking
call centers and the number of branches decreased was determined. According to the study, which
includes statistical information on call center services and the use of these services, although artificial
intelligence provides consumers with qualified, fast and low-cost services, it may pressure on
employment and pose a problem in terms of future unemployment. Accordingly, it is thought that
necessary measures should be taken to address the loss of employment that may occur with the use of
artificial intelligence.
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