
Former Citi executive’s AI platform identifies bias
in banking
Marcia Tal, a 20-year banking veteran, says her new product uses a predictive model
to identify prejudice within customer and employee complaints at financial
institutions.

By Anna Hrushka, Senior Reporter

https://www.bankingdive.com/editors/ahrushka/


A former Citi executive vice president recently launched a product aimed at

helping banks root out bias by analyzing customer complaints.

Marcia Tal, a 20-year banking veteran who built Citi’s Global Decision

Management function in more than 30 countries, said her Bias Index uses an

artificial intelligence (AI) predictive model to identify prejudice in financial

institutions.

The Bias Index is a new feature of PositivityTech, a platform Tal launched

last year, which helps companies leverage data in customer complaints.

The product has been in development for some time and is launching amid a

“perfect storm,” Tal said in an interview with Banking Dive, referring to the

coronavirus pandemic and the May 25 police killing of George Floyd.
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“People are in a mind shift moment and institutions really need to be paying

attention to them,” said Tal, who runs her own consulting firm, Tal Solutions

LLC. “People around the world are raising their voices. They’re complaining,

and that complaint can be as we’re experiencing it, through protests. They’re

also complaining in written form, using their voices to basically highlight the

injustices that have been with us for such a long time.”



Tal said the Bias Index uses complaint data sent to the Consumer Financial

Protection Bureau (CFPB) to identify patterns of bias.

“We are accessing, through open source capabilities, the information that the

CFPB makes public,” she said.

The CFPB doesn’t make public all of the complaints it receives — customers

must first give permission — but Tal said the bureau’s public complaints

make up a “sizable portion.”

“We built all these capabilities using this information because that was

available and it works,” she said. “And it oftentimes is shocking to

institutions because they’re not always seeing the power of the data of the

CFPB. They’re not looking at this data as really that significant because it’s

relatively small compared to large institutions’ internal data. ... When you see

there is four times the probability of bias in one set of products versus others,

that’s something that you can’t ignore.”

The recent social unrest spurred by Floyd’s death has led to an increase in

interest for her product, Tal said.


