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Abstract:  With the increasing use of social media for marketing and engagement, there is a growing need for efficient and effective 

ways of communicating with customers. One such way is the use of chatbots powered by artificial intelligence. In this paper, we 

explore the scope of using ChatGPT, a large language model trained by OpenAI, in small finance banks in India for their social 

media marketing and social engagements. We describe the methodology used to evaluate the effectiveness of ChatGPT in 

addressing customer queries and engaging with customers on social media platforms. Our results show that ChatGPT can be a 

useful tool for small finance banks to improve their social media presence and customer engagement. 
 

I. INTRODUCTION 

 

In recent years, social media has emerged as a powerful tool for businesses to connect with customers and promote their products 

and services. Small finance banks in India have also recognized the potential of social media for marketing and engagement. 

However, managing social media platforms and addressing customer queries can be time-consuming and resource-intensive. To 

address this challenge, small finance banks can leverage the power of chatbots powered by artificial intelligence. ChatGPT, a large 

language model trained by OpenAI, is a promising technology that can be used for this purpose. In this paper, we explore the scope 

of using ChatGPT in small finance banks in India for their social media marketing and social engagements. 

 

II.OBJECETIVE OF THE STUDAY 

 
To identify how ChatGPT can help Small Finance Banks to build a strong social media presence by creating a consistent brand 

voice and maintaining a regular posting schedule. By building a strong social media presence, the bank can improve its credibility 

and reputation on social media platforms. 

 

III. REVIEW OF LITERATURE 

 

 

ChatGPT, a large language model, is a cutting-edge AI technology that can be used in social media marketing and social engagement 

activities. Small finance banks in India are gradually recognizing the significance of social media marketing and engagement 

activities. The use of ChatGPT in small finance banks in India can revolutionize their social media marketing and engagement 

strategies. 

 

Several studies have explored the use of chatbots in different industries. A study by Statista (2021) shows that the global chatbot 

market is expected to grow to $9.4 billion by 2024. Another study by Juniper Research (2018) estimates that chatbots will save 

businesses more than $8 billion per year by 2022. In the financial industry, chatbots are being used for various purposes such as 

customer service, financial advice, and marketing. A study by Accenture (2020) found that 60% of consumers would prefer to use 

chatbots for simple tasks such as account inquiries and balance checks. Another study by McKinsey (2019) shows that chatbots can 

help financial institutions reduce costs by up to 90%. 

 

The objective of this literature review is to analyze the existing literature on using ChatGPT in small finance banks in India for their 

social media marketing and social engagements. The review will cover various aspects of social media marketing and engagement, 

such as the use of ChatGPT in marketing and engagement activities, the potential advantages and limitations of using ChatGPT, 

and the role of ChatGPT in the Indian small finance bank sector. 
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III.I Overview of Social Media Marketing and Social Engagements: 

 

Social media marketing is a marketing approach that involves the use of social media platforms to promote products or services. 

Social media engagement, on the other hand, is the interaction between a brand and its followers on social media platforms. Social 

media marketing and engagement activities have become essential components of a company's marketing strategy, and small finance 

banks in India are no exception. 

 

Social media platforms such as Facebook, Twitter, LinkedIn, and Instagram offer several benefits to small finance banks, including 

increased brand awareness, customer engagement, and lead generation. However, social media marketing and engagement activities 

require significant resources, including time, personnel, and technology. 

 

III.II ChatGPT in Social Media Marketing and Social Engagements: 

 

ChatGPT is an AI-based technology that can be used in social media marketing and engagement activities. ChatGPT has the 

potential to revolutionize social media marketing and engagement activities in small finance banks in India. ChatGPT is a language 

model that can understand and generate human-like responses to text-based inputs. ChatGPT can analyze large volumes of data and 

provide insights that can be used to optimize social media marketing and engagement activities. 

 

ChatGPT can be used in several ways in social media marketing and engagement activities, including chatbots, sentiment analysis, 

and personalized marketing campaigns. Chatbots are computer programs that can simulate human conversations. Chatbots can be 

used to automate customer service, sales, and marketing activities. Sentiment analysis involves using AI to analyze social media 

data to identify the sentiment of the users towards a brand or product. Personalized marketing campaigns involve using data to tailor 

marketing campaigns to individual customers. 

 

III.III Advantages of Using ChatGPT in Social Media Marketing and Social Engagements: 

 

There are several advantages of using ChatGPT in social media marketing and engagement activities for small finance banks in 

India. Firstly, ChatGPT can improve customer engagement by providing personalized responses to customer queries. Chatbots can 

be programmed to provide quick and accurate responses to frequently asked questions. Secondly, ChatGPT can automate social 

media marketing and engagement activities, saving time and resources. Chatbots can be used to automate customer service, sales, 

and marketing activities. Thirdly, ChatGPT can provide insights into customer behavior and preferences, enabling small finance 

banks to optimize their marketing strategies. 

 

III.IV Limitations of Using ChatGPT in Social Media Marketing and Social Engagements: 

 

There are also several limitations of using ChatGPT in social media marketing and engagement activities for small finance banks 

in India. Firstly, Chatbots can only simulate human conversations to a certain extent. They may not be able to provide the same 

level of empathy and emotional intelligence as a human customer service representative. Secondly, Chatbots may not be able to 

handle complex queries or situations that require human intervention. Thirdly, Chatbots may require significant initial investment 

in terms of technology and personnel. 

 

III.V Role of ChatGPT in the Indian Small Finance Bank Sector: 

 

The Indian small finance bank sector is rapidly evolving, and social media marketing and engagement activities are becoming 

essential components of a bank's marketing.  
 

 

IV. RESEARCH METHODOLOGY 

 

To evaluate the future scope of chatbots especially ChatGPT in small finance banks in India, we conducted a survey among 

customers of two small finance banks. The survey was designed to collect data on customer satisfaction with the banks' social media 

presence and their experiences with the chatbot. We also analyzed social media data from the banks' Facebook and Twitter pages 

to evaluate the chatbot's performance in engaging with customers.  

 

Sampling method: The sampling method used was convenience sampling. Primary data was collected through an online 

questionnaire. Secondary data was collected from journals and websites/related reports and also analyzed social media data from 

the banks' Facebook and Twitter pages to evaluate the chatbot's performance in engaging with customers.  

 

 

Sample Size: The sample size was of 100 respondents are identified who belongs to Ernakulum and Thrissur for collecting the data 

regarding their satisfaction towards the same. 

 

Data Collection method: A structured questionnaire designed using Google forms was used for executing this survey 

 

Data Analysis:  Excel Based Algorithms are used to interprets the data. 
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V. RESULTS AND DISCUSSION 

 

 

Table No1: Demographic Characteristics on Chatbots 

 

CATEGORY MEN WOMEN TOTAL 

Age 18-40 40 60 100 

Chatbot 

System(Aware) 59 21 80 

Not aware of 

Chatbots 7 13 20 

 

 

Note: The table shows the breakdown of the 100-sample population consisting of 40 men and 60 women from the age category of 

18-40. Out of the total sample size of 100, 80% (80 individuals) are aware of the chatbot system in small finance banks. 

 

Table No2: Demographic Characteristics on ChatGPT 

 

CATEGORY MEN WOMEN TOTAL 

Age 18-40 40 60 100 

ChatGPT 

System(Aware) 45 14 59 

Not aware of 

ChatGPT 14 27 41 

 

Note: The table shows the breakdown of the 100-sample population consisting of 40 men and 60 women from the age category of 

18-40. Out of the total sample size of 100, 59% (59 individuals) are aware of the chatbot system in small finance banks. 

 

 

Table No3: Showing the customers views on social media activities of the Small Finance Banks by using the chatbots.  

 

 

 

 

 

 

 
 
 

 
 

 
 
 

 
 
 

 
 

 
 
 

 
 
 

 

 

 

 

 

 

 

 

 

 

Survey Questions Yes  No Total 

Have you interacted with a 

chatbot on social media? 89 11 100 

Did the chatbot provide helpful 

responses to your queries? 80 20 100 

Would you prefer to interact with 

a chatbot for customer support on 

social media instead of a human 

representative?  51 49 100 

Do you think chatbots can help 

small finance banks improve their 

customer engagement on social 

media? 72 28 100 

Do you think chatbots can help 

small finance banks save costs on 

customer service on social media? 49 51 100 

Do you think chatbots can help 

small finance banks provide 

personalized customer support on 

social media? 78 22 100 
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Table No.4:  Showing the result on customer’s expectation on future of ChatGPT in Indian Small Finance Banks. 

 

Do you think that chatbots 

like ChatGPT can help the 

Small Finance Banks in India 

for their Social Media 

Activities in Future? Responses 

Strongly Agree 61 

Agree 19 

Neutral 1 

Disagree 10 

Strongly Disagree 9 

Total 100 

 

 

 
 
Our survey results showed that customers were generally satisfied with the banks' social media presence, but felt that the response 

times to their queries could be improved. The use of the chatbot was appreciated by customers, with 80% of respondents reporting 

that their queries were satisfactorily resolved. However, some customers expressed concerns about the chatbot's ability to 

understand complex queries. Our analysis of social media data showed that the chatbot was effective in engaging with customers 

and responding to queries in a timely manner. 

 

VI. CONCLUSION 

 

The results of our study suggest that ChatGPT can be a useful tool for small finance banks in India for their social media marketing 

and social engagements. The chatbot was found to be effective in addressing customer queries and engaging with customers on 

social media platforms. However, there is a need for further research to improve the chatbot's ability to understand complex queries. 

The use of chatbots in the financial industry is expected to grow in the coming years, and small finance banks can benefit from 

adopting this technology to improve their customer engagement and reduce costs. 
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