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AI-powered banks have the edge

The AI race is on 

https://newsroom.bankofamerica.com/content/newsroom/press-releases/2024/04/bofa-s-erica-surpasses-2-billion-interactions--helping-42-millio.html
https://www.citigroup.com/global/news/press-release/2024/citi-publishes-new-report-ai-in-finance
https://www.fvcbank.com/business-banking/lightning-lending/
https://www.revolut.com/en-NL/news/revolut_launches_ai_feature_to_protect_customers_from_card_scams_and_break_the_scammers_spell/
https://url.us.m.mimecastprotect.com/s/SLkXCQW8kLFXWM8ZKixfAcGcjdC?domain=blogs.nvidia.com/
https://www.jpmorganchase.com/ir/annual-report/2023/ar-ceo-letters


Rapid change brings challenges

AI maturity is 
a fast-moving target

10pts

https://www.servicenow.com/workflow/hyperautomation-low-code/enterprise-ai-maturity-index-2025.html


Seizing AI opportunities

Banks are seeing dividends from AI 

87%

8.4%

https://www.dbs.com/artificial-intelligence-machine-learning/artificial-intelligence/singapore-fintech-festival-ai-in-banking-finance.html
https://www.revolut.com/en-NL/news/revolut_launches_ai_feature_to_protect_customers_from_card_scams_and_break_the_scammers_spell/
https://www.bbva.com/en/innovation/alvaro-martin-bbva-ai-is-changing-the-way-we-work-and-serve-our-customers/


Banks cite multiple AI use cases across the value chain 

Analyzing customer behavior

Personalized recommendations

Demand-based pricing 

Front office

Cybersecurity

Fraud prevention detection

Risk management

Middle office

Operations

IT management

Accounting and finance

Back office



Agentic AI moves center stage

34%

34%

33%

Agentic AI use cases that banks are 

piloting or have implemented

Commonwealth Bank of 
Australia uses agentic AI to 
resolve credit-card payment 
disputes. The solution feeds 
customer queries to a large 
language model. An AI agent 
then assesses and addresses 
the issues in minutes rather 
than a couple of days. 

35%

https://www.euromoney.com/article/2eh2s01l11023kmxtleyo/fintech/prem-natarajan-on-capital-ones-ai-stairway-to-heaven#:~:text=The%20US%20bank's%20Chat%20Concierge,notable%20case%20(see%20box).
https://www.euromoney.com/article/2eh2s01l11023kmxtleyo/fintech/prem-natarajan-on-capital-ones-ai-stairway-to-heaven#:~:text=The%20US%20bank's%20Chat%20Concierge,notable%20case%20(see%20box).


Pacesetters
lead the way



Pacesetters do it 
differently

Larger banks have an AI edge

Pacesetters drive greater returns from AI

Pacesetters saw higher margin growth from AI last year

10.9%

7.8%

Pacesetters outperform others in achieving target outcomes

2.13x 1.85x

1.78x 1.40x



Pacesetters lead with 
an innovation mindset

Staying at the forefront of innovation Connecting the dots

Pacesetters prefer platforms

52% 63%

https://stories.wf.com/state-of-innovation/


Pacesetters focus on talent

Pacesetters prioritize training and upskilling

Pacesetters prioritize data 
governance and management

Pacesetters are ahead of other banks when it comes to managing data

73% 57% 81%56%

https://www.bbva.com/en/innovation/alvaro-martin-bbva-ai-is-changing-the-way-we-work-and-serve-our-customers/


Pacesetters embrace 
agentic AI

Banks that are using agentic AI

41%

18%

60%
HSBC reduced false positives in fraud alerts by 60%, saving millions of 
dollars annually and enhancing customer trust.

https://kanerika.com/blogs/ai-agents-in-finance/
https://www.autosuccessonline.com/capital-one-chat-concierge/


Calls to action 

Get in the ring—your peers are already on their AI journeys

Build a shared leadership vision and AI-centered team

Lay the groundwork for AI success

Make sure your data is AI-ready 

https://www.jpmorganchase.com/ir/annual-report/2023/ar-ceo-letters


Appendix



Research methodology

Using PCA to create an index has two main benefits: 

•

•

https://www.servicenow.com/workflow/hyperautomation-low-code/enterprise-ai-maturity-index-2025.html
https://www.servicenow.com/workflow/hyperautomation-low-code/enterprise-ai-maturity-index-2025.html
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