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Artificial Intelligence in Banking: 

Keys to Successful Deployment

© 2024 Engage fi

Fabio Biasella, 
Director of Strategic Services

Winter 2025
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2 Fabio Biasella
Role: Director of Strategic Services 
Experience: +35 years in Financial Services
Specialties: Corporate Strategic Planning, Financial Analysis. 
Marketing Research and Data Analytics
Past Experience: Private/Trust Banking with Several Banks, Raddon
Location: Dothan, AL

About Engage fi

OVER

250+
SATISFIED 
CLIENTS

70+
INDUSTRY EXPERTS
and CONSULTANTS

1,500+
SUCCESSFUL 
PROJECTS

Engage fi is dedicated to 
helping financial institutions 
set strategies and select 
partners.
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3 Why Artificial Intelligence:
Terminology

& 
Strategic Implications
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$657 Billion invested 
start-ups  by USA, China 

and UK over last ten 
years!  For 2024 its $100 

Billion.
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5 Data Science

Machine Learning 
(ML)

Deep Learning (DL)

Artificial Intelligence 
(GAI not AGI)

•Statistical Analysis
•Data Structuring, Hygiene and Stability 
•Business Context and Acumen

•Algorithms that “train” computer to find 
patterns in training data

•Can identify “causes and effects” in past 
patterns

•Machine Learning Hubs with many 
connections to other hubs (Nodes) formed 
into a “Neural Network”

•Multiple paths to solve problems

•Broad term that refers to any computer or 
algorithms that can perform a task
commonly associated with human cognition

•Like “Large Language Models”

Terminology: Required Elements for Artificial Intelligence

ALL these elements work in concert and  
are needed to implement GAI through “AGENTS”
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Banks will have fully transformed their operations with generative AI 
and advanced data analytics, creating a seamlessly integrated, 
hyper-personalized banking experience that anticipates customer 
needs, replaces outdated websites and contact centers with 
efficient AI-driven interactions, and strengthens long-term relationships

What do we expect by 2030? “No Websites and 
Contact Centers” -Accenture

Banking: The future is back. Top 10 trends shaping the industry in 2025 and beyond
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How does Agentic Generative AI make that possible?

Banking: The future is back. Top 10 trends shaping the industry in 2025 and beyond

Ai Agents monitor all 
the data you make 

available, remember 
prior conversations 
and become the 

touchpoint

Consumer 
behaviors and 

adoption 
elsewhere 

builds 
expectations

Semi structured 
data instead of 

current data 
models

Think not just our 
proprietary  

transactional 
data but all data: 

texts, social 
media posts, 
recordings of 

phone calls, etc..

Deliver 
personalized 
advice and 

recommendations 
unique the 
customer
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Implication #1: AI & the Evolution of Digital Strategy

Business 
Impacts

Old FundamentalOld Fundamental

New FundamentalNew Fundamental

Front Facing 
Ramifications

Added as channel to 
increase access and support 

branch sales

Added as channel to 
increase access and support 

branch sales

Now the main way in which 
we will  drive engagement to 
create the experience that 

the branches support

Back Office 
Ramifications

Cost of business to be 
supported and managed on 

behalf of those who use it

With the emergence of AI,  
we are going to have ample 

ways to implement an 
internal digital strategy that 
drives scale and efficiency.

With the emergence of AI,  
we are going to have ample 

ways to implement an 
internal digital strategy that 
drives scale and efficiency.
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Implication #2:  AI is a part of your larger digital 
strategy (employee and customer facing)

Digital 
Strategy

Data 
Strategy

AI 
Strategy

Key Thoughts:

• They are cumulative and 
mutually reinforcing.

• You can’t have one 
without the other two 
clearly identified.

• Have they been written 
down and “use case” 
driven?

• These will architect your 
Tech stack going forward.
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Current Realities: 

Trends
&

Use Cases
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Respondents are much more likely now than in 2023 to say they are using
generative AI.

Source: McKinsey Global Survey on AI, 1,363 participants at all levels of the organization, Feb 22–Mar 5, 2024
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2 2

Regular use 
for work

Regular use for work 
and outside of work

Regular use outside 
of work

Have tried at least 
once

No exposure Don’t know

Personal experience with generative AI tools by C-Level Executives % of respondents7

2023 2024

Adoption: 
37%

Adoption: 
56%
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In the next two years, how important are the following to achieving your organization’s overall technology goals? (percentage responding “very important”)

Infrastructure 
attributes
necessary for
modernization

Executives expect AI adoption to be transformative in the short term.
Eighty-one percent of survey respondents expect AI to boost efficiency in their industry by at least 25% in
the next two years.
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Generative AI high performers report experiencing a range of
challenges in capturing value from the technology.

Elements that have posed challenges in capturing value from generative AI (gen AI)
% of respondents

Gen AI high performers¹ All other respondents

Note: Figures do not sum to 100%, because respondents could choose multiple answer options.
¹Respondents who said that at least 11% of their organizations’ EBIT in 2023 was attributable to their use of generative AI. For respondents at AI high perform- ers, n = 46; for all other
respondents, n = 830. Respondents who said “don’t know/not applicable” are not shown
.
Source: McKinsey Global Survey on AI, 1,363 participants at all levels of the organization, Feb 22–Mar 5, 2024
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AI Seen as a path  towards more personalization and better 
experience for customer
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Consumers Increasingly Want To Open Their New Checking 
Relationships From Their Phones Rather Than Going To A Branch
Or Using A Computer

© 2024 Engage fiSource: Curinos Customer Knowledge | U.S. Shopper Survey 2019/2023

49%

22%

17%

4%
1% 1%

70%

On a
smartphone

In branch On desktop/
laptop

With a phone
representative

On a tablet With a
representative

at work or
home

Net Digital
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Most businesses would prefer to open accounts online

© 2024 Engage fi

Would you prefer to open a deposit or loan account online?

Source: BAI Banking Outlook

69%

48%

67%

56%

71%

61%
68%

54%

Deposits Loans

2019

2022

2023

2024
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Branches Still Account for the Bulk of New Current Account 
Balances

© 2024 Engage fi

Current account sales mix¹ and share of new balances,² by acquisition channel,³ 2023, %

McKinsey & Company

72

92

28

8

NEW ACCOUNTS 
SOLD

NEW BALANCES

50
56

50
44

NEW ACCOUNTS 
SOLD

NEW BALANCES

55
80

45
44

NEW ACCOUNTS 
SOLD

NEW BALANCES

North America Western and Central Europe Asia-Pacific

Branch Digital
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60%
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42%

29%
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)

Engagement Channels

Customer Satisfaction by Banking Engagement 
Channel (%Very Satisfied)

Accenture Banking: The future is back. Top 10 trends shaping the industry in 2025 and beyond
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Use cases for generative ai

• Here are a few of my favorite things…

Automated Data 
Entry and Processing

Streamlining the 
Contact Center

Automating 
Document 

Generation and 
Disclosure Processes

Compliance and 
Regulatory Reporting

Financial Modeling 
and Forecasting

Risk Management 
and Fraud Detection

Personalized 
Customer Experience

Employee Policy and 
Procedure Training

w
w
w
.e

n
g

a
g

e
fi.
co
m

e
ng

a
g

e
 f

i

20

Defining A Realistic Approach
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Top 3 Channel Preferences by Financial Activity

© 2024 Engage fiBai March 2024

BAI Research polled banking consumers about their preferred channel out of eight options, including branches, and depending on the specific transaction.
Here, we show which channels earned a top 3 ranking for each customer need.

AIMobileOnlineATMTextPhoneVideoBranch

321
Getting advice on a complex 
problem

321Applying for a loan

321
Opening deposit / investment
account

231Closing an account

312Solving a problem with an account

312Withdrawing funds

132Making a deposit

123Transferring funds

123Loan payment

213Learning about a simple product

123Checking balances

More
Difficult

Less
Difficult
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Keys to Your Path Forward 

Create a Cogent Business Case

Get your Data Strategy Built and Tight

Embed AI in Current Technology Projects

Elevate AI Internally and Build AI Talent

Get your teams on board (it’s happening 
anyway)

Make your IT evaluations ‘AI-Ready’

Verify the Vendor Bench of AI Experts

Building these elements will 
define the limits of your 

success

Building your AI Literacy so 
you can ask about the 

“Black Boxes”

Challenging Legacy 
Thinking  Inside and Out

Moving from “Banking as a 
Service” to “Architecture 

as a Service”
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Engage fi Leads the Way

1. AI is a component of your overall Digital Strategy. Tomorrow it will be the main 
engagement channel for employees and customers, driving efficiencies, and 
supported by the branch.  

2. AI has great potential to allow for unprecedented ways to scale our business. It 
will be soon a feature in many products you currently use. Think “Scale at any 
Asset Size.”

3. At this point, the “hype” cycle is like the emergence of the internet (circa 2005).  
Managing expectations and governance will be key.

4. We have time to develop a cogent AI strategy and get it aligned to our
data and digital strategy.  Provided we have them.

5. Keep use cases small while developing your approach to ensure greater 
probability of success.

Final Thoughts…
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24 Thank You 

&

Further Discussion

© 2024 Engage fi

Fabio Biasella, 
Director of Strategic Services

Fall 2024

fabio.biasella@engagefi.com
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