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The Al-First Bank:
Building the Bank of the Future



Banking's Next Chapter

The banking sector is at an inflection point. Competitive pressure, shifting
customer expectations, and the rapid maturation of Al technologies are
converging to redefine what it means to operate - and win - in financial services.

Leadinginstitutions are moving beyond isolated digitalinitiatives to become Al-
first: banks that embed intelligence into every layer of their operating model,
from customer engagement to credit risk assessment, from infrastructure
design to talent strategy.

In this transformation, value creation does not come from technology alone. It
emerges from a tightly integrated capability stack - a deliberate alignment of
customer experience, advanced analytics, data foundations, and an agile
operating model. The Al-first bank of the future will be defined by four core
outcomes: (i) sustained profitability; (ii) personalization at scale; (iii) a seamless
omnichannel experience; and (iv) the ability to innovate at speed.
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Al is transforming customer engagement, enabling banks to
anticipate needs, deliver real-time solutions, and create
seamless, personalized journeys across every channel.

Reimagining Engagement in the Age
of Intelligence

The first layer of transformation
focuses on redefining how banks
interact with customers and
employees. Traditional touchpoints -
branches, contact centres, and static
websites - are giving way to intelligent
experiences that anticipate needs and
resolve them in real time.

For many banks, this begins with
embedding intelligence directly into
products and tools. Imagine a
mortgage application that not only
guides the customer through the
process but also pre-fills data, adapts
the journey based on real-time credit
scoring, and recommends
complementary products. Employees,
too, can benefit from Al-assisted tools
- relationship managers equipped with
predictive insights into client needs, or
call centre agents supported by real-
time sentiment analysis.

This engagementis no longer confined
to single channels. Banks are
orchestrating seamless journeys that
span mobile apps, web portals, in-
branch kiosks, and even loT-enabled
devices.

In parallel, the most forward-thinking
players are extending their reach
beyond the traditional banking
environment into broader ecosystems
- partnering with retailers, travel
providers, and fintechs to offer
embedded financial services at the
precise moment of need.

Yet, intelligence in engagementis not
purely customer-facing. Smart service
and operations - Al-assisted fraud
detection in transaction monitoring,
automated servicing of routine
inquiries, and proactive identification
of at-risk accounts - are delivering
faster resolutions and higher
customer satisfaction while reducing
operational costs.
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Building the Foundation

for Al at Scale

Al can’t scale without a
modern core. Technology and
data form the bedrock of
transformation, enabling
speed, security, and sustained
innovation.



Al-Powered Decision-Making as a
Growth Engine

Reimagined engagement creates richer
data; Al-powered decision-making
turns that data into action. At leading
institutions, advanced analytics is
being applied acrossthe customer
lifecycle - from acquisition to retention
- to both improve experiences and drive
profitability.

In customer acquisition, Al models
identify prospects with the highest
likelihood to convert, optimizing
marketing spend and outreach. In
credit decision-making, automated
underwriting combines real-time data
ingestion with sophisticated risk
modeling to approve qualified
applicants in seconds - while
dynamically adjusting terms based on
evolving credit profiles.

Once customers are onboarded,
monitoring systems harness behavioural
data to detect early signs of delinquency.
These insights enable pre-emptive
interventions, such as offering tailored
repayment plans or targeted financial
education, often averting defaults
entirely.

Meanwhile, Al-driven retention strategies
analyse individual transaction patterns to
surface personalized offers, cross-sell
relevant products, and identify upsell
opportunities - creating a virtuous cycle
of engagement and growth.

Underpinning these use cases is a
diverse portfolio of Al capabilities.
Natural-language processing enables
chatbots and voice assistants that can
converse as naturally as human agents.

Voice-script analysis helps improve call
centre quality and compliance.
Computer vision powers remote
identity verification, while blockchain
secures transaction records. Robotic
process automation (RPA) takes
repetitive, high-volume tasks out of
human hands, freeing capacity for
higher-value activities. Behavioural
analytics continuously refines
customer profiles, making each
subsequent interaction more relevant.

Core Technology and Data

If Al-powered decision-making is the
engine, core technology and data form
the chassis. Banks cannot scale Al
capabilities without a robust,
modernized technology foundation. The
journey begins with a strategic choice:
what to build in-house and what to
source from external providers. Many
banks are adopting a tech-forward
strategy - developing proprietary
capabilities in areas of competitive
differentiation, while leveraging best-of-
breed vendors for commoditized
functions. A parallel focusis placed on
talent planning: ensuring the right blend
of data scientists, engineers, and
domain experts.



Data management becomes critical in
an Al world. High-quality, unified, and
well-governed data is the raw material
for effective Al models. Modern API

architectures then make that data - and

the underlying capabilities -

composable and accessible across the

organization and to ecosystem
partners. Infrastructure must be
intelligent, combining the scalability of
cloud with the control of on-premises
systems, orchestrated through Al-
optimized operations centres.

Legacy systems, long the nemesis of
agility, are addressed through
“hollowing the core” - decoupling
critical functions from monolithic
architectures and exposing them
through modular interfaces. All of this
rests on a foundation of robust
cybersecurity and control frameworks,
ensuring both regulatory compliance
and customer trust.

Operating Model: Turning Capability into

Action

The final layer is the operating model,
which determines whether technology
investments translate into value. The Al-
first bank organizes around autonomous,
cross-functional teams that bring
together business leaders, technologists,
and data specialists to own outcomes
end-to-end.

Agile ways of working replace rigid
project plans, enabling rapid prototyping
and continuous iteration.

Remote collaboration capabilities
broaden the talent pool, while modern
talent strategies focus on both
attracting new skills and reskilling
existing staff in Al fluency and data
literacy. Most importantly, the culture
shifts toward experimentation -
rewarding teams that test, learn, and
adapt quickly.

Capturing and Sustaining Value

Transformation without value captureis a
hollow victory. The Al-first bank measures
success through a disciplined framework
of KPIs spanning profitability,
engagement, operational efficiency, and
innovation velocity.

Many institutions are establishing a
dedicated “value office” to track benefits,
monitor adoption, and reallocate
resources toward the highest-return
initiatives. Ethical and governance
frameworks are embedded from the
outset, ensuring that speed does not
come at the expense of fairness,
compliance, or trust.

This is not a one-off program. Feedback
loops are built into the operating model:
models are retrained, processes refined,
and customer journeys evolved based on
real-world performance. In this way, the
bank sustains and compounds its
competitive advantage over time.



Summary

Becoming an Al-first bank is not
about deploying a single killer app or
chasing the latest technology trend.

It is about systematically re-
architecting the institution - its
engagement models, decision-
making processes, technology
foundations, and operating culture -
to deliver consistent, measurable
value.

Banks that succeed will not simply
be faster or more efficient versions of
their former selves. They will be
fundamentally different institutions:
predictive, adaptive, and deeply
embedded in their customers’ lives.
And in doing so, they will set the
standard for profitability,
personalization, and innovation in
the next era of banking.
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About Advanta

Advanta enables financial institutions to deploy intelligent Al agents
that improve data-driven decision-making, enhance operational
efficiency, and strengthen customer engagement.
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