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enerative Al in Banking

A Catalyst for Next-Level Customer Engagement
and Operational Efficiency

he advent of generative Al is heralding a transformative
era across industries, with the banking sector poised
to reap significant benefits. As financial institutions
work tirelessly to meet rising customer expectations
for personalised service and streamlined operations,
generative Al presents an unprecedented opportunity to elevate customer
experience, drive innovation, and boost operational efficiency.

Given the vast troves of data banks already possess, generative Al offers

a powerful mechanism to unlock the next phase of digital transformation.
By harnessing this data, banks can not only enhance customer satisfaction
but also fortify their competitive edge. The implications are particularly
profound in three key areas: customer engagement, sales and marketing

strategies, and software development.

Better and More Personalised Customer Experiences

Generative Al enables banks to create more personalised, timely, and
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relevant interactions with their customers. As ATl models evolve, they are
becomingincreasingly adeptat providing real-time support, individualised
product recommendations, and actionable financial insights.

A standout use case is personalised financial planning. By analysing
customer’s complete financial picture, Al can offer tailored advice on
everything from investment strategies to personalised savings plans. Such
customisation cultivates deeper customer loyalty, fostering long-term
relationships based on trust and mutual benefit.

Generative Al also plays a pivotal role in enhancing the digital
onboarding experience. With Al, banks can offer seamless and intuitive
onboarding processes, allowing new customers to engage without
friction. In addition, advanced deep learning models are transforming
conversational banking, enabling customers to complete transactions
or obtain assistance via natural language interfaces. As this technology
matures, banks that harness Al to improve customer engagement will

solidify a competitive advantage in the marketplace.

Transforming Sales and Marketing Strategies

Generative Al is revolutionising the way banks approach sales and
marketing. By leveraging Al-driven data insights, banks can create highly
personalised marketing campaigns that speak directly to individual
customer needs. Gartner predicts that by 2025, 30% of outbound
marketing content will be synthetically generated, a trend that is set to
reshape the banking landscape.

Generative Al enables banks to anticipate customer behaviour,
predict trends, and craft hyper-targeted marketing messages based on
individual transaction histories and demographic profiles. For example,
an Al-driven system might recommend tailored financial products based
on an individual's spending habits or life stage—be it a home loan, a
retirement savings plan, or a small business loan. Tools like sentiment
analysis, powered by advanced models such as RoBERTa and Azure Text
Analytics, help banks fine-tune their messaging in real-time, increasing
conversion rates and overall engagement.

Consider a new entrepreneur, for instance, who could receive Al-
powered insights on managing business finances or loan options. By
crafting highly relevant and timely content, generative Al empowers

banks to build stronger, more personal connections with their customers.

Boosting Software Development Efficiency
As digital banking becomes increasingly essential, banks must streamline
their IT operations to maintain competitive advantage. Generative Al
is playing a crucial role in accelerating software development, offering
substantial gains in both speed and quality. Studies show that AT can help
developers complete coding tasks up to twice as fast, enabling banks to
bring new products and services to market more quickly.

Generative Al automates the code-generation process, allowing
IT teams to focus on creating innovative solutions rather than on
repetitive tasks. Al models trained on best coding practices help ensure
higher-quality code, improving reliability, and minimising errors. This
accelerated development cycle also allows banks to innovate and improve

customer-facing applications at a rapid pace, ensuring they stay ahead of

of outbound marketing content will
be synthetically generated, a trend
that is set to reshape the banking
landscape.

the competition.

Additionally, generative AI enhances data security by generating
synthetic datasets for testing and training without compromising
customer privacy. This enables banks to conduct comprehensive testing
while adhering to strict compliance regulations, thus safeguarding

sensitive customer information.

Looking Ahead

Generative Al presents a unique opportunity for banks to align their
technology initiatives with broader business goals. By embedding AI
across customer service, sales, marketing, and software development,
banks can not only enhance operational efficiency but also set new
standards for customer engagement.

For technology pioneers in Bangalore, investing in generative Al is
not only about immediate technological advancements but also about
securing long-term strategic growth. This proactive approach to Al
adoption helps support the digital transformation of banks and solidifies
Karnataka’s reputation as a global leader in Al-driven innovation.

Karnataka’s thriving tech ecosystem, combined with its strong Al
talent pool and the leadership of longstanding tech companies ensures
that the state will continue to be at the forefront of shaping the future of
Al across industries. SEH

Views expressed by Rajashekara V. Maiya
VP and Global Head - Business Consulting,
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