


Banking Predicts 2026: AI Agents and 
Autonomous
Business Will Transform Customer Experience



Don’t overlook
Human to Human 
interaction
Focus on
integrating technologies 
that deliver empathic 
support and detect 
emotional
intensity in all customer-
facing interactions.

High-emotion type 
interactions vs
Self service channels
Maintaining a true
sense of customer 
sentiment associated with 
any specific interaction 
has become
increasingly complex.

Augmented customer-
facing staff
Must be augmented with
technology to address specific 
customer wants and needs

Automation on customer 
service
On customer-facing and back-
office systems

“Emotional intensity” to 
client interactions
Real time sentiment analysis by 
2029 -> +15% on customer 
retention

AI Agents & Machine 
Learning
Provide more focused insights 
for financial services & choices





Source: The Challenge With Rolling Your Own Agent, Sierra 

-------------- -- --

https://sierra.ai/blog/the-challenge-with-rolling-your-own-agent


How we 
do it with 

AI ?





Event Driven 
Marketing

NBA / AI / ML
AI NBA



AI NBAEvent Driven 
Marketing

NBA / AI / ML







Case 
Management 

Tool Customer Service  
Agents

Response to 
Customer

Ν x 100k’s 
Customer 

Service 
Requests 
Annually

Analytics & 
Decisioning  Engine

Data Enrichment

Offer repository

Prioritization

GEN AI & LLMs 

Recommended Response 
Engine

Categorization

Sentiment

AI Decisioning 
Orchestration Layer

RAG & 
LLM

Customer Service - Requests’ journey



Categorization, Sentiment extraction & Prioritization

PrioritizationCategorization Sentiment extraction

▪ Each customer request is assigned to a specific category 
through advanced reasoning and a deeper understanding of 
context, beyond just keywords

▪ Incorporate the sentiment of requests into the overall process

More sophisticated prioritization
Achieving more precise prioritization by incorporating 
multiple criteria on the process

Better categorization → Better prioritization
Improved categorization enables more effective 
prioritization, ultimately resulting in quicker responses to 
requests that require immediate attention.

Improve response times
By enhancing criteria while maintaining good response 
times for all the cases.

Improve response content 
By proposing response based on Bank’s policies



AI Process flows, Monitoring, AI Agent performance evaluation

Real time orchestration of data 
enrichment, AI Analysis, decision flows 
and automated response

Statistical analysis of AI topics, 
categories, sentiment etc.

Automated response: RAG/LLM providing 2 versions of proposed response to customer

Continues 
Monitoring & 
Evaluation of
AI Agent 
performance



• Very Negative
• Negative
• Mixed
• Positive
• Very Positive
• Neutral





Analytics
Business

Unit



Data drives decisions + products.
A dream-team for data-driven transformation

Govern your enterprise data assets, maintain data catalogs, 
define business terms & Critical Data Elements, empower 

data owners, uncover data lineage, control and monitor your 
data quality KPIs and apply promptly remediation actions

Data Governance & Quality
Integrate and ingest varying data types from disparate 

sources and build the transformation pipelines that create 
the "business-ready" outputs your stakeholders require. 

Data Lakehouse & Management

Performance partners with industry leaders and innovators 
to bring you a selection of BI, ML, Agentic AI, Conversational 
AI and data science products and services that are certain to 

cover your needs.

AI, GenAI, Analytics & Science
Adopt DevOps & Agile practices for developing and 

deploying data science & AI products and manage quality 
and overall trustworthiness (EU AI ACT) of delivered data 

and AI solutions. 

AI Ops + AI Governance





>40 Data & AI Awards

BIG DATA DATA QUALITY REAL TIME EVENT 
BASED MARKETING

DATA MANAGEMENT ARTIFICIAL 
INTELLIGENCE

CRM ANALYTICS
CUSTOMER SERVICE

DATA GOVERNANCE GEN AI & LLMs REGULATORY 
COMPLIANCE TECH
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