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Abstract 

Theglobalbankingsectorhasentered apivotalera of"Agentic Banking,"where Artificial Intelligence 

(AI) and Generative AI (GenAI) are no longer merely peripheral tools for cost reduction but central 

drivers of institutional growth and customer resilience. This paper explores the transition from 

traditional predictive models to the deployment of autonomous AI agents capable of managing 

complex, end-to-end workflows in real-time.  

Traditionalbankingisundergoingafundamentalshiftas"CognitiveBanking"replaces legacy digital 

frameworks. This paper investigates the dual impact of Artificial Intelligence (AI) on institutional 

efficiency and consumer experience within the 2026 financial ecosystem. While early AI 

applications focused on narrow predictive analytics, current advancements 

emphasizeAgenticAI—systemscapableofautonomousreasoning,cross-platformexecution,and real-

time risk mitigation. 
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Introduction:  

Artificial Intelligence (AI) is fast-evolving technology for companies across the world to 

personalize experience for individuals. Technology itself is getting better and smarter day by 

day,allowingmoreandnewerindustriestoadopt 

AIforvariousapplications.Bankingsectorisbecomingoneof 

thefirstadoptersofAI.Andjustlikeothersegments,banksareexploringand implementing technology 

in various ways. 

AIbringsmarter chat-botsforcustomerservice,personalisingservicesfor individuals, 

andevenplacinganAIrobotforself-serviceatbanks.Beyondthesebasicapplications,bankscan 

implement the technology to bring more efficiency to their back office and even reduce fraud and 

security risks.Unsurprisingly,researchfirmsarebullishaboutthepotentialofAIinbanking.According 

to report of Fintech India, PwC in 2017, the global spending in AI applications touched $5.1 

billion, up from $4 billion in 2015. There is a keen interest in the Indian banking sector as well.  

Research institutions and universities have been working with various AI technologies for 

decades,andespeciallyintheareaofsocialtransformation.Withenablingtechnologiesbecoming 

alotmoreaccessibleandinexpensive,AIisnowbecomingmainstream,withlargeenterprisesand start-

ups looking at different opportunities. Our research shows that the adoption of AI has the potential 

to add nearly $1 trillion to the Indian economy in 2035. AI adoption is still in its 

developingstages,andalotmoreneedstobedonetorealiseitsfullpotential,”saysRishiAurora, 
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managing director, financial services, Accenture. 

“Application of AI and ML(machinelearning) to differentfunctions within thebanking industry has 

enabled them to offer a far more personalised and efficient customer service. By achieving that, 

banks have also been able to gain better insights into their customers’ preference and expectations 

from the bank. Accordingly, automation of back-end workflows has shown better outcomes. 

 

Uses of AI in banks: 

Fraud Detection: Anomaly detection can be used to increase the accuracy of credit card fraud 

detection and anti-money laundering. 

CustomerSupportandHelpdesk:HumanoidChatbotinterfacescanbeusedtoincreaseefficiency and 

reduce cost for customer interactions. 

RiskManagement:Tailoredproductscanbeofferedtoclientsbylookingathistoricaldata,doing risk 

analysis, and eliminating human errors from hand-crafted models. 

Security:Suspiciousbehaviour,logsanalysis,andspuriousemailscanbetrackeddowntoprevent and 

possibly predict security breaches. 

Digitization and automation in back-office processing:Capturing documents data using OCR 

and then using machine learning/AI to generate insights from the text data can greatly cut down 

back-office processing times. 

Wealth management for masses:Personalized portfolios can be managed by Bot Advisors for 

clients by taking into account lifestyle, appetite for risk, expected returns on investment, etc. 

ATMs:Image/face recognition using real-time camera images and advanced AI techniques such 

as deep learning can be used at ATMs to detect and prevent frauds/crimes. 

 

Applications of AI in Banking: 

1. CustomerService&Chatbots:AI-powered virtual assistants like Bank of America’s "Erica" 

handle routine inquiries, 24/7 support, and personalized financial guidance. 

2. FraudDetection&Prevention:AIalgorithmsanalysetransactionpatternsinreal-timeto identify 

anomalies, with some systems reducing fraud by 20%. 

3. RiskManagement&Compliance:AIautomatesKnowYourCustomer(KYC),anti- money 

laundering (AML), and regulatory reporting, significantly reducing alert volumes. 

4. Personalization&Marketing: AIanalysescustomerbehaviourtodelivertailoredproduct 

recommendations and financial advice. 

5. Loan Underwriting& Credit Decisions: Machine learning models evaluate 

creditworthiness faster and more accurately. 

6. AlgorithmicTrading&Investment:AIsystemsidentifymarkettrendsandopportunities for 

investment, aiding in portfolio management. 

7. Back-OfficeAutomation:RoboticProcessAutomation(RPA)combinedwithAI streamlines 

tasks like data entry and document processing. 

 

Benefits and Future Outlook: 

1. Cost Savings & Efficiency: Automation reduces manual workloads, allowing banks to 

reallocate talent to high-value tasks. 

2. EnhancedSecurity:AIhelpsfightsophisticated,AI-drivencyberattacks. 

3. Data-Driven Decision Making:AI provides deeper insights for strategic planning. Artificial 

Intelligence(AI)isanincreasinglyimportanttechnologyinthebankingsector.Itisbeingused 

topowerbothinternaloperationsandcustomer-facingapplications.Asaresult,banksare improving a wide 

https://www.google.com/search?hl=en-IN&ram_mb=11451&aos=20&ampcct=7559&qsubts=1771487647950&cs=0&q=Customer%2BService&agsai=I8uREBAuas4&padt=118&gs_lp=-8b3m0q0IAGApIHCDFqM2oxM2oymAcBoAfaVw&rdid=2c279938-9765-415c-92eb-83623705a94c&client=ms-android-motorola-rvo3&pf=i&ved=2ahUKEwi2vYHgieWSAxUcV2wGHZBCGpUQgK4QegYIAQgBEAE
https://www.google.com/search?hl=en-IN&ram_mb=11451&aos=20&ampcct=7559&qsubts=1771487647950&cs=0&q=Risk%2BManagement&agsai=I8uREBAuas4&padt=118&gs_lp=-8b3m0q0IAGApIHCDFqM2oxM2oymAcBoAfaVw&rdid=2c279938-9765-415c-92eb-83623705a94c&client=ms-android-motorola-rvo3&pf=i&ved=2ahUKEwi2vYHgieWSAxUcV2wGHZBCGpUQgK4QegYIAQgBEAQ
https://www.google.com/search?hl=en-IN&ram_mb=11451&aos=20&ampcct=7559&qsubts=1771487647950&cs=0&q=Loan%2BUnderwriting&agsai=I8uREBAuas4&padt=118&gs_lp=-8b3m0q0IAGApIHCDFqM2oxM2oymAcBoAfaVw&rdid=2c279938-9765-415c-92eb-83623705a94c&client=ms-android-motorola-rvo3&pf=i&ved=2ahUKEwi2vYHgieWSAxUcV2wGHZBCGpUQgK4QegYIAQgBEAc


 

 

JAMRSD | Volume No.: 05, Special Issue No.: 02(A), 2026 | ISSN: 2583-6404 

www.ijamrsd.com |  Journal of Advanced Multidisciplinary Research  | [52] 

                        Studies and Development 

range of functions across the front, middle and back office— includingcustomer service, fraud 

detection, wealth management and regulatory compliance. 

TheadventofAItechnologieshasmadedigitaltransformationevenmoreimportantand is remaking the 

industry. AI is no longer an option but an imperative, and 

financialinstitutionsthatinvestinAIplatformshavegreaterpotentialtoleadand thrive. 

 

Theresearchhighlightsfourcriticaltransitions: 

1. Dynamic Risk Assessment: A move away from static credit scoring toward continuous, AI- 

driven behavioural analysis, significantly reducing non-performing loan (NPL) ratios. 

2. Conversational Finance: The evolution of chatbots into "Financial Advocates" that provide 

proactive, context-aware wealth management advice rather than scripted responses. 

3. The Cybersecurity Arms Race: The deployment of adversarial AI models to detect and 

neutralize "deepfake" social engineering and sophisticated automated fraud attempts. 

4. RegulatoryAlignment:Ananalysisofthe"ExplainableAI"(XAI)mandate,wherebanksmust 

balancemodelcomplexitywiththelegalrequirementfortransparent,non-discriminatorydecision-

making. 

 

Research Gap: 

AlthoughseveralresearchhasbeenconductedonthistopicbutResearchgapsinAIforthebanking 

sectorshouldfocusonmovingbeyond,basicautomationtoaddresslong-termtrust,ethical 

governance,andtheintegrationofgenerativeAI(GenAI).CriticalgapsexistinevaluatingAI's 

impact on customer loyalty, addressing algorithmic bias, overcoming data separation, and 

managing the "black box" nature of machine learning. Researching strategies to help mid-tier 

banks, especially in developing regions, catch up to industry leaders in AI infrastructure. These 

areas offer opportunities to bridge the gap between AI's potential and its practical, ethical, and 

responsible deployment in financial services. 

 

Literature Review 

Joshi Trupti M. (2023) :“Awareness utilization and satisfaction of customers about artificial 

intelligenceAI chatbots in banks and strategies for customer relationship management” inthis study 

researcher aims to explored the extent to which bank customers and officers utilized AI 

chatbots.Thisincludedinvestigatingwhethercustomershadpreviouslyinteractedwithachatbot, how 

frequently they used it, and the specific purposes for using the technology, does COVID 19 has 

made any changes in banking transactions and so on. Similarly, the study examined bank officers' 

familiarity and usage patterns, considering their engagement with AI chatbots in their professional 

roles. 
Neha Garg (2024): “Bankers Perception to UseArtificialIntelligencein Banking Sector” in this 

study the researcher highlighted that AI has significantly contributed in banking sector 

Applications of artificial intelligence (AI) have produced high degrees of automation, ease, and 

improved product financial sectorsin diverse operational domains. This study looked into the 

significant elements influencing bankers' behavioural intention to employArtificial Intelligence 

(AI) applications in banking.  

The study offers practical implications areAI analyses transaction 

patternstodetectunusualactivitiesthatmayindicatefraud.BanksuseAIsystemsto instantlyalert 

customers about suspicious transactions. Further, the study provides realistic view to the 

management of the bank. 

https://www.ibm.com/think/topics/customer-service
https://www.ibm.com/think/topics/digital-transformation


 

 

JAMRSD | Volume No.: 05, Special Issue No.: 02(A), 2026 | ISSN: 2583-6404 

www.ijamrsd.com |  Journal of Advanced Multidisciplinary Research  | [53] 

                        Studies and Development 

LavanyaM(2024):“DetectionofCybersecurityThreatsinBankingSectorUsingAIBasedRisk 

Assessment”thisresearchprovidesaframeworkforfutureresearchintoAI-basedthreatdetection 

methodologies, theinsightsfromthis research can informthedevelopmentofmoreeffectiveand 

proactivecybersecuritystrategies.Inconclusion,thisstudycontributessignificantlytothefieldof 

cybersecurity by demonstrating the effectiveness of AI-based approaches, particularly Deep 

Autoencoders, in detecting and mitigating cyber threats within financial networks. 

SharmaPreeti(2025):“AdoptionOfArtificialIntelligenceInHRMPracticesAnAssessmentOf 

EmployeesPerceptionAndIntentionToAdoptAiInBankingSector”InthisresearchThe 

Researcher aims the integration ofArtificial Intelligence (AI) in Human Resource Management 

(HRM) within banks presents significant opportunities for transformation and efficiency gains, 

contingentuponaddressingseveralcriticalfactors.Currentresearchindicatesafavourableattitude 

towardsAI among personnel, yet actual utilization often falls short due to various challenges. 

ParminderVarma(2023):“ExploringthefutureofretailbankingroleofFinTechdigitalcurrency and 

smart branches” This research explores digital transformation effects on the future of retail 

bankinginIndia,measuredbycommercialbanksmarketpowerandefficiency,usingquantitativeresearc

hdesign,dataenvelopmentanalysis .Thus,FinTechhasbothdirectandindirecteffectson efficiency in 

India s banking industry. Finally, smart branches demonstrate a significant positive effect on 

market power and competitive advantage. 

 

Objectives: 

o ToinvestigatetheroletoAIinfrauddetectionandrisk Management. 

o ToEnhancingcustomerExperienceandpersonalization. 

o TofindhowmuchAIishelpfulinrivingRevenue and Profitability. 

o TowhatextentAIishelpfulinHyper-PersonalizedwealthManagement. 

 

Hypotheses: 

H1:Shiftingfrom“Human-in-the-loop”AIto“AutonomousArgenticAI”. 

H1a:Shiftingfrom “Human-in-the-loop”AItoless“AutonomousArgenticAI”. 

H2:Biometric“ Liveness Detection “ AI models are more effective at Preventing unauthorised 

account access than multi-factor authentication (MFA) 

H2a:Biometric“LivenessDetection“AImodelsarenotmoreeffectiveatpreventingunauthorised 

account access than multi-factor authentication (MFA) 

 

Approaches: 

This research will use both quantitative and quantitative approaches. The research will also use 

Descriptive and analytical approach. Descriptive Research design is most effective for checking 

AI in banking sector and its utilisation. This mixed methods design ensures reliability of data 

enhancement. Validity and provide a holistic understanding of the phenomenon in the field of 

Bank. 

 

Methodology: 

Theprimary tool used for datacollection was astructuredquestionnaire.  We conducted a primary 

survey of 60 individuals using questionnaire. This method allowed for real-time data collection 

and provided a standardized framework for analyzing participant feedback.  

 

The survey consisted of two sections: 
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Section1: Demographicinformation(e.g.,age,gender,occupation). 

 

Section2:QuestionsrelatedtoCustomersatisfactionandFrauddetection. 

 

Figures as AI banking 

 

 
 

 
 

Basedontheanalysisofthesurvey data regardingAIinthebankingsector, theabovereflects customer 

sentiments and preferences. 

 

Theabovetwotypesofchartshelpvisualizethekeyfindings: 

1. PrimaryBenefitsofAI:Highlightswhatcustomersvaluemost(e.g.,Security/Fraud Detection and 

Time Saving). 

2. CustomerInteractionPreference:Showsthebreakdownofhowusersprefertointeract with banks 

for complex tasks like loans or mortgages. 

 

Findings:  

1. BridgetheTrustGapwithaHybridModel 

48% of respondents still strongly prefer human interaction for complex financial decisions (like 

loans). 

2. LeverageInvisibleSecurity(Behavioural Biometrics) 

40% of users seeFraud Detection as thetop benefit. Thesurvey specifically mentions 
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interestinbehavioural signals (swiping/typing patterns). 

3. EstablishClearAILiabilityPolicies 

A major concern in the survey is the responsibility for losses due to AI-driven fraud (like voice 

cloning). 

4. ShiftfromSupporttoProactiveCoaching 

Only few percentage(15%) of people see Personalized Advice as a primary benefit, suggesting 

this is an under-utilized area. 

5. ImproveHuman-LikeConversationalQuality 

UsersreportedthatcurrentAIinteractionsoftenlackanattentiveorempatheticfeel. 

 

Limitations: 

1. The"BlackBox"Problem, LackofExplainability 

2. Algorithmic Bias and Discrimination 

3. DataPrivacyandCybersecurityVulnerabilities 

4. RegulatoryComplianceandLegalAmbiguity 

5. Loss of the "Human Touch” 

 

Conclusion: 

In summary, the integration ofArtificial Intelligence within the banking sector transcends basic 

technological adoption; it represents a fundamental architectural redesign of financial services. 

ThefindingsofthisresearchunderscorethatAIactsasadual-forcemechanism:itisbothacatalyst for 

unprecedented operational optimization(it’s a transformative agent-technology, process or 

material,previouslyunattainableimprovementinefficiency,speed,costreduction 

)andacriticalsafeguard against increasingly complex financial risks. 

Nevertheless,thistechnologicalpivotisaccompaniedbysubstantialstructuralandethical impediments. 

The persistence of legacy data silos, the inherent "black box" nature of 

complexneuralnetworks,andtheever-presentriskofalgorithmicbiasdemandrigorous, modernized 

regulatory oversight. Moving forward, banks are tasked not merely with technologicaldeployment, 

butwiththeestablishment of strong 

ethicalframeworkstoensurealgorithmictransparency,protectdatasovereignty,andmaintainuncompro

mised consumertrust.Ultimately, the future of the banking industry relies on human-AI synergy 

rather than outright human replacement. Financial institutions that treat AI exclusively as a 

mechanism for cost reduction will likely stagnate. Conversely, institutions that leverage artifi cial 

intelligence to amplify human 

judgment,fortifyinstitutionalsecurity,anddeepenclientrelationshipswillsecure a decisive 

competitive advantage in the next era of digital finance. 

 

Suggestions:  

1. Use AI for the initial heavy lifting (data gathering, credit scoring, and documentation) but ensure 

a human expert completes the final high-trust stage. This maximizes efficiency while maintaining 

the human connection that drives loyalty. 

2. Market your AI security as a silent guardian. By using behavioural biometrics, you can provide 

24/7 protection without the friction of constant passwords or MFA prompts, directly addressing 

the safety concerns of your users. 

3. Togainacompetitiveedge,banksshouldexplicitlyofferaZero-Liability Guarantee for AI-related 

spoofing or unauthorized transactions. Transparency in liability will be one factor in moving 
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Human-Centric users toward Hybrid or AI-First models. 

4. Pivot your AI from a reactive support tool (chatbots) to a proactive financial coach. Use AI to 

suggest automated savings when they are overspending, which helps build long-term financial 

health and customer retention. 

5. Invest in Generative AI (LLMs) that can understand emotional context. Instead of rigid,script-

basedanswers,theAIshouldbeable to handlenuancesinauser’squery,makingthe digital experience 

feel as personal as an in-branch visit. 
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