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Summary

The session explored the vision of a fully autonomous 
AI-driven bank, discussing its implications for 
customers and internal operations. Panellists 
differentiated between customer-facing AI systems 
and internal automation, emphasising the need to 
balance AI’s potential against banks’ risk appetites. 
Lorraine Barnes argued that a truly autonomous bank 
does not yet exist, asserting that it must be built from 
the ground up with intelligent systems at its core. 
Others highlighted that current advancements in 
generative AI and traditional transformation tools 
remain distinct, with AI serving as an enabler rather 
than a replacement. The focus on trust, transparency, 
and regulatory compliance emerged as critical 
themes throughout the discussion.
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Customer expectations and experiences with AI were 
examined, with speakers noting generational and 
technological divides in adoption. Some argued that 
AI-driven experiences could enhance personalisation, 
while others cautioned about the potential erosion of 
trust due to poorly implemented AI interactions. 
Panellists debated whether customers demand fully 
autonomous AI banks or simply better service, with 
examples such as agent-to-agent interactions 
redefining the customer journey. The role of 
generative AI in creating bespoke experiences was 
acknowledged, but concerns were raised about its 
overuse in contexts where simpler solutions might 
suffice. The conversation emphasised the need for 
clarity in distinguishing between traditional 
automation and generative AI.

The workforce implications of AI adoption in banking 
were discussed, with panellists agreeing that human 
expertise remains essential. They envisioned a shift 
towards roles requiring judgment, communication, 
and collaboration, particularly for explaining AI-driven 
decisions to customers. Concerns about 
over-reliance on generative AI were tempered by 
examples of its utility in deterministic tasks like code 
generation. Regulators were seen as open to AI 
adoption but cautious about its risks. Panellists 
concluded that while AI adds new layers to banking, it 
complements rather than replaces existing systems. 
They predicted a future where banks provide services 
to agents acting on behalf of customers, blending AI 
and human elements for optimal outcomes.



The session highlighted that a fully autonomous bank 
must address two fronts: customer-facing AI-enabled 
interactions and internal operational automation. 
However, achieving this requires balancing risk appetites, 
building trust, and ensuring that AI systems are 
embedded at the core rather than layered on top of 
existing systems.

Autonomous Banks Require Both Internal and External 
Transformation

Participants agreed that while AI can enhance efficiency 
and scalability, human judgment and expertise remain 
irreplaceable in areas like decision-making, managing 
vulnerabilities, and explaining AI-driven outcomes to 
customers. The future workforce will need to adapt by 
developing multidisciplinary skills, such as combining 
technical knowledge with strong communication and 
problem-solving abilities.

The Role of Human Expertise Remains Essential Despite 
AI Advancements

Takeaways

The session identified trust—both in consumer 
interactions and within internal systems—as a critical 
barrier to fully autonomous AI banks. While regulators 
were described as open to AI adoption, ensuring robust 
quality control, risk management, and transparency is 
necessary to align innovations with regulatory and ethical 
standards.

Trust and Regulation Are Key Challenges to AI Adoption 
in Banking
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