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THE NOW

THE DICHOTOMY OF Al AND HUMAN EXPERIENCE

The dichotomy of Al and the human experience revolves around the contrasts and interactions between Al and human qualities.

COGNITION VS. EMOTION

Al excels in logic, data processing, and
pattern recognition, while humans bring
emotional intelligence, empathy, and
creativity.

CONSISTENCY VS. VARIABILITY

Al can perform tasks with high precision
and consistency, whereas human

performance can vary due to factors like

mood and health.

—
~

LEARNING VS. UNDERSTANDING

Al learns from data through algorithms,
often without understanding the context.
Humans learn through experiences and can
grasp abstract concepts and nuances.

EFFICIENCY VS. ADAPTABILITY

Al can process large amounts of
information quickly and efficiently, but
humans are more adaptable to novel and
complex situations.
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THE NOW

Al  PERSONALIZED

We are entering the area of hyper personalization

in customer experience.

PERSONALIZED ADVICE

BANK OF AMERICA

ERICA - A virtual assistant
will help you plan, save and
invest smarter, and in a

personalized way.

PERSONALIZED PRODUCTS

VIVID

Vivid has a unique
service for gamers that
delivers them
personalized cashback
for their hobbies.

ifferent date

AMERICA

/\




THE NOW

Al IN REAL-TIME FRAUD DETECTION

Real-time fraud detections systems can identify and halt fraudulent transactions by ingesting real-time transaction data streams,
analyzing them for fraud, and exposing fraud risks, all within milliseconds after a transaction is initiated

Last update a few seconds ago Last 5 minutes v

MECHANISM

suspicious_transactions 2023-05-0121:10

Implements machine learning algorithms that are designed to
high_velocity_transactions 2023-05-0121:08

analyze behaviors and detect anomalies indicative of fraud

transactions_with_large_amounts 2023-05-0121:08

unusual_spending_patterns 2023-05-01 20:40 BEN EFITS

large_number_of_declined_transactions 2023-05-0121:08 . .
* Saves costs from manual inspection

transactions_made_from_high_risk_IP 2023-05-0120:58

» Reduces theft/money loss due to speed of correction

purchases_made_at_unusual_times 2023-05-0121:08

detect_purchases_made_outside_of_users_usual_location 2023-05-012110 EXAM P L E . T I N Y B I R D

Data Sources log B Add Data Source y Ingests transaction streams

* Analyze these transactions for potential fraud
o 2023-05-02 1853 wransactions 141 similar logs append-hfi * Monitors and act on your analysis in real-time




THE NOW

Al AS A WORK PARTNER

Al does not work to help people with task support

SOURCEID - ID
VALIDATION

Picture and ID Number checks and

validations in real time.

HSBC € i ¥
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ELDOC - Al DOCUMENT
EXTRACTION

Scraping uploads for generative entry

and evaluations

INRULE - CREATE & DEPLOY
AUTOMATED DECISIONS

Use prompts to write your process steps

and rules, then adjust it ready for

deployment.
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THE NOW
AS HUMAN CONTENT T
Al banner COMPORT &

Where the goal is to mimic human behavior STYLE

AMAVIS

MAXIMUM |
COMFORT

generator

Automate your banner creation process with our AI-
powered banner generator and create customizable ad
designs easily within our user-friendly interface. Speed

With the rise of generative Al and the security measures attached up your workflow and achieve more in less time by

generating banners with just a few clicks.

we are now seeing counterintelligence Al. Als meant to write as

human, pass human questions and design like a human.

XA HXayposs A occcor  Supored s« prcg 461 Y
Humanize Al Text and Bypass Al Detection

ik Bypass. Pagirsm ree guaanteed.

a Mark Alexander

P Bypass Al Detecti
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B 5] & Tyasinpie
PERSONALIZED ADS UNDETECTABLEHUMAN 77 77
STYLED CONTENT

Ads now generated not Text and content designed to

SIBNS.(D) v v oo v mmsources v pridng I
deSigned pasedon vour e numanto try 0 i Generate interface designs at lightning speed
criteria as a customer or bypass Al detection. Create logos, videos, b:‘r.:::tr:,smockups with A.l in 2 :

What would you like to create with Designsai?

wew
=
=

Create logos, videos, I
” ~.
¥ ~—

potential customer.

banners, mockups
with A.L in 2 minutes




THE NEXT

Al TRENDS

What's coming and the big changes we see

2 8%

Al IN CUSTOMER SERVICES Al IN FORECASTING
Increase in digital agents « Aiin financial predictions will increase
Increase in guided self service * Sophistication in financial models with be
Increase in automation advanced and will be a differentiator for
banks.

C‘U
Al AS CUSTOMERS MORE Al JOBS
We will start seeing the first Al Agents * Al content reviewers
acting as customers proxy. Al could start « Data Scientists
requests based on their owners « Data Engineers

needs/wants.




THE NEXT

CHALLENGES OF Al IN FINANCIAL SERVICES

Not all the challenges financial services face but a small selection

DATA PRIVACY & (©) CUSTOMER TRUST &
SECURITY CONCERNS @ ACCEPTANCE
When you allow data to be read How do we get consent to use Al

how far could it be used? to help our customers?

RISK COMPLIANCE . CONTROL &
How do you experiment when n DECISION MAKING
you need to use real data? If decisions are made by Al how
can we ensure they are good?

ETHICAL ® 0 ALGORITHMIC BIAS
CONSIDERATIONS Q How to ensure we don't profile

Could Al promote/prolong world people too much that we dismiss
problems for financial benefit? parts of our population.
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THE NEXT

OPPORTUNITIES OF Al IN FINANCIAL SERVICES

A small sample of opportunities in finance, in reality this list is much greater

DOCUMENT
PROCESSING
- Mass processing of information to
\ / provide more context to decision
p making

ENHANCED CUSTOMER . INVESTMENT DECISIONS

EXPERIENCE & LOYALTY @ s Abilty to make more data-based
Generating or providing the write = decisions for making sound
content as needed in real time. investments
\
NEW PRODUCTS & /\ ADVISORY GAP CLOSURES
SERVICE INNOVATIONS More people could have access to
Providing insights to new product ‘ \ = 7 financial advice as it can be

areas or services for customers v provided in a scalable way.

STREAMLINED OPERATIONS

= COST SAVINGS @

Al is great at automation

@
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THE NEXT

WILL OUR CUSTOMERS ALWAYS BE HUMAN?

Short answer is no - a more detailed answer is below...

CUSTOMER AGENTS

More customer service service agents will put

process requests into financial institutes.

a0

e

CUSTOMER ADVISORS TOOLS

More advice will be served to customer
advisors. Giving customer advisors extra and
supplementary information to help clients will

become normal.

‘\\_

CUSTOMER PROXIES \

Al acting and dealing on behalf of customers

instead of account managers will become

normal.

Al MODELS

The models themselves may act on the data

with no human involvement as all.




THE PLAN

WHAT SHOULD THE UX/CX PROFESSION DO NOW?

Some small ideas on where you should focus your efforts as CX/UX professional.

START USING Al HELPERS

Chat GPT, Galileo Al, DALLE start getting
familiar with the suite of tools on the
market.

GET COMFORTABLE WITH DATA

If you are not already start brining in the
user data you have to start basing

decisions off off. Opinion based design is
dead.

ADD Al AS A CUSTOMER

Start to visual as a persona what an Al
agent or customer would want and need
from your product or service.

EXPERIMENT WITH PROMPTS

Wiriting is an art and less of a science. It can
take practice to learn what al the prompts
can do for your model so learing already
now how to write these will lesson the
learning curve later.




THE TAKEAWAY

TLDR: MAIN TAKEAWAYS

In summary this is the top 3 points

@ Al IS HERE ALREADY, WHERE YA BEEN?
e Time to build with it

e Todevelop your skills

» Tointegrate with it TECHNOLOGY NEEDS
. TO BE CONTEXTUALIZED
7 AR ITEL INTO A BUSINESS USE CASE

¢ Your Al customer will want data

APPROPRIATE BUSINESS
CONTEXTTOFITITIN

Andrew Ng

e They will want integration
e This brings security, risk & ethical discussions

Sy
IT WONT MATTER WHAT YOU BUILD

-, e It will matter that you start.
¢ The Al Race has started - getting a winning
idea will matter less than developing the skills.



WHAT
DO YOU HAVE?

P

No, | wont use Chat
GPT to answer them...
though its tempting...

Chrissy Welsh Tiggeloven - UX Director
ING - Wholesale Banking Advanced Analytics
@chrissywelsh




