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KEY MESSAGES
• (PEHG�$Ζ�LQ�VWUDWHJLF�SODQV��ΖQWHJUDWLQJ�DUWLȴFLDO�LQWHOOLJHQFH��$Ζ��LQWR�DQ�

RUJDQL]DWLRQȇV�VWUDWHJLF�REMHFWLYHV�KDV�KHOSHG�PDQ\�IURQWUXQQHUV�GHYHORS�DQ�
HQWHUSULVHZLGH�VWUDWHJ\�IRU�$Ζ�WKDW�YDULRXV�EXVLQHVV�VHJPHQWV�FDQ�IROORZ��7KH�JUHDWHU�
VWUDWHJLF�LPSRUWDQFH�DFFRUGHG�WR�$Ζ�LV�DOVR�OHDGLQJ�WR�D�KLJKHU�OHYHO�RI�LQYHVWPHQW�E\�
WKHVH�OHDGHUV�

• $SSO\�$Ζ�WR�UHYHQXH�DQG�FXVWRPHU�HQJDJHPHQW�RSSRUWXQLWLHV��0RVW�IURQWUXQQHUV�
KDYH�VWDUWHG�H[SORULQJ�WKH�XVH�RI�$Ζ�IRU�YDULRXV�UHYHQXH�HQKDQFHPHQWV�DQG�FOLHQW�
H[SHULHQFH�LQLWLDWLYHV�DQG�KDYH�DSSOLHG�PHWULFV�WR�WUDFN�WKHLU�SURJUHVV�

• 8WLOL]H�PXOWLSOH�RSWLRQV�IRU�DFTXLULQJ�$Ζ��)URQWUXQQHUV�VHHP�RSHQ�WR�HPSOR\LQJ�
PXOWLSOH�DSSURDFKHV�IRU�DFTXLULQJ�DQG�GHYHORSLQJ�$Ζ�DSSOLFDWLRQV��7KLV�VWUDWHJ\�LV�
KHOSLQJ�WKHP�DFFHOHUDWH�WKH�DGRSWLRQ�RI�$Ζ�LQLWLDWLYHV�YLD�DFFHVV�WR�D�ZLGHU�SRRO�RI�
WDOHQW�DQG�WHFKQRORJ\�VROXWLRQV�

$Ζ�OHDGHUV�LQ�ȴQDQFLDO�VHUYLFHV
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5XQQLQJ�WKH�$Ζ�OHJ�RI�
WKH�GLJLWDO�PDUDWKRQ

T+(�)Ζ1$1&Ζ$/�6(59Ζ&(6�industry has 
entered the AI phase of the digital marathon.  

The journey for most companies, which 
started with the internet, has taken them through 
key stages of digitalization, such as core systems 
modernization and mobile tech integration, and 
has brought them to the intelligent automation 
stage. 

Many companies have already started implement-
ing intelligent solutions such as advanced analytics, 
process automation, robo advisors, and self-learn-
ing programs. But a lot more is yet to come as 
technologies evolve, democratize, and are put to 
innovative uses. 

7R�H̆HFWLYHO\�FDSLWDOL]H�RQ�WKH�DGYDQWDJHV�R̆HUHG�
by AI, companies may need to fundamentally 
reconsider how humans and machines interact 
within their organizations as well as externally with 
their value chain partners and customers. Rather 
than taking a siloed approach and having to rein-
YHQW�WKH�ZKHHO�ZLWK�HDFK�QHZ�LQLWLDWLYH��¿QDQFLDO�
services executives should consider deploying AI 
tools systematically across their organizations, 
encompassing every business process and function.

As with any race, some companies are setting the 
pace, while others are struggling to hit their stride 
after leaving the starting gate. What can those who 
are seemingly at the back of the pack do to keep up 
with their frontrunning competitors? How can they 

jump-start or adapt their AI game plans to come 
up on top as the race heats up? 

To answer these questions, Deloitte surveyed 206 
86�¿QDQFLDO�VHUYLFHV�H[HFXWLYHV�WR�JHW�D�EHWWHU�
understanding of how their companies are using AI 
technologies and the impact AI is having on their 
business (see sidebar, “Methodology: Identifying 
$,�IURQWUXQQHUV�DPRQJ�¿QDQFLDO�LQVWLWXWLRQV´���7KH�
UHSRUW�LGHQWL¿HG�VRPH�RI�WKH�IROORZLQJ�NH\�FKDUDF-
WHULVWLFV�RI�UHVSRQGHQWV�ZKR�KDYH�JRWWHQ�R̆�WR�D�
good start and taken an early lead:

Embed AI in strategic plans: Integrating AI 
into an organization’s strategic objectives has 
helped many frontrunners develop an enterprise-
ZLGH�VWUDWHJ\�IRU�$,��ZKLFK�GL̆HUHQW�EXVLQHVV�
segments can follow. The greater strategic impor-
tance accorded to AI is also leading to a higher 
level of investment by these leaders.

Apply AI to revenue and customer engage-
ment opportunities: Most frontrunners have 
started exploring the use of AI for various revenue 
enhancements and client experience initiatives and 
have applied metrics to track their progress.

Utilize multiple options for acquiring AI: 
Frontrunners seem open to employing multiple 
approaches for acquiring and developing AI appli-
cations. This strategy is helping them accelerate 
the adoption of AI initiatives via access to a wider 
pool of talent and technology solutions.

&RPPRQ�WUDLWV�RI�IURQWUXQQHUV�LQ�WKH�DUWLȴFLDO�LQWHOOLJHQFH�UDFH

3



4

METHODOLOGY: IDENTIFYING AI FRONTRUNNERS AMONG FINANCIAL INSTITUTIONS
7R�XQGHUVWDQG�KRZ�RUJDQL]DWLRQV�DUH�DGRSWLQJ�DQG�EHQHȴWLQJ�IURP�$Ζ�WHFKQRORJLHV��LQ�WKH�WKLUG�TXDUWHU�
RI������'HORLWWH�VXUYH\HG�������H[HFXWLYHV�IURP�86�EDVHG�FRPSDQLHV�DFURVV�GLHUHQW�LQGXVWULHV�WKDW�DUH�
SURWRW\SLQJ�RU�LPSOHPHQWLQJ�$Ζ�1�ΖQ�WKLV�UHSRUW��ZH�IRFXV�RQ�D�VDPSOH�RI�����UHVSRQGHQWV�ZRUNLQJ�IRU�
ȴQDQFLDO�VHUYLFHV�FRPSDQLHV��$OO�UHVSRQGHQWV�ZHUH�UHTXLUHG�WR�EH�NQRZOHGJHDEOH�DERXW�WKHLU�FRPSDQ\ȇV�
XVH�RI�$Ζ�WHFKQRORJLHV��ZLWK�PRUH�WKDQ�KDOI�����SHUFHQW��ZRUNLQJ�LQ�WKH�Ζ7�IXQFWLRQ��6L[W\�ȴYH�SHUFHQW�RI�
UHVSRQGHQWV�ZHUH�&�OHYHO�H[HFXWLYHVȃLQFOXGLQJ�&(2V�����SHUFHQW���RZQHUV�����SHUFHQW���DQG�&Ζ2V�DQG�
&72V�����SHUFHQW���

$OO�ȴQDQFLDO�VHUYLFHV�UHVSRQGHQWV�LQ�WKH�VXUYH\�ZHUH�UHTXLUHG�WR�EH�FXUUHQWO\�XVLQJ�$Ζ�WHFKQRORJLHV�LQ�
VRPH�IRUP�RU�DQRWKHU��VHH�Ȋ$SSHQGL[��7KH�$Ζ�WHFKQRORJ\�SRUWIROLRȋ���7KH�HQWLUH�UHVSRQGHQW�EDVH�RI�
LQGLYLGXDOV�ZRUNLQJ�IRU�ȴQDQFLDO�LQVWLWXWLRQV�FRXOG�WKXV�EH�FRQVLGHUHG�DV�HDUO\�DGRSWHUV�RI�$Ζ�LQLWLDWLYHV��

:LWKLQ�WKLV�UHVSRQGHQW�EDVH��ZH�ZDQWHG�WR�LGHQWLI\�WKH�SUDFWLFHV�DGRSWHG�E\�WKRVH�OHDGLQJ�WKH�SDFN�LQ�
WHUPV�RI�$Ζ�GHSOR\PHQW�H[SHULHQFH�DQG�WDQJLEOH�UHWXUQV�DFKLHYHG�IURP�WKHP��8VLQJ�GDWD�IURP�'HORLWWHȇV�
$Ζ�VXUYH\��ZH�LGHQWLȴHG�WZR�TXDQWLWDWLYH�FULWHULD�IRU�IXUWKHU�DQDO\VLV��performance��ȴQDQFLDO�UHWXUQ�IURP�$Ζ�
LQYHVWPHQWV��DQG�experience��QXPEHU�RI�IXOO\�GHSOR\HG�$Ζ�LPSOHPHQWDWLRQV��ZKLFK�UHSUHVHQWV�$Ζ�SURMHFWV�
WKDW�DUH�ȊOLYH�ȋ�IXOO\�IXQFWLRQDO��DQG�FRPSOHWHO\�LQWHJUDWHG�LQWR�EXVLQHVV�SURFHVVHV��FXVWRPHU�LQWHUDFWLRQV��
SURGXFWV��RU�VHUYLFHV���

:H�IRXQG�WKDW�FRPSDQLHV�FRXOG�EH�GLYLGHG�LQWR�WKUHH�FOXVWHUV�EDVHG�RQ�WKH�QXPEHU�RI�IXOO�$Ζ�
LPSOHPHQWDWLRQV�DQG�WKH�ȴQDQFLDO�UHWXUQ�DFKLHYHG�IURP�WKHP��ȴJXUH�����(DFK�RI�WKHVH�FOXVWHUV�
UHSUHVHQWV�UHVSRQGHQWV�DW�GLHUHQW�SKDVHV�RI�WKHLU�FXUUHQW�$Ζ�MRXUQH\��

• )URQWUXQQHUV��7KLUW\�SHUFHQW�RI�UHVSRQGHQWV�ZRUNHG�IRU�FRPSDQLHV�WKDW�KDG�DFKLHYHG�WKH�KLJKHVW�
ȴQDQFLDO�UHWXUQV�IURP�D�VLJQLȴFDQW�QXPEHU�RI�$Ζ�LPSOHPHQWDWLRQV��

• )ROORZHUV��)RUW\�WKUHH�SHUFHQW�RI�UHVSRQGHQWV�ZRUNHG�IRU�FRPSDQLHV�LQ�WKH�PLGGOH�JURXQG�RI�$Ζ�
LPSOHPHQWDWLRQV�DQG�ȴQDQFLDO�UHWXUQV�

• 6WDUWHUV��7ZHQW\�VHYHQ�SHUFHQW�RI�UHVSRQGHQWV�ZRUNHG�IRU�FRPSDQLHV�WKDW�ZHUH�DW�WKH�VWDUW�RI�WKHLU�$Ζ�
MRXUQH\�DQG�RU�ODJJLQJ�LQ�WKH�OHYHO�RI�UHWXUQ�DFKLHYHG�IURP�$Ζ�LPSOHPHQWDWLRQV���

$Ζ�OHDGHUV�LQ�ȴQDQFLDO�VHUYLFHV
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METHODOLOGY: IDENTIFYING AI FRONTRUNNERS AMONG FINANCIAL INSTITUTIONS, CONT.

Note: Percentages may not total 100 percent due to rounding. 
Source: Deloitte Center for Financial Services analysis, based on Deloitte Services LP “State of AI in the Enterprise,” 
2nd Edition survey, 2018.

Deloitte Insights | deloitte.com/insights
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FIGURE 1

Respondent segmentation based on AI implementations and track record

&RPPRQ�WUDLWV�RI�IURQWUXQQHUV�LQ�WKH�DUWLȴFLDO�LQWHOOLJHQFH�UDFH
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7KUHH�FRPPRQ�WUDLWV�RI�$Ζ�
IURQWUXQQHUV�LQ�ȴQDQFLDO�
VHUYLFHV

A6�)Ζ1$1&Ζ$/�Ζ167Ζ787Ζ216�ORRN�WR�¿QG�D�
rhythm in their AI race, frontrunners could 
provide an early-bird view into how to 

H̆HFWLYHO\�LQWHJUDWH�WKH�WHFKQRORJ\�ZLWK�DQ�RUJDQL-
zation’s strategy, as well as which approaches 
companies could adopt for implementing such ini-
tiatives throughout their organization. 

From the survey, we found three distinctive traits 
that appear to separate frontrunners from the rest. 
Frontrunners are generally able to embed AI in 
strategic plans and emphasize an organizationwide 
implementation plan; focus on revenue and cus-
tomer opportunities, rather than just cost 

reduction; and adopt a portfolio approach for 
acquiring AI, where they utilize multiple develop-
ment models for implementing AI solutions 
�¿JXUH����

(0%('�$Ζ�Ζ1�675$7(*Ζ&�3/$16�:Ζ7+�
(03+$6Ζ6�21�25*$1Ζ=$7Ζ21:Ζ'(�
Ζ03/(0(17$7Ζ21
:KLOH�PDQ\�¿QDQFLDO�VHUYLFHV�FRPSDQLHV�DJUHH�WKDW�
AI could be critical for building a successful com-
SHWLWLYH�DGYDQWDJH��WKH�GL̆HUHQFH�LQ�WKH�QXPEHU�RI�
respondents in the three clusters that acknowl-
edged the critical strategic importance of AI is 
TXLWH�WHOOLQJ��¿JXUH����

Source: Deloitte Center for Financial Services analysis, based on Deloitte Services LP “State of AI in the Enterprise,” 
2nd Edition survey, 2018.

Deloitte Insights | deloitte.com/insights

Embed AI in strategic plans with 
emphasis on organizationwide 
implementation

Focus on applying AI to 
revenue and customer 

engagement opportunities

Adopt a portfolio approach 
for acquiring AI

1
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FIGURE 2

6XUYH\�VSRWOLJKWV�NH\�SUDFWLFHV�DPRQJ�$Ζ�IURQWUXQQHUV�LQ�ȴQDQFLDO�LQVWLWXWLRQV�

$Ζ�OHDGHUV�LQ�ȴQDQFLDO�VHUYLFHV
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Source: Deloitte Center for Financial Services analysis, based on Deloitte Services LP “State of AI in the Enterprise,” 
2nd Edition survey, 2018.

Deloitte Insights | deloitte.com/insights

Frontrunners recognize the critical strategic importance over four times more 
than followers and over 12 times more than starters.

2%6%25%

Frontrunners Followers Starters

8%
8%

59%

6% 6%
18% 38%

53%71%

FIGURE 3

Frontrunners better recognize strategic importance of AI adoption 
Importance of adopting or using AI to a company’s overall business success

   Minimally important           Somewhat important           Very important           Critical strategic importance

An early recognition of the critical importance of AI 
to an organization’s overall business success proba-
EO\�KHOSHG�IURQWUXQQHUV�LQ�VKDSLQJ�D�GL̆HUHQW�$,�
implementation plan—one that looks at a holistic 
adoption of AI across the enterprise. The survey 
indicates that a sizable number of frontrunners had 
launched an AI center of excellence, and had put in 
place a comprehensive, companywide strategy for AI 
DGRSWLRQV�WKDW�GHSDUWPHQWV�KDG�WR�IROORZ��¿JXUH�����

For example, as part of an overall strategy to 
EHFRPH�D�³EDQN�RI�WKH�IXWXUH�´�&DQDGD�EDVHG�7'�
%DQN�VHW�XS�DQ�,QQRYDWLRQ�&HQWUH�RI�([FHOOHQFH�
�&R(���$FWLQJ�OLNH�DQ�XPEUHOOD�RUJDQL]DWLRQ��WKH�
&R(�FRQQHFWV�DOO�WKH�LQQRYDWLRQ�LQLWLDWLYHV��LQFOXG-
ing AI, to broader bank business units. It provides 
a platform for experimentation across the organi-
zation with the purpose of reducing operational 
complexity and improving customer experience. 
7KH�&R(�WKXV�KHOSV�LQ�WHVWLQJ�DQG�LGHQWLI\LQJ�EHVW�
practices from AI pilots before introducing them as 
full-scale customer solutions.2 

It is also no surprise, given the recognition of stra-
tegic importance, that frontrunners are investing 

in AI more heavily than other segments, while also 
DFFHOHUDWLQJ�WKHLU�VSHQGLQJ�DW�D�KLJKHU�UDWH��&ORVH�
to half of the frontrunners surveyed had invested 
more than US$5 million in AI projects compared 
to 27 percent of followers and only 15 percent of 

Source: Deloitte Center for Financial Services analysis, 
based on Deloitte Services LP “State of AI in the 
Enterprise,” 2nd Edition survey, 2018.

Deloitte Insights | deloitte.com/insights

Frontrunners
Followers

Starters

49%
41%
36%

Almost half of the frontrunners 
have a comprehensive, detailed, 

companywide strategy in place for 
AI adoption, which departments 

are expected to follow.

FIGURE 4

$�VLJQLȴFDQW�QXPEHU�RI�IURQWUXQQHUV�
have a detailed organizationwide 
AI strategy 

&RPPRQ�WUDLWV�RI�IURQWUXQQHUV�LQ�WKH�DUWLȴFLDO�LQWHOOLJHQFH�UDFH
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VWDUWHUV��¿JXUH�����,Q�IDFW�����SHUFHQW�RI�IURQWUXQ-
ners plan to increase their AI investments by 
���SHUFHQW�RU�PRUH�LQ�WKH�QH[W�¿VFDO�\HDU��FRP-
SDUHG�WR����SHUFHQW�RI�IROORZHUV�DQG����SHUFHQW�RI�
VWDUWHUV��¿JXUH����

A major emphasis of these investments likely was 
to secure the talent and technologies necessary for 
the transformational journey ahead.� 

Calls to action
)RU�¿QDQFLDO�LQVWLWXWLRQV�HDUO\�LQ�WKHLU�$,�
journey, embedding AI in strategic initia-

WLYHV�LV�DQ�LPSRUWDQW�¿UVW�VWHS��(OHYDWLQJ�WKH�
critical importance assigned to these initiatives, 
along with building a long-term AI vision and strat-
egy, lays out the foundation for the strategy. As 
companies customize their AI strategy based on 
their scale, size, and complexity, it is important 

that they consider what value they are trying to 
deliver for clients using AI. 

Value delivery could either include customizing 
R̆HULQJV�WR�VSHFL¿F�FOLHQW�SUHIHUHQFHV��RU�FRQWLQX-

ously engaging through multiple 
channels via intelligent solutions 
such as chatbots, virtual clones, 
and digital voice assistants. 

For developing an organization-
ZLGH�$,�VWUDWHJ\��¿UPV�VKRXOG�NHHS�
in mind that these might be 
applied across business functions. 

Starting purposefully with small projects and learn-
ing from pilots can be important for building scale. 

For scaling AI initiatives across business functions, 
building a governance structure and engaging the 
HQWLUH�ZRUNIRUFH�LV�YHU\�LPSRUWDQW��$GGLQJ�JDPL¿-
cation elements, including idea-generation contests 
and ranking leaderboards, garners attention, gets 
LGHDV�ÀRZLQJ��DQG�KHOSV�LQ�HQWKXVLQJ�WKH�ZRUN-
IRUFH��$W�WKH�VDPH�WLPH��¿UPV�VKRXOG�GHYHORS�
programs for upskilling and reskilling impacted 
workforce, which would help garner their contin-
ued support to AI initiatives.

Note: All dollar amounts refer to US dollars.
Source: Deloitte Center for Financial Services analysis, based on Deloitte Services LP “State of AI in the Enterprise,” 
2nd Edition survey, 2018.

Deloitte Insights | deloitte.com/insights

11% 11% 31% 20% 25%

12%

6%9%30%34%15%4%

15%46%15%11%

FIGURE 5

Frontrunners are investing more in AI initiatives 
ΖQYHVWPHQWV�LQ�$Ζ�FRJQLWLYH�WHFKQRORJLHV�SURMHFWV�LQ�WKH�UHFHQW�ȴVFDO�\HDU�

   Less than $250,000           $250,000 to $499,999           $500,000 to $999,999           $1 million to $4.99 million           

   $5 million to 9.99 million           $10 million or more

Frontrunners

Followers

Starters

Frontrunners are investing in AI more 
heavily than other segments, while 
also accelerating their spending at a 
higher rate.

$Ζ�OHDGHUV�LQ�ȴQDQFLDO�VHUYLFHV
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Source: Deloitte Center for Financial Services analysis, based on Deloitte Services LP “State of AI in the Enterprise,” 
2nd Edition survey, 2018.

Deloitte Insights | deloitte.com/insights

More than two-thirds of frontrunners plan to 
increase their AI investments by 10% or more.

Frontrunners Followers Starters

2%

2%2%

10%

16%

54%

16% 4% 17%9%5%

43%

30%46%41%

5%

FIGURE 6

Frontrunners plan to increase AI allocations at a faster clip
Predicted change in companies’ investment in AI/cognitive

   Decrease by 10–20%           Decrease by 1–9%           Stay the same           Increase by 1–9%           

   Increase by 10–20%        Increase by more than 20%           Don’t know

)2&86�21�$33/<Ζ1*�$Ζ�72�
5(9(18(�$1'�&86720(5�
(1*$*(0(17�23325781Ζ7Ζ(6
Despite steady improvement in the economy fol-
ORZLQJ�WKH������¿QDQFLDO�FULVLV��WKH�SUHVVXUH�WR�
UHGXFH�FRVWV�DW�¿QDQFLDO�LQVWLWXWLRQV�KDV�FRQWLQ-
ued to increase. At the same time, rising 
competition from incumbents and nontraditional 
entrants, as well as greater regulatory oversight 
and compliance demands, are raising the cost of 
doing business. The return on average equity of 
commercial banks, for example, has yet to reach 
SUH�¿QDQFLDO�FULVLV�OHYHOV�� 

It is no surprise, then, that one in two respon-
dents were looking to achieve cost savings or 
productivity gains from their AI investments. 
Indeed, in addition to more qualitative goals, AI 
solutions are often meant to automate labor-
intensive tasks and help improve productivity. 
7KXV��FRVW�VDYLQJ�LV�GH¿QLWHO\�D�FRUH�RSSRUWXQLW\�
for companies setting expectations and measuring 
results for AI initiatives. 

7KDW�VDLG��ZKDW�GL̆HUHQWLDWHG�IURQWUXQQHUV��¿JXUH�
���LV�WKH�IDFW�WKDW�PRUH�OHDGLQJ�UHVSRQGHQWV�DUH�
measuring and tracking metrics pertaining to rev-
HQXH�HQKDQFHPHQW�����SHUFHQW��DQG�FXVWRPHU�
H[SHULHQFH�����SHUFHQW��IRU�WKHLU�$,�SURMHFWV��7KLV�
approach helped frontrunners look at innovative 
ways to utilize AI for achieving diverse business 
opportunities, which has started to bear fruit. 

A good case could be how AI and predictive analyt-
ics were used by UK-based Metro Bank to help 
FXVWRPHUV�PDQDJH�WKHLU�¿QDQFHV��:RUNLQJ�LQ�SDUW-
nership with Personetics, the bank launched an 
in-app service called Insights, which monitored 
customers’ transaction data and patterns in real 
time. The app then provided personalized prompts 
to make subscription payments and be aware of 
unusual spending. The AI tool also provides per-
VRQDOL]HG�¿QDQFLDO�DGYLFH��LQFOXGLQJ�VDYLQJV�
recommendations and alerts.5 

Frontrunners have taken an early lead in realizing 
EHWWHU�EXVLQHVV�RXWFRPHV��¿JXUH�����HVSHFLDOO\�LQ�

&RPPRQ�WUDLWV�RI�IURQWUXQQHUV�LQ�WKH�DUWLȴFLDO�LQWHOOLJHQFH�UDFH
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achieving revenue enhancement goals, including 
creating new products and pursuing new markets.

7KLV�PLQGVHW�ZDV�UHÀHFWHG�LQ�WKH�RYHUDOO�SHUIRU-
mance among respondents as well, with 
frontrunners reporting a companywide revenue 
growth of 19 percent according to the survey, 
which was in stark contrast to the growth of 
12 percent for followers and a decline of 
10 percent for starters. 

Meanwhile, our research indicated that companies 
should give special emphasis to the human-cen-
tered design skills needed to develop personalized 
user experiences.6 In fact, the survey found that 
IURQWUXQQHUV�DUH�DOUHDG\�VWDUWLQJ�WR�VX̆HU�IURP�D�
shortage of designers for AI initiatives, which indi-
cates the high degree of application of these skills 
by frontrunners during AI implementations. 

Nordic bank Nordea is using AI to lead multiple 
H̆RUWV�DFURVV�WKH�RUJDQL]DWLRQ��1RYD��DQ�LQWHUQDOO\�
developed chatbot, uses natural language process-
ing to interpret customers’ queries and decide the 

relevant response. Another project uses algo-
rithms to study central bank documents and 
understand the central bank’s economic perspec-
tive. The bank is also actively evaluating 
opportunities to deploy AI for automating claims 
handling, detecting fraud, and providing personal-
ized recommendations to clients.7 

Calls to action
While exploring opportunities for 
deploying Al initiatives, companies 

should explore product and service expansion 
opportunities. This could be kick-started by mea-
suring and tracking outcomes of AI initiatives to 
the company’s top line. Adding AI adoption to 
sales and performance targets and providing AI 
tools for sales and marketing personnel could also 
help in this direction. 

To boost the chances of adoption, companies 
should consider incorporating behavioral science 
WHFKQLTXHV�ZKLOH�GHYHORSLQJ�$,�WRROV��&RPSDQLHV�
could also identify opportunities to integrate AI 
into varied user life cycle activities. While 

Source: Deloitte Center for Financial Services analysis, based on Deloitte Services LP “State of AI in the Enterprise,” 
2nd Edition survey, 2018.

Deloitte Insights | deloitte.com/insights

FIGURE 7

Frontrunners focus on revenue and customer opportunities in addition to 
cost reduction   
   Frontrunners           Followers           Starters

Cost reduction Revenue enhancement Customer engagement

47%49% 49% 49%46%
54%

Cost savings targets Productivity targets

46%
42%

60%

Revenue targets
(sales, cross-selling)

47% 47%
40%

Customer-related
targets (engagement,

satisfaction, and
retention)

$Ζ�OHDGHUV�LQ�ȴQDQFLDO�VHUYLFHV
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Source: Deloitte Center for Financial Services analysis, based on Deloitte Services LP “State of AI in the Enterprise,” 
2nd Edition survey, 2018.

Deloitte Insights | deloitte.com/insights

FIGURE 8

Frontrunners have achieved better business outcomes across revenue objectives   
   Frontrunners           Followers           Starters

Revenue enhancement

47%

39%
33%

44%

24%

8%

27%

9%

24%25%

6%
13%

Optimize external
processes such as

marketing and sales

Free up workers
to be more creative
by automating tasks

Create new products Pursue new markets

Cost reduction

32% 33%

6%

15%

32% 33%

Reduce headcount
through automation

Reduce operating
costs

Customer engagement

15%

32% 33%

Improve customer
experience

working on such initiatives, it is important to also 
assign AI integration targets and collect user feed-
back proactively. 

&RPSDQLHV�FDQ�DOVR�ORRN�DW�PDNLQJ�EHVW�LQ�FODVV�
and respected internal services available to exter-
nal clients for commercial use. 

$'237�$�3257)2/Ζ2�$3352$&+�
)25�$&48Ζ5Ζ1*�$Ζ�
$V�PDUNHW�SUHVVXUHV�WR�DGRSW�$,�LQFUHDVH��&,2V�RI�
¿QDQFLDO�LQVWLWXWLRQV�DUH�EHLQJ�H[SHFWHG�WR�GHOLYHU�
initiatives sooner rather than later. There are mul-
tiple options for companies to adopt and utilize AI 
in transformation projects, which generally need 
to be customized based on the scale, talent, and 
technology capability of each organization. 

From our survey, it was no surprise to see that 
most respondents, across all segments, acquired 
AI through enterprise software that embedded 
LQWHOOLJHQW�FDSDELOLWLHV��¿JXUH�����:LWK�H[LVWLQJ�
vendor relationships and technology platforms 
already in use, this is likely the easiest option for 
most companies to choose. 

For example, Guidewire, maker of enterprise soft-
ZDUH�VROXWLRQV�IRU�LQVXUDQFH�FRPSDQLHV��R̆HUV�LWV�
users access to AI capabilities through its 
3UHGLFWLYH�$QDO\WLFV�IRU�&ODLPV�DSS��7KH�DSS�XWL-
lizes machine learning algorithms to categorize 
claims based on their severity and the potential for 
litigation, automatically routing any high-priority 
claims to the correct departments.� Similarly, 
Salesforce helps users access AI through its 

&RPPRQ�WUDLWV�RI�IURQWUXQQHUV�LQ�WKH�DUWLȴFLDO�LQWHOOLJHQFH�UDFH
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(LQVWHLQ�SURJUDP��ZKLFK�DSSOLHV�PDFKLQH�OHDUQLQJ�
to historical sales data and predicts which pros-
pects are most likely to close.9 

However, the survey found that frontrunners (and 
HYHQ�IROORZHUV��WR�VRPH�H[WHQW��ZHUH�DFTXLULQJ�RU�

GHYHORSLQJ�$,�LQ�PXOWLSOH�ZD\V��¿JXUH���²ZKDW�
we refer to as the portfolio approach. 

This portfolio approach likely enabled frontrun-
ners to accelerate the development of AI solutions 
through options such as AI-as-a-service and auto-
mated machine learning. At the same time, 

Note: Chart indicates percentage of respondents that are already using the above-mentioned ways to acquire AI.
Source: Deloitte Center for Financial Services analysis, based on Deloitte Services LP “State of AI in the Enterprise,” 
2nd Edition survey, 2018.

Deloitte Insights | deloitte.com/insights

AI as a service

Enterprise software with integrated AI/cognitive

Data science modeling tools

Automated machine learning

Codevelopment with partners

Open-source AI/cognitive development tools

Crowdsourced development communities

56%

61%
51%

58%

54%
58%

63%
60%

36%

49%
57%

65%
63%

40%

56%
39%

32%

42%

34%

55%
32%

FIGURE 9

Frontrunners are comfortable in developing AI through multiple options  
   Frontrunners           Followers           Starters

$Ζ�OHDGHUV�LQ�ȴQDQFLDO�VHUYLFHV
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through crowdsourced development communities, 
they were able to tap into a wider pool of talent 
from around the world.

Adopting the portfolio approach could help compa-
nies preserve the legacy business process while 
utilizing AI for incremental gains. American 
Fidelity Assurance, a US-based health and life 
insurance company, was evaluating options to 
improve the handling of a growing volume of cus-
WRPHU�HPDLOV�DQG�PDSSLQJ�WKH�ÀRZ�WR�GL̆HUHQW�
departments. The company’s R&D team was 
H[SORULQJ�ERWK�URERWLF�SURFHVV�DXWRPDWLRQ��53$��
and machine learning applications, albeit sepa-
rately. While RPA was a good match for 
automatically sending mails to the correct depart-
ment, it was providing too many rules for 
identifying the right department based on the 
email’s subject and keywords. To resolve this, the 
team decided to explore automated machine learn-
ing with the help of a third-party vendor. Using the 
database of customer emails and eventual depart-
PHQW�UHVSRQVH��RXWFRPH���WKH�FRPSDQ\�IRXQG�D�

ZHOO�¿WWLQJ�PRGHO�ZLWKLQ�D�IHZ�KRXUV��7KLV�PRGHO�
was converted to an application programming 
LQWHUIDFH��$3,���ZKLFK�ZDV�FRPELQHG�ZLWK�53$�WR�
DXWRPDWH�WKH�HQWLUH�HPDLO�FODVVL¿FDWLRQ��GHSDUW-
PHQW�LGHQWL¿FDWLRQ��DQG�PDLO�IRUZDUGLQJ�SURFHVV�10 

Calls to action 
Financial institutions that have never uti-
lized multiple options to access and 

develop AI should consider alternative sources for 
LPSOHPHQWDWLRQ��&RPSDQLHV�ZRXOG�QHHG�WLPH�WR�
JDWKHU�WKH�UHTXLVLWH�H[SHULHQFH�DERXW�WKH�EHQH¿WV�
DQG�FKDOOHQJHV�RI�HDFK�PHWKRG�DQG�¿QG�WKH�ULJKW�
balance for AI implementation. 

2QFH�FRPSDQLHV�VWDUW�LPSOHPHQWLQJ�$,�LQLWLDWLYHV��
D�PHFKDQLVP�IRU�PHDVXULQJ�DQG�WUDFNLQJ�WKH�Ḣ-
cacy of each AI access method could be evaluated. 
Identifying the appropriate AI technology approach 
IRU�D�VSHFL¿F�EXVLQHVV�SURFHVV�DQG�WKHQ�FRPELQLQJ�
them could lead to better outcomes.

&RPPRQ�WUDLWV�RI�IURQWUXQQHUV�LQ�WKH�DUWLȴFLDO�LQWHOOLJHQFH�UDFH



14

6LJQLȴFDQW�FKDOOHQJHV�
FRXOG�OLH�DKHDG�

A6�)Ζ1$1&Ζ$/�6(59Ζ&(6�companies advance 
in their AI journey, they will likely face a 
number of risks and challenges in adopting 

and integrating these technologies across the orga-
nization. But not all are facing the same set of 
FKDOOHQJHV��2XU�VXUYH\�IRXQG�WKDW�IURQWUXQQHUV�
ZHUH�PRUH�FRQFHUQHG�DERXW�WKH�ULVNV�RI�$,��¿JXUH�
����WKDQ�RWKHU�JURXSV��

With the experience of several more AI implemen-
tations, frontrunners may have a more realistic 
grasp on the degree of risks and challenges posed 
by such technology adoptions. Starters and follow-
ers should probably brace themselves and start 
preparing for encountering such risks and chal-
lenges as they scale their AI implementations. 

Indeed, starters would likely be better served if 
WKH\�DUH�FRJQL]DQW�RI�WKH�ULVNV�LGHQWL¿HG�E\�IURQW-
UXQQHUV�DQG�IROORZHUV�DOLNH��¿JXUH�����DQG�EHJLQ�
anticipating them at the onset, giving them more 
time to plan how to mitigate them.

We observed a similar pattern in terms of the skills 
JDS�LGHQWL¿HG�E\�GL̆HUHQW�VHJPHQWV�LQ�PHHWLQJ�WKH�
QHHGV�RI�$,�SURMHFWV��¿JXUH������0RUH�IURQWUXQQHUV�
rated the skills gap as major or extreme compared 
to the other groups. While a higher number of 
implementations undertaken could partly explain 
this divergence, the learning curve of frontrunners 
could give them a more pragmatic understanding 
of the skills required for implementing AI projects.

Source: Deloitte Center for Financial Services analysis, based on Deloitte Services LP “State of AI in the Enterprise,” 
2nd Edition survey, 2018.

Deloitte Insights | deloitte.com/insights

Almost two-thirds of frontrunners highlight potential risks 
associated with AI to be of major or extreme concern.

Frontrunners Followers Starters

11%
5%

19%

18%

47%
1%

8%13%11%

45%34%39%19%

30%

FIGURE 10

'LYHUJHQFH�LQ�ULVN�HVWLPDWLRQ�IRU�GLHUHQW�VHJPHQWV
Companies’ investment in AI/cognitive

   No concern          Minimal concern           Moderate concern           Major concern           Extreme concern          
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Note: Respondents were asked to select up to three risks and rank them in order of concern, 1 being that of 
highest concern.

Source: Deloitte Center for Financial Services analysis, based on Deloitte Services LP “State of AI in the Enterprise,” 
2nd Edition survey, 2018.

Deloitte Insights | deloitte.com/insights

AI risk
Cybersecurity vulnerabilities of AI/cognitive

Making the wrong strategic decisions based 
on AI/cognitive recommendations

Regulatory noncompliance risk

Erosion of customer trust from AI/cognitive 
failures

Ethical risks of AI/cognitive

Legal responsibility for decisions/actions 
made by AI/cognitive systems 

Failure of AI/cognitive system in a 
mission-critical or life-and-death context

We have no concerns about potential risks 
of AI/cognitive

Starters
1
3
4
7
6
2
5
8

Followers
2
1
3
5
4
5
7
8

Frontrunners
1
2
3
4
4
6
7
8

FIGURE 11

Top risks of AI that each respondent segment is most concerned about

Source: Deloitte Center for Financial Services analysis, based on Deloitte Services LP “State of AI in the Enterprise,” 
2nd Edition survey, 2018.

Deloitte Insights | deloitte.com/insights

More than half of frontrunners believe they have a major or 
extreme skills gap in meeting requirements for their AI projects.

Frontrunners Followers Starters
12%

15%

18%
30%

25% 28%

2%

17%29%
4%

53%30%

25%

12%

FIGURE 12

'LYHUJHQFH�LQ�VNLOOV�HVWLPDWLRQ�IRU�GLHUHQW�VHJPHQWV
   No skills gap at all/We have all the skills needed           Minimal skills gap           Moderate skills gap           

   Major skills gap           Extreme skills gap/We have almost no skills needed          

&RPPRQ�WUDLWV�RI�IURQWUXQQHUV�LQ�WKH�DUWLȴFLDO�LQWHOOLJHQFH�UDFH
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'HOYLQJ�GHHSHU�LQWR�WKH�FDSDELOLWLHV�QHHGHG�WR�¿OO�
their skills gap, more starters and followers believe 
they lack subject matter experts who can infuse 
their expertise into emerging AI systems, as well as 
AI researchers to identify new kinds of AI algo-
rithms and systems. 

While these skills are often necessary in the initial 
stages of the AI journey, starters and followers 
VKRXOG�WDNH�QRWH�RI�WKH�VNLOO�VKRUWDJHV�LGHQWL¿HG�E\�
frontrunners, which could help them prepare for 
expanding their own initiatives. Frontrunners sur-
veyed highlighted a shortage of specialized skill 
sets required for building and rolling out AI imple-
mentations—namely, software developers and user 
H[SHULHQFH�GHVLJQHUV��¿JXUH������

8VHU�H[SHULHQFH�FRXOG�KHOS�DOOHYLDWH�WKH�³ODVW�PLOH´�
challenge of getting executives to take action based 
on the insights generated from AI. Frontrunners 
seem to have realized that it does not matter how 
good the insights generated from AI are if they do 
not lead to any executive action. A good user expe-
rience can get executives to take action by 
integrating the often irrational aspect of human 
behavior into the design element.

7KDW�VDLG��¿QDQFLDO�LQVWLWXWLRQV�DFURVV�WKH�ERDUG�
VKRXOG�VWDUW�WUDLQLQJ�WKHLU�WHFKQLFDO�VWD̆�WR�FUHDWH�
and deploy AI solutions, as well as educate their 
HQWLUH�ZRUNIRUFH�RQ�WKH�EHQH¿WV�DQG�EDVLFV�RI�$,��
The good news here is that more than half of each 
¿QDQFLDO�VHUYLFHV�UHVSRQGHQW�VHJPHQW�DUH�DOUHDG\�
undertaking training for employees to use AI in 
their jobs. 

Source: Deloitte Center for Financial Services analysis, based on Deloitte Services LP “State of AI in the Enterprise,” 
2nd Edition survey, 2018.

Deloitte Insights | deloitte.com/insights

6NLOOV�IRU�$Ζ�HRUWV
Software developers

AI researchers

Data scientists

User experience designers

Business leaders

Project managers

Subject matter experts

Change management/transformation 
experts

16%
32%
30%
22%
16%
16%
38%
27%

27%
27%
21%
23%
21%
21%
25%
29%

34%
24%
27%
41%
15%
20%
15%
22%

6WDUWHUVFollowers)URQWUXQQHUV

FIGURE 13

Skills required for implementing AI programs 
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*HWWLQJ�R�WR�D�VROLG�VWDUW�

A6�&203$1Ζ(6�35(3$5(�for the AI leg of 
their digital marathon by revamping their 
processes and working environments, it is 

imperative they revisit their fundamentals—goals, 
strengths, and weaknesses. This could help organi-
zations lay a solid foundation for rethinking how 
humans and machines interact within working 
environments. Answering the following questions 
could be a good start:

• What existing business goals and missions can 
the organization achieve by deploying AI?

• How could AI be used to build a 
competitive advantage?

• Does the organization have adequate technol-
ogy building blocks for supporting an AI-based 
organization? What are the gaps that should 
be addressed?

• Does the organization have talent possessing 
strong business and technology understanding, 
who can serve as translators between the busi-
ness and technology functions, thereby aiding 
the development of AI solutions?11 

7KH�DQVZHUV�WR�WKHVH�TXHVWLRQV�FRXOG�EH�GL̆HUHQW�
for each organization, indicating the need for a cus-
tomized approach to integrating AI within an 
organization. In particular, it is important for 
¿QDQFLDO�LQVWLWXWLRQV�WR�HYDOXDWH�ZKLFK�VHJPHQW�
they occupy now, when compared to peers. Based 
on their current position, each company should 
design, plan, and implement the following actions 
to progress in their AI journey: 

1. Start purposefully and be bold. Be ambi-
tious in AI implementations, even if you are 

playing catch-up. Build a strong AI foundation 
that can be ramped up quickly across 
the organization. 

2. Get early wins under your belt. Aim at 
generating early success by pursuing a diverse 
portfolio of achievable projects. This would help 
JHQHUDWH�FRQ¿GHQFH�DPRQJ�PDQDJHPHQW�DQG�
the broader workforce at the beginning of the 
transformation process, while building momen-
tum to roll out more AI initiatives for multiple 
business functions. 

��� Emphasize organizationwide AI imple-
mentation once experience (and success) 
is achieved. Develop a holistic approach by 
improving both technology and business talent 
capability areas to support AI adoption across 
the enterprise. 

��� Adapt governance and risk structure to 
scale AI implementations. Build in opera-
tional discipline and actively mitigate AI-related 
risks, including cybersecurity, compliance, and 
ethical risks (such as whether new types of 
data-gathering and correlations might make 
FRQVXPHUV�XQFRPIRUWDEOH��

It is important, however, to realize that we are still 
LQ�WKH�HDUO\�VWDJHV�RI�$,�WUDQVIRUPDWLRQ�RI�¿QDQFLDO�
services, and therefore, organizations would likely 
EHQH¿W�E\�WDNLQJ�D�ORQJ�WHUP�YLHZ��7KRVH�WKDW�¿QG�
the right mix of strategic integration and execution 
of large-scale AI initiatives would likely be better 
able to achieve their goals to cut costs, improve 
revenue, and enhance the customer experience, 
which could position them to leverage AI for com-
petitive advantage.

&RPPRQ�WUDLWV�RI�IURQWUXQQHUV�LQ�WKH�DUWLȴFLDO�LQWHOOLJHQFH�UDFH
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$SSHQGL[
7KH�$Ζ�WHFKQRORJ\�SRUWIROLR12 

Machine learning. With machine learning tech-
nologies, computers can be taught to analyze data, 
LGHQWLI\�KLGGHQ�SDWWHUQV��PDNH�FODVVL¿FDWLRQV��DQG�
predict future outcomes. The learning comes from 
these systems’ ability to improve their accuracy 
over time, with or without direct human supervi-
sion. Machine learning typically requires technical 
experts who can prepare data sets, select the right 
algorithms, and interpret the output.

7\SLFDO�XVH�FDVHV�RI�PDFKLQH�OHDUQLQJ�IRU�¿QDQFLDO�
institutions include:

• 3UHGLFWLQJ�FDVK�ÀRZ�HYHQWV�DQG�SURDFWLYHO\�
advising customers on spending and 
saving habits

• ([SDQGLQJ�WKH�GDWD�VHW�IRU�GHYHORSLQJ�FUHGLW�
scores and applying machine learning to build 
advanced credit models for expanding reach 
and reducing defaults

• Providing machine-learning-based merchant 
DQDO\WLFV�³DV�D�VHUYLFH´

• Detecting patterns in transactions and identify-
ing fraudulent transactions as early as possible

Natural language processing (NLP). This 
technology allows users to extract or generate 
meaning and intent from text in a readable, stylisti-
cally natural, and grammatically correct form. NLP 
powers the voice- and text-based interface for 

virtual assistants and chatbots. The technology is 
increasingly being used to query data sets as well.

7\SLFDO�XVH�FDVHV�RI�1/3�IRU�¿QDQFLDO�LQVWLWX-
tions include:

• Reading documents and identifying errors for 
VXSSRUW�DFWLYLWLHV�VXFK�DV�LQIRUPDWLRQ�YHUL¿FD-
WLRQ��XVHU�LGHQWL¿FDWLRQ��DQG�DSSURYDOV

• Improving the underwriting process and 
FDSLWDO�ḢFLHQF\

• Understanding customer queries via voice 
search on digital voice assistants 
or smartphones

Deep learning. Deep learning is a subset of 
machine learning based on a conceptual model of 
the human brain called a neural network. It’s called 
deep learning because neural networks have mul-
tiple layers that interconnect: an input layer that 
receives data, hidden layers that compute data, and 
an output layer that delivers the analysis. The 
greater the number of hidden layers (each of which 
processes progressively more complex informa-
WLRQ���WKH�GHHSHU�WKH�V\VWHP��'HHS�OHDUQLQJ�LV�
especially useful for analyzing complex, rich, and 
multidimensional data, such as speech, images, 
and video. It works best when used to analyze large 
data sets. New technologies are making it easier for 
companies to launch deep learning projects, and 
adoption is increasing.

70% OF ALL FINANCIAL SERVICES 
RESPONDENTS WERE USING 
MACHINE LEARNING.

60% OF ALL FINANCIAL SERVICES 
RESPONDENTS WERE USING NLP.

$Ζ�OHDGHUV�LQ�ȴQDQFLDO�VHUYLFHV
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7\SLFDO�XVH�FDVHV�RI�GHHS�OHDUQLQJ�IRU�¿QDQFLDO�
institutions include:

• Reading claims documents and ranking their 
urgency, severity, and compliance to 
expedite triage

• Building dashboards that provide users with 
data analytics in a simple and intuitive format

• Developing innovative trading and 
investment strategies

Computer vision. &RPSXWHU�YLVLRQ�LV�WKH�DELOLW\�
of computers to identify objects, scenes, and activi-
ties in a single image or a sequence of events. The 
technology analyzes digital images and videos to 

FUHDWH�FODVVL¿FDWLRQ�RU�KLJK�OHYHO�GHVFULSWLRQV�WKDW�
can be used for decision-making.

7\SLFDO�XVH�FDVHV�RI�FRPSXWHU�YLVLRQ�IRU�¿QDQFLDO�
institutions include:

• &ODVVLI\LQJ�GULYHUV�EDVHG�RQ�WKHLU�DWWHQWLRQ�OHY-
HOV²VDIHU�GULYHUV�FDQ�WKHQ�EH�WDUJHWHG�WR�R̆HU�
lower premiums

• Building biometric security for clients in a 
secure environment, such as for bank ATMs

• Providing investors and traders with immersive 
experiences for making portfolio allocations 
and trading decisions

AMONG ALL FINANCIAL SERVICES 
RESPONDENTS, 52% SAID THEY 
WERE USING DEEP LEARNING.

58% OF ALL FINANCIAL SERVICES 
RESPONDENTS WERE USING 
COMPUTER VISION.

&RPPRQ�WUDLWV�RI�IURQWUXQQHUV�LQ�WKH�DUWLȴFLDO�LQWHOOLJHQFH�UDFH
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