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Serve Your Customers:

Agent Fleet to Augment Your Service Teams
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The Al-powered service revolution is here.

17.6% 3.2%

Average bank churn Faster growth for CX-
rate in 2025 optimized banks
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$340B

Potential annual Al value
for banking
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& Company
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95%

Of interactions predicted
to be Al-powered
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' "The Silent Crisis in Banking
-~ Customer Service
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The Opportunity Is Enormous

and Mostly

3.2%

faster growth

for banks that regularly optimize
customer experience

Source: Dovetail 2024

$200B+

annual Al value

46%

of Al-adopting
banks

2in10

retail banks

are NOT actively optimizing CX
— the gap is your advantage

projected for banking from
McKinsey — most of it in service
and operations

report measurable CX
improvement — early movers
are already pulling ahead

are actively improving CX —
leaving 8 in 10 vulnerable to
disruption
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Al Is Becomi

+New Sér . Channel .
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Omnichannel 24/7 Availability The New

Intelligence As Standard Expectation Bar

Al operates across every channel — Customers already expect round- By 2026, Al-powered chat and voice
app, web, phone, branch — with the-clock service from fintechs service will be table stakes — like
shared context and memory. No and big banks. Al makes it mobile banking was 10 years ago.

more repeating yourself. feasible for every institution. The question is when, not if.



Real-World Proof:
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Al at Massive Scale in Banking

S~

BANKOFAM ERICA”Z/

Bank of America — Erica

3B+ S58M SOM

total client interactions per
interactions month

users served

Launched 2018. Now the benchmark for Al banking
assistants — handling account queries, proactive
financial guidance, and personalized insights at a scale
no human team could match.

o - -

'WELLS FARGO Q

Good afternoon,
Henry

WELLS FARGO

Wells Fargo — Fargo = |=

4O00M+  24/7 0

interactions handled availability across sensitive data
in 2025 voice and text exposed externally

Handles bill payments, transfers, account inquiries,
and proactive financial alerts — all powered by Google
Dialogflow, fully integrated into the mobile app
without compromising security.

GenAl banking adoption jumped from 10% in 2023 » 47% in 2025. Banks hot moving now are falling behind fast. (EY-Parthenon)
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But Getting Al Right Is Not Easy

Ol 02 03

Autonomous Al in
service requires
extreme caution

Generic bots lack Deep integration
context and IS non-negotiable
hallucinate
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CRM-Native Tpuﬁt» Before Human + Al
Autonomy Teams
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_Q!Jents work
~_where customer

The future is
collaboration ™
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7 Assistive Agents for Your Service Team

Cas

' Auto-genera
notes, resolution
summaries, and follow-
up actions post-
interaction

-

Recommends next
steps and potential
resolutions for open
service cases

| Agéhti; ‘” ja 35
; | i >
Creates and exp nds i Genegs knowledge "=
knowledge base base articles from
content using resolved resolved support cases

customer interactions



7 Assistive Agents for Your Service Team

e
& S

_— "'..

i 3
IS &

oy

hué‘ck Op

Resolution
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Generates knowledge " Analyzes case handling Provides resolution ~ Identifies related open
base articles from metrics, escalations, guidance, historical or overdue service cases
resolved support cases and service outcomes context, and case from email interactions

analytics for service
teams



Complaints
and NPS

Structured escalation
and service recovery
management.

Dispute
Resolution

Automated case handling
and chargeback
management.
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Customer Always-on guidance and
Consultation intelligent assistance.

Service &
Experience
Lifecycle

Payments &
Transactions

Real-time transaction support
and monitoring.

Account
Servicing

Instant handling of
routine service requests.

Applications
Intake

Guided, compliant digital application
intake workflows.
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How to Transform Your Customer Service Function

A pragmatic, risk-managed path from today to fully agentic service

EEDIE EETTEE BESTEN BTN BETTE

Start with assistive Add Al chat for Expand chat to Layer in Scale to the full

agents off-hours voice autonomous lifecycle
workflows

Augment your team Deploy Al chat for Extend the same Add dispute intake, Expand assistive and

first. Deploy Case basic requests during proven use cases to Al onboarding activation, autonomous agents

Intelligence, hours your team is voice. Same and churn detection across the entire

Knowledge Guidance, unavailable. Balance guardrails, same as autonomous service lifecycle.

and Case > inquiries, FAQSs, status > integrations — a new > agents. Human ? Continuously measure

Summarization. updates. Low risk, channel your escalation paths built CSAT, handle time,

Immediate time high visibility, strong customers in at every step. first-contact

savings, zero ROI. increasingly expect. resolution, and churn.

compliance risk, fast

adoption.
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Thank you!
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