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From financial services to financial betterment

Banking in the 
 Age of Instinct



 
The banks that thrive in the future will make 

the transition from delivering financial services to 

enabling financial betterment.

Read on to accelerate your transformation.
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Banking foresight:  
The world in 2025

Banks are no stranger to disruption. Over the past 10 years, they have faced 
the fallout from the financial crisis, regulatory reforms, and the birth of new 
competitors, and now a global pandemic. To weather the current storm and build 
greater resilience for the future, they must become instinctive. 

We’ve partnered with The Future Laboratory to understand the world in which 
banks will operate tomorrow. Expectations from consumers, businesses, and 
societies are changing, new measures of value are appearing, and growth will not 
look the same. So, we have developed a guide to aid your transformation.

In this report, we lay out the significant shifts banks must make to succeed in this 
changing world. To thrive, organizations must connect, predict, and adapt at 
speed, placing data at their core and embedding AI throughout.

 The current global snapshot
  Three macrotrends that will transform

the world
 How banks must capitalize on today’s 

and tomorrow’s trends to thrive

Banking in the Age of Instinct  |  Introduction

Read on for:
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—   Mark Sullivan, Global Business Leader, 
Banking and Capital Markets, Genpact

“

"

Banks will need to compete with 

the likes of Amazon on customer 

experience, while also offering 

something deeper, be it through 

relationships and service, boosting 

businesses and communities, or taking a 

stand on global issues to engender trust.

This is how they will transition from 

offering financial services to enabling 

financial betterment.



From financial services 
 to financial betterment

Banking in the Age of Instinct  |  Introduction

In the coming five-to-ten years, 
the banking industry will see 
rapid evolution to the point  
of revolution.

Harnessing the best that 
technological and human power 
have to offer, banks that survive 
and thrive in the coming five 
years will need to be better in 
every sense of the word.

Better for the bank, better for 
its customers and society, and 
better for the environment it 
operates in.



Banking today:

A landscape 
of uncertainty 
driving change
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In October 2019, the World Trade 
Organization lowered its estimate for global 
GDP growth in 2020 by 0.3%, from 3.0%  
to 2.7%.

Source: The World Trade Organization

0.3%
In 2018, the world’s largest 1,000 banks 
held 12% more tier-1 capital than in 2017, 
the biggest annual increase since 2009.

Source: The Banker

12%
World trade will continue to face strong 
headwinds. […] It is increasingly urgent that 
we resolve tensions and focus on charting a 
positive path forward for global trade.

Source: The World Trade Organization

Global snapshot: 
 The current view

Today, markets are volatile. And a recession may no longer be 
avoidable. In fact, some say that it's already here – even if the data 
isn’t in yet. But banks are more robust than they have been and better 
placed to weather the storm of economic uncertainty.

The buoyancy in global banking combined with current economic instability means the time for banks to reform their 
businesses and build even greater resilience is now. 

Banking in the Age of Instinct  |  Banking today
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Alibaba and Google are moving into the loan business, 
and they’re doing it in a way that makes the most of their 
own specialist insight, a result of the payments that are 
taking place on their platforms. It’s a winner-takes-all 
dynamic because of the network effect. At some point 
in the future there could be a very disruptive change, so 
who’s going to be the winner?

Source: Mark Cliffe 
Global Chief Economist, ING

Banks will need to transform their models to compete 
with the likes of Google, Apple, Facebook, and Amazon 
(GAFA). They’ll have to become digital services businesses 
that are able to monetize data and build products and 
services around predictive insights into their customers, 
such as how they earn money today versus how they will 
earn money tomorrow.

Anu Sachdeva, Global Practice Leader, 
Commercial Banking, Genpact

New players. New opportunities. 
New threats.

For the boldest banks, there is a real opportunity to transform infrastructure 
and create partnerships that enable them to act more like big tech companies.

Fintechs disrupted the banking industry, but techfins pose an even bigger threat.

Banking in the Age of Instinct  |  Banking today
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The percentage of total financial services 
workforce dedicated to governance, risk 
management, and compliance.

Source: BBVA Research

10–15% $26bn$270bn
From 2008-2018, fines totalling $26 
billion were imposed globally for 
non-compliance with anti-money 
laundering, know-your-customer,  
and sanctions regulations.

Source: Fenergo

Estimates suggest that the banking 
industry as a whole spends $270 billion 
a year on compliance costs.

Source: International Banker

Fintechs in the sights of the regulator

While compliance is a growing burden, the good news is that the 
technology that helps banks keep up and meet standards is advancing. 
Banks will become the experts at predicting compliance risks.

Fintechs and techfins won't fly beneath the radar of heavy financial regulation for long. 
And regulation for incumbents never ceases to evolve.

Banking in the Age of Instinct  |  Banking today
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A quarter of senior executives say their 
companies plan to fundamentally 
reimagine their businesses with AI by the 
end of 2021 (compared to 14% in 2017).

Source: Genpact

1/4 AI60–70%
There’s a need for education to ensure we 
can harness the power of AI in the most 
humane and useful ways possible.

Pramod Bhasin, Founder, Genpact

60-70% of the work that is done 
by accounts teams will disappear. 
[Finance and accounting departments] 
will become service platforms, based 
on technology that will run via a 
subscription fee or they will disappear.

Brett King, author of Banking 4.0

There's an AI for that

As human knowledge meets machine intelligence and more 
machines enter the workforce, some jobs will disappear and new 
ones will be created. Maintaining the human touch is key, which 
means reskilling people to work alongside tech.

While banks must attract new talent to succeed with AI, they must also strategically apply it and reskill workers. 
Unlock an augmented workforce by harnessing people's experience and context with technology's data and insight.

Banking in the Age of Instinct  |  Banking today
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A bank used to be a place

A bricks-and-mortar bank? Not for those in their twenties and thirties.

By 2022, it is expected that 57.5 
million U.S. millennials will be  
digital banking users, accounting 
for more than three quarters of the 
millennial population.

Source: Marqeta

Over 80% of U.S. consumer spending 
in 2017 was cashless.

Source: MoneyWise

57.5m

80%

2/3
Apple Pay has more than 380 million 
users and WeChat Pay's Chinese user 
base is 800 million. These continue to 
grow at a tremendous pace.

Source: Loup Ventures

Americans aged between 18 and 29 
don't own a credit card. Services like 
Apple Card attempt to bridge the gap 
between physical and virtual payments.

Source: Marqeta

Banking in the Age of Instinct  |  Banking today
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—  Katie Stein, Chief Strategy Officer, Genpact

“

"

Once Amazon knows more about  

me than my bank knows about me 

that becomes an existential challenge 

for banks.
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There’s a changing demand that is forcing 
commercial banks to focus heavily on the 
customer journey, which today is lacking. 
We’re seeing a huge amount of momentum 
building in commercial banks to change 
and create seamless journeys for their 
end customers.

Anu Sachdeva, Global Practice Leader, 
Commercial Banking, Genpact

This is all being boosted by PSD2 and open 
banking, which calls for the simplification 
around the entire process around payments 
and around authentication, it all needs to 
be smoother and faster.

Ivana Bartoletti, Head of Privacy and 
Data Ethics, Gemserv

Customer experiences matter 
 in commercial banking too

Where consumer banking goes, commercial banking follows — all 
customers expect seamless customer experiences.

But while the next generation of business owners expect GAFA and other tech companies to work without human 
contact, finance is different. It's emotional and complex, and there will always be a need for human advice and support.

Banking in the Age of Instinct  |  Banking today
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Post-growth thinking: 
What’s next for capitalism?

Over recent years, people have been casting suspicion on the capitalist template. In light of 
recent global events, the continued coupling of success and progress with aggressive growth 
and acquisition will likely be questioned. Banks will need to reassess how they approach this 
topic in both communications and actions.

Banks have an opportunity to enhance how they help their customers envision and plan for a better future.

Despite such immense progress, many citizens 
in advanced economies are facing heightened 
uncertainty, lamenting a loss of control and 
losing trust in the system […] Rather than a 
new golden era, globalization is associated with 
low wages, insecure employment, stateless 
corporations, and striking inequalities.

Mark Carney, Governor, 
The Bank of England

76%
The percentage of global respondents who said 
that “the economy of my country is rigged to 
advantage the rich and powerful.”

Source: Ipsos

Banking in the Age of Instinct  |  Banking today
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—   Brhmie Balaram, Associate Director 
of Economy, The RSA

Millennials, in particular, have 

been really negatively affected by 

this capitalist model so people are 

asking: what are we envisioning 

as an alternative? What does that 

look like?

“

"
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Banking 2025: 
 Global macrotrends

Driven by the changing expectations of new generations, three macrotrends 
will shape the world in 2025 — and banks must adapt to flourish.

We explore each trend, highlight early movers, and share the steps your bank 
can take to get ahead.

Banking in the Age of Instinct  |   Banking 2025

Optimized reality Ethical impact

0301 02
Whole-system 

planning



Businesses will curate experiences, 
products, and services to customer 
mindstates and needs as touchpoints 
become more fluid, varied, and responsive.

Banks must shift from being product-led and siloed to experiential and agile.

01 
 Optimized 
 reality



—   Devie Mohan, 
Fintech Industry Researcher

Optimized reality

Service with securityIntelligent interactions Au gmented workforce

Banking in the Age of Instinct  |   Banking 2025   |   Optimized reality

·  People will expect experiences that
tune into their moods and behaviors
at an almost subconscious level.

·  Banks will need a code of conduct
to regulate AI decision making,
and a robust governance framework
in place to ensure experiences are
delivered ethically and securely.

All banking 
journeys will 
start with us as 
individuals.

In 2025, new experiences will define our 
programmable reality becoming more fluid, 
personalized, and creative than today.

Banks will use data in increasingly 
innovative ways, tailoring products and 
services to individuals in real-time.

Microtrends

“

"



17

Intelligent interactions
 Banks use connected data to boost relationships

Advice will be enabled by predictive 
insights and fork between hyper-
convenience and heightened service.

Chatbots rising: 
Cognito is a white-label chatbot platform 
that banks can use to integrate with 
popular messaging platforms.

Digital face-to-face service: 
UBS started trialing a life-like avatar of 
Daniel Kalt, its chief investment officer 
in Switzerland.

Advising fast and slow

Retail and commercial clients will turn 
to digital interfaces in the interest of  
speed and efficiency.

 Seamless integration of offerings:  
In the future, customers will shop 
for diverse banking products on a  
single platform.

 Frictionless interactions and transactions: 
Citibank's Asian credit card business is 
building systems that allow people to  
apply for cards online, and launching 
banking services on social media.

Meeting customers where they are: 
Idea Bank, a Polish bank, operates pop-
up branches and co-working spaces on 
commuter trains staffed by Idea Bank 
employees to help with transactions.

Banking in the Age of Instinct  |   Banking 2025   |   Optimized reality

Real-time relationships
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Service with security
 Banks become security guardians

With financial crime, there will be no delay between 
breach and customer awareness.

Safety in the cloud: 
HSBC is currently prototyping a cloud-based system for 
identifying financial crime.

Our computers can now solve problems that, until 
recently, only humans could. This is a real game-changer 
because it brings consistency to our approach and makes 
it much easier to scale up.

Jennifer Shasky Calvery, Global Head of Financial Crime 
Threat Mitigation, HSBC

Technologies will help mitigate the vulnerability of 
banks, businesses, and people to financial crime.

Voice secure: 
Several banks such as Santander and HSBC have 
enabled voice-activated payments.

 Smile to pay: 
China has led the way in facial recognition shopping, 
with KFC China now offering a smile-to-pay feature.

Don’t miss a beat: 
Trove wristwatch’s new digital wallet recognizes  
the wearer’s unique heartbeat and uses it as a mode 
of verification.

Biometric security

Banking in the Age of Instinct  |   Banking 2025   |   Optimized reality

"

“

Personal security guardians
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Augmented workforce
Banks balance artificial and human intelligence 
to boost productivity and service

Commercial and consumer banks will 
assemble adaptive workforces that fuse AI 
and human abilities to transform the reams 
of data they have into predictive insights 
that help clients.

 All that data exists with the banks, but so far 
they have not been able to tap into that data 
and predict customer behavior and turn 
that into a commercial opportunity. There 
is huge opportunity there and everybody is 
looking for it.

Vikram Mahidhar, Global Head of Digital 
Transformation, Genpact

Distributed ledger technology – most 
commonly known as blockchain – is set to 
have a transformational effect on banking.

Smart contracts will streamline the 
commercial lending process, enhancing 
customer experiences, reducing cost, and 
mitigating risk. To get these benefits, banks 
must modularize and codify their commercial 
credit policies and credit agreements.

Dan Davidson, Global Commercial Banking 
Transformation Leader, Genpact

Insightful workforces Smart contracts

Banking in the Age of Instinct  |   Banking 2025   |   Optimized reality

"
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Optimized reality

How consumer banks can prepare
To transition from a product-led and siloed consumer bank to one that is experiential 
and agile, consider taking the following transformation steps:

Multiple platforms and ecosystems:  
Increase collaboration with external partners 
and even competitors to prepare for a platform-
driven world.

Make internal processes seamless:  
Reengineer working processes by connecting the 
front and back office. This will allow for more 
effective and efficient customer experiences.

 Maximize data usage: 
Predict consumer behavior and seamlessly flow into 
customers’ lives by using insights from historical 
internal and external data. And use new data 
sources, such as geo-economic trends and event-
based triggers from credit-risk bureaus to stay on top 
of changing risk profiles for individual customers 
and develop personalized delinquency treatment 
strategies for those experiencing hardship.

Create breadcrumbs: 
Design applications with traceability in mind, for 
example, using breadcrumbs so you can drill down 
into the data behind recommendations. This will 
help to ensure that AI doesn’t become a black box 
making decisions that can’t be explained, which has 
potential to cause distrust among consumers.

Connect Predict

Adapt
Redistribute workforce around life moments: 
Advance offers beyond products by reshaping and 
reskilling workforces to create departments based 
on life moments, such as buying a house, rather 
than selling a mortgage. Augment your human 
workforce with AI to pinpoint consumer needs.

Banking in the Age of Instinct  |   Banking 2025   |   Optimized reality  |   Transformation guide
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Optimized reality

How commercial banks can prepare
To transition from a product-led and siloed commercial bank to one that is experiential and agile, 
consider taking the following transformation steps:

Multiple platforms and ecosystems:  
Increase collaboration with external partners 
and even competitors to prepare for a platform-
driven world.

Innovate through partnerships: 
Speed up onboarding and compliance by 
introducing new technologies, such as 
blockchain and biometrics. This can be done 
in-house or through partnerships with other 
organizations, such as tech companies.

Connect the data dots: 
Introducing AI is only the first step towards 
creating a system that can offer clients valuable 
insights. To deliver better advice, banks will 
initially need to feed the AI with information and 
connect the dots between points to create  
a reliable output.

Connect

Enhance relationships: 
To help commercial clients grow their 
businesses, put relationships front and 
center, for example, by introducing the role 
of ‘journey owners.’

Adapt

Predict

Banking in the Age of Instinct  |   Banking 2025   |   Optimized reality  |   Transformation guide
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Optimized reality

How to manage risk
To transition from a product-led and siloed bank to one that is experiential and agile, 
consider taking the following transformation steps within your risk function:

Cloud benefits: 
To scale up anti-financial crime 
capabilities, move data to cloud-based 
systems, but be aware that this in itself 
introduces security issues that must be 
protected against.

AI processing and prediction: 
To reduce delays in financial crime detection, 
introduce AI to compare historical and 
current crime data and deliver insights that 
can be acted on immediately, either through 
blocking, reporting incidents to authorities, 
or informing customers.

Man and machine working together:  
To manage operational risk, companies should 
build hybrid teams of AI and people that enable 
customer-service agents to worker smarter, 
not harder, with the help of technologies like 
conversational AI and speech analytics. 

Connect Predict

Banking in the Age of Instinct  |   Banking 2025   |   Optimized reality  |   Transformation guide



Societies will demand that enterprises take an active 
and ethics-driven role within communities and a 
stand on the issues that matter the most to them. 

02 
Ethical 
impact  
Banks must shift from authoritative and functional to supportive and emotional.



There are profitable 
opportunities in 
catering to less- 
advantaged segments 
of the population.

—   Mark Cliffe, Chief Economist, ING

Ethical impact

Microtrends

Take meaningful actionCivic service Community connections

Civic responsibility will no longer 
be a choice but a necessity for major 
corporations, including banks, as society 
expects them to step in where governments 
are falling short, a shift that has only been 
accelerated by recent events.

·  By 2025, alternative investment funds 
with longer return timelines will have 
gained popularity

·  Banks will need to think longer-term
and advocate investment based on a less
immediate attitude to ROI, encouraging
mid-sized businesses to grow, innovate,
and compete

·  Greater emphasis will be put on the
morality behind how machines are
programmed, as AI becomes central
to everyday life

Banking in the Age of Instinct  |   Banking 2025   |   Ethical impact
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Civic service
Banks as educators

Banks will act as partners to their clients. 
Both consumer and commercial customers 
will enter more educational relationships, 
with banks helping them achieve life goals.

Self-regulating tools:  
Barclays offers a tool that allows customers 
to ‘switch off’ debit card spending at certain 
categories of retailer.

 Stellar results:  
Monzo, which introduced a similar tool 
to Barclays, has reported a 70% reduction 
in spending on gambling as a result.

Similar nudges are also being employed to 
encourage saving. 

Savings sweep:  
Whenever Alibaba’s Alipay wallet in China 
has a few hundred RMB remaining, the user 
is nudged to put it in a money market fund 
for a few weeks to generate income.

F&A assistance:  
JP Morgan ACCESS is a treasury solution 
that allows finance departments 24/7, 
secure, instant access and sends users 
filtered alerts to help CFOs and finance 
teams see how business decisions impact 
finances in real time and, in the future, 
suggesting ways to improve.

Behavioral banking Nudge savings

Banking in the Age of Instinct  |   Banking 2025   |   Ethical impact
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Take meaningful action
Banks put equality and community 
at the heart of developments

Financial infrastructures are pivoting 
to better suit and empower women.

Female-first platforms:  
Ellevest is a digital assets platform tailored 
specifically to female investors.

The brand encourages consumers to ‘invest 
like a woman’ and has been designed with 
women’s salary arc, their increased take-up 
of part-time or flexible working, and longer 
life expectancy in mind.

Banks will look to serve the two billion 
adults, globally, who fall outside the 
traditional banking system. 

Intelligent credit:  
Petal uses machine learning to analyze 
unbanked people’s digital financial records, 
providing credit lines of up to $10,000.

Using AI and advanced analytics, banks can 
identify ‘micro-segments’ within unbanked 
populations that have the potential to 
become profitable customers. 

Raja Bose, Partner, Transformation Services, 
Consumer Banking, Genpact

Investing in women Banking the unbanked

Banking in the Age of Instinct  |   Banking 2025   |   Ethical impact
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Community connections
Banks act as ecosystem facilitators

Banks will harness P2P platforms to facilitate 
new ways to encourage the flow of capital.

Deposit pooling:  
A Rotating Savings and Credit Association 
(ROSCA) helps people to pool their money, 
creating a connected ecosystem, so that they 
can buy property sooner. 

Ten people each contribute 10% of their 
overall saving target to 100% of a deposit for 
one of the people within a month. In this way, 
9 out of 10 will get their deposit faster than 
they would, had they done the saving alone.

Banks will look to small and medium 
enterprises (SMEs), as well as freelance and 
gig-economy workers as a lucrative new 
stratum of the commercial market.

Marketplace mentality:  
SMEs trading with online stores on Taobao or 
T-Mall are significant investors in YueBao, for
example, which had generated 1.7 trillion RMB
in assets at the end of March 2018.

Ant Financial, its parent holding company, 
is now the largest money market fund in the 
world, worth more than Goldman Sachs.

Peer-to-peer facilitation Connecting the small fish

Banking in the Age of Instinct  |   Banking 2025   |   Ethical impact
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Adapt

Ethical impact

How consumer banks can prepare
To transition from an authoritative and functional consumer bank to one that is supportive 
and emotional, consider taking the following transformation steps:

P2P pooling: 
Create connected communities that 
allow for the flow of capital to support 
consumers’ financial goals.

Predict and nudge: 
Support customers by analyzing consumer 
spending data and offering personalized advice 
and behavioral nudges. This could also include 
enabling opt-in transaction blocks or creating 
new rewards systems.

Reskill workforce as educators: 
Banks will need to reskill their human 
workforce and look for different skills in 
new hires so that they become empathic 
educators and coach-like advisors, as 
more and more purely functional roles 
become automated.

Connect Predict

Banking in the Age of Instinct  |   Banking 2025   |   Ethical impact



29

Adapt

Ethical impact

How commercial banks can prepare
To transition from an authoritative and functional commercial bank to one that is supportive 
and emotional, consider taking the following transformation steps:

Facilitate connections: 
To enhance lending and leasing, 
banks should act as a facilitator 
of connections, bringing commercial 
clients and partner businesses together 
through P2P-style networks.

Act as a business coach: 
Provide clients with technological 
tools that allow instant access 
to integrated services.

Manage bias: 
Build a holistic approach that governs 
bias in investment decisions. Build 
diverse teams to select samples and train 
algorithms; discuss the potential of AI 
bias with employees who are managing 
and using data; and modify algorithms to 
eliminate biases, for example, in hiring, 
sales, or customer service. 

Build team diversity:  
To attract and engage commercial clients across 
the board, ensure diversity of workforces 
and investments. This will not only increase 
empathy, but also reduce bias and boost 
innovation through diversity of thought.

Connect Predict

Banking in the Age of Instinct  |   Banking 2025   |   Ethical impact  |   Transformation guide



Predict

Adapt

Ethical impact

How to manage risk
To transition from an authoritative and functional bank to one that is supportive and emotional, 
consider taking the following transformation steps in your risk function:

Democratize credit: 
Reduce risk in lending to those without 
traditional credit histories by connecting 
departments, roles, and data across the 
banking organization to enable the analysis of 
different risk indicators, such as rent payments 
or payments through external partners.

 Predict future behaviors: 
Analyze historical data to not only reduce risk 
when lending, leasing, or offering any credit, 
but also to enable banks to think in the best 
interests of customers’ short and long-term 
needs by never selling them the wrong product.

Ethical evaluations: 
Ensure that AI algorithms created to analyze 
behavior and reduce crime aren’t built on 
bias by evolving models when consumer 
behaviour shifts and creating a role for ethics 
within the risk department. 

Connect Predict

Banking in the Age of Instinct  |   Banking 2025   |   Ethical impact  |   Transformation guide



Societies will refocus their 
priorities away from economic 
growth at any cost to goals that 
prioritize humanity and ecology.

03 
Whole-system 
planning  
Banks must shift from being complex to open and sustainable.



Society is increasingly 
looking to companies to 
address pressing social 
and economic issues.

—   Larry Fink, Founder and CEO, 
Blackrock

Whole-system planning

Microtrends

Playing it  safeProfit  with a purpose Fresh thinking

As consumers demand increased 
transparency, banks must respond to 
global issues, from geopolitical instability 
to global pandemics. 

Banks will need to prioritize economic 
growth alongside a focus on the 
environments and ecosystems they work 
in. Their customers — and regulators — 
demand it.

·  The EU is already planning to mandate
that financial advisers tell clients about
environmental, social, and governance
(ESG) investment options

·  Businesses, including banks, will require
full-time ethics officers in the boardroom
to provide a more philosophical perspective

Banking in the Age of Instinct  |  Banking 2025  |   Whole-system planning
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Profit with a purpose
Banks enable people and businesses 
to do their part

Firms will focus beyond the bank balance 
and launch services that help consumers 
manage and see how their buying 
behaviors impact society and ecology.

 Investing in firms that promote  
gender equality:  
Banks will launch Global Gender 
Equality exchange-traded funds that 
invest in companies featured on a new 
index of 100 firms that promote gender 
equality internationally.

Tracking the carbon footprint  
of consumption:  
The Bank of Aland’s Baltic Sea Card helps 
customers see their environmental impact.

As people will want their wealth and 
spending to have greater purpose, banks 
can help them invest in sustainable brands.

Track spend: 
Challenger bank, Aspiration, allows 
customers to track their spending against 
the bank’s ethical index with an app that 
scores brands.

Scoring sustainability: 
The app provides a ‘people score’ based on 
how well a brand looks after its workforce 
and a ‘planet score’ based on how 
sustainable its processes and practices are.

Transparent investments Purposeful wealth

Banking in the Age of Instinct  |  Banking 2025  |   Whole-system planning
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Profit with a purpose
Banks enable people and businesses
to do their part

Playing it safe
De-risk to reap the reward

In this increasingly volatile world, banks 
must employ strategies to counter shocks 
and de-risk the balance sheet by expanding 
their ecosystems – for example, by 
geographically distributing call centers and 
collections agents to maintain business 
continuity in the event of a global crisis. 

·  A crucial part of changing the system
will be brokering partnerships instead of
fighting competitors to create a stronger,
safer ecosystem

·  The Paycheck Protection Program
(PPP), a provision of the US CARES Act,
offers forgivable low-interest loans to
small businesses during the COVID-19

emergency so they can retain workers, 
maintain payroll, and cover certain 
overhead costs. To validate eligibility 
for forgiveness, banks are evaluating 
partnerships with service providers, 
payroll firms, bookkeeping companies, 
and data aggregators to automate data 
collection and de-risk the forgiveness 
process. 

As our digital society continues   
to grow, criminals will continue to 
find innovative ways to exploit new 
technologies to clean their dirty money. 

·  HSBC has integrated AI into its anti-
fraud systems

·  The software will cross-check HSBC
customers’ transactions against publicly
available data to spot and stop any
fraudulent activity

·  The ability to accurately predict and
pre-empt risk becomes critical

Diversify and de-risk Regtech rising

Banking in the Age of Instinct  |  Banking 2025  |   Whole-system planning
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Fresh thinking
Incubate, innovate, and regenerate 
to create new business models

Change from the inside out by promoting 
a more open working culture.

·  Goldman Sachs has launched an in- 
house incubator, GS Accelerate,
encouraging employees to develop
innovative solutions that increase
customer satisfaction, strengthen risk
management, and cut inefficiency

·  The company has already invested
in 23 fintechs, setting itself up
to better weather an increasingly
unpredictable market

Change the 
system from within

A circular economy aims to redefine growth, 
based on three principles: design out waste 
and pollution, keep products and materials 
in use, and regenerate natural systems.

·  BMW reports its remanufacture department
to be the most profitable part of its business

·  400 organizations have signed the
Ellen MacArthur Foundation’s Global
Commitment to make time-bound
concrete steps to progress the transition
to a circular economy

·  Banks play a role in nurturing circular
supply chains

Reduce, reuse, recycle
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Adapt

Whole-system planning

How consumer banks can prepare
To transition from a complex consumer bank to one that is open and sustainable, 
consider taking the following transformation steps:

Make transparency your north star:  
Connect with partners or use technology, 
such as blockchain, to increase transparency 
and allow consumers to understand the 
ethical credentials of the businesses they buy 
from and the impact of their purchases on 
the environment.

The power of prediction: 
Predict problematic events by applying AI to 
internal and external data. Combine these 
insights with your team's business knowledge 
and context to adopt policies that allow the 
bank to proactively prepare for the ramifications 
of such events. 

Sustainability isn't CSR. It's business:  
Enshrine purpose beyond CSR by creating new 
roles around sustainability and ethics, and 
train people so this purpose flows into every 
department of the bank.

Connect Predict
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Adapt

Whole-system planning

How commercial banks can prepare
To transition from a complex commercial bank to one that is open and sustainable, 
consider taking the following transformation steps:

Think circular: 
Help your clients make their businesses more 
sustainable and successful by connecting your 
ecosystem of customers. For example, create a 
'circular economy supply chain accelerator' that can 
advise and unite businesses within the chain.

 Predict savings and impact: 
Support clients' business goals to streamline  
their practices and become more sustainable. Apply 
AI to partner and client data to predict where they 
can save money. Then combine your team's business 
knowledge with AI-powered insights to demonstrate 
the impact they will have on the environment.

Encourage innovation: 
Attract and retain next-generation talent by encouraging 
and rewarding their creativity and judgment skills through 
internal innovation incubators. 

Become bilingual: 
Nurture bilingual talent that has both technical skills and 
business knowledge for a holistic and adaptive approach to 
transforming and managing your business. 

Think outside the bot and bank: 
Build out your team to include philosophy and 
critical-thinking skills so the business can understand the 
impact of decisions on the wider environment.

Connect Predict
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Adapt

Whole-system planning

How to manage risk
To transition from a complex bank to one that is open and sustainable, 
consider taking the following transformation steps in your risk function:

Dare to diversify and collaborate:  
Help de-risk systems and provide greater 
resilience against wider economic, 
environmental, security, and health threats by 
diversifying through partnerships with would-be 
rivals, and sharing insights around risk appetites 
and solutions when extreme events unfold. 

Predict to compete:  
To compete with fintechs currently flying 
below the radar of intensive regulation, adopt 
predictive technologies that help monitor and 
stay ahead of changes, and allow people to 
focus on higher-value activities.

Combine the powers of man and machine: 
Stay resilient against financial crime and 
other threats by upskilling employees to work 
alongside AI. Combine insights from data with 
their judgement to augment decision making.

Connect Predict
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Optimized reality Ethical impact

The road to financial betterment
To thrive within each macrotrend, banks need to navigate the three major shifts:

From product-led and siloed 
to experiential and agile

From authoritative and functional 
to supportive and emotional

From complex to open 
and sustainable

·  Be open, bring people closer to the
mechanics of their money, and give
them the tools at the right time to make
wise decisions

·  Stay tuned into change, be nimble and
resilient, and respond to opportunities or
challenges faster than competitors

·  Act morally, the ethics behind judgments
around creditworthiness will be tested,
make sure your algorithms are robust

·  Embrace the duty to fuel and fund
societies and economies on a civic scale

·  Create ecosystems that free up innovative
minds to share, grow, and make banking
better, both internally and externally

·  Think long-term and holistically,
understanding that sustainability will be
vital to success

Whole-system planning
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Realizing the 
bank of the future
Before your bank can transform 
to thrive in 2025, it must:

01
02
03
04
05

The successful bank of the future will build on these foundations to form the next generation of financial services. 
We call this forward-thinking organization the instinctive enterprise.

Move data into the core of your organization

Collaborate seamlessly

Harness foresight to spot r isks and opportunities

Nurture a purpose- driven workforce

Embed AI and combine its insights with the 
context and knowledge from your workforce

Banking in the Age of Instinct  |   Thriving in 2025   |   Shifts in banking



Thriving in 2025

Evolve into an 
instinctive enterprise

The companies that thrive in 
a world shaped by optimized 
reality, ethical impact, and whole-
system planning will connect data, 
knowledge, people, and insight 
from across their ecosystems to 
make fast, accurate decisions that 
benefit clients and customers. 
These are instinctive enterprises. 

With AI embedded throughout their 
organizations, the next generation 
of banks will have moved away from 
simply offering financial services 
and products, and towards a higher 
purpose, focused on the financial 
betterment of their customers. 
Betterment that also enhances  
the societies and environments in 
which they operate.
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The instinctive enterprise is a new 

species in business, perfectly adapted 

to today’s challenging landscape. It 

moves smarter, faster, and closer to the 

customer, outmaneuvering threats, and 

devouring opportunities.

—   Genpact

“

"
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Predictive 
insight

Adaptive 
workforce

Connected 
ecosystem

The instinctive bank
An instinctive bank that can navigate the macrotrends of the future will be prepared 
for unexpected sources of competition, extreme events, emerging risks, demands 
for greater transparency, new economic models, and evolving talent needs. 

An instinctive bank that brings together AI insights with the context and knowledge 
from its workers and partners, has three hallmarks:

The instinctive bank will have broken 
down internal silos and embraced external 
partnerships, potentially even with their 
competitors. These banks easily share data, 
intellectual property, skills, and more for a 
seamless user experience that benefits its 
customers.

Harnessing data and advanced 
technologies, instinctive banks gain 
real-time actionable insight and fast, 
accurate prediction capabilities so they 
can anticipate customer needs, business 
opportunities, and risks.

Consisting of man and machine, the 
workforce embraces change, adopts 
new skills, collaborates, and is aligned 
around a common purpose: the 
customer.
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What if a bank could...
become multi-local while also 
multinational and play an active 
role in funding a community?

This would create a halo effect within the 
community or ecosystem, as people are 
encouraged to become active patrons of 
their local businesses.

be a financial  
knowledge hub?

Banks could build a purpose-driven 
adaptive workforce to better meet 
customers' needs.

What if banks could evolve into instinctive 
enterprises? What could they achieve? 
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What if a bank could...
act as its customers' 
financial guardian?

A financial services provider could 
monitor customers' spending and provide 
smart advice to avoid personal and 
business debt with an integrated, holistic 
view of the customer.

make decisions based on  
long-term sustainability?

Banks would invest in and advise clients 
with business models that promote long-
term sustainability, such as sharing models.
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Banking 2025: 
Are you ready?

As your bank prepares for the world it will operate in tomorrow, our report 
offers a guide to transformation. 

Future-focused banks are already taking decisive steps towards enabling 
connected ecosystems, predictive insights, and an adaptive workforce with 
AI embedded as their neural wiring.  

It is the instinctive bank that will make these shifts and thrive. Focused on 
the customer, it will deliver superior, integrated services that outpace the 
competition and turn financial services into financial betterment. 

It's time to accelerate your transformation.
Learn more about how to begin, visit genpact.com

Banking in the Age of Instinct  |  Thriving in 2025  |   Are you ready?
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Genpact (NYSE: G) is a global professional 
services firm that makes business 
transformation real. We drive digital-
led innovation and digitally-enabled 
intelligent operations for our clients, 
guided by our experience running 
thousands of processes primarily for 
Global Fortune 500 companies. We 
think with design, dream in digital, and 
solve problems with data and analytics. 
Combining our expertise in end-to-end 
operations and our AI-based platform,

Genpact Cora, we focus on the details 
— all 90,000+ of us. From New York to 
New Delhi and more than 30 countries 
in between, we connect every dot, 
reimagine every process, and reinvent 
companies’ ways of working. We know 
that reimagining each step from start to 
finish creates better business outcomes. 
Whatever it is, we’ll be there with you 
— accelerating digital transformation to 
create bold, lasting results — because 
transformation happens here.
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