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Generative Al has moved fast, but financial
services are ready to move faster. While early
hype focused on chatbots and quick answers,
a hew era is taking shape: one where Al
doesn't just respond, but plans, executes, and
drives outcomes.
This whitepaper explores how the rise
of agentic Al is transforming the way banks
and insurers operate, from smarter internal
tools to fully automated workflows and why
the shift from chatbots to agents is more than
just a technical upgrade. It's a fundamental
change in how Al delivers value.



1. Why chatbots aren’'t enough anymore

Let’s be honest: we've all interacted with a chatbot that made us want to scream into the Modern customers expect more than canned answers and cute typing bubbles. They want
void. You ask a simple question “Can | change my payment date?” and it replies with alink  real solutions, in real time, without bouncing between channels or repeating themselves.
to the FAQ page or asks you to rephrase your question five different ways. And financial institutions? They want the same. Faster processes, smarter support,

For years, this kind of basic automation was enough. It saved call centre hours, reduced and systems that don't just respond but actually get things done.

wait times, and looked impressive in quarterly innovation reports. But times have changed

and fast.

Why the old chatbot model
Is running out of road

Traditional chatbots were built for a different era.
They’re reactive, prompt-based systems, good for
FAQs, not much else. They don't retain context
across interactions. They can’t handle multi-step
tasks. And they definitely don’t understand the
nuance of complex customer needs, especially
when those needs span compliance, security,

and emotional reassurance.

In other words, they’re good at saying “Let me find
that for you,” but not so great at saying “Done.”

The enterprise has evolved,
and expectations have too

Today'’s financial landscape is faster, more complex,
and infinitely more customer-centric. People want
smart help, not just polite replies. They expect their
bank, insurer, or fintech app to understand them,
to remember past interactions, anticipate needs,
and deliver solutions without jumping through
hoops.

Internally, teams need support too. Analysts

are drowning in dashboards. Advisors are juggling
fragmented systems. Everyone is asking: how

can we work smarter, not harder? Chatbots simply
aren’t built for that level of depth, speed, or scale.

From conversations
to completions: the shift
to goal-oriented Al

This is where generative Al agents come in. Unlike
chatbots, agents don't just chat, they act. They
don't stop at “here’s how to update your info”, they
actually go and update it across systems. They
retrieve data, summarize complex documents,
make contextual decisions, and complete tasks
end-to-end.

It's not about replacing humans. It's about equipping
teams and customers with intelligent assistants
that actually help. Agents are less “digital
receptionist,” more “digital operations partner.”

In the financial world, where trust, speed,

and compliance all matter, this shift isn’t just a nice-
to-have. It's a must. Chatbots helped us automate
the first mile. Generative Al agents are here to help
us run the whole race.



2. What is agentic Al?

For years, most of us have interacted with Al This is where agentic Al comes in. The term might

in the form of helpful, if slightly limited assistants. sound technical, but the idea is surprisingly intuitive.
They answer questions, schedule meetings, pull Unlike traditional assistants that wait for instructions,
up documents. They do exactly what you ask, agentic Al is designed to understand goals and figure
as long as you ask it the right way. But recently, out how to reach them. It can break down complex
something different has started to emerge: tasks, plan steps, make decisions along the way,

Al that doesn't just respond, it acts. and even replan if something goes off track.

What makes agentic Al different?

A few things stand out:

It acts on its own. Agentic Al doesn’'t need constant hand-holding.
Once you give it a goal, it can work through the details, fetch the right
tools, and get things done—even if the path isn’t straightforward.

It works toward outcomes. Instead of responding to prompts one

by one, it focuses on the bigger picture. Whether it's drafting a risk
report or onboarding a customer, it knows what the end result should
be and keeps going until it gets there.

It works toward outcomes. Instead of responding to prompts one

by one, it focuses on the bigger picture. Whether it's drafting a risk
report or onboarding a customer, it knows what the end result should
be and keeps going until it gets there.

It remembers. Agentic systems don’t forget what happened ten
minutes ago. They build memory across interactions, which means they
can learn, adapt, and tailor their responses over time.

It reflects. Some of the more advanced agents can even evaluate their
own work, spotting when something went wrong and trying a new
approach. It’s not perfect, but it's getting there.

Why are we talking about this now?

Just a year or two ago, agentic Al was more of a lab experiment than
a practical tool. But several things have changed and quickly:

e New orchestration frameworks (like LangChain, CrewAl, AutoGen)
make it easier to build systems where different agents collaborate
and use external tools, almost like a digital team.

o External memory and retrieval tools let agents tap into company-
specific knowledge and previous conversations, rather than starting
from scratch every time.

e Multimodal, tool-using LLMs mean that Al can now process not only
text, but also documents, data, images, and APls, making it far more
useful in the real world.

As a result, what used to be a chatbot that could only answer
basic queries is now evolving into an intelligent digital
coworker. And in financial services, that's a game-changer.
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Al Assistant vs. Al Agent
What's the Difference?

© Al Assistant G) AlAgent
{y How it works v/| Reacts to prompts v/| Reacts to prompts
& Memory Often forgets v/|  Remembers and learns
¢ Complexity One-off tasks v|  Multi-step processes
3% Decision-making Follows scripts v/|  Makes and adjusts plans
ﬁ Tool use Limited vl Uses APIs, tools, documents, data sources
@ Error handling Static V| Reflects, replans, corrects

Agentic Al isn't about replacing people, it's about upgrading the  In the next section, we'll dive into exactly how this technology
way we work. It helps teams focus on high-value decisions while is starting to transform real workflows: from regulatory reporting
the agent handles the legwork: searching, drafting, calculating, to customer service, investment insights, and beyond.
troubleshooting. And for a sector like finance, where precision,

compliance, and agility are everything, that shift could be huge.



3. Agentic Al: 4 enterprise-ready use cases

For all the hype around generative Al, one question

remains front and centre for most enterprise

leaders: What can it actually do for us today? With

agentic Al, the answers are no longer vague
promises or futuristic visions.

They’re already taking shape in real, operational use

cases, especially in highly regulated, data-heavy

sectors like financial services.

Here are four areas where agentic Al is starting

to make a measurable impact right now:

1. Knowledge Al for internal operations

Most employees don’t need a 300-page policy document, they need a quick,
accurate answer right now. Agentic Al acts like a live, context-aware researcher.

It understands what the employee is trying to do, pulls the relevant documents

or policy snippets, summarises them, and even logs the interaction for compliance

or audit purposes.

Example:

A branch employee asks, “What'’s the
latest mortgage rate for first-time
buyers and what are the eligibility
criteria?” The agent pulls from live
systems and policy documents,
summarises the information in plain
language, and adds a link to the official
source. It also logs the interaction, so
there’s a record of what advice was
provided and why.

This turns fragmented institutional
knowledge into an always-on resource,
without overwhelming people with
information overload.

2. Document automation at scale

Financial services run on documents. Customer letters, onboarding packs, policy
updates, loan agreements: the list goes on. But creating and routing these
documents manually slows everything down. Agentic Al can manage the whole
process: from understanding the initial request to drafting the right document,
inserting customer-specific data, and routing it for internal approval or signature.

Example:

A customer contacts support asking

to repay a loan early. The agent
recognises the request, pulls the
relevant loan details, generates

a tailored letter explaining the terms

of early repayment, and sends it to

a human agent for quick review. Once
approved, it's sent to the customer,

with no back-and-forth or manual copy-
pasting.

The result? Faster turnaround times,
lower operational load, and better
customer experiences.

-V



3. Fraud & risk management

Al has long been used in fraud detection, but agentic Al takes things a step further.

Instead of just flagging anomalies, it can gather relevant incident data, summarise
it in plain language, and even recommend what to do next. This helps compliance
teams move faster, and with more clarity.

Example:

A flagged transaction triggers a review.
The agent compiles recent account
activity, flags unusual patterns,
references relevant compliance
guidelines, and creates a concise
incident report for the fraud team.

It also suggests possible next steps:
contact the customer, escalate to a
senior analyst, or freeze the account
temporarily.

4. Proactive training and communications

Training in large organisations often suffers from a one-size-fits-all approach.
Agentic Al flips the script, offering personalised onboarding and learning
experiences that evolve based on the employee’s role, activity, and knowledge

gaps.

Example:

A new customer service agent joins the
team. Instead of sending them a generic
training pack, the Al agent builds a
tailored learning journey based on their
job title, previous experience,

and system usage. As they work, the
agent notices they’re frequently looking
up how to process loan deferrals, so it
adds a short refresher module to their
plan. Completion is tracked,

and managers get updates
automatically.

In short, agentic Al helps organisations
move from reactive to proactive, making
sure the right people have the right
knowledge at the right time.

These aren’t theoretical experiments,
they’re use cases that forward-thinking
banks and financial institutions are
exploring right now. And while the
technology is still evolving, one thing

is clear: the age of static systems and
passive assistants is ending. In its place,
agentic Al offers a more dynamic, goal-
driven, and human-aware approach to
enterprise work.

Next, we'll look at what this shift means
for implementation: what it takes to go
from chatbot to agent in your own
organisation, and how to scale
responsibly.



4. How to keep Agentic Al safe

N

Human-in-the-loop
approvals

Autonomy doesn’t mean cutting humans
out of the loop. It means involving them
at the right moments.

Agentic Al should always know when

to pause and ask for a second opinion,
especially in high-stakes scenarios like
sending sensitive documents, approving
customer transactions, or escalating risk
alerts. These checkpoints can

be configured based on business rules
or confidence scores, ensuring agents
support decision-making without
overriding human judgment. Think

of it as smart delegation, not blind
automation.

For all its potential, agentic Al introduces
a fundamental shift in how work gets done,
which means new responsibilities for how

it's governed. Unlike traditional chatbots,

these agents don't just respond to prompts;
they initiate actions, make decisions,
and influence critical workflows.

Transparent audit
logs

In financial services, every decision needs
a trail. Agentic Al systems should
automatically log every step they take,
from what data was accessed to what
action was taken and why. These logs
aren’t just helpful for compliance, they're
essential for trust, especially in customer-
facing tasks.

Whether an agent sends a document,
escalates a case, or responds to a staff
query, there should be a clear, time-
stamped record that regulators, auditors,
and team leads can review at any time.
Transparency turns intelligent agents into
trustworthy colleagues.

Data masking, tone control,
confidence scoring

Agents need to be smart, but they also
need to be sensitive. That starts with data
protection: masking or redacting personal
and financial information unless absolutely
necessary.

Next, tone control ensures responses align
with brand voice and customer
expectations. For example, a repayment
letter should sound empathetic and clear,
not robotic or overly casual.

And finally, confidence scoring allows the
agent to know its own limits. If it's unsure
about a response or recommendation, it
can flag the task for human review instead
of guessing. The goal isn’t perfection, it’s
risk-aware performance.

So how do financial institutions ensure this
power is used safely, responsibly,
and in line with regulatory expectations?

Here are four principles that make agentic
Al enterprise-ready, without compromising
trust.

Explainability: traceable
and reversible decisions

No one wants to rely on a black box,
especially when the stakes are high.
Agentic Al should always be able to
explain its reasoning in simple, human-
readable terms. What data did it use?
What rules did it apply? Why was one
action chosen over another?

More importantly, any action taken should
be reversible if needed. If a document was
sent or a case closed in error, the system
should allow for fast rollback, with all
decisions and justifications intact. In other
words, agentic Al should be auditable by
design and accountable by default.

By embedding these safety features into
the core architecture, financial institutions
can unlock the full value of agentic Al,
without compromising on control,
transparency, or compliance.



5. How Tovie Al is driving the Agentic Era

The shift from assistants to agents
isn’t just conceptual; it’s already
happening. And Tovie Al is at the
forefront of helping financial
institutions make that leap, safely
and strategically.

Our platform is built specifically for
organisations that need more than
chatbots. We empower teams with
Al that can think, act, and deliver
outcomes, all while staying aligned
with enterprise controls

and workflows. Here’s how.

Orchestration layer for goal-based
workflows

Tovie's agent framework goes far beyond one-off prompt
completion. Our orchestration layer allows agents to manage multi-
step goals, not just answer questions.

Agents can retrieve data from multiple sources, generate responses,
trigger actions in third-party systems, and collaborate with humans
across entire workflows. From sending personalised repayment
letters to supporting branch staff with live policy updates, agents
operate with real intent, not just reaction. This makes them fit not
just for support teams, but for enterprise-grade operations.

Plug-and-play integration

The value of Al increases exponentially when it connects to your
real systems. That’s why Tovie Al is designed to integrate
seamlessly with your CRM, case management platforms, internal
knowledge bases, and legacy databases. Agents don’t just read
from these systems; they act within them, bringing new intelligence
into your everyday operations. No rip-and-replace needed.

Just smart, scalable augmentation.

Safe by design

Security, control, and compliance aren’t afterthoughts; they’re
the foundation.

Tovie Al agents are deployed within secure, isolated environments
that meet strict data governance requirements. We support real-
time moderation, tone control, and role-based access, so every
action is aligned with your policies. Audit logs, confidence scoring,
and human-in-the-loop settings come standard.

The result? Agentic Al that's compliant by default and ready for
regulated industries.

Proven in production

While others are still testing pilots, Tovie Al is already delivering
value in the real world. From customer service automation

to internal knowledge agents and risk reporting tools, our agentic
systems are live and driving outcomes in financial institutions across
Europe. We've seen agents cut task times by 60%, improve policy
compliance, and deliver insights that would take humans hours
to compile.

With a platform purpose-built for orchestrating, securing, and
scaling agentic Al, Tovie Al is helping financial services leaders
move past experimentation and into execution.

Because in the agentic era, the goal isn't just to answer faster. It’s
to act smarter.
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About Tovie Al

Since 2018, Tovie Al has been a trusted digital transformation Tovie Al understands the importance of emerging tech like Al 2.0,
partner in enterprise companies for Conversational and Generative ChatGPT, LLM and Generative Al and invests heavily in research
Al automation. We'll be happy to help you begin your digital to harness their power for businesses and customers.

transformation journey.

We simplify Al adoption for enterprises across industries, including
Insurance, Financial Services and the Public Sector, available
across various devices and channels.

For more information, visit tovie.ai or contact us at contact@tovie.ai



https://tovie.ai/

