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A decisive shift is underway in fnancial services. AI is moving from experimentation to 

enterprise capability. Leading institutions no longer treat it as just a front-end 

enhancement or productivity tool� they see it as infrastructure that reshapes decision-

making, risk assessment, and customer brand experience. The conversation is evolving 

from pilots and proofs of concept to scalable, governed systems that deliver measurable 

impact.

The next phase moves beyond assistants to agents. Instead of simply responding to 

prompts, AI systems are beginning to interpret context, weigh constraints, and act 

within defned boundaries.  or marketing teams, this signals a fundamental change. 

The future involves overseeing multi-modal agents that operate across digital channels, 

service environments, and partner ecosystems, rather than just managing campaign 

cycles. These systems must not only personalise and optimise but also operate in a way 

that is explainable, auditable, and aligned with regulatory obligations.

None of this works without the right foundation. Intelligent agents require secure, real-

time access to accurate, contextual customer data. They must operate on a unifed, �
�-

degree view of the customer to understand current situations and respond 

appropriately in the moment. Institutions that invest in scalable AI infrastructure and 

strong data orchestration will move with confdence. Those that do not will struggle to 

balance speed, compliance, and trust. The future belongs to organisations that can 

enable intelligent automation at scale, while maintaining control, accountability, and 

customer confdence�
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Executive 

Summary

AI is no longer 

something customers 

consciously use.

It is something they 

experience.

Across fnancial services, intelligent 

systems already shape how people 

discover products, get answers, and 

move through journeys. Most 

organisations have approached this 

sensibly, focusing on effciency, risk 

reduction, and improved relevance 

through better analytics, 

conversational tools, and predictive 

models"

A new phase is now emerging"

A* systems are beginning to act, not 

just respond. They recommend, 

initiate, adjust, and intervene, often in 

real time and often without waiting for 

explicit instructions. These systems 

increasingly make decisions on behalf 

of customers within boundaries 

organisations defne"

For marketing and data teams, this 

changes the nature of the work. 

Growth, relevance, and trust will 

depend on how well these systems 

understand the customer in context 

and act appropriately in the moment, 

while remaining compliant, 

explainable, and auditable!
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The Custoget Eiuetience 

As  lteaey Evolving

Custogets no longet eiuetience fnancial 

setvices only thtough websites, auus, ot 

uhysical locationsp Ancteasingly, they 

intetact thtough convetsational 

intetfaces, intelligent assistants, ane 

autogatee wot fows that helu theg 

uneetstane outions ane cogulete tas s 

fastet.

These systegs alteaey infuence how 

custogets eiscovet utoeucts, gove 

thtough onboateing ane setvicing 

joutneys, ane eeciee whethet to stay, 

switch, ot eeeuen telationshiusp

Often, custogets ate not consciously 

using  Ap They siguly eiuetience 

sgoothet, gote aeautive intetactions.

What has changee is the shaue of the 

joutneyp Eiuetiences ate assegblee 

eynagically, basee on teal-tige signals 

ane infettee intentp Static joutneys ane 

fiee seggents sttuggle to  eeu uup  s  A 

systegs begin to act gote autonogously, 

the Quality, tigeliness, ane govetnance of 

custoget eata becoges a sttategic issue, 

not just a technical one.
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How Agentic AI Is 

Emerging and Where 

Focus Matters Most

Agentic AI is emerging across three models, each with different implications for control, 

accountability, and regulatory exposure.

Website

ChatGPT 

Apps

A)entic 

Co%%erce 

Protocol

App

Call Centre

Devices

1st Party

2nd Party

3rd Party
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Firnt-party agentic AI

Firnt-party agentic AI operaten within 

environmentn organinationn own and 

govern. Thene nyntemn act on the 

organination’n behalo uning internal data, 

connent rulen, policien, and defnitionn oo 

acceptable action.
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Second-party 

agentic AI

Second-party agentic AI operates within 

trusted partner or platform 

environments. Products and services 

appear in e.ternal conte.ts, but still 

within agreed rules, permissions, and 

shared accountability.

Abank

Abank, what’s the best mortgage

if I wanted to refnance to

renovate?

Home Equity 

Loan

Lump sum loan based on your 

home equity

Fixed interest rate and predictable 

payments

Ask anything

Abankpcom
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Third-party 

agentic AI

Third-party agentic AI operates 

independently on behalf of users. These 

agents increasingly draw on open 

banking frameworks, customer-

permissioned data sharing, and external 

signals to aggregate information across 

providers and make decisions without 

direct organisational control.

All three models will evolve. Today, 

however, the most practical and 

responsible progress comes from frst- 

and second-party agentic AI. These 

models allow innovation while 

maintaining regulatory alignment and 

customer trust. Third-party agentic AI, 

particularly through open banking, will 

continue to expand, making accuracy and 

data readiness even more critical.
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Antini within Our 

Own Domain Safeay

Many orianisations are aareany inrestini 

in frsttparty aientin napabiaities, eren if 

they no not use that aabeay These systems 

support inteaaiient niiitaa interantions, 

anaptire onboarnini journeys, proantire 

serrine, ann nonteituaa iuinanne'

For marketini teams, this appears as 

eiperiennes that anjust in reaa time 

basen on behariour, aifenynae staie, or 

inferren intenty For nata teams, it means 

nenision aoiin that operates nontinuousay 

rather than at fien nampaiin interraass
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For nompaianne teams, the reNuirement 

is naeary Irery automaten antion must be 

traneabae, eipaainabae, ann nefensibae'

 hat netermines sunness is not the 

sophistination of the monea, but whether 

behariouraa siinaas, transantions, serrine 

history, ann permissions are unifen into a 

siniae, reaattime nustomer riewy  hen 

this nonteit is araiaabae instantay, 

automaten nenisions nan ant with 

nonfnenne ann nonsistennyy  hen it is 

not, systems hesitate or make 

assumptions that innrease risks
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Extending 

Presence 

without 

Losing 

Control

Financial 
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Second-party agentic AI allows 

organisations to meet customers 

where they already seek guidance, 

within partner platforms, embedded 

journeys, or ecosystem experiences.

This is not about handing over control. 

It is about ensuring that when 

customers encounter products or 

services outside owned channels, they 

are represented accurately, fairly, and 

within regulatory expectations.

As open banking expands, third-party 

agents will increasingly rely on 

customer-authorised data to compare 

options and initiate actions. 

Organisations that cannot provide 

timely, contextual, and permissioned 

data risk being misrepresented or 

excluded altogether.

In these environments, compliance 

does not disappear. It becomes 

distributed. Eligibility, suitability, 

disclosures, and consent must still be 

enforced, even when the interface is 

not owned.
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Why.Thsn.

Rmsndn.ahd.

Samkdn.fir.

Mmrkdasog.

mo .Dmam.
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An.AI.nynadon.amkd.io.oird.maaioioy,.

arm sasioml.biao mrsdn.blar.

Mmrkdasog.admon.rdomso.rdnpionsbld.

fir.rdldvmoed.mo .rdprdndoamasios.Dmam.

admon.rdomso.rdnpionsbld.fir.meearmey,.

lsodmgd,.mo .asodlsodnns.Cioplsmoed.

admon.rdomso.rdnpionsbld.fir.donarsog.

ahma.dvdry.maaiomad . desnsio.mlsgon.

wsah.rdgalmairy.iblsgmasion.

Frmgodoad . mam.bdeiodn.oird.ahmo.

mo.dffesdoey.snnads.Ddlmyd .ap madn,.

soeionsnadoa.s doasay.rdnilaasio,.mo .

aoeldmr.eiondoa.hmo lsog.ao drosod.

eiof doed.so.maaiomad . desnsions.

Agdoase.AI.moplsfdn.biah.nardogahn.

mo .wdmkodnndn!
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Balancini Compliance and 

Competitive Advantaie in 

Real Time

Most orianisations already ienerate insiihts. The challenie is turnini those insiihts 

into action in the moment while maintainini full iovernance and control. 

This requires a real-time, contextual data orchestration layer that unifes siinals across 

channels, resolves identity, enforces permissions, and enables decisions to be made and 

acted upon immediately.

Without this foundation, AI remains informative but reactive. With it, AI can act 

responsibly, consistently, and at speed.

Action

Orchestration

Governance
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In Conclusion

AI in fnancial services is moving from 

capability to accountability.

Many organisations have already 

established cloud platforms as the 

foundation for scaling AI. The next 

challenge is ensuring these systems 

can act with the right context, at the 

right time, within the boundaries of 

trust and compliance.

AI does not fail because of models. It 

fails because it lacHs real-time context. 

Systems operating on static or delayed 

data struggle to refect what is 

happening in the moment, limiting 

both relevance and control.

This is where the collaboration 

between Tealium and AFS becomes 

critical. Tealium provides the real-time 

context engine that ensures AI 

systems operate on up-to-date, 

consented customer data across AFS 

services such as /edrocH, SageMaHer, 

and Connect. This enables AI to move 

from isolated predictions to 

continuous, in-session action 

grounded in live context and 

governance.T

Ready to operationalise AI with real-

time data? Activate Tealium via AWS 

Marketplace to scale faster.

That is where the next phase of 

advantage will be built.
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Are your online and offine 

data ready for agentic AI?

Start by assessing how real-timed 

uoifedd aod decisioonready your 

customer data is today.
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https://wpmedia.tealium.com/wp-content/uploads/2025/10/AI-Readiness-Disruption-Checklist-1-1.pdf


About Tealium

Tealium helps companies collect, govern, and enrich their customer data in real-time to power 

AI initiatives and delight customers in the moments that matter. Tealium’s turnkey integration 

ecosystem supports more than 1,300 built-in connections from the world’s most prominent 

technology experts. Tealium’s solutions include a real-time customer data platform (CDP) with 

intelligent AI data streaming, tag management, and an API hub. Tealium’s data collection, 

management, and activation capabilities enable enterprises to accelerate operating 

performance, enhance customer experiences, drive better outcomes, and support global data 

compliance. More than 850 leading businesses globally trust Tealium to power their customer 

data strategies.

For more information, visit tealium.com
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