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The trend: As financial institutions (Fls) experiment with generative Al (genAl), they’re pushing

the boundaries for its utility in banking.

Tearsheet predicts Fls’ use of genAl will evolve in the following ways this year:
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https://content-na1.emarketer.com/genai-pilots-continue-biggest-finservs-operational-efficiency
https://tearsheet.co/innovation/looking-back-and-moving-forward-2025-trends-for-open-banking-and-gen-ai/

Supercharging personalization: While many Fls have focused on back-office genAl solutions,
the technology is expected to increasingly support customer-facing solutions, including
customer service across the industry.

But it's important to prevent genAl from taking the “human” out of customer service. Instead
of worsening the growing chatbot fatigue, Fls could use genAl to better analyze customer

data to personalize interactions and products—something customers have been asking for.

The open banking factor: In October, the Consumer Financial Protection Bureau (CFPB)
released its final open banking rule, which restricts the secondary use of consumer data
without consent. This may complicate FIs’ use of such data for personalization purposes.

What’s next? Donald Trump’s win means banking regulators have placed new initiatives on
hold while they await changes in leadership—and likely significant changes in agendas.

New CFPB leadership under a Trump administration could revisit regulatory frameworks—
though the bipartisan support for open banking means the rule’s unlikely to change too
drastically, per Bloomberg Law. We'll continue to monitor how shifts in leadership impact Fls’
ability to use customer data to improve their experience.

Learn more about how we predict banking will change this year by reading our “Banking
Trends to Watch in 2025” report.

This article is part of EMARKETER's client-only subscription Briefings—daily newsletters
authored by industry analysts who are experts in marketing, advertising, media, and tech
trends. To help you start 2025 off on the right foot, articles like this one—delivering the latest
news and insights—are completely free through January 31, 2025. If you want to learn how to
get insights like these delivered to your inbox every day, and get access to our data-driven
forecasts, reports, and industry benchmarks, schedule a demo with our sales team.
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