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Methodology
The KPMG Living in an AI World 2020:
Achievements and Challenges of Artificial
Intelligence across Five Industries survey was
conducted by Ketchum Analytics to support
KPMG’s thought leadership efforts on AI. The
findings in this report are based on the results
from a survey of 751 U.S. business decisionmakers with at least a moderate knowledge of
AI in their industry.

Living in an
AI World
Achievements and challenges
in artificial intelligence across
five industries

kpmg.com

read.kpmg.us/AIWorld
This study was designed and conducted to
assess the perception of AI as it relates to
five specific industries: healthcare, financial
services, transportation, technology, and
retail. The survey serves to uncover the pain
points, perceived risks and challenges of U.S.
companies related to AI. This report is focused
solely on the financial services industry.
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F

raudsters, beware. Financial services
industry insiders believe they have
an antidote to your nefarious ways,
via one of the world’s most innovative and
potentially transformative technologies.
Artificial intelligence (AI) is expected to play a
major role in preventing and detecting fraud,
according to financial services insiders, with
85 percent saying they are confident it will
be able to do so. Beyond fraud and security
enhancements, AI is also expected to enhance
the customer experience, with 44 percent
believing this area will realize even more
positive impacts than operational efficiencies
in the middle office (37 percent) and back
office (19 percent).
Those were just a few of the insights revealed
from KPMG’s new study, “Living in an AI
World 2020: Achievements and Challenges of
Artificial Intelligence across Five Industries.”
Results revealed how insiders across five
industries – including financial services – view
the future of AI in their sectors, and the steps
they are taking to maximize its benefits and
mitigate its challenges.
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AI in financial
services

T

he keyword, though,
is “future.” While less than
half of financial services
industry respondents (42 percent)
say AI is more hype than reality, the
lowest percentage of any industry
surveyed, just 47 percent say their
organizations are, at the present
time, moderately to fully functional
in AI deployment. Only healthcare
(37 percent) ranked lower in that
self-assessment.
Why do insiders believe in the reality of AI but
are slow to reap its benefits? According to
Atif Zaim, Customer and Operations Service
Line Leader, KPMG, the very nature of large
financial services institutions makes rapid
deployment of AI and other transformational
technologies a rigorous challenge to overcome.
“AI is an example of technology that’s tried
and tested for many use cases, but banks are
getting limited benefit out of it because they
can’t get to real adoption in the business,”
Zaim explained. “Banks really struggle with the
change management associated with a new
technology. Those who can overcome that will
likely enjoy a competitive advantage.” 1

2

Living in an AI world

© 2020 KPMG LLP, a Delaware limited liability partnership and the U.S.
member firm of the KPMG network of independent member firms
affiliated with KPMG International Cooperative (“KPMG International”), a
Swiss entity. All rights reserved.

The challenges of AI
adoption in financial services

S

everal other barriers to speedier deployment of AI exist, as well,
according to survey respondents. They pointed to a number of
challenges and contradictions that are preventing or delaying their
ability to fully cash in on AI’s capabilities.
One is the talent gap. Today’s existing
financial services workforce is ill-prepared
for AI. Less than half (49 percent) of
financial services insiders believe their
employees are prepared for AI adoption in
terms of their skills set. Also, they believe
only about 23 percent of employees are
“very supportive” of AI adoption overall.

Although financial services insiders have
high hopes for AI’s capabilities in detecting fraud, they nonetheless are concerned
about related security issues. Nearly
three-fourths (72 percent) are worried that
AI, today, could pose a threat to security;
and 69 percent see it as a direct threat to
consumer data security/privacy.

While finding adequate numbers of data
scientists and analysts to build strong
AI technical teams is a struggle across
all industries, Zaim of KPMG believes a
bigger challenge banks face is in readying
their business leader subject matter
experts (SMEs) to fully understand
and adopt AI.

Relatedly, they are taking their responsibilities in these areas seriously. More
than nine in 10 (91 percent) believe their
companies should implement an AI ethics
policy to help govern work in this area.

“In many banks, a number of managers
don’t necessarily believe in or understand
how AI and related technologies can
transform their businesses – even in a
relatively well-developed area like natural
language processing, which offers
considerable benefits,” he added. “Banks
need to have the business championing
the technology and aggressively working
to reduce the cycle times within and
between development, adoption and
evolution.”

72%

of
respondents
are worried that AI today
could pose a threat to
security

The financial services institutions that
overcome these and other hurdles are
poised to reap first-mover benefits and
can bolster revenues by heightening the
customer experience. Indeed, 44 percent
of respondents believe that the most
positive impact of AI will be to customers.
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Zaim agrees that the ability to serve
customers better – and faster – will
dwarf any other benefits from AI,
including protection against fraud: “As an
example, AI can bolster the efficiency and
effectiveness of agents in a call center.
Customers don’t want to call their bank,
so if a call takes two minutes, it’s a better
experience. On the flip side, if it takes a
customer longer to do something, on the
website or on a call, they’ll be frustrated.
I’m convinced AI can prevent churn.”
When AI is ready for prime time, financial
services insiders see several potential
areas of positive influence, operationally
and in the area of customer service. And
despite the aforementioned challenges,
they don’t believe they’ll have long
to wait.
In the next two years, respondents
believe that the top three most impactful
uses of AI will be in process automation
(56 percent), risk management
assessments (49 percent) and the
aforementioned fraud prevention
(47 percent). 1
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What financial services
companies need to
know before using AI

56%

of respondents
believe that in the next two
years the most impactful
use of AI will be in process
automation

U

ndoubtedly, financial services insiders are
anticipating a sea change in the coming years,
with AI and other technologies playing a
transformative role. Given this shifting landscape,
financial services organizations must invest
aggressively in AI technology, training and governance
to ensure they have the capabilities to not only survive
but thrive as the financial industry evolution continues.
Beyond the capital investment,
financial services leaders must be
cognizant of – and willing to address
– the barriers to rapid deployment.
As Zaim notes, for most banks, “the
willingness to effect change is there
– but the devil is in the details (and
often the data).”
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“Too often in large organizations,
in any industry, you may have 10
people authorized to say ‘no’ but
no one with the authority to say
‘yes’,” he explained. “With risk,
compliance and legal hurdles,
instituting enterprise-wide change
can take a very long time. If banks
can designate a few leaders with the
authority to make the final decisions
about AI, they can move in a really
agile manner. It’s a different way
of doing things. But it could truly
transform their business.” 1
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To see more of KPMG’s
perspective on artificial
intelligence, please check
out our other thought
leadership papers:

AI transforming
the enterprise
8 key AI adoption trends
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Ethical AI
Five guiding pillars
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Controlling AI
The imperative for
transparency and explainability
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For further information about this report and how
KPMG can help your business, please contact:
Traci Gusher
Principal, Innovation and Enterprise Solutions
U.S. Lead, Artificial Intelligence, KPMG
tgusher@kpmg.com
Atif Zaim
Customer and Operations Service Line
Leader, KPMG
azaim@kpmg.com
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