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About EdgeVerve

EdgeVerve Systems Limited, a wholly owned subsidiary of Infosys, is a
global leader in Al and Automation, assisting clients thrive in their
digital transformation journey. Our mission is to create a world where
our technology augments human intelligence and creates possibilities
for enterprises to thrive. Our comprehensive product portfolio across
Al (Infosys Nia), Automation (AssistEdge) and Al enabled Business
Applications (TradeEdge, FinXEdge, ProcureEdge) helps businesses
develop deeper connections with stakeholders, power continuous
innovation and accelerate growth in the digital world. Today
EdgeVerve’s products are used by global corporations across financial
services, insurance, retail, consumer & packaged goods, life sciences,
manufacturing telecom and utilities.

Visit us to know how enterprises across the world are thriving with the
help of our technology. https://www.edgeverve.com/
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2021 - A Year of
Possibilities

All eyes are set on 2021 — a year of hope, stability, and
growth. A year of revolutionaries and trailblazers who believe
that the future rests on disruptive technologies forming the
backbone of resilient enterprises. A year where reinvention
takes center stage - ramping up investments in Al and
Automation - with a robust digital strategy that will inevitably
rewrite the rules of the game.

The crisis is still unfolding; we can neither deny its existence
nor ignore its repercussions. But, shutting down the modern
global economy is inconceivable. Organizations are looking at
areas of untapped opportunities that lie on the next horizon.
They are prepared to test uncharted waters and respond to
the shifting winds by leveraging the power of Automation &
Al.

2021 will be a year where new paths are forged with a
renewed focus on creating digital-first experiences, enabling
organizations to step up, inspire, and lead, creating a new
narrative in this period of great uncertainty. The first-
anniversary edition of The Edge Quarterly emphasizes how
2021 will be a year where organizations combine resilience
with technology to fuel a new future of growth.

The Edge Quarterly was conceived to share practical
leadership ideas and best practices with enterprise leaders.
We hope that you will like the articles and share ideas,
thoughts, and comments. You can also view the online
version of the magazine for access to other cutting-edge
white papers in addition to blogs on Al and Automation at
edgeverve.com/the-edge-quarterly

To feature your enterprise story or transformation journey in
our next edition, please write to us at

contact@edgeverve.com

The Editorial Team
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Summary

The year ahead requires organizations to leverage technology, recover, and grow. | believe the key for
a successful organization is to build truly digital customer experiences, leverage Al and data for
internal operations, create smarter supply chain networks, gain true process insights, and humanize
intelligent automation.

Predictions for 2021, with a 20:20 hindsight

The year 2020 started for everyone with high hopes and plans. Without stating the
obvious, we all know how businesses have had to adapt, be resilient, and transform to not
only survive but thrive in the new normal.

Over the last two editions of The Edge Quarterly, | have covered how businesses and
leaders need to build resilience to thrive in a crisis', and how they need to look beyond the
short term'' and have long term strategic goals in focus to emerge out of the crisis
stronger. We are currently well entrenched in the new normal and continue to adapt both
personally and professionally to the conditions imposed by the pandemic.

This issue marks the first year anniversary of The Edge Quarterly, and we want to
celebrate more than the success of our magazine; we want to look at the year ahead. The
year ahead starts with hope in these uncertain times, with good news on vaccines, which
serve as a beacon for the resiliency of the human race and our advances in technology.

The pandemic has accelerated digital transformation and automation across industries and
has driven businesses to rethink and overhaul inefficient processes. As the previous

recessions and economic crises have shown, we expect the leaner, smarter, and customer-
focused businesses to emerge not only stronger, but also pioneer new innovations in 2021.

The ‘Next Normal’ and the underlying uncertainties

Innovation and resiliency have been the keywords for businesses that have thrived in the
pandemic. The extended lockdowns, resource constraints, and social distancing norms
have forced corporations and small businesses alike to scramble and rethink their
strategies and business from the ground up.

The entire educational sector has seen massive disruption — schools and colleges, even in
remote villages, have had to embrace online classes and solve the challenges that
inevitably come with the changes. Online businesses like eCommerce have thrived, while
vacation home rental companies have had to undergo crippling lean periods during the
normally peak-summers and pivot to the ‘work + vacation’ travelers. Internet and
connectivity services have endured massive strain on their infrastructure as remote work
and home entertainment peaked across the world.

In a way, the pandemic has shown businesses the processes
that can break during a crisis and the unlimited, untapped
potential in their resources with a remote and digital-first
strategy.

For the first time since the crisis started, the news about the potential mass availability of
vaccines within the next few months has changed the outlook on the horizon. It is now
more of hope, stability, and growth. It promises untapped opportunities for organizations
that have embraced Al and Automation and continue to reinvent and innovate on the
strength of their digital strategies.

Predicting trends in 2021 — Growing past a crisis

The new year is thus a harbinger of another new normal. A period of uncertainty that will
define the business landscape for the next decade or more. Digital transformation has
accelerated at an unprecedented scale. Analysts and business executives expect most of
the changes to impact long-term core business strategies. Technology is a strategic
differentiator and the core of the modern resilient enterprise. Al and Automation are the
answers to the challenges in the crisis now and in the future.

In my previous article, | had stressed the need for a technology strategy that balances
growth and resilience for businesses to continue without interruption, irrespective of any
disruptions in the business environment. The year ahead requires organizations to leverage
this strategy, recover, and grow. | believe the key for a successful organization is to build
truly digital customer experiences, leverage Al and data for internal operations, create
smarter supply chain networks, gain true process insights, and humanize intelligent
automation.

> Truly digital customer experiences

Organizations have had to innovate fast in the past few months. One of our clients saw
their support requests triple during the pandemic, but their backend team was now
short-staffed and remote, which resulted in backlogs and delayed customer service.
They immediately worked with us to get Nia Chatbots enabled for their business. The
team got the chatbots working and online in record time, and the client can now
handle the requests much faster than they used to before the pandemic started.

Stories like this abound all over the world. It has now become imperative for customer-
facing businesses to create a fully remote digital experience for their customers. We
have seen traditionally automation averse industries now embracing bots and
automating processes. Employees who have seen automation as a threat are now
upskilling at home and finding creative ways to handle their remote workload
efficiently. Therefore, | expect 2021 to be the year when organizations and employees
work together to create seamless, touchless, truly digital customer experiences.

> Al empowered remote workforces

The pandemic may have forced organizations to switch to a remote working model,
but it has also shown everyone the numerous advantages a remote workforce brings to
the enterprise. As employees get a better work-life balance, organizations have
secured their networks, automated their processes, and collected data on the usage of
their resources. Internal IT operations had to scramble to facilitate this transformation.
In most organizations, Al has proven to be the savior, predicting and handling possibly
crippling security and overage incidents.

The pandemic is predicted to impact businesses for the better part of 2021, and with
organizations now rethinking their infrastructure setup, working remotely will be the
norm for many of us. With the advanced Al tools at our disposal, it is only a matter of
time before Al-powered IT operations, or AlOps, be an integral part of the Next
Normal.

> Cognitive connected supply chain networks

Everyone remembers the panic when the lockdowns started. Essential goods and
medical supplies were out of stock at retailers for weeks, while a lot of other stores and
businesses saw demand fall due to closures and curfews. The pandemic exposed the
limits of our traditional demand forecasting methods. We could no longer rely on
seasonal and historic trends and markers. With trade routes and channels affected due
to cities and countries locking down, manufacturers had a tough time meeting demand
and planning eventual surges as economies restarted.

This has brought to the fore a need for the Cognitive, Connected Supply Chain. This is
a supply chain that automatically adjusts to spikes and drops in demand in real-time.
Such a supply chain is possible through centralized control towers, which are data-
driven, with real-time access to information, and fully aligned across business
functions. FMCG, CRL, and BFI industries are now investing in building such
autonomous supply chains, and the gains from these investments will be seen across
the world soon.

> Intuitive process discovery

Organizations are investing in Intelligent Automation extensively. As we strive to build
highly automated and intelligent processes, it becomes imperative that businesses
know every single step in the processes they are automating.

A significant need in understanding your processes is to
understand how human interactions drive the processes. Both
attended and unattended automation use cases become
more autonomous when all possible interactions and
outcomes are discovered and automated effectively. Such
granular level data capture and analysis is possible only with
intelligent and intuitive process discovery.

Organizations have understood the need for fully scientific, bias-free process mapping,
and will now look to build actionable process insights as a critical capability.

> Humanizing intelligent automation

At EdgeVerve, we fully believe that automation serves to empower the human
counterpart. While automation aims to drive improved efficiency across the enterprise,
it is important to remember the unique advantages humans bring to the enterprise.
Human specialists bring creativity and empathy to their customer interactions and will
be aided by the accuracy and productiveness of their digital twins.

The possibilities unlocked by such a combination are endless. Automation is not just
for repetitive back-office processes anymore. It is now touching every aspect of an
enterprise — the employees, the systems, and the customers. Dynamic, contextual
operations will be the goal for organizations in 2021. And such operations cannot be
built on deterministic automation alone- it needs a much more evolved and nuanced
human-digital interaction. This step will be a significant milestone in their Automation
Singularity journey.

Full speed ahead

As | had written previously, when disruption strikes, we either innovate or perish. There
is no third option. Companies have innovated, survived, and built to this point. Now
they need to innovate again when the pandemic ends. The current normal will be
disrupted again, and the future belongs to not only the resilient enterprise, but also to
an agile technology first enterprise.

2021 will thus be a year where new paths are forged with a renewed focus on creating
digital-first experiences, enabling organizations to step up, inspire, and lead, creating a
new narrative in this period of great uncertainty.

References
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Transforming South East
Asia's Financial Sector

UnionBank's way

Jonathan Jerald V. Deomano

; First Vice President, Asset Collections Group,
UnionBank of Philippines

Summary

Financial services enterprise has been impacted with high delinquency and charge-offs, due to
challenges in default management. This has increase manifold during this time when moratoriums
were passed on as benefit to end consumer, it has also led to an increase in high operating cost and
unable to maintain an optimal customer experience. Read this article to know about how a Philippines
bank has gone about leveraging Al to address these problems.

As a hub for Fintech in Asia, the Philippines is fast carving out a reputation for innovation
driven by a flourishing startup ecosystem, young population, and high internet penetration
73%!. The Filipino consumer has led this wave, adopting tech with great confidence and
intent, as well as driving a shift in how businesses operate. This high degree of consumer
readiness is accelerating the evolution of a market-first intelligent approach, centered on
user experience. The recent pandemic has accelerated the process of digital
transformation in the country, placing an impetus on technologies that reduce friction in
the customer experience, improve efficiency, and ensure safety. With technology already
key to financial inclusion and better access to banking services, this acceleration firmly
places banking innovation in the spotlight, making it a crucial step in the economy's
progress.

Leading Innovation through Action

Despite these advantages, the market is not without challenges. Limited access to financial
services, combined with the legislation currently adapting to the speed and resources
required to build a formidable startup ecosystem, makes innovation at scale a complex
challenge. It is here that private sector actors like Union Bank of the Philippines
(UnionBank) are playing a lead role, spearheading innovations, specifically Al adoption, in
the region. Whether it is pioneering the largest cash-out network rollout in the Philippines
-11,000 cash remittance counters across the country, or establishing pioneering
partnerships with both private and public sector players, UnionBank’s efforts leverage
technology and digital services to spearhead the cause of financial inclusion and
innovation in the Philippines. UnionBank’s recent partnership with the Monetary Authority
of Singapore (MAS) is a case in point. As the only Philippine-based company in a 17-
member consortium of international financial institutions established by MAS, UnionBank is
helping create a framework called Veritas, which governs the responsible deployment and
adoption of Al and Data Analytics by financial institutions. Veritas will help financial
institutions assess their AIDA-powered solutions based on fairness, ethics, accountability,
and transparency, with the resulting increase in trust expected to drive cross-border data
protection compliance. UnionBank’s extensive use of Al in fraud detection allows the
company to contribute to the creation of Veritas by sharing knowledge and expertise with
MAS.

Al that Drives Real Impact

Technology is only as powerful as the quality of its deployment and the specificity of an
objective. Leadership and specialist knowledge are integral to this focused approach.
Recently, UnionBank added to its ranks world-renowned data science expert Dr David
Hardoon, previously MAS’s special advisor on artificial intelligence. The company
understands that data and Al are fundamental to the next wave of digital transformation, as
it seeks to mobilize a digital-first ecosystem for both individual and institutional customers.
Through UBX, its Fintech spin-off, UnionBank is delivering several cutting-edge
technologies in the space of B2B and logistics, investment, cryptocurrency innovations,
and other key technical capabilities. Framing the pandemic-driven lockdown protocols as
an opportunity to accelerate innovation, the bank sees itself developing into a technology
company that is also a bank, moving beyond the often limited definition of banking-
focused institutions. Similar adoption and technology leadership saw Quicken Loans, an
intelligence-driven mortgage lender in the US, swiftly become the country’s largest
mortgage originators, overtaking traditional players like Wells Fargo. These technologies
are expected to drive the next phase of our evolution.

While the growing consumer appetite for online offerings is driving UnionBank’s focus on
Al-led technologies, it also understands the complex risks associated with such
technologies. A dedicated Al and Data Policy unit ensures ethical and business standards
across Al systems through better data governance, fairness, human control, and intrinsic
respect for human rights. The bank is also deploying Al to address performance
challenges, specifically portfolio delinquency, using best-in-class tools to address the state
of its high stress and high delinquency products.

How UnionBank is Using Al to Address Portfolio Challenges

At UnionBank, Al is not just part of our customer value proposition, but a capability
fundamental to our operations. Specifically, in the lending business, high delinquency can
place significant stress on performance.

Given our aim of driving Al adoption in banks and other
financial institutions, we wanted to show the efficacy of Al-
powered technologies and their impact on the bottom line. In
partnership with EdgeVerve, UnionBank ran a pilot of
FinXEdge Collect, a data-driven intelligence application
designed to reduce delinquency rates and charge-offs. Using
FinXEdge Collect for the bank’s credit card and motorcycle
loan portfolios was the logical first step given both the
relatively larger portfolio size and higher delinquency rates of
these verticals. FinXEdge’s use of unstructured and non-
traditional data elements to compute risk, its ability to
continuously update strategies using even feedback from call
records, and proven ability to improve RPC (Right Party
Contact) and PTPs (Promise to Pay) drew the bank to work
with the platform. The pilot began in the second half of this
year and is already showing some impressive initial results.

Employing a Champion-Challenger approach, the experiment with Al-enabled tech has
seen the challenger emulate and, sometimes, exceed the efficacy of existing operations. In
time, the Al-led model is fully expected to power core systems across functions. An Al-led
collections process is significantly more efficient, transparent, and effective when
compared to traditional tools and techniques. Early results have been promising with
substantial improvements in collection rates, a near 100 basis point reduction in roll rates,
and a 15% spike in RPC and corresponding PTPs. As the results continue to deliver
consistent outcomes, the bank is confident that its processes will shift from traditional risk
modelling techniques to focus on Al-based modelling. With portfolio performance also a
function of selection, Al is fully expected to be used at the top of the funnel to revamp our
loan origination process, segmenting portfolios with an unprecedented amount of detail.

A View to the Future

As a pioneer of smart technology adoption in the Philippines, UnionBank’s commitment is
to harness the power of groundbreaking technology to enhance both customer experience
and business performance. With our collections process firmly moving towards an Al-
focused ecosystem, we envisage adopting the technology for other portfolio products like
home loans. The goal, however, remains to drive UnionBank’s digital leadership through Al,
scaling it’s intelligent transformation journey, and continue to power the digital
transformation of the BFSI sector in the Philippines, leading the surge towards an
intelligent future where an exceptional customer experience is the norm.
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Summary

Revolutions are rare. Artificial Intelligence is the catalyst for future possibilities and revolutions,
creating a new narrative that was unthinkable in the past.

While businesses are aggressively pursuing the benefits of Al more than ever — delivering hyper-
personalized services, creating meaningful customer experiences, and amplifying human capabilities
— this is just the tip of the iceberg. We have only scratched the surface. With the COVID-19 pandemic
adding fuel to the proverbial Al fire, businesses are ramping up investments, signaling a new wave of
innovation, where machines+humans work collaboratively. This article puts the spotlight on how
businesses will need to rethink Al in terms of enterprise-wide applications as they write the next
chapter of growth.

The Al narrative has moved from cost savings to one that of business differentiation.
Today, we see banks leveraging end-to-end Al to derive deeper customer insights and
behavior patterns and offer hyper-personalized services, predict and prevent churn, cross-
sell better, and minimize fraud risk. Similarly, drug discovery that would earlier take years
and billions of dollars can be fast-tracked and made affordable by leveraging Al for drug
target identification and validation.

These are examples of what’s to come; and what is already brewing in many organizations.
In the coming decade, Artificial Intelligence is going to be everywhere. That is what the
market demands and that’s what makes business sense.

Al continues to be a hot trend of recent years with its tremendous potential to create
impact. The COVID-19 pandemic has added fuel to the proverbial Al fire by creating a
foundation for widespread adoption by:

> Pushing companies to adopt digital solutions almost overnight
According to McKinsey, digital adoption vaulted forward five years in a matter of
eight weeks'. Companies turned to digital systems and data science to make sense
of the situation and reassess demand, supply chains, and operations.

> Creating an explosion in the amount of data generatedii
Increased virtual communication, more online shopping, remote working, and
increasing automation and digitalization fueled data generation for Al engine’s
consumption, even bringing unstructured data into the fold. These insights are
helping companies create better outcomes for every stakeholder.

> Making people and businesses more open to change and new ways of working
A forced transition to digital is now helping build a more resilient, technology-
centric future. In a survey,'"' 62% of respondents said they will continue the use of
touchless interfaces such as voice assistants, facial recognition, digital showroomes,
etc. even post-pandemic.

However, to take advantage of the groundwork that’s happened in 2020, businesses need
to take a re-look at their approach to Al. While, to date, investments in Al projects were
limited to specific functions or business units, going forward businesses need to start
thinking of Al in terms of enterprise-wide applications. A feat that few have managed to
achieve yet.

The Holy Grail: The quest for achieving end-to-end Al

While the results are evident, struggles to scale Al, and thus its returns, remain. According
to reports' over 70% of companies find it difficult to scale Al, most only able to implement
it piecemeal. Large scale adoption challenges leave Al projects in fragmented silos across
the business affecting ROI. This is a result of viewing Al as just another technology
implementation and not something that requires organizational change.

We need to understand that Al is not merely about
learnability, data crunching or process automation. The true
potential of Al lies in its capacity to transform every aspect of
business and create new opportunities for integration within
industry ecosystems.

According to BCGY , companies that make extensive changes to many processes for Al
adoption are 5x more likely to realize significant financial gains. A glimpse of this
transformation is visible to those few who have managed to scale Al across processes and
departments to get closer to the end-to-end Al vision.

For instance, a leading O&G player has been able to use Al across its operations to prevent
equipment malfunctions, reduce maintenance costs, and scout for new oil & gas deposits
80% faster. Another great example of this is the contactless Amazon Go store"! where
customers just walk in the store, pick up the items they need, and walk out without any
checkout or waiting. At Edgeverve we’ve helped companies across the board weather the
pandemic with Al interventions. For example, a leading bank was able to process 25,000
PPP loan applications in just a week, processing 15000 digital forms per hour; a cosmetics
major was able to respond to market demand instantly with real-time promotional insights;
and a healthcare manufacturer saved $40Mn in costs with end-to-end intelligent
automation.

It is time for companies to start looking beyond pilot projects and focus on Al proliferation.
Embedding Al in every aspect of their business can catapult their growth in the new
normal. To do this they need to:

> Define a holistic Al vision
Lack of an Al vision is the reason most Al scaling projects flounder. Companies
need to define a vision and Al roadmap to deliver the specific outcomes that would
make business sense for them.

> Do detailed due diligence
Not identifying the potential challenges, right partners, and hidden costs, etc. can
derail an Al project even before it begins. Take time to understand how the project
would impact the organization and plan out a seamless transition from the get-go.

> Invest in data quality
Most organizations lack the capability to provide volumes and quality of integrated
data that Al systems need to perform optimally. Ensuring top-quality data would
ensure Al performs as expected.

> Modernize legacy infrastructure
To support Al at scale the rest of the IT infrastructure must also be agile and
scalable, something that traditional structures lack.

> Mitigate organizational resistance
Be it the existing processes or unwillingness of people to adapt to the change,
organizational resistance can be a big deterrent for Al implementation. It’s very
important to get stakeholder buy-in and put in place internal communication
campaigns to make a cultural shift.

> Build Al-related skills and competencies
Upskilling existing resources and creating new technology partnerships must be a
high priority.

Dawn of a new era

The shock of COVID-19 will be felt in the years to come. However, there is an opportunity in
every adversity. In the aftermath of the COVID-19 pandemic, we stand at the gateway to a
new decade that is ripe for change. Depending on how we leverage the tools and
technologies available to us, we can write the next chapter of business growth. In a white-
water world, end-to-end Al can help companies pivot strategies and tactics in real-time. Al
engines can create new synergies across the value chain increasing collaboration,
boosting innovation, and taking end-user experience to new heights in a new remote world
connected by technology.

While Al adoption marches full steam ahead, and investments in Al increase across the
board, the most successful businesses will be those that are able to get machines and
humans to work together collaboratively. The agenda in the coming decade, to solve most
of the challenges businesses are plagued with, is about combining human ingenuity,
creativity, and emotional intelligence with the efficiency, accuracy, and agility of artificial
intelligence.

When it comes to the potential of Al, we have just scratched the surface. This is, indeed,
just the beginning.
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Humans are still needed in the loop

- - -

Rajeshwari Ganesan

AVP, Solution Consulting
EdgeVerve Systems Ltd. (An Infosys Company)

Arjun Prasanna Athreya, M.S., Ph.D.,

Associate Consultant,
Assistant Professor, College of Medicine, Mayo Clinic

Summary

Al is already automating several aspects of human and/or machine functioning and it's utility is
expected to substantially increase in the future. These automations, while being accurate in a majority
of instances, are highly unlikely to achieve sustained 100% precision across the entire space of
potential actions. So how can we design, introduce and operationalize "failsafe protocols"? Read this
article to know more.

Machine Learning (ML) and broadly Artificial Intelligence (Al) technologies have caused
significant disruptions by automating several aspects of human and/or machine
functioning. From automotive and healthcare to legal and retail experience, the disruption
is significant and is expected to be sustained in the future. ML/Al technologies use data to
learn rules/patterns associated with tasks; these rules (e.g., Bayesian conditioning) are then
used to make decisions which be used to actuate without needing human supervision
(referred to as automation in this article). These automations, while being “accurate” (i.e.,
making the right decision and actuating as expected) on a majority of instances, are highly-
unlikely to achieve sustained 100% precision across the entire space of actions.

In part, this lack of perfection can be attributed to a combination of the lack of:

> data relating to rare events

> the context in which seemingly correct decisions could lead to adverse effects
downstream

> feedback mechanisms to point out which corner cases need changes in rules to
make correct decisions in the future

Knowing that these widely deployed technologies will not be perfect, now or in the
foreseeable future, requires us as a community (i.e., academic researchers, developers,
industry leaders, and technology adopters) to think about how we can design, introduce
and operationalize “failsafe protocols.” Particularly, where human experts can serve as “Al-
chaperones,” allowing for Al technologies to bloom (akin to children enjoying company in
adult supervision), while also telling the Al models where the judgment was wrong, and
what is the course of retraining and reengineering to avoid incorrect actuations in future
(akin to children being told to correct behavior if needed). Just as children evolve to
become well-behaved adults in socially complex situations when chaperoned, Al systems
with “human Al-chaperons” could also evolve into reliable, complex decision-making
engines that earn the long-term trust of its adopters.

The most riveting evidence of needing human-in-the-loop to
ensure sustained and reliable levels of automation lies in the
airline sector. Capt. Sullenberger flying a modern-day
commercial airplane, landed his plane safely (no loss of
human life) in the Hudson River, New York City, after losing
both engines to a bird strike, shortly after take-off. Within 35
seconds of losing both engines, Capt. Sullenberger had
decided to land the plane in the river. More than half of the
simulations conducted by the United States of America’s
National Transportation Safety Board investigating this
incident showed that the traditional turn-around approach to
land on a conventional runway would not have been feasible.
The aircraft’s ability to land safely is often tested on
designated runways, and the data is then used to develop
landing automation systems. In such an automation system,
there would be no option for a “pilot-free” plane to land on a
river, which in hindsight turns out to be a safer option in some
adverse situations if a skilled-human were to take control of
the system. Such convincing analogies can be made for every
complex automation system, where skilled-humans can serve
as “Al-chaperons” to ensure failsafe performance.

Developing Al technologies with “failsafe protocols,” allowing humans to avert rare but
catastrophic mishaps, will be a significant avenue for innovation in the future. The
following challenges will have to be overcome in developing fail-safe protocols when using
Al technologies.

First, identifying when to engage human experts, i.e., adopters (users needing the
technology) to enumerate to developers as many possible states of failures and agree
on when to “hand-off” operations based on human judgment. There is a responsibility
on the adopter’s end to seek data on as many routine and corner cases of operations
as possible and continue to measure such data even after deployment.

Second, arriving at a consensus on when models have to be retrained to handle new
states of failures that are learned during operations following deployment. To achieve
this objective, both adopters and developers will have to collaborate on defining
performance metrics that will warrant an “update” to the underlying rule sets that are
used to actuate.

Finally, introducing high degrees of interpretability in model outputs allow humans to
quickly identify why the model arrived at a particular decision and what are the
alternative actions any human can take to avoid a catastrophic outcome. Achieving
high degrees of interpretability requires developers to have a deep algorithmic
understanding of Al algorithms and provide “simple English readouts” of features and
how they contribute to decision-making capabilities. An example of human-
engagement proven to be essential in seeking regulatory approvals for automation
technologies is self-driving cars. Despite self-driving cars being able to “drive
themselves,” not only are humans expected to be behind the wheels by law, but are
also expected to engage with the car’s controls at varying intervals of time or when the
car’s automation system is unsure of how to actuate based on scanned data.

Automating simple tasks will be low-hanging fruits to convince adopters that these
technologies can “make fast disruptions.” However, as the complexities of tasks requiring
automation increases, we assert that significant coordination between developers (either
in research or industry settings) and adopters (i.e., customers/consumers) is needed to
introduce “failsafe protocols,” where human engagement to avert rare, but damaging
outcomes is possible. Introducing this notion will likely earn users’ trust, and most
importantly, introduce industry-standards for what constitutes dependable ML/Al-based
automation systems. We conclude this article with the enthusiasm that “safe and
dependable” ML/Al-based automation systems are here to stay and will become ubiquitous
across all industry domains.

DISCLAIMER

Any opinions, findings, and conclusions or recommendations expressed in this material are those of
the author(s) and do not necessarily reflect the views of the respective institutions or funding
agencies.
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Summary

Immense financial and operational challenges are clearly visible in this pandemic. The need for
automation and digital transformation is urgent to reduce costs, cement customer loyalty and boost
revenues. From payment and lending to insurance services, Al/ML technologies are essential for
sustained growth and performance.

There was a sense of sanguinity in the Financial Services sector late in 2019. M&A
activity had gathered pace across the financial services spectrum. New Products and
Services were being launched to capture a rapidly changing demographic. At the dawn
of 2020, the opportunity in Financial Services seemed limitless. There was an air of
anticipation of what would be next? Who would be the Next to create a global
currency? Which Fintech would be the Next revolutionary in Banking? How would
technology influence Payments, Commerce and how we live?

Fast forward to March - a global pandemic would see entire countries shut down to the
world and businesses adversely impacted. The coordinated and global nature of the
impact of the pandemic caught us all by surprise. The optimism vanished into thin air
within a few weeks in March. The world grappled with complex public health issues of
containing the pandemic and finding a cure.

Businesses, big and small are searching for a way to recover
from the significant losses they suffered. They are reimagining
themselves to build stronger, more agile business models,
and embrace the future.

Analysts are unsure of what the recovery will ultimately look like or how long it will
take. However, some consensus can be found in the data, not least of which being that
the future is here. From the use of automation, Blockchain, and a Work from Anywhere
culture, the Financial Services sector can no longer cling to “traditional” business
models. From our own experience working with large financial services firms during
the pandemic, we saw a surge in volumes in Mobile Banking, Market Volumes, Dispute
calls, Loan Modifications to name a few. Firms that were set up with data-driven Al
funnels were better placed to handle this spike.

As we continue along this uncharted terrain, it is important to look back, remember the
lessons of this pandemic, and acknowledge that a “return to normalcy” will be different
from what it was before. Financial Institutions will need to remain open to