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Area 2 Area 3 Area 4Area  1 Area N

Enhanced 

employee 

productivity 2.0

AI customer 

engagement

Operational 

excellence

New 

offerings

Enhanced 

employee 

productivity 1.0

For example:

• Developer Copilot

• Modern Work Copilot

• Security Copilot

• Marketing content 

generation with 

personalization at scale

For example:

• Contact center agent 

augmentation

• Advanced market 

research

• Enhanced customer 

insights 

• Advisor & Sales 

Copilots

For example:

• Process 

automation 3.0

• Enhanced 

compliance e.g., 

Fraud prevention, 

KYC(C) & AML

For example:

• True comprehensive 

conversational 

banking

• Advanced offering 

& customer 

experience 

personalization

For example:

• New products 

& unlocking new 

customer segments 

via natural language 

AI interfaces

GenAI enabled next generation Financial Services
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Optimize

Increasing 

productivity

Is productivity all there is?
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Super powering

Enhancing people’s 

existing capabilities

Superpowers

Giving people new 

capabilities



Super powering

Enhancing people’s 

existing capabilities

Superpowers

Giving people new 

capabilities

Re-design

Enhancing operations & 

customer engagements

Re-invent

Transforming offerings 

& business model

Optimize

Increasing 

productivity

Beyond 

Productivity

Two dimensions 

of GenAI impact

Transforming Enterprise
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Data 

& Digital

Data platform

Cloud platform

Digital processes

Leadership 

& Mindset

Clear strategy & vision

AI innovation mindset

Continuous executive 

sponsorship 

Responsible AI 

& compliance gov.

Business value alignment 

& metrics for success

Organization 

& Set-Up

GenAI organization

(Gen)AI talent

Operating model 

transformation 

Adoption & change 

management

Success factors for scaling GenAI 



GenAI at work: Four worrying numbers
Gap between employees’ aspirations & employers’ enablement 

creates new risks and hampers productivity gains

1) Harvard Business Review: Embracing GenAI at Work   2) Microsoft: 2024 Work Trend Index Annual Report
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