
Forging trust 
in the agentic age
A framework for responsible AI 
in finanial services



AI is reshaping the financial services industry, but is your organization building a foundation of trust or a 
house of cards? Responsible AI (R-AI) has evolved from a theoretical concern to a core strategic 
imperative. In an industry where trust is the ultimate currency, the stakes for AI missteps are monumental. 
This whitepaper presents a compelling case for a proactive R-AI strategy, outlining a pragmatic roadmap 
to integrate ethical, transparent and robust practices throughout the AI lifecycle. The goal is not just to 
avoid risk, but to build a lasting competitive advantage grounded in customer confidence and 
institutional integrity.

Executive summary

1. Introduction: The new frontier of financial trust
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Financial institutions have long 
been at the forefront of AI 
adoption, leveraging advanced 
machine learning for risk 
management, algorithmic 
trading, Know Your Customer 
(KYC) /fraud detection and 
financial analytics. What’s new is 
the rise of Generative AI and 
Agentic AI, which introduces 
autonomous capabilities that 
demand stronger safety 

guardrails to preserve the 
sector’s core fiduciary role.

Responsible AI (R-AI) represents a 
fundamental shift: embedding 
ethical design and accountability 
into every AI system. In the 
Financial Services Industry, this is 
non-negotiable. Decisions driven 
by AI shape individual financial 
health and market stability. 
Sensitive personal and 

proprietary data now flows 
through AI models, making data 
governance and AI governance 
inseparable. With growing 
consumer skepticism and 
tightening global regulations 
like the EU AI Act and GDPR, the 
question is no longer if you 
need R-AI, but how fast you 
can master it.



Market opportunity
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2. The impetus for Responsible AI: 
     A confluence of risk and opportunity

What happens when the power of AI meets the profound responsibilities of finance? The drive for R-AI is 
fueled by a convergence of pressures that makes it a non-negotiable priority.

Systemic risk and 
economic well-being

The need for trust and the 
demand for transparency

AI failures in finance don't happen in a 
vacuum. An erroneous trading model or a 
biased credit algorithm can trigger 
cascading effects, impacting market 
stability and individual economic security.

Consumers today reject decisions made 
without transparency. They demand to 
understand the reasoning behind a loan 
denial or an investment recommendation. 
Can you explain your AI's logic?

The regulatory 
onslaught
A global patchwork of regulations is 
hardening into a strict compliance landscape. 
Proactive R-AI adoption is the most effective 
strategy for navigating this complexity and 
maintaining your operational license.

The data 
conundrum

Financial institutions are custodians of 
some of the world's most sensitive data. 
Leveraging this for innovation requires a 
parallel commitment to protecting it from 
breaches and misuse.

The adoption of AI in financial 
services is accelerating at an 
unprecedented pace. According 
to the AI in Financial Services 
Report 2025 from the World 
Economic Forum, spending is 
projected to grow from $35 
billion in 2023 to $97 billion by 
2027 , signaling strong 
investment momentum. The 
same report notes that 32–39% 
of work in banking, insurance 
and capital markets can be fully 
automated, and another 34–37% 
augmented, unlocking 
significant productivity gains. 
Additionally, 70% of executives 
expect AI to directly drive 
revenue through personalization, 
new products and cross-selling 
opportunities.

The US Treasury’s comprehensive 
report Artificial Intelligence in 
Financial Services, reinforces this 
urgency, emphasizing that AI is no 
longer optional but a compliance 
and strategic imperative for 
financial institutions

According to a report from the 
US Government Accountability 
Office, workforce transformation 
is critical, as 87% of banks plan 
major reskilling initiatives to 
integrate AI effectively

https://reports.weforum.org/docs/WEF_Artificial_Intelligence_in_Financial_Services_2025.pdf
https://reports.weforum.org/docs/WEF_Artificial_Intelligence_in_Financial_Services_2025.pdf
https://home.treasury.gov/system/files/136/Artificial-Intelligence-in-Financial-Services.pdf
https://home.treasury.gov/system/files/136/Artificial-Intelligence-in-Financial-Services.pdf
https://www.gao.gov/assets/gao-25-107197.pdf


Example: Regulatory spotlight: Deconstructing the 
US Treasury's 2024 AI mandate
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McKinsey estimates that 
Generative AI could unlock 
$200–$340 billion annually 
in banking value, equivalent 
to 2.8–4.7% of industry 
revenues.

Forbes reports AI-driven 
automation in insurance 
claims and banking workflows 
is cutting turnaround times by 
up to 70%, improving 
efficiency and customer 
experience (Forbes Article).

A NVIDIA survey reveals that 
43% of financial institutions 
currently utilize Generative AI 
and 46% employ LLMs for 
fraud detection, portfolio 
optimization and personalized 
banking services.

Emerging technologies, such as Small Language Models (SLMs), Retrieval-Augmented Generation (RAG), 
Agentic AI and Quantum Computing, promise new performance frontiers, while strategic partnerships with 
FinTechs accelerate innovation. Together, these trends position AI as both a growth engine and a compliance 
necessity for the financial services industry.

The regulatory increase 
mentioned previously is not a 
distant threat; it is a present-day 
reality. In December 2024, the US 
Department of the Treasury 
released its landmark report on AI, 
providing the most precise and 

comprehensive overview of 
regulatory expectations for the 
financial services industry. 

The report's central message is 
not the creation of a new, 
separate legal system, but the 

unambiguous application of 
existing, technology-neutral 
laws to all AI systems. It 
effectively ends the "wait 
and see" era and demands a 
proactive, "prove-it-first" 
approach to compliance.

The key recommendations from the Treasury's report for all financial institutions are:

Apply Existing Laws First
The Treasury's primary directive 
is that laws such as the Equal 
Credit Opportunity Act (ECOA), 
the Fair Credit Reporting Act 
(FCRA), the Unfair, Deceptive or 
Abusive Acts or Practices 
(UDAAP) Act and the Bank 
Secrecy Act (BSA) should be 
fully applied to AI. Firms must 
review and prove compliance 
for each AI use case before 

deployment and conduct 
periodic re-evaluations. 
"Black-box" models are not a 
valid defense for adverse action.

Align to Recognized Risk 
Frameworks 
Firms must align with 
established standards, with the 
NIST AI Risk Management 
Framework (RMF) cited as the 
benchmark. Regulators will 

clarify supervisory expectations, 
and firms must be prepared to 
demonstrate how their internal 
governance practices align with 
this framework.

Strengthen Data Governance
High-quality, secure and private 
data is imperative. The report 
highlights the complexities of 
the Gramm-Leach-Bliley Act 
(GLBA), state-level privacy laws 

and the need for robust 
controls governing data 
authorization, secondary use, 
intellectual property and 
cross-border sharing.

Test for Fairness and 
Explainability
For any AI system that impacts 
consumers, firms may be 
required to provide specific, 
accurate reasons for any 
adverse actions. This often 
requires active management of 
bias risks (in training data and 
model features), filtering for 
toxic or socially stigma-based 
outputs and comprehensive 
logging for audits.

Tailor Third-Party Risk 
Management (TPRM)
The Interagency Third-Party Risk 
Management guidance must be 

rigorously applied to all AI 
providers. Due diligence may 
now need to specifically cover 
AI model transparency, data 
rights, supply chain security and 
incident response, in addition to 
traditional risk factors.

Monitor Concentration Risk 
The sector's reliance on a few 
foundational model providers 
creates a new, systemic 
vulnerability. Regulators may 
monitor this concentration and 
firms should plan for resilience, 
such as through "circuit 
breakers" and incremental 
rollouts.

Commit to Information Sharing 
The Treasury is pushing for 
public-private collaboration, 
similar to other critical 
infrastructure sectors. Firms 

may be expected to participate 
in sharing incidents, developing 
data standards and exchanging 
best practices for AI risk 
management.

Integrating AI into 
Existing Controls 
AI used for Anti-Money 
Laundering (AML), KYC and 
cyber defense is often not 
exempt from oversight. These 
systems should be treated 
as in-scope for existing, 
risk-based control testing 
and documentation.

https://www.mckinsey.com/industries/financial-services/our-insights/scaling-gen-ai-in-banking-choosing-the-best-operating-model
https://www.forbes.com/sites/josipamajic/2025/07/14/the-ai-gold-rush-hits-insurance-and-where-investors-are-doubling-down/
https://www.nvidia.com/en-us/industries/finance/ai-financial-services-report/
https://home.treasury.gov/system/files/136/Artificial-Intelligence-in-Financial-Services.pdf


Apply Existing Laws First
The Treasury's primary directive 
is that laws such as the Equal 
Credit Opportunity Act (ECOA), 
the Fair Credit Reporting Act 
(FCRA), the Unfair, Deceptive or 
Abusive Acts or Practices 
(UDAAP) Act and the Bank 
Secrecy Act (BSA) should be 
fully applied to AI. Firms must 
review and prove compliance 
for each AI use case before 

deployment and conduct 
periodic re-evaluations. 
"Black-box" models are not a 
valid defense for adverse action.

Align to Recognized Risk 
Frameworks 
Firms must align with 
established standards, with the 
NIST AI Risk Management 
Framework (RMF) cited as the 
benchmark. Regulators will 

clarify supervisory expectations, 
and firms must be prepared to 
demonstrate how their internal 
governance practices align with 
this framework.

Strengthen Data Governance
High-quality, secure and private 
data is imperative. The report 
highlights the complexities of 
the Gramm-Leach-Bliley Act 
(GLBA), state-level privacy laws 
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and the need for robust 
controls governing data 
authorization, secondary use, 
intellectual property and 
cross-border sharing.

Test for Fairness and 
Explainability
For any AI system that impacts 
consumers, firms may be 
required to provide specific, 
accurate reasons for any 
adverse actions. This often 
requires active management of 
bias risks (in training data and 
model features), filtering for 
toxic or socially stigma-based 
outputs and comprehensive 
logging for audits.

Tailor Third-Party Risk 
Management (TPRM)
The Interagency Third-Party Risk 
Management guidance must be 

rigorously applied to all AI 
providers. Due diligence may 
now need to specifically cover 
AI model transparency, data 
rights, supply chain security and 
incident response, in addition to 
traditional risk factors.

Monitor Concentration Risk 
The sector's reliance on a few 
foundational model providers 
creates a new, systemic 
vulnerability. Regulators may 
monitor this concentration and 
firms should plan for resilience, 
such as through "circuit 
breakers" and incremental 
rollouts.

Commit to Information Sharing 
The Treasury is pushing for 
public-private collaboration, 
similar to other critical 
infrastructure sectors. Firms 

may be expected to participate 
in sharing incidents, developing 
data standards and exchanging 
best practices for AI risk 
management.

Integrating AI into 
Existing Controls 
AI used for Anti-Money 
Laundering (AML), KYC and 
cyber defense is often not 
exempt from oversight. These 
systems should be treated 
as in-scope for existing, 
risk-based control testing 
and documentation.

Quick Implementation Checklist: An Examiner’s Eye View
US regulators may expect to see tangible evidence of the following principles in practice. The framework 
should be able to demonstrate:

Governance: 
Accountable owners for AI 
systems; a transparent 
risk-classification methodology 
for all use cases; pre-launch 
approval processes; and 
periodic reviews mapped 
directly to the NIST AI RMF.

Data Controls: 
Verifiable data lineage; quality 
SLAs; documentation of data 
minimization and purpose 
limitations; a clear position 
on GLBA sharing/consent; 
and checks for IP and 
data licensing.

Model Risk Management: 
Documented testing for bias, 
accuracy and robustness; 
explainability artifacts; 
monitoring dashboards with 
drift alerts; and immutable 
audit trails for all 
consumer-impacting decisions.

Consumer Protections: 
A library of auditable, specific 
adverse-action reason codes; 
and clear, simple disclosures 
for AI-mediated customer 
interactions.

Resilience: 
Internal tracking of provider 
concentration; documented 
fallback and "circuit breaker" 
designs; and a policy of 
staged, gradual rollouts for 
new systems.

Collaboration: 
Evidence of participation in 
sector-specific information 
sharing and incorporation of 
industry lessons into 
internal policy.

TPRM: 
AI-specific vendor 
questionnaires; contractual 
rights to model information; 
clear security and incident 
obligations; and defined exit 
and data-portability plans.



3. The pillars of Responsible AI: From principle to practice
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HCLTech 
Responsible 

AI Tenets

Fairness

Security

Privacy

Accountability Transparency

How do abstract R-AI principles translate into daily operations? For FS firms, each tenet must be 
operationalized to address specific industry challenges.



Tenets FS Needs Benefits

Accountability

Fairness

Accountable AI 
Development & Use, 
Safe & Reliable Financial 
Models, Traceable 
Transactional Audits

Fair & Equitable Financial 
Access, Inclusive 
Financial Products.

Accountability establishes clear roles for AI 
developers, financial analysts and risk officers. It 
defines who is responsible for AI-driven insights in 
investment decisions, fraud detection or market 
analysis. It provides traceability for AI's contributions, 
crucial for market stability, regulatory compliance 
(e.g., Securities Exchange Commission, Financial 
Conduct Authority, etc.) investigating adverse 
outcomes and confirming the reliability and 
reproducibility of AI models in financial contexts.  

Fairness mitigations help to prevent AI from 
exacerbating financial exclusion. For example, by 
actively working to reduce bias using datasets from 
diverse customer demographics (e.g. geographic, 
economic, credit history). This helps AI-driven credit 
scoring, loan approvals and product 
recommendations work equitably across all 
customer groups and underrepresented 
communities; fostering inclusive financial solutions.

Security Secure Handling of 
financial systems, 
trading platforms and 
sensitive data.

Security safeguards highly sensitive data in Financial 
Services (Personally Identifiable Information (PII), 
account numbers, trading algorithms, market-moving 
data) from breaches, cyberattacks and unauthorized 
access. This involves implementing robust encryption, 
access controls and stringent cybersecurity 
measures across all sensitive data pipelines and AI 
systems, maintaining data integrity and supporting 
compliance with regulations like GDPR.

Privacy Private Client & 
Transactional Information.

Privacy focuses on an individual's right to control their 
personal financial and transactional information 
processed by AI. It employs privacy-preserving AI 
techniques such as federated learning (training 
models on decentralized data) and advanced 
anonymization/de-identification. This also includes 
facilitating explicit client consent for data use and 
maintaining transparent data governance policies 
when interacting with AI applications; all in strict 
adherence to privacy regulations.

Transparency Transparent & 
Explainable Financial AI 
Systems and Models.

Transparency makes AI's decision-making processes 
understandable to traders, regulators and clients 
(e.g. why a loan was denied or a trade was executed). 
This is crucial for gaining trust, achieving regulatory 
approval for AI in automated financial decision 
making and facilitating confident market adoption 
and robust validation studies. Transparency in 
methodology and data provenance is essential for 
providing safety and enabling critical evaluation 
through reproducibility.
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4. Strategic applications: Embedding R-AI across the value chain
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Here's how Responsible AI transforms key areas of financial services:

Algorithmic Trading 
R-AI frameworks enforce 
rigorous model risk 
management, so that the 
pursuit of speed does not 
compromise market stability.

Fraud Detection
While AI excels at identifying 
anomalies, R-AI adds the critical 
layer of explainability, enabling 
analysts to understand why a 
transaction was flagged.

Credit Scoring
R-AI tools test models to 
systematically root out 
historical biases, so that faster, 
automated lending decisions 
are also fairer.

Regulatory Compliance
R-AI principles embed 
inherent logging trails into 
automated monitoring, 
turning demonstrated 
compliance from a chore 
into a streamlined process.

Personalized Banking
From chatbots to 
robo-advisors, R-AI grounds 
hyper-personalization with 
explicit consumer consent and 
robust data security.
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5. The Responsible AI maturity
     journey: A phased 
     implementation

Embedding R-AI is a cultural transformation, not a 
checkbox exercise. We help you determine where 
your organization is on this path and guide your 
journey, beginning with:

Maturity Assessment and Evaluation of Gaps
This offering helps assess the current maturity of 
AI systems, governance frameworks and 
explainable practices, identifying gaps and 
recommending improvements to help align with 
global best practices and regulatory requirements.

AI Management Systems Readiness
This offering focuses on preparing AI systems 
for scalability and alignment with ISO 42001 
compliance. This service also helps align AI 
models, governance frameworks and data 
management processes with business goals.

Technical Assessments and Red Teaming
This offering identifies vulnerabilities in 
AI systems through real-world and adversarial 
risk simulations and regular usage testing, 
enhancing safety and security and enabling 
compliance with ethical standards.

Responsible AI Engineering and 
Sustainability Design
Focuses on developing AI products that are 
both high-performing and sustainable. It 
integrates ethical AI principles and sustainability 
practices to promote fairness, transparency, 
privacy, security and accountability while 
minimizing environmental impact.

AI Governance Policy Implementation 
for Responsible AI
This offering helps develop and implement 
AI governance frameworks, policies and 
compliance mechanisms that align with 
ethical standards and regulatory requirements, 
enabling the responsible deployment of 
AI across the organization.

Responsible AI User Adoption and Change 
Management
This offering drives AI adoption by focusing on 
seamless integration through effective change 
management. It emphasizes user-centric 
approaches, training and ongoing support to 
build trust and enable sustainable and 
long-term adoption.
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6. Our distinct 
     advantage: 
    A trust-by-design 
    methodology

7. Use case in focus: 
    Credit card 
    chargeback 
    optimization for a 
    major banking 
     institution

HCLTech’s approach merges deep 
financial sector expertise with 
leading-edge Responsible AI 
principles. We employ a 
multi-layered guardrail 
methodology that spans:

These guardrails are embedded 
directly into our products, such as 
our flagship offerings like AI Force, 
aligning AI initiatives with 
compliance and ethical standards 
so that risks are mitigated from 
design through deployment.

Challenge: 
A large bank faced a surge in 
fraudulent chargeback claims. 
Their manual review process was 
slow, costly and inconsistent.

Our RAI-Infused solution: 
We deployed an AI-powered 

Foundational guardrails: 
for model accuracy 
and reliability.

Risk-based guardrails: 
align AI with financial 
risk tolerances.

Societal guardrails: 
to evaluate impacts on 
customers, market 
reputation and societal 
exigencies.

chargeback analysis system 
with Responsible AI principles 
at its core.

Metrics for success

Quantifiable Impact:

Task Quality: 
Relevance and specificity 
of the AI's reasoning.

Linguistic Quality: 
Clarity and structure of 
output for human reviewers.

Compliance and Ethics: 
Ongoing tests for bias 
and restricted keywords.

Risk and Security: 
Checks for PII leakage 
and jailbreak attempts.

40%

30%

reduction in average 
handle time (time taken 
to complete a 
transaction) 

improvement in 
straight-through 
processing (no human 
touch for a transaction) 



The examples and outcomes presented on this page are 
illustrative and based on representative client scenarios. 
Actual results may vary depending on engagement scope, 
system complexity and risk environment

AI algorithms and intelligent systems are 
shaping the future of Financial Services. 
As this transformation accelerates, 
Responsible AI becomes a vital guide for 
navigating the challenges and 
opportunities ahead. It enables 
organizations to leverage the full 
capabilities of AI while maintaining a robust 
foundation built on fairness, transparency 
and the protection of sensitive data.

This shift requires more than just technical 
upgrades. It requires a rethinking of how 
financial institutions approach innovation 
and customer relationships by embedding 
R-AI and governance in their systems. 
Responsible AI is not a regulatory hurdle to 
overcome, but a strategic asset that 
strengthens trust, supports ethical 
decision-making and promotes long-term 
resilience. Institutions that adopt this 
mindset will be better positioned to adapt, 
lead and create meaningful impact in a 
rapidly evolving financial landscape.

By integrating Responsible AI into every 
layer of operations from model 
development to client interaction, financial 
organizations can build systems that reflect 
their values and meet the expectations of 
regulators, stakeholders and the public. 
HCLTech brings deep expertise in both 
financial services and AI ethics, helping 
enterprises move forward with confidence. 
Together, we can build a future where 
technology supports integrity and 
innovation serves the greater good.

8. Conclusion: 
     The responsible 
     path forward
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