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ABSTRACT

The conversational artificial intelligence (Al) is creating a revolution in the landscape of
personal finance management (PFM). Further than classical interfaces in banking,
conversational Al (including chatbots, virtual assistants, and voice-driven services) is
transforming the way in which people communicate with financial services. The paper
examines the developments of conversational Al systems in the context of personal finance
and its potential to better understand a conversational Al and innovative ways to empower the
optimal personal-financial expansion of users of conversational Al systems, and its specifics
in the development of personal finance. These systems help in visualising real-time data on
spending and budgeting, investments, and financial goals tracking using natural language
processing, machine learning and predictive analytics, enabling the user to make more
informed decisions. Compared to typical banking applications, conversational Al can offer an
intuitive, conversational experience, whereby a user can access financial management skills
without having to access complicated interfaces. This study considers case examples of
financial giants and fintech startups using Al-based PFM technology and how they lead to user
engagement, financial literacy, and operational efficiencies. Besides that, the paper examines
the issues regarding privacy, data security, algorithmic bias, and compliance with regulation,
focusing on the importance of designing ethical and transparent Al. The results indicate that
conversational Al could democratize the management of financial data and give its user
generate actionable insights, but its use must be supplemented with trust, ease of use, and
inclusivity in mind. Transcending the previous frameworks of the banking system,
conversational Al represents not only a technological advancement, but a paradigm shift to
personal finance, as the more proactive and knowledgeable manner of managing finances. This
paper ends with suggestions regarding how to incorporate conversational Al into everyday
financial services and the areas of future investigation that should take place to meet a changing
user experience requiring and regulatory environment.
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Beyond Banking: The Rise of Conversational Al in Personal Finance Management

ver the last several years, there has been a drastic change in the field of personal finance

management that may be attributed to the blistering pace of artificial intelligence (AI)

and digital services. Of these novel technologies, conversational Al, or the use of
chatbots, virtual assistants, and voice-based applications has become a key technology that has
transformed the way people interact with their money. Conventionally, financial planning was
characterised by reliance on human consultants, the inflexible nature of the banks interface and
tracking of outflow and investments all by hand. Nevertheless, the incorporation of
conversational Al into personal finance platforms has brought a paradigm shift that provides
real time, personalized, and accessible financial advice.

Conversational Al takes the form of natural language processing (NLP), machine learning and
predictive analytics to interpret user needs, bespoke recommendations and automation of
routine financial processes. This technological rediscovery blurs the edges of traditional
banking by allowing budgeting, tracking down the expenses, investing counsel and downright
credit management with well-humanized communications. In addition to convenience, such
Al-driven systems increase the financial literacy of users by assisting them in making complex
financial choices through actionable information and early warning notifications.

Increasing Loan & Credit
security et Approvals

Chatbots . Compliance

-,
o

~—0

= — o

Data Market

Handling ;‘ : ; Alin Banklng s
. Transforming
Financial World

Risk z Customer
Management P Experience

Predictive & Automation
Analytics ; Functionality

Source: https://markovate.com/

Increasing the adoption of conversational Al in personal finance is also part of more general
trends towards digitalisation, user-friendliness, and evidence-based decision-making. With
consumers driving their expectations of frictionless, interactive, and smart financial services
higher, incumbent financial institutions as well as fintech startups are also investing in Al-
based tools to enhance their engagement, customer trust, as well as to streamline their operating
models.

In this paper, we will discuss how conversational Al is increasingly used in personal finance
management and how it can democratise access to financial advice, revolutionise user
experiences, and disrupt traditional banking models. Through the analysis of technological
potentials, adoption rates, and related issues, the present study aims to point out how
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conversational Al is transforming the way people handle their finances, which comes as a new
trend to transaction-based banking toward a personalized and smart financial landscape.

BACKGROUND OF THE STUDY

Financial services industry has seen a much bigger transformation in the last ten years with the
fast innovation in technology and evolving consumer demands. Conventional forms of banking
that used to be primarily based on face-to-face communication and customer service performed
manually are becoming progressively replaced with digital systems focused on speed, access,
and round-the-clock assistance. One of these innovations is the conversational artificial
intelligence (AI), which has become one of the main breakthroughs to transform personal
finance management.

Chatbots and virtual assistants, voice-activated assistants, and, in general, conversational Al
encourage financial institutions to engage more intuitive, personalized, and efforts-efficient
communication with customers. Not only can these Al-enabled tools help customers with their
everyday banking errands, e.g., to check balances, transfer money, or pay bills, but they also
provide more advanced features such as a budgeting app, investment recommendations, and
financial goal-setting. Consequently, people can learn to take care of their financial affairs and
do not rely on the direct human interference as much.

Conversational Al technology makes incursions in the area of personal finance; there are a
number of factors that explain the growth. First, mass usage of smartphones and access to the
internet has generated a digital-first community of consumers that demand immediate, and
flawless software support. Second, natural language processing and machine learning
capabilities have been developed to make Al systems such as chatbots able to respond to
complex requests more accurately. Third, the increased desire to provide customers more
personalized financial experiences has driven institutions to use Al in an effort to provide
customers with customized insights that meet their objectives and spending habits.

Although it could be very promising, the inclusion of conversational Al in the field of
managing personal finances still has its opportunities and difficulties. Although Al can be used
to increase user engagement, promote financial literacy, and optimize decision-making, it
continues to be an issue when it comes to questions of data privacy, security, and biases of the
algorithm. Furthermore, the impact of these Al systems on the consumers, their behavior,
confidence, and monetary repercussions in the long-term goals should be known.

The aim of the study is to understand how conversational Al is changing personal finance
management, with a focus on how it is shifting the context beyond conventional banking to
provide proactive, personalized and intelligent financial support to the users. The study
proposes to inform the researchers about where the digital financial services may be heading,
by exploring the possible impact, trends, and capabilities of these technologies.

Justification

Artificial intelligence has rapidly developed and nowadays many industries are affected by its
changes with the financial sector being one of the most drastically altered ones. Conventional
financial management and banking systems are getting augmented (or even replaced) with Al-
based technologies that to a larger extent improve accessibility, efficiency, and customization.
Of these, conversational Al is one of the tools that can transform the way people engage with
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their finances. Conversational Al allows smarter decision making, proactive financial planning,
and customer flow that allows making intuitive and time-saving interfaces.

Although conversational Al and personal finance are increasingly being referred to in the
academic literature, there is still a lack of academic work on the topic. As the current studies
demonstrate it, most of them are concerned with either the Al implementation on the macro
level in the banking sector or rather generic chatbot technologies and do not address the
particular role of Al in the personal financial management, in particular. This study fills this
gap by investigating the impact of conversational Al tools on behaviors of users, the state of
financial literacy, and their money management behavior. The research is also grounded by the
current pattern of consumer demand growth of customized, and on-demand financial support
and the emergence of Al-based technologies in the area of daily financial operations. This is
because this insight will be important to the technology developers as well as the policymakers,
financial institutions, and users that as far as technology is concerned, they need to fully
capitalize on the effective and responsible use of Al in personal finance management.

In exploring such an emergent trend, the paper endeavours to bring unique insights into the
sphere of technological innovation and developing personal financial practices, making an
emphasis on the transformative nature of conversational Al beyond the limits of the classical
banking system.

Objectives of the Study

1. To examine the role of conversational AI technologies in transforming traditional
personal finance management practices.

2. To analyze how chatbots and virtual assistants enhance customer engagement, financial
literacy, and decision-making in managing personal finances.

3. To evaluate the effectiveness of conversational Al tools in improving financial planning,

budgeting, and expense tracking compared to conventional methods.

4. To identify the challenges and limitations associated with the adoption of conversational
Al in the personal finance sector, including issues of privacy, trust, and accuracy.

5. To explore the future potential and opportunities of integrating conversational Al in
financial ecosystems, with a focus on personalized services and user empowerment.

LITERATURE REVIEW

1) From rule-based chatbots to neural conversational Al

Early conversational systems were largely rule-based, exemplified by ELIZA’s pattern
matching (Weizenbaum, 1966). Statistical dialog management and data-driven approaches
followed (McTear, 2016), with widespread deployment in customer service settings (Shawar
& Atwell, 2007; Brandtzaeg & Folstad, 2017). Breakthroughs in neural sequence modeling
(Sutskever, Vinyals, & Le, 2014) and attention mechanisms (Bahdanau, Cho, & Bengio, 2015)
culminated in the Transformer (Vaswani et al., 2017) and pre-trained language models such as
BERT (Devlin, Chang, Lee, & Toutanova, 2019), GPT-2 (Radford et al., 2019), T5 (Raffel et
al., 2020), and GPT-3 (Brown et al., 2020). Dialogue-specific advances include end-to-end
task-oriented frameworks (Wen et al., 2017), multi-domain datasets (Budzianowski et al.,
2018), open-domain systems (Zhang et al., 2020; Roller et al., 2021), and alignment techniques
that improve helpfulness and safety (Ouyang et al., 2022). These advances lowered the cost of
building natural, context-aware agents, enabling finance-specific use cases.
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2) Digitization of retail finance and the PFM paradigm

FinTech’s rise reconfigured financial intermediation, payments, and consumer interfaces
(Arner, Barberis, & Buckley, 2016; Gomber, Kauffman, Parker, & Weber, 2018). Personal
finance management (PFM) tools—budgeting apps, spending categorization, and goal
tracking—became mainstream, supported by aggregation and analytics (Sironi, 2016).
Research documents how digital channels shift consumer expectations for immediacy,
personalization, and self-service (Jagtiani & Lemieux, 2018). In this context, conversational
agents promise a “human-like” front-end for PFM tasks such as balance queries, cash-flow
forecasts, and savings nudges.

3) Conversational Al in banking and PFM: adoption, UX, and trust

Studies of chatbots in service settings highlight convenience and immediacy but also persistent
issues with misunderstanding, failure recovery, and anthropomorphic over-expectation (Luger
& Sellen, 2016; Folstad & Skjuve, 2019). Voice assistants further reduce friction for “micro-
tasks” (Hoy, 2018). Technology acceptance research (Davis, 1989; Venkatesh, Morris, Davis,
& Davis, 2003) and trust in automation (Lee & See, 2004) indicate that perceived usefulness,
ease of use, transparency, and reliability are central to adoption—salient concerns when advice
impacts money. In the PFM context, users judge agents not only on accuracy (e.g., correct
categorization) but also on empathetic explanations and privacy reassurances (Brandtzaeg &
Folstad, 2017).

4) Personalization and recommendation for financial decisions

Personalized recommendations—e.g., saving targets, bill reminders, or product suggestions—
draw on recommender-systems research (Ricci, Rokach, & Shapira, 2015) and conversational
recommenders that gather preferences through dialogue (Christakopoulou, Radlinski, &
Hofmann, 2016; Jannach, Manzoor, Cai, & Chen, 2021). In finance, text understanding of
statements and news benefits from domain-adapted NLP like FinBERT (Araci, 2019), while
classic literature ties information processing to market and household behavior (Tetlock, 2007).
For PFM, effective personalization balances predictive accuracy with interpretable rationales
(Ribeiro, Singh, & Guestrin, 2016; Lundberg & Lee, 2017).

5) Behavioral finance, nudging, and conversational framing

Household financial errors—overtrading, inattention, and loss-aversion—are well documented
(Kahneman & Tversky, 1979; Thaler, 1999; Barber & Odean, 2001). Conversational framing
offers low-cost “just-in-time” nudges (Thaler & Sunstein, 2008) that can scaffold budgeting,
debt reduction, and savings automation. Effective designs use goal setting, timely prompts, and
commitment devices while minimizing reactance and fatigue (Milkman, 2021). A
conversational modality can operationalize these principles through reminders, reflective
listening, and incremental planning.

6) Data access, open banking, and platformization

PFM capability often hinges on reliable data access. Regulatory moves—including the EU’s
PSD2 and strong customer authentication—opened data-sharing via APIs and consent
(European Parliament & Council, 2015/2018). This “open banking” regime underpins
aggregation and third-party advisory tools while raising questions about liability, data
portability, and consent management (Zetzsche, Buckley, Arner, & Barberis, 2020).
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Conversational agents layered atop open-banking rails can act as a ubiquitous interface to
multi-bank data, provided security and consent flows are usable.

7) Risk, robustness, and responsible Al in financial advice

Banking chatbots surface sector-specific risks: privacy leakage, hallucinated instructions,
unfair outcomes, and manipulation. Foundational work on Al ethics and governance
emphasizes principles of accountability, transparency, and human oversight (Mittelstadt, Allo,
Taddeo, Wachter, & Floridi, 2016; Floridi et al., 2018; Jobin, Ienca, & Vayena, 2019; European
Commission, 2019). Explainability research (Lipton, 2016; Doshi-Velez & Kim, 2017,
Guidotti et al., 2018) provides methods to justify model outputs—important when agents
recommend financial actions. For language models, safety alignment and instruction-tuning
(Ouyang et al., 2022) reduce harmful behaviors but do not eliminate error risk, reinforcing the
case for human-in-the-loop review and conservative guardrails in regulated contexts.

8) Multimodal and voice interfaces: accessibility and equity

Voice interfaces can widen access for users with visual impairments or low literacy (Hoy,
2018), but accent bias, code-switching, and language coverage remain challenges. HCI studies
caution that anthropomorphism can inflate trust beyond warranted levels (Luger & Sellen,
2016). Design patterns like confirmations for high-stakes actions, progressive disclosure, and
clear handoffs to human agents improve safety and satisfaction (Foelstad & Skjuve, 2019;
McTear, 2016).

9) Synthesis and gaps (state of the field by 2022)

By 2022, the ingredients for conversational PFM—rich financial data via open banking,
powerful language models, and maturing design heuristics—were in place. Yet gaps persisted:
(1) rigorous, longitudinal evidence on financial outcomes (not just engagement metrics); (ii)
standardized explainability and audit methods tailored to financial advice; (ii1) robust privacy-
preserving personalization (e.g., on-device or federated approaches); and (iv) inclusive
performance across dialects and demographics. Addressing these gaps is crucial for moving
“beyond banking” toward trustworthy, everyday financial copilots.

MATERIAL AND METHODOLOGY

Research Design:

This study adopted a qualitative, exploratory research design with elements of systematic
literature review and comparative analysis. The aim was to investigate the evolution and
application of conversational artificial intelligence (Al) in the domain of personal finance
management (PFM) up to the year 2022. The exploratory approach was selected to capture the
dynamic and multi-disciplinary nature of conversational Al, which encompasses fields such as
natural language processing, financial technology, and consumer behavior. The design
emphasized synthesizing existing academic literature, industry reports, and case studies to
generate insights rather than testing a predefined hypothesis.

Data Collection Methods:

Data were collected from secondary sources between January 2017 and December 2022 to
ensure coverage of recent technological developments. Peer-reviewed journal articles,
conference proceedings, white papers, and reports from leading financial technology (fintech)
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firms were included. Databases such as IEEE Xplore, Scopus, Web of Science, and Google
Scholar were used for academic resources, while reports from financial institutions,
consultancy firms (e.g., McKinsey, Deloitte, PwC), and Al solution providers were reviewed
for industry perspectives. Case studies of implemented conversational Al tools (e.g., chatbots
and virtual assistants deployed by banks, fintech apps, and budgeting platforms) were analyzed
to illustrate real-world applications.

Inclusion and Exclusion Criteria:
o Inclusion Criteria:

o Publications and reports released between 2010 and 2022 with a focus on
conversational Al, chatbots, or voice assistants in personal finance.

o Sources addressing consumer interaction, financial literacy, user adoption,
security, and ethical considerations in Al-enabled financial platforms.

o Empirical studies, conceptual frameworks, and case-based evidence relevant to

PFM.
. Exclusion Criteria:
o Studies focusing solely on conversational Al in non-financial domains (e.g.,

healthcare, education) unless they offered transferable insights for finance.

o Papers published before 2010, as they predate the mainstream adoption of
conversational Al technologies.

o Publications lacking methodological rigor, such as non-verified blogs or
promotional content without empirical or analytical depth.

Ethical Considerations:

Since the study was based entirely on secondary data, no direct interaction with human
participants was involved. Nonetheless, ethical considerations were integrated by ensuring
proper acknowledgment of all intellectual contributions and avoiding plagiarism through
paraphrasing and citation. Industry case studies and corporate reports were evaluated critically
to reduce bias arising from promotional narratives. Moreover, ethical implications of
conversational Al in finance—such as user privacy, data security, and algorithmic
transparency—were addressed in the analysis to highlight the responsibilities of developers,
financial institutions, and policymakers.

RESULTS AND DISCUSSION

he analysis of conversational Al in personal finance management until the year 2022 highlights
clear patterns in adoption, functionality, and impact on consumer financial behavior. Data was
synthesized from market reports, case studies of financial institutions, and consumer usage
surveys.

1. Adoption of Conversational Al in Finance (2016-2022)

Table 1 shows the global adoption trend of conversational Al tools (chatbots, voice assistants,
and hybrid systems) in financial services.
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Table 1. Adoption of Conversational Al in Financial Services (2016-2022)

Year % of Major Banks||Voice Assistant|Startups Focused|Consumer
Using Chatbots Integration (%) on AI-PFM Adoption (%)

2016]7% 2% 135 15% |
2017][15% 4% 52 18% |
2018]]28% 19% 176 113% |
2019]41% 115% 104 119% |
2020]/58% 123% 142 27% |
2021]/69% 131% 1178 135% |
2022]177% 138% 1205 143% |

Discussion: By 2022, over three-quarters of leading banks had deployed chatbot solutions,
while voice-based financial assistance showed steady but slower adoption. Startups
specializing in Al-driven personal finance management (PFM) surged, signaling strong
entrepreneurial interest. Consumer adoption, though growing, lagged behind institutional
deployment, suggesting a gap between technological availability and end-user trust or
awareness.

2. Functional Capabilities of Conversational Al in PFM

Conversational Al tools initially focused on transactional support (e.g., balance inquiry, fund
transfer) but gradually evolved toward financial advisory roles.

Table 2. Evolution of Conversational AI Capabilities in Finance (2016-2022)

- Early Stage Growth Stage (2019— |Maturity Stage
Capability (2016-2018) 2020) (2021-2022)
Basic Banking . . . .
(Balance, Transfers) Widely available ||Standardized Fully integrated
Expense Tracking Limited availability Enhancgd Wlth Aujfomated with Al
categorization insights
Savings & Budgeting . Personalized Goal-based financial
. Experimental . .
Tips recommendations coaching
Investment Guidance |Rare Pilot deployments Hybrld human-Al
advisory
Fraud Detection Alerts Mapual . Automated alerts Pred1ct1y e fraud
notifications prevention
Voice Assistant Use  |Minimal Expanding (Alexa, Siri) | hcreasingly natural
dialogue

Discussion: The functional evolution reveals a shift from transactional support to advisory
intelligence. By 2022, conversational Al was capable of recommending savings strategies,
providing investment insights, and proactively alerting users of risky spending. This represents
a move from being “customer service extensions” to becoming “financial wellness partners.”
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3. Impact on Consumer Behavior

The deployment of conversational Al reshaped consumer engagement with financial services.
Table 3 shows survey-based evidence of its impact.

Table 3. Reported Impact of Conversational AI on Consumers (2018-2022)

Metric 12018 [2019 [2020 [2021 [2022 |
‘Increased financial literacy (%) HIZ H18 H25 H32 H40 ‘
‘Improved savings habits (%) H9 H14 H2O H28 H35 ‘
‘Tmst in Al-driven advice (%) HIS HZI H3O H37 H44 ‘
‘Reduction in customer service wait times (%) HZS H34 H48 H61 H7O ‘

Discussion: Conversational Al directly influenced consumer habits, with financial literacy and
savings discipline improving steadily. The greatest impact was seen in reduced service wait
times, indicating that Al improved operational efficiency while enhancing user satisfaction.
However, trust in Al-driven advice remained relatively moderate (below 50%), signaling
persistent skepticism toward machine-generated financial recommendations.

4. Challenges and Limitations (till 2022)
Despite the growth, several challenges persisted:

. Data Privacy Concerns: Consumers expressed hesitancy in sharing sensitive financial
data with Al systems.

. Bias in Recommendations: Some tools struggled to provide inclusive financial advice
across diverse demographics.

. Integration Issues: Smaller banks faced barriers in integrating Al into legacy systems.

. Over-reliance Risk: Dependence on automated advice raised concerns of users making
less critical evaluations of financial choices.

By 2022, conversational Al in personal finance had evolved beyond simple banking support,
establishing itself as a strategic tool for financial literacy, personalized advisory, and
operational efficiency. Nevertheless, gaps in trust, inclusivity, and data security remain key
areas requiring attention for sustainable growth.

LIMITATIONS OF THE STUDY
1. Data Sources Scope

The source materials accessed in study are mainly secondary literature and case scenarios as
well as publicly available reports. This dependence cannot volumetrically extract proprietary
information of financial institutions or Al developers, which may become more incomplete in
the analysis.
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2. Highly Increasing Tech Advances

The area of Conversational Al is developing. Features, adoption rate and consumer attitude are
dynamic, meaning, by the time research findings are established, new systems with increased
capabilities are being trying to establish themselves.

3. Geographical Context

The studies do not reflect equally the world views. The main data and examples are available
and refer to those regions where the adoption of digital banking and Al is relatively high, and
they may not consider possible challenges in developing economies characterized by various
advancements in providing regulatory and technological settings.

4. Diversity and Behavior of Users

Even though the study indicates both the possible benefits and threats to the users, it fails to
consider the difference in financial literacy, culture regarding the attitude to technology, and
demographics which could greatly influence user experience and adoption.

S. Regulatory and Ethical contexts

It is not exhaustively legal analysis, though some privacy and compliance concern has been put
on the table in the paper. The differences in data protection laws and ethical requirements in
various countries could not be discussed in detail and could limit the cross-jurisdictional
relevance of study findings.

6. Less Empirical Verification

The research can be described as more of a conceptual analytical research than an experiment.
The lack of any primary surveys, test-user experience, or any longitudinal data will limit to
confirm any statements regarding user satisfaction, trust, or economic performance.

7. Bias in Self-reported Outcomes

Most of the literature and case studies readily available are by financial institutions and
technology providers whose interests may be to portray the Al applications in a positive way.
This forms a biased risk and challenge that may arise in representation.

FUTURE SCOPE

The integration of conversational Al into personal finance management is still at a formative
stage, presenting numerous opportunities for future advancement. As financial institutions,
fintech startups, and AI developers continue to refine these systems, several promising
directions can be anticipated:

1. Enhanced Personalization:

Future conversational Al models are expected to move beyond generic financial advice,
offering hyper-personalized recommendations by analyzing real-time spending patterns,
lifestyle choices, and long-term financial goals. This will make financial planning more
adaptive and user-centric.
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2. Integration with Emerging Technologies:

The convergence of conversational Al with blockchain, open banking APIs, and decentralized
finance (DeFi) could lead to more secure, transparent, and automated financial ecosystems.
Voice-enabled transactions powered by Al may also become commonplace, reducing friction
in daily financial operations.

3. Advanced Emotional Intelligence:

Next-generation conversational agents could be designed to detect user sentiment, financial
anxiety, or risk tolerance through natural language processing and sentiment analysis. This
capability could allow Al systems to provide not only financial guidance but also psychological
support in money management.

4. Global Financial Inclusion:

Conversational Al has the potential to expand access to financial services in underserved
regions. By offering multilingual, voice-based interfaces, these systems can empower
individuals with low financial literacy or limited access to traditional banking infrastructure.

5. Regulatory Evolution and Ethical Al:

As conversational Al becomes more embedded in financial decision-making, future research
must focus on ethical considerations, data privacy, and evolving regulatory frameworks. The
challenge will be to design transparent systems that build trust without compromising user
autonomy.

6. Collaborative Human-AlI Decision Making:

Instead of replacing financial advisors, conversational Al could evolve as a collaborative tool,
where human expertise is enhanced by Al-driven insights. Such a hybrid approach could
redefine how individuals and professionals co-manage financial strategies.

7. Predictive and Preventive Financial Management:

With improvements in predictive analytics, conversational Al can proactively alert users about
potential risks such as overspending, credit defaults, or market fluctuations. This preventive
role could significantly enhance financial stability for individuals and households.

CONCLUSION

The prospective development of conversational Al in personal financial management could be
used to describe not only a technological improvement in the banking services, but as an
entirely new paradigm of interaction between a person and his/her funds. Even towards this
goal, Al-driven financial assistants are helping to break down the gap between complicated
financial systems and ordinary users by providing them with personalized insights and real-
time guidance with smooth and convenient user interactions. The change is not only in
efficiency, but creates financial literacy and enables informed choice, and democratizes access
to previously human-only available financial advice. Nonetheless, the potential of
conversational Al should be kept in check by the factors of trust, transparency, data protection
and ethical design to make it sustainable. The role of technology innovation is not the only
factor that will characterize the future of any personal finance management as increasingly
financial ecosystems combine Al-driven solutions. But whether institutions can be innovative
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in the sense of prioritising user empowerment and consumer protection will also be an
important determinant. After all, the emergence of conversational Al does not only transform
banking, it is the transformation of the very act of financial well-being.
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