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2025 has been a defining year, not because of how much it
changed, but because of how deeply it changed.
Across financial services, capital markets, and the broader digital

ecosystem, leaders found themselves navigating new expectations,
new threats, and new possibilities. One theme rose above the rest:
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Al didn’t just reshape technology; it reshaped how people al i g
think, decide, and build trust. i | FRel
As the year draws to a close, we reflect on the shifts that truly mattered: T'— [—=
the ones that transformed how organizations work, how customers =N ——

engage, and how the industry prepares for a future defined by =2

intelligence.
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2025 Highlights:

Five Shifts That Redefined the Digital Enterprise

Al Evolved from Automation to Intelligence

This year marked a transition from Al that performs tasks to Al that +
understands them. Enterprises moved toward systems that reason, 4+ A I
interpret context, and elevate human judgment, signaling a shift from

efficiency outcomes to intelligence outcomes. The question changed I

from "What can we automate?” to “What can we understand better?

Productivity Shifted from Output to Cognitive Clarity

For years, productivity conversations revolved around speed and volume.
In 2025, the focus moved to mental efficiency — reducing cognitive
overload, simplifying complex decision pathways, and enabling teams to
devote attention to higher-order work. The greatest productivity gains
came not from doing more, but from thinking better.

Customer Experience Moved from Personalization
to Understanding

Empathy has always been fundamental to customer experience, but
2025 was the first year enterprises could scale it intelligently. With Al
interpreting context in real time, organizations shifted from reactive
personalization to experiences that genuinely understood customer
needs, often before the customer expressed them. The result: digital
journeys that felt intuitive, perceptive, and deeply human.
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Trust Evolved from Security to Digital Confidence

Trust has always been the backbone of BFSI, but what customers
needed to trust changed dramatically.

Beyond safety, customers demanded clarity:

« How is my identity protected?

« How is my data used?

« How transparent are Al-driven decisions?

2025 expanded trust from security assurances to ongoing digital
confidence, where resilience, transparency, and explainability became
core to customer loyalty.

Fortifying Cybersecurity for the Digital Frontier

As Al scaled across the enterprise in 2025, security expectations shifted.
Protecting infrastructure was no longer enough; organizations needed to
secure models, data flows, and autonomous decision systems. Al
became both a new engine of innovation and a new dimension of risk. Al
without security limits progress. Security without Al limits capability.
Enterprises are now building trusted Al ecosystems that are resilient,
governed, and ready for scale.

Modernization Shifted from Roadmaps to Readiness

Rather than committing to multi-year transformation programs, 2025
saw organizations embrace modernization readiness; the ability to
evolve continuously as markets, regulations, and technologies shift.

Instead of betting on long-horizon transformation programs,
organizations are investing in adaptable foundations with architectures
designed to absorb change rather thanresist it.

- As these trends converge, we anticipate
What These Sh IftS 2026 as the year defined by maturity,

Signal for 2026 orchestration, and deeper intelligence:

Al Orchestration Explainability Identity Resilience Capital Markets Customer
Becomes the Becomes Takes Center Embrace Modular, Experience
Enterprise Engine Non-Negotiable Stage High-Availability Becomes
Coordinated Al With global policy Security willextend  Architectures Predictive and
agents, workfiows, updates underway, beyond fraud Performance, Proactive
and guardrails will transparent Al willbe preventioninto interoperability, and  CXwill shift from
anchor essential for trust unified identity adaptability become personalized
transformation. and compliance. protection across strategic responses to
people, processes, differentiators. anticipatory
and platforms. engagements that
feel seamless and
contextual.

2026 will reward institutions that combine ambition with discipline and
those who advance intelligence responsibly and build trust intentionally.
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To all our partners, collaborators, and readers: thank and a forward-looking start (o the rext
you for being part of this journey. Your curiosity, LAPPY @ e
questions, and insights continue to inspire the work ¥ |
we do and the future we imagine. 2025 was a year of Q/‘)\:K OU\S'Q
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strengthening foundations. 2026 will be a year of *
building upward. @/

We look forward to shaping it with you.
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