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The financial services landscape has experienced a seismic shift in customer 
expectations, with consumers increasingly demanding personalized, efficient, and 
seamless experiences at every touchpoint. Today’s consumers expect banking, 
insurance, lending, and investing experiences that are as personalized, efficient, and 
seamless as the best digital platforms. 

For instance, Forrester’s research indicates that 46% of consumers want 
personalized financial product offers tailored to their specific financial situation. This 
move toward hyper-personalization isn’t optional—it’s essential for competitive 
survival in an industry where nearly one-third of customers consider switching 
financial institutions after just one poor experience1.

The need for 
transformation

However, meeting these elevated expectations 
poses significant operational challenges for 
financial institutions. Contact center agents 
experience increasing pressure to manage more 
complex customer requests while adhering to 
strict compliance requirements and handling high 
service volumes. Agents must exhibit expertise 
in diverse topics ranging from loan applications 
and investment portfolios to insurance claims and 
credit card fraud inquiries.

The complexity is further intensified by the necessity to access multiple systems, 
keep up with rapidly evolving products and regulations, and provide consistent, 
accurate responses in every interaction. Traditional training methods and knowledge 
management systems frequently fall short in offering the real-time support agents 
need to thrive in these challenging situations. 

Agent assist technology represents a transformative approach to addressing these 
challenges, providing real-time, contextual guidance that empowers agents to 
deliver exceptional service while maintaining compliance and driving operational 
efficiency. These AI-powered solutions are becoming increasingly essential for 
financial institutions aiming to thrive in a competitive and demanding marketplace. 
With it, agents can respond with confidence, accuracy, and speed. Information can be 
better personalized for the customer. Most importantly, the human touch required in 
complex financial matters is preserved.

1. Source: J.D. Power 2024 U.S. Retail 
Banking Satisfaction Study.

As financial institutions accelerate their digital transformation, it is critical to overcome 
entrenched industry challenges to deliver the seamless service customers expect. 
Legacy systems, agent burnout, and strict regulatory requirements are persistent 
barriers that can undermine operational efficiency and customer satisfaction.

Addressing industry 
challenges

https://media.americascreditunions.org/articles/123519-jd-power-consumers-losing-trust-in-big-banks
https://media.americascreditunions.org/articles/123519-jd-power-consumers-losing-trust-in-big-banks
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Legacy systems continue to pose a significant obstacle, limiting agility and hindering 
the adoption of innovative technologies. Reliance on them is a top concern, as these 
systems consume a large share of IT budgets to maintain and create integration 
roadblocks for new digital solutions. This dependency not only increases operational 
costs but also hampers the ability to deliver real-time, personalized support that 
today’s customers demand.

These technology constraints directly contribute to agent burnout. Agents are 
expected to handle high volumes of complex requests, often switching between 
multiple disconnected systems to find information or complete tasks. This 
fragmented experience results in stress and fatigue, which is evident in the sector's 
high attrition rates. 

A Metrigy and RingCentral study found that contact center agent attrition has ranged 
between 22% and 31% over the past several years, with burnout cited as a key driver. 
The constant pressure to deliver rapid, accurate responses while navigating outdated 
tools makes it difficult for agents to consistently provide high-quality service.

At the same time, financial services operate in one of the most heavily regulated 
environments. Ensuring data privacy and compliance is not optional; it is essential for 
customer trust and business continuity. AI-powered solutions, such as RingCentral 
AI Agent Assist (AI Agent Assist), help institutions maintain a competitive edge by 
providing real-time monitoring, secure data handling, and automated compliance 
checks during every customer interaction.

Ensuring data privacy and compliance is an ongoing and complex challenge for 
financial services agents, who must navigate multiple regulations during a single 
customer interaction, depending on the nature of the request and the jurisdictions 
involved. These regulations encompass areas such as anti-money laundering 

https://assets.ringcentral.com/us/report/ai-changing-employee-customer.pdf
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Building on the critical need for data privacy and compliance, financial institutions 
are increasingly adopting agent assist solutions to empower their service teams 
and meet growing customer expectations. RingCentral's AI Agent Assist is an AI-
powered tool specifically designed for agents, offering real-time, in-context support 
that actively monitors customer interactions and provides contextual suggestions 
to ensure accurate, timely, and personalized resolutions. This solution leverages 
existing company resources, including knowledge bases, documents, and websites, 
to deliver instant answers and automate routine workflows, thus reducing manual 
searches and minimizing customer wait times.

Key features of RingCentral’s AI Agent Assist include real-time insights that 
enable agents to confidently and efficiently address customer inquiries, as well 
as automated workflows that streamline repetitive tasks and ensure consistent 
compliance with regulatory requirements. The system's AI continuously evaluates 
interactions, surfacing the most relevant information and guiding agents through 
complex processes, which has been shown to reduce call handle times by up to 20% 
in real-world deployments. Agents also benefit from AI Agent Assist's ability to unify 
information across knowledge bases, ensuring that up-to-date policies, procedures, 
and product information are always readily available.

Integration is a cornerstone of RingCentral’s approach, with AI Agent Assist 
designed to work seamlessly alongside existing communication platforms, such 
as Microsoft Teams, as well as leading CRM systems commonly used in financial 
services, including Salesforce, HubSpot, Microsoft Dynamics, and others. This 
deep integration ensures agents have a consolidated view of customer data and 
interaction history, enabling more personalized service and faster resolution times. 

AI Agent Assist makes it possible to embed AI-driven workflows directly into the 
platforms agents use, surfacing the needed details faster. This enables financial 
institutions to accelerate digital transformation, improve agent satisfaction, and 
deliver the high-quality, personalized experiences customers expect.

What are agent assist 
solutions?

(AML), know your customer (KYC), SEC 17a-4, the Gramm-Leach-Bliley Act (GLBA), 
FINRA, Dodd-Frank, Sarbanes-Oxley (SOX), the California Consumer Privacy Act 
(CCPA), PCI DSS, and state-specific laws, each imposing strict requirements for data 
protection, customer authentication, and fair practices. Non-compliance can result 
in severe financial penalties, legal action, and reputational harm, making it essential 
for contact center agents to remain current with evolving rules while safeguarding 
sensitive customer information.

Unlocking the full potential of RingCentral AI Agent Assist in financial services 
requires a deliberate and phased strategy that aligns technology investments with 
business outcomes and focuses on continuous improvement.

Define objectives and prioritize use cases: The journey begins by setting 
measurable goals such as improving customer satisfaction, streamlining manual 
processes, and lowering operational expenses. These objectives are then mapped 
to the most valuable applications of AI Agent Assist. Common starting points include 
reducing response times for routine banking questions, accelerating insurance 
claims handling, simplifying loan tracking, and supporting advisors with up-to-date 
portfolio insights. By targeting these high-value scenarios, financial institutions can 
quickly demonstrate the tangible benefits of AI Agent Assist.

Leveraging RingCentral  
AI Agent Assist 
strategically in financial 
institutions

https://ir.ringcentral.com/news/press-release-details/2025/RingCentral-Highlights-AI-Momentum-and-Innovation-that-Transforms-Customer-Experiences/default.aspx
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Integrate seamlessly across systems: Achieving these outcomes depends on 
integrating AI Agent Assist across all customer engagement channels—whether 
customers reach out by phone, chat, or SMS. The solution must work seamlessly 
with existing CRMs, contact center platforms, and even older core banking systems. 
Leveraging open APIs, organizations can unify data and workflows, ensuring that 
agents have a comprehensive view of the information needed to support every 
customer interaction while maintaining rigorous data protection and compliance 
standards throughout deployment and use.

Maximize AI capabilities for efficiency: To drive efficiency, financial institutions 
should leverage advanced AI features, including intelligent call routing, real-time 
data analysis, and adaptive machine learning models. These capabilities empower 
appropriately skilled agents to deliver more relevant and personalized responses 
while automating time-consuming tasks, resulting in quicker resolutions and a more 
satisfying customer experience. Automation also reduces the risk of human error, yet 
allowing human agents to dedicate more attention to complex or sensitive issues.

Monitor, scale, and innovate: Continuous improvement is key to sustaining value 
from any investment, and AI Agent Assist is no different. By regularly reviewing 
performance metrics, institutions can fine-tune their processes, identify new 
opportunities for automation, and ensure that both agents and customers benefit 
from ongoing enhancements. Investing in agent training and change management 
helps teams confidently adopt new tools, while a culture of innovation ensures the 
organization can adapt to evolving customer needs and regulatory requirements.

Taking a strategic approach to deploying AI Agent Assist unlocks transformative 
benefits for financial institutions. With it, you can fundamentally reshape how agents 
deliver service and support.

Why AI Agent Assist 
matters in financial 
services
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Enhanced productivity: At its core, AI Agent Assist drives improved efficiency by 
automating routine, repetitive tasks, such as data entry, transaction verification, and 
document retrieval, allowing agents to dedicate more time to building meaningful 
customer relationships and addressing complex needs. 

Improved accuracy: AI Agent Assist provides real-time, context-aware insights and 
compliance prompts during every customer interaction, significantly reducing the 
risk of costly errors and regulatory missteps. This is especially important in financial 
services, where the margin for error is slim, and the consequences of mistakes 
can be severe. By surfacing the most relevant knowledge and up-to-date policy 
information, AI ensures that agents deliver precise, compliant answers, regardless of 
whether they are handling a loan inquiry, processing an insurance claim, or guiding a 
client through investment options.

Faster resolutions: Speed is also a hallmark of AI-driven support. With intelligent 
search and AI-suggested responses, agents can resolve customer questions and 
requests more efficiently, minimizing hold times and eliminating the need to consult 
multiple systems or supervisors. This rapid resolution capability is crucial in a sector 
where customer expectations are rising and competition is fierce. According to 
RingCentral research, organizations leveraging AI in their contact centers have seen 
an average 39% reduction in the time to completion for customer interactions2.

Increased satisfaction: Ultimately, AI Agent Assist enhances customer satisfaction by personalizing every 
interaction and ensuring a consistent experience across all lines of business, including banking, insurance, 
mortgage, and wealth management. By equipping agents with the correct information at the right moment, 
institutions can deliver proactive, tailored service that builds trust and loyalty. As financial services continue 
to evolve, AI Agent Assist stands out as a vital tool for meeting the demands of today’s customers while driving 
operational excellence. RingCentral customers using AI Agent Assist have reported a 60.7% improvement in 
customer satisfaction2.

2. Source: “How AI is Changing 
Employee & Customer Experiences,” 
Metrigy & RingCentral, 2024 

https://www.ringcentral.com/report/ai-changing-employee-customer-metrigy-report.html
https://www.ringcentral.com/report/ai-changing-employee-customer-metrigy-report.html
https://www.ringcentral.com/report/ai-changing-employee-customer-metrigy-report.html
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By addressing these targeted use cases, AI Agent Assist empowers financial 
institutions to deliver more responsive, accurate, and personalized service across 
every line of business.

Key use cases for 
financial services

Insurance

For insurance providers, AI Agent 
Assist transforms claims management 
by validating submitted data against 
policy terms and historical records, 
thereby reducing manual errors and 
accelerating the claims process. 
Automated document retrieval 
streamlines underwriting and claims 
workflows, minimizing delays, improving 
accuracy, and providing the necessary 
information at the agent's fingertips. AI-
generated call scripts also help agents 
upsell coverage by delivering tailored 
recommendations while ensuring 
compliant communication.

Mortgage

In mortgage lending, AI Agent Assist 
guides customers and agents through 
document submission and regulatory 
compliance, reducing friction and 
ensuring all requirements are met. With 
AI, interest rates and payment plans can 
be instantly calculated, providing clear 
options tailored to each customer's 
profile. Automated responses to 
frequently asked questions about 
refinancing or loan terms further 
enhance the customer experience and 
allow agents to focus on more complex 
cases.

Wealth Management

Wealth management teams benefit from 
AI-powered portfolio analysis tools that 
deliver real-time performance updates 
and actionable insights agents can 
share with clients. Intelligent search 
capabilities allow agents to quickly 
address tax and compliance-related 
queries, while AI-driven guidance helps 
tailor investment recommendations to 
each customer’s unique financial goals 
and risk tolerance.

To realize the transformative benefits of agent assist solutions, financial institutions 
are deploying them across a range of specialized scenarios to drive efficiency, 
accuracy, and customer satisfaction.

Banks & Credit Unions

In banking and credit unions, AI Agent Assist supports agents throughout the 
loan application process by guiding them through compliance requirements and 
automating document checks to power faster and more accurate approvals. Agents 
can instantly respond to account-related inquiries, such as checking balances or 
transaction confirmations, using integration with legacy banking systems, ensuring 
consistent and timely service. Additionally, fraud detection transaction patterns can 
be surfaced to agents, enabling them to reassure customers with proactive security 
measures.

Forrester’s 2024 CX Index reveals that customer 
experience (CX) quality across all industries 
has declined for the third consecutive year, with 
effectiveness scores dropping to 64% (from 68%) 
and ease scores to 66% (from 69%).
 
Sources: Jacques, Pete. (2024). Blog: "Customer Experience Quality In The US Falls 
To An All-Time Low." Forrester.

https://www.forrester.com/blogs/us-cx-index-2024-results/?utm_source=newsroom&utm_medium=pr&utm_campaign=cx24na
https://www.forrester.com/blogs/us-cx-index-2024-results/?utm_source=newsroom&utm_medium=pr&utm_campaign=cx24na
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Financial institutions are leveraging RingCentral AI Agent Assist to transform the 
way agents work, ensuring every customer interaction is efficient, compliant, and 
insightful.

AI-powered features: Capabilities such as real-time call transcription, sentiment 
analysis, and automated follow-ups allow agents to focus on customer needs rather 
than manual note-taking or repetitive administrative tasks. These capabilities not 
only increase productivity but also ensure more accurate and consistent service by 
providing agents with immediate, context-aware guidance during every conversation.

Unified omnichannel experience: The core of RingCentral’s approach is seamlessly 
integrated voice, chat, email, and other digital channels into a single, intuitive 
platform. This consolidation simplifies workflows and provides agents with a holistic 
view of each customer's journey, enabling faster resolutions and more meaningful 
engagement across banking, insurance, mortgage, and wealth management 
services. Integration with leading CRM systems and core financial platforms ensures 
that all relevant data and communication history are accessible in real-time, further 
streamlining operations.

Continuous learning: RingCentral’s machine learning algorithms analyze every 
interaction, refining recommendations and adapting to new scenarios based on 
evolving customer needs and regulatory requirements. This ensures that agents are 
always equipped with the most relevant information and best practices, supporting 
ongoing improvement in both service quality and compliance.

Advanced reporting and analytics: By analyzing 100% of customer interactions, 
RingCentral's AI Interaction Analytics infers customer satisfaction scores, identifies 
factors influencing CSAT, and highlights opportunities for agent coaching and 
process optimization. These actionable insights enable financial institutions to make 
data-driven decisions, continually enhance customer experiences, and maintain a 
competitive edge in a rapidly evolving market.

RingCentral AI Agent 
Assist drives success for 
financial services

RingCentral AI Agent Assist provides a range of strategic advantages that enable 
financial institutions to thrive in today's fast-paced, highly regulated environment.

Agents receive real-time assistance, gaining immediate access to relevant customer 
data, contextual insights, and suggested next steps. This not only boosts agent 
confidence and efficiency but also enables more meaningful customer interactions, 
as agents can focus on building relationships rather than manually gathering data.

AI-powered compliance is a cornerstone benefit, with automated tools that monitor 
regulatory requirements, flag potential issues, and reduce the risk of human error. 
By continuously learning and adapting to new regulations, these solutions enable 
financial institutions to maintain accuracy and adhere to strict standards, even as 
regulations evolve. Agents provide up-to-date, compliant information at all times, 
protecting your institution from financial penalties, reputational damage, and potential 
liabilities.

Seamless integration is another critical advantage. AI Agent Assist works effectively 
with established CRMs, knowledge bases, contact center platforms, and legacy 
banking systems. It unifies data from multiple sources, enabling agents to deliver 
consistent, informed service across all customer touchpoints. This approach 
streamlines workflows and ensures that agents always have access to the most up-
to-date information.

Key benefits for financial 
institutions
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These capabilities translate directly into improved KPIs: financial institutions report higher customer satisfaction 
scores, reduced average handle times, and increased employee productivity after deploying AI-driven assistive 
technologies. By automating repetitive tasks and providing actionable insights, AI enables agents to resolve 
inquiries more efficiently and accurately, ultimately driving operational excellence and fostering stronger 
customer loyalty. Organizations that have deployed AI Agent Assist have also benefited from reductions in agent 
attrition of up to 45.3%.

Reduction in agent attrition

Increase in first contact resolution

Reduction in average call handle time

Impacts of AI Agent Assist

Decrease in escalations
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50%

35%

30%

20%Increase in employee satisfaction

40%30%

https://www.ringcentral.com/report/ai-changing-employee-customer-metrigy-report.html
https://www.ringcentral.com/report/ai-changing-employee-customer-metrigy-report.html
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The adoption of agent assist solutions is redefining what's possible for financial 
institutions, bringing measurable gains in efficiency, customer experience, and 
regulatory confidence. By streamlining repetitive processes and equipping agents 
with instant, context-rich insights, these solutions enable teams to handle inquiries 
efficiently and accurately, leading to smoother operations and more satisfied clients. 
Automated compliance checks and seamless connectivity with existing CRMs and 
communication tools help organizations stay ahead of evolving regulations while 
ensuring that every customer touchpoint meets the highest standards for service 
and security.

Innovative AI technologies are now at the heart of operational excellence and 
sustainable growth in the financial sector. Features such as real-time transcription, 
advanced analytics, and adaptive learning allow agents to continually refine their 
approach while leadership gains deep visibility into performance and emerging 
trends. As the industry faces mounting expectations from both customers and 
regulators, those who invest in robust AI solutions will be best positioned to meet 
today's challenges and seize tomorrow's opportunities.

It’s time to reimagine how your teams work and deliver value. By embracing 
RingCentral’s AI Agent Assist, your institution can modernize agent workflows, 
enhance compliance, and provide the exceptional service experiences that 
distinguish you in a competitive market. Contact RingCentral today for a personalized 
demonstration and discover how AI Agent Assist can make an immediate impact.

Conclusion:  
The road ahead for 
financial services
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About RingCentral

RingCentral Inc. (NYSE: RNG) is a leading provider of AI-driven 
cloud business communications, contact center, video and 
hybrid event solutions. RingCentral empowers businesses 
with conversation intelligence, and unlocks rich customer 
and employee interactions to provide insights and improved 
business outcomes. With decades of expertise in reliable and 
secure cloud communications, RingCentral has earned the trust 
of millions of customers and thousands of partners worldwide. 
RingCentral is headquartered in Belmont, California, and has 
offices around the world.

For more information, please contact a sales representative.  
Visit ringcentral.com or call 855-774-2510.
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