FINANCIAL SERVICES

Design Al-Enabled
Financial-Service Workflows
Around Evidence, Policy,
and Human Authority

Financial-service Al creates value when evidence, policy, accountable
review, and traceable action remain connected.
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Financial-service operations depend on decisions that must be timely, consistent, explainable,
and supported by appropriate evidence. Cases may involve documents, policies, exceptions,
customer circumstances, operational controls, and multiple levels of review. Al can help people
manage this complexity, but the workflow must preserve the authority and accountability
surrounding consequential decisions.

The strongest opportunities are not defined by a model in isolation. They are defined by a complete
operating need: what information must be interpreted, which policy or guidance applies, who may
decide, when escalation is required, what evidence must be retained, and how the organization will
know whether the workflow improved.

A governed financial-service decision path

The original request remains connected to evidence, approved guidance, accountable human
judgment, and the action retained in the case history.

Evidence Policy-grounded

. Human decision Traceable action
assembly review

Original request

Controls Exceptions Escalation Retained history

Executive summary

» Document-intensive cases, operational exceptions, and policy-grounded reviews
can create valuable opportunities for Al assistance.

* Al should make evidence and guidance easier to use while approved policies,
controls, and human decision authority remain authoritative.

» Traceability should connect the original request, relevant evidence, guidance,
decision, owner, action, and outcome.

» Federal Reserve guidance emphasizes disciplined model development, validation,
governance, and controls appropriate to model risk.1
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Begin with the financial-service
workflow

A broad goal such as “use Al in operations” is not specific enough to guide responsible design.
Leaders should identify the case, decision, or recurring workflow that needs improvement. Examples
may include assembling evidence for review, interpreting document content, routing an operational
exception, identifying missing information, retrieving relevant policy guidance, or monitoring
unresolved work.

Each opportunity should be tied to an intended result. That may be faster case preparation, more
consistent use of approved guidance, better visibility into aging work, stronger escalation, reduced
rework, or more complete evidence for accountable decisions.

Keep evidence connected to the
case

Financial-service decisions often depend on information from several sources. Documents,
transaction records, customer-provided information, prior activity, policies, and employee
observations may all matter. Al can help classify documents, extract relevant details, compare
evidence, and identify missing or inconsistent information.

The output should not become detached from its source. Reviewers need to understand what
evidence supports a conclusion, what remains uncertain, and where additional information may be
required. This is especially important when a decision affects access, financial consequences,
customer treatment, or a regulated obligation.

Use policy-grounded guidance

Al can help retrieve and apply approved policies, procedures, service expectations, and decision
rules. That guidance should be based on current, authoritative sources and presented in a way that
supports review. The system should not quietly substitute generated language for approved policy.

When a case falls outside expected conditions, the workflow should preserve a clear route to human
judgment. Exceptions, ambiguity, conflicting evidence, and unusual consequences are not defects in
the operating model. They are reasons to define escalation and decision authority carefully.

Preserve accountable human
authority

Human review should be designed around the consequence and complexity of the decision. Some
activities may be appropriate for automation, such as organizing documents or checking
completeness. Others may require a person to evaluate context, approve an action, override
guidance, or communicate a decision.

Creative Excellence Group

3/6



The NIST Al Risk Management Framework encourages organizations to connect Al use with
context, governance, measurement, and management of risk over time.2 In practice, that means the
people using the capability should know what it can do, what it cannot determine, and how to
challenge or escalate its output.

Make the workflow traceable

A useful case record connects the original request, supporting evidence, applied policy or guidance,
reviewer activity, decision, action, escalation, and outcome. Traceability supports quality review,
issue resolution, learning, and accountability. It also helps leaders determine whether the workflow is
improving or merely moving faster.

What this looks like in practice

Consider a document-intensive operational exception. Al assembles the case, extracts relevant
facts, identifies missing evidence, and surfaces the approved policy sections most likely to apply. A
reviewer evaluates the evidence, resolves ambiguity, and determines the permitted response. If the
case exceeds defined authority or contains conflicting information, it is escalated with its context
intact. The final action and supporting evidence remain linked for follow-through and review.

This uses Al to strengthen case preparation while preserving policy, controls, and accountable
human action.

Measure more than speed

Cycle time matters, but it is not the only measure. Leaders may also examine completeness, rework,
consistency, escalation quality, aging, exception recurrence, customer impact, and whether
decisions can be supported by the retained evidence. Faster processing that produces weak
decisions is not improvement.

Design controls into the workflow

Controls are most useful when they are part of the work rather than an additional review layer
applied after the fact. Required evidence, permitted actions, approval limits, segregation of
responsibilities, escalation conditions, and retention expectations can be reflected in the case flow.
Al may help check completeness or surface relevant guidance, while the approved control remains
the authority.
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Prepare users for accountable
review

Reviewers need the original request, relevant evidence, applicable guidance, known limitations, and
a clear explanation of what the system contributed. The interface and training should reinforce what
users remain accountable for and make it easy to accept, modify, reject, or escalate a
recommendation without losing the decision history.

Use completed work to improve
the system

Case history can reveal incomplete requests, recurring policy uncertainty, stalled reviews, and
repeated exceptions. Leaders can use that evidence to improve intake, guidance, controls, training,
or workflow design. Because policies, products, risk tolerances, and regulatory interpretations
evolve, the improvement process also needs clear change ownership. Updates to categories,
knowledge, controls, or permitted actions should be tested, approved, released, and monitored
through a defined process. Leaders should determine whether open cases or prior decisions require
review and whether the change reduced recurrence without introducing a new problem. Al may help
surface the pattern, but accountable leaders decide what should change and how improvement will
be verified.

Questions leaders should ask

» Which case, review, or exception workflow should improve?

« What evidence must be present before action is taken?

» Which policies, procedures, and controls are authoritative?

« What may Al interpret, recommend, draft, or execute?

« Which decisions require human review, approval, or override?
» What conditions trigger escalation?

» What history must remain traceable?

» How will quality, timeliness, consistency, and customer impact be measured?

A practical starting point

Select one high-volume or high-consequence workflow with a clear owner. Examine how information
enters, where evidence is incomplete, how policy is applied, which decisions require judgment,
where work waits, and what happens after the decision. Then identify the specific activities Al can
strengthen without weakening approved controls or human authority.
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Design Al around accountable
financial-service work

Al can help financial-service teams manage evidence, policy, exceptions, and operational demand
when controls remain authoritative and people remain accountable for consequential decisions.
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About Creative Excellence Group

Creative Excellence Group is a founder-led advisory and technology firm that helps organizations identify
worthwhile Al opportunities, strengthen the work around them, and design practical Al-enabled solutions.
CEG connects operating insight, responsible Al, solution development, and capability building to produce
measurable results.

creativexgroup.com
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