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Today’s guests

Michael Lutz
Managing Director, Northeast and Southeast SVP, Business Banking Strategy
Commercial Banking Segment Head, Executive
J.P. Morgan Bank of America
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Less than half of bankers advise clients on strategic decisions impacting
their business

ACCOUNT OFFICER PROVIDED ADVICE LEVEL OF INVOLVEMENT IN PROVIDING STRATEGIC ADVICE

38%

34%

Did not provide
advice
26%

11n 4 Account
Officers did not
provide advice in
the last year

20%

>

9%

Extremely involved Somewhat involved Not very involved Not at all involved
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Q: How involved is your Account Officer in advising you on strategic decisions impacting your business? S
Q: How involved is y 9y 9 pacting y 3 ‘ (FET) BARLOW RESEARCH
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Satisfaction and loyalty increase drastically when Account Officers provide
strategic guidance

SATISFACTION AND LOYALTY METRICS

75% 74%
69%
62.4
25%
7.6 9%

NPS Repurchase At risk of changing Overall AQO satisfaction
% Very likely primary bank satisfaction % Very satisfied

% Very satisifed

B Provided advice ® Did not provide advice
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Less than one-quarter of middle market businesses have used Al-powered
financial tools: users mentioned ChatGPT most frequently

USED AI-ENABLED FINANCIAL TOOLS

Unsure ChatGPT

3%

Gemini, Claude, other Al

2 2 % CoPilot
Have used an Al
enabled financial
tool in the last 12
months

No
75%

»

Cash flow forecasting
AP/AR processes

Accounting Software Reconciliation

$10MM-<$50MM
Yes: 23%

$50MM-<$500MM

Yes: 19% Other

Q: During the last 12 months, has your company used any Al (artificial intelligence) enabled financial tools?
Q: If yes, which Al-enabled financial tools were used?

$10MM-<$500MM
Al Finance Tools Flash Panel 2026

AI-ENABLED TOOLS USED

N 57%
I 2%
I 1%

B 2%

N 119

B

B -

B $10MM-<$500MM
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Middle market businesses, overwhelmingly, felt they needed guidance on
the best way to use Al in financial management or operations

Al GUIDANCE NEEDED FROM FINANCIAL PROVIDERS

Not sure
No guidance

A little guidance
85%

of businesses felt
they needed some Al
guidance

® Some guidance

B A great deal of guidance

Q: How much guidance do you feel your business needs from your financial providers about the best way to use Artificial
Intelligence (Al) in financial management or operations?
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Middle market businesses would like more advice around using Al to
detect fraud or automating routine tasks

MOST HELPFUL AREAS OF ADVICE ABOUT USING Al

Detecting and Automating General Managing Improving
preventing routine tasks education customer cash flow
fraud or (eg, reconciliations, @ zroynd Al and payments or forecasting or
suspicious E— data security collections financial
transactions planning

76% 65% 52% 44% 35%
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