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Partner, Jersey Office Leader and
Clients and Industries Leader
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Reinvention in the age of AI

Objectives for today:
• To reconnect with you all 

• To share expert insights from the 
PwC network on the future of 
financial services in the age of AI

• To explore opportunities arising for 
the future competitiveness of our 
financial services industry

The wave of AI 
disruption is a tsunami 
– and it’s already here. 
AI investment is a 
defensive necessity to 
maintain market share. 
Organisations that don’t 
get the foundations 
right will be left behind.
PwC Channel Islands CEO Survey 
2026

“
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6/10
Channel Islands 
business leaders are 
worried whether their 
company is 
transforming fast 
enough to keep up with 
technology and AI.

PwC Channel Islands CEO Survey 
2026
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Our recent surveys and thought leadership
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https://www.pwc.com/jg/en/publications/ceo-survey.html
https://www.pwc.co.uk/industries/financial-services/vision.html
https://www.pwc.lu/en/financial-crime/anti-money-laundering/emea-aml-survey-2026.html
https://www.pwc.com/jg/en/publications/ceo-survey.html
https://www.pwc.co.uk/industries/financial-services/vision.html
https://www.pwc.lu/en/financial-crime/anti-money-laundering/emea-aml-survey-2026.html
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Most Channel Islands CEOs are yet to realise benefits from AI
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So far, only 8% of Channel Islands 
CEOs have successfully decreased 
costs and grown revenues by 
using AI, versus 12% globally.

Net decrease

No change

Net increase

Net decrease Net increase

Revenue changes due to AI

Cost changes due 
to AI

No change

0% 17% 8%

0%50%

14%

0%

0% 11%

(12% global)

(8% global)

(9% global)

(1% global) (13% global)

(42% global)

(12% global)

(0% global)

(1% global)

Source: PwC Channel Islands CEO Survey 2026
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58%

48%

55%

28%

35%

23%

10%

18%

23%

8%

13%

5%

10%

5%

Agree Strongly agree

1. Culture: The culture of our company enables the 
adoption of AI

2. Tech: Our technology environment is enabling the 
integration of AI

3. Governance & risk management: Our company 
has Responsible AI and risk processes

4. Roadmap: Our organisation has a clearly defined 
roadmap for AI initiatives

5. Investment: Our level of AI investment in sufficient 
to deliver the organisation’s AI goals

6. Data: Our most-used AI tool has access to all of our 
documents and data

7. Skills: Our organisation is able to attract high-
quality, technical AI talent

1

2

3

4

5

6

7

Channel Islands CEOs believe they have the company culture and tech 
environment for AI, but need to strengthen data access and talent 
Channel Islands CEO view of progress against seven foundations for successful AI adoption 
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Agenda

1 15:30 Welcome Lisa McClure, Partner and Jersey Office 
Leader, PwC Channel Islands

2 15:40 Keynote address Leo Johnson, Chair of Advisory 
Council, PwC UK

3 16:10 Fireside chat and 
audience Q&A

Lilia Christofi, EMEA FS Data, AI and 
Tech Lead, PwC UK

Chris Eaton, Chief Technology Officer, 
PwC Channel Islands

Moderated by Callum McCutcheon, 
Advisory Director, PwC Channel Islands

4 16:50 Wrap-up Lisa McClure, Partner and Jersey Office 
Leader, PwC Channel Islands

5 17:00 Networking drinks and canapés reception
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Keynote address

2
Leo Johnson

Chair of Advisory Council, 
PwC UK
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Fireside chat3
Lilia Christofi 
EMEA FS Data, AI and 
Tech Lead, PwC UK

Chris Eaton
Chief Technology Officer, 
PwC Channel Islands

Callum McCutcheon
Advisory Director,
PwC Channel Islands

Moderator

#PwCAI
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Financial Services: the path to ROI from AI

AI
embedded

AI-led

Reinvention

Agentic 
enterpriseAI-led

AI embedded Reinvention

Agentic 
enterprise

FY26 + 
adaptive, embedded systems that 

learn from feedback

Increasing momentum for deployment 
of AI based standalone tooling

Active conversation with emerging 
solutions – organisations struggling to 
adapt

Last 12 months
AI Led pilot and early adopter phase

C-Suite alignment & AI CoE

Scalable and Repeatable Delivery 
Methodology

New Operating Model

AI Transformation
Becoming an Agentic Enterprise
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From process-led to intent-led 
The question changes – and that changes everything that 
follows.

Process-led
“Which team owns this 
workflow?”
Cases move through queues.
Context is reconstructed.
Work is manually coordinated by 
people and meetings.

Intent-led
“What outcome or risk is 
present?”
Signals become meaning.
Policy is applied to the situation.
Action is orchestrated across 
agents, people and systems.

This is a shift from product journeys to life journeys: money, 
family, business resilience, confidence and trust.

Reinvention in the age of AI 11
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Reinventing the operating model is a critical challenge in becoming an 
Agentic Enterprise and fully realising the value of AI

Reporting and analytics

Strategy

Product management

C
us

to
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er
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nc

e 

Operations

Risk and compliance

New Operating model

Real-Time Decision Layer 
(Enterprise Intelligence Platform)

(previously Analytics/BI/MI/Reporting).

Role: Converts signals into decisions, patterns and intelligence

Real-Time Execution Layer 
(Experience Platforms + Delivery) – 

(previously channels teams, product teams and Ops).

Role: Delivers experiences, journeys, and productivity

Control Tower
(Previously fragmented across CISO, CDO, CIO, CRO, 

Operations & Compliance).

Role: Continuously monitors the entire enterprise system.

Traditional Operating Model Agentic Enterprise Operating Model

Reinvention in the age of AI
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Five elements of an agentic financial services enterprise

A continuous 
loop of intent, 
intelligence, 
action and 
improvement

Intent
What outcome is 
being pursued?

Context
What is true, 

relevant, connected 
and permissible?

Decisioning
What action should 
be taken, by whom, 

under what 
threshold?

Execution
How is action 
orchestrated 

across agents, 
people, and 
systems?

Learning
What changed? 

What worked, what 
failed, and what 

must be improved?

Human and worker in the loop

Agentic bank
Bounded autonomy.

Human + worker in the 
loop.

Trusted, explainable,
and accountable.

Intent triggers
the search for
relevant 
context

Learning updates
system, knowledge

and workforce

Decisioning triggers orchestration and tasking

1

2

34

Execution produces
outcomes, events

and evidence

5
Human direction, 
agent execution1

E2E outcomes,
not functions2

Shared capability 
at scale3

Foundations that 
enable, not 
control

4
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Five imperatives for the journey 
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The path to agentic enterprise is not a catalogue of use cases. It is a repeatable operating 
system for change. The winners will not have the most agents. They will have the most 
coherent enterprise.

Define the value chain and the work-shape before using 
the model.

Create reusable patterns with metadata, ownership, 
controls and test harnesses.

Use ontology, semantic knowledge and context to make 
the institution understandable to machines.

Be explicit where reasoning becomes action, interference 
becomes truth, routing creates accountability.

Human judgement becomes irreplicable for value 
conflicts, confidence cliffs, irreversible decisions.

Start with business outcomes, not agents

Build agent blueprints, not one-off pilots

Create the central spine

Govern interfaces, not just components

Redesign human work around judgement



PwC

Fireside chat3
Lilia Christofi 
EMEA FS Data, AI and 
Tech Lead, PwC UK

Chris Eaton
Chief Technology Officer, 
PwC Channel Islands

Callum McCutcheon
Advisory Director, 
PwC Channel Islands

Moderator

#PwCAI
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Wrap-up and close

4
Lisa McClure
Partner, Jersey Office Leader and
Clients and Industries Leader,
PwC Channel Islands
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Key takeaways    
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AI is here to stay

• Organisations that don’t move as fast as 
the technology are ripe for disruption.

• Technology always carries risks; the 
question is how we prepare and deal 
with these.

• In the long term, technology will not be 
the advantage, the human component 
will be.

AI represents a significant 
opportunity, but only if we:

• Take a proportionate approach focusing 
on where it can transform our 
businesses. 

• Get our data and information systems in 
order.

• Evolve and access the necessary 
technology skills and soft skills.
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PwC Channel Islands 
contacts - Jersey

Lisa McClure
Partner and Jersey 
Office Leader
+44 7700 838315
lisa.mcclure@pwc.com

Neil Howlett
Partner and Advisory 
Leader
+44 7700 838349
neil.howlett@pwc.com
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Mark Hunter
Advisory Partner
+44 7700 838373
m.hunter@pwc.com

Chris Eaton
Chief Technology Officer
+44 7797 900015
chris.eaton@pwc.com
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Thank you

© 2026 PricewaterhouseCoopers CI LLP. All rights reserved. Not for further distribution without the permission of PwC. 
In this document “PwC” refers to the CI member firm and may sometimes refer to the PwC network. Each member firm 
is a separate legal entity. Please see www.pwc.com/structure for further details.pwc.com/jg
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