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Scaling personalized offers with Al

The next frontier in financial services

Why banks are still falling short — even with all the data in the world

Despite having cutting-edge analytics and armies of data scientists, banks are still struggling to execute
personalized offers at scale. Why? Because the systems powering offer execution, fulfilment, and compliance are
too rigid, slow, and disconnected from the front-end intelligence.

Marketing teams know the right offer to make. But what they don't have is the operational agility to act on that
insight in real time. Offers get delayed, watered down into one-size-fits-all packages, or launched without the
fulfillment infrastructure to support them. And when customers don't activate or complete the offer journey?
That's lost loyalty, lost revenue, and frustrated teams across marketing, legal, and IT.

The reality: Getting the product into a customer’s hand isn't the finish line — it's the starting point

In financial services, profitability comes not from product issuance, but from product usage. A credit card unused,
a deposit account left idle, is just a liability. The offer is the mechanism that drives activation, engagement, and
long-term loyalty. But today's fragmented tech stacks can't keep up with the speed at which offers must evolve
based on market changes, customer behavior, or regulatory shifts.
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Capgemini and Naehas: A strategic partnership built for scalable personalization

The combination of Capgemini's deep industry expertise and system integration leadership with Naehas'
intelligent offer management platform lets financial institutions close the gap between insight and execution.
Together, we empower banks to:

* Dynamically segment audiences.

+ Run dozens (or hundreds) of offers simultaneously.

+ Personalize based on usage patterns, customer history, and live engagement signals.

« Track a customer's progress through offer engagement and fulfillment (and nudge them to complete it).
* React instantly to interest rate changes, inventory issues, or compliance updates.

Capgemini brings the strategic, regulatory, and technical know-how needed to embed Al agents into marketing
operations. Naehas delivers the agile infrastructure required to operationalize them at scale. As documented in
recent Adobe and Forrester studies, banks that prioritize seamless digital transformation — especially in offer
creation, deployment, and fulfillment — outperform competitors in time-to-market and customer experience.

Together, Capgemini and Naehas offer a proven benchmark-backed approach: enabling 3x personalization, a
60-70% improvement in go-to-market SLAs, and up to $750K in reduced operational costs, as evidenced in a top
10 U.S. bank’s transformation program [28tsource] .

It's not just about launching an offer. It's about managing it in-market — tracking behaviors, ensuring compliance,
and communicating transparently with customers every step of the way.

Where the breakdown happens: Offer management's efficiency and personalization gaps

Even with great ideas, most banks struggle with one or more of the following friction points:

Efficiency gap

. Long lead times due to manual content creation, Generic offers based on broad demographics or
Offer creation . . - .
compliance reviews, and rigid templates product-level attributes
Targeting and Limited segment execution due to system Inability to scale to micro-segments or keep up
segmentation constraints with behavior-based personalization

Deployment and
activation

Offers not contextually aligned with user

Manual deployment cycles delay launch behavior or channel

Engagement and
fulfillment

Lack of proactive nudges, reminders, or

No real-time status tracking or reward visibility . ; ;
incentives post-signup

Governance and . . Risk of regulatory missteps from offer content to
. Manual review processes slow delivery ;
compliance reward disbursement
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Al in action: Unlocking efficiency and personalization at every step

Capgemini and Naehas leverage three core Al agents to transform the offer management lifecycle:

Role in the process

Offer creation Generates and places targeted offers based on customer profiles, behavior, and market data. Aligns
agent messaging with compliance from the start.

Engagement Manages the customer journey from application to product usage. Sends reminders, tracks eligibility,
agent delivers rewards, and adapts the experience in real time.

Oversees all offer communications and rules. Ensures regulatory compliance, auto-validates disclosures,
and logs auditable activity.

Governance agent

Five ways agentic Al is revolutionizing offer management

1. Real-time offer assignment
The offer creation agent interprets customer behavior and context on the fly to assign the most relevant offer
dynamically, without the need for manual segmentation.

2. Hyper-personalized fulfillment triggers
The engagement agent adjusts fulfillment thresholds (like spend or deposit windows) based on real-time
behavior and optimizes engagement tactics accordingly.

3. Adaptive post-signup campaigns
From application to usage, the engagement agent keeps customers progressing — “You're 80% of the way to
your $300 bonus!” — enhancing experience and results.

4, Self-learning compliance and review
The governance agent uses GenAl to auto-generate compliant copy, review terms, and maintain a
documented audit trail, cutting weeks off review cycles.

5. Automated experimentation at scale
All agents collaborate to test multiple versions of offers, monitor performance, and optimize delivery
strategies — without overburdening teams.
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Through the eyes of the customer: How Al agents personalize the journey

Let's bring the offer management process to life through three customer personas — and explore how Al agents
shape their journeys from first interaction to fulfillment:

Persona 1: Maya
A young professional taking
out her first credit card

Goal: Wants a flexible travel
rewards card with a compelling
sign-up bonus.

Al at work:

« Offer creation agent detects
Maya's site behavior and
assigns her to a millennial urban
traveler segment, surfacing a
relevant 75,000-point bonus.

Engagement agent tracks her
journey post-application,
sending reminders like “You're
$500 away from your bonus.” It
confirms usage, processes
rewards, and boosts loyalty.

Governance agent ensures
that Maya's offer complies
with regulatory terms across
all channels and retains an
audit trail.

Persona 2: David
A retiree consolidating his
finances

Goal: Seeks a high-yield savings
account with simple onboarding.

Al at work:

+ Offer creation agent surfaces a
low-barrier $300 deposit bonus
tailored to retirees with liquidity
needs.

Engagement agent supports
David's onboarding and tracks
his deposit to ensure he qualifies
and is rewarded efficiently.

+ Governance agent validates all
communications for regulatory
accessibility and clarity.

The future is agile, intelligent, and offer-led

Persona 2: Aisha
A small business owner with
cash flow needs

Goal: Needs a line of credit to
cover seasonal expenses.

Al at work:

+ Offer creation agent
dynamically prices the offer
based on market conditions and
Aisha's business credit profile.

Engagement agent delivers the
offer through the optimal
channel and monitors usage,
providing incentives for
continued engagement.

+ Governance agent ensures that
offer fulfillment complies with
changing financial regulations.

The pressure on banks to deliver faster, smarter, and more relevant offers isn't going away - it's intensifying.
Interest rates will keep changing. Competitor fintechs will keep experimenting. Customers will keep expecting

more.

The good news? The strategic partnership between Capgemini and Naehas makes it possible to not just keep
up, but to lead. With Capgemini providing transformation strategy, regulatory insight, and Al implementation at
scale, and Naehas delivering the cloud-native offer infrastructure, banks can move from static, reactive
programs to living, adaptive offer ecosystems that grow with customer behavior, market conditions, and business

needs.

This is about more than personalization. It's about operational freedom. It's about unlocking new revenue by
making sure every offer reaches the right person, is easy to act on, and delivers on its promise. And for financial
institutions ready to embrace that future, the tools are finally here.

Co-authored POV from Hayat Yahia (Naehas) and Mujesira Dudic (Capgemini)



