AI in Banking Compliance Checklist
Use this checklist before launch and after major changes to AI that interacts with customers or assists support staff.
Scope: This is a starting point, not a compliance certification. Requirements depend on the markets, products, customers, and AI use cases involved. Confirm applicable obligations with your compliance or legal team.
How to use it: Check an item when the control is in place. Note evidence or follow-up actions beneath each section.
1. Use cases and accountability
☐ Record what each AI system does, who it affects, what data it uses, and where it operates.
☐ Assign owners for approval, ongoing monitoring, incident response, and changes to the system.
Evidence or record link: ___________________________________________________
Follow-up action: ________________________________________________________
2. Safe and accurate answers
☐ Set approved tasks and trusted sources. Route personalized financial advice and other out-of-scope requests to a qualified person.
☐ Test for incorrect answers, unsafe financial guidance, unfair outcomes, and customer-data exposure before launch and after significant changes.
Evidence or record link: ___________________________________________________
Follow-up action: ________________________________________________________

3. Customer data
☐ Identify a valid legal basis for using personal data where required. Explain that use and collect only what support needs.
☐ Set rules for data access, security, deletion, and retention across conversations, prompts, outputs, and logs.
☐ Verify customer identity and access rights before AI retrieves account details or makes account changes.
Evidence or record link: _______________________________________________
Follow-up action: ____________________________________________________
4. Customer transparency and human help
☐ Tell customers when they are interacting with AI where applicable law requires disclosure. Use clear language about what the system can and cannot do.
☐ Make it easy to reach a trained agent for complaints, fraud reports, disputes, sensitive requests, repeat failures, or answers the system cannot provide confidently.
Evidence or record link: _______________________________________________
Follow-up action: ____________________________________________________
5. Monitoring and records
☐ Track answer quality, escalations, complaints, incidents, and customer outcomes. Set thresholds for review or pausing the system.
☐ Keep records needed to investigate AI interactions, incidents, and system changes. Set retention periods under applicable law and policy.
Evidence or record link: _______________________________________________
Follow-up action: ____________________________________________________
6. Vendor and third-party oversight
☐ Review how vendors use, protect, and store customer data. Check who else can access it and how vendors report incidents and model changes.
☐ Document contract terms for data use, deletion, incident notice, oversight, and exit support. Reassess the vendor while the system is in use.
Evidence or record link: ________________________________________________
Follow-up action: _____________________________________________________
Close open items
Before launch or expansion, assign an owner and due date to each unchecked item.
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Put your support workflow into practice
See how BoldDesk can support fintech help desk workflows. Sign up for a 15-day free trial of BoldDesk today. No credit card is required.
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