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Payments industry races toward Al-driven future, but lacks guardrails and confidence,
according to new HCLTech report

Research finds 99% of organizations are using Al, yet 91% of executives express concern about
risks; 60% find Al fraud detectors ineffective

NEW YORK, LONDON and NOIDA, India, Sept 29, 2025 — HCLTech, a leading global
technology company, today announced the findings of its latest payments industry research. The
research underscores a payments industry advancing rapidly toward an Al-enabled, autonomous
future, while simultaneously confronting significant challenges related to trust, regulatory
preparedness, and the constraints of legacy systems and infrastructure.

The report highlights a paradox: while Al is seen as essential for balancing frictionless customer
experiences with fraud protection, organizations lack the governance and infrastructure to deploy
it responsibly. Nearly half (49%) operate without formal Al policies, and concerns about
hallucinations, synthetic fraud and data leakage are widespread. This is truer for continental
Europe, where only 19% of European executives feel fully prepared for the future of payments.

Additional key findings include:

e Al is everywhere — but trust is not. While 99% of organizations use Al in payment
operations, 91% of executives express concern about its risks, and 60% find current Al
fraud detection tools ineffective.

o While the future is autonomous, leaders aren’t ready. Over half (52%) of organizations
expect to become autonomous within 18—24 months, yet only 17% are fully operating in
that mode.

¢ Innovation wins, but modernization is lagging. Over half of executives (52%) are
implementing transformation strategies now and 58% prefer adopting innovative methods
over refining legacy ones, but just 20% of companies have cloud native, real-time data
systems to support innovation.

e Customer expectations are driving urgency. 87% of executives fear losing customers
without instant payment capabilities.

e Europe is cautious and lags in readiness. 12% of continental European executives are
skeptical about the long-term value of Agentic Al and 57% would prefer to iterate on an
established product rather than try something new.

“Payments leaders are embracing innovation, but the gap between ambition and readiness is
stark,” said Srinivasan Seshadri, Chief Growth Officer and Global Head, Financial Services at
HCLTech. “This research underscores the need for Responsible Al governance, infrastructure
modernization and strategic clarity to thrive in the evolving payments landscape.”

We will officially launch this report at SIBOS in Frankfurt today and to access the full report, visit
https://www.hcltech.com/payments-research-report.
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About HCLTech

HCLTech is a global technology company, home to more than 223,000 people across 60
countries, delivering industry-leading capabilities centered around digital, engineering, cloud and
Al, powered by a broad portfolio of technology services and products. We work with clients across
all major verticals, providing industry solutions for Financial Services, Manufacturing, Life
Sciences and Healthcare, High Tech, Semiconductor, Telecom and Media, Retail and CPG and
Public Services. Consolidated revenues as of 12 months ending June 2025 totaled $14.0 billion.
To learn how we can supercharge progress for you, visit hcltech.com.

For further details, please contact:

Meredith Bucaro, Americas
meredith-bucaro@hcltech.com

Elka Ghudial, EMEA
elka.ghudial@hcltech.com

James Galvin, APAC
james.galvin@hcltech.com

Nitin Shukla, India
nitin-shukla@hcltech.com
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