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1. INTRODUCTION

Structure and content of the Final Report
The Final Report provides a comprehensive assessment of the impact of generative artificial intel-
ligence (GenAI) in the services economy across the audiovisual, banking and telecommunications 
sectors, identifying key points for social dialogue and potential policy actions for social partners. 

The report is structured as follows:
Chapter 1. outlines the objectives and scope of the study: key concepts and context;

Chapter 2. presents an overview of the policy and regulatory framework;

Chapter 3. �presents impact assessments for each of the target sectors – audiovisual, bank-
ing and telecommunications – with sub-chapters on the technological, economic,  
social, ethical and regulatory impacts of GenAI;

Chapter 4. presents the horizontal impact assessment of GenAI on each of the target sectors;

Chapter 5. provides a summary of the study.

Objectives and scope of the study
The general objective of the study is to produce an overview of the impacts of GenAI’s development 
and deployment in the services economy, with a specific focus on the audiovisual (AV), banking and 
telecommunications (telecoms) sectors. Based on the detailed analysis, the study aims to outline 
potential scenarios for social dialogue, providing options that mitigate the negative impacts while 
maximising the potential positive effects of GenAI’s development and deployment. 

This study has been carried out by Visionary Analytics in the framework of the project “Shaping gen-
erative AI for a sustainable and fair services economy”. The project is led by European social partners 
of the audiovisual, banking, telecommunications sector, ACT, EBF, Connect Europe and UNI Europa.

Disclaimer

The project and this study are funded by the European Union. Views and opinions expressed are however  
those of the authors only and do not necessarily reflect those of the European Union or the European Commission.  
Neither the European Union nor the European Commission can be held responsible for them.
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Table 1. below presents the study’s objectives, the corresponding research questions,  
and the methods used to address them.

1.	  �This objective and associated research question (RQ4) were revised following the Steering Group Meeting (2) held on November 3, 2025. 

OBJECTIVES RESEARCH QUESTIONS METHODS

To conduct sector-specific  
impact assessments to improve 
the understanding of the impact 
of GenAI in the AV, banking  
and telecoms sectors

What are the sector- specific 
impacts of GenAI? 

LITERATURE REVIEW
INTERVIEWS

CASE STUDIES

To conduct a horizontal impact  
assessment to identify the  
common impact of GenAI

What are the common  
impacts of GenAI across  
the three target sectors? 

To provide examples of adoption 
frameworks that illustrate how 
companies develop and imple-
ment GenAI and the impacts  
of this adoption

How does the development 
and deployment of GenAI  
impact companies and workers 
in each of the target sectors? 

To synthesise the report’s findings 
on the key opportunities, risks  
and impacts of GenAI for  
the services economy across  
the sectors covered1

What are the main opportu-
nities, risks and impacts of 
GenAI for workers, employers  
and sectors?

LITERATURE REVIEW
INTERVIEWS

Source: Visionary Analytics, 2026

Scope of the study
With these broad objectives in mind, it is important to delineate the specific scope of the project.  
The thematic scope of the research centres on the impacts of the development and implementa-
tion of GenAI across the AV, banking and telecoms sectors. The thematic scope dictates the five  
impact dimensions: technological, economic, social, ethical and regulatory. The study investigates 
the broad, cross-sectoral trends and elaborates the impacts at the worker, company, sector and pol-
icy level. We conceptualise the scope in the Figure 1 presented below. The geographic scope of the 
project is the EU27.
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Figure 1. Scope of the research project

Source: Visionary Analytics, 2026

Notably, this specific project is part of a larger research project which aims to improve the capacity 
of European social partners and their member organisations in the AV, banking and telecoms sectors 
in order to address the economic and social impact of the development and deployment of GenAI. 
This project will contribute to the larger project, informing sector-specific workshops and a European 
social dialogue conference that will occur in tandem.

GenAI
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GenAI in the services economy
According to the European Commission, GenAI refers to a recently developed technology, based 
on foundation models, that is capable of generating new and unique content for various applica-
tions. These models are created by training a foundation model on large amounts of data and then 
fine-tuning it on a specific task.1 GenAI can produce a wide range of content, including text, images, 
audio, code, videos, materials and designs. Unlike traditional AI systems that analyse and classify 
data (fraud detection, recommendation engines), GenAI creates original content by learning from 
vast datasets, enabling applications like automated content generation, personalised customer in-
teractions, and creative design assistance. Box 1 below introduces GenAI, including key examples, 
terms and applications.

2.	  �European Commission (2023, July 5). An EU initiative on virtual worlds: a head start in the next technological transition. Shaping Europe’s Digital Future. 
https://digital-strategy.ec.europa.eu/en/library/eu-initiative-virtual-worlds-head-start-next-technological-transition

Box 1. Introduction to GenAI pt. 1

GenAI is a recently developed technology capable of generating new and unique content for various applications. 
These models are created by training a foundation model on large amounts of data and then fine-tuning it to improve 
its content generation capabilities. Put differently, GenAI refers to a class of AI systems that can autonomously pro-
duce original content – such as text, images, audio, software code, or product designs – based on patterns identified 
in large datasets. In contrast to traditional AI, which primarily performs classification or prediction tasks, GenAI sys-
tems are designed to create novel outputs that resemble human-generated material. These systems are powered by 
foundation models, i.e. large, general-purpose models trained on diverse and extensive datasets. Prominent examples 
include OpenAI’s GPT, Meta’s Llama and Google’s Gemini. Once trained, these models can be fine-tuned for specific 
applications across various domains.

Key Terminology

Prompting: The method by which users guide the model’s behaviour through input instructions, often enhanced via 
advanced techniques such as chain-of-thought or few-shot prompting.

Pre-training: The initial phase in which a model learns general-purpose capabilities by processing massive, unstruc-
tured datasets. This broad knowledge base enables transfer to a wide range of downstream tasks.

Fine-tuning: The process of adapting a pre-trained foundation model to perform a specific task or serve a particular 
use case more effectively.

Neural Networks: The core computational architecture enabling learning from data. These layered mathematical 
structures loosely mimic the human brain.

Tokens: Text and other inputs are divided into smaller units (i.e. tokens), which the model processes and predicts 
sequentially.

Transformer: A breakthrough model architecture introduced in 2017 that enables efficient, parallel processing  
of sequential data. Transformers are now the foundation for most leading GenAI systems.

https://digital-strategy.ec.europa.eu/en/library/eu-initiative-virtual-worlds-head-start-next-technological-transition
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Recent years have been marked by the advancement of technology and its increasing adoption across 
a range of industries, including those in the services economy. In the services economy specifically, 
GenAI is reshaping how work is conducted today while redefining what services can be provided and 
how value is created in this economic sub-sector. GenAI has the potential to transform the services 
economy, underscoring the importance of mitigating risks such as bias, inaccuracy, data breaches and 
regulatory non-compliance in the technology’s adoption.

Why has GenAI emerged now?

Several technological advances have converged to enable the rise of GenAI:

The availability of massive datasets – driven by overall digitisation as well as the internet - has provided models with 
the scale of data needed to generalise effectively.

The introduction of the transformer architecture has enabled significantly more efficient training on sequence data 
(such as language, code, or time-series signals).

High-performance computing, particularly the widespread availability of GPUs (graphics processing units) and scala-
ble cloud infrastructure, has made it feasible to train models with hundreds of billions of parameters.

A dynamic ecosystem of open source and commercial innovation has rapidly accelerated both capability develop-
ment and public accessibility.

What’s next?

GenAI is expected to develop along several strategic dimensions:

Autonomous AI Agents will increasingly take on operational and cognitive tasks – ranging from supply chain optimi-
sation and contract analysis to intelligent production monitoring and predictive maintenance.

Hyper-personalisation and Real-Time Capabilities are expected to become standard features across digital services. 
GenAI will enable tailored service delivery along with continuously adaptive user experiences executed with mini-
mal latency. This will allow businesses to meet individual customer needs more precisely and enhance engagement 
through seamless, context-aware interactions.

Conversational and Multimodal AI will grow more robust, combining text, images, audio and video to power next-gen-
eration assistants and tools.

Box 1. Introduction to GenAI pt. 2

Source: Visionary Analytics, 2026
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Overview of the EU services economy
The service economy refers to the segment of an overall economy that focuses on the provision of 
services rather than the production of physical goods,3 encompassing knowledge-intensive, custom-
er-facing and digitally-enabled economic activities. Unlike industries such as manufacturing, agricul-
ture, or construction, the service sector focuses on intangible outputs, including activities such as 
finance, telecommunications, media, professional services, health, education and transportation,4 as 
well as platform-based businesses that increasingly rely on data processing and human expertise. 
Services dominate EU economic activity5 (70% of the gross domestic product [GDP], as well as 73% 
of its employment), making GenAI’s disruptive potential in the sector significant for European com-
petitiveness, job security and social stability across member states.6  

The range of occupations within the service economy is diverse, encompassing roles from IT spe-
cialists and bank clerks to call centre operators, cleaners and AV technicians. According to UNI 
Europa, the European services workers’ federation, the services economy comprises at least 13 ma-
jor sectors, including media, entertainment and art, post and logistics, finance, care, information, 
communication, technology and services.7 These sectors differ not only in their outputs but also in 
their working conditions and structures. Services sectors face unique vulnerabilities to AI disruption 
due to their reliance on cognitive tasks, customer interaction, and creative processes that GenAI can 
increasingly automate, unlike manufacturing’s already-mechanised production processes.8 Further-
more, because services are inherently customer-centric, a company’s success depends heavily on 
trust, satisfaction, and the quality of interactions. If Gen-AI adoption can enhance customer experi-
ences and strengthen loyalty, it has the potential to boost revenues and reshape competitiveness 
across the sector.9

An overview of the AV, banking and telecoms industries is presented in Table 2, with further detail in 
Annex 1. The following sub-chapters introduce each of the target sectors in more detail. 

3.	 �Dziak, M. (2025). Service economy. EBSCO Research Starters. https://www.ebsco.com/research-starters/economics/service-economy
4.	 �Ibid; Eurostat. (n.d.). Information on data. Structural Business Statistics. https://ec.europa.eu/eurostat/web/structural-business-statistics/information-data
5.	 �Dziak, M. (2025). Service economy. EBSCO Research Starters. https://www.ebsco.com/research-starters/economics/service-econom
6.	 �European Commission. (n.d.). Single market for services. Internal Market, Industry, Entrepreneurship and SMEs. https://single-market-economy.ec.europa.eu/sin-

gle-market/services_en; Eurostat. (n.d.). Three jobs out of four in services. https://ec.europa.eu/eurostat/cache/digpub/european_economy/bloc-3a.html?lang=en
7.	 �UNI Europa. (n.d.). Home. https://www.uni-europa.org/; UNI Europa. (n.d.). Sectors & Groups. https://www.uni-europa.org/sectors-groups/
8.	 �Jetha, A., Shamaee, A., Bonaccio, S., Gignac, M. A. M., Tucker, L. B., Tompa, E., Bültmann, U., Norman, C. D., Banks, C. G., & Smith, P. M. (2021). Fragmentation in the 

future of work: A horizon scan examining the impact of the changing nature of work on workers experiencing vulnerability. American Journal of Industrial Medicine, 
64(8), 649–666. https://doi.org/10.1002/ajim.23262; Strietska-Ilina, O., & Chun, H.-K. (2021). Changing demand for skills in digital economies and societies: Literature 
review and case studies from low- and middle-income countries (1st ed.). ILO. https://www.ilo.org/publications/changing-demand-skills-digital-economies-and-socie-
ties; European Foundation for the Improvement of Living and Working Conditions. (2020). Working conditions in sectors. Publications Office. https://data.europa.eu/
doi/10.2806/024695

9.	 �Tucker, M. (2010). How important is customer satisfaction to the services sector? Journal of Facilities Management, 8(4). https://doi.org/10.1108/
jfm.2010.30808daa.001; Hussain, M. A., Hussain, A., Rahman, M. A. U., Irfan, M., & Hussain, S. D. (2025). The effect of AI in fostering customer loyalty through effi-
ciency and satisfaction. Advances in Consumer Research, 2, 331–340. https://acr-journal.com/article/the-effect-of-ai-in-fostering-customer-loyalty-through-efficien-
cy-and-satisfaction-908/

https://www.ebsco.com/research-starters/economics/service-econom
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Table 2. Target sectors and associated industries

AUDIOVISUAL BANKING TELECOMS

Motion picture, video and  
television programme activities

Motion picture, video and  
television programme production, 
sound recording and music  
publishing activities

Programming and broadcasting 
activities

Publishing activities

Publishing of books, periodicals 
and other publishing activities

Radio broadcasting

Software publishing

Sound recording and music 
publishing activities

Television programming and  
broadcasting activities

Activities of holding companies

Financial service activities, except 
insurance and pension funding

Monetary intermediation 
(excluding central banking)

Other financial service activities 
(except insurance and pension 
funding)

Trusts, funds and similar finan-
cial entities

Satellite telecommunications 
activities

Telecommunications

Wired telecommunications  
activities

Wireless telecommunications 
activities

Other telecommunications  
activities

Source: Visionary Analytics based on NACE2 classification; See: Eurostat, 2008; European Commission, n.d.10

Audiovisual sector
The AV sector is a key component of the services economy, encompassing cinema, television, radio, 
video and on-demand services such as streaming and catch-up TV.11 It includes traditional media, like 
public and commercial broadcasting, independent television and film production, as well as newer 
digital platforms that deliver content online to homes and mobile devices.12 The sector is economical-
ly and culturally significant, employing over a million people in the EU and contributing to both GDP 
and the promotion of European cultural diversity.13

Beyond its economic significance, the AV sector is a vital component of European democratic plural-
ism and cultural diversity, as recognised by the European Broadcasting Union (EBU), which highlight-
ed “the central role played by the AV sector in safeguarding Europe’s cultural diversity.”14 Moreover, 
the sector sustains Europe’s multilingual and multicultural fabric through the production of accessi-
ble content for all audiences, including through subtitling, dubbing and original language produc-
tions, which extend the authentic representation of regional, national and community identities, as 
well as international co-productions, which foster cultural exchanges through the sharing of stories 
and culture.15
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10.	  �European Commission: Eurostat. (2008). NACE Rev. 2: Statistical classification of economic activities in the European Community. Publications Office. https://
ec.europa.eu/eurostat/web/products-manuals-and-guidelines/-/ks-ra-07-015; European Commission. (n.d.). Banking – Sectoral social dialogue. Employment, 
Social Affairs and Inclusion. https://employment-social-affairs.ec.europa.eu/policies-and-activities/eu-employment-policies/social-dialogue/cross-industry-and-sec-
toral-social-dialogue/banking-sectoral-social-dialogue_en 

11.	  �European Audiovisual Observatory. (n.d.). What we do. https://www.obs.coe.int/en/web/observatoire/what-we-do
12.	  �European Union. (n.d.). Audiovisual and media. EUR-Lex. https://eur-lex.europa.eu/summary/chapter/
13.	  �Ibid.
14.	  �European Broadcasting Union. (2024, February 28). Empowering Europe’s audiovisual sector: A vision for cultural diversity and skill development. EBU. https://

www.ebu.ch/news/2024/02/empowering-europes-audiovisual-sector-creative-skills-europes-vision-for-cultural-diversity-and-skill-development
15.	  �Preta, A., & Pogorel, G. (2024). European Culture: the Case of Audiovisual Cultural Production. SSRN Electronic Journal. https://doi.org/10.2139/ssrn.4858989
16.	  �International Arts and Entertainment Alliance. (n.d.). UNI-MEI. https://www.iaea-globalunion.org/a-propos/uni-mei
17.	  �European Commission. (2013). Communication from the Commission on State aid for films and other audiovisual works (2013/C 332/01). Official Journal of the 

European Union. https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=oj:JOC_2013_332_R_0001_01; International Arts and Entertainment Alliance. (n.d.). UNI-MEI. 
https://www.iaea-globalunion.org/a-propos/uni-mei

18.	  �European Union. (n.d.). Audiovisual and media. EUR-Lex. https://eur-lex.europa.eu/summary/chapter/audiovisual_and_media.html?root_default=SUM_1_COD-
ED%3D05

19.	  �Morgan Stanley. (2024, March 6). How AI Benefits—and threatens—the Entertainment Industry. Morgan Stanley. https://www.morganstanley.com/insights/articles/
ai-in-media-entertainment-benefits-and-risks

20.	 �Arkenberg, C., Ledger, D., Franks, R., Westcott, K., & Bucaille, A. (2024, November 19). Large studios will likely take their time adopting generative AI for content 
creation. Social media isn’t hesitating: TMT Predictions 2025. Deloitte Center for Technology, Media & Telecommunications. https://www.deloitte.com/us/en/in-
sights/industry/technology/technology-media-and-telecom-predictions/2025/tmt-predictions-hollywood-cautious-of-genai-adoption.html

21.	  �Voinea, D. V. (2025). The Algorithmic Auteur: AI, Cultural Production, and the Reconfiguration of Audiovisual Media. Social Sciences and Education Research 
Review, 12(1), 256–268. https://doi.org/10.5281/ZENODO.15804554

Work in the AV sector spans a wide range of roles, including content creation, editing, production, 
distribution and broadcasting. The sector involves creative, technical and administrative professions, 
many of which are freelance or contract-based.16 Unlike industrial sectors focused on physical goods, 
the AV sector produces cultural content with high symbolic value, often requiring complex interna-
tional cooperation.17 It is also uniquely shaped by rapid technological change, with digitalisation con-
tinuously redefining how AV content is created, distributed and consumed across Europe.18 

The introduction of GenAI is reshaping the AV sector by transforming content creation and distribu-
tion. GenAI enables automated script writing, synthetic actor creation, personalised content genera-
tion and real-time video editing, with the potential to reduce production costs. However, estimates of 
cost savings and efficiency vary, depending on the subsector, and are uncertain. For example, Mor-
gan Stanley predicts GenAI could lead to savings ranging from 10% across the entire media industry 
to up to 30% in TV and film specifically.19 GenAI adoption also introduces uncertainties around the 
competitiveness of European companies, which may struggle to capitalise on GenAI in the medium 
term compared to larger or conglomerate US-based studios. Although Deloitte highlights that major 
US studios will be more cautious in GenAI adoption for direct content creation (less than 3% of pro-
duction budgets), roughly 7% of operational spending is predicted to shift to AI-enabled tools (e.g. 
planning, localisation, marketing, talent management),20 signalling that studios will be more likely 
to use GenAI for operations, distribution and management. At the same time, GenAI use in the AV 
sector raises new questions around creative ownership and intellectual property, employment dis-
placement and creative labour, and content authenticity.21 This makes the sector a critical test case 
for GenAI disruption, as traditional production models and creative employment are fundamentally 
challenged.

https://eur-lex.europa.eu/summary/chapter/
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Banking sector
The banking sector’s heavy reliance on data processing, risk assessment and customer service in-
teractions makes it highly susceptible to GenAI automation, with the potential to transform credit 
decisions, fraud detection, regulatory compliance and customer advisory services.22 The sector is a 
cornerstone of the service economy, enabling financial transactions, credit systems and capital flows 
across households, businesses and institutions. In the EU, the sector employs approximately 2.6 mil-
lion people23 and includes a wide range of services such as retail banking (for individuals), corporate 
banking (for businesses) and wholesale banking (for financial institutions).24 It encompasses financial 
services but excludes central banking, insurance and pension funds, such as deposit-taking, lending 
and asset servicing.25

Work in the banking sector includes roles in customer service, financial analysis, compliance, risk 
management and digital banking. Unlike sectors focused on tangible goods, banking involves the 
holding of abstract financial instruments and complex regulatory systems. The sector has been un-
der pressure from declining profitability, increasing regulatory complexity and intensifying global 
competition, with only a small number of European banks remaining among the world’s largest.26 
At the same time, it faces a structural shift driven by digitalisation, as banks invest in new technol-
ogies to improve efficiency, reduce costs and adapt to rapidly changing consumer expectations.27  
AI, including GenAI, is increasingly integrated into banking operations, driving automation in custom-
er service, fraud detection and credit assessment, while also reshaping workforce needs and raising 
ethical considerations around data use and decision-making.28

22.	 �Interview 10. August 12, 2025.
23.	 �Eurostat. (2025). Employment by detailed industry (NACE Rev.2) – National accounts [Dataset]. Eurostat. https://ec.europa.eu/eurostat/databrowser/view/

nama_10_a64_e__custom_18745964/default/table
24.	 �European Commission. (n.d.). Financial services. Competition Policy. https://competition-policy.ec.europa.eu/sectors/financial-services_en
25.	 �European Commission. (n.d.). Banking – Sectoral social dialogue. Employment, Social Affairs and Inclusion. https://employment-social-affairs.ec.europa.eu/

policies-and-activities/eu-employment-policies/social-dialogue/cross-industry-and-sectoral-social-dialogue/banking-sectoral-social-dialogue_en
26.	 �European Banking Federation. (2024, April). Financing the future: A strategic banking sector for a competitive Europe – Short version. https://www.ebf.eu/

wp-content/uploads/2024/04/FFIN-Memorandom-version-courte_PRINT.pdf
27.	  �European Commission. (2025, April 28). The EU banking sector [Newsletter]. Finance. https://finance.ec.europa.eu/news/eu-banking-sector-2025-04-28_en
28.	 �Baffour Gyau, E., Appiah, M., Gyamfi, B. A., Achie, T., & Naeem, M. A. (2024). Transforming banking: Examining the role of AI technology innovation in boost-

ing banks financial performance. International Review of Financial Analysis, 96(Part B). https://doi.org/10.1016/j.irfa.2024.103700
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Telecommunications sector
The telecoms sector encompasses a wide range of activities and infrastructures essential for modern 
digital communication. It includes wired, wireless, satellite and other telecommunication activities. 
These cover everything from maintaining physical infrastructure for the transmission of voice, text, 
sound and video, to providing internet access and mobile services as well as cloud, edge cloud and 
data processing.29 According to Eurostat, over 1.3 million people are employed in the telecoms sector 
across the EU.30 Work in this sector is diverse, ranging from network installation and maintenance to 
data transmission, customer service and, increasingly, technical and digital roles related to AI soft-
ware systems, cybersecurity and service innovation.31 

Compared to other sectors, telecommunications is highly infrastructure-dependent, but also 
technology-driven and subject to rapid change.32 Market liberalisation and digitalisation have re-
shaped the industry, which has been evolving beyond basic connectivity with new services cen-
tred around next-generation communication technologies, reducing demand for traditional manual 
skills while creating new needs for digital literacy, system integration and technical expertise.33 AI is 
playing a growing role in telecommunications by enhancing network optimisation, predictive mainte-
nance and customer service automation, while also accelerating the convergence between telecoms 
and digital technology sectors. Its successful integration into electronic communications networks 
(ECN) will determine Europe’s ability to lead in innovation, competitiveness and digital sovereignty. 
GenAI furthers the potential for innovation and transformation in the sector by enabling providers 
to offer AI-as-a-Service, create personalised network experiences, automate complex troubleshoot-
ing and open new revenue streams through AI-powered digital services. However, this integration 
results in rapidly growing AI-related data traffic (especially data centre traffic, which is expected to 
grow at an annual rate of 50%) and increases quality and performance requirements for operators.34

The sector is distinct in its role as an enabler for other industries, providing the backbone for digital 
economies and facilitating the delivery of services across all parts of society.35 Despite this, it faces 
several structural and technological challenges, including stretched investment capacity and market 
fragmentation, that hinder innovation.36 

The leading European connectivity providers show commitment to contributing to Europe’s ambition 
to develop leadership in AI and to being part of the innovative ecosystem, while stressing the urgen-
cy of the European telecoms reform that would simplify and harmonise the regulatory framework and 
enable innovation at scale.37 

29.	  �European Commission: Eurostat. (2008). NACE Rev. 2: Statistical classification of economic activities in the European Community. Publications Office.  
https://ec.europa.eu/eurostat/web/products-manuals-and-guidelines/-/ks-ra-07-015; European Commission. (n.d.). Telecommunications – Sectoral social dialogue. 
Employment, Social Affairs and Inclusion. https://employment-social-affairs.ec.europa.eu/policies-and-activities/eu-employment-policies/social-dialogue/cross-indus-
try-and-sectoral-social-dialogue/telecommunications-sectoral-social-dialogue_en

30.	  �Eurostat. (2025). Employment by detailed industry (NACE Rev.2) – National accounts [Dataset]. Eurostat. https://ec.europa.eu/eurostat/databrowser/view/nama_10_
a64_e__custom_17373817/bookmark/table?lang=en&bookmarkId=a958bb02-6832-4899-9ee7-f99567e4c974

31.	  �European Commission. (n.d.). Telecommunications – Sectoral social dialogue. Employment, Social Affairs and Inclusion. https://employment-social-affairs.ec.europa.eu/
policies-and-activities/eu-employment-policies/social-dialogue/cross-industry-and-sectoral-social-dialogue/telecommunications-sectoral-social-dialogue_en

32.	  �Erixon, F., Guinea, O., & Pandya, D. (2025). Strengthening the Supply-Side Innovation in EU Telecommunications. European Centre for International Political Economy, 12. 
https://ecipe.org/publications/supply-side-innovation-eu-telecommunications/

33.	  �European Commission. (n.d.). Telecommunications – Sectoral social dialogue. Employment, Social Affairs and Inclusion. https://employment-social-affairs.ec.europa.
eu/policies-and-activities/eu-employment-policies/social-dialogue/cross-industry-and-sectoral-social-dialogue/telecommunications-sectoral-social-dialogue_en; Polish 
Economic Institute. (2025, January 21). Consolidation of the telecommunications market may lead to rising prices and hinder its development [Press release]. https://pie.
net.pl/en/consolidation-of-the-telecommunications-market-may-lead-to-rising-prices-and-hinder-its-development/

34.	  �Wood, R., & Sherrington, S. (2025). State of Digital Communications 2025. Connect Europe. https://connecteurope.org/sites/default/files/2025-01/State%20of%20Digi-
tal%20Communications%20%282025%29.pdf

35.	  �Erixon, F., Guinea, O., & Pandya, D. (2025). Strengthening the Supply-Side Innovation in EU Telecommunications. European Centre for International Political Economy, 12. 
https://ecipe.org/publications/supply-side-innovation-eu-telecommunications/

36.	  �Wood, R., & Sherrington, S. (2025). State of Digital Communications 2025 (pp. 1–148). Connect Europe. https://connecteurope.org/sites/default/files/2025-01/State%20
of%20Digital%20Communications%20%282025%29.pdf

37.	  �Connect Europe. (2025, July 23). Telecom leaders commit to tech leadership for a competitive and secure Europe. https://connecteurope.org/news/telecom-lead-
ers-commit-tech-leadership-competitive-and-secure-europe

https://ec.europa.eu/eurostat/databrowser/view/nama_10_a64_e__custom_17373817/bookmark/table?lang=en&bookmarkId=a958bb02-6832-4899-9ee7-f99567e4c974
https://ec.europa.eu/eurostat/databrowser/view/nama_10_a64_e__custom_17373817/bookmark/table?lang=en&bookmarkId=a958bb02-6832-4899-9ee7-f99567e4c974
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This chapter provides a high-level overview of the current policy and regulatory landscape surround-
ing AI and digitalisation in the EU, including how it relates to the AV, banking and telecoms sectors. It 
also outlines how social partners are shaping workplace responses to these technologies. Specifical-
ly, it analyses how AI and digital technologies are being regulated at the EU and national levels, and 
how trade unions and employer organisations are responding through social agreements. 
 
The chapter is structured as follows:
Chapter 2.1 Overview of EU and national policy/regulatory frameworks and their impact;
Chapter 2.2 Overview of social partner agreements and their impact.

EU and national policies: overview and impact
Overview of EU policies 

The EU has established a comprehensive regulatory architecture for AI governance, anchored 
by the AI Act (2024),38 General Data Protection Regulation (GDPR, 2018),39 and the Digital Servic-
es Act (2022),40 focusing on trust, safety and innovation. These concepts are central to the April 
2019 High-Level Expert Group’s “Ethics Guidelines for Trustworthy AI’’,41 which seeks to ensure that 
AI contributes to the public good while protecting fundamental rights and well-being. This approach 
prioritises that AI systems are designed to enhance rather than replace human capabilities, and that 
individuals retain control over AI-driven processes.42

This means that AI systems should: 
• �Be technically robust and safe, with safeguards that prevent harm and ensure consistent,  

reliable performance;
• �Comply with privacy and data protection laws, handling data securely, accurately  

and transparently;
• �Be explainable and traceable, allowing users to understand how decisions are made 

and what role AI plays in those processes;
• �Demonstrate inclusivity and fairness by actively avoiding bias and discrimination,  

particularly for vulnerable or underrepresented groups;
• �Support societal and environmental goals, contributing positively to sustainability  

and broader social benefit.43

These expectations are now being formalised through binding legislation and long-term strategic  
initiatives. The 2024 AI Act44 is the EU’s main legal instrument for regulating AI, aiming  
to ensure market safety, AI risk classification, compliance and compliance of high-risk AI systems  
(see Box 2 below).

2.	 �OVERVIEW OF POLICY AND 
REGULATORY FRAMEWORK
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The AI Act aims to ensure that: 

AI systems placed on the EU market are safe, respect fundamental values and promote innovation by fostering 
human-centric and trustworthy development across the region. 

AI systems are classified by risk-level (minimal, limited, high, or unacceptable)

High-risk AI systems (Annex III of the AI Act) include recruitment algorithms that filter CVs or rank candidates, cred-
it scoring models that determine loan eligibility, and real-time biometric identification systems in public spaces, 
requiring conformity assessments, quality management systems and human oversight protocols.  

High-risk systems must comply with robust requirements, including: 

• Transparency – Users must be clearly informed that they are interacting with AI

• Human oversight – Mechanisms must be in place to ensure meaningful human control

• Accountability – Providers must document and monitor system performance and risk

Stricter requirements are in place for high-risk AI systems that have a direct impact on individuals’ lives, including 
decisions about jobs, education, credit and access to essential services. 

Providers and deployers of AI systems take measures to ensure a sufficient level of AI literacy amongst persons 
responsible for operating the technology (Article 4 of the AI Act). 

38.	  �European Parliament & Council of the European Union. (2024, June 13). Regulation (EU) 2024/1689 laying down harmonised rules on artificial intelligence and amending Regu-
lations (EC) No 300/2008, (EU) No 167/2013, (EU) No 168/2013, (EU) 2018/858, (EU) 2018/1139 and (EU) 2019/2144 and Directives 2014/90/EU, (EU) 2016/797 and (EU) 2020/1828 
(Artificial Intelligence Act). European Union. https://eur-lex.europa.eu/eli/reg/2024/1689/oj 

39.	  �European Parliament & Council of the European Union. (2016). Regulation (EU) 2016/679 on the protection of natural persons with regard to the processing of personal data 
and on the free movement of such data (General Data Protection Regulation). https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX%3A32016R0679 

40.	  �European Commission. (n.d.). The Digital Services Act: Ensuring a safe and accountable online environment. https://commission.europa.eu/strategy-and-policy/priori-
ties-2019-2024/europe-fit-digital-age/digital-services-act_en. 

41.	  �European Commission. (2019, April 8). Ethics guidelines for trustworthy AI. Shaping Europe’s Digital Future. https://digital- strategy.ec.europa.eu/en/library/ethics-guide-
lines-trustworthy-ai 

42.	  �European Commission (2018, April 25). Artificial Intelligence for Europe. COM (2018) 237 final. https://eur-lex.europa.eu/legal- content/EN/TXT/?uri=COM:2018:237:FIN 
43.	  �European Commission. (2019, April 8). Ethics guidelines for trustworthy AI. Shaping Europe’s Digital Future. https://digital- strategy.ec.europa.eu/en/library/ethics-guide-

lines-trustworthy-ai 
44.	  �European Parliament & Council of the European Union. (2024, June 13). Regulation (EU) 2024/1689 laying down harmonised rules on artificial intelligence and amending Regu-

lations (EC) No 300/2008, (EU) No 167/2013, (EU) No 168/2013, (EU) 2018/858, (EU) 2018/1139 and (EU) 2019/2144 and Directives 2014/90/EU, (EU) 2016/797 and (EU) 2020/1828 
(Artificial Intelligence Act). European Union. https://eur-lex.europa.eu/eli/reg/2024/1689/oj 

Source: Visionary Analytics, 2026; Regulation (EU) 2024/1689.

Box 2. The AI Act

https://eur-lex.europa.eu/legal-
https://digital-
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These obligations are now reshaping practices in the service sector. In the AV sector, this introduces 
transparency-related obligations that affect rights management and content workflows and traceability. 
Providers of GenAI systems should now disclose which materials they used to train their models and 
demonstrate compliance with EU copyright law, regardless of where their models were made.45 In the 
banking sector, tools for credit scoring are classified as high-risk;46 firms must ensure human oversight, 
rigorous testing and clear documentation.47 In telecommunications, most AI applications, such as cus-
tomer service chatbots, are considered low-risk but still subject to transparency requirements as users 
need to be informed that they are interacting with an AI system. Some use cases fall under high-risk 
categories, which include the use of AI in recruitment processes for filtering job applications.48 The EU’s 
AI policy framework positions the European Union as a global leader in AI governance, with the AI Act 
widely recognised as the most advanced example of horizontal AI regulation.49 Its sectoral impacts are 
already visible: 

• �In the AV sector, transparency and labelling obligations are shaping how content is created, distributed 
and marketed, requiring all AI-generated material to be clearly identified.50 However, some stakeholders 
have expressed differing views on how transparency and rights-related obligations within the AI Act 
could be implemented in practice.51 

• �In banking, the Act’s direct impact is more limited, as many applications, such as fraud detection and 
anti-money laundering monitoring, are already governed by existing financial legislation. However, su-
pervisors are continuing to assess whether additional safeguards are needed.52

• �In telecommunications, the AI Act is unlikely to change overall deployment strategies but will add 
compliance costs and obligations. Low-risk applications, such as customer-service chatbots, will require 
transparency, while high-risk use cases, like network optimisation53 or AI in recruitment54 could trigger 
stricter regulatory requirements.55

Alongside the AI Act, the GDPR (Regulation 2016/679, effective May 25, 2018) continues to shape how 
AI is developed and used in the EU by governing how personal data should be collected, used and 
stored.56 Since most AI systems rely on large datasets, often including personal or sensitive information, 
GDPR requirements have been integrated into AI design and deployment. In the AV sector, GDPR can be 
triggered when personal likeness or biometric data is used to train or generate content through AI.57 As 
the GDPR ensures the lawful use of customer data by establishing a range of legal bases for processing, 
including consent, contractual necessity, legitimate interests, etc,58 it also plays a critical role in the bank-
ing sector by promoting transparency, protecting personal information and reinforcing trust between 
institutions and their clients. Similarly, these core principles of privacy and data protection can be applied 
to the telecoms sector, given the volumes and sensitivity of data managed.59 

45.	  �Creatives Unite (2024). The creative industries of Europe support the European AI Act. https://creativesunite.eu/article/the-creative-industries-of-europe-support-the-europe-
an-ai-act

46.	  �Regulation (EU) 2024/1689 (Artificial Intelligence Act), Annex III, point 5b.
47.	  �KPMG International. (2024). Setting the ground rules: The EU AI Act—Understanding the regulatory landscape and preparing for the AI future. https://kpmg.com/xx/en/our-in-

sights/ecb-office/setting-the-ground-rules-the-eu-ai-act.html
48.	  �Regulation (EU) 2024/1689 (Artificial Intelligence Act), Annex III, point 4; Donegan, M. (2024). Are telcos ready for the EU AI Act? TMForum. https://inform.tmforum.org/fea-

tures-and-opinion/are-telcos-ready-for-the-eu-ai-act
49.	  �Deloitte. (2024). AI risk and approaches to global regulatory compliance. https://www.deloitte.com/ie/en/services/consulting/perspectives/ai-risk-approaches-global-regulato-

ry-compliance.html
50.	  �European Audiovisual Observatory (2024). AI in the Audiovisual Sector: Navigating the Current Legal Landscape. Council of Europe. https://www.obs.coe.int/en/web/observa-

toire/-/new-report-the-challenges-of-ai-for-the-audiovisual-sector-and-the-role-european-legislation-is-playing
51.	  �FERA; Screen Directors Guild of Europe & other creative workers’ organisations. (2024, April 25). Authors,’ performers’ and other creative workers’ organisations joint state-

ment on generative artificial intelligence and the EU AI Act. https://screendirectors.eu/authors-performers-and-other-creative-workers-organisations-joint-statement-on-gener-
ative-artificial-intelligence-and-the-eu-ai-act/

52.	  �European Insurance and Occupational Pensions Authority. (2024). AI Act and its impacts on the European financial sector. Eurofi Magazine contribution. https://www.eiopa.
europa.eu/publications/ai-act-and-its-impacts-european-financial-sector_en

53.	  �Regulation (EU) 2024/1689 (Artificial Intelligence Act), Annex III, point 2.
54.	  �Regulation (EU) 2024/1689 (Artificial Intelligence Act), Annex III, point 4.
55.	  �Donegan, M. (2024). Are telcos ready for the EU AI Act? TMForum. https://inform.tmforum.org/features-and-opinion/are-telcos-ready-for-the-eu-ai-act
56.	  �European Parliament & Council of the European Union. (2016). Regulation (EU) 2016/679 on the protection of natural persons with regard to the processing of personal data 

and on the free movement of such data (General Data Protection Regulation). https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX%3A32016R0679
57.	  �European Audiovisual Observatory (2024). AI in the Audiovisual Sector: Navigating the Current Legal Landscape. Council of Europe. https://www.obs.coe.int/en/web/observa-

toire/-/new-report-the-challenges-of-ai-for-the-audiovisual-sector-and-the-role-european-legislation-is-playing
58.	  �European Parliament & Council of the European Union. (2016). Regulation (EU) 2016/679 on the protection of natural persons with regard to the processing of personal data 

and on the free movement of such data (General Data Protection Regulation). https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX%3A32016R0679
59.	  �SA1 Solutions. (2018). What is GDPR and how does it affect the telecoms sector? https://www.sa1solutions.com/post/2018-02-01-what-is-gdpr-and-how-does-it-affect-the-

telecoms-sector
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However, recent academic literature highlights the practical challenges of applying GDPR to AI.60 Schol-
ars point out that obtaining meaningful consent for foundation model training is often unfeasible. Foun-
dation models also face technical challenges, including implementing granular consent mechanisms for 
web-scraped training data, developing privacy-preserving training techniques (e.g. federated learning, 
differential privacy), establishing data subject access rights in distributed model parameters, and creating 
technical solutions for data deletion requests in pre-trained models.61 At the same time, uncertainty per-
sists over how sensitive data should be processed in AI contexts.62 These data protection concerns are 
especially relevant in sectors such as banking, where strict regulatory standards and uncertainty about 
third-country data transfers have made some institutions hesitant to adopt GenAI systems that rely on 
external vendors.63 Such difficulties reveal gaps between the legal framework and the technical realities 
of AI development. 

In 2025, the European Commission launched two new strategies that aim to accelerate AI adoption in key 
European industries.64 The AI Continent Action Plan65 outlines five main areas that need to be sped up 
and intensified for the EU to position itself as a global leader in AI. The plan prioritises scaling up Europe’s 
computing infrastructure through strengthened AI Factories and the development of CERN-inspired Gi-
gafactories, expanding access to high-quality data via a dedicated Data Union strategy, and stimulating 
the development and uptake of AI algorithms across strategic sectors through the forthcoming Apply AI 
Strategy. It also emphasises reinforcing Europe’s AI talent base by closing skills gaps, fostering excellence 
in education and research and attracting global talent. Finally, the plan leverages the EU’s integrated 
single market and the AI Act to provide a trusted regulatory environment while supporting smaller in-
novators in meeting compliance requirements. These pillars are supported by the InvestAI initiative, 
announced by Ursula von der Leyen, to mobilise EUR 200 billion in AI investment.66

The Apply AI Strategy complements the AI Continent Action Plan.67 The Strategy serves as the EU’s 
overarching sectoral approach to AI and aims to accelerate the EU’s technological sovereignty and com-
petitiveness of strategic sectors and promote AI adoption and innovation with a particular focus on small 
and medium enterprises (SMEs). It promotes an “AI-first” mindset in organisational decision-making and 
encourages a “buy European” open-source-focused approach in the public sector. The Strategy sets out 
concrete actions across three pillars. First, sectoral flagships aim to increase AI uptake in ten key indus-
tries and the public sector. Second, cross-cutting support measures intend to extend access to AI Facto-
ries, Gigafactories, testing facilities, regulatory sandboxes and Digital Innovation Hubs transformed into 
Experience Centres for AI, as well as initiatives to build an AI-ready workforce. Finally, a new governance 
system is designed to ensure that policies align with practical, real-world needs. The system is centred on 
the Apply AI Alliance,68 bringing together providers, industry, academia and the public sector, and the AI 
Observatory, which will monitor emerging trends and assess the sectoral impacts.69

60.	  �Bommasani, R., Hudson, D. A., Altman, R., Arora, S., Bernstein, M. S., Bohg, J., Bosselut, A., Brunskill, E., Brynjolfsson, E., Buch, S., et al. (2021). On the Opportunities and Risks 
of Foundation Models. https://doi.org/10.48550/arxiv.2108.07258; Novelli, C., Casolari, F., Hacker, P., Spedicato, G., & Floridi, L. (2024). Generative AI in EU law: Liability, privacy, 
intellectual property, and cybersecurity. arXiv. https://doi.org/10.48550/arXiv.2401.07348;

61.	  �Bommasani, R., Hudson, D. A., Altman, R., Arora, S., Bernstein, M. S., Bohg, J., Bosselut, A., Brunskill, E., Brynjolfsson, E., Buch, S., et al. (2021). On the Opportunities and Risks of 
Foundation Models. https://doi.org/10.48550/arxiv.2108.07258

62.	  �Novelli, C., Casolari, F., Hacker, P., Spedicato, G., & Floridi, L. (2024). Generative AI in EU law: Liability, privacy, intellectual property, and cybersecurity. arXiv. https://doi.
org/10.48550/arXiv.2401.07348

63.	  �Ek, M., Lu, L., & Arnarp, E. (2024). Generative AI in traditional banking institutes (INFM10 20241). Department of Informatics, Lund University. http://lup.lub.lu.se/student-papers/
record/9165280

64.	  �European Commission (2025, October 8). Commission launches two strategies to speed up AI uptake in European industry and science. [Press release]. https://digital-strategy.
ec.europa.eu/en/news/commission-launches-two-strategies-speed-ai-uptake-european-industry-and-science

65.	  �European Commission. (2025, April 9). COMMUNICATION FROM THE COMMISSION TO THE EUROPEAN PARLIAMENT, THE COUNCIL, THE EUROPEAN ECONOMIC AND 
SOCIAL COMMITTEE AND THE COMMITTEE OF THE REGIONS AI Continent Action Plan. COM/2025/165 final. https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=celex-
:52025DC0165

66.	  �Ibid.
67.	  �European Commission. (2025, October 10). COMMUNICATION FROM THE COMMISSION TO THE EUROPEAN PARLIAMENT AND THE COUNCIL Apply AI Strategy. 

COM/2025/723 final. https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX:52025DC0723; European Commission. (n.d.). Apply AI Strategy. https://digital-strategy.ec.eu-
ropa.eu/en/policies/apply-ai

68.	  �European Commission. (n.d.). Apply AI Alliance. https://digital-strategy.ec.europa.eu/en/policies/apply-ai-alliance
69.	  �European Commission. (2025, October 10). COMMUNICATION FROM THE COMMISSION TO THE EUROPEAN PARLIAMENT AND THE COUNCIL Apply AI Strategy. 

COM/2025/723 final. https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX:52025DC0723; European Commission. (n.d.). Apply AI Strategy. https://digital-strategy.ec.eu-
ropa.eu/en/policies/apply-ai
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These regulatory frameworks are supported by the EU’s Digital Decade 2030 strategy,70 which aims 
to build the infrastructure, skills and market conditions necessary for widespread and responsible AI 
adoption; a key target is that 75% of EU businesses adopt AI or other digital technologies by 2030. 
The strategy is supported by initiatives like the Media and Audiovisual Action Plan, which channels 
funding, innovation support and market access tools to help media and AV companies recover and 
digitise.71 Banks are already increasing the use of AI in tasks such as detecting fraud, cybersecurity, 
and risk management.72 These deployments reflect the broader goals of the Digital Decade strategy 
and indicate early progress towards the EU’s target of widespread AI adoption by 2030. Further-
more, the program’s objectives, such as advancing EU connectivity and expanding 5G coverage, 
align with the telecoms industry.73 The 2022 Digital Services Act (DSA, Regulation EU 2022/2065, 
effective November 16, 2022)74 strengthens the oversight of algorithmic systems used by online 
platforms, requiring greater transparency around automated decision-making, risk assessments, and 
content moderation. The DSA further embeds accountability into the digital sphere. In the telecoms 
sector, the DSA has more direct and operational implications: 

• �Telecoms operators that host or facilitate online platforms become liable once notified of illegal 
content, requiring them to establish robust takedown procedures and more sophisticated mon-
itoring systems;

• �They must also provide greater transparency around algorithmic decision-making in content rec-
ommendations and advertising practices.

For many providers, this translates into significant scaling-up of moderation capabilities and compli-
ance infrastructures, which, while costly, reinforce public trust in online services and accountability 
online.75 Moreover, the European Commission published the proposal for the Digital Networks Act 
in January 2026,76 which aims to “incentivise all market players to innovate and invest in advanced 
connectivity and promote an ecosystem of connectivity and computing infrastructures enabling the 
AI continent.”77 The initial response from key telecoms industry players was partly critical, reflecting 
the need for transformative proposals that foster investment78 and drive European digital competi-
tiveness.79 From a labour market perspective, it has also been stressed that new strategies targeting 
digital infrastructure transformation and fair and sustainable competition for industry players should 
aim to couple investment incentives with concrete labour market measures to, for example, protect 
existing jobs, promote upskilling and support job creation.80  

70.	  �European Commission. (n.d.). Europe’s Digital Decade: digital targets for 2030. https://commission.europa.eu/strategy-and-policy/priorities-2019-2024/europe-fit-digi-
tal-age/europes-digital-decade-digital-targets-2030_en

71.	  �European Commission. (2020, December). Digital Decade: Commission launches Action Plan to support recovery and transformation of the media and audiovisual 
sectors (IP/20/2239). https://ec.europa.eu/commission/presscorner/detail/en/ip_20_2239

72.	  �European Banking Federation. (n.d.). Artificial Intelligence. https://www.ebf.eu/priorities/innovation-cybersecurity/artificial-intelligence/
73.	  �European Commission. (2023). New step towards the Digital Decade: 2030 policy programme comes into force. https://eufordigital.eu/new-step-towards-the-digital-

decade-2030-policy-programme-comes-into-force/
74.	  �European Commission. (n.d.). The Digital Services Act: Ensuring a safe and accountable online environment. https://commission.europa.eu/strategy-and-policy/priori-

ties-2019-2024/europe-fit-digital-age/digital-services-act_en
75.	  �Stadig, D., & Slijkerman, J. F. (2024). European telecom sector faces additional regulation. https://think.ing.com/articles/european-telecom-sector-faces-additional-reg-

ulation
76.	  �European Commission. (2026, January 21). Proposal for a Regulation for the Digital Networks Act (DNA). https://digital-strategy.ec.europa.eu/en/library/proposal-regu-

lation-digital-networks-act-dna
77.	  �European Commission. (2025a). Call For Evidence for an Evaluation and Impact Assessment Run in Parallel (Ref. Ares(2025)4545535). https://ec.europa.eu/info/law/

better-regulation/have-your-say/initiatives/14709-Digital-Networks-Act_en
78.	  �Connect Europe. (2026). Digital Networks Act: telecom industry asks for bolder action to secure Europe’s digital future. https://connecteurope.org/news/digital-net-

works-act-telecom-industry-asks-bolder-action-secure-europes-digital-future
79.	  �GSMA. (2026). The Digital Networks Act: evolution where revolution was required. https://www.gsma.com/about-us/regions/europe/news/the-digital-networks-act-evo-

lution-where-revolution-was-required/
80.	 �UNI Europa ICTS. (2024). Commission White Paper “How to master Europe’s digital infrastructure needs?” https://www.uni-europa.org/wp-content/uploads/

sites/3/2024/06/20240621_White-paper-digital-infrastructure_UE-position_FV.pdf
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81.	  �European Commission (2022). Proposal for a DIRECTIVE OF THE EUROPEAN PARLIAMENT AND OF THE COUNCIL on Adapting Non-Contractual Civil Liability Rules to Artifi-
cial Intelligence (AI Liability Directive). COM/2022/496 final. https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX%3A52022PC0496

82.	  �Ibid; Andrews, C. (2025, February 12). European Commission withdraws AI Liability Directive from consideration. IAPP. https://iapp.org/news/a/european-commission-with-
draws-ai-liability-directive-from-consideration; Sasdelli, P. (2025, March 31). Proposed EU AI liability rules withdrawn. Bird & Bird. https://www.twobirds.com/en/insights/2025/
proposed-eu-ai-liability-rules-withdrawn; European Commission. (n.d.). Liability Rules for Artificial Intelligence. https://commission.europa.eu/business-economy-euro/do-
ing-business-eu/contract-rules/digital-contracts/liability-rules-artificial-intelligence_en

83.	  �European Commission (2025b). COMMUNICATION FROM THE COMMISSION TO THE EUROPEAN PARLIAMENT, THE COUNCIL, THE EUROPEAN ECONOMIC AND SOCIAL 
COMMITTEE AND THE COMMITTEE OF THE REGIONS Commission Work Programme 2025 Moving Forward Together: A Bolder, Simpler, Faster Union. COM/2025/45 final. 
https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX%3A52025DC0045&qid=1761126737792

84.	  �Andrews, C. (2025, February 12). European Commission withdraws AI Liability Directive from consideration. IAPP. https://iapp.org/news/a/european-commission-withdraws-ai-li-
ability-directive-from-consideration

85.	  �European Commission (2025, November 19). Proposal for a REGULATION OF THE EUROPEAN PARLIAMENT AND OF THE COUNCIL amending Regulations (EU) 2016/679, 
(EU) 2018/1724, (EU) 2018/1725, (EU) 2023/2854 and Directives 2002/58/EC, (EU) 2022/2555 and (EU) 2022/2557 as regards the simplification of the digital legislative frame-
work, and repealing Regulations (EU) 2018/1807, (EU) 2019/1150, (EU) 2022/868, and Directive (EU) 2019/1024 (Digital Omnibus). 2025/0360(COD). European Union. https://
eur-lex.europa.eu/legal-content/EN/TXT/?uri=celex:52025PC0837

86.	  �European Commission. (2025, November 19). Proposal for a REGULATION OF THE EUROPEAN PARLIAMENT AND OF THE COUNCIL amending Regulations (EU) 2024/1689 
and (EU) 2018/1139 as regards the simplification of the implementation of harmonised rules on artificial intelligence (Digital Omnibus on AI). 2025/0359(COD). European Union. 
https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=celex:52025PC0836

87.	  �Deloitte. (2024). AI risk and approaches to global regulatory compliance. https://www.deloitte.com/ie/en/services/consulting/perspectives/ai-risk-approaches-global-regulato-
ry-compliance.html; European Commission. (2025c). The impact of the Digital Services Act on digital platforms. Digital Strategy. https://digital-strategy.ec.europa.eu/en/policies/
dsa-impact-platforms

88.	  �Sepasspour, R. (2023). A reality check and a way forward for the global governance of artificial intelligence. Bulletin of the Atomic Scientists, 79(5), 304–315. https://doi.org/10.1
080/00963402.2023.2245249.

89.	  �Regulation (EU) 2024/1689 (Artificial Intelligence Act).

Building on issues of fairness and accountability, questions of liability have also become central to 
the EU’s AI governance agenda. The proposed AI Liability Directive (AILD, 2022)81 aimed to establish 
uniform standards for AI-related harm, and measures to alleviate the burden of proof for victims, but 
was withdrawn due to stakeholder disagreement, including criticisms towards overly complex and 
burdensome digital regulations.82 More recently, reflecting the ongoing policy evolution in this area, 
the European Commission’s 2025 Work Programme instead focuses on harmonising liability rules 
across the EU, rather than relying on separate national legislation, taking a simplified approach that 
encourages innovation, growth and security,83 making it easier for AI businesses to grow while keep-
ing compliance more straightforward under the AI Act.84

The Digital Omnibus85 regulation proposal further reflects the European Commission’s simplification 
ambition within the digital market. The proposal, published in November 2025, includes a set of 
amendments that aim to avoid legislation overlaps, reducing the regulatory burden and easing com-
pliance for both the private and public sectors while maintaining necessary safeguards. The proposal 
focuses on amendments to data privacy laws such as GDPR, Data Act, and the directive on privacy 
and electronic communications. In parallel, the Digital Omnibus on AI86 regulation proposal amends 
the EU AI Act through selective simplification that aims to facilitate the implementation of certain AI 
Act provisions. The proposal goes in line with the AI Continent Action Plan and the Apply AI Strategy. 
One of the amendments, for example, extends the responsibilities under Article 4 (See Box 2) onto 
the Member States.

Against the backdrop of continuous policy refinement, the initiatives discussed demonstrate the 
progress towards a coherent and layered framework that balances innovation and accountability87 
through ethical grounding, legal enforcement, data protection and digital capacity building. They 
guide AI adoption across the region, shaping the operational and strategic choices of different indus-
tries in the services economy. However, it is also important to note that in the absence of coordinated 
global governance, enforcement challenges and regulatory inconsistencies may limit the effective-
ness of these policies.88 This underscores the need for international cooperation that establishes 
shared principles and standards. 

While most of these policies predate the rapid rise of GenAI, the AI Act takes a significant step to-
wards addressing GenAI. It establishes binding obligations for providers of GenAI, including trans-
parency on training data, compliance with intellectual property requirements and clear labelling of 
AI-generated content. The Act introduces enhanced compliance standards for models deemed to 
present systemic risk, such as mandatory robustness testing, cybersecurity measures and incident 
reporting.89
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90.	  �European Commission. (n.d.). The General-Purpose AI Code of Practice. Shaping Europe’s digital future. https://digital-strategy.ec.europa.eu/en/policies/contents-code-gpai
91.	  �Coalition of rightsholders across the EU’s cultural and creative sectors. (2025, July 30). Joint statement on the AI Act implementation measures adopted by the European 

Commission. Brussels. https://www.cisac.org/Newsroom/articles/joint-statement-broad-coalition-rightsholders-active-across-eus-cultural-and
92.	  �Ministry of Economic Affairs and Employment. (2022). Artificial Intelligence 4.0 programme: Final report (Publications of the Ministry of Economic Affairs and Employment, 

No. 2022:63). Government of Finland. https://julkaisut.valtioneuvosto.fi/items/24932639-b776-45a1-85ad-9c084726b0d9
93.	  �Ministry of Finance & Ministry of Industry, Business and Financial Affairs. (2019). National strategy for artificial intelligence. https://en.digst.dk/media/lz0fxbt4/305755_gb_

version_final-a.pdf
94.	  �Government Offices of Sweden. (2018). National approach to artificial intelligence. https://wp.oecd.ai/app/uploads/2021/12/Sweden_National_Approach_to_Artificial_Intel-

ligence_2018.pdf
95.	  �Norwegian Ministry of Local Government and Modernisation (2020). National Strategy for Artificial Intelligence. https://www.regjeringen.no/contentassets/1febbbb2c4fd4b-

7d92c67ddd353b6ae8/en-gb/pdfs/ki-strategi_en.pdf
96.	  �Nord Forsk. (n.d.). A Nordic initiative for research and innovation on responsible and ethical use of Artificial Intelligence. https://norden.diva-portal.org/smash/get/

diva2:1856812/FULLTEXT02.pdf

Complementing these binding rules, the General-Purpose AI Code of Practice,90 serves as a volun-
tary framework for general-purpose AI providers. Published in July 2025, it outlines best-practice 
expectations in domains such as data quality, fairness, non-discrimination, transparency and safety 
for GenAI providers. However, a joint statement by European and international associations repre-
senting employers, unions, collecting societies and other professional organisations in the AV sector 
criticised the Code as a “missed opportunity” that fails to provide meaningful intellectual property (IP) 
protection and falls short of the AI Act’s objectives.91

Overall, while the EU’s regulatory framework represents a significant step forward in governing AI 
and GenAI, it is still debated whether current instruments and implementation measures fully ad-
dress the practical needs and concerns of the specific sectors and wider services industries. 

Overview of national policies 

Across the EU Member States, national AI policies are developed to link technological innovation 
with broader economic, social and environmental goals. Many strategies combine investment in 
emerging technologies with skills development, public-private collaboration and alignment to EU 
principles on trustworthy and human-centric AI. While national approaches differ, commonalities in-
clude strengthening competitiveness, advancing sustainability, modernising public service and em-
bedding ethics in AI use.  Identified national AI strategies between 2018 and 2025 are commonly 
structured around three recurring pillars: 

• �Human capital – investing in digital skills, AI education, and training to expand the talent pipeline.

• �Research & innovation ecosystems – fostering interdisciplinary collaboration between academia, 
industry, and government. 

• �Applications & infrastructure – ensuring AI deployment across public services, SMEs and industry, 
supported by digital infrastructure such as 5G and high-performance computing. 

A shared orientation towards multi-stakeholder governance and EU alignment underpins these strat-
egies, but the relative weight of priorities varies across regions (see Box 3 below).
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97.	  �République Française. (2021). France 2030: Stratégie nationale pour l’intelligence artificielle – 2e phase. Conquérir les talents et transformer notre potential scientifique en 
succès économiques. Ministère de l’Économie, des Finances et de la Souveraineté industrielle et numérique. https://www.info.gouv.fr/upload/media/organization/0001/01/
sites_default_files_contenu_piece-jointe_2022_01_08112021_dp_strategie_nationale_pour_ia_2eme_phase.pdf

98.	  �European Commission. (2021). Netherlands AI strategy report. AI Watch. https://ai-watch.ec.europa.eu/countries/netherlands/netherlands-ai-strategy-report_en
99.	  �Ministry of Economic Affairs and Climate Policy of the Netherlands. (2021). Strategic Action Plan for Artificial Intelligence: The Netherlands. OECD. https://wp.oecd.ai/app/

uploads/2021/12/Netherlands_Strategic_Action_Plan_for_Artificial_Intelligence.pdf
100.	  �German Federal Government. (2020). Artificial Intelligence Strategy of the German Federal Government: 2020 Update. https://www.ki-strategie-deutschland.de/files/

downloads/Fortschreibung_KI-Strategie_engl.pdf

Box 3. Examples of AI strategies across different regions in Europe pt. 1

Northern Europe: 

Finland’s Artificial Intelligence 4.0 Programme (2020–2023)92 emphasised the “twin transition” of simultaneous dig-
italisation and green transformation, positioning AI as a critical enabler for sustainable industrial development, particu-
larly targeting SMEs. The program aims to make Finland “a winner in the twin transition” by 2030, with Finnish industry 
becoming clean, efficient and digital while delivering competitive solutions that increase customers’ environmental 
benefits globally.

Denmark’s 2019 National Strategy for Artificial Intelligence93 complements this approach by linking AI develop-
ment to data responsibility and sustainability through four priority areas: healthcare, energy and utilities, agriculture, 
and transport. The strategy emphasises ethical and human-centred AI development with EUR 9.2 million allocated 
for 2019–2027 (later reduced to EUR 5 million), alongside additional EUR 39.5 million for digital technology research. 
Denmark’s approach focuses particularly on precision agriculture, smart energy grids, and climate partnerships with 
industrial sectors to achieve a 70% carbon emission reduction by 2030.

Sweden’s AI Strategy (2018)94 emphasises utilising AI for societal and economic gains while prioritising education, 
training and cross-sector collaboration.

Norway’s National Strategy for Artificial Intelligence (2020)95 promotes ethical and human-centric AI development, 
tackling issues of data privacy, bias and transparency, while integrating AI across healthcare, energy and public admin-
istration sectors. The Research Council of Norway has funded 470 ongoing AI projects worth 2.2 billion NOK, focusing 
on societal aspects and innovation. The Nordic region has established a coordinated approach through Nordic Innova-
tion’s AI and Data program, developing a Nordic Ethical AI Expert Group with 23 experts working on recommendations 
for data management, ethical AI implementation, skills development and sustainability transformation.96 This collective 
Nordic vision positions the region as a leader in digitalisation, ethical AI and responsible data use by 2030.

Western Europe:

France’s AI strategy, integrated into the France 2030 investment plan launched in 2021,97 follows a sovereignty-driv-
en approach with massive state investment totalling over EUR 3 billion by 2024, escalating from the original 2018 “AI for 
Humanity” strategy that allocated EUR 1.5 billion. The strategy positions AI at the core of industrial leadership, focusing 
on talent development (aiming to double AI specialists to 100,000 trained annually by 2030), and research infrastruc-
ture investment.

The Netherlands’ Strategic Action Plan for Artificial Intelligence (2019),98 updated in 2021, balances competitiveness 
with openness and trust through three strategic pillars: capitalising on societal and economic opportunities, creating 
optimal conditions for AI development, and strengthening ethical foundations.99 The Dutch government allocated EUR 
45 million annually for AI innovation and research, with an additional EUR 276 million through the AiNed Programme 
via the Netherlands AI Coalition.

Germany’s updated Artificial Intelligence Strategy (2020)100 increased federal investment from EUR 3 billion to EUR 
5 billion by 2025, focusing on establishing internationally competitive AI ecosystems that enhance research, business 
and industrial competitiveness. The strategy emphasises pandemic control, sustainability (particularly environmental 
and climate protection) and international networking, while promoting “AI Made in Europe” as a trademark for respon-
sible and public good-oriented AI development.

Source: Visionary Analytics, 2026
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Southern Europe: 

Italy’s National Strategic Programme on Artificial Intelligence (2022–2024)101 uniquely combines investment in edu-
cation and research with efforts to link AI adoption to creative industries and cultural heritage. The strategy establishes 
Italy as a globally competitive AI hub through six objectives and eleven priority sectors, with culture and tourism iden-
tified as a key priority area where advanced technologies enhance Italy’s cultural heritage and tourism attractiveness 
through new synergies between cultural and creative industries.

Spain’s 2024 Artificial Intelligence Strategy,102 structured around three key pillars, emphasises building necessary 
capabilities for growing AI demand, ensuring citizen benefits, and developing the ALIA foundation language model in 
Spanish and co-official languages. The strategy includes significant investment in supercomputing infrastructure, with 
Spain positioning itself to host one of Europe’s first AI Factories through the MareNostrum 5 upgrade.

Central and Eastern Europe: 

Slovakia’s 2030 Digital Transformation103 integrates AI into wider digital transformation agendas, seeking to mod-
ernise the economy, upgrade public services and promote inclusion.

Romania’s National AI Strategy104 emphasises using AI to raise the quality of life and economic growth while ensuring 
alignment with EU ethical guidelines. The strategy centres on creating AI talent and fostering industrialisation.

Lithuania’s Artificial Intelligence Strategy titled “A Vision of the Future” (2019),105  aims “to modernise and expand 
the current AI ecosystem in Lithuania and ensure that the nation is ready for a future with AI.” The strategy focuses on 
six areas, including ethical and legal principles, AI integration across sectors, skills development and data governance. 
It promotes the creation of AI sandboxes and an ethics committee, research to reduce AI bias, and the introduction 
of AI education and training across all levels to strengthen workforce competencies. Furthermore, Lithuania adopted 
an Action Plan for the Development of Lithuanian AI Technologies 2023–2026 and launched several programmes to 
fund start-ups that develop AI solutions, digitalise public services and create AI solutions for the Lithuanian language.106

Estonia’s Artificial Intelligence Action Plan (2024–2026),107 its third national AI strategy, builds on earlier initiatives 
to further integrate AI across public services, the private sector and education. With a focus on human-centric and 
trustworthy AI, the plan prioritises skills development, public-private collaboration, research and innovation support 
and the establishment of a legal framework for ethical AI use. It also highlights the importance of data infrastructure 
and language technologies in advancing AI applications. Additionally, Estonia’s framework on AI includes the Data and 
Artificial Intelligence White Paper (2024–2030), Estonia 2035 and the Estonian Digital Agenda 2030.

Source: Visionary Analytics, 2026

Box 3. Examples of AI strategies across different regions in Europe pt. 2

101.	  �Government of Italy. (2021). Strategic Programme on Artificial Intelligence 2022–2024. Rome, 24 November 2021.  
https://assets.innovazione.gov.it/1637777513-strategic-program-aiweb.pdf

102.	  �Ministry for Digital Transformation and Public Service, Spain. (2024). The Government approves the Artificial Intelligence Strategy 2024.  
https://digital.gob.es/en/comunicacion/notas-prensa/secretaria-digitalizacion-e-inteligencia-artificial/2024/05/2024-05-14

103.	  �Office of the Deputy Prime Minister of the Slovak Republic for Investments and Informatisation. (2019). 2030 Digital Transformation Strategy for Slovakia.  
https://mirri.gov.sk/wp-content/uploads/2019/10/SDT-English-Version-FINAL.pdf

104.	  �România. (n.d.). Romania in the era of artificial intelligence: A strategy for the development and adoption of AI technology at a country level.  
https://afyonluoglu.org/PublicWebFiles/Reports/AI/National/National%20AI%20Plan-Romania.pdf

105.	  �Ministry of the Economy and Innovation of the Republic of Lithuania. (2019). Lithuanian Artificial Intelligence Strategy: A Vision of the Future.  
https://eimin.lrv.lt/uploads/eimin/documents/files/DI_strategija_ENG(1).pdf

106.	  �Ministry of the Economy and Innovation of the Republic of Lithuania. (2024, July 29). Lithuania aims to become the most favourable country for the development of 
artificial intelligence technologies. https://eimin.lrv.lt/en/structure-and-contacts/news-1/lithuania-aims-to-become-the-most-favourable-country-for-the-development-of-ar-
tificial-intelligence-technologies/ 

107.	  �Ministry of Economic Affairs and Communications of the Republic of Estonia. (2024). Artificial Intelligence Action Plan 2024-2026. https://www.mkm.ee/sites/default/files/
documents/2024-02/Tehisintellekti%20tegevuskava%202024-2026.pdf; European Commission (2024). Estonia Digital Public Administration Factsheet 2024. Interoper-
able Europe Portal. https://interoperable-europe.ec.europa.eu/sites/default/files/inline-files/NIFO_2024%20DPAF_Estonia_vFinal.pdf

https://assets.innovazione.gov.it/1637777513-strategic-program-aiweb.pdf
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108.	  �Business France. (2024). AI Race: How France is positioning itself as a leader. https://world.businessfrance.fr/nordic/ai-race-how-france-is-positioning-itself-as-a-leader/; 
Élysée. (2025). Make France an AI powerhouse. https://www.elysee.fr/en/emmanuel-macron/2025/02/11/make-france-an-ai-powerhouse

109.	  �Ministry of Economic Affairs and Employment of Finland. (2022). Finland ranks first in EU digital comparison. https://tem.fi/en/-/10623/finland-ranks-first-in-eu-digital-com-
parison

110.	  �Business France. (2024). AI Race: How France is positioning itself as a leader. https://world.businessfrance.fr/nordic/ai-race-how-france-is-positioning-itself-as-a-leader/
111.	  �International Trade Administration (2024). Slovakia Country Commercial Guide: Digital Economy. U.S. Department of Commerce. https://www.trade.gov/country-commer-

cial-guides/slovakia-digital-economy

Impact of national policies

These national AI strategies are beginning to show tangible effects across Europe. While still early in 
implementation, they are shaping how countries invest in technology, build skills and govern AI. The 
impacts are visible in funding commitments, adoption rates, institutional development and ethical 
frameworks. Broadly, the impacts can be observed (see Box 3 for details on specific countries) in: 

• �Increased funding and investment – Countries such as France have scaled their AI agenda with 
EUR 109 billion in funding, centred on infrastructure, research laboratories, as well as startups. The 
country has also emerged as a European hub for AI startups, attracting EUR 3.2 billion in venture 
funding in 2022. Companies such as Mistral AI, Dataiku and Meero illustrate the growing strength 
of France’s AI ecosystem.108

• �Rising adoption levels – Finland leverages its position as one of the most digitalised economies 
in the EU to accelerate AI use across society. Its strategy prioritises SMEs, supporting them with 
training and tools to boost productivity and to align with the twin transition of digitalisation and 
green growth.109 France has also seen rapid adoption, with 35% of firms already using AI and 72% 
of employers reporting performance gains.110 Italy’s strategy has consolidated research funding, 
expanded AI education and scaled public-private partnerships, particularly in enhancing digital 
services and data-driven governance.

• �Infrastructure and readiness – Slovakia has embedded AI within its broader digital transformation 
agenda. While progress has been made, digital integration remains below the EU average, signal-
ling the need for further support to translate readiness into widespread adoption.111

• �Ethical framing – Denmark announced in June 2025 plans to introduce legislation to grant citi-
zens copyright over their likeness (body, face, voice), potentially becoming the first EU country to 
provide such comprehensive protection against AI-generated reproductions. If implemented, this 
development would illustrate the country’s ethical commitments, translating into concrete protec-
tions in practice. 
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Beyond general impacts, national strategies are beginning to shape AI adoption in the services econ-
omy sectors, reflecting both national strengths and EU-wide priorities. While most of the examples 
are framed in broad terms of competitiveness and digitalisation, certain domains can be observed 
(see Box 3 for details on specific countries):

• �Audiovisual sector – Italy’s national AI plan highlights cultural heritage and creative industries as 
beneficiaries of AI, while Denmark’s move to strengthen individual rights over personal likeness is 
particularly relevant for the AV sector, where deepfakes and synthetic media present both new op-
portunities and significant challenges. In addition, France’s AI strategy considers ethics, trust and 
sovereignty in relation to creative content production. 

• �Banking sector – Though rarely singled out, AI adoption in financial services is enabled by national 
strategies that prioritise competitiveness, digitalisation and trust. 

• �Telecoms sector – Finland’s focus on advanced connectivity and infrastructure investment, as well 
as the Netherlands’ emphasis on intelligent connectivity, supports the sector. Slovakia also highlights 
infrastructure, such as 5G technology and high-performance, as critical to digital transformation. 

Taken together, Member States’ national AI strategies are moving from vision to execution. Significant 
public and private investment is strengthening research and fuelling startup growth, while adoption 
rates point to growing diffusion of AI across countries and economies. At the same time, early regu-
latory proposals, such as Denmark’s protection of citizens’ likeness, illustrate how ethical safeguards 
are being prioritised. In parallel, these examples share an underlying intent to equip economies with 
the skills and governance needed for AI adoption. Even where sector-specific measures are absent, 
broader priorities create conditions for AI deployment across AV, banking and telecoms services.112

112.	  �Digitaliseringsstyrelsen. (2024). Guide til virksomheder om ansvarlig anvendelse af generativ kunstig intelligens. https://digst.dk/media/5fijp1ag/110324-guide-til-virksom-
heder-om-generativ-kunstig-intelligens.pdf



25

Social partner agreements: overview and impact

Overview of social partner agreements 

Cross-sectoral agreements
As AI adoption accelerates in European workplaces, EU-wide trade unions, employer associations 
and other social partners work to shape how AI is introduced in the workplace in ways that protect 
workers’ rights while supporting innovation. Social dialogue and collective bargaining are consist-
ently positioned as the mechanisms for ensuring fair, transparent and worker-centred AI adoption.113 

This is demonstrated in the common themes and approaches of social partners, including tackling the 
risks of algorithmic management (the use of AI to monitor, evaluate and allocate work), as well as con-
cerns linked to employees’ privacy and upskilling the workforce. In these examples, emphasis is put on 
the ‘human-in-control’ or ‘human-in-command’ principle, ensuring humans retain agency over outputs.

Protecting workers’ personal data is central across collective agreements. These highlight the need 
to restrict intrusive monitoring, strengthen rights around AI-driven decisions and ensure transpar-
ency and accountability in workplace data practices. Some illustrative but non-exhaustive examples 
include: 

• �UNI Europa & Friedrich-Ebert-Stiftung report (2024) – call for limits on intrusive monitoring, the 
right to contest automated decisions, access to independent data expertise and full worker infor-
mation on AI’s impact.114

• �European Cross-Sector Social Partner Agreement (2020) – warns against excessive surveillance; 
calls for transparent, purpose-driven rules on workplace data use linked to legitimate objectives.115

• �ETUC Resolution (2020) – demands strict regulation of AI in the workplace where rights, privacy or 
labour conditions are affected; insists workers must be informed about data practices; underlines 
the union’s proactive role in AI governance and negotiations.116

• �ETUC Paper (2025) – demands strict, enforceable limits on AI surveillance and data use at work; 
highlights enforcement gaps under GDPR; insists workers and unions control data collection and 
monitoring; bans processing of non-work or psychological data; requires transparency, proportion-
ality, negotiation and human oversight in AI decisions; reaffirms unions’ central role in ensuring 
technology protects workers’ rights.117

113.	  �European Social Partners (BusinessEurope, CEEP, SMEunited, & ETUC). (2020). Framework Agreement on Digitalisation 2020. https://www.etuc.org/system/files/docu-
ment/file2020-06/Final%2022%2006%2020_Agreement%20on%20Digitalisation%202020.pdf; European Trade Union Confederation. (2020). Resolution on the Euro-
pean strategies on artificial intelligence and data. https://www.etuc.org/sites/default/files/document/file/2020-07/Adopted%20-%20ETUC%20resolution%20on%20%20
the%20European%20strategies%20on%20artificial%20intelligence%20and%20data%20-%20EN.pdf

114.	  �UNI Europa & Friedrich-Ebert-Stiftung. (2024). Collective bargaining practices on AI and algorithmic management in European services sectors. https://www.uni-europa.
org/wp-content/uploads/sites/3/2024/03/CollectiveBargainingPracticesOnAI_final.pdf

115.	  �European Social Partners (BusinessEurope, CEEP, SMEunited, & ETUC). (2020). Framework Agreement on Digitalisation 2020. https://www.etuc.org/system/files/docu-
ment/file2020-06/Final%2022%2006%2020_Agreement%20on%20Digitalisation%202020.pdf

116.	  �European Trade Union Confederation. (2020). Resolution on the European strategies on artificial intelligence and data. https://www.etuc.org/sites/default/files/document/
file/2020-07/Adopted%20-%20ETUC%20resolution%20on%20%20the%20European%20strategies%20on%20artificial%20intelligence%20and%20data%20-%20EN.
pdf

117.	  �European Trade Union Confederation. (2025, March 4). Artificial Intelligence for Workers, Not Just for Profit: Ensuring Quality Jobs in the Digital Age. https://www.etuc.org/
en/document/artificial-intelligence-workers-not-just-profit-ensuring-quality-jobs-digital-age
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Beyond privacy, agreements consistently emphasise the importance of training and reskilling to help 
workers adapt to digitalisation, seize opportunities and reduce risks such as job loss, exclusion or 
inequality:

• �European Cross-Sector Social Partner Agreement (2020) – stresses joint responsibility of employ-
ers and workers in reskilling; highlights support needed for SMEs; emphasises transversal skills 
(problem-solving, critical thinking, creativity) and human competences (judgment, emotional intelli-
gence); recommends skills anticipation tools and lifelong learning. 

• �ETUC Resolution (2020) – calls for an EU framework that links AI literacy with strong rights safe-
guards; insists trade unions and worker representatives must shape AI’s workplace role; stresses 
that training alone is insufficient – social dialogue must support it. 

• �ETUC Paper (2025) – calls for lifelong, high-quality AI training as a right, legally ensured by employ-
ers in cooperation with unions.

Building on this, the ETUC 2020 agreement promotes the training of workers and representatives 
in AI use and in understanding AI’s broader impact on job roles and security. By encouraging ethical 
training for both employers and union representatives, the agreement could foster more responsible 
and transparent AI adoption in workplaces while reducing risks such as bias and privacy breaches. 
These priorities align with the findings of the 2023 Organisation for Economic Co-operation and 
Development (OECD) Employment Outlook,118 which highlights that as AI technologies evolve rapidly 
both workers and employers will need to adapt continuously. Training will therefore be central to 
managing AI-driven transitions and ensuring that labour market change remains fair and inclusive.

Agreements converge on the principle that algorithmic decision-making in the workplace must re-
main explainable, auditable and under human control, emphasising safeguards to ensure fairness, 
accountability and worker protection:

• �UNI Europa & Friedrich-Ebert-Stiftung report (2024) – Insists on transparency in automated work-
place processes and highlights the right to challenge algorithmic decisions; survey data show that 
only about 20% of unions currently have AI-related collective agreements in place, underlining the 
early stages of collective bargaining in AI. 

• �European Cross-Sector Social Partner Agreement (2020) – requires risk assessments for AI sys-
tems in the workplace; calls for measures to prevent unintended bias or harm; stipulates worker 
consultation on algorithmic decision-making. 

• �ETUC Resolution (2020) – places burden of proof on employers in disputes about AI compliance; 
stresses that liability should rest with businesses and developers, not with workers or AI systems; 
demands stronger EU-level regulation to address power imbalances caused by workers’ limited 
access to AI-related information. 

• �ETUC Paper (2025) – insists AI impacts remain the responsibility of employers and developers, 
not workers; condemns the withdrawal of the AI Liability Directive proposal; calls for binding EU 
rules holding businesses accountable; requires transparency, full worker access to AI information, 
and meaningful oversight; and places the burden of proof on companies to protect workers’ rights.

118.	  �Digitaliseringsstyrelsen. (2024). Guide til virksomheder om ansvarlig anvendelse af generativ kunstig intelligens. https://digst.dk/media/5fijp1ag/110324-guide-til-virk-
somheder-om-generativ-kunstig-intelligens.pdf

https://digst.dk/media/5fijp1ag/110324-guide-til-virksomheder-om-generativ-kunstig-intelligens.pdf
https://digst.dk/media/5fijp1ag/110324-guide-til-virksomheder-om-generativ-kunstig-intelligens.pdf
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Here, it is important to note that while these initiatives mark significant progress, many social agree-
ments lack practical tools, AI-specific expertise and broad outreach capacity – particularly when it 
comes to representing workers in rapidly evolving or non-traditional roles. The 2023 OECD Employ-
ment Outlook119 highlights that this gap could limit the ability and impact of social dialogue to antic-
ipate skill needs, reduce inequalities and support fairer labour market transitions as AI adoption ac-
celerates. Against this background, the UNI Europa and Friedrich-Ebert-Stiftung report underscores 
both the potential and the current limitations of collective bargaining in this space: although social 
dialogue is useful, only 20% of unions surveyed currently have AI-related collective agreements in 
place at the organisational or sectoral level. On the other hand, unions are increasingly prioritising 
topics such as AI-driven scheduling, monitoring and its impact on working hours, though issues 
such as AI in hiring or background checks remain less frequently addressed. This suggests that 
while awareness among general agreements is growing, collective bargaining still faces challenges 
in terms of resources, employer engagement and limited technical expertise. In this respect, many 
unions still rely on broader consultation to fill these gaps.

Sector-Specific Agreements
Across the service sector, actors are negotiating the role of GenAI in the workplace. Although each 
sector faces distinct challenges depending on its technologies, work organisation and cultural con-
text, sector agreements point to a number of recurring themes. These include but are not limited to:

• �Consent and rights protections – frequently addressed, particularly in relation to worker data, 
identity and creative outputs. 

• �Ethical and transparent AI use – commonly referenced, with human oversight often positioned as 
a safeguard against bias, misuse or excessive automation.

• �Workforce adaptation through upskilling and reskilling – features regularly and is often treated as 
a shared responsibility of employers, unions and policymakers.

• �Social dialogue – commonly identified as a means of anticipating challenges, preventing conflict 
and developing trust around new technologies.

Sector responses generally take two forms: collective bargaining agreements (CBAs – binding, en-
forceable contracts negotiated between unions and employers) and sectoral guidelines (non-binding 
recommendations developed by unions, federations, companies or international bodies; they shape 
expectations, influence norms and prepare the ground for future CBAs).

119.	 Ibid.
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In the AV sector, GenAI has prompted focus on workplace safeguards due to its potential impact on 
identity, authorship and livelihoods. Compared with other sectors, agreements and other sectoral 
guidelines are particularly rights-focused in AV. Some examples include:

• �The 2024 German BFFS/ver.di agreement120 provided enforceable methods for managing AI in 
creative industries, embedding principles of informed consent, co-determination and fair compen-
sation into contractual frameworks, ensuring that performers retain control over the use of their 
likeness and voice while establishing limits on GenAI applications.  

• �In Italy, the 2023 National Association of the Film, Audiovisual and Digital Industries (Anica) 
collective agreement acknowledges the risk of AI training through actors’ voices and images, thus 
prohibiting it.121

These efforts reflect and build on earlier agreements in the United States that established initial pro-
tections for directors, writers, performers and behind-the-scenes workers. Box 4 provides illustrative 
examples of US-based agreements that show how GenAI-related issues in the AV sector are being 
addressed in comparable ways across regions. Relatedly, a number of international guidelines also 
exist:

• �The 2025 International Federation of Actors’ (FIA) report sets out guidance on managing AI in 
creative industries, emphasising human artistry, informed consent for any person’s image, voice or 
likeness and fair control and compensation over digital replicas. The report also advises collective 
bargaining safeguards.122

• �The 2024 GenAI Guidelines for Voice Work by the United Voice Artists set out protections around 
consent, opt-out opportunities, contract transparency and proportional compensation.123

• �The 9 Story Media Group and Brown Bag Film’s 2024 global guidelines exclude AI from script-
writing and voice cloning, commit to human-led production and affirm compliance with collective 
agreements, highlighting how CBAs play an important role in shaping the development, introduc-
tion and use of GenAI.124 

• �The International Labor Union’s (ILO) 2025 policy guidance on collective bargaining in the arts 
and entertainment sector emphasises that GenAI should be managed through collective agree-
ment, with safeguards on consent and fair remuneration where AI is used to replicate creative 
work. The ILO frames collective CBAs as the primary tool for ensuring that technological innovation 
in the arts remains human-centric while balancing innovation.125

120.	  �ver.di. (2025). Erster Tarifabschluss zum Umgang mit KI in der Film- und Fernsehproduktion. ver.di Filmunion. https://filmunion.verdi.de/und-action/nachrichten/++
co++0a0e1f88-e78f-11ef-81ee-f5ae95fe3e8f

121.	  �Studio Previti (2024). Cinema, TV and generative artificial intelligence: the contract solutions reached. https://www.previti.it/en/cinema-tv-and-generative-artifi-
cial-intelligence-contract-solutions-reached

122.	  �International Federation of Actors (FIA). (2025). FIA Guide to Artificial Intelligence. https://fia-actors.com/wp-content/uploads/2024/09/FIA_Guide_AI_EN-17-
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123.	  �United Voice Artists. (2024, May 6). AI Guidelines for Voice Work. https://unitedvoiceartists.com/wp-content/uploads/2024/05/UVA-AI-GUIDLINES.pdf
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By embedding contractual safeguards, these measures seek to give artists greater control over how 
their likeness, voices and works are used. The long-term impact could be a transformation of busi-
ness models in dubbing, advertising and gaming: studios may need to license voice data in the same 
way they license music or scripts, while GenAI outputs are labelled as synthetic. Agreements such 
as the United Voice Artists’ guidelines establish higher ethical bars for AI deployment due to their 
opt-out policies. As the guidelines protect performers from being associated with content that they 
fundamentally reject, companies are forced to account for dignity and consent alongside commercial 
use. The Brown Bag Films guidelines are likely to have several important impacts on the animation 
industry. By positioning AI as a tool to support rather than replace creative workers, the studio makes 
a commitment to protecting artistic integrity while improving production efficiency. The expectation 
that AI will assist in areas such as scheduling, predictive budgeting and animation clean-up reflects 
the view of GenAI as a tool for assistance, rather than as a replacement for human labour.126 Within 
this broader shift, the 2024 BFFS agreement extends protections to partial digital embodiments and 
requires regular reviews with the option of early termination, making the contract a living framework. 
This adaptability ensures that performer rights are not frozen in time but are revisited as AI capabili-
ties and industry practices evolve.127

Box 4. US-based audiovisual sector social partner agreements 

Source: Visionary Analytics, 2026

126.	  �Cartoon Brew. (2024). Brown Bag Film and 9 Story launch guidelines for AI use in their productions. https://www.cartoonbrew.com/business/brown-bag-film-and-
9-story-launch-guidelines-for-ai-use-in-their-productions-241334.html

127.	  �Stuetzle, C., & Bischoff, S. (2025, May). From Hollywood to Germany: A transatlantic comparison of collective agreements on AI in film and TV production – Part 2. 
Kluwer Copyright Blog. Wolters Kluwer. https://legalblogs.wolterskluwer.com/copyright-blog/from-hollywood-to-germany-a-transatlantic-comparison-of-collective-
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128.	  �Directors Guild of America. (2023). DGA tentative agreement achieves historic breakthroughs on key global, economic, creative rights, and safety issues. https://
www.dga.org/News/PressReleases/2023/230603-DGA-and-AMPTP-Reach-Tentative-Agreement

129.	  �Writers Guild of America. (2023). What we won. https://www.wgacontract2023.org/the-campaign/what-we-won
130.	  �SAG-AFTRA. (2023). 2023 Summary of 2023 Tentative Successor Agreement to the 2020 Producer‑SAG‑AFTRA Codified Basic Agreement & 2020 SAG-AFRA 

Television Agreement. https://www.sagaftra.org/sites/default/files/sa_documents/TV-Theatrical_23_Summary_Agreement_Final.pdf

The 2023 Directors Guild of America and the Alliance of Motion Picture and Television Producers (AMPTP)  
agreement was the first major US guild contract to acknowledge GenAI. The agreement provided that AI cannot re-
place a director’s human duties, and that studios must consult the director and observe limitations.128

Following in the same year, the Writers Guild of America and the AMPTP came to an agreement that AI would  
not be able to write/rewrite scripts or count as source material. Furthermore, writers have an option to voluntarily use 
AI but are not obliged to do so.129

The 2023 SAG-AFTRA deal130 introduced enforceable provisions addressing the use of GenAI in the creative  
industries, including requirements related to informed consent, limits on the use of performers’ likeness and  
voice and compensation where digital replicas are involved.
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In the banking sector, collective agreements situate AI within a broader agenda of workplace trans-
formation, efficiency and fair implementation. They emphasise the need to balance technological 
change with social dialogue and robust commitments to reskilling and worker protection. Some key 
declarations and agreements include:

• �European Social Partners in the Banking Sector Joint Declaration (2024) – Emphasises contin-
uous social dialogue, transparency in human resources (HR)-related AI, limits on surveillance and 
guaranteed training during working hours.131

• �The Bank of Ireland Group-Financial Services Union deal (FSU-AIB) (2025) – goes further than 
the European Social Partners declaration by being binding and operational. It reaffirms the hu-
man-in-control principle, provides structured pathways for job transition and redeployment, em-
bedding worker protections into corporate obligations.132

Both agreements highlight the future-proofing of skills as a strategic necessity. Additionally, they 
place emphasis on reskilling staff with digital, analytical and project management skills to meet 
evolving needs due to technological change, with a focus on areas such as agile methods, data 
fluency, cybersecurity and engineering. The joint declaration of the European Social Partners shows 
that by monitoring implementation and committing to a full evaluation by 2026, social partners are 
signalling a longer-term intent to track AI’s evolving effects on job roles and employment structures.  
At the same time, the call for widespread use of the declaration reflects a broader ambition to em-
bed shared AI governance principles across the sector. This signals an effort to standardise ethical 
and operational checks and measures for GenAI adoption in banking. Embedding such common 
principles could help ensure consistent safeguards in banking. Furthermore, the emphasis on reskill-
ing and upskilling highlights a longer-term impact where banking staff will be equipped with skills 
to adapt to evolving GenAI applications. Similarly, the Irish FSU-AIB agreement reinforces these 
impacts at a national level: as a binding agreement, it goes further than high-level commitments, 
guaranteeing that worker protections, collective bargaining and a human-in-command approach are 
enforceable rather than aspirational.133

131.	  �European Social Partners in the Banking Sector (EBF, UNI Europa Finance, EACB & ESBG). (2024 May 14). Joint declaration on employment aspects of artificial 
intelligence in the European banking sector. https://www.ebf.eu/wp-content/uploads/2024/05/Joint-Declaration-on-Employment-Aspects-of-Artificial-Intelligence.
pdf

132.	  �Financial Services Union & Bank of Ireland. (2025). AI agreement between Financial Services Union and Bank of Ireland. https://www.fsunion.org/assets/files/pdf/
boi_fsu_ai_agreement.pdf

133.	  �Financial Services Union. (2025, July 9). FSU seek formal agreement from AIB around introduction of AI. Financial Services Union. https://www.fsunion.org/latest/
news/fsu-seek-formal-agreement-from-aib-around-introduction-of-ai/
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The telecom actors’ approach to GenAI sits in the wider context of digitalisation, 5G deployment 
and sector-wide innovation pressures. However, here the emphasis also lies on social dialogue and 
inclusive skills development. Some agreements include:

• �The Telecom Social Dialogue Committee Updated Declaration (2025) – AI governance in tele-
coms is framed as a shared responsibility between employers and unions, particularly as Large 
Language Models (LLMs), GenAI and agentic AI systems accelerate workplace transformation. The 
declaration positions social dialogue, the human-in-command principle, data protection and re-
spect for fundamental rights as core principles to ensure innovation does not outpace worker pro-
tection.134

• �Telenor Collective Agreement (2024-2026) – This agreement brings principles into practice by 
requiring that AI systems in personnel management respect privacy, dignity and data protection. It 
explicitly prohibits bias and ensures that AI adoption is coupled with adequate training and work-
place dialogue.135

As the Telecom Social Dialogue Committee Updated Declaration calls for AI deployment to comply 
with the EU AI Act and GDPR, its impact could result in stronger worker protections and increased 
trust in new technologies. By prioritising reskilling and upskilling in response to generative and agen-
tic AI developments, the Declaration could help build a workforce capable of adapting to rapidly 
evolving technologies. Finally, as it embeds social dialogue in shaping AI deployment, its impact 
could also include a more balanced decision-making process between employers and unions, ensur-
ing that innovation develops in step with worker protections.136 In a comparable example, Norway’s 
Telenor Collective Agreement legally binds employers to ensure that any use of AI for personnel 
or work management complies with the 2018 Personal Data Act.137 By requiring that AI systems 
respect employee privacy, dignity and non-discrimination, it directly mitigates the risks of biased 
decision-making in operations, as companies must audit and ensure that AI tools are lawful. Manda-
tory training and participation enhance workforce readiness, providing staff with the skills needed to 
engage effectively with AI. 

134.	  �UNI Europa & Connect Europe. (2025, November). The Telecom Social Dialogue Committee Updated Declaration on Artificial Intelligence. https://www.uni-eu-
ropa.org/wp-content/uploads/sites/3/2025/12/UNI-Europa-x-Connect-Europe-AI-Declaration.pdf

135.	  �Confederation of Norwegian Enterprise, Norwegian Confederation of Trade Unions, & EL og IT‑Forbundet. (2024). Collective Agreement for Telenor 2024–2026 
(unofficial English translation). https://tariff.elogit.no/nedlasting/Telenoroverenskomsten%202024-2026%20English.pdf

136.	  �UNI Europa & Connect Europe. (2025, November). The Telecom Social Dialogue Committee Updated Declaration on Artificial Intelligence. https://www.uni-eu-
ropa.org/wp-content/uploads/sites/3/2025/12/UNI-Europa-x-Connect-Europe-AI-Declaration.pdf

137.	  �Ministry of Justice and Public Security. (2018). Act relating to the processing of personal data (The Personal Data Act). https://lovdata.no/dokument/NLE/
lov/2018-06-15-38
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Comparison of cross-sectoral and sector-specific agreements
Cross-sectoral and sector-specific AI agreements across Europe share several foundational principles. 
Central to all is the commitment to human-centric AI that respects fundamental rights, particular-
ly through the principle of human-in-control. Across the agreements, there is a shared emphasis on 
ensuring AI supports rather than replaces human workers. Transparency, fairness and accountability 
are consistently highlighted as core principles, regardless of the sector.138 These values are viewed as 
especially crucial where AI influences employment decisions, organisational processes or the use of 
personal data. Social dialogue, collective bargaining and proactive worker involvement are seen as es-
sential tools to manage digital transformation.139 Similarly, the need for robust training and re-upskilling 
programmes is a common theme, as workers across different sectors face the pressure of adapting to 
evolving technological landscapes. Cross-sectoral agreements, such as the ETUC resolution, and sec-
tor-specific agreements, such as the Telecom Social Dialogue Committee declaration, exemplify this.

However, cross-sectoral agreements adopt a broader, cautionary tone that is grounded in long-
term advocacy for stronger AI governance and workers’ rights protections. All three agreements 
focus heavily on structural issues such as algorithmic management, intrusive surveillance, data 
protection and inequality, especially the risks AI poses to vulnerable groups. While these agree-
ments offer valuable guidance, they primarily address AI systems in general rather than the specific 
challenges associated with GenAI. In examples such as the European Cross-sectoral Social Partner 
agreement, employers are encouraged to carry the burden of proof in demonstrating compliance 
with legal and ethical standards, and calls for collective bargaining over AI tools are mentioned. 
These general texts are often policy-oriented and aspirational in nature, providing guidance that 
cuts across diverse sectors. 

In contrast, sector-specific agreements are more targeted in scope and shaped by the practical impli-
cations of AI in their respective fields. For instance, in the AV sector, concerns are clearly tied to GenAI, 
especially around intellectual property and the use of digital replicas. Artists demand consent, control 
and compensation for GenAI use of their voices and likeness, as seen in the United Voice Artists’ guide-
lines and the SAG-AFTRA agreement. In contrast, banking and telecoms agreements tend to focus on 
broader AI systems rather than mention GenAI specifically. In banking, AI applications are focused on 
recruitment, performance analytics and surveillance, thus prompting agreements that go further in op-
erational detail; some of these are even binding, such as the FSU-AIB deal, and they outline support for 
job transitions, privacy protections and redeployment. Meanwhile, in the telecoms industry, the empha-
sis lies in managing large-scale digital transformation, including the integration of AI into networks and 
services. Both agreements focus on workforce development, especially by upskilling current employ-
ees, while at the same time maintaining ethical oversight of AI systems used in the workplace. In short, 
general agreements seem to lay the normative groundwork and set broad principles for AI governance, 
while sector-specific deals translate those principles into actionable strategies that are tailored to the 
technological realities and workforce structures of each field.

138.	  �UNI Europa & Friedrich-Ebert-Stiftung. (2024). Collective bargaining practices on AI and algorithmic management in European services sectors. https://www.
uni-europa.org/wp-content/uploads/sites/3/2024/03/CollectiveBargainingPracticesOnAI_final.pdf; European Trade Union Confederation. (2020). Resolution 
on the European strategies on artificial intelligence and data. https://www.etuc.org/sites/default/files/document/file/2020-07/Adopted%20-%20ETUC%20reso-
lution%20on%20%20the%20European%20strategies%20on%20artificial%20intelligence%20and%20data%20-%20EN.pdf; Tamasauskas, R. (2024). 9 Story & 
Brown Bag Films launch global guidelines for generative AI use in animated television production & development. https://www.brownbagfilms.com/news/9-sto-
ry-brown-bag-films-launch-global-guidelines-generative-ai-use-animated-television; Financial Services Union & Bank of Ireland. (2025). AI agreement between 
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data%20-%20EN.pdf; ver.di. (2025). Erster Tarifabschluss zum Umgang mit KI in der Film- und Fernsehproduktion. ver.di Filmunion. https://filmunion.verdi.de/
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Impacts in the audiovisual sector

Technological impacts

GenAI has expanded the technological capacity of the AV sector, bringing new capabilities to pro-
cesses central to AV productions. Five main processes that have been technologically advanced 
through the introduction of GenAI are (i) content generation and enhancement, (ii) visual effects and 
computer-generated imagery, (iii) scriptwriting and story generation, (iv) personalised content rec-
ommendations and (v) post-production and editing.140 The specific models driving advancements in 
these areas include LLMs, generative adversarial networks (GANs), variational autoencoders (VAEs), 
diffusion models and transformer systems.141 Nevertheless, AV companies face challenges due to 
constraints in data and resources, rendering them heavily dependent on BigTech for access to GenAI 
tools. Moreover, challenges remain in the detection of AI-generated content, which is technologically 
demanding and costly without proper verification or watermarking.142

Current evaluations suggest that applications such as scriptwriting assistance, translations and ad-
aptations range from moderate to high levels of technological maturity, though adoption levels re-
main low.143 Looking forward, however, these applications are estimated to reach very high levels 
of maturity and adoption, with predictions that the use of GenAI in these applications will become 
standard practice by 2028.144 GenAI for content generation is currently reported at a low level of 
technological maturity and adoption, with GenAI not having the technical capacity to independently 
produce AV content at the level of human-made productions.145 In fact, because the ability of GenAI 
to create content that can emotionally and culturally resonate with audiences is questionable, it is 
argued that such content will never reach a level of technological maturity where its quality matches 
that of human-made productions.146 Collaborative engagements with GenAI have proven successful, 
showing the promise of the technology to co-produce content. For example, GenAI is being used to 
improve the quality of archival footage by filling the gaps in distorted or damaged AV content (see 
Box 5 below).147 At the technology’s current stage of development, its full potential for technological 
advancement has yet to be fully realised. However, in its current implementation, GenAI is acting as 
a driver of innovation. 

140.	  �Rehm, G. (2020). The use of artificial intelligence in the audiovisual sector: Concomitant expertise for INI report. European Parliament, Policy Department for 
Structural and Cohesion Policies. https://www.europarl.europa.eu/RegData/etudes/IDAN/2020/629221/IPOL_IDA(2020)629221_EN.pdf; Totlani, K. (2023). The 
evolution of Generative AI: Implications for the media and film industry. International Journal for Research in Applied Science and Engineering Technology, 11(10), 
973–980. https://doi.org/10.22214/ijraset.2023.56140
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tusercontent-na1.net/hubfs/5253154/SMPTE-ER-1010-2023-1.pdf; Totlani, K. (2023). The evolution of Generative AI: Implications for the media and film industry. 
International Journal for Research in Applied Science and Engineering Technology, 11(10), 973–980. https://doi.org/10.22214/ijraset.2023.56140
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144.	  �Ibid.
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Box 5. GenAI for film preservation

Source: Visionary Analytics, 2026

The application of new technologies in the sector helps AV companies optimise their audience 
outreach and engagement. For instance, GenAI is being used to create trailers, thumbnails and high-
lights, as well as to deliver real-time insights such as sports statistics.152 GenAI can also make content 
more accessible through automated subtitling, dubbing and audio descriptions, thereby improving 
the experience of all audiences.153 While specialised providers offer such accessibility services, they 
may not be consistently available across all languages or markets. GenAI addresses this gap by en-
suring these services can be delivered reliably and in real time. In doing so, it extends the capabilities 
of AV companies, strengthening their ability to attract and retain audiences.

Furthermore, GenAI offers significant potential to make AV services more inclusive. Beyond subtitling, 
it enables the creation of accessible media guides using simplified or sign language, enhancing partic-
ipation for diverse audiences. In the cultural sector, where museums often hold vast collections of texts 
that are costly and time-consuming to adapt, GenAI can transform this content into formats tailored to 
different needs. By personalising communication and simplifying complex information, the technology 
can make cultural and educational materials more engaging, accessible and enjoyable for all.154

Film archives are facing a crisis of decay. Around three-quarters of silent-era films have already been lost, while 
many surviving reels suffer from scratches, missing frames, fading, or jump cuts. Traditional restoration is slow and re-
source-intensive, leaving significant cultural memory at risk. The arrival of GenAI marks the beginning of a shift in how 
film can be preserved and experienced.148

According to an interviewee, AI (including GenAI) is particularly effective at documenting data, recognising voices, and 
filling in archival gaps.149 In practice, this means that GenAI can reconstruct missing or damaged frames and restore 
continuity to films that would otherwise appear fragmented. MTI Film’s FrameGen, for example, deploys neural interpo-
lation to analyse adjacent frames and generate new ones, creating a seamless flow of images where the original reel 
is damaged or incomplete.150

In its first phase, AI automates familiar tasks such as repairing scratches and skips, improving efficiency without altering 
the nature of the final product. The second phase is more transformative: GenAI can recover content once thought 
irretrievable, democratise access to preservation and reshape how cultural memory is maintained. 

The benefits are clear: there is smoother playback, greater accessibility and a more complete archival record. At the 
same time, risks remain. Experts warn that overcorrection by AI could strip films of their authentic historical imperfec-
tions, while unequal access to AI tools could widen gaps between well-funded studios and under-resourced archives. 
Importantly, human expertise remains central throughout the process; AI amplifies their craft but does not replace it.151

148.	  �Pulitzer Center. (2025). Saving Cinema: AI’s Starring Role in Preserving Film Archives. https://pulitzercenter.org/stories/saving-cinema-ais-starring-role-preserv-
ing-film-archives
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ercontent-na1.net/hubfs/5253154/SMPTE-ER-1010-2023-1.pdf
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154.	  �Interview 17. October 1, 2025; European Parliament: Directorate-General for Internal Policies of the Union & Rehm, G. (2020). The use of artificial intelligence in the 

audiovisual sector: concomitant expertise for INI report. Research for CULT Committee. European Parliament. https://data.europa.eu/doi/10.2861/294829
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Economic impacts

GenAI creates value in the AV sector by making productions more efficient. The technology auto-
mates time- and labour-intensive tasks across multiple stages of the production, reducing costs and 
generating revenue.155 For example, fully GenAI AV outputs in TV broadcasting and subscription 
video-on-demand services are estimated to reach EUR 14 billion by 2028.156 By making productions 
more efficient, GenAI lowers entry costs and is expected to democratise competition in the sector, 
allowing more production companies to compete with traditional power studios (see Box 6).157 Is-
sues of scaling may be persistent amongst smaller production companies, limiting their access to 
the market.158 Research on AI in the animation industry recommends that smaller studios overcome 
scaling limitations by prioritising applications in high-impact areas that align with core competencies 
and by opting for cloud-based tools and shared resources that do not require large infrastructural 
investments.159

Conversely, one interviewee pointed out that while there are efficiency gains within administrative 
tasks, the creative work sometimes seems more time-consuming due to the integration of GenAI 
tools. However, they underlined that this is not a negative impact: “Even if it’s less efficient, we gain 
creativity. Maybe we have the budget to explore new opportunities because it is cheaper to do so, 
but I am spending more time to do so.”160 Creative work required more time because of the widened 
opportunities. Previously, when creators developed a complex idea that required additional financ-
ing, they often did not pursue it due to budget constraints. Today, they are able to employ GenAI 
tools that allow them to bring their ideas to life.

On the one hand, the aforementioned democratisation of production, availability of new tools, re-
duced costs of production, and creativity gains are expected to facilitate content creation and film-
making. These shifts can be seen as an opportunity to increase cultural diversity of the content pro-
duced in the AV sector, as smaller firms and individuals gained tools to implement their ideas without 
access to sufficient funds. At the same time, there are concerns that GenAI might have the opposite 
effect on cultural diversity. Firstly, the cultural value of films is often rooted in shared symbols, gen-
re conventions and cinematic techniques. GenAI reproduces and intermixes ideas and tropes, thus 
weakening the social constructs and unique features that make films resonate with emotions and cul-
ture.161 Secondly, due to a lack of resources, SMEs and individuals rely on BigTech AI models, which 
mostly come from the US; for example, AI models such as ChatGPT and Turbo contain cultural biases 
reflecting English-speaking and Protestant European contexts.162 Reliance on GenAI in production 
threatens to diminish the cultural value of the content that originates in non-English-speaking coun-
tries. Thus, it is important to apply GenAI tools with an understanding of AI models’ persistent cultural 
biases. Apart from preservation of human agency in creative fields, the bias can be mitigated through 
cultural prompting and continuous assessment.163
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While GenAI can foster economic growth across the sector and within companies, these economic 
benefits do not directly translate to the worker, with many being economically disadvantaged by the 
technology’s increasing adoption. 

Audiovisual rightsholders suffer economic losses due to the unauthorised use of protected work.164 

The copyright infringements are not just an ethical issue in the sector, as they pose a direct threat to 
the sustainability of the industry. For example, one interviewee explained that when producers invest 
in a new film, copyright is one of the guarantees that they will be able to recover their investment. Re-
couping investment is vital to be able to contract with new people, pay wages, invest in the next project 
and keep the work going. The interviewee further noted that “for us, the copyright is not a barrier or 
obstacle but an enabler to secure the investment so we can recoup it to return it to the producers and 
workers.”165 Moreover, it was noted that a functioning copyright system is what enables creators to 
“protect the collective investment when we release and recoup that investment” and that “from pro-
ducers’ perspectives this is how we incentivise and protect our investment.”166 

Creators are also disadvantaged by the substitution of human-made works with AI-generated content, 
as it disrupts traditional revenue streams and threatens to devalue original works.167 The effect of this 
substitution is significant, with GenAI predicted to cost creators an estimated 21% of total revenues 
(EUR 12 billion) by 2028.168 While many companies are expected to benefit from GenAI’s democratisa-
tion of competition in the sector, for workers, this substitution effect is expected to intensify competition 
in the sector. 

The democratisation of production through GenAI is also reshaping the role of the organisation itself.169 
Highly productive junior staff, empowered by AI tools, may increasingly choose independent work over 
traditional employment, reducing their reliance on established companies for career advancement. 
This trend has prompted senior leadership in some media organisations to reconsider the values of 
the institution within the AI-driven ecosystem.170 Disruption is occurring on two fronts: first, through 
AI systems that increasingly manage formulaic tasks across production and journalism; and second, 
through independent creators and influencers who leverage AI to produce high-quality, authentic con-
tent without institutional constraints. Unlike traditional media, these individuals are unburdened by 
organisational rules or formalised language, allowing them to connect more directly with audiences.171 
As a result, legacy media institutions face the dual challenge of machines performing routine tasks and 
independent creators redefining human-led content, raising fundamental questions about the contin-
ued value and competitive advantage of established organisations in the sector.172
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Box 6. Democratisation of production and structural changes

Source: Visionary Analytics based on Interview 5. August 18, 2025

Looking ahead, the success of GenAI in the AV sector will not be measured by efficiency gains alone, 
but by its ability to translate those gains into resilient companies, decent employment with fair re-
wards and a sector that continues to reflect Europe’s cultural richness.

According to an interviewee, there are two phases of AI deployment in the AV sector. Currently, in the first phase, 
AV companies are using or intend to use GenAI to automate tasks that are already familiar. GenAI integration will not 
change the products and services available in this respect but will enable them to be provided more efficiently. Never-
theless, this change is temporary and will be followed by the second phase. The new capabilities enabled by GenAI 
are fundamental and will lead to structural change within the information ecosystem, affecting the information-cen-
tric sectors, like AV.

This structural change resembles the nature of the shift brought about by the internet and social media. With the 
emergence of the internet and social media, the AV sector went through fundamental changes that were based on the 
democratisation of distribution. It did not affect the ability to produce information but enabled simplified access to the 
information for many people, thus democratising the distribution.

Similarly, AI will lead to the democratisation of production.173  As mentioned by the interviewee, before the emergence 
of AI, the production process was expensive. For example, in order to produce a news broadcast, journalists have to 
gather the information, which will then be turned into the scripts to produce audio and video. High production value 
requires substantial investment. GenAI reduces the costs and facilitates the production process overall. While GenAI 
is not developed enough to produce the same quality as humans, its capabilities are sufficient “for skilled individuals 
to make filmed entertainment that is competitive with the studios.” The democratisation of production will become a 
crucial factor in changing the information ecosystem.

Furthermore, the information ecosystem will be affected as people gain greater control over how they consume the 
information. Prior to the widespread deployment of GenAI, although news could be provided to millions of people in the 
form of articles, videos or audio, audiences had to consume it in the way it was presented to them. “AI means that the 
end consumer can decide how they want to consume the product.” GenAI enables people to read the summary from 
hundreds of podcasts, listen to the audio or watch a video based on the article instead of reading it. The opportunities 
provided by apps, websites, browsers and operating systems based on GenAI enable the user to decide how they 
want to receive the information – “That is the power that goes from the producer of information to the consumer.” 
Similar conclusions have been stated by academics, who emphasise that this technological shift redistributes agency 
within the communicative process by allowing audiences to interact with news through more accessible, readable, 
personalised means.174

This shift will lead to structural changes within the industry. Media and information-based companies will shift from 
content to information production. While GenAI enables the consumers to choose the way the final product looks, 
information is critical for this process – “Information is that raw material.” Notably, the focus is on information that is 
difficult or expensive to access and produce. Consequently, there will be an increased demand for investigative and 
witness stories.

Nevertheless, not every part of the sector will be affected. Similar to hand-made products that survived the Industrial 
Revolution and became niche or luxury goods, certain high-end productions by organisations such as The New York 
Times, the BBC or Netflix will not be replaced by AI – “AI is never going to make something like that. It is just not 
even conceivable.”

https://aijourn.com/empowering-voices-ai-and-the-great-democratization-of-content/
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Social impacts

GenAI is expected to impact the AV sector by displacing certain roles in the labour market. The types 
of jobs that are at higher risk of displacement include technical roles and entry-level positions, and 
there is concern that such displacement may disproportionately affect persons of lower socio-eco-
nomic status, as well as underrepresented communities.175 To try and maintain diversity in the sector, 
it is important that companies implement reskilling initiatives, especially those that are designed to 
keep workers in AV-related roles.176 

Box 7. Radio Télévision Luxembourg: GenAI integration in the AV sector 

Radio Télévision Luxembourg (RTL) Group is a global media corporation headquartered in Luxembourg, operating in 26 
countries with 52 TV channels, 32 radio stations, and six streaming services.177 The company has over 100 AI applica-
tions already implemented in content creation, advertising, sales and operational efficiency, and it continues to actively 
integrate GenAI across its operations. The company’s AI strategy not only emphasises technological development but 
also investment in workforce training. A core component of RTL’s GenAI adoption is a strategic partnership model, 
which includes collaborations with Perplexity AI, Runway, ElevenLabs and Respeecher.178 

Capabilities and benefits 

RTL Group uses GenAI to enhance content creation, advertising and viewer experience. One key example is RTL 
Deutschland’s use of Runway’s text-to-video technology to produce promotional content based on employee prompts, 
ensuring that creative staff remain in charge of the process and upholding the human-in-control principle.179

In parallel, GenAI-powered voice synthesis was used in Pumuckl’s New Adventures to recreate the original actor’s 
voice, with further applications in dubbing and subtitling by Fremantle, one of RTL’s divisions. Additionally, GenAI also 
supported the production of Unter Uns’ Christmas film and voiceovers for the Myths and Monsters documentary.180

In journalism, RTL Deutschland and DPA co-developed an editorial assistant that detects trends, drafts content and 
streamlines workflows. Furthermore, RTL Deutschland is partnering with Perplexity AI to test conversational search 
tools that provide users with more intuitive, relevant and efficient access to news content across NTV, Stern and other 
digital brands, enabling real-time responses to user queries drawn from a broad range of sources and helping the  
audience navigate an increasingly complex information environment.181

Costs and risks

RTL Group’s adoption of GenAI brings strategic and operational risks highlighted in the company’s yearly report. The 
Group faces challenges around copyright ownership, particularly where AI-generated content involves minimal human 
input or uses training data sourced without explicit permission. Lack of transparency within the training of GenAI models 
makes infringement difficult to detect and prove.  

From a workforce perspective, the automation of creative and operational tasks may reduce the number of employ-
ees within film production, prompting economic, social and ethical concerns. To mitigate this, RTL Group expanded its 
training and development programmes to include GenAI-focused content, delivered through platforms such as the RTL 
Group AI Hub and the Bertelsmann Collaboration Platform. Employees can access webinars, best practices and AI-re-
lated updates, while tools like Peoplenet, LinkedIn Learning and Skillsoft offer flexible, self-organised learning aligned 
with the Group’s 70:20:10 model.182

Financially, AI implementation demands significant investment in infrastructure, software and talent, while ineffective 
portfolio decisions or unsuccessful AI integrations could lead to underperformance or asset impairment. AI also pres-
ents data protection and algorithmic bias risks, particularly in advertising and content recommendations.

RLT manages these risks through robust governance frameworks, human oversight of AI outputs, ensuring legal com-
pliance (e.g. GDPR), and collaboration with legal experts to develop copyright and AI usage guidelines. Ongoing moni-
toring and internal review processes support ethical, responsible AI deployment across the company.183

RTL Group’s case shows that while GenAI offers benefits for content production and efficiency, its deployment must 
be accompanied by clear safeguards on copyright, transparency in AI systems, and investment in workforce training to 
avoid deepening social, ethical and operational risks.

Source: Visionary Analytics, 2026
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The increasing threat of job displacement across the sector threatens workers’ sense of job securi-
ty. In the US animation industry, for example, a survey from The Animation Guild revealed that “67% 
of respondents did not feel favourably about GenAI being used in the workplace, and another 61% 
were extremely concerned about GenAI negatively affecting future job prospects.”184 Threats to job 
security are also caused by shifts in job requirements. Presently, the integration of technology in the 
sector has placed emphasis on creativity, critical thinking and digital skills. 

A further example of job substitution comes from radio broadcasting. Some radio stations have be-
gun deploying GenAI to generate on-air content traditionally read aloud by journalists and present-
ers.185 In one case, AI-generated voices were trained directly on the voices of their employees, rais-
ing ethical and legal questions about whether they had the right to do so without consent.186 One 
interviewee noted that, in Spain, there is a possibility that night news presenters could be replaced 
by AI systems,187 highlighting that, while not yet widespread, the risk of job displacement is a growing 
concern within the sector.

While displacement is expected, total replacement is not, and interviewees stress that there will al-
ways be a need for a human in the decision-making process. AI systems remain capable of perform-
ing only specific tasks and cannot substitute the full scope of journalistic or creative functions; while 
some roles may be affected, the risk of large-scale replacement is limited at present. Instead, jobs 
are expected to adapt rather than disappear, with GenAI being used to make work more efficient 
and enhance the quality of content rather than eliminate human contributions altogether. New 
roles are also emerging in the AV sector, one example being data analysts.188 According to an inter-
viewee, to integrate AI into the AV sector, “you have to bring some new skills inside some companies 
or you have to contract with external suppliers.”189 This implies the need for interdisciplinary special-
ists who are able to navigate the application of the new technologies in the creative sectors. “What 
we can say is we are bringing skills which were not in the ecosystem before.”190 Reskilling initiatives 
could target the needs of the sector to fill these new roles.191

175.	  �The Animation Guild. (2024). CRITICAL CROSSROADS: The impact of generative AI and the importance of protecting the animation workforce. https://anima-
tionguild.org/wp-content/uploads/2024/09/2024-TAG-GenAI-Report.pdf

176.	  �International Labour Organization. (2025). Generative AI and the media and culture industry. https://www.ilo.org/publications/generative-ai-and-media-and-cul-
ture-industry

177.	  �RTL Group. (n.d.). Profile. https://company.rtl.com/en/about-rtl/overview/profile
178.	  �Rabe, T. (2024, November 7). A new era of creativity and innovation. RTL AdAlliance. https://rtl-adalliance.com/article/new-era-creativity-and-innovation
179.	  �RTL Group. (n.d.). RTL Deutschland uses AI-supported promotions. Press Releases and News. https://company.rtl.com/export/sites/rtlunited/en/media/overview/

press-releases-and-news/RTL-Deutschland-uses-AI-supported-promotions/; Bertelsmann SE & Co. KGaA. (2024, October 15). RTL Deutschland To Use AI For 
Interstitials. RTL Group News. https://www.bertelsmann.com/news-and-media/news/rtl-deutschland-to-use-ai-for-interstitials.jsp

180.	  �Rabe, T. (2024, November 7). A new era of creativity and innovation. RTL AdAlliance. https://rtl-adalliance.com/article/new-era-creativity-and-innovation; Bertels-
mann SE & Co. KGaA. (2024, August 12). RTL Technology Reports First-Time Use Of AI For Synchronization. RTL Group News. https://www.bertelsmann.com/
news-and-media/news/rtl-technology-reports-first-time-use-of-ai-for-synchronization.jsp

181.	  �RTL Group. (n.d.). RTL Deutschland partners with Perplexity AI. Press Releases and News. https://company.rtl.com/export/sites/rtlunited/en/media/overview/
press-releases-and-news/RTL-Deutschland-partners-with-Perplexity-AI/; Rabe, T. (2024, November 7). A new era of creativity and innovation. RTL AdAlliance. 
https://rtl-adalliance.com/article/new-era-creativity-and-innovation; RTL Group. (n.d.). Newsroom of the future. Press Releases and News. https://company.rtl.com/
export/sites/rtlunited/en/media/overview/press-releases-and-news/Newsroom-of-the-future/

182.	  �Ibid.
183.	  �Ibid.
184.	  �The Animation Guild. (2024). CRITICAL CROSSROADS: The impact of generative AI and the importance of protecting the animation workforce.  

https://animationguild.org/wp-content/uploads/2024/09/2024-TAG-GenAI-Report.pdf
185.	  �For example: https://www.techspot.com/news/105343-polish-radio-station-drops-gen-z-ai-presenters.html; https://edition.cnn.com/2024/10/24/media/polish-ra-

dio-ai-presenters-scli-intl
186.	  �Interview 4. July 29, 2025.
187.	  �Ibid.
188.	  �Interview 2 and 3. July 28, 2025.
189.	  �Interview 15 and 16. September 24, 2025.
190.	  �Ibid.
191.	  �Interview 2 and 3. July 28, 2025.

https://www.techspot.com/news/105343-polish-radio-station-drops-gen-z-ai-presenters.html
https://edition.cnn.com/2024/10/24/media/polish-radio-ai-presenters-scli-intl
https://edition.cnn.com/2024/10/24/media/polish-radio-ai-presenters-scli-intl


40

GenAI is changing how work is conducted in the sector by transforming roles.192 Initial findings sug-
gest that GenAI can augment or complement certain jobs, such as AV technicians and graphic de-
signers, by supporting workers in the completion of their tasks.193 These role transformations are 
evolving away from direct content creation towards the management and verification of information, 
with evolving job profiles centred on oversight of AI-generated outputs rather than production.194 

These shifts may exacerbate inequalities within sectors: tech-savvy professionals and major compa-
nies are positioned to capture most of the benefits, while smaller creators and less digitally literate 
workers may struggle to adapt.195 To remain resilient, workers will require augmented skills in critical 
thinking, creativity and ethics, combined with new competencies in AI tool management and dig-
ital literacy.

An interviewed employee in the sector noted that most large media organisations, including those 
in Europe, have established partnerships with major AI companies to integrate their content and 
expertise into emerging platforms.196 A notable exception is The New York Times (NYT), which initially 
sued OpenAI for unlawful use of NYT articles197 but signed a deal with Amazon that allowed it to use 
NYT’s editorial content for the development of Amazon’s AI platforms,198 implying that NYT articles 
will be used to train an AI model to be integrated into an updated Alexa. These partnerships repre-
sent a significant business opportunity and reflect the sector’s growing orientation towards data 
and information as core assets.199

At the same time, such collaborations and the broader use of GenAI lead to the potential reduction 
of duplicated content across the news industry. Large media organisations often produce multiple 
versions of the same story, a practice that extends through the information ecosystem to local pub-
lications and news agencies, which frequently sell the same material to multiple publishers. GenAI 
requires only a single version of a story, enabling rationalisation and increased efficiency in content 
distribution. While this may improve operational efficiency, it also threatens the livelihoods of nu-
merous people and organisations and reduces overall value derived from content publication within 
the news ecosystem.200
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The growing sophistication of AI systems has led to the emergence of deepfakes, in which an AI system can be used 
“to generate or manipulate image, audio, or video content that appreciably resembles existing persons, objects, places, 
entities or events and would falsely appear to a person to be authentic or truthful.”201 Techniques include head puppetry 
(synthesising a video of a target person to appear the same way as the source person), face swapping and lip syncing, 
all of which create the appearance of events that never occurred.202

While some deepfakes are shared and circulated as satire or parody, Lyu explains that their growing development 
has begun to challenge the traditional status of video and audio as reliable evidence.203 The European Audiovisual 
Observatory highlights that even when deepfakes serve artistic or humorous purposes, transparency obligations ap-
ply to ensure audiences are informed when content has been artificially generated.204 The underlying risk is that such 
content can easily be misused in political, social or financial contexts, leading to serious consequences ranging from 
reputational harm to political disruption.205 

Verification and misinformation challenges

For journalists, verifying the authenticity of sources has always been a professional necessity. In the European AV 
sector, broadcasters are already subject, under national media laws, to obligations of accuracy and honesty towards 
audiences, meaning that the use or relay of deepfake content engages existing editorial responsibility rules, regardless 
of whether content is AI-generated or otherwise. However, the rise of deepfakes significantly complicates this task by 
introducing fabricated content that is difficult to distinguish from genuine material.206 Additionally, as mentioned by an 
interviewee, identifying AI-generated content and deepfakes is also challenging because it is a time-consuming task.207 

Well-crafted deepfakes can portray political leaders delivering false statements, create fabricated evidence in criminal 
cases or even disrupt live business and diplomatic communications. Recent examples from the European Audiovisual 
Observatory include manipulated videos falsely depicting Ukrainian officials, as well as AI-generated audio used in po-
litical campaigns in Slovakia. The impact of AI-generated content is amplified by existing social media dynamics: even 
an imperfect deepfake becomes widely influential when shared by trusted sources or through large networks. As noted 
by an expert, AI “is just oil on fire” in a system where people tend to trust narratives that align with their existing beliefs, 
and only a fraction of the population fact-checks information.208 This mass circulation of AI-generated content without 
consent or labelling may foster distrust in media and risks undermining democratic discourse. 

Addressing the challenge 

Efforts to counter deepfakes are advancing along regulatory, technological and industry-led dimensions. In the EU, 
the AI Act requires providers of GenAI systems to ensure transparency through measures such as watermarking and 
labelling so that manipulated content can be identified.209 Computer scientist academics, such as Lyu, also emphasise 
the need for tools capable of identifying emerging forms such as head puppetry and audio impersonation among more 
traditional outputs such as face-swapping.210 At the same time, media organisations and civil society are working to 
increase awareness and are training workers to critically assess and analyse suspicious content. As one interviewee 
explained, initiatives such as workshops on deepfakes help participants explore how digital identities can be altered 
and how to assess authenticity. However, as the expert warned, “we have to accept that we are in the age now where 
we will not go back into an era where we can certainly say if something is fake or not, and this will only get bigger 
and bigger.” The challenge, therefore, is not only to improve detection but to adapt to a reality in which media remixing 
of images, videos and text becomes a constant feature of communication.211 As an interviewee noted, “Data analysts 
are an example of new jobs emerging in the audiovisual sector,” reflecting how the demand for expertise in verifying 
digital authenticity is reshaping workforce needs.212 Nonetheless, as Lyu points out, detection often remains reactive 
and postmortem in nature, applied only after fabricated media circulates online. As a result, proactive safeguards and 
new forms of digital literacy are increasingly viewed as essential to maintaining trust and upholding shared values in 
the evolving information environment.213
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Ethical impacts

GenAI complicates authorship, posing ethical challenges both in the training of GenAI and in collabo-
rations with it.214 Many GenAI models, including ChatGPT, may be trained on large-scale datasets that 
can include copyrighted material, raising concerns where permission and remuneration are unclear 
for rightsholders.215 The unauthorised use of creative work raises ethical concerns around consent, 
attribution and fairness; in addition to raising legal questions, it can undermine rightsholders’ ability 
to control how their intellectual property is used. Furthermore, in collaborations with GenAI, ques-
tions of ownership and attribution become blurred. As one interviewee stated, a key concern is “that 
in the future we may have to pay big tech to use content that has been trained on our content.”216 This 
highlights the risk for creators and other rightsholders of losing control of, and the economic value 
from, their work. Concerns such as these re-emphasise the importance of transparency and consent 
in ensuring that GenAI development and deployment respect the rights of human creators.217 

Beyond authorship, GenAI’s ability to capitalise on human likeness introduces additional ethical risks 
by providing new opportunities for exploitation and identity misuse.218 This is because GenAI can cre-
ate digital avatars that resemble real people and create content with these avatars. Companies using 
GenAI for these applications, such as Metaphysic and Hyperreal, have contracts with the persons 
whom they digitally replicate, which is considered good practice.219 However, when the replicated 
individual is not actively involved in the creation process, companies risk crossing the boundaries 
of their consent. This is especially true in the use of GenAI to digitally ‘resurrect’ persons, enabling 
companies to capitalise on the digital likeness of persons who are no longer alive.220 GenAI’s ability 
to recreate voices, faces and personalities raises questions about how digital likeness is used in 
practice, including expectations around transparency, consent and respect for personal dignity, both 
for the living and the deceased.

At a wider level, one interviewee noted that how AV companies navigate the GenAI transition may 
depend in part on how clearly their values are reflected in day-to-day practice, as this may support 
decisions that prioritise transparency, consent and accountability.221 For example, where organisa-
tions might have less-developed governance approaches, there may be uncertainty about how ethi-
cal risks are identified and managed in practice. This points to the importance for leadership teams of 
translating values into operational choices where GenAI is used, and managing the risks associated 
with its ethical integration.
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Regulatory impacts

The ethical concerns about authorship and likeness also have regulatory implications. The persistent 
unlicensed use of AV content to train GenAI models has led some stakeholders to call for stronger 
protections and more effective implementation of existing rules to safeguard IP rights.222 Despite the 
existence of a comprehensive set of regulations, including the 2019 Copyright Directive,223 the AI Act 
and the GDPR, challenges remain and relate to the interpretation, application and enforcement in 
practice, including obtaining technical evidence.224 One interviewee noted that “protecting voice and 
image is a good way to protect workers.”225 However, GenAI complicates enforcement because proof 
of ownership, such as proving ownership of a digital likeness, remains a significant challenge.226 

To combat this, permanent watermarks have been proposed as a technical safeguard, but their effec-
tiveness depends on industry-wide adoption and legal recognition.227

Box 9. Copyright dispute example: Midjourney sued over copyright infringement

222.	 �International Federation of Journalists (2024). EU: The impact of artificial intelligence on Europe’s creative communities. https://www.ifj.org/media-centre/news/
detail/category/europe/article/eu-the-impact-of-artificial-intelligence-on-europes-creative-communities; PMP Strategy & CISAC. (2024, November). Study on 
the Economic Impact of GenAI in the Music and Audiovisual Industries. https://www.cisac.org/services/reports-and-research/cisacpmp-strategy-ai-study; United 
Voice Artists. (2024, May 6). AI Guidelines for Voice Work. https://unitedvoiceartists.com/wp-content/uploads/2024/05/UVA-AI-GUIDLINES.pdf; World Economic 
Forum & Accenture. (2025). Artificial intelligence in media, entertainment and sport. https://reports.weforum.org/docs/WEF_Artificial_Intelligence_in_Media_En-
tertainment_and_Sport_2025.pdf

223.	 �European Commission. (2019). Directive on copyright and related rights in the Digital Single Market and amending Directives 96/9/EC and 2001/29/EC - 
2019/790 – EN. EUR-Lex. https://eur-lex.europa.eu/eli/dir/2019/790/oj/eng

224.	 �International Federation of Journalists (2024). EU: The impact of artificial intelligence on Europe’s creative communities. https://www.ifj.org/media-centre/news/
detail/category/europe/article/eu-the-impact-of-artificial-intelligence-on-europes-creative-communities
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227.	 �Interview 1. August 7, 2025; Romero-Moreno, F. (2025). Deepfake detection in generative AI: A legal framework proposal to protect human rights. Computer 
Law & Security Review, 58, 106162. https://doi.org/10.1016/j.clsr.2025.106162

228.	 �Interview 1. August 7, 2025.
229.	 �BBC. (2025). Disney and Universal sue AI firm Midjourney over images. https://www.bbc.com/news/articles/cg5vjqdm1ypo

Source: Visionary Analytics, 2026

AI has become both an indispensable tool and a source of conflict within the AV industry. On the one hand, studios are 
increasingly relying on AI to, for example, de-age actors, alter voices and enhance visual effects. On the other hand, the 
technology is raising legal and ethical questions about ownership, authorship and respect for human creativity. 

In some current debates, there is tension between innovation and integrity. An interviewee emphasised how AI-generated 
art can be seen as disrespectful to the original creators, pointing to viral trends that play with artistic styles even when their 
originators oppose the use of such tools. The same interviewee underscored the urgency of universal standards, noting 
that “we need universally agreed standards, what is human, what is ownership of that human artwork or project.”228 This 
tension is reflected in current disputes about ownership and copyright as, for example, in the recent high-profile case 
below.

In June 2025, Disney and Universal filed a lawsuit against the AI firm Midjourney, accusing the company of being a “bot-
tomless pit of plagiarism’’ alleging that its image generator reproduces copyrighted characters such as Darth Vader, Elsa, 
the Minions, and Marvel superheroes. Additionally, the studios argue that Midjourney reportedly profited USD 300 million 
in 2024 by creating works that are derivative rather than transformative. Legal experts have pointed out that the case will 
hinge on whether outputs qualify as fair use or infringing copies, and whether terms of service shield Midjourney from 
liability.229 

The outcome of these legal battles will influence how far studios can adopt AI while protecting the creative foundations on 
which their brands are built. Establishing universal frameworks will be essential to ensure that the technological process 
aligns with the protection of artistic value and intellectual property. 
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These developments highlight questions around how GenAI developers can act transparently and 
responsibly in relation to rightsholders’ intellectual property. Stakeholders have also proposed the 
introduction of a European Digital Public Space that could act as a regulated and trustworthy me-
dia platform.230 However, even if IP rights are protected and enforced in the EU, there is no guaran-
tee that they can be protected abroad, as many GenAI models are developed in countries outside 
the EU.231 Here, international organisations play an important role in universally protecting workers’ 
rights. For example, the International Confederation of Societies of Authors and Composers (CISAC) 
has emphasised the importance of enforceable transparency obligations, such as those under the 
EU AI Act, because these help creators identify instances where their work is being misused.232

Alongside copyright concerns, the broader regulatory framework for media is also evolving. Both the 
Digital Services Act (DSA) and the upcoming European Media Freedom Act are highlighted as rele-
vant instruments. The latter, although not solely focused on AI, introduces a framework for “media 
privilege online,” complementing the DSA.233 However, to benefit from this framework, media or-
ganisations cannot deploy GenAI without proper editorial oversight. This raises practical challenges, 
particularly in relation to the AI Act’s disclosure obligation, which requires AI use to be labelled. As 
interviewees noted, it would be impractical if every minor use of AI, such as small effects, needed 
to be disclosed. Similarly, while the Audiovisual Media Services Act maintains that editorial liability 
applies regardless of whether GenAI is used, its integration complicates workflows internally by cre-
ating new demands on oversight.

Current copyright protections also remain human-centric, leaving GenAI-generated content in a reg-
ulatory grey zone. AV companies emphasise that they are not scraping the web or misappropriating 
others’ work to train their tools; rather, they argue that Big Tech actors such as Meta, Google and 
OpenAI engage in these practices. They also highlight that content should not be used without per-
mission for any purpose, particularly commercial exploitation, and that the use of AV material to train 
AI without consent represents a significant problem. While companies generally do not call for new 
sector-specific regulations, they support stronger transparency requirements for external actors, es-
pecially Big Tech, when AV content is used in AI training or output generation. One interviewee 
cautioned that government involvement in the AV sector could lead to politicisation and potential 
censorship, highlighting a preference for narrowly tailored transparency requirements rather than 
broad regulatory interventions.234

230.	 �To combat these challenges stakeholders have proposed the introduction of a European Digital Public Space, which could act as a regulated and trustworthy 
media platform. Nevertheless, as many GenAI tools are developed and deployed in countries outside the EU (e.g. the U.S.) even if IP rights are protected and 
enforced in the EU, they may still be infringed abroad.
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B. (2024). AI and the audiovisual sector: Navigating the current legal landscape. Cappello, M., (ed.), IRIS, European Audiovisual Observatory. https://rm.coe.int/
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237.	 �Interview 15 and 16. September 24, 2025.

At the national level, further rules already exist. France has a regulatory deliberation governing truth-
ful editorial content, Germany maintains specific media laws, and Italy applies licensing rules that 
extend to content oversight. The challenge, however, lies in applying these frameworks to AI, as the 
process is more time-consuming and often hindered by the lack of technological tools to reliably 
detect whether content has been AI-generated. In many respects, this is seen as an extension of 
the regulatory challenges from the 1990s, when similar debates arose around new editing technol-
ogies. To reduce regulatory uncertainty and ensure trust, some companies have developed internal 
guidelines for employees, with a clear set of rules on how to use GenAI in the workplace.235 Beyond 
national and corporate measures, one interviewed expert noted that universally agreed standards 
are needed to help navigate challenges related to ownership of artwork, as the issue is not always 
confined by borders.236

One of the interviewees pointed out that while the basic standards and principles – such as the AI 
Act – are vital, it is important not to create detailed and specific rules at the EU-level, stating that 
“We don’t need new rules at EU level – we have the AI Act; it just needs enforcement.”237 National 
standards allow for navigating the unique environments of individual member states, such as diver-
gent labour market regulations (e.g. systems with collective bargaining agreements vs. systems with 
minimum wages). 
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Impacts in the banking sector

Technological impacts

In the banking sector, GenAI is a key driver of process and product innovation, reshaping both in-
ternal operations and customer services. At the sectoral level, it is being applied to fraud detection 
and regulatory compliance by generating synthetic data to stress-test monitoring systems and by 
automating compliance reporting.238 Banks are also using GenAI to design new products such as 
customer service chatbots and personalised financial management strategies.239 More broadly, Ge-
nAI is advancing capabilities in four key areas: customer engagement, content synthesis, content 
generation and software development. Together, these areas account for roughly 75% of the value 
GenAI is creating in the sector.240 By leveraging these applications, banks are growing their techno-
logical capacity so that they can operate more efficiently for themselves and their customers. One 
interviewed trade union representative in the sector noted that, practically, from their findings, they 
see “AI use in six broad areas: fraud prevention and detection, credit risk assessment, personalised 
financial advice, automation of bank office processes, support in regulation and compliance, and 
market analysis and training strategies.”241 These applications are widely adopted across the sector: 
according to interviewees, most banks in Germany have adopted AI in day-to-day business, with 
data indicating that almost half of employees are using AI-based tools in their work; and in Finland, 
more than 80% of employees in financial services also use AI-based tools in their daily work.242 This 
diffusion is reshaping key processes in the sector, changing the nature of financial intermediation, 
risk management, compliance  and prudential oversight.

At the company level, GenAI is driving innovation in content generation, document drafting, data 
analysis and customer dialogue. Larger banks such as Nordea Bank, NatWest and Danske Bank are 
deploying applications for translation, summarisation, marketing and coding.243 Some are also devel-
oping in-house tools that embed their own business rules and frameworks to support employees in 
retrieving and drafting information.244 In Denmark, “large and mid-sized banks have moved beyond 
experimentation to full-scale deployment” and are actively fine-tuning “models for risk assessment, 
fraud detection, compliance, and customer service.”245 Furthermore, “GenAI is integrated into cus-
tomer-facing solutions such as online banking and widely used for fraud monitoring.”246 These in-
novations aim to improve decision-making and enhance services. However, integration with legacy 
IT systems is a challenge;247 in this example from Finland, an interviewee noted that “information 
systems in the banking sectors are constantly being updated, but they still represent quite old tech-
nology… you have to use several different systems to be able to serve a customer.”248

Overall, GenAI is advancing technological capacity across the sector by enhancing efficiency, en-
abling product innovation, and supporting workers. Yet challenges remain in integrating tools with 
outdated legacy systems, managing ethical risks in sensitive applications, and ensuring that gains in 
efficiency are matched by appropriate safeguards for employees and customers alike.

238.	 �Remolina, N. (2024). Mapping Generative AI Regulation in Finance and Bridging Regulatory Gaps. The Journal of Financial Transformation, 60, 104-111. Singapore 
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Economic impacts

The adoption of GenAI is expected to generate between EUR 180 billion and EUR 306 billion in ad-
ditional value to banks worldwide, an amount equivalent to 9–15% of their current operating profits. 
Corporate and retail banking are predicted to benefit the most from this adoption, whereas IT and 
finance, as well as talent and organisation, are seen as the segments and functions with the smallest 
number of gains.249 This potential economic growth is explained by the anticipated gains in produc-
tivity that integrating GenAI across various processes is expected to bring.250 

The increased adoption of GenAI has the potential to significantly disrupt competition in the banking 
sector. For example, competition is intensifying between established banks and fintech companies. 
This is because established banks must abide by stricter regulatory frameworks than fintech compa-
nies,251 limiting their capacity to innovate and adopt GenAI. In practice, this means that fintech firms 
are better positioned to capitalise on the opportunities presented by GenAI.252 

GenAI adoption also has the potential to negatively impact market competition within the sector by 
undermining market diversity. For instance, an increased reliance on GenAI for decision-making 
may result in a herding effect, where different banks make synchronised actions and ultimately 
distort market pricing.253 At the same time, despite a lack of empirical evidence, many academics 
consider that bank herding may increase banks’ vulnerability to systemic risks due to a higher prob-
ability of simultaneous distress.254

One interviewee noted that “this sector has been spending a lot of money on IT throughout decades, 
also on AI, machine learning and so on. There is a lot of investment in GenAI. There is a great inter-
est in it in the banking sector, and they’re really driving the development.”255 Competition between 
larger and smaller banks is also being affected, with larger banks being at an advantage because 
they have larger IT budgets.256 As noted by the interviewee, “those bigger banks are investing a lot 
in AI and have development environments, while the small banks are waiting.”257 As a result, GenAI 
adoption risks reinforcing existing inequalities in the sector, where larger banks gain further compet-
itive advantage while smaller institutions struggle to keep pace.

GenAI requires significant investment in installation and maintenance by companies. For banks, this 
contributes to the uncertainty around whether the technology’s adoption is profitable. Companies 
require careful cost management of the technology, which may call for additional monitoring of com-
pute power, storage, token usage, data usage and transfer.258 This creates the dual challenge of 
managing costs while ensuring competitive advantage. The economic impacts are mostly realised 
through cost savings and productivity gains at the firm level.259 

249.	 �McKinsey (2023). Capturing the full value of generative AI in banking. McKinsey. https://www.mckinsey.com/industries/financial-services/our-insights/capturing-
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Intesa Sanpaolo Group, the largest Italian bank,261 is rapidly integrating GenAI across its operations, enhancing customer 
service with conversational agents, improving risk modelling and stress-test reporting, and simplifying access to business 
intelligence tools. In 2023, it became the first bank in Europe to use AI for regulatory analysis, aiming to advance policy 
evaluation, regulatory agenda-setting and risk assessment.262 By 2025, the Group plans to implement over 150 AI and 
GenAI applications.263 To support its AI ambitions, Intesa Sanpaolo established the AI Lab at its Innovation Centre in Turin, 
which focuses on developing scalable models for business support.264

Capabilities and benefits 

GenAI is already delivering measurable results in the company. The Digital Advisor, a GenAI-powered tool, provides con-
tact centre agents with conversational access to complex, real-time customer data, detailed product and service informa-
tion, personalised customer management suggestions and operational tools, achieving over 85% accuracy in response 
relevance and significantly increasing service efficiency. The company’s AI chatbot, Ellis, resolves around 85% of text and 
55% of voice-based customer requests across digital channels.265 Meanwhile, the Democratic Data Lab, an AI-powered 
data analytics tool built on Google Cloud, has reduced the time needed to complete EU-wide stress-test reports by over 
80%, resulting in significant cost savings. By integrating GenAI through Gemini 1.5, the company has further improved the 
Lab’s efficiency by automating the extraction and structuring of complex risk data, streamlining model training and freeing 
analysts from repetitive manual tasks.266 The company has also partnered with iGenius to adopt its generative business 
intelligence platform, Crystal, which uses GPT technology to simplify access to financial data through natural language, 
generate tailored insights, support forecasting and reporting and assist with project planning.267

Box 10. Intesa Sanpaolo Group: GenAI integration in the banking sector pt.1

As one interviewee from Finland noted, “there are three big companies… then there are several 
smaller groups, where creating [their] own training and utilising GenAI may not be as good as in 
the three big banks,”260 suggesting that larger institutions may be able to reinvest efficiency gains in 
workforce development, while smaller banks face limitations in achieving the same gains. A practical 
illustration of GenAI adoption in the banking sector is presented in Box 10 below through the case of 
the Intesa Sanpaolo Group, which has integrated GenAI across multiple functions while negotiating 
a socially responsible workforce transition and management of large-scale AI integration through its 
fiscal and strategic capacity.

260.	 �Interview 6. August 4, 2025.
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Costs and risks

A key challenge the Intesa Sanpaolo Group faces in scaling GenAI adoption is managing its workforce transformation. 
To support this shift, the bank plans to reduce its staff by 9,000 (about 10%) by 2027, while hiring 3,500 younger, digi-
tally skilled employees to accelerate its transition towards AI and digitalisation. Crucially, this transition was negotiated 
with trade unions, whose involvement ensured a just and socially responsible process. Rather than leaving thousands of 
employees behind, the agreement allows for early retirement, access to the EU Solidarity Fund and phased reduction 
through natural attrition. This approach not only protects workers’ rights and livelihoods but also enables the bank to save 
EUR 500 million annually from 2028, demonstrating that strategic workforce renewal can be achieved without compro-
mising social responsibility.268

The broader shift also carries risks, including new regulatory pressures from the EU AI Act and ethical concerns such as 
algorithmic bias and lack of transparency. Nonetheless, analysis by Klover.AI finds that Intesa Sanpaolo is well-prepared 
to manage the risks of large-scale AI transformation – more so than its peers – thanks to a unique combination of strategic 
clarity, financial strength and execution capability. Unlike other banks that excel in isolated areas, Intesa has built a cohe-
sive, enterprise-wide AI framework grounded in responsible governance, proprietary innovation and measurable impact, 
enabling it to meet regulatory, ethical and operational challenges with greater speed and confidence.269

Intesa Sanpaolo’s integrated and responsible approach to GenAI adoption illustrates how banks can successfully navigate 
the complexities of digital transformation, balancing innovation with ethical governance, workforce renewal and regulato-
ry compliance, to build adaptive and resilient organisations in an increasingly AI-driven financial landscape.

Box 10. Intesa Sanpaolo Group: GenAI integration in the banking sector pt.2

Source: Visionary Analytics, 2026

Overall, the economic impacts of GenAI in the banking sector reflect that there is a large potential for 
productivity-driven growth at the macro level. However, at the firm level, there are high investment 
requirements and uneven competition between large, small and digital banks. 
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Social impacts

At the sector level, the introduction of GenAI is intensifying a shortage of skilled workers, especially 
those with the technical skills needed to develop and implement GenAI. One interviewee highlighted 
that “there is also a lack of expertise in Finland, there are maybe only 320 people working in AI de-
velopment in the banking sector in Finland, so it is very limited.”270 Larger banks tend to invest more 
in employee competencies, while smaller banks lag behind, leading to uneven preparedness across 
the sector. As noted, “employees in the big companies are getting more competency development 
than the ones in small companies… there is a big digital illiteracy gap on the way.”271 This unevenness 
risks deepening social divides, particularly as younger, better-educated employees adopt GenAI more 
quickly while older workers can be reluctant.272

At the company level, GenAI adoption is often accompanied by cost-cutting in personnel budgets.273 

Aiming to improve the cost-to-income ratios and meet investors’ expectations, banking sectors are 
searching for new ways to increase returns on equity and reduce costs through AI integration and lay-
offs,274 raising concerns about whether firms are balancing technology adoption with enough reskilling. 
One interviewee explained that “companies are already talking about cost effectiveness… but there is 
a long way until it’s a reality… they’re overestimating productivity gains.”275 Another noted that technol-
ogy budgets are rising while personnel budgets are not.276 This creates risks that skill strategies will be 
underdeveloped, despite the need to upgrade roles as simpler tasks are automated. 

Some organisations in the banking sector already implement diverse initiatives to assess workers’ 
perspectives towards AI adoption. For example, the Financial Services Union from Ireland surveyed 
employees from the financial sectors of the Republic of Ireland and Northern Ireland.277 Similarly, AVG 
Banken conducts surveys on the application of AI across German private banks.278 In parallel, workers’ 
representatives from 16 German banks established an AI Working Group on Banking, which aims to 
assess employees’ perspectives on the impact of AI. The initiative is implemented under the umbrella 
of ver.di and with support from a consulting firm.279 Such initiatives allow for ensuring workers’ partici-
pation in the AI integration processes and help make informed decisions in this regard.

At the worker level, interviews show a mix of optimism and concern. Survey data suggest that 62% of 
AI users say AI improves efficiency, and 48% see better career development opportunities for them-
selves.280 Many employees also report that AI is enriching their jobs by reducing administrative tasks 
and shifting tasks towards more complex, value-added work.281 For example, one interviewee noted 
that AI is used by workers to save time in tasks such as summarising documents or meeting minutes, 
to-do lists, drafting communications, or even comparative analysis.282 Other interviewees pointed to 

270.	 �Interview 6. August 4, 2025.
271.	  �Interview 8. August 7, 2025.
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273.	 �Trending Desk. (2026, January 5). 200,000 bank job cuts: After tech industry shake-up, Morgan Stanley issues major warning as AI targets another major sector. 

The Economic Times. https://economictimes.indiatimes.com/news/new-updates/200000-bank-job-cuts-after-tech-industry-shake-up-morgan-stanley-issues-ma-
jor-warning-as-ai-targets-another-major-sector/articleshow/126349465.cms; Foy, S. (2025, December 31). AI forecast to put 200,000 European banking jobs at 
risk by 2030. Financial Times. https://www.ft.com/content/71e12f85-1edb-4156-8cb5-3fe8aef36d93

274.	 �Ibid.
275.	 �Interview 8. August 7, 2025.
276.	 �Interview 6. August 4, 2025.
277.	  �Newell, M.K.G. (2025). Accounting for Workers in the Age of AI: Understanding the Impact of Artificial Intelligence on Financial Services Employment in Ireland. 

Financial Services Union. https://www.fsunion.org/latest/accounting-forworkersin-the-age-of-ai/
278.	 �AVG Banken (2025, November). Use of artificial intelligence in the private banking industry: Results from employee surveys in the German private banking indus-

try. https://cdn.prod.website-files.com/62bef2e3601a60f5722d53e9/690c708d1b046f0291f619b8_251106_AI_banks_EN.pdf
279.	 �UNI Europa. (2025, October 15). “AI Working Group on Banking” & first agreements at company level. An Industrial Policy for Services. ver.di. https://www.uni-eu-

ropa.org/wp-content/uploads/sites/3/2025/10/PPT_ver.di-KI-Arbeitsgruppe-Banken_Postitionspapier-DB_kurz_en-1.pptx
280.	 �AVG Banken (2025, November). Use of artificial intelligence in the private banking industry: Results from employee surveys in the German private banking indus-

try. https://cdn.prod.website-files.com/62bef2e3601a60f5722d53e9/690c708d1b046f0291f619b8_251106_AI_banks_EN.pdf

https://www.uni-europa.org/wp-content/uploads/sites/3/2025/10/PPT_ver.di-KI-Arbeitsgruppe-Banken_Postitionspapier-DB_kurz_en-1.pptx
https://www.uni-europa.org/wp-content/uploads/sites/3/2025/10/PPT_ver.di-KI-Arbeitsgruppe-Banken_Postitionspapier-DB_kurz_en-1.pptx


51

the growing role of GenAI in decision support and HR functions, where it supports staff in pre-selection, 
personnel planning and credit processes.283 Another example, from the Danish financial sector, shows 
that highly skilled employees in customer-facing roles benefit from improved system support during 
client interactions; in addition, analysts gained access to improved analytical tools while leaders gained 
access to new leadership assistance tools.284

However, fears of displacement remain strong. According to the Financial Services Union survey, 
80% of workers were concerned about job losses, 62% about bias in decision-making and 60% about 
AI use in hiring and firing or surveillance.285 In some cases, redundancies have already been linked 
directly to GenAI deployment, as expressed by one interviewee: “debt recovery… part of the reason 
for the redundancies is the introduction of GenAI.”286 As noted by another interviewee, unequal ac-
cess to training further compounds these risks.287 

Workforce reduction will be most evident among face-to-face and record-keeping roles, such as 
bank tellers and related clerks.288 Job losses are also expected in the administrative area, for ex-
ample, accountants, secretaries, cashiers, data-entry clerks and bookkeepers. At the same time, AI 
will also create new positions in the sector. The demand is expected to increase for specialists in AI 
and machine learning, e-commerce, digital transformation, digital marketing, big data and strategy. 
The sector will also look for more data, financial and business intelligence analysts, database and 
network professionals, data engineers and financial and investment advisors.289 Additionally, one 
interviewee noted that “new roles are emerging in AI governance, model monitoring and ethical 
oversight.”290

GenAI’s social impacts in banking highlight that there are opportunities for job enrichment and ca-
reer development for those with the right skills. However, it also demonstrates the risks of exclusion, 
displacement and unrealistic cost-saving expectations. As noted in a 2025 position paper by the 
German trade union ver.di, workplace AI adoption, including GenAI, raises key considerations in this 
sector in relation to data use, employee participation, training and the social handling of productivity 
gains.291 Addressing these challenges will need investment in training, equitable access to reskilling 
and alignment between company strategies and workforce realities.
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Ethical impacts

At the sector level, the use of GenAI in sensitive areas such as credit scoring and hiring raises concerns 
about discrimination and transparency, and algorithmic bias presents risks to its ethical use.292 One inter-
viewee highlighted that “non-discrimination policies are important; AI should not discriminate against 
anybody and… there have to be systems for continuous monitoring of AI.”293 They suggested that Data 
Protection Impact Assessments (DPIAs) should be standard practice for all AI deployments. Yet interview-
ees also recognised that GenAI may, in some cases, help reduce bias, for example, “having a system 
determine something might actually reduce human bias.”294 This reflects how GenAI has the potential 
to either reinforce or mitigate discrimination depending on how the models are trained and systems are 
monitored. When trained on clean data, GenAI has the potential to be less biased than human actors 
and, therefore, may allow for more fair decision-making. As GenAI is increasingly used to aid deci-
sion-making in sensitive areas, training models on representative and unbiased data becomes supremely 
important. For ethical GenAI development and deployment, banks must develop evaluation frameworks 
that can be used to review and clean both current and future data systems. 

Notably, the AI Act aims to address these concerns. While recognising that biases are unavoidable,295 the 
regulation requires, for example, the introduction of relevant measures needed for the detection, preven-
tion and mitigation of potential biases during data set training, validation and testing.296 This specifically 
concerns the high-risk AI systems, including those used for creditworthiness297 and HR,298 and biases that 
affect fundamental rights or EU anti-discrimination laws.299

At the company level, reputational risks present challenges in the sector. Banking is built on trust, and 
misuse of GenAI could erode that. As one interviewee noted, “there is a very high risk aversion in terms of 
getting big fines, but also that the customers won’t trust them. The trust is very important.”300 Others em-
phasised transparency as a precondition for maintaining customer relationships, stating that “you need to 
trust the technology. And you have to be transparent. If you don’t tell your customers what you do there, 
they will not trust our company… we don’t want to play with the trust of our customers.”301 To mitigate 
ethical risks, “banks are implementing Explainable AI tools, robust governance frameworks, audit trails 
and internal ethics boards. These measures help ensure decisions are traceable, fair and compliant with 
regulatory standards.”302 This suggests that in the banking sector, the ethical deployment and use of Ge-
nAI is integral to customer confidence and the firm’s reputation. 

At the worker level, the ethical challenge centres on preserving human agency. Interviewees cautioned 
against over-reliance on machines: “we would end up at some stage [with] the machine telling us some-
thing and we’re accepting that over the evidence of humans. That would be the real test.”303 While inter-
viewees described the function of GenAI (i.e. in reducing administrative tasks) as “supportive and enrich-
ing,”304 they also acknowledged high-risk areas such as credit scoring and HR management, where the 
ethical stakes of GenAI use are greatest.305 This highlights the need for safeguards to ensure that GenAI 
supports, rather than overrides, human judgment in decision-making.

Overall, the ethical impacts of GenAI in banking highlight the importance of robust data governance, 
transparency with customers and mechanisms to preserve human oversight. While GenAI could improve 
fairness and compliance if deployed ethically and safely, it could also risk undermining trust and account-
ability if not.

292.	 �Note: types of biases are explained in Box 1515.
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Regulatory impacts

Banking is referred to as a high-risk AI systems deployer,306 because creditworthiness assessments, 
including credit scoring, are defined as high-risk.307 Similarly, AI applications in HR also fall under the 
high-risk category,308 and interviewees highlighted that AI is already being deployed in both creditwor-
thiness and HR.309 This places banks under significant regulatory scrutiny, with expectations for contin-
uous monitoring and strong non-discrimination safeguards; as noted by one interviewee, “AI should not 
discriminate against anybody… there has to be systems for continuous monitoring of AI… the use of AI 
systems should be [subject to] Data Protection Impact Assessment in every case.”310 The sector is also 
affected by broader EU strategies such as the 2020 Cybersecurity Strategy for the Digital Decade,311 
which plays a key role in supporting the EU’s vision for trustworthy and secure AI. It identifies cyberse-
curity as a foundational requirement for emerging technologies, including AI. The strategy promotes 
‘secure-by-design’ development, particularly in critical sectors. This directly supports the EU’s broader 
vision for trustworthy AI by ensuring that systems are ethical, lawful, and technically secure. However, 
noted by an interviewee, European regulation may slow adoption compared to jurisdictions such as the 
US, creating concerns about competitiveness.312

At the company level, banks must manage both reputational and compliance risks. One interviewee not-
ed that “applications have to meet the highest requirements for data protection and data security, which 
slows down the AI integration.”313 However, the interviewee also stressed that regulatory frameworks 
are essential to maintain a level playing field and ensure customer trust, stating that “if you don’t tell 
your customers what you do there, they will not trust our company… regulation that gives security to 
banks, customers, employees is the best we could have.”314 Some also highlighted the resource burden 
of compliance, particularly for smaller national regulators, which may lack the capacity to supervise AI use 
effectively.315 Some banks have set up Ethical Boards or Committees to oversee the broader regulatory 
and ethical dimensions of the deployment of AI systems. In the Belgian financial sector, for instance, some 
banks have internal departments (e.g. legal, compliance, IT, risk management, audit) monitoring AI devel-
opments, while others have created dedicated AI committees or think tanks.316

At the worker level, regulatory gaps and escalation pathways were a recurring concern. As one inter-
viewee asked, “if you’re an HR professional and… you see [AI] drawn up a certain demographic and 
being biased against other demographics… what can you do about that within the current regulatory 
framework? How do you address that?”317 Trade union representatives emphasised the importance 
of collective bargaining frameworks, noting that in Finland, for example, “in collective agreements we 
have quite good common understandings about regulation in our collective agreement in using AI… 
employers would inform representatives about the AI applications that affect… working conditions.”318 
Such mechanisms provide one of the few established channels for workers to raise concerns and en-
sure training and competence requirements are included in workplace development plans. 

Overall, the evidence shows that regulatory impacts in banking reflect a balance between maintaining 
trust and compliance in high-risk areas and ensuring that regulation does not stifle innovation. Inter-
views suggest that while strong frameworks are welcomed as safeguards, their effectiveness depends 
on adequate resources and meaningful social dialogue within companies.
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Impacts in the telecommunications sector

Technological impacts

The introduction of GenAI in the telecoms sector is expected to influence the technology transfor-
mation by underpinning the 6th generation (6G) telecommunications. 6G telecommunications refers 
to the next generation of mobile networks that will succeed 5G, aiming to deliver faster connectivity, 
lower latency and a better capacity to support the integration of advanced technologies such as AI 
and immersive applications. GenAI is expected to drive this new technological transformation by 
facilitating the new capacities with intelligent network management and optimised resource alloca-
tion, and by supporting innovative applications such as integrated sensing and communications.319 
As explained in an interview with one of the sector stakeholders, “the main aspect of 6G networks is 
that they will be natively supporting AI.”320 In other words, unlike previous generations, 6G will have 
GenAI built into it from the start. GenAI has the potential to underpin the new generation of technol-
ogy in the telecoms sector by revolutionising how the service is delivered. 

6G and Gen AI are mutually convergent technologies. 6G provides the ultra-low latency and high-den-
sity data streams needed to train and operate GenAI models, while GenAI, in turn, offers adaptive 
optimisation and intelligent management of wireless resources.321 Together, they enable a new gen-
eration of autonomous, scalable, and interactive wireless systems. However, this tight integration 
also greatly widens the attack surface; disturbances at the physical level can directly compromise 
GenAI perception, and corrupted models or malicious prompts can spread downward to disrupt net-
work connectivity.322

Presently, Gen AI technology has a high degree of adoption across the sector. According to one in-
terviewee, “in the ICT [Information and Communication Technology] sector, we estimate that 90% of 
companies already use some form of AI, and in the telecommunications sector, the figures are simi-
lar. The larger the company, the more GenAI is found.”323 The technological applications are primarily 
in the areas of customer service, cybersecurity and network design.324 Though adoption rates are 
high, the scalability of GenAI across the sector has technical limitations. The vast majority of GenAI 
foundational models are not designed for telecommunication networks, and there are outstanding 
compatibility issues with legacy systems. These challenges point to a need for companies to develop 
and invest in GenAI platforms and infrastructure.325 

An additional technological risk lies in wireless hallucinations in the telecoms sector. Wireless hal-
lucinations refer to GenAI outputs, such as channel information or optimisation strategies, that are 
inaccurate or illegal. These hallucinations can significantly disrupt telecommunication operations by 
degrading service quality, wasting resources and creating security risks.326 Despite being a driver 
of innovation and allowing companies to provide new and more efficient services, GenAI’s wireless 
hallucinations can be damaging for companies, undermining their services and harming their rep-
utation. This risk of wireless hallucinations can also pose challenges for workers, who may be held 
responsible for inaccurate outputs.
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Economic impacts

The economic impacts of GenAI in the telecoms sector are becoming increasingly visible at the sec-
toral level. While adoption remains at an early stage, with a 2024 report suggesting that operators 
allocate less than 1% of their technology budgets to GenAI, many operators predict this share to grow 
by as much as six times over the next two years.327 Additionally, early results confirm that GenAI can 
deliver cost savings, with evidence of up to 20% reductions in capital expenditure and 25% in operating 
expenditure in certain use cases, particularly in network planning and operations.328 However, as with 
technological impacts, sector-wide risks remain in the scaling of GenAI, where the need for infrastruc-
ture and the degradation of machine learning performance can increase costs and reduce confidence 
in applications.329 Smaller operators may find themselves disadvantaged compared to larger peers, giv-
en their more limited access to capital, talent and high-quality data.330 Furthermore, greater benefits are 
brought to early adopters of GenAI, as they are better positioned to capture a disproportionate share 
of the approximate EUR 85 billion in additional value expected for the industry.331

At the company level, GenAI is making services more efficient. Customer service is one of the clearest 
areas of this impact, with companies reporting that GenAI-powered chatbots can reduce service costs 
by 15-20% while simultaneously improving customer satisfaction.The economic impacts of GenAI are 
also being felt at the worker level, with early deployments improving productivity across many roles, 
including contact centre agents, engineers and developers.332

Beyond efficiency gains, GenAI is also opening new revenue opportunities through AI-as-a-Service, 
data monetisation and sovereign AI infrastructure, all of which can help combat revenue stagna-
tion.333 At the same time, the economics of building and running large-scale GenAI models in-house are 
challenging. Some estimates suggest that maintaining proprietary LLMs could cost operators nearly 
as much as EUR 600,000 per day.334 This keeps in-house development options out of reach for many 
companies and pushes them towards more ready-made GenAI products developed by third parties.
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Orange Group is a global telecoms operator and digital service provider headquartered in France. The company operates 
in 26 countries in Europe, Africa and the Middle East, employing 127,000 people. Its core activities include providing fixed 
and mobile connectivity through Fibre to the Home, 4G, and 5G networks, as well as developing extensive international 
infrastructure through submarine cables and satellite communications. Operating under the Orange Business brand, the 
company provides digital and connectivity solutions to multinational enterprises worldwide.335 Orange Group is actively 
integrating GenAI into its internal operations and enterprise services. This includes large-scale workforce adoption of in-
house GenAI tools, AI infrastructure offerings, and innovation labs for clients. A core component of Orange’s AI strategy 
is collaboration with partners such as Microsoft, Google, OpenAI, Meta, NVIDIA and LightOn.336 To support AI integration, 
Orange employs 2,400 AI and data experts, as well as 8,000 Orange Labs researchers.337
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Box 11. Orange Group: GenAI integration in the telecoms sector pt. 2

Capabilities and benefits 

Orange Group’s adoption of AI and GenAI focuses on three main areas: enhanced customer experience, smarter networks 
and employee empowerment.338 AI enables personalisation of offers and automated support in contact centres, with 30% 
of simple requests already managed by AI-based tools.339 Orange Business extends these capabilities to enterprise cli-
ents, offering services in customer experience, process optimisation, consulting and cybersecurity. GenAI tools such as 
the FIND platform help call centre agents retrieve accurate answers quickly and are currently used by 5,000 agents in six 
countries.340 GenAI applications also summarise trouble tickets and assist technicians with operational improvements.341 

Orange has rolled out Dinootoo, its in-house GenAI platform, to more than 50,000 employees. Dinootoo integrates mul-
tiple LLMs (OpenAI, Google, Anthropic, Mistral, Meta) to deliver services such as chat, code analysis, meeting summaries 
and image generation. Active Dinootoo users report time savings of around two hours per week. Microsoft Copilot and 
GitHub Copilot are also being tested to improve productivity in office work and software development, with pilot groups 
showing productivity gains of up to 15%.342

Orange Business supports clients through its GenAI & AI Lab, helping organisations rapidly prototype and validate AI use 
cases, accelerating time-to-market while minimising risk.343 Strategic offerings such as GPU-as-a-Service and SaaS-based 
GenAI solutions, developed with partners like LightOn, HPE and NVIDIA, allow enterprises to access secure, high-perfor-
mance AI infrastructure hosted in Europe.344

Costs and risks

The adoption of GenAI at Orange carries financial, operational and ethical risks. Large-scale deployment requires substan-
tial investment in cloud platforms, GPUs and training programs. Early pilots with Microsoft 365 Copilot showed moderate 
efficiency gains but also highlighted governance and cost concerns.345 Orange also stresses that prior to full integration of 
GenAI, the company must develop risk control mechanisms and eliminate possible hallucinations.346

In parallel, the company has developed a strong governance framework to support responsible AI use. An independent 
AI Ethics Council and a network of 800 ethics experts oversee compliance with GDPR and data protection measures.347 

Employee training is another key aspect of Orange’s approach. More than 35,000 employees have received training 
on GenAI in under a year, while Dinootoo includes a library of predefined prompts and learning materials to accelerate 
adoption.348 Orange Group’s GenAI adoption demonstrates how telecom operators can use AI to improve customer expe-
rience, operational efficiency and workforce productivity, while ensuring that technological transformation is accompanied 
by safeguards that aim to maintain trust, compliance and sustainable growth.
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Social impacts

At the sectoral level, GenAI creates new challenges and opportunities for the telecoms labour mar-
ket. The introduction of the technology has the potential to create new roles in the sector, such as 
positions that are expected to evolve towards model oversight, data stewardship and AI product 
ownership, creating new opportunities for those who can adapt.349 At the same time, a survey of in-
dustry leaders shows that more than half cite the lack of appropriately skilled labour as the biggest 
barrier to GenAI adoption.350 Without coordinated investment in reskilling, there is a risk that adop-
tion could generate resistance or anxiety among workers.351

For companies, GenAI adoption is reshaping how they organise internal processes. Internally, com-
panies benefit from tools that streamline knowledge management and documentation, improving 
collaboration and reducing friction in operations.352 Similarly, at the worker level, GenAI is transform-
ing job roles, workflows and career trajectories. Research suggests that up to 65% of current work-
ing hours in the telecoms sector may be affected by automation or augmentation through GenAI.353 
Routine tasks such as call documentation, information retrieval or basic troubleshooting are increas-
ingly delegated to AI systems, freeing employees to focus on higher-value tasks. This presents op-
portunities for enhanced job quality, with workers shifting towards activities requiring judgment, cre-
ativity and oversight. However, the transition also presents risks. 

The shortage of GenAI-related skills is already a binding constraint, and without structured reskilling 
programs, workers may struggle to adapt to new responsibilities.354 Moreover, while firms often em-
phasise the positive aspects of AI, such as efficiency, innovation and job creation, research highlights 
that they tend to understate potential risks, including privacy concerns and job displacement.355

Potential risks vary depending on worker type, with some workers being more susceptible to risks, 
such as displacement, than others. One trade union representative explained that due to the high 
levels of GenAI adoption in customer support, workers in customer support roles are already expe-
riencing job displacement.356 Apart from the customer-facing roles, one of the interviewees noted 
that “mid-level coders already expect GenAI to take over their work.” While developers would still be 
needed to ensure human oversight, the overall number of programmers hired may decrease,357 with 
several operators instead focusing on reskilling programmes for existing staff.358 Additionally, it was 
highlighted that GenAI presents relatively lower risk in the telecommunications sector compared to 
Agentic AI, which operates with less human oversight.359
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The telecoms sector’s own history shows how larger-scale technological transitions can be navigat-
ed. As one interviewee noted, “We can learn from telecommunications. It happened in the field 50 
years ago. With telephones and later Skype.” These earlier shifts fundamentally reshaped job pro-
files and rendered some occupations obsolete, yet the sector adapted. The interviewee emphasised 
that the role of trade unions is not to prevent technological change, but to ensure workers are sup-
ported through it: “jobs can’t be saved but people need to be taken care of.” This includes providing 
retraining, protecting working conditions and addressing new ethical and liability concerns emerging 
from AI deployments.360 Ensuring a socially sustainable transition will therefore require deliberate in-
vestment in upskilling, transparent communication and careful management of worker expectations, 
by clearly outlining how GenAI will transform roles and responsibilities, and by establishing support 
mechanisms that will help employees to adapt.
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Ethical impacts

At the sectoral level, the ethical concerns of GenAI adoption and deployment mainly relate to data 
bias, a lack of transparency and limited explainability in AI-driven decision-making, which under-
mine fairness and accountability.361 In a survey of communications service providers, privacy and 
security rank among the top concerns, with 80% identifying these as their biggest risk, followed 
closely by the lack of a robust “truth function” to verify outputs (74%).362 These risks are particularly 
salient given the sensitive nature of telecoms data, where breaches or biased outputs could have 
widespread consequences. At the same time, the sector is actively developing governance frame-
works that emphasise responsible deployment, requiring alignment with ethical principles and veri-
fication mechanisms in GenAI applications.363 

At the company level, firms are under pressure to demonstrate that their AI deployments are not only 
effective but also responsible and transparent. Reports highlight the need for embedding ethics 
committees, bias prevention protocols and oversight structures directly into GenAI implementation 
strategies.364 Yet, measures to ensure ethical AI governance are lacking. As one interviewee ex-
plained, “[the vast majority] of telecommunications companies in Spain have no measures in place 
to verify whether their GenAIs apply biases toward individuals.”365 This presents ethical concerns in 
contexts such as network reconfiguration, where operators must reallocate service between users.366 
Without monitoring systems, GenAI applications risk enabling unfair discrimination against certain 
user groups. The issue of bias is complicated by challenges related to liability for errors, particularly 
in cases where AI-generated recommendations influence critical decisions in network management 
or customer service.367 To protect users, telecoms companies will need to develop measures for eval-
uating the fairness of the GenAI systems they develop and deploy. 

For workers, ethical concerns lie in the design, deployment and oversight of GenAI tools. Employees 
are increasingly responsible for monitoring AI decisions yet often lack sufficient clarity on accounta-
bility frameworks. This can create ethical tension, as staff may be held liable for errors or biases pro-
duced by models they did not design or fully understand.368 At the same time, workers are expected 
to function as the guardians of responsible AI, ensuring that outputs are used appropriately and that 
privacy standards are upheld. In this way, employees become increasingly responsible for mitigat-
ing risks of bias, misuse or privacy violations that potentially emerge from GenAI applications. 
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Regulatory impacts

At the sectoral level, the legal complexity of GenAI poses major challenges for predictability and 
compliance. Generative models are inherently difficult to assess, making it harder to determine how 
they will behave within existing legal structures around liability, privacy, intellectual property and cy-
bersecurity.369 The absence of common standards and governance frameworks across jurisdictions 
has been described as a stumbling block, particularly for ensuring consistent ethical practices and 
avoiding fragmented regulatory environments.370 Telecoms service providers themselves also identi-
fy legal uncertainty as a pressing concern, with 74% citing the use of public data as a top legal risk 
when deploying GenAI.371 To address these concerns, global governance tools are emerging, such 
as the GSMA Responsible AI Maturity Roadmap and the WEF Digital Trust Framework, which aim 
to provide sector-wide guidance on inclusivity, transparency and sustainability.372

The EU AI Act focuses on AI applications in critical infrastructure. Specifically, it classifies AI systems 
used as safety components in the management and operation of critical infrastructure as high-risk, 
including road traffic systems and essential utility services such as water, gas, heating and electric-
ity.373 At the same time, one interviewee noted that despite emerging frameworks, telecoms regu-
lation has not yet directly addressed AI. While the sector is tightly regulated, existing rules in the 
industry focus on spectrum management, licensing conditions and the definitions and obligations of 
operators, essentially governing “the pipe,” as one interviewee put it.374  As they explained, “You can 
think of telecommunication as a pipe, and you put something on the pipe. The pipe is very much reg-
ulated, and you need to regulate what you’re actually sending through the pipe.” What is transmitted 
over telecoms networks is subject to regulatory frameworks from outside the sector and there is still 
no dedicated ruleset for AI. “There is no placeholder for a regulation that specifically deals with AI or 
how it can affect the sector,” the interviewee noted, emphasising that telecommunications operate 
under the rules that predate AI debates. From their perspective, the sector’s regulatory foundation is 
sufficient, and any issues arising from AI relate not to telecommunications itself but to how networks 
are used.375 This approach aligns with the EU’s broader simplification agenda, which seeks to avoid 
sector-specific duplication where horizontal regulation can address emerging technologies.376 
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At the company level, regulatory change is already prompting action. Operators in Europe, for ex-
ample, are beginning to update their internal guidelines on the responsible use of AI to align with 
the forthcoming EU AI Act, ensuring that their practices comply with evolving requirements.377 This 
signals a growing need for firms to embed compliance directly into their GenAI strategies, from data 
governance to cybersecurity protocols. At the same time, regulatory uncertainty adds costs and 
complexity to deployment, as companies must design flexible approaches that can adapt to new 
laws across multiple markets. Those that succeed in embedding robust governance early may gain 
a competitive advantage by building trust with regulators and customers, while those which do not 
risk fines, reputational harm or barriers to scaling their innovations.

For workers, regulatory impacts are less direct but still significant. Employees are increasingly ex-
pected to ensure that GenAI systems are deployed in compliance with both internal guidelines and 
external legal standards. This requires not only technical knowledge but also awareness of evolving 
legal frameworks, creating demand for new skill sets in areas such as AI compliance, data protection 
and regulatory reporting. Workers also face heightened accountability: in the absence of clear lia-
bility frameworks, responsibility for monitoring outputs or safeguarding data may fall to staff, raising 
pressure and potential legal exposure.378 Training and support in regulatory literacy are therefore 
becoming essential, equipping employees to function as informed stewards of compliant and re-
sponsible AI deployment.
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Technological impacts
GenAI is a driver of automation, reshaping what is technologically possible in the services economy: 
across the sector, GenAI-based applications are automating business operations that were previous-
ly human-led, although important limitations remain. At the company level, automation is fostering 
innovation, enabling the development of new products and services. For workers, it is changing the 
nature of tasks, particularly by reducing repetitive activities. However, greater technological advanc-
es also bring greater challenges, particularly in identifying and resolving hallucinations.

Box 12. GenAI in customer service

Source: Visionary Analytics, 2026, based on interview data.

GenAI is reshaping customer service across sectors, and many companies are now more heavily utilising GenAI chat-
bots to facilitate customer relations. Primarily, this is seen through the automation of repetitive tasks and supporting 
employees in delivering faster and more personalised responses.379 However, scaling up this technology is challeng-
ing, and there remain questions around trust and quality.380 

In banking, according to one interviewee,381 government and industry support are viewed as drivers of AI adoption. 
They noted that limited staff resources mean that AI is conducting customer support activities – “AI is carrying out 
customer support activities which has been limited employee-wise,” allowing staff to “focus human work on valuable 
work (more strategic [work]) to give a better employee experience.”382 Banks also see AI as a way to improve deci-
sion-making and deliver more personalised customer interactions. Some interviewees highlighted AI’s role in helping 
advisors quickly gather data from public sources to support business clients, stating that concerns remain about se-
curity and lack of implementation experience.383 In more operational terms, one respondent noted that up to 800 re-
petitive tasks in call centres could potentially be automated, signalling significant efficiency gains.384 Others stressed 
the potential for AI to improve customer satisfaction, provided that customers can trust the technology behind it.385

In telecommunications, GenAI is being applied to augment staff. For example, Virgin Media O2’s Lumi AI tool scans 
customer conversations and provides real-time prompts to agents, helping them respond faster and more accurately. 
It also generates post-call summaries. As one interviewee explained, the goal is to “achieve more for less effort” by 
improving speed and accuracy in customer support, especially in organisations with weaker reputations for service.386

Other examples show the limits of replacing human labour entirely. The payments company Klarna, for example, re-
cently reversed a decision to replace most customer-service employees with GenAI chatbots, citing customer dissat-
isfaction and insufficient quality as the motivation behind this reversal.387 This reversal draws into question the extent 
to which GenAI can be fully relied on for business operations and underlines the importance of careful deployment 
and the need to balance efficiency with customer trust.

While AI-led customer service aims to enhance customer satisfaction, it also has the potential to limit access to ser-
vices due to the digital literacy gap. In 2023, only 55.56% of people aged between 16 and 74 had at least basic digital 
skills.388 The groups most affected by this divide include older adults, with 34% of men and 25% of women over 65 
having basic digital skills, and individuals with no or low formal education, among whom 34% possess such skills.389As 
more services become digitalised through the adoption of GenAI, those lacking digital literacy are increasingly ex-
cluded from accessing essential services.390 Therefore, businesses must consider the digital literacy gap to ensure 
accessibility and avoid losing potential customers.
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4.	 �HORIZONTAL IMPACTS
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Hallucinations, when GenAI produces text that sounds plausible but is factually wrong,393 introduces barriers to ser-
vice industries, where accuracy and trust are central, and therefore also carries particular risks.

In the AV sector, interviewees explained that “misinformation and hallucination… leads to untrustworthy output which 
is something [the industry] is dealing with” and highlighted the barriers this creates to using GenAI in content produc-
tion where credibility is essential.394

In the banking sector, similar challenges are faced, with staff concerned about the risks of relying on GenAI under 
time pressure. As one respondent warned, “there is the hallucination issue…what if my work tells me I have to work 
fast and use this tool, but I make mistakes with it?”395 and highlighted concerns about employees’ understanding of 
the risks of using GenAI, including in customer-facing roles. Here, the concern is that hallucinations could undermine 
compliance and customer confidence. This aligns with research suggesting that misleading hallucinated outputs can 
introduce risk or even harm in sensitive sectors like healthcare, law and finance.396

In telecommunications, an interviewee was more sceptical about the use of GenAI, stating that “as long as there are 
hallucinations, and they will continue forever, within the current framework of GenAI, you cannot trust it what it tells as 
facts.”397 They highlight that in the telecoms sector awareness of problems such as hallucinations is growing, raising 
doubts about whether these problems can be solved within the current technological framework, and about broader 
trust in – and understanding of – the content it generates.
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Hallucinations constitute one of the main technological risks of GenAI adoption. Hallucinations occur 
when GenAI produces an output that is false, misleading or fabricated, and are largely the result 
of probabilistic sampling and training data biases.391 GenAI models are probabilistic, making hal-
lucinated outputs appear plausible and therefore difficult to identify. Furthermore, traditional soft-
ware debugging does not apply; instead, hallucinations demand machine learning-specific remedies 
such as retrieval-augmented generation, uncertainty estimation and human-in-the-loop validation.392 

Hallucinations are a major technological challenge for workers and companies because they are 
difficult to identify and address and can negatively impact services. 

Box 13. GenAI Hallucinations

Source: Visionary Analytics, 2026

The findings suggest that GenAI is advancing automation and innovation across the banking, telecoms 
and AV sectors, but its transformative potential is limited by technical limitations. While applications 
in customer service, decision support and content generation show potential for productivity gains, 
challenges such as hallucinations, trust and system integration highlight the limitations of its current 
deployment. As one expert noted, GenAI is “taking baby steps in the baby era,” with its immediate 
impact often overestimated, yet its long-term potential consistently underestimated.398

Furthermore, it is crucial not only to account for the technological limitations but also to ask, “What 
are the processes where it is better not to use AI?”399 Determining which applications add true value 
is challenging, as AI often makes everything appear useful. One example is training: while the workers 
seem to learn faster with GenAI, it can lead to cognitive offloading. As one expert explained, “They can 
solve problems faster, but when you ask them to explain the problem and explain the solution, actu-
ally it’s harder for them and they didn’t get to the root of the problem, they didn’t get to the root of the 
solution. So, it’s very easy to detect value in these systems, but also, it’s hard to detect the information 
that is not valuable.”400 In such cases, AI-supported training should not simply accelerate learning but 
be designed to reinforce skill development by encouraging employees to engage with additional 
problem-solving steps themselves, allowing them to truly excel and build deeper competencies.401
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Economic impacts

GenAI is viewed as a driver of productivity and efficiency across sectors, which is expected to trans-
late into economic growth. Multiple forecasts predict an increase in GDP from GenAI adoption, offer-
ing a significant long-term opportunity for European companies.402 According to Pricewaterhouse-
Coopers, AI adoption could increase the world’s GDP by an extra 15 percentage points by 2035. 
In the case of more moderate adoption, the estimate is for an additional 8% growth, with only a 1% 
growth in a pessimistic scenario.403 

Driven by these growth expectations, companies and workers are investing heavily in GenAI and its 
supporting infrastructure. The technology, however, is expensive to install and maintain, and com-
panies choosing to adopt it must be prepared to manage significant upfront and ongoing costs. This 
was highlighted by one of the interviewees: “at the moment it is more cost than cost savings.”404 
Many companies invest in proprietary models to ensure data protection or because of the require-
ment for more tailored solutions. Additionally, “the pace of GenAI development is much faster than 
previous digital tools, increasing the need for frequent updating of skills, resulting in higher training 
costs for employers.”405 Nevertheless, if managed responsibly, growth could strengthen global com-
petitiveness and create new markets for services, thereby benefiting both companies and workers.

AI has the potential to decrease the number of repetitive tasks, increase productivity and generate 
economic growth. However, without mechanisms to ensure the fair redistribution of these gains, this 
could contribute to a more polarised economy characterised by concentrated wealth and increasing 
precarity. The rapid expansion of AI adoption is transforming the structure of work, productivity and 
profit distribution. While businesses are likely to benefit from greater efficiency and higher profit 
margins through reduced reliance on human labour, these developments also carry the risk of deep-
ening inequality.

GenAI’s impact on inequality is complex. While AI adoption has the potential to decrease wage 
inequalities due to labour market disruptions, it risks widening wealth inequality by concentrating 
capital gains among wealthier households. High-income workers are more likely to work in AI-ex-
posed occupations, hold more wealth and invest in high-return assets, positioning them to benefit 
disproportionately. Model simulations show that AI exposure could lower wage inequality, reducing 
the wage Gini coefficient by 1.73 percentage points, but widen wealth inequality, raising the wealth 
Gini by 7.18 points.406 When AI complements skilled labour, wage inequality decreases less or may 
remain unchanged. Nonetheless, productivity gains from AI may improve overall economic welfare 
despite persistent disparities.407

402.	  �McKinsey. (2023, June 14). Economic potential of generative AI: The next productivity frontier. Report. https://www.mckinsey.com/capabilities/tech-and-ai/our-insights/the-econom-
ic-potential-of-generative-ai-the-next-productivity-frontier; Daco, G. (2023, March 22). Catalyze economic growth through capital investment in GenAI. EY. https://www.ey.com/
en_pl/insights/ai/economic-growth-through-capital-investment-in-gen-ai; Goldman Sachs. (2023, April 5). Generative AI could raise global GDP by 7%. https://www.goldmansachs.
com/insights/articles/generative-ai-could-raise-global-gdp-by-7-percent

403.	  �PricewaterhouseCoopers. (2025, April 29). AI adoption could boost global GDP by an additional 15 percentage points by 2035, as global economy is reshaped. PwC Research. 
Press Release. https://www.pwc.com/gx/en/news-room/press-releases/2025/ai-adoption-could-boost-global-gdp-by-an-additional-15-percentage.html

404.	  �Interview 15 and 16. September 24, 2025.
405.	  �Interview 18. December 4, 2025.
406.	  �Rockall, E., Tavares, M. M., & Pizzinelli, C. (2025, April). AI Adoption and Inequality [Working paper]. International Monetary Fund. https://www.imf.org/en/publications/wp/is-

sues/2025/04/04/ai-adoption-and-inequality-565729
407.	  �Ibid.
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Early evidence, however, suggests that these benefits have yet to materialise. A 2025 working paper 
on the labour market effects of GenAI chatbot use, based on a survey of 25,000 Danish workers, found 
no significant impact on earnings.408 Moreover, the study revealed only minimal productivity gains, with 
just 3% of time saved through chatbot use. These findings imply that growth expectations may be in-
flated and that economic impacts will take time to emerge. 

The mismatch between forecast and measured economic growth may be explained by learning curves, 
with companies and workers still needing time to learn how to use and apply the technology. The eco-
nomic benefits of GenAI are therefore more likely to emerge at later stages, although it is also possible 
that the effects will be smaller than expected. Importantly, as GenAI is deployed and reduces the num-
ber of workers required, governments may experience a decline in income tax revenues.409 Companies 
will ultimately need to balance growth expectations with the cost of investment and learning, while 
governments must address the fiscal challenges that accompany workforce reduction.

Across the three target sectors, GenAI is considered to be an economic game changer, but the ben-
efits remain uneven and, in some cases, overstated. Large-scale productivity and growth forecasts 
currently contrast with steep learning curves and steep upfront costs for companies and workers. For 
companies, this creates a tension between investment in technology and infrastructure and uncertain 
returns. For workers, there are concerns about wage stagnation and job displacement. These dynam-
ics suggest that the economic promise of GenAI will be realised only gradually and that its benefits will 
be unevenly distributed across sectors, companies and society.

408.	  �Humlum, A., & Vestergaard, E. (2025). Large language models, small labor market effects. https://doi.org/10.3386/w33777
409.	  �Interview 4. July 29, 2025.
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Social impacts

GenAI is expected to drive a transformation in the services economy, where technology and ma-
chines take on an increasing share of service production. Across sectors, this transformation will 
pose new challenges, driving adaptation within the workforce, calling for broader skill sets, greater 
diversity and stronger digital proficiency to meet emerging demands. In order to cope with this rev-
olution, experts recommend that organisations undergo a restructuring, where interdisciplinary (as 
opposed to specialised) working teams become the sector norm.410 At a company level, this shift will 
place pressure on companies to invest in capacity building. For these reasons, strong, well-defined 
company values and a proactive approach to workforce development will help overcome the chal-
lenges faced in this transition.

At the worker level, job requirements are undergoing significant change. The focus of work is mov-
ing away from routine execution towards the collection and verification of data, the validation of 
AI-generated outputs and higher-value creative and critical thinking tasks. As one interviewee not-
ed, “GenAI automates routine tasks…, freeing employees for more complex, value-added work.”411 
This will reduce the demand for certain roles, particularly those based on repetitive or standardised 
activities, while increasing the need for workers with technical expertise, digital literacy and creative 
problem-solving skills.

Alongside changes in roles and skill requirements, employees’ perceptions of GenAI will play a crit-
ical role in shaping adoption and outcomes. Many employees have a positive attitude towards Ge-
nAI,412 seeing it as a chance to engage in more creative, people-oriented and higher-value tasks, as 
GenAI will drive the automation of repetitive routine duties.413 In the survey conducted by Adecco, 
employees reported using time saved for more strategic thinking, checking the quality and accuracy 
of their work, and in training or upskilling.414 However, there is also a concern that this shift may lead 
to job intensification. As tasks become more diverse and demanding, GenAI may increase workers’ 
workload, stress and pressure.415 Furthermore, studies indicate that women workers are 7–12% less 
likely than men to use GenAI at work and 20% less likely to use ChatGPT within the same roles, 
even though they are just as optimistic about its potential productivity gains.416 Overall, men exhibit 
significantly higher levels of trust in and understanding of GenAI, which further deepens existing 
knowledge gaps.417

410.	  �Interview 12. August 12, 2025.; Interview 1. August 7, 2025.; BBVA. (2025, January 3). BBVA creates a stress test in Spanish to measure generative AI bias. NEWS BBVA. https://
www.bbva.com/en/innovation/bbva-creates-a-stress-test-in-spanish-to-measure-generative-ai-bias/

411.	  �Interview 18. December 4, 2025.
412.	  �Adecco. (2025). Global Workforce of the Future. https://www.adeccogroup.com/global-workforce-of-the-future-research-2025
413.	  �ARIX Business Intelligence GmbH. (2024). Banking in 2030 – How will the current global trends, especially AI, shape the post-COVID19 pandemic future of the European banking 

industry and its employees? (EU funded Project No. 101051930). https://www.ebf.eu/wp-content/uploads/2024/05/Final-report_Impact-of-AI-on-banking-employment-in-Europe.
pdf

414.	  �Adecco. (2025). Global Workforce of the Future. https://www.adeccogroup.com/global-workforce-of-the-future-research-2025
415.	  �ARIX Business Intelligence GmbH. (2024). Banking in 2030 – How will the current global trends, especially AI, shape the post-COVID19 pandemic future of the European banking 

industry and its employees? (EU funded Project No. 101051930). https://www.ebf.eu/wp-content/uploads/2024/05/Final-report_Impact-of-AI-on-banking-employment-in-Europe.
pdf

416.	  �Gulley, A. (2025, October 27). Mind the Gap: AI Literacy Requirements Under the EU AI Act and the Gender Divide. Women in AI. https://www.womeninai.co/post/mind-the-gap-ai-
literacy-requirements-under-the-eu-ai-act-and-the-gender-divide; Humlum, A., & Vestergaard, E. (2024). The Adoption of Chatgpt. IZA Discussion Paper No. 16992. https://papers.
ssrn.com/sol3/papers.cfm?abstract_id=4827166

417.	  �Ibid.
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418.	  �ARIX Business Intelligence GmbH. (2024). Banking in 2030 – How will the current global trends, especially AI, shape the post-COVID19 pandemic future of the European banking 
industry and its employees? (EU funded Project No. 101051930). https://www.ebf.eu/wp-content/uploads/2024/05/Final-report_Impact-of-AI-on-banking-employment-in-Europe.
pdf

419.	  �Jain, C., & Kanwar, J. (2025). The AI-Driven Workplace: How Automation is Reshaping Flexible Work Arrangements. Journal of Information Systems Engineering and Management, 
10 (25s), 572–587. https://doi.org/10.52783/jisem.v10i25s.4097

420.	 �Ibid.
421.	  �Hammoumi, A. E., Seghyar, N., Hammoumi, A. M. E., & Ouali, A. E. (2024). The Impact of Artificial Intelligence on Employee Adaptability to Remote Work. 3rd International Confer-

ence on Embedded Systems and Artificial Intelligence (ESAI), 1–5. https://doi.org/10.1109/ESAI62891.2024.10913897
422.	 �ARIX Business Intelligence GmbH. (2024). Banking in 2030 – How will the current global trends, especially AI, shape the post-COVID19 pandemic future of the European banking 

industry and its employees? (EU funded Project No. 101051930). https://www.ebf.eu/wp-content/uploads/2024/05/Final-report_Impact-of-AI-on-banking-employment-in-Europe.
pdf; Jain, C., & Kanwar, J. (2025). The AI-Driven Workplace: How Automation is Reshaping Flexible Work Arrangements. Journal of Information Systems Engineering and Manage-
ment, 10(25s), 572–587. https://doi.org/10.52783/jisem.v10i25s.4097 

423.	 �World Economic Forum. (2023). Future of Jobs Report 2023. Insight Report. https://www3.weforum.org/docs/WEF_Future_of_Jobs_2023.pdf
424.	 �Adecco. (2025). Global Workforce of the Future. https://www.adeccogroup.com/global-workforce-of-the-future-research-2025

Employees also expect that AI will increase the flexibility of work arrangements, such as hybrid or re-
mote work and four-day workweeks, thereby improving employees’ work-life balance and providing 
them with more downtime.418 The increase in employee satisfaction and productivity in companies 
that use AI-powered scheduling, project management tools and remote work monitoring provides an 
opportunity for employers to design a workplace that simultaneously improves efficiency and work-
life balance.419 However, the correlation between work-life balance and AI adoption is not certain. 
One particular study shows that while work-life balance increased at a moderate level of AI adoption 
in comparison to a low level of adoption, it decreases at a high level of AI adoption. Such findings 
suggest “digital burnout risks from ‘always-available’ AI systems that blur boundaries between per-
sonal and professional domains.”420 At the same time, some employees express concerns regarding 
surveillance, AI-driven performance evaluation, worker autonomy and dehumanisation of the work-
place,421 which may further contribute to stress and erode trust. There is also a risk of an increase in 
freelance and project-oriented positions, which may negatively impact long-term job stability.422

GenAI integration brings risks of redundancy, deskilling and unequal access to upskilling oppor-
tunities, but also opens up pathways for more engaging and higher-quality work. To mitigate risks 
and maximise opportunities, companies will need to align training programmes with evolving skill 
demands, provide time and resources for employees to learn, and ensure that change is guided by 
transparent dialogue with workers and their representatives. 

According to the World Economic Forum Future of Jobs Survey, by 2027 87% of media, entertain-
ment and sports companies, 83% of financial services companies, and 79% of telecoms companies 
will adopt AI. At the same time, 58% of media, entertainment and sports companies, 46% of financial 
services companies, and 48% of telecoms firms intend to set training in AI and big data as a priority. 
While the majority of enterprises aim to adopt AI, a lack of focus and investment in training poses a 
challenge for employees.423

Adecco found that ‘future-ready workers’ have fewer concerns regarding GenAI and possible shifts 
in the labour market. “This type of worker is adaptable and willing to be flexible with their career 
plans. They embrace new technologies, and they have versatile skills.” However, the most important 
aspect is the support received from the employer, allowing them to become high-performing talent. 
Future-ready workers are adaptable, tech-savvy and proactive. This highlights not only the need for 
training or reskilling but also a broader company strategy that ensures employees’ trust and under-
standing of AI.424
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Companies have to ensure the collaboration between employee and employer, communicate their 
vision, explain how AI will contribute to and change their work and support their employees in this 
transition. “Workers need guidance to understand the impact of their work and to generate purpose, 
otherwise they might look elsewhere.”425 One of the interviewees stressed that “there is a need for 
a discussion on transparency in relation to employees.” In many areas, there is already a dialogue 
between unions and management but “there should also be a dialogue in daily life. Management 
should be better at talking to employees about using AI.”426

Box 14. Training, upskilling and reskilling

Source: Visionary Analytics, 2026

Organisations across sectors are grappling with the challenges presented by GenAI related to providing training and 
reskilling and upskilling workforces, as the nature of some roles is reshaped by the implementation of the technology. 
These programmes can help workers by improving their AI literacy, enabling them to critically evaluate AI, understand 
how it operates, and learn the technology’s limitations and the ethical implications of its use.427 Effective training, 
upskilling and reskilling programmes close skills gaps, preparing workforces for increasing GenAI adoption. To boost 
effectiveness, programmes should assess current levels of AI literacy, outline key methods for combating skills gaps 
and develop tracking structures to evaluate training progress.428 While unions and employers acknowledge the need 
to prepare employees for transformation, doubts remain regarding the responsibility, training requirements and ability 
to fully anticipate future skills needs.

In the AV sector, one trade union interviewee429 stressed that “upskilling is the only solution. Workers need to be 
moved to different sectors or areas within the company” and that “reskilling and upskilling of workers is crucial for 
unions.” They highlighted both enablers and challenges to this, including that reskilling is an integral part of the history 
of the sector, but that “AI is hitting different markets at the same time, which has not happened [in this sector] to this 
scale yet.” In creative industries, training, upskilling and reskilling programmes should target areas where skills gaps 
are most pronounced, such as prompt writing, copyright, originality and ethical storytelling.430

In the banking sector, interviewees highlighted concerns centred on responsibility and capacity for training. One 
interviewee pointed out that “there are some doubts in banking companies, is there training and competence for 
upskilling…is it [training] given to everybody? Who has this responsibility?”431 They suggest that obligatory training in 
the sector is already burdensome and question the additional burden on employees’ time should AI training be made 
universally available. However, research finds that competency building is needed, especially in areas of AI gover-
nance, ethics and output interpretation.432 There are examples of more proactive approaches to capacity building. In 
Ireland, for example, banks such as NatWest and Danske Bank have rolled out GenAI training modules for all staff, 
and other banks recently introduced Microsoft CoPilot with both mandatory and optional training modules planned.433 
However, other Irish banks’ approaches to training are less advanced, as they are not at the stage of rolling out train-
ing programs for employees or integrating AI for their use.434 

In telecommunications, an interviewee highlighted that the main obstacle is uncertainty about future skills needs: “to 
carry out an employee upskilling/reskilling process, employers would need to know what profiles they will need in the 
future, what activities will be required. In short, what the short- and medium-term growth plan is; the skill needs. But 
none of that is happening. Companies don’t provide training because they don’t know what their needs will be, as 
they are in the midst of a transformation process.”435 While key areas of skills gaps involve using low-code tools, ex-
plaining AI outputs, designing for inclusion and using AI responsibly in products, a lack of clear training pathways risks 
delaying the development of the skills needed for the future as the sector undergoes such a rapid transformation.436 

425.	  �Ibid.
426.	  �Interview 8. August 7, 2025.
427.	  �European Centre for the Development of Vocational Training. (2025). Skills empower workers in the AI revolution. CEDEFOP. https://www.cedefop.europa.eu/en/publica-
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428.	  �Rutanga, P. (2025). The AI workforce playbook: a step-by-step guide to upskilling at scale. ranstad digital. https://www.randstaddigital.be/sites/ausy-be/files/2025-04/the%20

AI%20workforce%20playbook%20a%20step-by-step%20guide%20to%20upskilling%20at%20scale.pdf
429.	  �Interview 4. July 29, 2025.
430.	  �GOV.UK. (2025, October 29). Sectoral overview. https://www.gov.uk/government/publications/ai-skills-for-the-uk-workforce/sectoral-overview
431.	  �Interview 6. August 4, 2025.
432.	  �GOV.UK. (2025, October 29). Sectoral overview. https://www.gov.uk/government/publications/ai-skills-for-the-uk-workforce/sectoral-overview
433.	  �Interview 9. August 12, 2025.
434.	  �Ibid.
435.	  �Interview 14. August 29, 2025.
436.	  �GOV.UK. (2025, October 29). Sectoral overview. https://www.gov.uk/government/publications/ai-skills-for-the-uk-workforce/sectoral-overview



69

In Europe, the overall impact of GenAI adoption on employment is projected to be positive, supported 
by the region’s strong service sector and advanced technological infrastructure.437 Both rapid and slow 
adoption scenarios indicate a net increase in employment, with labour-force expansion largely driven by 
upskilling initiatives that enable workers to adapt to evolving skill requirements. GenAI-induced labour 
market disruptions are expected to remain limited, as shown by the small projected increase in the unem-
ployment rate in 2030, only 0.08% under the rapid adoption scenario.438 In the long term, rapid adoption 
is associated with substantial job creation, contributing to the global net gain of 8.06 million jobs by 2050 
(compared with 5.79 million under slower adoption).439 However, without sustained investment in upskill-
ing, these gains would be significantly reduced, underscoring the importance of continuous workforce 
development for Europe to fully benefit from GenAI-driven productivity and employment gains.440

Building on this, the increasing need for new skills encourages companies to invest in and expand train-
ing and reskilling programmes, which can also help mitigate Europe’s demographics crisis by supporting 
longer working lives and improving labour market participation. It is important to stress that reskilling is 
only a part of the solution to population ageing. Nevertheless, investing in workforce development re-
duces reliance on external hiring, enhances employee retention and contributes to the development of a 
future-ready workforce.441

Across the banking, telecoms and AV sectors, GenAI is accelerating a shift in workforce requirements, 
leaning towards greater digital literacy, critical thinking and higher-value tasks. Beyond the risks of auto-
mation, GenAI is opening pathways to more engaging, creative and higher-quality work. By shifting rou-
tine tasks to GenAI, workers can increasingly focus on roles with skills profiles that better support career 
development and job satisfaction. However, these opportunities introduce greater risks of redundancy, 
deskilling and unequal access to training. Companies face pressure to anticipate future skill needs and 
the investment required in capacity building, but uncertainty and preparedness challenges are slowing 
the process. Workers, on the other hand, depend on fair access to upskilling and transparent dialogue 
with employers to help them navigate the change and associated risks. 

The social impacts of GenAI across these service economies will rely heavily on how organisations and 
social partners manage the transition. Trade unions and social partners are concerned with mitigating 
the risks but also enabling responsible innovation. Collective agreements emphasise training, fair data 
practices and the human-in-the-loop (HITL) principle, ensuring that AI adoption strengthens trust while 
equipping workers with the ability to seize new opportunities. However, as noted by one trade union 
representative, transparency and cooperation between companies and unions are integral, particularly 
with regards to the impact of GenAI adoption on staff whose jobs may change rapidly or be reduced, 
and “the concern is that decisions are being made [by companies] without us. For us, there needs to be 
an obligation for employers to talk to trade unions about AI scale-up before deployment, not after.”442 

The integration of GenAI across the services economy represents both a technological and social turning 
point. Its success will depend not only on innovation but also on how effectively organisations, workers 
and social partners collaborate to manage its impact. Transparent dialogue, targeted training and cooper-
ation between employees and employers will be key to ensuring that GenAI drives inclusive growth and 
sustainable workforce transformation.

437.	  �KPMG (2025, November). Generative AI and Economic Growth. https://kpmg.com/kpmg-us/content/dam/kpmg/pdf/2025/gen-ai-economic-growth.pdf
438.	  �Ibid.
439.	  �Ibid.
440.	  �Ibid.
441.	  �Albi Research Team. (2025, April 14). The Demographic Crisis and Talent Shortage: Corporate Practices, Real Cases, and Solutions. https://albimarketing.com/blog/the-demo-

graphic-crisis-and-talent-shortage-a-critical-challenge-for-northern-europe-corporate-practices-real-cases-and-solutions/; Zahidi, S. (2020, January 22). We need a global reskill-
ing revolution – here’s why. World Economic Forum. https://www.weforum.org/stories/2020/01/reskilling-revolution-jobs-future-skills/

442.	  �Interview 11. August 26, 2025.
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Ethical impacts

From an ethical perspective, one of the key challenges that comes with the development and de-
ployment of GenAI is its consumption of energy. Large GenAI models rely on significant amounts of 
energy and water to operate. To combat these ethical risks, companies can reduce their environmen-
tal impact by opting for green infrastructure.443 This environmental dimension cuts across all service 
sectors, adding to the broader ethical concerns about fairness, transparency and accountability in 
GenAI adoption.

At the sector level, each sector faces distinct risks. In the AV sector, GenAI complicates authorship 
and intellectual property, with training on copyrighted material raising questions about creators’ and 
other rightsholders’ consent, attribution and ownership of outputs. In banking, concerns focus on dis-
crimination and transparency in high-risk applications such as creditworthiness and hiring,444 where 
GenAI can either mitigate or reinforce bias depending on how data is managed. In telecommunica-
tions, risks relate to privacy, explainability and the lack of reliable verification mechanisms, where 
data bias and security breaches are seen as the top ethical threats. Across all three sectors, ethical 
safeguards such as representative datasets, data protection impact assessments and robust over-
sight frameworks are essential.

At the company level, reputational risk is key. Banking depends on trust, and interviewees highlighted 
that failures in transparency can erode customer confidence. Telecoms operators face similar chal-
lenges, with pressure to embed ethical governance structures such as ethics committees and bias 
protocols directly into their AI strategies. In the AV sector, companies risk damaging relationships 
with creators and audiences if they fail to secure consent or respect human likeness. Responsible 
GenAI use is increasingly seen as a core part of maintaining both compliance and competitiveness.

At the worker level, the main ethical challenge is in preserving human agency and clarifying account-
ability. In banking, interviewees highlighted that employees may be tempted to over-trust AI outputs, 
even when flawed; in telecoms, staff are increasingly tasked with monitoring AI outputs without clear 
liability protections. In the AV sector, ethical questions also concern creative workers, whose con-
tributions risk dilution or misattribution in human-AI collaborations. Across all sectors, workers are 
being positioned as the last line of defence against bias (Box 15) and misuse, in many cases without 
adequate support.

443.	  �Kaiser, T., Chan, B.-H., & Zahoruiko, D. (2024). Adopting generative AI in banking: Essential perspectives on quality and risks. Kodex AI. https://www.kodex-ai.com/post/adopt-
ing-generative-ai-in-banking; Gopal, S., & Pitts, J. (2025). GenAI: Unlocking Sustainability Insights and Driving Change in Fintech. In The FinTech Revolution (pp. 345–393). Spring-
er. https://doi.org/10.1007/978-3-031-74418-1_9

444.	 Regulation (EU) 2024/1689 (Artificial Intelligence Act), Annex III.
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Box 15. Bias in GenAI

Source: Holdsworth, J. (2023, December 23). What is AI bias? IBM.  
https://www.ibm.com/think/topics/ai-bias, adapted by Visionary Analytics, 2026

Algorithm bias: Misinformation occurs when the prompt or problem is unclear or inaccurate, or when the feedback 
given to the machine learning algorithm fails to effectively steer it towards a correct solution.

Cognitive bias: AI systems depend on human input, and because humans are imperfect, personal biases can 
unintentionally be introduced. These biases may influence the data used or the way the model behaves.

Confirmation bias: This occurs when AI relies too heavily on pre-existing beliefs or data patterns, reinforcing old bias-
es and struggling to recognise new or emerging trends.

Exclusion bias: This happens when critical information is excluded from the data, often because the developer did not 
recognise new or crucial factors.

Measurement bias: This arises when the dataset is incomplete or does not represent the full population, resulting in 
misleading conclusions.

Out-group homogeneity bias: People tend to understand their own group better than others, which can lead 
algorithms to perform poorly for groups underrepresented in the data. This can lead to misclassification, racial bias 
and inaccurate outcomes.

Prejudice bias: This occurs when social assumptions and stereotypes are embedded into training data, causing 
biased outputs, such as portraying certain jobs as belonging to only one gender.

Recall bias: This develops when data is labelled inconsistently or based on personal judgement rather than objective 
standards.

Sample/Selection bias: This occurs when the training data is too limited, uniform, incomplete or not representative. 
For example, if all training examples come from people with the same qualifications, the AI may reject equally capable 
individuals with different backgrounds.

Self-bias/Self-preservation bias: This occurs when an LLM is asked to assess its own output. The model tends to 
favour responses it has generated, as these are more familiar to it. This bias indicates that an LLM cannot serve as an 
impartial evaluator of AI performance.445

Stereotyping bias: This happens when an AI system, usually inadvertently, reinforces harmful stereotypes. For 
example, a language translation system could associate some languages with certain genders or ethnic stereotypes. 
Simply removing protected clauses such as sex or race from a dataset may seem like a solution, but doing so can 
actually undermine the model’s understanding and reduce the accuracy of its outputs, rather than eliminating bias.

445.	  �Lehr, S. A., Cipperman, M., & Banaji, M. R. (2025). Extreme Self-Preference in Language Models. arXiv. https://doi.org/10.48550/arXiv.2509.26464; Xu, W., Zhu, G., Zhao, X., Pan, 
L., Li, L., & Wang, W. Y. (2024). Pride and Prejudice: LLM Amplifies Self-Bias in Self-Refinement. arXiv. https://doi.org/10.48550/arXiv.2402.11436; Wataoka, K., Takahashi, T., & Ri, R. 
(2025). Self-Preference Bias in LLM-as-a-Judge. arXiv. https://doi.org/10.48550/arXiv.2410.21819

https://www.ibm.com/think/topics/ai-bias
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It is important not only to ensure human oversight but also to establish clear procedures for respond-
ing when hallucinations or biases occur, since such errors are inevitable, regardless of safeguards. 
As one expert explained, the first step is awareness: “Be aware of the situation, be aware of the risk, 
maybe also of the possibilities.” In a knowledge-based society built on mutual trust, “we have to be 
put into a position where we still can trust people but be sceptical at the same time and to be aware 
of that is the first layer.” Companies and employees must learn to balance trust with critical aware-
ness. Building resilience, therefore, requires layered systems of protection, diverse tools, workflows 
and verification processes that evolve alongside technological progress. Finally, preparedness must 
extend beyond prevention to recovery: recognising that everyone will eventually be misled by AI in 
some form, and planning in advance how to identify, correct and learn from such incidents.446

Taken together, the ethical impacts of GenAI across AV, banking and telecoms highlight the need for 
sustainable infrastructure and responsible governance. While the environmental cost of large-scale 
models raises new ethical challenges, longstanding issues of fairness, transparency and human 
oversight remain central. GenAI can strengthen trust and fairness if carefully managed, but without 
clear safeguards, it risks reinforcing discrimination, undermining public confidence and placing dis-
proportionate accountability on workers. Ultimately, embracing both the risks and the benefits of 
GenAI is essential, as long as it remains an assistive technology guided by strong human oversight.

446.	  �Interview 17. October 1, 2025.
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The HITL mechanism is widely seen as a safeguard for the ethical and responsible use of GenAI, as it ensures that 
humans remain a part of the decision-making process. As such, HITL helps mitigate risks associated with GenAI, such 
as automation bias, transparency and the lack of recourse for those who may be impacted by AI decisions. It reflects 
a broader commitment to the “human-in-control’’447 or “human-in-command”448 principle, which is being promoted 
across both public and private sectors as a precondition for the responsible implementation of AI.

Safeguards and ethical considerations

Expert interviews confirm that HITL is perceived as essential to guard rights in the workplace and beyond. Trade union 
representatives stressed that agreements between employee associations and unions emphasise the importance of 
human oversight: “Humans have to decide finally, not the AI. This is the setting in which we want to implement AI 
applications well’’.449 Others highlighted the ethical risks of neglecting HITL, pointing out that humans tend to over-
trust computers if they deliver a sequence of correct results, thereby lowering vigilance. Maintaining a layer of human 
judgment was described as particularly vital in the public sector, where automated decisions on social services or 
benefits can have direct and serious consequences for citizens. As one interviewee states: “If you’re denied social 
services by computer, what do you do? You cannot argue with the computer’’.450 This perspective highlights a wider 
concern, namely that without human appeal mechanisms, individuals risk being left without the ability to question or 
challenge machine outputs. 

At the same time, one interviewee cautioned that human oversight is not a perfect safeguard. If trained correctly, AI 
can support decision-making by reducing errors. Compared to humans, systems may follow regulatory requirements 
more reliably and manage the vast datasets needed for compliance and operational efficiency.451 This perspective of-
fers a crucial counterpoint. While human oversight provides a necessary layer for accountability, it does not automat-
ically guarantee objectivity. Human decision-making can be subject to bias and inconsistency, whereas AI systems, 
when properly trained, may help mitigate these tendencies by applying rules more consistently.

Implementation and regulatory context

HITL is already shaping how AI is introduced into management and evaluation processes. While AI systems provide 
substantial support in processing large volumes of data and assisting in complex assessments, the principle of human 
oversight maintains that final responsibility must remain with people. At the regulatory level, the EU AI Act and the 
Digital Services Act both establish obligations for transparency and human review in automated decision-making con-
texts, such as credit scoring or loan applications.452 

Outlook

Looking ahead, HITL is increasingly positioned as a foundation for the development of ethical AI. Scholars argue that 
it can address the limitations of relying solely on either human or machine annotation, creating a more sustainable 
framework for training and governing AI systems. In parallel, HITL is also performing well in areas such as ethical risk 
detection and knowledge graphs. At the same time, challenges remain. Questions persist over how much human 
participation should be required in different contexts, and how to balance data sharing for oversight with risks of 
privacy leakage. Moreover, without a unified ethical framework, HITL may only provide localised solutions rather than 
universal implications.453 The adoption of HITL also highlights other questions. Some interviewees note that human 
decision-makers are not immune to bias and that overly rigid reliance on manual oversight may not be efficient.454 
Striking the right balance is therefore essential. 

Source: Visionary Analytics, 2026

Box 16. Human-in-the-loop (HITL) mechanism

447.	  �Financial Services Union & Bank of Ireland. (2025). AI agreement between Financial Services Union and Bank of Ireland. https://www.fsunion.org/assets/files/pdf/boi_fsu_ai_
agreement.pdf; European Trade Union Confederation. (2020). Resolution on the European strategies on artificial intelligence and data. https://www.etuc.org/sites/default/files/
document/file/2020-07/Adopted%20-%20ETUC%20resolution%20on%20%20the%20European%20strategies%20on%20artificial%20intelligence%20and%20data%20-%20EN.
pdf; European Social Partners in the Banking Sector (EBF, UNI Europa Finance, EACB & ESBG). (2024 May 14). Joint declaration on employment aspects of artificial intelligence in 
the European banking sector. https://www.ebf.eu/wp-content/uploads/2024/05/Joint-Declaration-on-Employment-Aspects-of-Artificial-Intelligence.pdf

448.	  �Financial Services Union. (2025, July 9). FSU seek formal agreement from AIB around introduction of AI. Financial Services Union. https://www.fsunion.org/latest/news/fsu-seek-
formal-agreement-from-aib-around-introduction-of-ai/; UNI Europa & Connect Europe. (2025, November). The Telecom Social Dialogue Committee Updated Declaration on 
Artificial Intelligence. https://www.uni-europa.org/wp-content/uploads/sites/3/2025/12/UNI-Europa-x-Connect-Europe-AI-Declaration.pdf

449.	  �Interview 10. August 12, 2025.
450.	  �Interview 13. July 29, 2025.
451.	  �Interview 7. August 13, 2025.
452.	  �Interview 1. August 7, 2025.
453.	  �Chen, X., Wang, X., & Qu, Y. (2023). Constructing Ethical AI Based on the “Human-in-the-Loop” System. Systems, 11 (11), 548. https://doi.org/10.3390/systems11110548
454.	  �Interview 1. August 7, 2025.

https://www.fsunion.org/assets/files/pdf/boi_fsu_ai_agreement.pdf
https://www.fsunion.org/assets/files/pdf/boi_fsu_ai_agreement.pdf
https://www.etuc.org/sites/default/files/document/file/2020-07/Adopted%20-%20ETUC%20resolution%20on%20%20the%20European%20strategies%20on%20artificial%20intelligence%20and%20data%20-%20EN.pdf
https://www.etuc.org/sites/default/files/document/file/2020-07/Adopted%20-%20ETUC%20resolution%20on%20%20the%20European%20strategies%20on%20artificial%20intelligence%20and%20data%20-%20EN.pdf
https://www.etuc.org/sites/default/files/document/file/2020-07/Adopted%20-%20ETUC%20resolution%20on%20%20the%20European%20strategies%20on%20artificial%20intelligence%20and%20data%20-%20EN.pdf
https://www.ebf.eu/wp-content/uploads/2024/05/Joint-Declaration-on-Employment-Aspects-of-Artificial-Intelligence.pdf
https://www.fsunion.org/latest/news/fsu-seek-formal-agreement-from-aib-around-introduction-of-ai/
https://www.fsunion.org/latest/news/fsu-seek-formal-agreement-from-aib-around-introduction-of-ai/
https://www.uni-europa.org/wp-content/uploads/sites/3/2025/12/UNI-Europa-x-Connect-Europe-AI-Declaration.pdf
https://doi.org/10.3390/systems11110548
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Regulatory impacts

GenAI introduces regulatory challenges that cross-cut intellectual property, privacy, liability and discrim-
ination. In the AV sector, the unlicensed use of copyrighted content and human likeness to train models 
has sparked calls for stronger IP protections and transparency obligations. However, enforcement is 
complicated, as proving ownership of digital likeness or detecting AI-generated content remains tech-
nically difficult. In banking, GenAI applications such as credit scoring and HR fall within the EU AI Act’s 
high-risk category,455 requiring continuous monitoring and safeguards against discrimination. While 
these rules strengthen accountability, interviewees warned they may also slow adoption and put Eu-
rope at a competitive disadvantage compared to the US.456 In telecommunications, providers face legal 
uncertainty due to the absence of common global standards, with liability, data use and cross-border 
compliance viewed as major risks. Global initiatives such as the GSMA Responsible AI Maturity Roadm-
ap457 and the WEF Digital Trust Framework458 are emerging to fill this gap, but as recent analysis notes, 
overly restrictive regulation can hinder technological development and growth. However, if regulation 
is too permissive it may fail to provide appropriate guardrails and support.459

At the company level, banks, telecoms operators and media firms all face similar challenges and bur-
dens in terms of regulation. In banking, companies must balance innovation with strict requirements 
for data protection and security, which slows adoption but is viewed as essential to maintaining cus-
tomer trust.460 Telecoms firms are updating internal guidelines to align with the forthcoming EU AI Act, 
embedding compliance directly into governance strategies, though regulatory fragmentation across 
jurisdictions increases costs and complexity.461 In AV media, firms risk legal and reputational harm if 
they fail to secure consent or properly label AI use, and stakeholders have proposed solutions such 
as permanent watermarks and stronger EU-wide transparency requirements. More broadly, research 
stresses that regulatory frameworks are evolving unevenly, with the EU’s AI Act criticised for legal un-
certainty and bureaucratic burdens, highlighting the importance of international coordination.462 As one 
expert noted, Europe’s legal system was “not created for the AI era… [but] for old merchants and bigger 
companies, not small, fast-adapting startups.”463 Leveraging AI to automate processes could enable 
firms to focus more on their unique value creation, but doing so requires a regulatory environment that 
is both flexible and adaptive while maintaining the core values and standards “that we identify in the 
European Union.”464

At the worker level, regulatory impacts are felt through accountability and workplace governance. In 
banking, union representatives pointed to gaps in escalation and resolution pathways under current 
frameworks. Collective bargaining agreements in Finland and elsewhere provide some structure, oblig-
ing employers to consult workers on AI adoption and training requirements.465 In telecommunications, 
employees are increasingly expected to act as stewards of regulatory compliance, tasked with moni-
toring AI outputs and safeguarding data, even when they lack full legal clarity or technical expertise.466 
This raises pressure on workers while highlighting the need for training in AI compliance and regulatory 
literacy.

455.	  �Regulation (EU) 2024/1689 (Artificial Intelligence Act), Annex III.
456.	  �Interview 9. August 12, 2025.
457.	  �GSMA. (2024, September 17). GSMA launches maturity roadmap as telecoms industry leads the way in the deployment of responsible AI. https://www.gsma.com/newsroom/

press-release/gsma-launches-maturity-roadmap-as-telecoms-industry-leads-the-way-in-the-deployment-of-responsible-ai/
458.	  �World economic Forum. (n.d.). The Digital Trust Framework. https://initiatives.weforum.org/digital-trust/framework
459.	  �Christodorescu, M., Craven, R., Feizi, S., Gong, N., Hoffmann, M., Jha, S., Jiang, Z., Kamarposhti, M. S., Mitchell, J., Newman, J., Probasco, E., Qi, Y., Shams, K., & Turek, M. (224). 

Securing the Future of GenAI: Policy and Technology. arXiv preprint arXiv:2407.12999. https://doi.org/10.48550/arXiv.2407.12999
460.	  �Interview 10. August 12, 2025.
461.	  �World Economic Forum, Accenture, Valkhof, B., & Venturini, F. (2025). Artificial intelligence in telecommunications. In World Economic Forum, https://reports.weforum.org/docs/

WEF_Artificial_Intelligence_in_Telecommunications_2025.pdf
462.	  �Poncibò, C., & Ebers, M. (2025). Comparative perspectives on the regulation of large language models. Cambridge Forum on AI: Law and Governance, 1, e10. https://doi.

org/10.1017/cfl.2024.14
463.	  �Interview 17. October 1, 2025.
464.	  �Ibid.
465.	  �Interview 6. August 4, 2025.
466.	  �Bridge Connect. (2024, December 17). How to ensure compliance in telecom operations. https://www.bridge-connect.com/post/how-to-ensure-compliance-in-telecom-op-

erations; Baschnonga, A. (2023, November 30). Top 10 risks for telecommunications in 2024. EY. https://www.ey.com/en_gl/insights/telecommunications/top-10-risks-for-
telecommunications

https://www.gsma.com/newsroom/press-release/gsma-launches-maturity-roadmap-as-telecoms-industry-leads-the-way-in-the-deployment-of-responsible-ai/
https://www.gsma.com/newsroom/press-release/gsma-launches-maturity-roadmap-as-telecoms-industry-leads-the-way-in-the-deployment-of-responsible-ai/
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Liability remains a major challenge for both workers and companies. Around one-third of firms cite 
“liability for damage” as the main external obstacle to GenAI adoption.467 The absence of clear rules 
increases legal uncertainty and discourages innovation, while also leaving workers exposed to unfair 
dismissals, biased hiring or accidents caused by AI systems. The withdrawal of the AI Liability Direc-
tive in February 2025 was strongly condemned by the ETUC, which warned that without binding 
rules, accountability may shift from employers and developers to individual workers.468 Therefore, 
there is a pressing need for a balanced liability framework that protects employees’ rights and en-
sures that those harmed by AI systems can seek fair outcomes, while also giving companies the legal 
clarity to deploy AI responsibly and confidently across sectors.

Across the three sectors, regulatory impacts reflect a tension between safeguarding trust and ena-
bling innovation. Interviewees often compared the EU’s cautious approach with the US model, with 
some fearing that strict European rules could slow adoption and give competitors abroad an advan-
tage.469 This highlights the importance that EU regulations are seen as justified, demonstrating clear 
benefits in terms of fairness, security and trust. Interviewees also pointed out that the regulation 
makes both companies and workers feel safer when adopting AI.470 “In Europe, people have this 
comfort that if something goes wrong, the government will regulate and fix it.”471 While the EU lags 
behind the US and China in terms of AI infrastructure, “Europe is … ahead of the US in innovating 
around the application of AI … because of the regulatory environment, not in spite of it.”472 Further-
more, one expert pointed out that while the US regulatory approach might be profitable in the short 
run, the European model is more sustainable.473 Apart from boosting innovation in terms of AI appli-
cations, Ethical AI ensures companies’ reputation and customer trust, which are crucial for long-term 
business success.474

At the same time, regulatory challenges, coupled with AI limitations such as hallucinations and pri-
vacy concerns, discourage many companies and employees from adopting AI. As one expert noted, 
“It is very important to give companies or people spaces that they feel comfortable in to use the 
technology.” Opportunities like sandboxes or other low-barrier environments allow employees to 
test AI safely, build confidence and recognise its value before broader implementation.475 “We need 
incubators. Without trial and error in safe space, we will not go further.”476 If communicated and im-
plemented effectively, the European approach can position the region as a leader in responsible AI, 
showing that strong safeguards not only protect workers and consumers but also create the founda-
tions for sustainable innovation and competitiveness.

467.	  �Novelli, C., Casolari, F., Hacker, P., Spedicato, G., & Floridi, L. (2024). Generative AI in EU Law: Liability, Privacy, Intellectual Property, and Cybersecurity. arXiv.  
https://doi.org/10.48550/arXiv.2401.07348

468.	  �European Trade Union Confederation. (2025, March 4). Artificial Intelligence for Workers, Not Just for Profit: Ensuring Quality Jobs in the Digital Age.  
https://www.etuc.org/en/document/artificial-intelligence-workers-not-just-profit-ensuring-quality-jobs-digital-age

469.	  �Interview 5. August 18, 2025; Interview 9. August 12, 2025; Interview 10, August 12. 2025; Interview 12. August 12, 2025.
470.	  �Interview 5. August 18, 2025; Interview 9. August 12, 2025; Interview 10, August 12. 2025.
471.	  �Interview 5. August 18, 2025.
472.	  �Ibid.
473.	  �Interview 10. August 12, 2025.
474.	  �International Institute for Management Development. (2024, October 3). AI Ethics: What Is It and Why It Matters for Your Business.  

https://www.imd.org/blog/digital-transformation/ai-ethics/
475.	  �Interview 17. October 1, 2025.
476.	  �Interview 10. August 18, 2025.

https://doi.org/10.48550/arXiv.2401.07348
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SUMMARY
Sector-specific and horizontal impact assessments of GenAI adoption in AV, banking and telecoms sec-
tors show that the technology is already reshaping services in profound ways. GenAI promises gains in 
efficiency, new products and services and more engaging work, but the benefits and risks are unevenly 
distributed and, in some cases, largely unproven at scale. Overstated assumptions of productivity and 
gains can create unrealistic efficiency expectations and intensify pressure on workers, underlying the 
need for transparency in how anticipated gains are projected and managed.

At the worker level, GenAI accelerates shifts in tasks and skills, increasing demand for digital skills, 
data interpretation and creative and critical thinking. It also has the potential to reduce repetitive tasks 
as well as increase flexible employment opportunities and the number of upskilling and reskilling pro-
grammes. At the same time, while some employees may benefit from more engaging and higher-value 
work, evidence suggests that GenAI can contribute to job intensification and uneven uptake across 
groups, reinforcing the importance of transparent communication and the role of employee partici-
pation in a successful transition. Moreover, unequal access to training risks widening existing divides, 
particularly among older workers, women and employees in smaller firms. Where reskilling options 
are limited and roles are more vulnerable to automation, the risk of redundancy increases. Addressing 
these issues requires structured upskilling and reskilling frameworks grounded in AI literacy assess-
ments, clear delivery models and robust evaluation frameworks, supported by trade unions and public 
authorities through governance, funding and compliance incentives. 

At the company level, GenAI offers potential gains in efficiency, productivity and cost savings, as well 
as opportunities to develop new products and services. At the same time, its adoption raises questions 
about how firms can build the capacity to adapt. Organisations across all three sectors face common 
challenges in managing skills transitions and ensuring responsible implementation. Interdisciplinary 
teams that bring together technical, ethical and sector-specific expertise could help fill competency 
gaps, guide complex decisions under uncertainty and reduce risks of bias or misuse. Successful inte-
gration also depends on sustained investment in internal capabilities, clear allocation of responsibilities 
and strong employee-employer dialogue. These elements help maintain trust and accountability and 
preserve worker agency in decision-making, including clarity over liability when errors occur.

At the sectoral level, Gen AI presents significant opportunities. Realising these opportunities in practice 
will depend on workforce readiness and organisational capacity, for example, through investment in 
AI literacy, training and change management. In the AV industry, new tools can enhance film preser-
vation, support the creation of more accessible and inclusive content and enable SMEs and individual 
creators to produce competitive content despite limited resources. In banking, GenAI helps to stream-
line regulatory compliance, strengthen fraud detection and anti-money laundering mechanisms and 
support customer service workers. In telecommunications, GenAI can support contact-centre agents, 
contribute to the development of more advanced cybersecurity tools and potentially enable intelligent 
network management.
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At the same time, the transformation brings sector-specific pressures. In AV services, the unauthorised 
use of creative content for GenAI training poses copyright challenges with implications for the sector’s 
sustainability. In banking, risks related to bias, liability and data sensitivity have direct implications for 
consumer trust, which banks rely on heavily. GenAI in the telecoms sector, meanwhile, highlights the 
importance of data protection and privacy, as firms manage vast quantities of personal information. 
Across all sectors, common needs emerge for transparent deployment, clear oversight and mecha-
nisms that maintain confidence among workers, employers and customers by embedding trust and 
creating opportunities for feedback on how GenAI is applied in practice.

Addressing ethical and governance concerns is integral to safeguarding fairness and transparency 
and to maintaining trust in both workplaces and markets. Although the EU’s regulatory framework has 
become a global reference point, many companies express concerns about compliance burdens and 
potential competitive disadvantages. Nevertheless, if accompanied by clear regulatory justifications 
and, for example, strengthened enforcement in areas such as intellectual property, liability and bias 
oversight, frameworks focused on ethical and responsible deployment could increase confidence in 
responsible GenAI adoption.

These dynamics show that GenAI’s impacts are layered. At the sectoral level, they reflect the distinc-
tive challenges and opportunities of different industries. At the firm level, they involve how companies 
set expectations, structure expertise and manage change. At the worker level, they are lived through 
shifting tasks, new skill requirements and evolving responsibilities for oversight and judgment. Social 
dialogue cuts across all the levels, providing a means to negotiate expectations around efficiency, 
support broad access to training, ensure clarity in accountability and maintain trust as technologies 
become embedded in daily work. This includes strengthening the capacity of worker representatives 
to participate effectively in GenAI-related negotiations. In essence, while there are emerging risks to 
GenAI, there are also generous opportunities across the services economy that can be gained from the 
fair and sustainable integration of GenAI. Table 3 summarises the main opportunities and challenges 
across sectors, bringing together horizontal trends with sector-specific dynamics.
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Table 3. Horizontal and sector-specific GenAI adoption opportunities and challenges 

OPPORTUNITIES CHALLENGES

HORIZONTAL

• �Increased efficiency, productivity and cost savings
• �Economic growth
• �Greater economic resilience through more adaptive  

supply chains and real-time risk detection
• �Infrastructure development, advancements in automation 

and innovation
• �Emergence of new jobs in the services sector
• �Reduction of repetitive tasks, enabling more engaging  

and higher-quality work
• �Development of new products and services
• �Increased flexibility of work arrangements
• �Potential decrease in unemployment in the long run  

and facilitation of demographic crisis
• �Increased number of training and reskilling opportunities  

for employees

• �Workforce reduction, particularly in entry-level positions  
and customer service

• �Dependency on BigTech and third-party providers  
due to the high technologies and infrastructure costs

• �High investment needs for training/upskilling/reskilling
• �Persistent hallucinations and biases risk reinforcing  

discrimination and undermining public confidence
• �Environmental impacts from water and energy consump-

tion
• �Risk of disproportionate accountability placed on workers
• �Risk of widening wealth inequality
• �Decreased accessibility of services due  

to the digital divide and skills gap
• �Fragmentation of regulatory standards  

and compliance burden

AUDIOVISUAL SECTOR

• �Enhanced film preservation through improved restoration   
of old footage

• �More accessible and inclusive content via subtitling,  
simplified language tools and text-to-audio conversion

• �Democratisation of production, allowing SMEs  
and individuals with limited resources to create  
competitive content

• �Increased cultural diversity through accessibility  
of new tools, facilitating small-scale production

• �More personalised content recommendations
• �Streamlined editorial processes for journalists
• �Accelerated localisation workflows, including dubbing  

and voice adaptation, enabling faster international  
distribution 

• �AI-supported creative ideation tools that expand  
concept development, storyboarding  
and pre-visualisation capabilities	

• �Copyright breaches leading to revenue losses
• �Deepfakes reducing reliability and trust;  

costly AI detection tools
• �Lack of clear AI disclosure and transparency rules
• �Democratisation of production, new competition  

for the established companies
• �Algorithmic bias risks in advertising and content  

recommendation
• �Risk of decreased cultural diversity due to  

the cultural bias of third-party GenAI models
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OPPORTUNITIES CHALLENGES

BANKING SECTOR

• �Streamlined regulatory compliance through AI-assisted 
monitoring and auditing

• �Enhanced fraud detection and anti-money laundering 
tools

• �AI support for contact-centre agents and customer 
service

• �Improved risk modelling and stress-test reporting
• �Simplified access to and analysis of financial data

• �Complex and evolving regulatory environment requiring 
significant compliance resources

• �Data privacy concerns, especially around sensitive data
• �Bias and fairness issues in credit assessment  

and HR processes
• �High costs of implementing risk control mechanisms
• �Potential systemic risks due to the herding effect

TELECOMMUNICATIONS SECTOR

• �Mutually reinforcing convergence of GenAI and 6G
• �New revenue opportunities via AI-as-a-Service,  

data monetisation and sovereign AI infrastructure
• �Intelligent network management optimising resource  

allocation and supporting innovative applications such  
as integrated sensing and communications

• �Development of advanced cybersecurity tools
• �Acceleration of software development  

and coding processes
• �AI support for contact-centre agents and customer 

service

• �Privacy, bias and opacity in automated decision-making
• �Cybersecurity risks as GenAI increases system  

vulnerability and widens the attack surface
• �Wireless hallucinations degrading service quality,  

wasting resources and creating security risks
• �Lack of appropriately skilled labour
• �Legal uncertainty due to the absence of common  

standards and governance frameworks across  
jurisdictions

As GenAI becomes more deeply integrated into the services economy, its trajectory will depend not 
only on technical development but also on the capacity of sectors, firms and workers to adapt in ways 
that are fair, inclusive and sustainable. Through these adjustments, GenAI offers opportunities to foster 
resilience, enrich work and support long-term growth in Europe’s services economy.

While this report focuses on the AV, banking and telecoms sectors, GenAI’s implications extend across 
society, influencing how people work, communicate and interact with technology. Broader societal 
effects fall outside the scope of this study but are essential to understanding the wider context of 
GenAI’s development. Given the rapid pace of technological change and the early stage of evidence, 
continued interdisciplinary research and dialogue are crucial for tracking GenAI’s evolving social, eco-
nomic and ethical dimensions.

Source: Visionary Analytics, 2026
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ANNEXES

INDUSTRIES

AUDIOVISUAL

J58 Publishing activities

J58.1 Publishing of books, periodicals and other publishing activities

Publishing of books in print, electronic (CD, electronic displays, etc.) or audio form or on the Internet: publishing of books, 
brochures, leaflets and similar publications, including publishing of dictionaries and encyclopaedias, publishing of atlas-
es, maps and charts, publishing of audio books, publishing of encyclopaedias, etc. on CD-ROM.
Publishing of lists of facts/information (databases) that are protected in their form, but not in their content: publishing of 
mailing lists, publishing of telephone books, publishing of other directories and compilations, such as case law, pharma-
ceutical compendia, etc.
Publishing of newspapers, including advertising newspapers, appearing at least four times a week.
Publishing of periodicals and other journals appearing less than four times a week, and publishing of radio and television 
schedules.
Other publishing activities (publishing of catalogues, photos, engravings, postcards, greeting cards, forms, posters,  
reproduction of works of art, advertising material, other printed matter.
Note: publishing can be done in print or electronic form, including on the Internet.

J58.2 Software publishing

Publishing of computer games for all platforms, other software publishing (publishing of ready-made (non-customised) 
software, including translation or adaptation of non-customised software for a particular market on own account: operat-
ing systems, business and other applications.

J59 Motion picture, video and television programme production, sound recording and music publishing activities

J59.1 Motion picture, video and television programme activities

Production of motion pictures, videos, television programmes (television series, documentaries, etc.), or television  
advertisements.
Post-production activities such as editing, film/tape transfers, titling, subtitling, credits, closed captioning, computer-pro-
duced graphics, animation and special effects, developing and processing motion picture film, activities of motion picture 
film laboratories, activities of special laboratories for animated films, activities of stock footage film libraries, etc.
Distributing film, video tapes, DVDs and similar productions to motion picture theatres, television networks and stations, 
exhibitors, and acquiring film, video tape and DVD distribution rights.
Activities of motion picture or videotape projection in cinemas, in the open air or in other projection facilities, activities 
of cine-clubs.

J59.2 Sound recording and music publishing activities

Activities of production of original (sound) master recordings, such as tapes, CDs, releasing, promoting and distributing 
sound recordings to wholesalers, retailers or directly to the public. Sound recording service activities in a studio or else-
where, including the production of taped (i.e. non-live) radio programming. Activities of music publishing, i.e. activities of 
acquiring and registering copyrights for musical compositions, promoting, authorising and using these compositions in 
recordings, radio, television, motion pictures, live performances, print and other media.

Annex 1: Target Sectors with NACE2 industries 
and definitions
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INDUSTRIES

AUDIOVISUAL

BANKING

J60 Programming and broadcasting activities

J60.1 Radio broadcasting

Activities of broadcasting audio signals through radio broadcasting studios and facilities for the transmission of aural pro-
gramming to the public, to affiliates or to subscribers. Activities of radio networks, i.e. assembling and transmitting aural 
programming to the affiliates or subscribers via over-the-air broadcasts, cable or satellite, radio broadcasting activities 
over the Internet (Internet radio stations), and data broadcasting integrated with radio broadcasting.
J60.2 Television programming and broadcasting activities

Creation of a complete television channel programme, from purchased programme components (e.g. movies, documen-
taries, etc.), self-produced programme components (e.g. local news, live reports) or a combination thereof. Program-
ming that is made freely available to users, programming that is available only on a subscription basis, programming of  
video-on-demand channels, and data broadcasting integrated with television broadcasting.

K64 Financial service activities, except insurance and pension funding

K64.1 Monetary intermediation (excluding K64.11 Central banking)

Receiving deposits and/or closing substitutes for deposits and extending credit or lending funds. The granting of 
credit can take a variety of forms, such as loans, mortgages, credit cards, etc. These activities are generally carried 
out by monetary institutions other than central banks, such as banks, savings banks and credit unions. Also includes 
postal giro and postal savings bank activities, credit granting for house purchase by specialised deposit-taking insti-
tutions, and money order activities.

K64.2 Activities of holding companies

Activities of holding companies, i.e. units that hold the assets (owning controlling levels of equity) of a group of sub-
sidiary corporations and whose principal activity is owning the group.

K64.3 Trusts, funds and similar financial entities

Legal entities organised to pool securities or other financial assets, without managing, on behalf of shareholders or 
beneficiaries. Also includes open-end investment funds, closed-end investment funds, unit investment trust funds, 
trusts, estates or agency accounts, administered on behalf of the beneficiaries under the terms of a trust agreement, 
will or agency agreement.

K64.9 Other financial service activities, except insurance and pension funding

Leasing, where the term approximately covers the expected life of the asset and the lessee acquires substantially all 
the benefits of its use and takes all the risks associated with its ownership. 
Other credit granting: financial service activities primarily concerned with making loans by institutions not involved 
in monetary intermediation, where the granting of credit can take a variety of forms, such as loans, mortgages, credit 
cards etc., providing the following types of services: granting of consumer credit, international trade financing, provi-
sion of long-term finance to industry by industrial banks, money lending outside the banking system, credit granting 
for house purchase by specialised non-depository institutions, pawnshops and pawnbrokers.
Other financial service activities primarily concerned with distributing funds other than by making loans: factoring 
activities, writing of swaps, options and other hedging arrangements, activities of viatical settlement companies. 
Own-account investment activities, such as those by venture capital companies, investment clubs, etc.
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INDUSTRIES

TELECOMMUNICATIONS

J61 Telecommunications

J61.1 Wired telecommunications activities

Operating, maintaining or providing access to facilities for the transmission of voice, data, text, sound and video using 
a wired telecommunications infrastructure. Purchasing access and network capacity from owners and operators of 
networks, providing telecommunications services using this capacity to businesses and households, and providing 
Internet access by the operator of the wired infrastructure.

J61.2 Wireless telecommunications activities

Operating, maintaining or providing access to facilities for the transmission of voice, data, text, sound and video using 
a wireless telecommunications infrastructure, maintaining and operating paging as well as cellular and other wireless 
telecommunications networks. Purchasing access and network capacity from owners and operators of networks, pro-
viding wireless telecommunications services (except satellite) using this capacity to businesses and households, and 
providing internet access by the operator of the wireless infrastructure.

J61.3 Satellite telecommunications activities

Operating, maintaining or providing access to facilities for the transmission of voice, data, text, sound and video using 
a satellite telecommunications infrastructure, delivery of visual, aural or textual programming received from cable 
networks, local television stations or radio networks to consumers via direct-to-home satellite systems, provision of 
Internet access by the operator of the satellite infrastructure.

J61.9 Other telecommunications activities

Provision of specialised telecommunications applications, such as satellite tracking, communications telemetry, radar 
station operations, operation of satellite terminal stations and associated facilities operationally connected with one or 
more terrestrial communications systems and capable of transmitting telecommunications to or receiving telecommu-
nications from satellite systems, provision of Internet access over networks between the client and the ISP not owned 
or controlled by the ISP, such as dial-up Internet access etc., provision of telephone and Internet access in facilities 
open to the public, provision of telecommunications services over existing telecoms connections, telecommunications 
resellers (i.e. purchasing and reselling network capacity without providing additional services).

Source: Visionary Analytics 2025, based on NACE2 classifications
See: European Commission: Eurostat, 2008; European Commission, n.d.477

477.	  �https://op.europa.eu/en/publication-detail/-/publication/5a60f718-2b0e-11e7-9412-01aa75ed71a1; https://employment-social-affairs.ec.europa.eu/policies-and-activities/eu-employ-
ment-policies/social-dialogue/cross-industry-and-sectoral-social-dialogue/banking-sectoral-social-dialogue_en

https://op.europa.eu/en/publication-detail/-/publication/5a60f718-2b0e-11e7-9412-01aa75ed71a1
https://employment-social-affairs.ec.europa.eu/policies-and-activities/eu-employment-policies/social-dialogue/cross-industry-and-sectoral-social-dialogue/banking-sectoral-social-dialogue_en
https://employment-social-affairs.ec.europa.eu/policies-and-activities/eu-employment-policies/social-dialogue/cross-industry-and-sectoral-social-dialogue/banking-sectoral-social-dialogue_en
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Annex 2: Interviews

Source: Visionary Analytics 2025

NO INTERVIEWEE COUNTRY/
SCOPE ORGANISATION FORMAT DATE

EXPERT INTERVIEWS

1 Academic expert Netherlands Anonymous Online interview 7/08/2025

17 Academic expert Germany Artificial Intelligence  
Schleswig-Holstein Online interview 1/10/2025

AUDIOVISUAL SECTOR INTERVIEWS

2
Employer  
Association EU

The Association of Commercial 
Television and Video on Demand 
Services in Europe (ACT)

Online group interview 28/07/2025

3
Employer  
Association EU

The Association of Commercial 
Television and Video on Demand 
Services in Europe (ACT)

Online group interview 28/07/2025

4 Trade Union Spain Federation of Services, Mobility, 
and Consumer Affairs (FeSMC-UGT) Online interview 29/07/2025

5 Founder UK Storyflow Ltd Online interview 18/08/2025

15
Employer  
Association EU/Global Anonymous Online group interview 24/09/2025

16
Employer  
Association EU/Global Anonymous Online group interview 24/09/2025

BANKING SECTOR INTERVIEWS

6 Trade Union Finland Trade Union Pro Online interview 4/08/2025

7 Trade Union Finland Trade Union Pro Online interview 21/08/2025

8 Trade Union Denmark Finansforbundet Denmark Online interview 7/08/2025

9 Trade Union Ireland Anonymous Online interview 12/08/2025

10
Employer 
Association Germany AGV Banken Online interview 12/08/2025

18
Employer 
Association Denmark Finans Danmark Written response to 

interview questions 4/12/2025

19 Trade Union Germany ver.di Written response to 
interview questions 8/01/2026

TELECOMMUNICATIONS SECTOR INTERVIEWS

11 Trade Union UK Prospect Online interview 26/08/2025

12 Academic expert Spain University of Cantabria Online interview 12/08/2025

13 Trade Union Norway NITO Online interview 29/07/2025

14 Trade Union Spain UGT Written response to 
interview questions 29/08/2025


