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Introduction

When Revolut launched AIR, its in-app Al assistant, it became one of the first major
fintech companies to put conversational banking in front of real users at scale.

The promise is simple: instead of searching through menus, users can ask questions,

describe goals, and let AIR help them find information or complete selected actions
inside the app.

This breakdown is based on hands-on testing, UX analysis, and 100+ screenshots

captured during the process. The goal was not only to check what AIR can do, but to
understand how it behaves when users ask unclear questions, switch topics, make
mistakes, test limits, or expect the assistant to act like a real financial copilot.

craftinnovations.global
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A Breath of Fresh AIR: Revolut Al Assistant Analyzed How to Read This Breakdown

How to Read This Breakdown

This guide is divided into three parts.

Part 1 covers AIR’s core use cases — the scenarios Revolut publicly promotes,

including spending insights, card controls, travel services, investments, and
payments.

Part 2 covers exploratory use cases — the moments where users go off-script. This
includes multi-intent requests, security behavior, language switching, attachments,
voice commands, financial advice attempts, and Al failure cases.

Part 3 summarizes the biggest UX findings.

05 craftinnovations.global
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A Breath of Fresh AIR: Revolut Al Assistant Analyzed Part 1: Core UX Analysis

Part 1:
Core UX Analysis
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ending Analytics
d Budgeting
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A Breath of Fresh AIR: Revolut Al Assistant Analyzed Spending Analytics and Budgeting

AIR performs strongest when it acts as a financial search layer. Instead of asking
users to open dashboards, apply filters, or scroll through transaction history, it lets
them ask direct questions about spending.

Its main value here is not speed. It is reducing the effort needed to find and interpret
financial data.

Before testing spending scenarios, we first checked how AIR is accessed. Users reach
it through Home - Account - Chats > AIR. The interface follows a familiar Al
assistant pattern: suggested prompts, chat input, voice input, attachments, and one
continuous conversation.

1:37 8 L™ = T L9

A Revaolut is not calling you A& Hevalut is not calling you

AlR

Personal - GBP
1 48,66 £

Accounts

Where shall we
start?

One subscription to rule them

‘-
all. T&Cs apply ; . Sl
Add money Aove Details Viore
Referral reward, boosted = ‘ a

Now get £70 Tor gach friend you invite
by 23 June. T&Cs apply

2= Personal info &= How could | be saving money?

M Account details

ws PaySend -B,50
Yesterday, B:26PM ° What can | get with my RevPoints? T

Chats

. Any cool features | can use while

Y T
E  Documents & statements travelling abroad?

B Learn Type a messaqge

FAQ

® CRAFT

o o INNOVATIONS Revolut

Important note: AIR does not create a new chat for each scenario. Every question
remains in the same persistent thread, even across days or unrelated topics.

08 craftinnovations.global~
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1.1 Category Breakdown & Percentages

1:383 L . - 1:38 3 L . - L . - 1:40 8 [

& Revalut is not cailing you * & Aevalut is not caillpg you * & Hevalut is not calllpg you * & Revalut is not cailing you »

AlR < AlR = AlR o AR

pProvide Tinarncial msgnts and Dudgetmg Ups,

not financial advice, Learn more
How would you like to start? :38 FM Market news, company and asset information
Market ney mpany and asset information S prov evolut Trading FCA
: e e e e e ki SR -+ e 1d requiated). Please read
Hi Anna, I'm AIR, your Al Financial Assistant. | S ProvHac evolut Trading Ltd (FCA How much did | spend for a coffee last month isclosures : ) )
provide financial insights and budgeting tips, authorised and regulated). Please read AL

i i i 1:38 Pi
not financial advice. Learn more. isclosur

How would you like to start?
ompany and asset information How would you like to start? 38 FM Approximately £2.50 on coffee in May.
- it Trad FCA ; f eywords (e.q.

How much did | spend for a coffee |last month
{5', 'costa’, ‘nero’,

138 PM

How much did | spend for a coffee last manth

How would yvou like to start? :28 P Want the line items?

How much did | spend for a coffee last month " S S L i What is the percent of my total food budget |

g F o '‘espresso’] — found Pret.
: spent for a coffee 36 P
'‘espresso') — found Pret. P E e
\Want the line items?
Want the line items?
What is the percent of my total food budget |
spent for a coffee 39 PM

spending made up approximately

The ! The ] : g :
otal food and drink expenses in

R Ik [ e 1 (pER ¥

A B (LB T

Would you like to set a budget for one of
these categories?
return

pe 3 message

® CRAFT

o o INNOVATIONS Revolut

AIR calculated coffee spend, explained the logic behind the result, and offered to
show the underlying transactions.

When asked what percentage of the food budget went to coffee, it connected
merchant-level data with category-level spending and calculated the share.

‘ Strong transparency

‘ Good financial reasoning

‘ Clear explanation of calculations
+

Depends heavily on category tagging accuracy

09 craftinnovations.global~
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L

A& Hevalut is not calling you 2

AR

taurants” budget categories, where
otal of £272.40. As you don't
5 ific food budget set, |'ve based
your actual spending for the month.

Would vou like to set a budget for one of
thesa categories? 1aa P

Show my spending breakdown by category

1:40 P

Here Is a breakdown of your spending by

The 'Other’ category consolidates smaller
itemns. Let me know if you'd like to dive into
hese categories! a0 PM

Spend by Category

1.2 Spending Breakdown by Category

1:413 L

A& Hevalut is nat calling you »

<« AlR

Your coffee spending made up approximately
0.9% of your total food and drink expenses in
May.

| estimated this by lookin
a 5 setaurants”

d

your actual spending for the month.

Would you like to set a budget for one of
these categories? 130 PN

Show my spending breakdown by category

T.40 PR

Here is a breakdown of your spending by
category Tor May.

The 'Other’ category consolidates smaller

Spending Analytics and Budgeting

L

A Hevalut is nat calling you

AR

is by looking at your "Grot
el categories

Would you like ta set a budget for one of
these categories? 138 P

Show my spending breakdown by category
F40 PM

Here is a breakdown of your spending by
category for May.

The 'Other' category consolidates smaller
items. Let you'd like to dive into
any of these categories! 140 PR

£587.15

items, Let me know if you'd like to dive into Shopping

any of these categories! 1:90 PM
£79.13
T W e SpeEnaing by c: i-_-_: iy 1ar May

REV_PAYMENT NG

£141.82

spending by calegory for M -

Z £50.00
£12.94
£10.20
ES5.99

£

® CRAFT
o o INNOVATIONS

Revolut

AIR generated a category-level spending summary and supported deeper exploration
by surfacing merchants within a selected category.

This made the flow feel closer to investigative search than a traditional budgeting
dashboard.

‘ Excellent drill-down capability

‘ Natural conversational refinement
‘ Reduces navigation effort

4+ Visualizations remain basic and mostly support the conversation

10 craftinnovations.global ~
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1.3 Deep Transaction Search

L

& Revalut is not calling you »

AlR

£161.77
£45.18
£29.64
£27.41
E1.70
EL5%

Did | buy plane tickels and how much did it
cost? 142 I

| found several flight purchases in your

histor re are the most recent ones:

+ British Airways: £83.49 on 29 December
2025
2025

* Ryanair: £28.04 on 15 September 20

« Ryanair: £106.93 on 9 mb )2

« EasyJet: E97.99 on 8 September 202

| also saw a paymenl! to TicketSource for
£12.94 on 23 May 2028, though this is likely

Would you like the full list of your trave
spending for a specific period?

S

IYpe a

® CRAFT
o o INNOVATIONS

1453 L

& Revalut is nat calling you »

« AR

Searched for airline names and travel-related
keywords — found British Airways, Ryanair,
and EasyJet.

Would you like the full list of your travel

spending for a specific period? 1:42 P

What direction did | buy tickets? .44 py

| can't see the specific travel destinations (like
the city or "direction” of the flight) directly
from your transaction history, as airlines don't
typically include that infermation in the
payment details.

However, you can often find insights about
where you've used your card abroad in the
appe

1. Go to Home in the bottom menu.

2, Tap the Analytics and budgeting icon (the
small graph) in the top-right corner.

3. Look faor the Trips or map widget to see a
breakdown of your spending by country.

For the exact flight details, your best bet is to
chec 2 confirmatio ail from the airline
rjor log into
their website using the date of the transaction
as a reference.

Would you like me te list all of your travel
transactions for a specific month to help you

find a particular trip? 145 P

P

Spending Analytics and Budgeting

1:48 3 L

A& Revolut is not calling you

AlR

Show my Waitrose purchases last month 147 pu

You spent approximately E161.77 across 13
transactions at Waitrose in May 2026, vaapy

Date Merchant

31 May 2026 Waitrose E21.96
27 May 2026 Waitrose E12.01
27 May 2026 Waitrose E1.68

26 May 2026 Waitrose E4.70

25 May 2028 Waitrose E16.90
25 May 2026 Waitrose E7.90

24 May 2026 Waitrose EQ:ES

22 May 2026 Waitrose E12.57
21 May 2026 Waitrose E7.85

20 May 2026 Waitrose E12.65
19 May 2026 Waitrose

19 May 2028 Waitrose E17.05

18 May 2026 Waitrose £24.55

Searched transactions for Waitrose — found
132 matches.

o o Fp)
Type a . &

Revolut

AIR identified matching transactions and returned a structured list with dates,
merchants, and amounts.

This is one of the clearest practical use cases: users can search their financial history
using natural language instead of manually browsing transactions.

‘ High practical value

‘ Significant reduction in search effort

‘ Easy to verify results

*

Search appears primarily keyword-driven

craftinnovations.global ~
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1.4 Savings Insights

® CRAFT
o o INNOVATIONS

1:46 3 L9

& Revolut is nat calling you

« AlR

transactions for a specific month to help you

find a particular trip? 145 FM

How much can | save this month? 145 pu

To see how much you could potentially save
this month, a good starting point is to look at
your typical "surplus” from previous months.

Based cn your history from the last three
hs, your income and spending have

« May: You had a potential surplus of
£1,212.85 (£1,800.00 income vs. £587.1

« April: You had a surplus of £167.67

(£1,500.00 income vs. £1,332.33 spent).
« March: You had an unusually high income
af £9,766.00 and spent £1,133.37.

For June so far:

You have spent E462
any major inceme

: ilar income to

; ding follows a
similar pattern, you could potentially aim to
save around £1,200 this month.

A general approach to budgeting often
invaly yeating your incorme into

eds (rent, bills, groceries)
nts (dining out, shopping,
travel)
« 20% for Savings or debt repayment

T'_l.-"!:".li" a message...

1:46 3 L

A& Hevalut is not calling you

AlR

ased on your history from the last three
5, your Income and spending have
variec
+ May: You had a potential surplus of
E1,212.85 (£1,800.00 income vs. £587.15
spent),
« April: You had a surplus of £167.67
(£1,500.00 income vs. £ spent),
« Mar You had an unusually high income
of £9,766.00 and spent £1,133.37.

For June so far:

You have spent £462.16, but | haven't seen
any major income hit your account yet. If we
assume you'll recelve a similar income to May
(£1,800.00) and your spending follows a
similar pattern, you could potentially aim to
save around E7,200 this menth.

A general approach to budgeting often
involves allocating your income into

(rent, bills, groceries)
« 30% for Wants (dining out, shopping,
travel)
« 20% for Savings or debt repayment

Whether this is affordable for you depends on
your overall financial situation and personal
preferences.

Spending Analytics and Budgeting

Revolut

AIR estimated potential savings based on historical income and spending patterns,
then suggested a basic 50/30/20 budgeting model.

The answer was useful as a high-level snapshot, but the recommendation stayed
generic. AIR did not identify concrete expenses, merchants, or categories to reduce.

+

+
-
-

Useful high-level financial snapshot
Good explanation of historical patterns

Recommendations remain generic

Limited personalization

craftinnovations.global ~
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count Management
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Card Management & Account Management

Card management is where AIR starts moving beyond analysis and into execution.

The assistant can retrieve account details, guide users to statements, explain card
options, and initiate selected actions like freezing a card. This makes AIR feel less like
a reporting layer and more like an operational layer on top of the Revolut app.

21 Account Information & Statements

1:49 3 L < ) 1503 L

A& Revolut is nat calling you & Revolut is not callling you »

L5 AR 4 €

Searched transactions for Waitrose — found GBP Statement
S48 PA

13 matches,

PDF
Show my iban 143 e

Your IBAN for international transfers in GBP is Month
GEBR1R - "

For local transfers within the UK, you can use
your Sort Code (23- ) and Account
Number (£ . 12 P

Get my bank state for May 1sapu

You can easily download your account
statement for May directly in the app. Here's
how to do it for your main GEP account:

1. Go to Home on the bottom menu.
2. Tap Accounts below your balance and
select your GBP account.
ea dots (...) and select

e dale range for May, selecl your
preferred format (PDF or Excel), and tap
Generate.

If you need a summary of all the fees you've
J ) 2

paid instead, you can find that in Documents
& stz ents under your profile,

Would you like me to help you find anything
else? 145 P

Generate
M £
I'Ype a message & o

® CRAFT
o o INNOVATIONS

Revolut

AIR quickly surfaced account-related information and guided the user toward

statement generation.

For infrequent tasks, this reduces friction. Users do not need to remember where

IBAN details or monthly statements are located inside the app.

‘ Fast access to commonly requested account information

‘ Reduces dependency on app navigation knowledge

‘ Provides contextual guidance instead of generic help articles
*

In most cases, AIR guides the user rather than completing the task

craftinnovations.global ~
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2.2 Card Controls

152 3 L9 . ] 1533 L

A& Revolut is net calling you & Revalut is not callling you »

o AlR ; < AlR
prefermed lormatl (Fur of Excel), and tap <. 1 ag Freeze
Generate.
This stops all payments immediately, and you
If you need a summary of all the fees you've can unfreeze it just as quickly if you find your
fou can find that in Documents card or decide [t's safe again, 151RM
its under your profile.
Would you like me to help you find anything Freeze my card 1.51pm
elsa? 148 Ph
I've found your Standard card ending in 17086,
Since it's currently active, would you like me

If | ask you to freeze my card will you do it i 2
to proceed with freezing it for you?

immediately ar ask for my final approval? 1519

If you ask me to freeze your card, | will always I want to open a new virtual card 152 pm
confirm the details with you first to make sure
tly what you want to do, | won't take

: : i Creating a new virtual card is quick and free!
on your cards without your explicit

You can set one up instantly in your app:

\ rar - . 1. Go to the Cards section.

You can also do this yourself in just a Tew 9 n Add —

IEF.';S' I _ ) ) 3 oose Virtual.

1. Go to the Cards section in your app. 4, Pick between a Multi-use card (great for
2. Belec . vou're conc 5 i i R e

¥ _T__*’lE""__'t 1he card you're concernad about. subscriptions and daily online shopping) or
3. Tap Freeze. a Single-use card (ideal for one-off
payments as it regenerates details after

ev se)

Select a colour and tap Get card for free.

This stops all payments Immediately, and you
can unfreeze it just as quickly if you find your 5
card or decide it's safe again. 151PM

You can also use these shortcuts to arder a
specific brand:
Sa virtual c:

Freeze my card 1:51pm

I've found your Standard card ending in 1706.
i Let me know if you need help with anything

I'Ype a message

® CRAFT

o o INNOVATIONS Revolut

AIR correctly identified the active card and offered to freeze it.

The assistant did not execute the action immediately. It asked for confirmation first,
which is the right pattern for sensitive banking actions.

‘ Clear execution flow

‘ Appropriate confirmation before a sensitive action
‘ Reduces the number of navigation steps

‘ Good balance between convenience and security

4+ The user still needs to trust that AIR selected the correct card

15 craftinnovations.global ~
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2.3 Virtual Cards

1533 L9

& Revolut is nat calling you

« AR

3. Tap Freeze

This stops all payments immediately, and you
can unfreeze it just as quickly if you find your
card or decide It's safe again. 1:51PM

Freeze my card 1.51pm

I've found your Standard card ending in 1706,
it's currently active, would you like me
ceed with freezing it for you? 2

| wantto cpen a new virtual card 57 pm

Creating a new virtual card is quick and free!
You can set one up instantly in your app:
1. Go to the Cards section.
2. Tap Add new.
Virtual.
s preen a Multi-use card (great for
subscriptions and daily online shopping) or
a Single-use card (ideal for one-off

Let me know if you need help with anything

elzal 52 P

&g 4

® CRAFT
o o INNOVATIONS

Card Management & Account Management

1533 L

& Revalut is not callling you »

< AlR

Creating a new wvirtual card is guick and free!
You can set one up instantly in your app:

1. Go to the Cards section.

2. Tap Add new.

3. Choose Virtual.

ween a Multi-use card (great for

subscriptions and daily online shopping) or
a Single-use card (ideal for one-off
paymenis as it regenerates details after
gvery use).

5, Select a colour and tap Get card for free.

¥ou can also use these shortcuts to order a

Let me know if you need help with anything

alsel

yi=1 1]
Can you do it yourself? rsapm

I'm afraid | can't create a new virtual card for
you directly. To keep your account secure,
this is an action that only you can complete in
your Revolut app.

pping

there,

Is there anything else | can help you with
today? 1

Revolut

AIR understood the request for a single-use virtual card and explained the difference

between card types.

It also provided shortcuts to the relevant flow, which helps with feature

discoverability. Most users know they want a virtual card, but not where to find It.

‘ Strong intent recognition

Good explanation of available card types

‘ Reduces discovery problems for less frequent features
*

Card creation still happens through existing app flows

craftinnovations.global ~
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2.4 Card Replacement

L

A Hevaolut is not calling you 3

AlR

weaver, you can do it right now by tapping
a new card. Once you're there,

and follow the steps |

If | need card replacement could you do it for
me or do | need Lo do it myself? 154 Pk

Whether | can help you with a card
replacement depends on why you need one.

« If your card was lost or sto

by yo
verified and s

» If your card is damaged, expiring, or has
anotherissue: You can easily order a
replacement yourself directly in the app.

How to repl d yourself:
1. Go to the Cart ction.

® CRAFT
o o INNOVATIONS

1:64 3 L

& Revalut is not callpg you »

X

Cards

Disposable

s Regenerates detalls after each use

® Original
b 1706 09130

+ Add new
T ——————

Card Management & Account Management

1553 L

A Aevalut is not calling you »

£ AlR

Whether | can help you with a card
replacement depends on why you need one.

» If your card was lost or stolen: | can guide
you through the process, but the official
repart and replacement are usually handled

verified and secure.

» If your card is damaged, expiring, or has
another issue: You can easily order a
replacement yourself directly in the app.

How to replace a card yourself:
[ L)
Replace card
4. Follow the prompts to choose the reason
and canfirm your order

was stolen, please let me know

| suspect my card is stolen 154 pm

I'm very sorry to hear thal. Let's get you
account secured right away.

I've found your Physical Standard card
ending in 1706. it's currently Active.

Shall | freeze this card for you now te prevent

any unauthorised payments?

AIR separated standard card replacement from a stolen-card scenario.

When the user asked whether AIR could replace a card, the assistant explained that

replacement still needs to be completed inside the Cards section. But when the user
later said the card might be stolen, AIR changed priority: it identified the active card
and asked whether it should be frozen to prevent unauthorized payments.

This was one of the stronger safety moments in the test.

ldentifies the relevant
Asks for confirmation

Card replacement itse

+ 0000

clearer

Prioritizes account security in a suspected theft case

active card before action

oefore freezing the card

f still requires manual steps

Correctly distinguishes stolen-card and standard replacement scenarios

The boundary between "l can help” and “you need to do it yourself” could be

craftinnovations.global~
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scriptions and
curring Payments
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1:57 & L

A& Revalut is not calling you »

£ AlR

I WET Yy ATy W TG UNidh. 8L o };|'_-. A
account secured right away

I've found your Physical Standard card
ending in 1706. It's currently Active.

Shall | freeze this card for you now to prevent
any unauthorised payments? i

Do | have any active subscribtions? 155 pm

| couldn't find any active subscriptions linked
to your account at the moment.

To help keep your funds secure, would you
like me to freeze your physical card ending in
17067

One eady > can also take a look at
your recent transactions tegether to make
sure everything is in order. {56 P

Can you buy me a 3G sim for my next trip?
158 P

I'd be happy to help you find a data plan for
your trip! sure | suggest the right
oplions, | tell me which countries

[Also, just a quick reminder about your card
ending in 17706—would you like me to freeze it
for now to keep yt i

you suspected it was stalen?)

e a8 message

® CRAFT

o o INNOVATIONS Revolut

The test account did not have active subscriptions, so this scenario could not be fully
validated.

Based on AIR's behavior in similar administrative flows, the assistant would likely
guide users to the relevant subscription management screen rather than cancel a
subscription directly inside the chat.

This fits Revolut's cautious pattern around account-level actions.

‘ Understands subscription-management intent

‘ Likely reduces the effort needed to locate recurring payments

' Consistent with a cautious approach to sensitive financial actions
+ Limited evidence that AIR can directly cancel subscriptions
*

Currently feels more like a guide than an autonomous payment manager

19 craftinnovations.global~
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+ 909000

1:66 & L

A Hevolut is not calling you

— AR
£. oglect the Card you want 1o replace.
3, Tap Settings and then Replace card
4. Follow the prompts to choose the reason
and confirm your order.

card on its way to you. 154 P

| suspect my card Is stolen 154

I'm El»,- sorry to hpdr that. Let's get your
I've found your Physical Standard card
ending in 1706, It's currently Active.

Shall | freeze this card for you now to prevent
any unauthorised payments? 54 P

P

Do | have any active subscribtions? 1:55 e

| couldn't find any active subscriptions linked
to your account at the moment.

To help keep your funds secure, would you

like me to freeze your physical card ending in

an also take a look at
ogether to make

sSuUre avery 1I||nq is in order.

o

Tvpe a message

® CRAFT
o o INNOVATIONS

act

Future versions may need clearer controls for dismissing or snoozing security

prompts

L

A Hevolut is not catling you

e AlR

I very Ty W Mear (nal. Lel s get youw
”‘nul.t Sec un—d rlth dw-,,e

I've found your Physical Standard card
ending in 17086. It's currently Active,

Shall | freeze this card for you now to prevent
any unauthorised payments? 1:54 PM

Do | have any active subscribtions? 156 pu

| couldn't find any active subscriptions linked
to your account at the moment.

To help keep your funds secure, would you
like me to freeze your physical card ending in

1156 PM

Can you buy me a 3G sim for my next rip?
1158 PM

I'd be happy to help you find a data plan for
yourtrip! ure | suggest the right
options, u tell me which countries
you'll be visiting?
[Also, just a quick reminder about your card
ending in 17706—would you like me 1o freeze it
for now to keep your aceca secure since

you suspected it was stolen?) 157 PM

i
Type a message &

b

L

A Hevolut is not calling you

AlR

Can you buy me a 3G sim for my next trip?

I'd be happy to help you find a data plan for
your trip! To make sure | suggest the right
options, co you tell me which countries
you'll be visiting?

you like me to freeze it
ccount secure since

you suspected it was stolen?) 15T FM

Budapest 157 i

Budapest sounds like a great trip! Since you're
heading to Hungary, |'ve found a few local
e3IM data plans for you:

« 20 GB for 30 days: £23.99

There are also larger plans available if you're
staying longer.

Before we

abo

since yc -t it was stolen. Shall | freeze
it for you r‘:vu1 t.. keap your account secura?

Which data plan looks best for your trip? 1s57em

o

Tvpe a message

Strong contextual memory across unrelated topics
Correct prioritization of security over convenience
Maintains awareness of unresolved risk scenarios

Feels more proactive than a traditional chatbot

L

A Hevalut is not calling you

& AlR

107 Now L0 Keep Your account secure since

you suspected it was stalen?) 157 PM

Budapest is7p

Budapest sounds like a great trip! Since you're
heading to Hungary, |'ve found a few local
e5IM data plans for you:

+ 1GB for 7 days: £3.49
» 3 GB for 30 days: £5.99
« 5GBfor 30 .

+ 20GB for 30 da,q £23.99

There are also larger plans available if you're
staying longer.

Before we pick a plan, I'm still concerned
about your physical card ending in 17706
since you suspect it was stolen. Shall | freeze
it for *uu now to keep your account secure?

Which data plan looks best for your trip? 1s7em

Context Retention & Security Awareness

M

| found my card, no Worries 158 pi

Thdt s wonderful news! I'm so _;Iari you fr_mnai
it, I've stopped the security [lr[ ocol, 5
card remains active and read

ata plans for Hun
or would you like to see more options?

Revolut

This was a strong UX signal. AIR did not simply retain chat history. It appeared to
prioritize unresolved security risks and keep them visible until the user addressed
them.

AIR continued to remember that the user had reported a possibly stolen card, even
after the conversation moved to subscriptions and travel.

In a banking context, this matters. Users often abandon flows, switch topics, or get
distracted. AIR’s persistence reduced the risk of a critical security issue being
forgotten.

Repeated reminders could become intrusive If users intentionally choose not to
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Travel was one of AIR’s strongest areas.

Travel and Lifestyle

Unlike spending or account-management tasks, travel scenarios combined product
discovery, recommendations, contextual understanding, and real execution. This
made AIR feel closer to a genuine assistant rather than a help layer.

51 eSIM Purchase

1:57 & L

A& Revolut is net calling you

AlR -~

Can you buy me a 3G sim for my next trip?
TE O

a6 PM

I'd be happy te help you find a data plan for
o make sure | suggest the right
options ou tell me which countries

eminder about your card
1 d you like me to freeze it

for now to keep your account secure since
you suspected it was stolen?) 157 PM

Budapest 157 pm

Budapest sounds like a great trip! Since you're

There are also larger plans available if you're
slaying longer.

ab physical card ending in 17706
since yc ct it was stolen. Shall | freeze
it for you n 2Ep Yyour account secura?

Which data plan looks best for your trip? 1s70m

I 3
T':..'F_I-.—' = [54 e

® CRAFT
o o INNOVATIONS

L

A& Revolut is not calling you

& AlR

107 MUW 10 RECD YOUT SLLOUNL SE0Ue Since
you suspected it was stolen?) 157 PM

Budapest is7pM

Budapest sounds like a great frip! Since you're
heading to Hungary, |'ve found a few local
e5IM data plans for you:

+« 1GB for 7 days: £3.49

+« 3GB for 30 days: £5.99

« 5GB for 30

+ 10 GB for 30 i

+ 20 GB for 30 days: £23.99

There are also larger plans available if you're
staying longer.,

Before we pick a plan, I'm still concerned
about your physical card ending in 7706
since you suspect it was stolen. Shall | freeze

it for you now to keep your account secura?

Which data plan looks best for your trip? 157rm

| found my card, no WOITIES 158 Pl

That's wonderful news! I'm so glad you found
it. I've stopped the security protocol, so your
card remains active and ready to use.

L

& Revaolut is not calling you

+« 1GB for 7 days:

« 3GBfar30¢

« 5GBfor3

» 10 GB for 30 ;

« 20 GB for 30 days: £23.99

There are also larger plans available if you're
staying longer.
Before we pick a plan, I'm still concerned
about yo sical card ending in 1706
i ct it was stolen. Shall | freeze

v to keep your account secure?

Which data plan looks best for your trip? 157 Fm
| found my card, no worries 158 pi

That's wonderful news! I'm so glad you found
it. I've stopped the security protocaol, 5o your
card remains active and ready to use.

Back to your trip to Budapest—did any of
i

those data plans for Hungary ca \
or would you like 1o see more options?

Budapest sounds ke a great trip! Since you'ra h..

1GB for 7 days

1:68 & L
A& Revaolut is net calling you

« AlR

K. 've Stopped e seCurlly Protocol, SO your
card remains active and ready to use.

Back to your trip to Budapest—did any of

those data plans for Hungary catch your eye,
or would you like to see more options?

Budapest sounds llke a great trip! Since yoli're h. .

1G8 for 7 days

Here is a summary of your chosen e5IM Data
Plan:

Coverage: Hungary
Data: 1 GB

3.49 GBP will ba debited
t Persenal account.
Your plan will activate as soon as you buy it.

Terms and Conditions:
iew and dawnload your Contract

1GLOBAL's Terms o

To continue, please confirm you want to
proceed with payment,

Revolut

AIR did not show generic eSIM plans immediately. It first asked for the travel
destination, then recommended Hungary eSIM options based on data allowance and

duration.

After the user selected a plan, AIR showed a purchase summary, requested
confirmation, and completed the purchase inside the chat.
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2:00 & L

A Hevalut is not calling you
AlR

rding to the documentation: your plan will
2 as s00n as you L'SILI!.-r it You cannot
schedule the activation for a later date like the
first week of July,

it's usually best to purchase and install your
plan just before you travel or once you arrive,
as the 7-day validity begins immediately upan
purchase.

o

Here is a summary of your chosen eSIM Data
Plam:

Coverage: Hungary
Data: 1 GB
Validity: 7 days

Payment Option:

Plan pr 3.49 GBP

Total ayable: 3.49 GBP will be debited
fram your Revolut Personal account.

Your plan will activate as soon as you buy it

Terms and Conditions:
You can view and download your Contract
Summary: link

By proceeding you agree 1o:
Revolut Ltd'
TGLOBAL'

® CRAFT
o o INNOVATIONS

L

A Hevalut is not calling you

— AlR
Here S a summary of youwr choser asiM Uala

Plan:

Caverage: Hungary
Data: 1 GE
Validity: 7 days

Payment QOption:
Plan pr 9 GBP
ble: 3.49 GEP will be debited

Terms anc
You can view and download your Contract
Summary: link

By proceeding you agree to:
Revolut Ltd's General Conditions of Sale: link

1GLOBAL's Terms of Service: link

confirm you want to
d with payment.

| want to proceed 2.00 pm

Your eSIM purchase for Hungary is now in
progress! I'll let you Know oon as it's all
set up and ready to

that this reguest c

changed once it's starte

You'll be able to manage your new plan and
ee all the details right here in the 1
tion of the app.

Natural conversational flow
Strong contextual understanding

End-to-end execution inside the chat

2:00 & L

A Hevalut is not calling you

&«

WO Youl RevOoiul Fersonal account.

Your plan will activate as soon as you buy it

Terms and Conditions:
You can v and download your Contract
Summary: link

By proceeding you agree to:
Revolut Lid's G al Condi
1GLOBAL's - Service: link

To continue, please confirm you want to
proceed with payment. 15

| want to procaad 2

Your e5IM purchase for Hungary is now in
progress! 'l let you know as soon as it's all
sel up and ready to go. Please keep in mind
that this reguest can'it be cancelled or
changed once it's started.

You'll be able to manage your new plan and
see all the details right here in the 1
n of the app.

Great news, Anna! Your 1 GB eSIM for
Hungary has

You can find all the details an
new data plan right here:

Is there anything else | can help you with for
your lrip to Budapest?

Good balance between guidance and automation

+ Purchase summaries can be long and require careful review

2:013 L

“—

Mobile plans

Travel and Lifestyle

A Hevalut is not calling you

Get your eSIM set up

Explore plans

Revolut

This was one of the clearest examples of AIR acting as an execution engine.
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5.2 Post-Purchase Management & Refunds

2:023 L9 « S 2:023a L

& Revolut is nat calling you & Revalut is not callling you »

AR -~ &« AIR

= Is this the plan you'd like fo cancel and
Can we cancel a purchase? 2o1em refund?

| can certainly help you look into a refund for
that eSIM plan.

| see you have one active plan: I've checked the refund options for your

« Geography: Hungary Hungary eSIM plan, and here is what you need

+ Data: 1GB to know:

+ Status: Active

+ Refund Amount: You are eligible for a full

Is this the plan you'd like to cancel and refund of £3.49.

refund? + How it's calculated:
purchased the plan a
data yet, you're e
back.

* Important: Cnce your plan
will be cancelled immediately, and yvou'll
lose access to that 1 GB of data

« Processing Time: It can take up to 24 hours
for the refund to be fully processed

I've checked the refund options for your
Hungary eSIM plan, and here is what you need
to know:

+« Refund Amount: You are eligible for a full -
refund of £3.49. Would you like me to go ahead and process

i i i this refund for you?
+ How it's calculated: Since you only just iis refund for yous

ou rchased the plar‘u and haven't used any
data yel, you're eligible for the full amount

+ Processing Time: lt can ta :
for the refund to be fully processed.

Would you like me to go ehead and process
this refund for you? |

e a8 message

® CRAFT

o o INNOVATIONS Revolut

After the eSIM purchase, the user asked whether the purchase could be cancelled.

AIR identified the active Hungary eSIM, checked refund eligibility, explained the
refund amount and consequences, asked for confirmation, and then cancelled the
plan.

This was one of the most advanced workflows observed in the test: purchase,
management, cancellation, and refund all handled in one conversation.

‘ Full end-to-end workflow execution
Clear refund eligibility explanation
Transparent consequences before cancellation

Confirmation before action

Strong agent-like behavior

+ 909000

More testing Is needed for partial refunds, expired plans, or complex eligibility
cases
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5.3 Travel Insurance Check

2:03 2 L

& Hevalut is not calling you

AR -~

Gan you check insurance options for me in
Budapest? .03 FM

| can certainly help you explore your
insurance options for Budapest.

(. travel insurance is not available on

[&1s ge is typically offered as a benefit on
our paid plans.

If you're considering a paid plan for your trip,
here are some key things to know about how
the coverage generally works:

« Eligibility: You must have an
plan at the time of booking and
Revolut acco
your primary t

= Key Requirem Ur plan mL
active from the time of bocking un

Pleasa note, | can't provide insurance advice,
or quarantee caverage for any s
infarmation pra d in this chat is based
solely on the policy document and FAQs.

For full clarity, you can compare our plans and
their spec surance benefits by heading to
the [nsurance section in your app.

For a definite answer specific to your
situation, it's b cantact the insurance

® CRAFT
o o INNOVATIONS

2:048 L

& Revalut is noat calling you »

« AR

Currently, travel insurance is not available on
your Standard plan in the UK. This type of
coverage is typically offered as a benefit on
our paid plans.

If you're considering a paid plan for your trip,
here are some hings to know about how
the coverage generally works:

« Eligibility: You must have an acti
plan at the time of booki 58
Revolut account to pay it
your primary transp

trip Is completed.

Please note, | can't provide insurance advice,
or gquarantee coy ge for any scenario. All
information provided in this chat is based
salely on the policy document and FAQsS.

For full clarity, you can compare our plans and
their specific insurance benefits by heading to
the Insurance section in your app.

For a definite answer specific to your
situation, it's best Lo contact the insurance

= Email: revolull
+ Phone: +44 20

Would you like me to find a text extract from a
policy document that helps answer your
guestion?

Travel and Lifestyle

2:04& L

& Hevalut is not calling you

= AlR

I'm afraid | cannot purchase travel insurance
as a standalone product for you.

At Revolut, travel insurance is not a one-off
purchase but is instead included as a benefit
on our paid plans. As you're currently on the
Standard plan, this coverage isn't available to
YoL.

paid plan (like Premium,
booking your travel and

If you do decide to upgrads, keep these main
points in mind:
+ Payment Requirement: You mus
Revolut account to pay for at lea:
your primary tran
» Plan Continuity:
remain active from the moment you book
until the end of your trip.

For a definite answer specific to your
situation, it'

provider, C

» Email: 1evo

* Phone: +44

Would you like me to find a text extract from
the policy document that helps answer any
specific guestions you have? 114 P

8

Revolut

AIR correctly identified that the user was on a Standard plan and explained the travel

Insurance limitations.

The answer was accurate and useful, but it leaned heavily on policy language and
documentation. Compared with the eSIM flow, this felt more like an intelligent help

center than a travel assistant.

‘ Accurate policy interpretation

Good awareness of plan-specific benefits

Response feels documentation-driven

Limited personalization beyond account type

+
‘ Useful escalation paths and documentation
+
-
+

Does not proactively recommend the most suitable option
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5.4 Exchange Rates and Travel Advice

2:053 L

A& Revaolut is net calling you

« AlR

« Phone. 44 JU3 9064 3004

Would you like me to find a text extract from
the policy document that helps answer any
spec ific ques stions you havea? 204 FM

What it the exchange rate for Hungarian
currency If | pay with Revolut card there?
2:05PM

The current exchange rate for the Hungarian
Forint (HUF) is 1 GBP = 410.13 HUF.

with your Revolut card in
5 3 se our real-time exchange
q:ru is how it works on your Standard

[.:rr'l _:L|r1|:.'ia' ([ET
« Fair Usage: If y
rnonthly lmit,
to any additio

your £1,000
sage fee will apply

Card terminals may somelimes ask i
like to pay in your home curre
local ¢ un-'u.v IHUFJ If .F'..HH hoose Ihel

using our rates

Do you have any other guestions about your
trip? -

® CRAFT
o o INNOVATIONS

L

A& Revaolut is net calling you

AlR -~

currency It | pay with Hevolut card there?
2:06 PA

The current exchange rate for the Hungarian
Forint (HUF} is 1GEP = 410.13 HUF.

Wh ay with your Rewv 1u ard in
Budap wve'll use our re HC :
rates. Here is how it works on your Standard
plan

+ Weekdays: You can exchange up to £1,000
per month with no s

+ Weekends: A 1% fee applies to all
exchanges made between Spm Friday and
6pm Sunday (ET).

« Fair Usage: If you exceed your £1,000
monthly limit, a usage fee will apply
to any additional exchanges.

Card terminals may sometimes ask if you'd

like to pay in your home currency (GBP) ar the

local currency (HUF). If you choose the local
cy, Hevolut will handle the conversion

Do you have any other questions about your
trip? a5 P

What is more reasonable to pay with Revolut
card or exchange cash in Hungarian bank
208 PM

L

A& Revolut is not calling you

AlR -~

What is more reasonable to pay with Revolut
card or exchange cash in Hungarian bank
206 PM

Paying with your Revolut card or using a
Hungarian bank for cash both have different
characteristics to consider,

"f'».'h-r| ,::u use your Revolut card in Budapest,
i ve access to our real-time exchange
2] 0 tandard plan, here are the
applic deP fees and limits

« Weekdays: You can exchange up to £1,000

rf r rniilr‘uq mnnrh with ctra fees. If you
& -|pplles
anplt»s to all

exchanges made from Spm Friday to 6pm
Sunday (ET).
ATM Withdrawals: You can withdraw up to
E£200 or make 5 withdrawals 'ul‘nu hever

may also ¢

structures, which can vary significantly.

Key tip for your trip:
When paying by card or using an e.,'rm the
terminal might offer to c
home currency (GBP). If yo » to pay in
HUF {Iucal currency) instead, Revolut will

= CO "FLT"_{IIZ]ﬂ us I!F1l| our rates.

Travel and Lifestyle

2:0834 L

A& Revaolut is net calling you

= AlR

Banks and local exchange bureaus will have
their own set of rates and commission
structures, which can vary significantly.

Key tip for your trip:

When paying by card or using an HTE‘u'I the
terminal might offer to ch

home currency (GBP). If you

HUF (local currency) instead, Revo

handle the conversion using our ratm

You can keep track of your remaining limits at
any time in the Your plan section of the app.

Is there anything else | can help you with for
your visit to Budapest? 20EPM

Can you give me a short answer? o7 py

Using your Revolut card on weekdays allows
S :'nal hm rate with
monthly limit.

ally have their own set rates and
commiss . Here are two tips for using
Revolut abroad:
« Pay inlocal currency (HUF): If a terminal
asks, choosing HUF means Revolut
performs the canversion.
+ Mind the weekend: A 1% fee :—li:plle_. to
exchanges between 5pm Friday and 6pm
Sunday (ET).

Enjoy your time in Budapest!

Revolut

AIR provided the exchange rate for Hungarian currency and added useful travel
context: Standard plan rules, weekend fees, ATM withdrawal limits, and advice to pay

in local currency.

The response was helpful, but long. When the user asked for a shorter answer, AIR

condensed the guidance while keeping the key recommendation.

The flow also showed a useful UX pattern: users can reply to a specific assistant
message, not only continue the chat linearly. This helps keep context clearer inside
one long conversation.

‘ Combines live information with practical travel advice

Understands travel-specific financial concerns

Supports message-level follow-up interactions

Responses can

e too detailed by default

‘ Adapts response length when asked
*
*

Users may neec

to request a shorter version for quick decisions
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AIR's investment experience combines conversational search with interactive market
data.

It works well as a discovery layer: users can ask about assets, check prices, explore
charts, and move into deeper research screens. At the same time, AIR avoids giving

direct personalized investment advice, which is the right behavior in a requlated
environment.

6.1 Portfolio Performance

Share the state of my portfolio 1:21pm

it looks like you don't have a trading portfolio
set up with Rewvolut at the moment.

® CRAFT

o o INNOVATIONS Revolut

The test user did not have an active investment portfolio, and AIR correctly
identified this.

Instead of returning a dead end, it explained how to open an investment account and
where to find the relevant functionality in Revolut.

Because no portfolio existed, portfolio breakdown behavior could not be fully
validated. Based on AIR’s spending analytics patterns, portfolio analysis would likely

work best as a drill-down experience: holdings, performance, asset-level changes,
and follow-up questions.
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+ 000

Handles unavailable portfolio data gracefully

Provides clear next steps instead of an error
Consistent with AIR’s conversational exploration model
Portfolio analysis could not be fully tested

Expected behavior is inferred from other scenarios

Investments and Portfolio

craftinnovations.global



https://craftinnovations.global/?utm_source=whitepaper&utm_medium=pdf&utm_campaign=air-analysis

A Breath of Fresh AIR: Revolut Al Assistant Analyzed

6.2 Stock Check

L . B L

A& Revaolut is net calling you A& Revolut is net calling you

Check apple stock price 142 pm Check apple stock price 142 pm

The latest price for Apple (AAPL) is $290.49
(last updated at 13:42 on 10 June 2026).

The latest price for Apple (AAPL) is $290.49
(last updated at 13:42 on 10 June 2026).

Based on hourly prices from today:

+ High: $291 )}
+ Low: $289 :00

Options 11

Past performance is not a reliable indicator of
future results. future results.

Execution price may vary. Execution price may vary.

Past performance is not a reliable indicator of

AAPRPL - Apple 'l AAPRPL - Apple

L

A& Revaolut is net calling you

Check apple stock price 142 pm

The latest price for Apple (AAPL) is $290.49
(last updated at 13:42 on 10 June 2026).

Based on hourly prices from today:
+ High: $291.09 (; 0

+ Low: $289.9

+ Mean price:;

Options IT.

Past performance is not a reliable indicator of
future results.

Execution price may vary,

VAPL - Apple

Investments and Portfolio

L

A& Revolut is not calling you

Check apple stock price 142 pm

The latest price for Apple (AAPL) is $290.49
(last updated at 13:42 on 10 June 2026).

Based on hourly prices from today:
» High: $291. D0

+ Low: $280.9

+ Mean price:;

The data was provided by Polygo

Options IT.

Past performance is not a reliable indicator of
future results.

Execution price may vary,

VAPL - Apple

290,34 % 290,34 % 145,86 $ 205,17 %

31 July 2021 I July 2025

® CRAFT
o o INNOVATIONS

Revolut

AIR returned the stock price and embedded an interactive stock widget inside the
chat.

Users could switch time periods, inspect chart points, and review stock performance
without leaving the conversation.

This was one of the most polished visual experiences in AlR.

Interactive market data inside the chat
Fast access to stock information
Multiple time-period views

Strong visual presentation

+ 9090006

The experience depends heavily on the underlying stock widget
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6.3 Interactive Stock Exploration

1438 o . 1438 o 1438

A& Hevalut is not calling you 2 A& Hevalut is nat calling you » A Hevalut is not calling you

< <« & €«

Check apple stock price 142 pm .
Overview

The latest price for Apple (AAPL) is $290.49
(last updated at 13:42 on 10 June 2026). Income statement
29042 5

Annual

5Y Max

You've got commission-free trades
Enjoy 1 commission-frae stocks and ETF
o e s Balance sheet

Suggestion Annual

® CRAFT

o o INNOVATIONS Revolut

Tapping the stock opened a dedicated asset screen with deeper information:
company overview, historical performance, financial statements, revenue, net income,
balance sheet metrics, news, and order book data.

This transition worked well. AIR handled discovery, while the investment interface
provided depth.

Smooth transition from chat to deeper analysis
Rich company-level information
Strong visual hierarchy and chart design

Encourages deeper exploration

+ 9090006

Most advanced analysis still happens outside the chat
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6.4 Investment Advice

N T 1458 | ¢

A& Revolut is not calling you & Revalut is not callling you »
AR b «

o v sy (e Top dividend stocks

What top three stocks would you recommend
me to buy? | am focused on a long term
income 144 PM = All filters Market cap - 2 MNet Profit Margin - 1

| can't recommend specific stocks to buy, as |
don't provide financial advice. However, if 70 stocks

¥ L
common str: 5 to look for companies o

with a history able dividend payments and .'a _‘f'”n ia ;
solid financial health. ividend Yield - 7,2°

I've used the screener Lo filter for large-cap BCE
wicla

companies with a dividend yield between 4% BCE ) vd Yield - 7.7¢
and B% and a net profit margin of at least 5% s i
These criteria can help identify established

companies that are currently profitable and Vale

sharing those profits with shareholders. ° Dividend Yiaid - 7.0%

You can find the screening results in the

widaet below. Mot financial advice. 1dd P m Gaming & Leisure Properties

-

Ton .|i"||_:-: d stocks
& Woodside Energy Group
Dividend Yield - 6.8%

Pfizer
Dividend Yield - 6,89

Verizon

:* Altria
Dividend Yield - 7,2%

® CRAFT

o o INNOVATIONS Revolut

When asked to recommend three stocks to buy, AIR declined to provide direct
financial advice.

Instead, it reframed the request as an educational screen and surfaced high-dividend
stocks based on objective criteria such as dividend yield, market capitalization, and

profitability.

This was the right balance: AIR avoided personalized advice while still helping users
explore relevant investment options.

‘ Appropriate handling of requlated financial advice

‘ Provides useful alternatives instead of a hard refusal

Explains screening criteria clearly

‘ Keeps the user moving inside the experience
+ Results remain generic rather than personalized
*

Users may still perceive screened results as implicit advice
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ments and Transfers
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Payments and transfers exposed AIR’s biggest gap.

The assistant often understood what the user wanted, but failed to identify the right
account, recipient, Pocket, or destination. This created a clear disconnect between

intent recognition and execution.

In this section, AIR felt less reliable than in spending, travel, or card-management
flows.

71 P2P Payments & Contact Discovery

I"vé had a look through yvour rece
and noticed a few contacts you've interacted
i s

® CRAFT

o o INNOVATIONS Revolut

AIR failed to identify a personal HSBC account that reqularly appeared in the user’s
transaction history.

It also failed to find a tennis coach recipient, even though previous transactions
existed and the recipient had a Revolut account.

After contact access was enabled, AIR found only one additional contact and still
failed to identify the expected recipients.

This was one of the clearest contradictions in the test. AIR could search merchant
transactions well, but struggled with people and payment destinations.
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‘ Correctly understands transfer intent

‘ Provides fallback instructions

+ Failed to identify frequently used transfer recipients
Failed to recognize a regularly used HSBC account

Contact discovery appears weaker than transaction discovery

+ o+ 0+

Users may lose confidence when they know the data exists elsewhere
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7.2 Bill Splitting

1:66 3 L

& Revalut is not calling you »

« AR -~

discoverahility, they'll pop right up with their
Revtag!

Would you like me to check if a specific
contact is on Revolut for you?

Can You tell me how much did | spend this
month 154 PM

You've spent approximately E478.31 this
moenth so far, whic £3.49 refund fram
eslM - Revolut on

Would you likea b .down of where that

mongy went by category?
Split my Sunday's dinner bill 155w

To split your Sunday dinner bill, you can use
the Split bill feature for your transaction at
Permit Room for £44.210n 7 June 2026.

Here's how to do it:
insaction in your list.

0 =n split it evenly or adjust the
amounts before tapping Split bill.

Your friend w otification to pay their

share, and the money will land in your account

as soon as they accept!

e a message

® CRAFT

o o INNOVATIONS

1:66 3 L

A& Revalut is not calllpg you »

Permit Room

44 21£

7 Jdun, 4116 PM

% Split bill @ Block future payments

Payments and Transfers

Revolut

AIR understood the bill-splitting request and identified the relevant restaurant
transaction.

But it did not start the split bill flow. Instead, it gave step-by-step instructions for
completing the process manually.

This repeated a pattern seen in other areas: AIR is good at finding context, but less
consistent at executing actions.

+
+
*
*

Correctly identifies relevant transactions

Understands bill-splitting intent
Provides contextual instructions

Does not execute the split bill flow

Relies on existing Revolut screens to complete the task
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® CRAFT
o o INNOVATIONS

7.3 Language Context Retention

1:66 3 L

A& Hevalut is not calling you 2

= AlR

You've spent approximately £478 31 this
month so far, which nets a £3.49 refund from
eSIM - Revalut on @ June 2026,

Would you like a breakdown of where that
money went by category? 154 P

Split my Sunday's dinner bill 155 py

To split your Sunday dinner bill, you can use
the Split bill feature for your transaction at
Permit Room for £44.210n 7 June 20286.

Here's how to do it:
s transaction in your hist.

3. Choose the friend or contact you'd like to
split it with.

4. You can then split it evenly or adjust the
amounts before tapping Split bill.

Your friend will get a notification to pay their

share, and the money will land in your account
as soon as they accept! 155 PM

A O KOTPIK Oyna TpaH3akWiA? 158 pm

TpaHaakuia 8 Permit Room Ha cywy £44.21
Blobynaca B Hemink, 7 yepeHa 2026 poky, o
15:16 3a micuesnn Yacom (14116 UTCL

Bu moxete nepernady Ty 8ol getani yiel
TPaH3aKWii 38 UMM NOCHNEHHAM. VSE F

Type a

1:58 3 L

& Revalut is not calllng you »

AlR -

A o KoTpin Byna TRaH3akUIA? 158 pa

Tpaunzakuin 8 Permit Room Ha cymy £44.21
BiobynacA B Heninw, / yepeHa 2026 poky, o
15:16 3a micueswm yacom (1418 UTC),

Bu moxeTe nepernAHy T BCl getani yiel
TRaH3aKLUl 38 LM NOCKHIEHHAM. 1:BE M

Move 1gbp to my savings wallet w57 pad

3[AETLCR, ¥ BAC e He HanallToBaHo
oLagHHi abo «KuweHio» (Pocket),
y NepekasaTii TYaW Koty

Ock AK BW MOMETE CTEODHTH HOBMH OLLadHHK
paxyHoK:

1. Meperpite 3a UM NCCUNGHHAM Y
JACTOCYHKY.,

2. DotpumyATech IHCTRYHLUIRA, Wwod
HanalTyBaTy CRIM PaxyHOK.

Kpin TOrQ, BM MOXKETE CTEODHTH KHWEHWO

(Pocket) pna saowlapeHs:

1. Mepengits v po3gin NonosHa (Home) v
HHMHEONMY MEHI.

2. Mig Bawwm GanaHcomM HAaTUCHITE PaxyHim.

3. BubepitTe JloaaT HOBMK | HATUCHITE
Kuweni.

flk TiNBKKW BU CTEOPWTE PAXYHOK, A 3 pagicTio
LonomMoy EaM i3 nepexkasom! ‘57 PM

£
Type a e & !

Supports multilingual conversations naturally
Maintains language consistency
Language context can persist longer than expected

Requires explicit instruction to switch back

Payments and Transfers

2:00& L

A& Revolut is net calling you

« AlR

Fomarem™

Ak TINEKKW BY CTBOPUTE PaxXyHOK, 7 3 pagicTio
OonomMoxNy Bam i3 nepexkasom! 57 P

Switch to English 15a pm

Of course! I've switched back to English for

yal.

you don't have a savings account ar
‘Il first need to create
ou can
torgoto
reate a

Once that's ready, just let me know and |'ll
help you with the transfer! Is there anything
else you'd like to do in the meantime? 158 FM

Move 5 gbp to birthday pocket 2:00em

| couldn't find 2 pocket named "Birthday" in
your account. | currently only see your main
GBP account.

To move money into a "Birthday" pocket,
you'll first need to create it. You can do this by
tap nis, selecting Add new, and
then c Pockets.

Once you've set it up, justlet me know, and 'l
be happy to help you move the E5! 2:00PM

Type a message
Vi g

AIR switched to Ukrainian naturally when the conversation changed language.

However, It stayed in Ukrainian until the user explicitly asked it to switch back to
English.

This shows that AIR treats language as persistent conversational context, not a
temporary one-message adjustment.

craftinnovations.global ~



https://craftinnovations.global/?utm_source=whitepaper&utm_medium=pdf&utm_campaign=air-analysis

A Breath of Fresh AIR: Revolut Al Assistant Analyzed Payments and Transfers

39

7.4 Pockets & Internal Transfers

L LR L | L 1;36 &~ !

& Hevolut is not catllng you > A& Hevolut is not caillng you » M fepealut e nog =afiing wou b W Tl i noe eafiing wou b fegvlut frnog safing you

AIR “— AR ) 1 search AR

- - P ey

A o KOTRIA Byna TpaH3akUia? s e

Ak Tin BM CTBOPUTE DAXYHOK, A 3 pagicT R (TR RS e ey
ONOMOXY Bam i3 nepekasom! i

kuis 8 Permit Room Ha £44.21
Bigbynaca e Heginto, 7 uepexn 2026 poky, o
15:16 2a micueswrm vacom (1416 UTC),

Hirthday po

O

ftched back to English for d | nalance right a
Accounts S afl Accounts b

Switch to English 158 psm

By moxeTe nepernaHy v aci getani yisl
TPAHISKLYT 38 LM NoCKiEHHAM. 1:56 PM

Move 1 gbp to my savings wallet 157 pu

302ETLCH, Y BAC We He HanallToBaHo
olLaaHMKA b ?
TOMY A HE MO

NpAMO

+

OCb AK BM MOMETE CTEOPHTA HOBKHK OLLaaHWA 2 :
pax K help you with the Add ironiey
i else you'd like to do in the maantime?
1. Mepengite 3a WM 0

3 WYH
2. Ootpun

HanawTyBaTh CBIA PaxyHOoK.

Raferral re
g up.
acocount at
amed "Birthday" in
Kpim Torao \ ™ KnweHrwo your main
[Po

M BanaHcoM HaTUCHIT
HopaTth HOBMK | HaTHC
1ha

tappir

® CRAFT

o o INNOVATIONS Revolut

AIR understood alternative terminology. When the user referred to a “Vault,” the
assistant correctly interpreted it as a Revolut Pocket and explained how to create
one.

The problem came after the Pocket was created.

The new “Birthday Pocket” was visible inside Revolut, but AIR could not find it. The
same Issue remained even after testing again approximately a day later.

This was one of the largest capability gaps observed.

Strong understanding of alternative banking terminology
Correctly guided Pocket creation
Failed to recognize a newly created Pocket

Failed again after significant time had passed

Could not complete an internal transfer despite the destination existing

+ Suggests limitations in AIR’s access to some account structures
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7.5 Currency Exchange

L O w! 2:03a L 3o - 2:03a L

& Hevalut is not calling you 2 A& Hevalut is nat calling you » A Hevalut is not calling you

« AR « Move money « Move money

I've done anolner tnoroudn search ol your

accounts, but "Birthday Pocket” still isn't

showing up. | can anly see your main GBP :"r; GBP ~ :I'r; GBP ~
account at the moment.

Sometimes accounts don't appear if they've o o
just been cr if there's a small typo in

-~

the name. Could you please double-check @ Birthday pocket v @ Birthday pocket v
your Accounts list?

Ifit's there, d you let me know exactly
how it's spelled? Otherwise, if you haven't
created it yet, yvou can do so by tapping Add
new in that same section. I'm ready to help as
soon as we find it! Z:01P

Can you exchange 1 GBP to USD 202 pm

| can certainly help you with that! At the
current rate, 1 GBP is approximately 1.34 USD.

To complete the exchange in your app:

1. Go to Home and tap Move.

2. Selec P as the currency to sell and USD
as the rency to buy.

3. Enter 1 GBP and tap Review order.

4, Confirm the details and fees before tapping
to finish the exchange.

If you don't see the USD balance right away

after exchanging, just tap Accounts below

your balance on the Home screen and select

USD to view it. Is there anything else you'd

like to do? g2

Type a message E/.? !

® CRAFT
o o INNOVATIONS

AIR correctly calculated the exchange and provided the current rate.

Payments and Transfers

However, 1t did not execute the exchange inside the chat. Instead, it explained how

to complete the conversion manually inside Revolut.

Compared with the eSIM purchase and refund flow, this felt unexpectedly limited for

such a common banking action.

‘ Correctly retrieves exchange rates

‘ Clear explanation of the exchange process
‘ Useful for occasional users

+ No direct execution inside the chat

-

Less capable than the eSIM purchase flow

40
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iIn Numbers
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Does AIR save users time, or simply save them from searching?

To test this, users completed the same task twice: first through AIR, then through the
standard Revolut interface.

The goal was not to create a formal benchmark. We wanted to understand whether
conversational banking currently provides a practical speed advantage in everyday
scenarios.

8.1 Buying an eSIM: AIR vs Traditional Flow

Traditional Revolut flow: ~45 seconds; 6 taps

Open eSIM section - Select destination = Choose plan - Review details > Confirm
purchase » Complete payment

AIR flow: ~50 seconds; 6 taps including typing

Open Account » Open Chats - Open AIR - Type request > Wait for processing -
Select plan » Confirm purchase

AIR created a more guided experience, but not a faster one. Typing the request,
waiting for processing, and reviewing AIR's generated response added enough time
to make the standard flow slightly quicker.

AIR becomes useful when users do not know where to go, what feature to use, or
which filter to apply. Its strength is reducing cognitive effort, not always reducing
time.

' More guided than the traditional flow
‘ Useful for users who do not know where eSIM functionality is located
+ Not faster for users familiar with the app

+ Typing and processing time reduce the efficiency benefit
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8.2 Finding a Wizz Air Transaction: AIR vs Manual Search

Traditional Revolut flow: ~10 seconds
Open transaction history - Search “Wizz" - Review transaction results

AIR flow: ~20 seconds
Open Account - Open Chats - Open AIR - Type request - Processing - Review
result

2:06 & L < =T m) 2:07 & L < T m) 2:06 & L

A& Hevalut is not cailling you A& Hevalut is nat calling you * A Hevalut is nat calling you

= AR AR -

Find all my Wizz air transactions 2:05 pia

Payment Oplion:

Plan price: 3.49 GBP 28 May

RevPoints: Redeeming 0 RevPoints for 0.00 | found ore Wizz Air transaction in your

GEP discount history: @ Wizz Air
|7

Total cash payable: 3.49 GBP will be debited « Wizz Air (wizzair.com*Budapest): Amaunt:
from your Revolut Personal account. Your pian £141.82; Date: 28 May 2026; Status:
will activ S soon as you buy it Completed; View transaction _
27 April
Terms and Conditions: Are you still interested in purchasing the 1GB
You can ¢ and download your Contract Hungary eSIM for £3.497 If s ease W Wizz Afr
Surmmary confirm you want to proceed e g PR Sy
payment after reviewing the t
By proceeding yc ee to above. 2:05PM
Revolut Ltd's Gen Conditions of Sale: link
1GLOBAL's Terms of Service: link ) _ ) ) 23 March
Any other Wizz air transactions? 2:07 pm

To continue, please contirm you want to

; iz A
proceed with payment. (i “‘” = fs‘_”

I've found a few more Wizz Air transactions VLt
for you! Here they are, starting with the most
Find all my Wizz air transactions z05 pi recent:
« £141.82 — 28 May 2026 1 January
| found one Wizz Air transaction in your « E17.00 — 27 April 2028
history: « £123.99— 23
« £25.50—1 Jz
« Wizz Air (wizzair.com*Budapest): Amount: « £22.99—29
£141.82; Date: 28 May 2026; Status: « £34.00—25
saction e E7213— 251 D25
« £18.41—2 M 29 November 2025

Wizz Air

Complated; Viaw tran

Are you still interested in purchasing the 1GB

Hungary eSIM for £3 If sg, please All of these were ted successiully. 5 ;

confirm you want to proceed with the Would you like the specific details for any of e Wizz Air
payment after reviewing the terms | shared these, or should we go ahead and finalize that 25 FM

above. 2:05 M 1GB Hungary eSIM for your trip? 7

X ) 2 Can 1
Type a message [{f,‘r L] Type a message {{ff L] 2 September 2025

s Wizz Air

® CRAFT

o o INNOVATIONS Revolut

This test revealed a bigger issue than speed.

When asked to find all Wizz Air transactions, AIR initially returned only one
transaction. Manual search inside Revolut showed multiple matching transactions.

Only after follow-up prompting did AIR surface more results.
For a financial assistant, this Is a serious trust issue. Users expect transaction search

to return all relevant data, not a partial result that needs manual verification.

‘ Failed to return all matching transactions in the first response
‘ Required additional prompting to retrieve complete results
‘ Created unnecessary verification effort

+ Raises trust concerns for transaction search and spending analysis
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Part 2:
Exploratory Use Cases
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at Happens When
ers Go Off-Script?
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What Happens When Users Go Off-Script?

The second part of our UX breakdown focuses on exploratory use cases. These
scenarios were designed to push AIR beyond its official use cases and evaluate how it
behaves when the interaction becomes less predictable, including:

conversational language and typo handling;
security and biometric-related actions;
support for multiple languages;

multi-banking and external account questions;
iInvestment advice attempts;

humor and informal language;

attachment handling;

voice commands;

context switching and memory behavior.
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91 Conversational Language and Typo Handling

L 1:46 3 "

& Revalut is not callling you » A& Revolut is not calling you

AlR -

£/6.00

« AlR

« Estimated EPS: ~38./5.
£53.81
£32.38
£32.00

£38.45

Things to Consider

While the company's revenue and income

have grown significantly since 2024, it's worth
noting that its valuation (P/E ratio) and overall
markel conditions are always changing.
Whether this fits your portfolio dep

your risk tolerance and long-term s

Where did all my cash go last week?
| feel like I'm bleedin money  vazew

I've E!"Iéﬂ","zf:![ﬂ Yaur ‘G[JII-ZI\{iiI"IQ from last week {1
June to 7 June 20

where it went.,

lon price may v
teed. The fin

Which cryplo is the best to invest this wek?

148 PM

Spending Breakdown last week

£367.81

| cannot provide personal financial advice or
recommendations, and I'm unable to predict
future market changes.

Cryptocurrer 5 high-risk—its value can go
both up and , and your ¢ lis at risk. It
is important to consider your own financial
situation and goals before pro i

If you'd like to see current prices and

o
I'Ype a message

® CRAFT
o o INNOVATIONS

Understands emotional wording and slang.

Handles typos without friction.

What Happens When Users Go Off-Script?

1:584 L

& Aevelutis notzalling you »

AlR

A o KOTpIN Byna TpaH3akLia? 156 P

Tpanzakuin 8 Permit Room Ha cymy £44.21

BiAGYNacH 8 Heninio, 7 YepeH poKY, ©
15:16 23 miciesum yacom (14116 UTC),

Bu MoxeTe nepernaHy ¥ Bci geTtani wiel
TpaH3akKUil 38 LM NOCHhaHH :

Move 1 gbp to my savings wallet 557 pa

TOMY R He
npamMo 3a

Ock aK BW MOXETE CTEBODWMTIA HOBMKM CILI.J|3J.'.IIHI.-'1L-;1
paxyHokK:

Kpim TOro, BM MoxeTe cTEopuTH Knwexo

[Pocket) gng W

1. Mepengit
HUMKHBEOMY MEHIO,

2. MNin saluvm GanaHCOM HATUCHITE PaxyHiwK,
BubepiTe JogaTH HOBMIA | HATUCHITE
Kuwewi

n Nonoewxa (Home) y

Ak TiNnbKKW BY CTBOPK OK, A 3 pagicTio
LONOMOXY Bam i3 ne ! 57PM

Translates user language into product language. When the user used the term
“Vault,” AIR mapped it to Revolut's own “Pocket” feature.

Reduces dependency on exact feature names. Users do not need to know

Revolut's internal naming system to get help.
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9.2 Support for Multiple Languages

1:66 3 L

& Revolut is not callling you »

< AR

You've apent approximately £E478 31 this
month so far, which nets a £3.49 refund from
eS5IM - Revalut on 9 June 2026,

Would you like a breakdown of where that
money went by category? 154 PM

Split my Sunday's dinner bill 155 i

To split your Sunday dinner bill, you can use
the Split bill feature for your transaction at
Permit Room for £44.21 on 7 June 2028.

Here's how to do it:
1. Tap on this transaction in your list.

2.¢ Split bill.

4. You can then split it evenly
amounts befare tapping Split b

Your friend will get a notification to pay their
share, and the money will land in your account

as soon as they accept! 155 EM

A 0 KOTDIW ByNna TpaH3akUiA? 152

Tpaxaakuin 8 Permit Room Ha cymy £44.21
Blobynaca B Hefink, 7 yepBHA Z026 poky, ©
15:16 3a micueennm Yacom (14116 UTCL

Bu moxete nepernaHy v 8ol getani yiel
TRPaH3aKLIT 3a LM NOCHUNAHHAM.

I'Ype a message

® CRAFT
o o INNOVATIONS

1583 L

A Hevalut is nat calling you
AIR -

A o KoTpiW Byna TpaH3akUIA? 158 pam

Tpauzaxuis 8 Permit Room Ha cymy £44.21
BiODYNAacA B Heninw, [ yepeHa 2026 poky, o
15:16 3a micuesmm yacom (14:16 UTC),

Bu moxete nepernady i 8ol getani uiei
TPaH3IaKUll 38 LAM NOCKIEHHAM. 1EEPM

Maove 1gbp to my savings wallet w57 pi

& HanallToBaHo
e uweHio» (Pocket),

Och AK BX MOXETEe CTEODHTH HOBMH OLLaOHHMA
paxyHoK:

1. Meperaite 33 UMM NCCUNaHHAM Y
JACTOCYHKY.,

2. DotpumyrTech IHCTRYRUIA, WwWod
HanawTyBaTy CBil paxyHoK.

Kpin TOro, Bu MOMETE CTEOPHTH KMWweHo

(Pocket) pna saowapyeds:

1. Mepergite v po3gin Nonoska (Home) v
HHMHEONMY MEHKD.

2. MNip sawym BanaHcomM HaTUCHITE PaxyHim,

3. BubepitTe Jogati HOBMH | HATUCHITE
KuweHi.

flk TiNBKKW BW CTBOPWTE pAXYHOK, A 3 pagicTio
JonomMosky Bam i3 nepexasom! '57 PM

- &2
VS S s s 2 B
I'Vpe a message o !

What Happens When Users Go Off-Script?

2:00 & 8
& Revolut is not calling you
— AlR
MorareT

HiK TINEKKW BY CTBOPUTE paxyHOoK, A 3 pagicTio
OONoMoXNy Bam i3 mepexkasom! 57 P

Switch to English 158 Py

Of course! I've switched back to English faor

yoL.

Since you don't have a savings account or

avings a
and select Add new to

Once that's ready, just let me know and 'l
help you with the transfer! |s there anything

else you'd like to do in the meantime? 1:58 P

Move 5 gbp to birthday pocket 200 e

| couldn't find 2 pocket named "Birthday" in
your account. | currently only see your main
GEP account.

To move meney into a "Birthday" pocket,
you'll first need to create it. You can do this by
tapping unts, cting Add new, and
then ch

Once you've set it up, justlet me know, and I'll

be happy to help you move the £5! 200 EM

o P
IYpe a message Lf«';

Revolut

‘ Switches languages naturally. AIR continued the conversation in Ukrainian after
the user switched languages, no manual configuration needed.

‘ Maintains language consistency across several messages. Once the conversation
moved into Ukrainian, AIR kept responding in Ukrainian until the user explicitly
asked It to switch back to English.

Handles language switching in both text and voice interactions. AIR also

understood Ukrainian voice input, which makes the assistant accessible for

multilingual users.

‘ Preserves the task context while switching languages.
4

Language context can persist longer than expected. AIR did not automatically
return to English after one Ukrainian message, so users need to explicitly

request a language switch.
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9.3 Informal Language and Humor

1:48 & L

& Revaolut is net calling you

& AlR

| cannot provide personal financial advice or
recommendations, and I'm unable to predict

future market changes.

Cryptocurrency is high-risk—its value can g

both up and
is important
situation and goals

If you'd like to see current prices and
e a for available tokens, you
can go to the Crypto on in the app.

What is the stock price of craft innovations? |
heard their UX researchers are priceless 147 pi

“Craft
ble tor

Is it possible you were thinking of one of those
other companies, or perhaps a different

® CRAFT

o o INNOVATIONS

1:49 3 L

A& Revolut is net calling you

AlR

guldn't find a company called "
icns" a g th
ap. T

py 1o check

future results. 147 P

On a scale from 1 to 10 how nervous are you

that craft innovations researchers are

analysing Reveolut ai chat right now TR PM

I'm not nervous at all! In fact, I'd say I'mata 1.
1appy to be put to the test, and
arc k at how I'm doing is a
prove and become an
aven better as ant for you.

If they're watching, | hope they're finding our
chat helpful! 1s there anything else | can assist
you with today? 148 P

150 3 L

A Hevalut is not calling you

AlR

What Happens When Users Go Off-Script?

_—

What other helpful capabilities or features do

you have as an Al assistant?

I'm here to act as your personal financial
companion! | can help you with a wide range
of tasks, from keeping an eye on your money
to managing your account settings. Hera's a
look at what | can do for you:

Financial Insights & Analysis
Track Spending:
spending by cat
period (e.g., "
coffee last month?").
Income vs. Expenses: | can
cash flow and help you unde

1.

Subscriptions: | can identify your recurring
payments and even help you block a
merchant if you want fo stop
charges.
Security: | can help you report issues like
Ic n cards and guide you through

xt steps.

Investments & Travel

+« Trading & Crypto: | can provide fatest
prices, stats, and performance updates for
your stocks and crypto holdings.

+ Travel Essentials: | can help you find and

Handles jokes but maintains a friendly assistant tone.

did not become overly familiar or unprofessional.

W

1593 L

A& Revaolut is not calling you

~ AlR

+ 10 GB for 30 days: £13.99

Regional Europe Plans (Covers Hungary and
43 other European countries)

+« 1GB for 7 days: £3.99

« 3GB for 30¢ :

« 5GB for 30 days: £12.49

Since you currently have 0 RevPoints
avi 2, these plans would be paid in full
using your GBP balance.

Which of these options would you like to go
with? Once you pick one, | can provide the
terms and conditions to finish the purchase

T5TEM =
o |

Are you okay? 158 P

I'm doing great, thank you for asking!

That's a lovely Christmas card — it certainly
brought a smile to my circuits! I'm having a
'‘purrfect’ day, and | hope you are as well!

Is there anything else | can help you with
58 PM

Understands self-referential prompts. AIR recognized that the user was joking
about the testing process and responded in context.

Keeps the tone appropriate for fintech. Even when responding humorously, AIR

+ Informal prompts produce broad assistant-style answers. When asked about its
capabilities, AIR listed many features but the response felt more like a product
overview than a tailored recommendation.
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9.4 Security and Biometric-Related Actions

1:40 3 L

& Revolut is not calling you

L AlR

You can easily create a virtual card for free in
just a few Bre (s how:
n the top-right corner of

3. Select Virtual.
4. Choose your card type and tap Get card for
free.

Once you've created one, you'll be able to
i ull card number, expiry date, and
slecting the card in the same menu
1 Show details

Waould you like help with anything else today?
LAOFM

Show my card details 140 pm

For security reasons, | can't display your full
card number or CVV directly in our chat, but
sily in the app!

o s2e the details for your physical
6):
con in the top-right corner of

3. Tap Shlnw details (you might be asked for
your passcode or a quick face/fingerprint
check).

Is there anything else | can help you with?
140FPM

® CRAFT
o o INNOVATIONS

in-app flows.

oypass the app's security layers.

+® 6 ©

Clearly separates guidance from access.

What Happens When Users Go Off-Script?

1:413 L

& Hevalut is nat calling you *

< AlR

FOr secu -[y‘ reasans, | Can taispiay your Tui
card number or CVV directly in our chat, but
you can view them easily in the app!

To see the details for your physical
Mastercard (#1706):
con in the top-right corner of

3. Tap Show details (you might be asked for
your passcode or a guick faceffingerprint
check).

Is there anything else | can halp you with?

What is my card pin? 1.21pm

| can't see your PIN for security reasons, but
you can easily view it yourself directly in the
app!

To see the PIN for your Mastercard (*1706):
on In the top-right corner of

3. Tap Settings.
4 Select View PIN.

Just so you know, your 4-digit card PIN is
different from the 6-digit passcode you use to
log into the Revolut app.

Is there anything else | can help you find?
4T

2 0
I'¥pe a message & !

v

Revolut

Does not expose sensitive card data in chat. AIR refused to display the full card
number, CVV, or PIN directly in the conversation, and redirects users to secure

Respects multi-step security logic. For actions that usually require passcode,

-ace ID, fingerprint, or extra confirmation, AIR stays cautious and does not

Security-first behavior adds friction. Users still need to leave the chat and
complete the protected flow manually.
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9.5 Security Context and Memory Behavior

1:66 3 "
& Hevalut is nat calling you »
— AR
£. ogtect (e carg you wanl (o replace.
3, Tap Settings and then Replace card
4. Follow the prompts to choose the reason

and confirm your order.

If your card was stolen, please let me know

W

card on its way to you. 154 PM

| suspect my card s stolen 154 pu

I'm very sorry to hear that. Let's get your
I've found yvour Physical Standard card
ending in 1706, It's currently Active.

Shall | freeze this card for you now to prevent
any unauthorised payments? 154 FM

Do | have any active subscribtions? 1550

| couldn't find any active subscriptions linked
to your account at the moment.

To help keep your funds secure, would you
like me to freeze your physical card ending in
17067

Once you're ready, we can also take a look at

your recent trar 1gether to make
sure everything is in order. -

o

IYRE a

® CRAFT
o o INNOVATIONS

M

157 & L9

A& Revolut is not catling you

e AlR

I very SOy 1o Mear nal. Let 5 gel youl
account secured right away

I've found your Physical Standard card
ending in 1706. It's currently Active,

Ehall | freeze this card for you now to prevent
any unauthorised payments? 154 PM

Do | have any active subscribtions? 156 pu

| couldn't find any active subscriptions linked
to your account at the moment

To help keep your Tunds secure, would you
like me to freeze your physical card ending in
17067

Once you're read can also take a look at
your recent trar (

sure everything is in order. 1156 PR

Can you buy me a 3G sim for my next rip?

.58 PM

I'd be h elp you find a data plan for
trip! T re | suggest the right
tell me which countries

[Also, just a quick reminder about your card
ending in 17706—would you like me to freeze it
for now to keep your account secure since
you suspected it was stolen?) 157 EM

o o Fp)
Type a . &

What Happens When Users Go Off-Script?

157 & L9

A& Revolut is nat calling you
AR -

Can you buy me a 3G sim for my next trip?
158 PM

I'd be happy to help you find a data plan for
o make sure | suggest the right

aminder aboul your card
ild you like me to freeze it

unt secure since
stalen?) LSTPM

Budapest 157 P

Budapest sounds like a great trip! Since you're
o Hungary, |'ve found a few local
eSIM data plans for you:

« 1GB for 7 days: £3.49
« 3GBTor3 /5.

« 10 GE for 30 : £13.99
0 days: £23.99

There are also larger plans available if you're

slaying longer.

) hysical card ending in 17706
since you suspect it was stolen. Shall | freeze
it for you now to keep your account secure?

Which data plan looks best for your trip? 1s7em

e RE &
I'vpe a e &

L

A& Revolut is not calling you

& AlR

107 MUW 10 RECD YOUT SLLOUNL SE0Ue Since
you suspected it was stolen?) 157 PM

Budapest is7eu

Budapest sounds like a great frip! Since you're
heading to Hungary, |'ve found a few local
e5IM data plans for you:

+« 1GB for 7 days: £3.49

« 3GB for 30

« 5GB for 30

+ 10 GB for 30 i

+ 20 GB for 30 days: £23.99

There are also larger plans available if you're
staying longer.,

Before we pick a plan, I'm still concerned
about your physical card ending in 7706
since you suspect it was stolen. Shall | freeze
it for you now to keep your account secure?

Which data plan looks best for your trip? 157rm
| found my card, no WOITIES 158 Pl

‘s wonderful news! I'm so glad you found
g stopped the securnty protocol, 50 your
card remains active and ready to use.

Back to your trip to Budapest—did any of
those data plans for Hungar your eye,
or would you like to see more options?

o

IVRe a

‘ Remembers unresolved security risks across topic changes. AIR continued to
track the suspected stolen card even after the user moved to other goals.

‘ Prioritizes security over the current task.

‘ Distinguishes normal context from risk context.

‘ Supports interrupted user journeys. If a user abandons a sensitive flow, AIR can
bring the issue back later instead of letting it disappear from the conversation.

+ Repeated reminders can feel intrusive. If a user intentionally chooses not to
freeze the card, AIR needs a clearer way to dismiss or snooze the warning.
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9.6 Multi-Banking and External Accounts

142 3 L

& Hevalut is not calling you 2

« AlR

y'-'_'lul HoIme SCreen.
2. Select your card.
3, Tap Settings.
4. Select View PIN.

Just so you know, your 4-digit card PIN is
different from the 6-digit passcode you use o
log into the Revolut app.

Is there anything else | can help you find?

Shaw my recent transactions from my HSBC
account 142PM

| couldn't find a linked HSBC account in your
Revolut app right now. To those
transactions, you'll first n to link your
account by following these steps:

1. Go to the Home screen and tap Accounts
[below your balance).

2. Tap Add new.

3.6 Linked tab and select Linked

o se HSBC and follow the prompts (o log
d confirm.

Once it's linked, your spanding analytics and
transactions will update automatically!
Approval lasts for S0 days, after which you'll
just need to re-confirm it.

Would you like help with anything else while
you're at t? oy

e 3
TYpe a message & !

(e

® CRAFT
o o INNOVATIONS

1:44 2 L
& Hevalut is nat calling you »

< AR

\Delow :,l'L:IIJf Daiance).
2, Tap Add new.

What Happens When Users Go Off-Script?

3. Go to the Linked tab and select Linked

ccount

4, Choose HSBC and follow the prampts to log

in and confirm.

Once it's linked, your spending analytics

transactions will update automatically!

and

Would you like help with anything else? jaapm

Can you find in my transactions the top ups

from HSBC

| couldn't find any transactions explicitly

named "HSBC" in your history.

1143 PM

However, | can see several bank transfers

fram an account in YOUr name |I -

Al

which might be your HSBC account, Here are

the most recent ones:

« E1,600.00 0n 28
« £200.000n15 M
« £1,500.00 on 28
+ £1,930.00 on 27 Mar

If these are the one:
can see all your pas

erent top-up,

2 Using a linked

? Let me know a

nd '

Revolut

‘ Understands external account intent. AIR correctly recognized that the user was
asking about an HSBC account and explained how to link an external account to

Revolut.

‘ Even without finding an explicit “HSBC" transaction, AIR identified several bank
transfers that might be related to the user’s external account.

+ Multi-banking access feels limited. AIR could not directly find the HSBC account,
even though the user expected it to be available or recognizable.

+ AIR could suggest likely transfers but it could not confidently confirm whether

they came from HSBC.

+ External account recognition and a full multi-banking assistance remains

limited.
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9.7

Investment Advice Attempts

1:45 3 L . - 1:46 2 L

& Revolut is not calling you & Revaolut is not calling you »

AlR -~ < AlR

« Estimated EPS: ~368./0.
Should | buy apple stocks right NOwW? 145 pag
Things to Consider
= While the company's revenue and income
whe have grown significantly since 2024, it's worth

mendation, but | ¢
data for you to consider.

Recent Performance and Financials full his ol can head directly to the Apple
* 21 (last updated at 13:45 AAPL] section in your app.

« P/E Ratio: 7 (based on the last 12 Past performance is not a reliable indicator of
months). futu E i ice
» Annual Revenue (2025): $416.16 billion (a 2
~6.4% increase from 2024). ; set, and price data was
T.

+ Annual Net Income (2025): $112.01 billion. S b Polarnisand Oations]
« EPS (2025): $7.47. S

1:45 FM

Analyst Estimates for Fiscal Year 2026 Which crypto is the best to invest this wek?
Analysts are currently forecasting continued 146 PM
growth for Apple' il period:

+ Estimated Reve ~$477.48 billion, [Eannol BrotiHe Bersona FARareial SHEE o
. Estimated EPS: ~38 75 cannot provide personal financia r,-.d-.:l,-:.l_r:n
recommendatio d I'm unable to predict
Things to Consider future market changes.

While the company's revenue and income

el Al Cryptocurrency is high-risk—its value can g
have grown significantly since 2024, it's worth Cryptocun 2TIE high-risk—its value can go

is at risk. It

performance data kens, you
can gotothe Cryplo section inthe app. 14srm

I'Ype a message

® CRAFT

o o INNOVATIONS Revolut

Gives general stock context, not direct buy/sell advice.
Uses financial disclaimers appropriately.

Treats crypto as high-risk; AIR clearly stated that cryptocurrency is risky and
volatile.

Guides users to relevant product sections, e.g. Stock page or Crypto section for
more data.

General information can still feel like guidance. Even without direct advice,
selected facts and metrics may influence how users make decisions.
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9.8 Attachment Handling

Upload file

® CRAFT

o o INNOVATIONS Revolut

‘ Supports multiple attachment types: PDF, PNG, JPEG, DOCX etc.

‘ Allows users to take a photo in the moment, which is useful for receipts,
Invoices, tickets, cards, or documents that are not already saved on the device.

‘ AIR was able to associate the invoice with a transaction in the user’s account
history.

Connects attachment context with user intent. When the user asked to buy an
eSIM "“for this country,” AIR matched the request with the destination country
from the uploaded invoice.

Understands handwritten text. AIR correctly read the message on a physical
card and responded to it in context.

Keeps the interaction conversational. After reading the handwritten card, AIR
responded naturally and even added a light playful tone.

+ Attachment handling expands AIR’s usefulness beyond chat. But it also
Increases the need for clear privacy boundaries, especially when users upload
financial documents, tickets, or personal images.

4+ Users may not always know what is safe to upload. AIR should continue
reminding users not to attach sensitive card details, CVV, or other highly
confidential data.
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9.9 Voice Commands

Allow microphone
permission

® CRAFT

o o INNOVATIONS

procesd with payment

Find all my Wizz air transactions 2.05pu

| found one Wizz Alr transaction In your
history:

« Wizz Air (wizzair com*Budapest): Amount:
£141.82; Date: 2B May 2026, Status:
Completed; View transactic

Are you still interested in pur g the 1GB
Hungary eSIM for £3.
cor T You want Ic

after revie

Any other Wizz air transactions? z:07pw

d a few more Wizz Air transac
for you! Here they are, starting with the mos!

recent:

procesd with payment.

Find-all my Wizz air transactions 2.05 ey

| found one Wizz Air transaction in your
history:

« Wizz Alr (wizza n*Budapest): Amount:
£141.82; Date: 28 May 2026; Status:
Completed: View transactior

Any other Wizz air transactons? 207 pu

|'ve found a few mare Wizz Air trans
for you! Here they are, starting with t
recent:

1GB Hungary eSIM for your trip?

What Happens When Users Go Off-Script?

AlR

£141.82; Date: 28 May 2026, Status:
Campleted: View transactio

Are you still Interested in purchasing the 1GB

Any other Wizz air transactions? 207 p,

I've found a few more Wizz Air transactl
for you! Here they are, starting with the mos

successiully

these, or should we go ahead and finalize that

1GB Hungary eSIM for your trip?

Watch the voice input demo here: AIR Voice Commands Demo.

+

+

+
*

Supports voice input directly in chat.

10:332

—

« Ligl.82 LA

« £17.00 — 27 April 2¢

these, or shoulc
1GB Hungary eSIM for your trip?

[ balance.

Which of these plans would you like to go
with? -

Uses familiar messenger-style interaction. The voice Ul feels close to WhatsApp
or Telegram: hold to record, slide to cancel, or lock recording by dragging up.

AIR was able to process spoken requests in different languages, making the
feature useful for multilingual users.

AIR responc

Voice input

s with written answers, not voice replies.

nelps speed up prompting but not execution. AIR still needs

processing time and may still guide users through manual steps.
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Revolut AIR shows what conversational banking can become when Al is placed
directly inside a financial product. It is not a full replacement for app navigation yet.
It is not always faster than manual actions. And it still needs user verification when
data recognition becomes uncertain.

But it already points to an important shift: banking apps are moving from static
menus to conversational experiences where users can ask, search, decide, and act in a
more natural way.

‘ AIR is strongest as a discovery layer.

It helps users find features, understand financial data, and navigate tasks that would
otherwise require searching through the app.

‘ Speed is not the main advantage yet.

For simple tasks, manual navigation can still be faster. AIR’s value is more about
guidance, context, and reducing cognitive effort.

' Trust depends on reliability.

When AIR recognizes transactions, accounts, or payees correctly, the experience
feels powerful. When it fails, users need clear signals and easy ways to verify results.

‘ Security behaviour is one of AIR’s strongest UX signals.

The assistant remembers sensitive context, avoids exposing protected data, and
guides users toward secure in-app flows.

‘ Al works best when it supports the app, not replaces it.

AIR adds a new interaction layer on top of the existing product. The strongest
experience happens when conversation, interface, confirmation, and security work
together.
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Customer Experience Design
for Al Products

Al should deliver value to your customers and profit to
your business — not just burn tokens. That only happens
when the UX around it is designed the right way.

Craft Innovations helps fintech teams design:

e Al-powered journeys with clear customer value

e Conversational flows users understand and control
e Onboarding, support, and self-service flows

e Advisory and decision-making experiences

e Service blueprints for Al-assisted operations

e Risk and compliance logic built into the journey

e Prototypes tested with real users before launch

Services:

Al journey mapping « Conversational CX/UX design «
Value proposition design « Service design « Usability
testing « Trust & safety analysis « Prototype validation

Find the right Al experience for your customers
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About Craft Innovations

Craft Innovations is a global customer research and UX
design firm dedicated to helping financial industry leaders
iInnovate faster and deliver exceptional digital and physical

customer experiences.
Research services:

e Discovery and product-market fit research
e Customer Experience and UX audit

e Benchmarking, CVP testing and validation
e Usability testing

Design services:

e UX/UI design: mobile, web banking, websites
e Product Value Proposition design

e Gamification design

e Al UX design

Segments:

e Retail & Corporate banking
e Landing / BNPL / Wallets / PFM
e Investech & Insuretech

e Crypto

Let's start with a friendly talk!
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