
Digital and technology in the forefront

Technology is rapidly evolving, and impacting all
areas of banking – from the way banks understand
and engage their customers, the way they enhance
their operations, and the way they manage risk.
Are banks able to keep up the pace of change, and
keep up with more nimble competitors?

68% of banking & capital markets (BCM) CEOs see
the speed of technological change as a threat to
growth, a strong increase from 57% last year.

Non-traditional players are disrupting  existing
models

New market entrants are disrupting existing
models, largely by better-serving customer needs
at distinct points of the value chain. For example,
crowdfunding – offering new lending and deposit
opportunities, payments innovation – making
transactions more convenient, market utilities –
lowering the cost of transaction activities. New
entrants are able to use technology to provide a
better customer experience, at lower cost,
unencumbered by legacy infrastructure or business
models.
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Powerful forces are shaping the industry and
the threat of disruption is real

Questions to ponder

• How will your reaction to new market entrants
affect your business?

• What is your proactive approach to risk and
regulatory compliance?

53% of BCM CEOs see new market entrants as a
threat to growth, up significantly from 32% last
year.

Regulation continues to challenge business
models and economics

Regulatory demands continue to rise, and
compliance is both expensive and operationally
challenging. These demands also have the
potential to divert the investment and
management focus needed to address the
transformation trends in the industry. The new
regulatory agenda has significant implications for
behaviours and culture – questions of how to drive
and embed changed behaviour throughout the
organisation.

92%
of BCM CEOs are
confident about
their growth
prospects over the
next three years, in
line with the global
CEO population
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89%
of BCM CEOs are

concerned that over-
regulation is a threat

to growth



“Like their
peers in other

sectors, chemicals
CEOs are a bit less

optimistic this year. They’re
worried about threats like exchange

rate volatility and rising energy and raw materials costs. But they’re working hard to build organisations that can thrive despite
disruptions.”

Innovative collaborations

Looking at innovation overall, banks see it as the
most important driver of growth. But only 10% of
retail banks believe they are innovation leaders*.

More than 40% of BCM CEOs see joint ventures,
strategic alliances and informal collaborations as
an opportunity to strengthen innovation and gain
access to new customers and new/emerging
technologies. And 37% plan to enter into at least
one new joint venture or strategic alliance over the
next 12 months.

This is becoming an increasingly important way to
extend reach and capabilities, especially as many
banks are simplifying and refocusing themselves
around a core set of products, customers and
geographies.

Innovative workforce with diverse values

As reported in PwC’s Retail Banking 2020,
developing a customer-centric business model is
one of the six imperatives for banks’ success in
2020. A more customer-centric business requires
people who better reflect the changing customer
base.
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Two-thirds of BCM CEOs either have a strategy to
promote talent diversity and inclusiveness or have
plans to adopt one. Those that do are reporting a
number of benefits, including helping them to
attract talent (89%), enhance business
performance (85%), and strengthen their brand
and reputation (85%). This strategy might include
bringing in people from client industries to ensure
a better understanding of their needs and how to
deliver the right outcomes. It would also include
ensuring the profile of senior management reflects
the geographies and demographics of markets
targeted for growth.

BCM CEOs also say they use multiple channels to
find talent, including online platforms and social
networks (81%) and look for a much broader
range of skills when hiring than they did in the past
(78%).

Questions to ponder

• How innovative is your business to deal with new
market entrants?

• Does your talent  understand and reflect the
diversity of your client base?

“A lot of banks are into
absolutely everything:
investments,
insurances, all sorts of
periphery products. But
I think banks in many
cases are now asking
themselves ‘what are
we really, really good
at?’

Ross McEwan, Group Chief
Executive, RBS
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