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FINANCIAL SERVICE INDUSTRY 
An introduction to how the financial industry is struggling to 

keep pace with disruptors, whilst trying to evolve with 

changing consumer and business demands. 

BEING THE FASTEST, DOES NOT EQUATE TO BEING THE 

BEST! 
A range of insights from the greatest minds within the 

financial industry, touching on their own experiences and 

knowledge. 

THE EXPERIENCE IS STILL KING; BUT THE EXPERIENCE 

OF WHO, OR WHAT? 
How the workplace is evolving to meet employee 

expectations and adapting to digital exploration. 

SUMMARY 
Touching on linking points of each topic discussed. 
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The financial industry is rapidly 

evolving. In many of these 

organisations; however,  the legacy 

estate has not yet caught up with 

the digital surge. How is it possible 

to maintain what has been built, 

whilst bridging the gap to 

tomorrows future? 

 

Today, the financial industry faces 

many challenges, including 

protecting the existing customer 

base from being ‘wooed’ away by 

new competitors. This needs to 

align with the demands of the 

digital-savvy generations, who are 

always after something different. 

 

Evolution must answer the needs 

of today’s customers, whilst 

providing the flexibility to adapt to 

the needs of the next generation 

…. and the next ……. and the next!  

 

 

The upcoming generations have 

high instant gratification demands 

and expectations, crossing the 

line from social media into broader 

society. The real challenge to be 

solved is how to cross the inter-

generational boundaries, and 

what bridges need to be built  

across the chasm.  

For instance: 

47% of consumers have 

stated that they do not trust banks, 
whilst 

49% say they still want to be 

speaking to a person when they 
are banking.  
 

Fundamentally, it is all about 

people. Digital innovation should 

be supporting not just those that 

will transact digitally, but also 

those that want to transact with a 

person. 

 

There is a fine balancing act at 

play - moving to a digital future, 

whilst keeping existing customers 

happy and fulfilled. 

 

This series of whitepapers will 

discuss three ways in which the 

financial services sector can build 

the required bridges to be 

successful in crossing the chasm 

that is the ever-changing world of 

being a successful business in the 

21st century. 



 

 

Being the fastest, does not equate to “being the 

best!” 
 

 

 

 

 

Whether it be applying for a loan, 

mortgage or any other financial 

services product; it  has become 

quicker than ever to not just 

apply, but to get a decision.  We 

are just starting to see some of 

the service implications and 

impact that this speed has for the 

customer.  

 

The problem begins with the 

application process.  Due to 

several digital breakthroughs, 

the customer can enter their 

details within seconds and 

potentially be accepted for a 

loan, with money transferred into 

their bank accounts shortly after. 

Naturally, this raises certain 

ethical concerns.  

 

Following the rise and fall of pay-

day loans, how are lenders 

validating eligibility? What 

procedures are in place to 

ensure the customer does not 

just receive what they expected, 

but has had enough time to think 

before confirming?  

 

The term 

‘when is smooth, 

too smooth?’  

comes to mind. 

 

We are all guilty of clicking 

through pages and pages of 

overly complicated Terms and 

Conditions as quickly as possible. 

 

A desperate search for that all-

important ‘I understand’ box. How 

far does governance and care 

need go in order to protect 

customers from their own 

decisions? And who is really 

accountable? 

 

Principally, how can we make 

sure customers truly pay 

attention to things like T&Cs, and 

can be deemed to have 

understood something they are 

making a legally binding 

agreement too? Disregarding the 

fine print presents ever-growing 

consequences.  

 

The devil is always in the detail.  



 

 

The experience is still king; but the experience of 

who, or what? 
 

 

 

 

 

 

 

Increased automation of the more 
mundane roles has led to faster 
processing which, as we have just 
discussed, has given rise to a new set 
of challenges that will still need a 
person to help resolve.  

 

Well, at least until the next generation 
of digital workers (Chatbots etc) can 
respond with a level of empathy and 
understanding, which is not currently 
present, within a commercial setting.  

 

Living in an age of a multi -skilled 
workforce; the digital surge has 
highlighted the benefits of mixed 
skillsets. Diverse backgrounds will 
improve efficiency, productivity and 
motivation and result in increased 
cross-departmental compatibility and 
collaboration.  

 

Digital Nomads are already 
increasing, with some suggesting by  

 

 

 

So, whilst digital workers will continue to 
solve more and more of what are 
considered mundane tasks; it is going to 
be exciting times ahead for those 
interested in excelled learning, 
unexplored creativity and ideas.  

 

Workers will be given the opportunity to 
pursue meaningful and exhilarating 
roles, not constrained to a single 
location, which can help them achieve 
their full potential and more.  

 

People will be happier and more 
motivated, as an ever-continuing stream 
of mundane roles are being automated; 
people will be able to innovate faster and 
excel in their chosen workplace. 

 

Let us not forget the recent rise in the 
‘side shuffle’ with the additional benefits 
people feel by working multiple roles 
when it is done out of personal choice. 

 

The combination of all these 
developments in the workplace will 
continue to change the way customers 
access their own banking systems.  

 

With the most precious commodity being 
time, continuing to innovate the way that 
customers can access information 24/7, 
wherever they are in the world will 
remain critical. With access to the 
internet and with a device in hand, the 
customer will want to do it all at a time 
they chose; wherever they happen to be.  

 

2035 up-to 1 Billion 
people in work will be 
classed as ‘location 

independent’. 
 



 

 

Summary 
 

The recent generations have been 

obsessed with making everything 

faster and have created the 

technology to remove the constraint 

of the finite speed of people.  

 

We are now starting 

to ask why? Is all 

that speed actually 

helping? 

 

And if so, is it really your customer 

that is driving this, or just cheaper 

processing?  

 

Is this speed just increasing 

defaulters? Which may be causing 

financial difficulty to your 

customers, who did not have time to 

take a breath, think and calculate if 

it is the right thing for them to do.  

 

There is the opportunity with the 

next generation of digital workers, 

to use technology that can 

genuinely help not just customers, 

but to help your people re-write 

what it means to be a Financial 

Services business.  

 

Released from current physical 

boundaries and allowing them to 

develop career pathways that are 

truly exciting. 
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