
1



Global C-suite Study
19th Edition

Banking and 
Financial Markets

Incumbents
Strike Back

Mariana Goldvarg
Financial Services Vertical Leader
GBS SSA



Think CityName / DOC ID / Month XX, 2018 / © 2018 IBM Corporation3

VIDEO BMW



4

1,618
Global C-suite Study 
Banking and Financial Markets 
respondents in 2017

Our Banking and Financial Markets PoV
draws on input from 1,618 respondents 
across 6 C-suite roles

236 Chief Executive Officer

357 Chief Financial Officer

209 Chief Human Resources Officer

412 Chief Information Officer

210 Chief Marketing Officer

194 Chief Operations Officer

371 North America

229 Middle East Africa
Middle East
and Africa

141 South America

388 Europe

206 China

121 Japan

162 Asia-Pacific
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Introduction.

Which way 
to the future?
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Banking CxOs are divided on 
whether to focus on new or 
established markets

Direction of business landscape change 

in the next 2 to 3 years

Introduction

40% 

More focus on 
established markets

2017

2015

More focus on 
new markets

63% 

43% 

19% 

Sampling: Banking and Financial Markets 
All participants
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A growing number of banking 
executives see more innovation 
being developed internally

Direction of business landscape change 

in the next 2 to 3 years

Introduction 

45% 

More internal innovation

2017

2015

More external 
innovation

54% 

39% 

24% 

Sampling: Banking and Financial Markets 
All participants
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Banking CxOs continue to see 
value in emphasizing customer 
experience over product and 
expanding their partner network

Direction of business landscape change 

in the next 2 to 3 years

Introduction 

18% 

Smaller partner 
network

2017

Expanded
partner network

66% 

72% 

24% 

Sampling: Banking and Financial Markets 
All participants

More emphasis
on product

More emphasis on 
customer experience



9

Sampling: Banking and Financial Markets
All participants

Macro-
economic 
factors have 
replaced 
regulatory 
concerns as 
the most 
impactful 
external force

Introduction 

Source: Q1.1 – What are the most important external forces that 

will impact your enterprise in 2-3 years? [Select up to five]

78% |  Macro-economic factors

68% |  Technological factors

65% |  Market factors

Regulatory concerns

Socio-economic factors

Globalization

Geopolitical factors

Environmental issues

2015 2017

58% |  People skills

49% |

33% |

20% |

20% |

2% |

44%

35%

30%

25%

9%

76%

62%

84%

76%
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Reinventors race ahead

Industry archetypes have distinct 

characteristics that lead to 

differing vantage points

Seven variables 

Customer experience focus

- Data and insights to innovate 

products and services

Deploying digital technologies

- Latest technologies to transform 

interaction and transactions 

Competitive strategy

- Disrupt by changing the 

rules of the game

- Data and analytics 

to inform business strategy

Organization agility

- Rapid prototyping to test and 

refine strategy

- Aligned IT and business strategy

- Short feedback and 

adaptation cycles

Introduction

22% 43%
Reinventors

24%

Practitioners

47%

Aspirationals

29%
Sampling: Banking and Financial Markets
All participants
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100

80

60

40

20

0

Banking and Financial Markets
Reinventors

Practitioners

Aspirationals

Reinventors 
outperform 
on revenue 
growth and 
profitability 
while 
leading in 
innovation

Introduction

High revenue 
growth 

49%

23%

Financial performance – revenue growth, profitability and innovation

78%

41%

76%

39%

20%

73%

High 
profitability

29%

Leading 
innovator
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Reading the 
road signs

Which way to the future? 

Dancing with 

disruption

Incumbents hit 

their stride

Orchestrating 

the future

The pull of 

platform 

business models

Trust in the 

journey

The path to 

personalization

Innovation in 

motion

Agility for the 

enterprise
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Dancing with 
disruption

Incumbents
hit their stride
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Banking CxOs expect more 
organizations to stay in their 
lanes over the next few years

Direction of business landscape change 

in the next 2 to 3 years

Dancing with disruption

59% 

More competition from 
within industry

2017

2015

More competition from 
other industries

54% 

31% 

29% 

Sampling: Banking and Financial Markets
All participants
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40%

My industry is experiencing high disruptionDancing with disruption

15

Banking executives say their 
industry is being disrupted 
to a greater extent than most 
other industries

Sampling: Banking and Financial Markets
All participants
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Smaller companies or startups

Innovative 
industry 
incumbents 
are the ones 
leading that 
disruption

Dancing with disruption Types of enterprises leading the disruption 

within their industry

Percentages represent the number of respondents who selected 
each disrupting enterprise type. Source: Q1.4 What types of 
enterprises are leading the disruption within your industry? [Select 
all that apply]

Innovative industry incumbents

Digital giants (i.e. Apple, Google, Alibaba)

Companies from other industries

71%

43%

39% 

27% 

“We’re both a 

disruptor and a 

stabilizing force. 

We’re focusing on 

leveraging fintechs 

to build on our 

existing capabilities 

and reduce our 

operating costs.”

Chief Information Officer, 

Banking and Financial Markets, 

IndiaSampling: Banking and Financial Markets
All participants

My enterprise is an innovator or disruptor in my industry

10% 
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Banking CxOs fret about 
new entrants encroaching 
on their patch

Percentages represent the number of respondents who selected 4 or 5 on a 5-point scale. Source: FS.1 [a, d]: To what extent will the following 
impact your enterprise in the next 2-3 years? [To a large extent]

Orchestrating the future   

To a large extent

Somewhat

Not at all

The rise of fintech
companies

13%15%

72%

28%

55%

Disintermediation

17%

Sampling: Banking and Financial Markets
All participants

Extent the following will impact your enterprise 

in the next 2 to 3 years
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My enterprise has a high urgency to transform in 

response to disruption
Dancing with disruption

18

Relatively few banking 
executives feel a high 
urgency to transform their 
organizations in the face of 
disruption

Sampling: Banking and Financial Markets
All participants

29%



19

100

80

60

40

20

0

Reinventors 
lead the way 
in terms of 
investing for 
the future

Dancing with disruption

Internet of 
Things

70%

49%

Very likely to invest in the following technologies to enable strategic goals

41%

26%
22%

Artificial 
intelligence

24%

Blockchain

Banking and Financial Markets
Reinventors

All others
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We collaborate selectively with our competitors

70%

Reinventors are adept at 
leveraging their ecosystem to 
acquire new skills

We collaborate with partners in the following 
ways

Dancing with disruption

45%

We share people (resources and skills) with our partners

42%

We share physical assets with our partners

Banking and Financial Markets
Reinventors
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Trust in the journey

The path to 
personalization
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Are banking 

executives becoming 

overconfident?

89%
of organizations say 

they’re at least 

“somewhat effective” 

at creating 

personalized customer 

experiences

Trust in the journey
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ReinventorsReinventors excel at using data 
and analytics to discover unmet 
customer needs

How effective is your enterprise at using data to 
identify undefined and unmet customer needs 

Percentages represent the number of respondents who selected 4 or 5 on a 5-point scale. Source: Q1.2a How effective is your enterprise at 
creating compelling customer experiences through the following actions? – Using data to identify undefined and unmet customer needs [Highly 
effective]

Trust in the journey

Practitioners

Aspirationals

45%

52%

24%

40%

11%

3%

Effective                                      Highly effective

Banking and Financial Markets
Reinventors

Practitioners

Aspirationals
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“Every customer journey will be 

digitized in the future, and 

interaction with customers will 

be personalized, using chatbots, 

augmented reality and video 

chats with agents.”

Chief Information Officer
Banking and Financial Markets

Belgium

Trust in the journey





Reading the 
road signs

Which way to the future? 

Dancing with 

disruption

Incumbents hit 

their stride

Orchestrating 

the future

The pull of 

platform 

business models

Trust in the 

journey

The path to 

personalization

Innovation in 

motion

Agility for the 

enterprise
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Orchestrating 
the future

The pull of platform 
business models
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Considering

a platform business 

model and expressing 

intention to reallocate 

enterprise capital to this 

in the next 2–3 years

Not considering

and no plans to 

reallocate enterprise 

capital in the next 

2–3 years

Platform operators

have a platform 

business model 

established in the 

marketplace

Platform builders

are experimenting 

internally, piloting with 

limited external partners 

or currently 

implementing

More than half of the banking organizations plan to 
expand their use of platforms

Stage of adoption of a platform business model

Orchestrating the future

8% 28% 21% 43% 

Sampling: Banking and 
Financial Markets
All participants
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Banking & 
financial
markets

17 | 20

The banking industry is at the forefront of investing 
capital in platforms

Orchestrating the future

%

Past capital allocation 
Capital allocation in 2–3 years

% change

Energy and 
utilities

Petroleum
6  | 9

Travel

11 | 1412 | 14
Electronics

9  | 11
Industrial
products

8  | 10
Automotive

10 | 12
Chemicals

6  | 7
Education

9  | 10
Consumer
products

9  | 10
Life
sciences 
& pharma

15 | 16
Media and
entertain-
ment

11 | 10
IT and 
professional 
services

17 | 20
Telco

21 | 18
Retail

12 | 14
Aerospace
and 
defense

13 | 14
Insurance

13 | 14
Healthcare

15 | 13
Govern-
ment

15 | 13
Transport

14 | 12

23%  9%  -12%  18%  18%  13%  9%  18%  20%  -10%  -19%  25%  -16%  21%  31%  15%  17%  -13%  

44%  

8%  
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Percent that are 

operating a 

platform

Percent that are 

building a platform

Orchestrating the future

30

Stage of adoption of a digital 
platform business model

8% 

19% 

10% 34% 

45% 

43% 

Practitioners

Reinventors

Aspirationals

Reinventors are leading the way 
on platform adoption –
Practitioners are closing in 

Banking and Financial Markets
Reinventors

Practitioners

Aspirationals
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Banking and 
Financial Markets
Reinventors

Practitioners

Aspirationals

Excellent at organizational change in response 

to emerging business trends

Reinventors’ propensity to stay out in front reflects 
their ability to manage continuous change

Very successful at managing change in the past

Orchestrating the future

75%  

42%

20%

78%  

45%

20%
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Innovation in motion

Agility for the 
enterprise
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80%  

49%

36%

Reinventors prepare for the 
future by creating teams 
that learn on the fly

We actively solicit from employees to develop 
new ideas and approaches

Innovation in motion

Percentages represent the number of respondents who selected 4 or 5 on a 5-point scale. Source: Q3.2.d To what extent do you agree with the following statements 
about the leadership across your enterprise? – Our leadership actively solicits input from employees to develop new ideas and approaches [To a large extent]. 

Banking and Financial Markets
Reinventors

Practitioners

Aspirationals
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29%

Reinventors promote cross-functional teams to 
stimulate continuous learning

We have a fluid 

work structure 

built around cross-

functional teams

Innovation in motion

Percentages represent the number of respondents who selected 4 or 5 
on a 5-point scale. Source: Q3.7.e To what extent do you agree with 
the following statements about your enterprise? – We have a fluid 
work structure built around cross-functional teams [To a large extent]

71% 47%

Banking & 

Financial Markets

Practitioners

Banking & 

Financial Markets

Reinventors

Banking & 

Financial Markets

Aspirationals
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76%  

52%

31%

Reinventors lead by building 
trust in their employees to 
act on their own initiative

Our teams are empowered to decide on the 
best course of action

Innovation in motion

Banking and Financial Markets
Reinventors

Practitioners

Aspirationals
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Reinventors are ready for disruption

We have a well-

defined formal 

business strategy to 

respond to disruptive 

forces

Introduction

Banking & 

Financial Markets

Practitioners

Banking & 

Financial Markets

Reinventors

Banking & 

Financial Markets

Aspirationals

84% 49% 24%



Vision.
A clear and compelling value proposition 

supported by an inspiring purpose

Innovation in motion

38

Reinventors combine a 
dynamic vision with an open 
culture and agile operations to 
create organizational dexterity

We have a strong understanding of where the industry is heading

We actively promote transparency and continual dialogue

Our people clearly understand our vision

42% 69% 92%

39% 56% 81%

41% 58% 79%

Percentages represent the number of respondents who selected 4 or 5 on a 5-point scale. Source: Q3.2 [f, b] To what extent do you agree with the 

following statements about the leadership across your enterprise? – Our leadership has a strong understanding of where our industry is heading; 

Our leadership actively promotes transparency and continual dialogue with employees; Q3.7.b To what extent do you agree with the following 

statements about your enterprise? – Our people clearly understand our vision [To a large extent]

Banking and Financial Markets
Reinventors

Practitioners

Aspirationals



36% 49% 80%

31% 52% 76%

26% 54% 82%

Culture.
Shared taken-for-granted beliefs 

that shape behavior

Innovation in motion

39

Reinventors combine a 
dynamic vision with an open 
culture and agile operations to 
create organizational dexterity

We actively solicit input from employees to develop new ideas

Our teams are empowered to decide on the best course of action

We promote and support collaboration and knowledge sharing

Percentages represent the number of respondents who selected 4 or 5 on a 5-point scale. Source: Q3.2.d To what extent do you agree with the 

following statements about the leadership across your enterprise? – Our leadership actively solicits input from employees to develop new ideas and 

approaches; Q3.7 [c, g] To what extent do you agree with the following statements about your enterprise? – Our teams are empowered to decide on 

the best course of action; We promote and support collaboration and knowledge sharing across different parts of our business [To a large extent]

Banking and Financial Markets
Reinventors

Practitioners

Aspirationals



56% 82%

29% 49% 77%

21% 42% 73%

Operations.
An integrated set of capabilities 

and processes

Innovation in motion

40

Reinventors combine a 
dynamic vision with an open 
culture and agile operations to 
create organizational dexterity

We invest in employee skills to remain competitive

We have the right network of partners, suppliers and distributors

Our culture rewards fast failure and successful innovation

Percentages represent the number of respondents who selected 4 or 5 on a 5-point scale. Source: Q3.2.e To what extent do you agree with the 
following statements about the leadership across your enterprise? – We invest in continuously improving our employees’ skills to remain 
competitive; Q3.3.f To what extent do you agree with the following statements related to how your enterprise collaborates with customers and 
partners? – We have the right network of partners, suppliers and distributors to execute our business strategy; Q3.7.a To what extent do you agree 
with the following statements about your enterprise? – We have a culture that rewards both fast failure and successful innovation [To a large extent]

37%

Banking and Financial Markets
Reinventors

Practitioners

Aspirationals
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Strengthening 
advantage

Actions to take now



Compare your 
competitors’ value 
propositions with 
your own.

Are they trying to 
cherry-pick your 
customers, especially 
the digital natives?

Act fast to protect 
your market share.

Strengthening 

advantage

Interrogate 
your 
environment

Keep a close watch on 
traditional rivals and 
lookout for fintechs
coming from left field. 



Orchestrate the right 
mix of branches and 
digital offerings to 
meet your customers’ 
expectations, and be 
wary of causing 
“digital 
disappointment.”

Strengthening 

advantage

Redirect 
capital 
rapidly

Review your capital 
allocation regularly; 
be ready to reallocate 
capital for building 
new platforms and 
acquiring disruptors. 



Join industry 
consortia working on 
digital issues such as 
RegTech, know your 
customer (KYC) and 
blockchain. 

Use platforms and 
cognitive solutions to 
capture and mine vast 
quantities of data and 
craft new customer 
experiences.

Strengthening 

advantage

Experiment
deliberately

Capitalize on your 
broader business 
ecosystem.



Strategy: continuos innovation

Mindset Change: Financial Institutions are technology companies

Customer expectation: is set by other industries

Personalization, Convenience, Immediacy, Error Free are a given

Increased Revenue will come from innovative solutions targeting
younger generations (Digital Approcah, AI, Cognitive)

Cost Efficiencies will come from process automation (RPA)

APIfy your company, collaborate, extend your ecosystem to enablers

Rethink your approach to platforms

Reskill your organization

Keep Security at the Forefront of your industry (Trust)

Top 10




