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Why investing in your 
people is critical to 
technology 
transformation in 
Financial Services



Disruption through 
technology

INSIDE LEFT

Our global report “Financial services technology 2020 and beyond: 
Embracing disruption” examines the forces that are disrupting the 
role, structure, and competitive environment for financial 
institutions and the markets and societies in which they operate. 
The post-crisis regulatory frameworks have been gradually settling 
into place, and financial institutions have been adjusting their 
business models accordingly. It is now becoming obvious that the 
accelerating pace of technological change is the most creative 
force—and also, the most destructive one—in the financial services 
ecosystem today.

Cross sector analysis shows that technology investment is going to 
be the biggest driver of change across Financial Services in the 
next 12 months.

Banking and Capital Markets
New products and services, and investment in IT are seen as the 
key enablers of banking growth for the next year.

At the moment there’s a big dichotomy in the banking industry. On 
the one hand big legacy banks with large customer databases, and 
on the other, challenger banks with new technology but fewer 
customers. To help bridge the gap, we’re starting to see 
established banks setting up new digital banks. 

Insurance
Investment in technology remains the biggest capital 
expenditure, but for different reasons:

• General insurers face competition from new entrants;
• For brokers spending is focused on front office transformation;
• For life insurers investment is focused on improving efficiency, 

agility and speed by replacing legacy systems.

Asset & Wealth Management
As technology disrupts all areas of the industry, asset managers 
report that they will continue to invest in technology for increasing 
efficiency and speed and for replacing their legacy systems.

The industry is starting to transform, with new approaches to 
analysis and research bringing uncertainty - driven by increasingly 
digitised distribution platforms, and tech-related efficiencies 
affecting back / middle office functions.

Success of these technological transformations is critical for 
Financial Services to be able to stay at the forefront. 

of digital transformations 
fail due to a lack of user 
adoption and behavioural 
change1

...and yet most are approached with a tech-lens as 
opposed to a people-lens. We understand people 
and the nature of change and this is why we have 
an approach that puts people at the centre of 
transformational change which can only begin 
once your people change. 

70%

1. Forrester



How do we help your people seize the 
opportunity of technology?
You can’t transform a business through technology alone. Transformation can only happen when people start to change the 
way they work. To do this, people need the right motivations, the right skills, and the right tools. 

Most technology implementations leave value unrealised by not investing sufficiently in their people at the solution design and 
adoption phases.We believe that many of their issues can be traced back to a single source; a failure to fully consider the 
needs of their people during the technology transformation:

We don’t have full 
support for the new 
solution from all of our 
leaders

It’s a cliche, but successful change starts at the top. Your leaders need to be aligned behind the 
technology strategy and vision and lead by example in front of their people. Focus hard on this at the 
start of any change initiative.

Cloud based technology 
means “adopt not adapt”

Cloud based solutions have a huge impact on the way deploy technology solutions: tailoring is limited 
resulting in significant change required from your organisation. Cloud solutions can impact your 
operating model, organisational structures, communications tools and methods, and will require 
training.

Adoption is low because 
the solution has 
standardised end to end 
processes

New technology = new skills. And sometimes very different ones. You will need to consider the 
readiness of your business areas to take on the new processes and system(s) as well as the impact 
on roles and responsibilities, career paths and reward. New end to end processes, behaviours and 
skills will require investment in training.

Our people are change 
fatigued after so many 
‘failed’ IT 
implementations

Involving your people as much as possible helps them to adopt new technology and the behaviours 
required, whilst giving the implementation team valuable feedback. User journeys and personas can 
help people to adapt quickly to new ways of working.

We don’t have the data to 
track the impact of 
change until the end

Providing the data to track change throughout the process can provide invaluable insight into the 
impact of certain activities, which can provide real time data on what is working and what isn’t. It can 
provide insight into the business readiness of an organisation to adopt change. 

There are a number of key technology 
driven influencers in financial services:

FinTech

Sharing EconomyBlockchain Customer Data & 
Intelligence

Robotics & AICloud Cyber Security

Regulators



We use innovative digital tools to 
accelerate behavioural changes because...

Change Navigator is a collaborative online tool that helps 
teams manage strategic transformations. 
Practitioners can drive more effective change with powerful 
data collection tools & digitised organisational assessments 
that produce data-driven stakeholder-level insights. 
You can leverage Change Navigator for the full change 
methodology: assess impacted stakeholder groups, identify 
roll-out obstacles, create comprehensive change plans, and 
track the impact of change activities.

Learning Lab is a personalised online learning solution 
helping people reach their potential faster and smarter.
There are two key problems which limit the effectiveness of 
training today:
1. The first is that everyone is different, and we all learn in 
different ways.
2. The second is people forget what they learn. 
Learning Lab delivers content in different ways to help you 
learn more effectively, builds long term skills through an 
individually tailored algorithm over time. 

Totem is a mobile first communication & engagement 
platform; helping change go viral and creating high performing 
teams 
It’s built for remote, hard-to-reach teams - bringing 
organisations closer together, driving bottom-up 
engagement and delivering comms, recognition and 
performance. 

Viewers retain 95% of a message when they watch it in a 
video, compared to 10% when reading it in text. 
Powtoon is an online video creation platform for making 
your own engaging short videos and presentations
Powtoon empowers anyone to easily produce videos and 
presentations with a professional look and feel with full 
powerpoint integration

We harness real time data to provide 
measurable data and analytics

We offer innovative learning solutions to 
upskill your workforce

We engage with your workforce using a 
digital platform

We use new tools to engage and align with 
leadership and the workforce

● Communication is changing as human interactions are becoming more digital - for example over half of all internet usage is 
done on mobile, compared to just 31% three years ago.2

● This change in communication has lead to a change in expectations within the workplace, meaning people expect fast and 
interactive communication. Only 29% of people today engage with non-interactive articles or email comms.3

● What worked in the past won’t have the same impact now. Research suggests people have 50% lower attention spans than 
they had in 2000.4

2. Hartland, M. 2018. Snapcomms
3. Bogemans, T. 2019. Involv

4. McSpadden, K. 2015. Time Magazine



Impact of a high performance 
culture
There are many benefits to aligning your culture to your strategic objectives, including reputation, 
trust, business performance, and increasing customer satisfaction. Creating a clear link between what 
your business wants to achieve and the way people behave and make decisions is at the heart of 
both effective cultural change and successful performance.

Supporting your Transformation

Managing people, change and adoption as rigorously as the other elements of your transformation and implementation of 
new technology will make it far easier to realise the full benefits of your new solution. 

High Impact, High Touch

It’s not a one-size fits all model. We deliver a 
personalised and tailored change journey 
focused on maximising understanding and 
ultimately, adoption of the change.

Digitally enabled user experience

Enhancing the change experience for all 
stakeholders using appropriate engaging 
interactive digital tools making it feel real, 
different and fun and making the change 
accessible to all.

Behaviour-focused 

Targeted change interventions focused on the 
critical few behaviours to translate the change 
in a way that is meaningful to the end user. 
Reinforced through Immersive and 
contextualised training and engagement such 
as escape rooms, Virtual Reality (VR), and 
gamification. 

Leader-led and Business Enabled

We don’t do change to you, we do it with you. 
By empowering your leaders and a strong 
Change Network to take ownership of 
benefits, we set you up for long-lasting 
success.

Measurable through data and analytics

Driving a continuous focused change effort 
(also enabling a flexible and agile approach to 
change delivery – i.e. we don't wait until the 
end before finding out something hasn't 
worked). 

Our Financial services clients are transforming their businesses in a multitude of different ways. Some of the more common 
types of transformations arising are: 

Front Office 
Transformation 
implementing new cloud 
based technologies such 
as Salesforce. 

Operations 
Transformation as a 
result of moving to cloud 
based technology and 
standardised processes.

Finance Transformation to 
increase efficiency and stay 
IFRS 17 compliant through 
new processes and tools 
such as SAP S/4HANA or 
Oracle Cloud.
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Our experience
Our approach has delivered benefits to client across financial services:
 

We have expertise in all People and Organisation related competencies. Get in touch to learn more.
 

Katie Paton, Director
E: catriona.paton@pwc.com

Global Bank Agile Back Office Transformation 
Powered by SAP

The client is a leading multinational banking and financial 
services company moving to SAP Ariba procurement 
software to collaborate more effectively on contract and 
financial supply chain management. 

PwC was appointed as a consultant to support them on the 
change management journey to support the technology 
transformation, in order to deliver successful and lasting 
change across the Bank we delivered:

● A change management plan to provide an 
integrated view of engagement, communication 
and training activities needed to support with the 
technology transformation.

● A network of Change subject matter experts and 
change champions

Outcomes included 2200+ people engaged and updated 
through communications, 172 people from across 25 
countries trained in face to face trainings across 8 
locations, 551 participants trained and engaged through 
WebEx sessions and 34 engagement products crafted and 
used to engage various stakeholders.

The client embarked on a major SAP implementation to 
consolidate their 43 disparate legacy systems into one. 
The solution impacted around 36,000 users and more 
specifically in Finance, Procurement (inc. source to pay) 
and Human Capital, across 14 different clusters. 

The bank needed a collaborative business transformation 
(change management) team to deliver: 

● Leadership alignment
● Stakeholder engagement
● Implementation of organisation-wide change 

network
● Role mapping
● Training
● Communications

Outcomes included the creation of a ‘shared vision’ of the 
new way of working and cascading of change 
management and communications initiatives into the 
business through an Extended Project Network (EPN). The 
EPN was so successful the bank wants to scale it to other 
large cross cluster projects.

Embedding change in a major SAP 
implementation programme for 36,000 users

We have alliances with many leading technology providers, including:

Elsa Shaughnessy, Senior Manager
E: elsa.shaughnessy@pwc.com


