
2021 banking and capital 

markets outlook: 

Strengthening resilience, 

accelerating 

transformation

EXECUTIVE SUMMARY

The global banking and capital markets (B&CM) industry’s collective response to the COVID-19 

pandemic thus far has been notable. It was no easy feat to go fully virtual and execute an untested 

operating model in a matter of weeks. More importantly, banks played a crucial part in stabilizing the 

economy and transmitting government stimulus and relief programs. 

However, the pandemic is reshaping the industry on a number of dimensions: ushering in a new 

competitive landscape, stifling growth in some traditional product areas, prompting a new wave of 

innovation, recasting the role of branches, and of course, accelerating digitization in almost every 

sphere of the B&CM space. Moreover, uncertainty about the effects of the pandemic will likely 

remain for the foreseeable future. Deloitte’s proprietary forecasts for the baseline economic 

scenario indicate that the average return on equity (ROE) in the US banking industry could decline to 

5.6% in 2020 but then recover to 11.7% in 2022. Similarly, sell-side broker estimates suggest that the 

average ROE of the top 100 banks in North America,  Europe, and APAC could decline by almost 

3pps, to 6.8% in 2020.

But this should not prevent bank leaders from reimagining the future and making bold bets. They 

should institutionalize the lessons from the pandemic and build a new playbook by strengthening 

resilience now and accelerating the transformation in the post-COVID-19 world.
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Survey highlights

Banks plan to increase spending on 

various technologies over the next year

Banks plan to add more digital 

capabilities over the next year

Banks continue to make workforce-related 

changes in response to COVID-19
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Respondents whose institutions plan to 

increase spending

Source: Deloitte Center for Financial Services’ Global Outlook Survey 2020.
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Live interactions with bank

staff via ATMs

Change self-service

touchscreens into

contactless kiosks for

transactional services

Position AI-based robot

banking assistant at flagship

branches

Add sensor-based virtual

reality/augmented reality

experiences

Digital changes being considered in the 

branch infrastructure



2021 strategic and operational priorities

OperationsTalentDigital customer engagement

Winning the next frontier Boosting well-being and productivity 

through resilient leadership

Building long-term resilience, and using 

technology for cost transformation

Capitalizing on the multiplicative 

value of different technologies

Technology

• Continue to invest in digital, 

customer-facing technology to 

provide a seamless experience

• Integrate disparate data architecture 

across LoBs and functions and 

combine it with AI-driven analysis to 

create a 360-degree customer view

• Ensure to maintain the human touch 

to boost loyalty amidst all things 

digital

• Engage customers across the full 

range of financial needs through 

novel banking platforms

• Continue to proactively recognize 

employee concerns and strike the 

right balance between maintaining 

motivation, productivity levels, and a 

sense of belonging

• Transform talent strategies to enable 

employees to learn better, faster, and 

more frequently with programs that 

focus on “learning how to learn” and 

curated learning

• Establish new talent models that 

facilitate flexible, self-organizing 

teams for a common purpose

• Expedite structural cost 

transformation initiatives to bolster 

operational efficiency such as branch 

and office space rationalization

• Continue to explore how technologies 

can contribute to significant cost 

savings, increase agility and scalability

• Reassess global footprint and third-

party relationships. Consider 

nearshoring some offshore positions 

to embrace a true multi-location 

model to bolster operational agility.

• Place bold bets on core systems 

modernization using new approaches, 

such as modular execution 

• Expand cloud deployment to reimagine 

business models, foster agility, and 

achieve scale 

• Embed AI within other technologies, 

such as cloud, IoT, 5G, and blockchain, 

to create multiplicative value

• Get a better handle on data quality, 

architecture, and governance with new 

approaches, such as knowledge maps

Sustainable  financeRiskFinance

Driving strategic value through data Creating a new risk control 

architecture

Tapping a unique opportunity for 

inspiring leadership

Rewriting the playbook for a post-

pandemic world

M&A

• Become more strategic by 

empowering LoBs with real-time 

business insights, smarter scenario 

planning tools, and pushing financial 

planning and analysis processes into 

business units to improve accuracy

• Leverage technologies, including 

cloud and AI, to boost cashflow 

forecasting accuracy, and automate 

finance processes to free up capacity 

• Rethink operating models and 

consider offering “finance-as-a-

service” to internal stakeholders

• Actively monitor and exert a strong 

risk control culture through new 

surveillance and control tools

• Deploy technology to achieve sound 

data integrity across the risk control 

framework and augment risk 

governance to better meet standards

• Prioritize a risk management approach 

that is holistic, all-encompassing and 

embedded across the business to 

ensure a resilient foundation

• Adopt more effective preventative 

controls for cyber risk

• Empower the chief sustainability 

officer to influence culture and 

behaviors across the institution

• Integrate climate risks into risk 

management frameworks and stress-

testing exercises

• Bolster transition risk services and 

solutions for clients as they 

decarbonize

• Partner with working industry bodies 

in creating new risk standards and 

models to accommodate climate risk 

• Modify due diligence efforts to 

account for the unique impact on 

asset quality and industry competition 

from COVID-19, and the role of new 

standards, such as CECL

• Deploy new set of tools, expertise, 

and processes in creating a new M&A 

playbook that will withstand the post-

pandemic realities



Institutionalize the lessons learned during the pandemic, including: operating 

with agility, flattening hierarchies, speeding up decision-making, empowering 

employees, and introducing flexible workplaces and workforces, while becoming 

comfortable with imperfect solutions

Elevate customer engagement by deploying an optimal mix of digital and human 

interactions, intelligent use of data, novel partnerships, and compelling service 

delivery models to fully realize the digital promise in the front office

Move beyond current concerns about well-being and productivity to enhance 

learning, teaming, and leadership. Using the right technology and tools will be 

critical to the success of these programs. 

Become purpose-driven global leaders of social change and mitigating climate 

risk by reallocating capital, enhancing risk frameworks, providing greater 

transparency, and improving data and reporting standards

Actions that will differentiate and provide a competitive edge in the long term View the full FSI outlook collection:

www.deloitte.com/insights/FSIoutlooks
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