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FOREWORD
Welcome to the fifth edition of FinSight, a collection 
of the latest articles and perspectives from Deloitte 
professionals, as well as from experts and senior 
leaders across the financial services industry.

We publish against a backdrop of ongoing 
uncertainty. Even while this edition has been in 
production, the sands have shifted under our feet. 
Optimism about vaccine breakthroughs has given 
way to frustration at supply constraints. Hope of a 
faster reopening of the economy turned to dismay 
at renewed restrictions continuing well into 2021. 
Relief at the conclusion of an eleventh-hour Brexit 
deal has faded into confusion at additional business 
hurdles and costs. 

With all of that said, some trends are enduring. 
What is striking, in fact, is just how many of the 
themes we address in this edition were apparent 
even before COVID-19 struck. In many ways, the 
pandemic has accelerated developments that had 
been happening anyway, albeit more slowly. It is the 
speed and impact of these forces, as much as their 
very existence, that will shape the financial sector in 
the months and years ahead. 
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Whatever stage firms are at in setting the ‘reset’ 
button with their strategies, leadership will be 
an essential component in getting them to their 
desired future state. So, it is appropriate that in this 
edition we launch a new spotlight series, ‘the path 
to CEO’. We are grateful to Bank of Ireland’s Chief 
Executive Officer Francesca McDonagh who shared 
her experiences with us for the article. 

Digital first
We are seeing some key themes emerge through 
working with our clients. Not surprisingly, there 
is a significant focus on digital acceleration. This 
theme repeats throughout our feature on the 
Banking, Investment Management, Insurance and 
Real Estate sectors. This article combines the local 
insight of Deloitte Ireland’s sector leads with the 
work of our colleagues internationally in producing 
the 2021 industry outlook reports and surveys. 
They give a comprehensive view of the market now 
and offer their opinions on what lies in wait for 
those key sectors in financial services. 

A phrase we are hearing a lot lately is ‘digital first’, 
and we are seeing considerable movement in 
financial services organisations becoming fully 
digitised, particularly in banking and insurance. This 
is due in part to the lockdowns that have restricted 
face-to-face interaction with customers, so online 
channels have naturally had to take over much of 
this work. 

Cost reduction
The second theme is the pressure on profitability 
and the bottom line, which banks, insurers, and 
asset managers in particular are feeling. There is a 
continued focus on cost reduction, and the sense 
is that many businesses are looking at obvious 
ways to take cost out – such as robotic process 
automation (RPA). 

However, RPA effectively automates procedural 
activities that have well-defined steps. The next 
wave, I believe, will be intelligent automation that 
reaches beyond procedure into aspects of the 
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business that require more complex decision 
making. For example, there are opportunities 
to apply artificial intelligence to improve voice 
communications such as in contact centres. For 
example, a technology such as TrueVoice can ‘listen’ 
to a conversation and tell if the agent has given 
the client all the necessary information they need. 
It also detects sentiment, so it can understand 
how an interaction might be developing. It is still in 
the early stages for technologies like this, but they 
can be part of broader ‘digital first’ initiatives that 
underpin providers’ broader aims to become more 
agile and respond to customer demands more 
quickly. 

Role of collaboration
The third theme relates to collaboration. In 
Ireland, we had a glimpse of where this might be 
heading after four Irish banks announced plans 
to collaborate on their own digital payment app in 
response to competition from emerging ‘digital first’ 
companies. 

The other aspect of this is that established financial 
operators may find it advantageous to work with 
smaller or more nimble players from the fintech 
ecosystem. There are two immediate benefits to 
this approach: it gives the legacy firms a capability 
that they don’t have internally, and it allows them 
to deliver a new product or service to the market 
more quickly than if they had to build it themselves. 

New ways of working
Speaking of business models, we can’t talk about 
the impact of COVID-19 without addressing its 
effect on ways of working. If we face a future where 
people are spending more time working from 
home or remotely, what will the effect of this be 
on office or branch environments? For financial 
services firms, looking at this question through the 
lens of ‘digital first’ will involve serious consideration 
of future operating models. Is a centralised model 
the way forward, with increased automation at the 
centre? Or if branches are still necessary for serving 
customers face to face, does it make more sense 
to decentralise and migrate activity out to those 
networks?

A phrase we are hearing 
a lot lately is ‘digital 
first’, and we are seeing 
considerable movement 
in financial services 
organisations becoming 
fully digitised, particularly 
in banking and insurance.
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Another theme the crisis has brought into sharp 
relief is the question of agility. The financial services 
industry is struggling with trying to be able to 
move more quickly in the market, but it has a big 
constraint in the form of its legacy infrastructure. 
We see cloud computing helping to address this, 
because it helps firms achieve the aim of faster 
speed by cutting ties with their older technology 
stacks. 

Challenges remain around data privacy and 
security, but these can be overcome. And by 
addressing their technology constraints, banks, 
insurers and asset managers can also start to gain 
a single view of their data, which they need to do in 
order to leverage it for insights that enable them to 
target customers and sell to them more effectively. 

Brexit – are we there yet
And lastly, another theme that loomed large over 
much of the past year has been Brexit. From a 
financial services perspective, a lot of the hard 
lifting had already been done to prepare for all 
eventualities, particularly from the global players 
with European businesses where they needed to 
have a licenced entity in EU and UK. Now, with a 
deal agreed, it’s a question of how the situation 
evolves between the EU and the UK from a 
regulatory perspective. 

Regulations are another focus for this edition, with 
further change awaiting the finance sector in the 
form of the European Banking Authority’s final 
Guidelines on Loan Origination and Monitoring. 
These regulations are intended to strengthen 
banks’ loan books, avoid the risks that led to the 
global financial crisis in 2008, and embed greater 
resilience in financial institutions for the future. 

Speaking of complexity, that is a recurring theme 
of our interview with Colm Kincaid, Director of 
Securities and Markets Supervision with the 
Central Bank of Ireland. In a wide-ranging exclusive 
interview, he explains how the Central Bank 
has had to deal not just with the challenges of 
regulating in a remote-first environment, but also 
dealing with the additional impact of Brexit on the 
securities and markets sector. 

Aviation finance is a sector whose very business 
model has been so deeply affected by the 
restrictions needed to stem the spread of 
COVID-19. Our feature dedicated to that industry 
looks in depth at the liquidity challenges facing 
airlines, lessors, and funding partners, along with 
the options they have for restructuring. As the 
article makes clear, this is a necessary development 
but that does not make it a negative one; in fact, 
it could even have a positive outcome for Ireland, 
which is becoming a preferred location for complex 
restructuring processes. 
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As we hopefully start to envisage an end to the 
most severe effects of the COVID-19 pandemic, I 
hope the thought leadership in this latest edition 
of FinSight are of benefit as we start on the path to 
recovery.

Kind regards,
David Dalton Whatever stage firms are at in 

setting the ‘reset’ button with their 
strategies, leadership will be an 

essential component in getting them 
to their desired future state.


