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For the financial services workplace, this 
moment in technology is a sweeping wakeup 
call, requiring new strategies for new 
pressures. For years, the financial services 
industry was focused only on surviving a 
massive economic downturn and navigating 
new, tighter regulatory structures. But 
now, geopolitical, legal and social pressures 
are bearing down on workers, changing 
the way organizations do business, and 
even changing the work itself. New ways of 
working, from broad organizational changes 
to the minutia of the day-to-day workplace, 
can stymie financial organizations that don’t 
take steps to capitalize on those changes. 
The old ways don’t apply--and for financial 
workplaces, discovering the new ways and a 
clear path forward is the ultimate challenge 
of the 21st century. 

This is a pivotal moment for each facet of the 
industry itself. Every department, from the 
executive suite to human resources, should 

consider how to face these changes in 
technology and incorporate them into 
their organizations. Executives must 
figure how to organize, operate, and 
behave in a digital way—and whether they 
can afford this change. Human resources 
departments must choose a path: either 
become true thought partners in creating 
and enabling an evolving financial services 
workforce—or become obsolete and 
unneeded by managers who can recruit, 
hire, and manage without them. And 
this is a moment for financial services 
organizations to reconsider the work that 
they do. For example, what’s the checking 
account of the future, and in the age of 
mobile payment apps, does the average 
consumer even want one? Will clients 
expect or care that their investments will 
be handled by artificial intelligence? Who 
is the customer of the future, and how  
do you provide a seamless experience  
for them? 

Activating the  
Digital Enterprise—
the Right Way

We’ve all gotten used to digital disruption in our personal lives, but what 
happens when it invades our work lives?

To thrive in this new 
uncharted age of 
technology, financial 
workplaces must harness 
and activate their 
“Digital DNA”: 23 traits of 
organizations that have 
successfully enabled their 
digital core and defined 
their profitable future. 
Here’s how to start.
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Prioritize and chart a path to success. In 
such an enormous transition, organizations 
often don’t even know where to start. 
They’re not alone. Ask 10 financial services 
executives what a truly digital organization 
is, and you’re likely to hear 10 different 
answers. In the face of such confusion, 
organizations should work to understand 
what exactly their digital ambition is, and 
what is their journey to achieve that. Then, 
a digital DNA assessment can help to figure 
out priorities. What does it mean to be 
digital? Which Digital DNA traits are most 
important for us to move the need from 
“doing digital” to “being digital”? Which parts 
of our organization need to change to drive 
our digital ambition? Investing your time and 
energy in answering those questions will 
help clarify your focus on digital activation. 
And remember: being a digital-ready leader, 
especially in a time of great change, means 
confronting skepticism and converting it 
into optimism. The traditions of hierarchy 
in legacy financial organizations are at odds 
with how we think of operating digitally. 
And most importantly, the journey to digital 
requires a change in mindset and the way 
we operate, from leaders down to the 
newest team member. Change a culture, and 
you change the business. You might even 
change Wall Street. 

Realize your ambitions with a Next 
Generation Business Model. The 
workplace of the future will likely work 
rapidly, release products often, and 
change them constantly. To achieve this, 
organizations must become agile, flat, and 
executives must become accessible by and 
answer to their employees. This means 
employers must be comfortable hiring 
and retaining an open talent workforce. 
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And for financial services, that means 
tearing down the hierarchy. Get used to 
doing work in cross-functional teams that 
include IT workers, client-facing employees, 
analysts and others. These team members 
support and lead each other, with minimal 
hierarchy, and work in sprints, iterating 
on ideas frequently. Your new workers 
will be different than the employee you’re 
used to: they’ll expect to, and should be, 
treated like your best customer. You’ll need 
to employ more creative ways of finding 
them; a recruiting fair or word of mouth just 
won’t do. They may expect flexible working 
conditions, consistent career development, 
and generous performance rewards that 
reflect the success of the organization. 
They don’t just do digital: they are digital. 
In return, the work they’ll do can push your 
organization forward in ways unimagined. 
This is the true 21st-century workforce, 
and they will become indispensable to 
your enterprise. If you want to survive, 
development of this type of talent is not an 
option—it’s crucial to success.
 
Financial services organizations are quickly 
realizing that the core of their business is 
technology, and tech-fluent employees can 
build solutions that strike at the core of the 
customer’s needs and wants—and much of 
the time, what the customer wants is to not 
have to think about the transaction at all. 
Workers must focus on eliminating friction 
points that the customer of the future will 
not accept. 

Prepare your workforce, and your 
organization. You’ve aligned on your digital 
ambitions and you’ve thought about the 
business model to get you there. The most 
critical step, however, is preparing your 
workforce for the journey ahead. 

Financial organizations who will be 
successful will likely use analytics to motivate 
employee performance. And, they will 
partner with HR to focus on the workforce 
as customers, making their work experience 
central to the organization’s goals. Finally, 
many industries are facing disruption by 
startups that allow the customer to sidestep 
an interaction with a bank in favor of an 
app experience that takes minutes, if not 
seconds. Set your organization’s sights 
on that sort of audacious development. 
Become the financial services organization 
that not only survives and thrives in a new 
digital world but can stay ahead of the next 
giant challenge—which is closer than  
you think. 

Leaders in financial services organizations 
have myriad demands on their time 
and shaping the workforce of the future 
is just one of them. But their goals 
are all connected: a digitally activated 
workforce produces transformative work, 
complementing and integrating emerging 
forces like AI and blockchain. The work, 
and the workers, are waiting on a digitally 
activated organization, helmed by innovative 
leaders, to enable them. Are you ready?

New skills will likely be 
required for the current 
workforce to thrive in the 
digital era – tech fluency, 
agile and design thinking, 
empathy and influence, to 
name a few. So how will 
you prepare your existing 
workforce to transform?  
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