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We are in the

digital age,

where engagement is expected, relationships are in real-
time, choice is infinite, access and delivery is on demand, 

change is constant, the pace is accelerating, and

technology enables everything we do.

In simple terms, D I G I TA L  T R A N S F O R M AT I O N  is how you

future-proof a business.
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Digitally-capable enterprises organise, operate and behave in very 
specific ways – much different than traditional businesses

Source: Technology Fallacy: How People are the Real Key to Digital Transformation, 2019, MIT Press; 

Exploring

Leverage traditional technologies to 

automate existing capabilities. 

Dabbling with digital. No real 

change to the organisation

Doing

Leverage digital technologies to 

extend current capabilities, but

largely same ways of organising, 

operating & behaving

Being

Ways of organising, operating & 

behaving are optimised for digital and 

profoundly different from prior ways 

of doing things

Becoming

Leverage digital technologies—

becoming more synchronized and less 

siloed—with more advanced changes

to ways of organising, operating & 

behaving

Don’t get stuck here 

in an illusion of 

‘being’ digital
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W H AT  N O T  T O  D OUnsuccessful 
transformations are 
piling up because these 
approaches don’t work

Try to ‘org 

design’ the 

way to digital

Focus only on 

implementing new 

digital technologies

Approach digital 

transformation as a 

technology 

implementation 

Isolated victory or 

bursts of activity—

then declare digital 

success

Hire or buy digital 

skills without also 

focusing on training 

existing talent in 

digital

Just tell people to be 

more agile and 

innovative
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54
321

Digital leader and 

talent development 

Build digital leadership skills 

and talent pool. Develop 

leaders who can excel in 

leading in the future of work, 

source digital talent, and train 

existing employees. 

Innovation culture 

Embrace a “succeed fast” 

approach to innovation 

that focuses on the end-

user and desired 

outcomes.

Balanced 

digital 

portfolio

Understand how to 

prioritise initiatives and 

manage the digital 

portfolio.

Cross-functional 

collaboration 

Break down traditional silos to 

improve collaboration across 

business units and functions.

Robust digital ecosystem 

Leverage external partners 

(e.g., start-ups, tech companies, 

designers, academia, etc.) and not 

try to do everything themselves.

Those 
demonstrating 
success have 
five things 
in common, 
tied together 
with the right 
Digital DNA
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From your perspective think about

What is working well today?

What causes most frustration/pain?

What would you improve today?
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So how do you make the 
leap from where you are to 
being more digital?
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Digitally empowered organisations weave key traits into their day-to-

day DNA so they become, among other things, more nimble, fluid, and 

innovative. 

These traits help ‘future-proof’ the organisation as technologies create 

new frontiers and the future of work becomes today’s work
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Digital ambitions set the bar for which digital traits need to be woven 

into your day-to-day DNA now . . . and which for the future

Digital ambitions can be Core, Adjacent or 

Transformational to the business

Digital ambitions are what you expect being 

more digital will do for your business, customers, 

patients, partners, and talent

KYC

Client Due Diligence

Regulatory 

Compliance

Fund 

Accounting

Payments

ESG ReportingData & Analytics

Cyber Risk

Talent AgendaResilience
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Ambitions enable you to blueprint what your day-to-day DNA will look 

like if you achieve it – how you organise, operate, and behave
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Minimum viable changes (MVCs) are an ongoing series of tactical sprints that weave desired digital changes into 

your organisation's everyday DNA  

We recommend Minimum viable changes to weave digital traits into your 
DNA and turn the digital activation switch to “on”  

MVCs are:

Digestible and Specific

Goal is achievable and clear 

Measurable

Value of the MVC is measured 

quantitatively or qualitatively  

Actionable

Incremental steps that 

can be implemented now 

Time-bound

Can be accomplished in 

120 days or less  

MVCs are big enough to make a difference, but small enough to minimise resistance
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Analytic

Logic

Language

Reasoning

Structure

Black & White Vision

Creativity

Intuition

Art

Colours

Emotions

Music

Pause for thought: are you left brained or right brained?
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The left brain right-brain combination for digital transformation

At the heart of a digital transformation, is the 

changing customer and an analytical approach 

will not suffice to define the set of the strategic 

choices

Equally, a purely creative and design led 

approach may get you most of the way to 

understanding the desirability and feasibility of 

a choice

Ultimately, the right-brain left brain combination 

leads to an outcome that is perfect for an 

organization – one that cannot be achieved with 

either strategy or design alone

Make-up of your teams is critical for success 
along with adopting an innovation mindset
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Try to ‘org design’ 

your way to digital

Focus only on digital 

technologies
Hope remote working  

or mobile strategies will 

be all you need

Have an isolated 

victory or bursts of 

activity - then 

declare digital 

success 

Buy digital skills 

without also 

investing in and  

training your 

existing talent

Just tell people to 

be more agile and 

innovative

But becoming digital can be hard so try not to
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Tips and considerations

A LWAYS  S E T  T I M E  F O R  “ S E N S ING ”  T H E  M A R K E T,  CO M P E T IT IOM A N D  T H O U G H T  L E A D E R S H I P

I N T E G R AT ION  O F  B U S I NE S S  A N D  T E C H N O LO G Y A N D  C R E AT E  C RO S S -F U NC T ION A L  T E A M S

C R E AT E  A N  I N T E R N A L  D I G I TA L  B R A N D  A N D  F O S T E R  I N T E R N A L  TA L E N T

L E V E R AG E  DATA  A N D  L E A D  P ROJ E C T S  D I G I TA L LY

E N S U R E  C E O  A N D  B OA R D  S P O N S ORS H IP  A N D  B U I L D  YO U R  D I G I TA L  D N A
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Technologies
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Trending the trends: Twelve years of research
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Deloitte Technology Trends 2021
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Macro technology forces
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Cognitive Insights

• Data input and output in any format

• Pattern recognition within 
unstructured data

• Replication of judgment based tasks

• Basic learning capabilities for 
continuous improvement to quality 
and speed 

Cognitive Engagement

• Natural language recognition and 
processing

• Dealing with unstructured super data 
sets 

• Hypothesis based predictive analysis

• Self-learning rules continuously 
rewritten to improve performance

Artificial Intelligence
AI technologies will likely continue to evolve to transform the way 
companies operate and compete

C
o
m

p
le

x
it
y

Time

Robotic & 
Intelligent 
Automation

Cognitive 
Engagement

Robotic & Intelligent Automation

• Screen scraping data collection

• Rules based business process 
management

• Tactical toolset to automate repetitive 
tasks

• Cheaper and faster step towards 
process efficiency 

MATURING E M E R G I N G

Cognitive 
Insights
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Intelligent Text Extraction 
(ICR)                 gives bots eyes
so they can process a greater 
range of unstructured inputs

These are some of the most well-adopted AI technologies that companies are using in a variety of 
combinations and permutations to automate end-to-end business processes

Machine Learning (ML) 
gives bots a brain so they can 
mimic human judgement in 
making decisions

Natural Language Generation 
(NLG) 
gives bots a voice to 
communicate vastly 
complex information in 
personalized way

Natural Language Processing
(NLP or Chatbot) gives bots ears
to listen and understand stand 
human inputs

RPA
is the body that coverts IA inputs into action

The terminology
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Deloitte’s “State of AI in the Enterprise Survey” highlights key areas where 
clients are observing tangible benefits as a result of Automation & AI

What has Automation & AI allowed companies to do, relative to 
competitors?

What types of Automation & AI technologies are being adopted 
today?

Where is Automation & AI being adopted within an enterprise? 

What are the benefits being observed upon adopting 
Automation & AI technologies?

It all starts with

a use case…

46%
Quality Control / 
detecting defects

41%
Cybersecurity

37%
Customer service

37%
Risk management 

47%
IT Automation

38%
Predictive Analytics

31%

31%

35%

42%

44%

Optimize external operations

Free workers to be more creative

Make better decisions

Optimize internal operations

Enhance current products

63%
use machine learning

(up 5 points from 2017)

50%
use deep learning

(up 16 points from 2017, 
largest increase among all AI)

62%
use natural 

language processing

(up 9 points from 2017)

57%
use computer vision, making it more

mainstream than ever

Sources: Deloitte’s 4th Annual Global Survey Report, 2019: The robots are waiting; Deloitte’s State of AI in the Enterprise, 2019
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Practical applications
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A typical digital onboarding journey can be automated from initial customer 
engagement to full onboarding

Enabling digital onboarding 

…alternative distribution channels such as intermediaries can also be digitally enabled

Setup Onboarding Alerts and help

Step 1

Customer 

engagement

Basic customer details 

provided onto digital 

platform

Step 4

Customer ID&V

Customer’s ID&V is 

validated typically 

using biometrics cross 

checked against 

documentation. 

Validation is saved the 

customer’s ‘digital 

wallet’

Step 5

External validation

Sanctions and PEPS 

screening, adverse media 

exposure and other 

trusted data sources used 

to build customer’s KYC 

file

Onboarding Onboarding Onboarding

Step 2

Customer risk 

questionnaire and 

product suitability

Customer’s product 

suitability data gathered 

and analysed

Step 3

Customer proposal

Product offer based on 

customer investment risk 

profile and product 

suitability analysis

Step 6

Account credited

Customer credits account 

and moves to automated 

monitoring
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Customer profile and risk view

• Continuous automated monitoring

• Dynamic risk scoring

Self-reported data 
using two-way portal

Behavioural data

Product profile

Event driven KYC review based on automated 
monitoring and dynamic risk scoring

External data 
validation and 

enrichment

Low risk 

customer

High risk 

customer

No data 

change

Significant 

data change

Creating perpetual and intelligent KYC 
Once on-boarded, customer information is constantly updated and used to drive KYC review. The typical 1, 3 
and 5 year KYC review cycle is replaced by continuous monitoring and dynamic KYC review

Frequent 

refresh

Infrequent 

refresh
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• Anyone can provide a credential and they can share with anyone

• Once created, a credential can be used many times

• Digital credentials are issued at same time as physical ones

• It is possible to combine attributes from different credentials and present them 

as a single proof

• You can just present a zero-knowledge proof, without revealing the underlying 

data

Employer Retailer

Financial 

Management

Government 

Services

Financial Services

Education

This is delivered using a new protocol which is:

Open Non-proprietary Interoperable Usable by everyone

27

Decentralised digital identity
The ability for people and organisations to capture, create and permission access to their own digital 
credentials, just like they do with their physical ones
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Whilst the process and key activities remain the same, the inputs are changing and new emerging technologies 
allow for a more efficient process

Sanctions Screening
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List 
Management

Lists

Customers

Screening engine
and settings

Alerts

Automatic alert review

Alerts to be 
investigated

Transactions

Engine 
Tuning

Screening

Vendors are introducing more efficient matching techniques

• The need to have more efficient solutions is driving vendors to incorporate more advanced matching techniques such as natural language 

processing, AI, and machine learning.

New transaction types, namely digital assets, require a different approach to screening

• Blockchain introduce additional complexities in identifying potential connections to sanctioned parties. Specialist technologies are required 

to interrogate the applicable blockchains in order to identify all parties connected to a specific transaction and this requires new skills 

combining Financial Crime, Compliance and blockchain, in order to identify potential red flags and sanctions exposure.

Alert review

Financial Institutions are applying enhanced auto disposition of alerts at L1

• Whilst vendors are incorporating enhanced matching techniques, Financial Institutions are also looking to further reduce the volume of alerts 

at L1 by applying natural language processing and AI. 

L2 investigations and Voluntary Self Disclosure reporting can be automated

• Where reviews are more complex and require analysis of less structured data, cognitive robotics can play a key role in automating the 

process to gather the necessary information required to support a decision and to prepare VSD reports.

List Management

Increasing number of terms listed by the Regulators 

• There is increased need to unwrap and examine UBO information using reliable and localised and global third part data sources, coupled with 

more advanced network analysis platforms. 

• The increasing use of Blockchain technology has introduced an additional level of complexity in identifying connections to sanctioned parties 

other than those listed by the Regulators.

Increasing need to rely on additional data sources in addition to those provided by Regulators

• The number of terms listed by Regulators is continuously increasing, resulting in more alerts being generated by the screening solutions.
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