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4 Financial Services 2030

Introduction

In 2021, KPMG asked thirty leaders to look towards 2030 for the financial services
(FS) sector and consider the challenges and changes that lay ahead. The result was 30
Voices on 2030: New Reality for Financial Services, a study that included views from

incumbent sector leaders and challengers, big tech firms, investors, legislators and
academics. The combined insights identified six areas of emergent change and one
of these was The Key Battleground: People and Talent. This report explores issues of
people and culture in greater depth.

Even in the short time since the ‘30
Voices' report was published, the
importance of people and culture
has strengthened and changes have
accelerated. Low unemployment
and high rates of employee turnover
are driving more focus on culture,
engagement and attracting and
retaining talent. In addition, hybrid
working is forcing a real-time re-
evaluation about how and where
work gets done and changes in
technology and customer behaviour
are requiring new skills. Leaders,
sitting at the crucible, are facing
continued pressure to turn strategy
into action, create vibrant cultures and
deliver sustainably high standards
of performance and behaviours.

This report is based on interviews
with eighteen senior leaders,
predominantly from financial services
but also including voices from other
sectors. Our interviewees included
a range of CEOs and those with
responsibility for people, culture and/
or talent within their organisations.
We also gathered insights from
KPMG's global network and local
team. As you might imagine, there
was a lot of consensus on some
things and diversity of views

on others.

We trust bringing a selection of
these views to you progresses your
own thinking about the critical role
of people and culture for the next
5-7 years and beyond.

\We have distilled specific
predictions about what leaders
foresee happening by 2030 and
also included a summary of views
about the current landscape. Finally,
we've provided suggestions on what
organisations can be doing right now
to pave the way to 2030 and beyond.
Some of these suggestions are no
regret moves, others will require
greater courage.

Predicting the workplace of the
future is not a precise science.
What is easy to predict, however,

is that failing to make continuous
improvements to people and
culture practices will have real
costs, impacting risk levels, service
standards, productivity, innovation
and commercial outcomes.

2030 is far enough away to enact
major change but it is also close
enough that, without clear vision
and pace of execution, 2030 may
feel very much like today. We want
to help you make 2030 look different
and better.

(14

The sector has
anopportunity
tocreate
organisations
whichare
making apositive
difference and
where talentis
proudtohe.”?

Debra Eckersley
Group Executive, People & Culture
Bank of Queensland

“The most reliable way to predict the futureis tocreateit.”

Abraham Lincoln
Former US President
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Five themes

Five clear themes emerged from the interviews and form the basis of this report.
Each theme is framed and considered from a people and culture perspective:

01

Purpose — Make it personal

Why would someone want to work
for a particular organisation and
leader? What is it about the day-to-
day work that would be personally
meaningful and fulfilling?

Digitalisation — Put people
first to be digital first

How can an organisation transform
its approach to technology, people
and processes to deliver digital
experiences that produce better
experiences for customers and
employees and lower risks and costs?

Culture - Manage it, don’t just
mention it

What are the underlying values and
behaviours that are driving how

an organisation’s people think and
act and how can these be shaped
to create safe, stimulating and
successful workplaces?

Skilling for the Future - Some
things old, some things new,
some things borrowed...

What are the technical, behavioural
and leadership capabilities required
to be successful in the future and
how are these found and/or built?

Ways of Working — Do the right
thing, don’t just do the thing right

What are the ways that employees can
do their best work, both individually
and in collaboration with others, to
deliver the right products and services
for customers at the right time?

66 Tnerenavetobeups
and downs. Butitis the
values that you carry
through, and the talent
you attract and retain,
that tells a lot about
what your company
standsfor. 99

Jeff Yew
CEO & Director
Monochrome
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ToPredictions

In this report, we explore the five people and culture themes for 2030 in greater detail
and, for each theme, provide three key predictions for 2030 and suggested actions
that organisations can start taking now.

288 & Q

PUTDUSG Purpose will be shaped Stakeholders will expect More will be expected
by lived experience, not ‘proof of purchase’, not and less will be overlooked
lofty sentiment just ‘proof of purpose’
583 N2 7
cu“ure It will be driven from the top Culture will be about FS organisations will simply
and proven from below ‘performance with a need to do the right thing —and
warm edge’ doitintentionally and well
? il:l :i -8
Waysof _ S .
k' From (fr)agile to Connection will be purposeful, Productivity measures
WOrKing . ) ; )
agile at scale creative and enabled through will cease to be ‘rear
new technology view mirror’
2 09
393 @ G
Digitalisatiﬂn Customers will expect Digital talent will be more ‘It's about the
a seamless integration trans-border and transient people, stupid’

between the digital and the
human across the value chain

Skilling for é%k m @

thefuture Don’t throw the old out Market leaders will collaborate Learning will be fun,
with the new through partnerships and transferable and recognised
cross-skilling
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Financial Services 2030

Leaders Interviewed

The leaders interviewed for this report bring a wealth of experience across the

spectrum of the Financial Services sector and beyond. When it comes to people,
it is important to think broadly about where best practice lies, as competition for
skilled talent knows no sector boundaries.

We note that the views expressed in this report may be personal, and not
necessarily represent those of the quoted leader’s organisations, or that of KPMG.

Name

Title

Organisation

Louise Stigwood

Head of Enterprise, ANZ

Amazon Web Services

Alexis George

Chief Executive Officer

AMP

Helen Jackson

Chief People Officer

Australian Retirement Trust

Paul Schroder

Chief Executive

AustralianSuper

Steve Hill

Group Executive, People and Workplace

Aware Super

Debra Eckersley

Group Executive People and Culture

Bank of Queensland

Sian Lewis Group Executive, Human Resources Commonwealth Bank
of Australia

Amy Wild Group Executive, Head of Corporate Operations Investa Property Group

Jeff Yew Chief Executive Officer and Director Monochrome Asset

Management

Susan Ferrier

Group Executive, People and Culture

National Australia Bank

Jackie Lotzof

Head of HR, Australia

PayPal

Megan Beer

Chief Executive Officer Australasia

Resolution Life

Amy Greenaway

Acting CoE and Chapter Area Lead - Human Resources,

Agile and Corporate Services

Resolution Life

lan McAdam Chief Commercial Officer, Australia Salesforce

Fiona Thompson Group Executive, People, Culture and Advocacy Suncorp

Peter Chun Chief Executive Officer UniSuper

Steve Weston Founder & Chief Executive Officer Volt Bank

Christine Parker Group Executive, Human Resources Westpac
©2022 KPMG, an Australian partnership and a member firm of the KPMG global organisation of independent member firms affiliated with KPMG International Limited, a private English
company limited by guarantee. All rights reserved. The KPMG name and logo are trademarks used under license by the independent member firms of the KPMG global organisation
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urviving to thriving

How will people and culture transform the future of financial services?

Life is full of challenges, changes
and surprises and the last decade
has certainly thrown up many big
and unusual ones for the Australian
financial services sector. Some of
these were broadly predictable (like
the increasing rate of technological
change) but others, like the Banking
Royal Commission, major insurance
claim events and COVID-19 were
much less visible in the crystal ball.
Collectively, these events have
many lessons to teach and not least
of these is: whatever the change,
whatever the challenge, ‘it's about
the people, stupid!’ (to paraphrase a
US political operative from the mid
1990s). It's certainly a credit to the
people and culture practices across
the financial services industry that
the last decade has been weathered
so well by most, particularly in
comparison with global peers.

However, as the disclaimers

on some superannuation and
investment marketing has it:

past performance is not a reliable
indicator of future performance. If
organisations fail to prepare well for
the future or to recognise entropy
as their persistent enemy, they
will fall behind. Choosing what to
do, and what not to do, and then
following through to execute with
pace will be just as critical in the
coming years as they have been
in the past —and no easier. This

is especially true with respect

©2022 KPMG, an Australian partnership and a member firm of the KPMG global organ D
company limited by guarantee. All rights reserved. The KPMG name and logo are trademarks u

to people and culture where the
impact of getting it wrong is
substantial — even terminal —and
there are no quick fixes.

Employees now expect more
from their employer than a

regular pay packet and decent
working conditions. They are

now looking for much deeper and
personal connections, captured
by the concept of Employee Value
Proposition, or EVP. This goes
beyond traditional considerations

of engagement to include things
like providing a sense of personal
purpose and value from the work
that is done; cultivating a workplace
culture that is safe and supportive
and helps everyone to succeed;
offering the flexibility to work when,
how and where it is best done by the
employee; and creating opportunities
to develop careers and broaden
capability, especially in relation to
critical and emerging skills.

Organisations which don’t consider
all aspects of people and culture to
improve the value proposition for
employees will find it increasingly
difficult to attract and keep the
people and skills they need in the
future; they will be at the mercy

of other organisations — and other
sectors — that get it. By 2026,
employment in the financial
services industry is projected to
grow by 4.4%" and a 20%? premium

Se0

Liability limited by a scheme approved under Professional Standards Legislation.

in remuneration will be needed
to win candidates. Therefore
not ‘getting it’ could cost the
sector around $4.78 billion® in lost
productivity in just four years.

Contemplating the future requires
some self-reflection, as well as
some external insight: you need
to know what you are and what
you could be. It's also important
to implement change — including
transformative change — in ways
that don’t seem insurmountable
from the outset. You should have
the highest ambitions for your
people and culture because your
employees deserve no less and the
future success of your business
depends on it. KPMG can support
by giving you an authentic and
comprehensive internal view of
your current people and culture
practices so you're clear on

the starting point to get to your
aspirational goal. We can also

help by drawing on our extensive
industry knowledge and global
experience to challenge and inspire
your view of where you could be in
2030. We can work with you not
only to generate great innovative
ideas and inspiring ideals but to
turn them into tangible behavior
changes that make a difference
your people will value.

sation of independent member firms affiliated with KPMG International Limited, a private English
under license by the independent member firms of the KPMG global organisation
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Purpose

Make it personal

By 2030, being purpose-led will no longer just be about
corporate social responsibility or a strategic vision; it
will be about the very personal ways people experience
meaning and a sense of value.

Predictions for2030

1. Purpose will be shaped by lived
experience, not lofty sentiment

By 2030, employees will expect
purpose to be something they
experience personally in their
everyday work, not just a distant
promise or something the C-Suite
talks to investors about.

All aspects of the employee
experience, from recruitment, on-
boarding and work design through
to how they are led, developed and
motivated on a day-to-day basis,
will be harnessed to provide a
strong sense of personal meaning,
purpose and value which is
continuously reinforced.

2. Stakeholders will expect ‘proof
of purchase’, not just ‘proof
of purpose’

Words alone will count for even
less by 2030 and there will be great
cynicism attached to organisations
that have not matched ambition
with action. This will have direct
commercial consequences as
customers increasingly make buying
decisions influenced by perceptions
of corporate intent and behaviour.

The financial services industry will
be expected to show how ‘skin
in the game’ has been involved in
bringing purpose to life. The easy
things will simply be expected,
and organisations will need to
show how they not only prioritise
stakeholder needs differently but
how they are prepared to make
difficult decisions to deliver on
this in practice.

3. More will be expected and less
will be overlooked

Corporate purpose will no longer
be the purview of specialist teams,
or a bolt-on to the strategy or EVP;
it will be deeply understood across
the business and used in a practical
way to guide the decisions and
actions of all employees.

The industry will continue to be held
to high and increasing standards

of accountability, driven not just
legislatively, but also by more active
consumers and greater levels of
community transparency.

(14

Purposeis ahig
picture concept
but unless you
canpaintitin
small, individual
brushstrokes it
haslittleimpact.”?

Paul Pinder
Partner, People & Change
KPMG
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¢ ¢ We cannotjust sell adream, we must
temonstrate purpose in recruitment,
onhoarding and the everyday
experience for our people.”?”

Fiona Thompson
Group Executive,

People, Culture and Advocacy
Suncorp

¢ ¢ People will want to work for purpose
driven organisations and do purposeful
work that means something tothem.??

Louise Stigwood
Head of Enterprise,
Australia & NZ
Amazon

¢ ¢ It'snot just about the money, people
really want to he somewhere they
belong, and feel that the organisation
is doing good things...>?

Amy Wild

Group Executive,

Head of Corporate Operations
Investa
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89% 80% 867% 9/%

of senior leaders
say they DO live
purpose in their
day-to-day work.*

of frontline
employees say
they DO NOT live
purpose in their
day-to-day work.*

of organisations
say purpose forms
a big part of their
employee value
propositions.®

What are we hearing?

There is a deep belief in the value the financial services
sector brings to customers and the wider community but
also recognition that this message is often imperfectly
crafted and communicated. “Banks are not great at selling
themselves” is the common refrain.

Many leaders also believe the sector has been slow to take
action on critical purpose-related issues, with a tendency
towards form over substance, or ‘box ticking’. This is seen
as particularly true with respect to critical environmental,
social and governance (ESG) challenges. KPMG Partner
Ben Kilpatrick, who recently launched KPMG ESG
Learning Pathways, sees ill-defined regulatory frameworks
as a key reason for past inaction.

“These areas of ‘'greater purpose’ matter
toyourcustomers, yourinvestorsandyour
employees. The costofinaction, including
missedcommercialopportunitiesandlost
talent, is significant.”

From an inward-facing, employee perspective, there was a
strong sentiment from leaders that purpose has become a
critical part of how employees are attracted, engaged and
retained. FS leaders think this will play an even greater role in
the future. Yet many organisational systems and practices are
acknowledged as not being up to the challenge and leaders
are not being well enough equipped to bring purpose to life
for their people in ways that really make a difference.

Employees who consider purpose a lived experience at work
have four times the engagement levels and five times the
well-being levels of those who don't.

PMG, an /

m of the KP

ustralian partnership and a member fir
any limited by guarantee. All rights reserved. The KPMG name and
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of Australian
employees will
choose aplace to
work based on their
beliefs and values.®

Organisations that
increase the clarity
of their purpose can
increase ROA by
nearly

-A%

Start now to...

>

Make purpose personal, practical and perennial

Make a point of understanding the
individual sense of purpose held by every
potential and current employee and how
this aligns (or not) to the ‘day job".

Recognise how purpose can be
meaningfully brought to life at each and
every stage of the employee lifecycle.

Redesign roles, systems and processes
to strengthen the sense of purpose and
meaning people derive from their work.

Equip and support leaders at all levels to
have a personal sense of lived purpose
and to cultivate that for others.

Make ESG the ABC of how you do business

Understand the impacts, risks and
opportunities from ESG across the
business and build a strategy that
addresses these.

Build ESG into the ‘eco-system’ of the
organisation by ensuring it is adequately
addressed in policies, processes, products
and practices.

Train all employees in the ESG fundamentals
and provide specific, dynamic learning for
high-impact roles.

Tell the truth when it hurts and give teeth
to accountability

v the independent member firms o

Equip all employees to be respectfully
transparent with each other and with
customers and other stakeholders —
especially when doing so is uncomfortable.

Be bold about your aspirations, brazen
in your actions and brag about your
successes — but also be brutally honest
when you fall short.

Identify ways that delivering on the purpose
can be measured and hold senior leaders
accountable for delivering.

affiliated with KPMG International Lim

f the KPMG @
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Culture

Manage it, don’t just mention it

By 2030, the complexity and value of managing culture
will have increased and doing it well will become the
new ‘superpower’ for leaders at all levels.

Predictions for2030

1. It will be driven from the top
and proven from below

The rise of ESG will renew the
focus on organisational culture

as a strategic priority and leaders
will need to be ‘Culturepreneurs’,
actively role-modelling the desired
culture and carefully managing the
many dynamic factors which shape
the culture of their teams.

The greater complexity of the
operating environment and
dynamics of rapid change will require
employees to react much more
intuitively, so employers will need
to have a deeper understanding of
their employees’ personal values
and inherent behaviours.

2. Culture will be about
‘performance with a warm edge

’

By 2030, FS organisations will need
to have struck a better balance
between the ‘softer’ and ‘harder’
elements of culture, ensuring they
can not only support workplaces
based on ethics, encouragement
and engagement but also cultivate
sustainably high performance.

Fair and competitive remuneration
will remain a key aspect of attracting
and retaining people, especially in
periods of economic uncertainty,

©2022 KPMG, an Australian partnership and a member firm of the KPMG global orga
company limited by guarantee. All rights reserved. The KPMG name and logo are trad

but organisations that excel will be
doing more. EVP will cover every part
of the employee lifecycle (including
pre- and post-employment) and

be tailored carefully to various
employee ‘personas’.

3. FS organisations will simply
need to do the right thing - and
do itintentionally and well

Stakeholder expectations will

have grown and be more complex.
FS organisations will need to have
people, talent and culture practices
that are about doing the right thing,
rather than simply meeting quotas or
complying with regulatory obligations.

Organisations will be expected

to address and lead change

on a broader range of ID&E
(‘inclusive, diverse and equitable’)
considerations, including age,
ethnic minority, sexual orientation,
socio economic background,
disability and neurodiversity, and
to measure the impact and report
it transparently to gain trust.

Building and reinforcing culture will
need to be more deliberate and
targeted. Where employees work
in a remote or hybrid environment,
how do they ‘live the culture’ when
they don't ‘live in the culture’?

d under licen

Liability limited by a scheme approved under Professional Standards Legislation.

(14

If culture were
aneasy thing to
manage, more
organisations
would be getting
itright. It's hard
work - always -
and something
thatimportant
should be.?’

Sally Calder
Partner, People & Change
KPMG

ber firms affiliated with KPMG International Limited, a private English
by the independent member firms of the KPMG global organisation



¢ ¢ Culture needs to be differentiated,
authentic and built ona purpose
beyond profit.>?

lan McAdam

Chief Commercial Officer
Australia

Salesforce

¢ ¢ Amore personalised value proposition
isneeded, and wherever we canwe
should ask employees ‘what is it that
works best foryou'?2?

Steve Weston
CEO
Volt

¢ ¢ People areincreasingly making choices
about where they work and whether they
stay based on alignhment and beliefin
the organisation they are working for.””

Paul Schroder
CEO
AustralianSuper
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Financial Services 2030

A well-
implemented EVP
can increase new
hire commitment
by up to

29%

Reconnecting with
colleagues and the
organisation are
the top reasons
for employees

of executives are returning to work™

re-evaluating their
company’s culture
to reflect the new
normal of virtual
and hybrid work®

What are we hearing?

Whereas traditional office-based working naturally drove a
level of cultural connection and engagement, efforts now

need to be much more deliberate and sophisticated. KPMG
Director Carla Murray has global experience working on

culture transformation with financial services organisations
She says that,

“Organisations need to be clearer
about how they define and deliver
culture and the value proposition they
offer to their employees - and there
are considerable financial and other
benefits from doing so.

Financial reward remains of high importance to employees but
successful organisations are also placing a greater emphasis
on broader aspects of EVP, like career development, role
design, opportunities to ‘'make a difference’ and workplace
culture — something Fintechs and technology firms are seen
to be doing better by the leaders we interviewed.

Leaders are recognised as central to the challenges of culture
and employee engagement. However, there's a widely
shared view that they are ill-equipped to respond effectively,
especially in view of the other growing demands being
placed upon them.

A number of leaders we interviewed said that the sector
has not made as much cultural progress as they expected
in terms of inclusion, diversity and equity, particularly with
respect to gender equality. Given the focus this has had,
the perceived lack of progress raises a number of questions
about objectives, methods and execution. An honest and
open debate about all aspects of the ID&E agenda will be

a valuable contribution to better workplace culture.

PMG, an / m of the KP

ustralian partnership and a member fir
any limited by guarantee. All rights reserved. The KPMG name and
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..237%

of employees
strongly agree
they can apply
organisational
values to their
daily work™"

84%

of employees
cite leadership
behaviour as the
key factor driving
accountability'

Start now to...

Truly understand the culture you have and
the one you need

Get an independent view of your culture on
a regular basis so you understand your real
blind-spots and bright-spots and can make
evidence based decisions

Have a clear culture roadmap that defines
exactly what culture you want, why you want
it, how you plan to get it and what hurdles
will be faced in creating and managing it

Make culture a priority through actions,
not just words

Drive focus beyond only risk culture at the
Board level by establishing clear objectives,
targets and measures which the Board will
use to drive transparency and ownership

If your culture needs changing, recruit for
‘culture add’ more than ‘culture fit" and
ensure you have the right people and
processes to achieve that outcome

Broaden the pool of candidates attracted
to, and considered for, roles in the sector
such as through strategic partnerships with
community and educational organisations

Use a company-wide, all levels approach to
leadership capability that establishes clear
and consistent core expectations for all
leaders and equips them to deliver

Tell the truth when it hurts and give teeth
to accountability

Research your current employees: what are
their personal values and motivators, what
do they value at work?

Use a device like employee personas to
better conceptualise the individual needs
of different employees in different roles
and then craft individualised EVPs

Cultivate a range of inputs to designing
and measuring EVP solutions, like
traditional satisfaction surveys, two-way
communications and data insights

>mber firms affiliated with KPMG International Lim!
f the KPMG g

v the independent member firms o
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ways of working

Do the right thing, don’t just do the thing right

By 2030, ways of working will have evolved further,
and organisations will be more flexible in designing
and improving how work gets done.

Predictions for2030

1. From (fr)agile to agile at scale

Rapidly evolving financial products
and services will continue to
encourage agile ways of working
that respond to the next opportunity
without compromising regulatory
or industrial compliance.

By 2030, the successful adoption
of enterprise wide agile (‘agile at
scale’) will lead to organisations
thinking more simply and flexibly
about how they approach ways of
working and generate the benefits
they seek.

Leadership and cultures will
deliberately cultivate improvement
mindsets, continuous coaching,
collaboration and speaking up to
provide the fertile environment
necessary to deliver collaborative

strategic outcomes on a large-scale.

2. Connection will be purposeful,
creative and enabled through
new technology

In the future, virtual reality and
artificial intelligence will enable
greater human connection in

a perpetually hybrid model.

©2022 KPMG,

Technology will better leverage the
lessons from social media to feed
the human desire for purpose and
connection, instead of simply being
a tool of efficiency or convenience.

Organisations will look to their
purpose and values to guide teams
in determining the right flexible
arrangements to meet business
and personal needs.

3. Productivity measures will
cease to be ‘rear view mirror’

Organisations will be looking
forwards not backwards to
measure productivity and will
focus on learning and continuous
improvement rather than seeking
to blame or ‘admiring the problem’.

Workplaces will be psychologically
safe spaces where employees are
willing to call out when objectives
are not on track, and when a
‘course correction’ is required.

Employees will have a deep
personal understanding of cross-
organisational priorities and

the trust necessary to discuss
performance openly and make
improvements collaboratively

(14

Organisations
have struggled
togenerate the
henefits fromagile
ways of working
thatthev expected.
Thisisinpart
hecauseashiftto
adigitalmindsetis
requiredtoensure
greater realisation
of benefits.”?

Robert Bolton

Partner, Head of Global People
& Change Centre of Excellence
KPMG

an Australian partnership and a member firm of the KPMG global organisation of independent member firms affiliated with KPMG International Limited, a private English

company limited by guarantee. All rights reserved. The KPMG name and logo are trademarks used under license by the independent member firms of the KPMG global organisation
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¢ ¢ The advantage of agile ways of working
is the purposeful way people connect
to get work done. It's reliant on team
work rather than the leader.??

Megan Beer
Chief Executive Officer, Australasia
Resolution Life

¢ ¢ People stillwant to have apersonal
connectionbutthey'lidoitina
different way. It can't all just be
virtual, it'll be a combination of
both face to face and virtual.”?

Christine Parker
Group Executive, Human Resources
Westpac

o ’ ¢ ¢ There's adiversity dividend for
’ ' organisations in terms of harnessing
- ]1 their culture and driving productivity
' as well as innovation. %>

Peter Chun
CEO
UniSuper
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A%

047

Organisations
successful with agile
at scale have reported,
on average, a

6/%

People at high-trust
companies report

74% less stress,

of leaders fear
productivity has
been negatively
impacted since
the shift to remote
working'

of employees

are open to
representing
themselves as an
avatar in meetings

in the next year™ like customer

satisfaction
and operational
performance™

What are we hearing?

Ways of working is the area where views and predictions
are most diverse. There is broad agreement about many of
the issues and challenges at play but less agreement about
what those might mean or how they might impact the ways
leaders and employees do their work in the future. This is
especially true of hybrid working and agile ways of working.

The leaders we interviewed reported that remote and hybrid
working are established features of current operations

but many are still assessing how this impacts things like
culture, innovation, learning, collaboration and performance.
No one has yet nailed how to optimise online and physical
workspaces and teams are struggling to stay connected in
often confusing hybrid settings.

Most organisations have introduced some form of expectation
regarding office-based working (still being reviewed in some
cases) but are finding it difficult to get the necessary employee
buy-in.

Like their global peers, Australian FS organisations are finding
it a challenge to implement agile practices. For some, agile
has been successful in pockets. For most, embedding these
practices at scale has been harder to achieve and remains in
the experimentation phase. KPMG Partner Peter Outridge
sees this in his client work and reflected:

“ItU'simportanttobeclearaboutwhatyou're
tryingtosolve for and be pragmatic, rather
than formulaic - having the courage to
change courseandtheconvictiontotruly
transformways of working.

Something many leaders agreed upon is that current ways

of defining and measuring employee contribution and
productivity are often ineffective. With an increased need for
collaboration and innovation, and with much more immediate
course corrections needed, performance measures need to
be broader and focus on what can be done now, versus what
has already happened.

307

increase in measures

>mber firms affiliated with KPMG International Lim!

1067% more

energy at work,

50% higher

productivity, and

13% fewer sick

days'®

of employees seek
in-person activity
and collaboration
and 70% want
greater flexibility'

Start now to...

Be more agile in how you become agile

Address existing infrastructure and legacy
barriers to agility.

Provide employees with the infrastructure
to connect meaningfully and keep
abreast with the pace of technological
advancement.

Ensure everyone has a clear and targeted
focus, and continually asks; “are we on
track or do we need to course correct”?

Engineer intentional connection

Identify moments that matter and
incorporate purposeful physical gatherings
to focus on connection, collaboration,
innovation, development and wellbeing.

Develop flexible working principles to help
guide teams with agreeing arrangements
that meet business and individual needs.

Foster trust and psychological safety

Reframe the distinction between place
(office, home, other), and the time when
work is completed (synchronous or flexible)
so employees can work where and when
they do their best work, including over a
24x7 work model.

Embrace a new ‘total workforce’
philosophy that focuses on the needs
and contribution of everyone to the
organisation's goals and outcomes.

Shift mindsets and cultures to a digital

and coaching ethos to ensure people are
trusted and empowered to deliver agreed
business outcomes in a psychologically
safe environment. KPMG's Digital Mindset
framework and assessment can support
you on this journey KPMG Digital Mindset —
KPMG Global (home.kpmg)

PMG, an Australian partnership and a member firm of the KP
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Digitalisation

Put people first to be digital first

By 2030, the impact of digitalisation on people, culture,
talent and skills will be far more significant across the

FS industry.

Predictions for2030

1. Customers will expect a
seamless integration between
the digital and the human
across the value chain.

Organisations will deliver end-to-end
digital transformation of their value
chains and match this with a parallel
focus on ethics and the human
factors that are most essential to
the customer experience.

The need to strike the right balance
between human interaction and
digital technologies will drive more
sophisticated workforce shaping and
greater use of tools like predictive
data analytics.

2. Digital talent will be more
trans-border and transient

Organisations will access specialist
digital and data skills from a more
global market, providing easier
uplift in capability and innovation.

Global talent will be able to access
different employment opportunities
much more easily and this means
that, by 2030, transient workers are
likely to form a significant component
of the workforce, particularly for
more specialised skills.

3. ‘It’'s about the people, stupid’

Employees will be skilled and
supported to adapt to the greater
role of digitalisation and embrace
its opportunities. Successful
organisations will demonstrate that
‘digital first’ does not mean ‘digital
only' or ‘people last’.

More transient workforces, greater
globalisation of talent and the
different ethical challenges posed
by digitalisation will be highly
visible tests of how truly committed
organisations are to their cultures
and employees.

44
Digitalisationis
essential for any
FS organisation
tothriveinthe
future but that
onlymeans that
theirculture and
the engagement
of customers
and employees
willbecome
evenstronger
differentiators.””

Dave Ryan
Partner, Technology Advisory
KPMG
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¢ ¢ Inthe next ten years, the biggest
impact on the culture of organisations
will be shaped by digitisation, data
and Al. Humans using technology
to dowork in a seamless, intensely
personalised, consumer centric way
will be the higgest thing in HR. 22

Susan Ferrier
Group Executive, People & Culture
NAB

¢¢ You've gottobe very deliberate that
where you employ human beings,
they are adding real strategic value
to your business.??

Steve Hill
Group Executive, People and Workplace
Aware Super

¢ ¢ It'snot all about technology skills, you
must have the business and creativity
skills that can see the potential of
those technologies. >

Alexis George
CEO
AMP
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.00%

of organisations
have the necessary
digital skills training
in place'

Global spending on
Al systems will jump
from

$85.3 hillion

in 2021 to more than

$204 billion

in 2025

Ninety percent of
business leaders
cite data literacy
as key to company
success, but only

25% of workers

feel confident in
their data skills™

Global spending
on digital
transformation is
expected to reach

96.8

trillion

by 20232

8/%

of jobs now require
digital skills

and Australia's
workforce needs
156,000 new
technology workers
to keep pace with

What are we hearing?

There was clear consensus amongst the leaders
interviewed that digitalisation will be the key to
future competitiveness for the FS industry. Already
digital skills are in high demand, with competition
for talent intensifying. New roles, skills and
capabilities are being created but organisations are
generally unprepared for the nature and scale of
workforce changes.

More work needs to be done to make sure FS
organisations have cultures and workplace
practices that are conducive to attracting and
retaining digital and data talent. Currently, fintechs
and technology firms are often considered more
attractive because they are perceived as more
entrepreneurial and innovative. This is driving
greater expense and difficulty in accessing digital
and data skills for FS organisations.

Unsurprisingly, it is predicted that technology
will continue to complete a greater share of

operational and administrative work across the
sector. This will further speed up changes to the
nature of work and, handled the right way, can
provide an opportunity to enhance the value of
work and build stronger employee engagement.

Although digitalisation has been a longstanding
trend, many leaders recognise that their
organisations have done a poor job of handling the
people and culture aspects of the transformation.
KPMG Director Saurabh Shukla sees this
problem as critical to address. He says:

“Toundercook people and culture
with something of the scale and
Impact of digitalisation, would be
arisknotworthtaking."

G,a ) nember firm of the
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rapid business
transformation?

Start now to...

Make digital about your people

Have a clear, well-communicated rationale for
employees as to why digital transformation is of
benefit to them

Actively find ways to use digitisation to make life
easier for employees — and promote the examples

Understand the complete value chain and assess the
moments that matter to employees and customers to
build solutions that strike the right balance between
digital and human interfaces

Actively involve employees in the process of
digitisation, for example by resolving ethical issues,
managing risks and improving the customer experience

Build human intelligence, not just the artificial kind

Define the specific capabilities required across the
whole enterprise, not just in the technology division

Place digital and data skills at the heart of your talent
management strategy by building awareness for

all employees and providing targeted upskilling for
specific employees

Ensure your organisation is culturally competent to
support global digital working

Reinforce ways to address cyber security, for example
by simplifying training and improving processes

Don’t be blind to the talent you may find

Employ sophisticated workforce shaping and
predictive tools to best deploy people where, when
and how needed

Implement a blended talent management strategy

of ‘build, buy, borrow, bot and base’, considering
how you might base talent in new locations and use
robotic automation (bot) to remove capacity demands
on scarce talent

Create an internal jobs market that makes it easier for
employees to move from ‘old’ jobs to ‘new’ jobs

Develop an honest but appealing talent attraction
pitch: why should a talented digital/data specialist
want to come and work for your organisation?

nternational Lim:
member firms of the KPMG
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SKilling for
the Future

Some things old, some things new, some things borrowed...

By 2030, finding and building new skills will involve mutual
obligation, partnership and cross-skilling initiatives.

Predictions for2030

1. Don’t throw the old out with
the new

Successful organisations will be
very clear about the critical new
skills they need (for example
advanced digital and data technical
capabilities) but equally clear about
the existing skills (like leadership
and relationship management) they
must continue to nurture.

Whilst bringing in new skills and
talent will be necessary, employers
will have a much better picture of
the skills and capabilities held by
existing employees. Employers
will proactively match employees
to emerging needs across the
organisation —and even outside
the organisation.

Employers will be expected to
provide regular and relevant
upskilling and reskilling for their
people. In turn, employees will
be expected to navigate new
technologies at pace and invest
effort in developing the skills they
need. The emphasis will be on
shared mutual obligation.

2. Market leaders will collaborate
through partnerships and
cross-skilling

FS organisations will proactively
form partnerships with the
government, education sector and

©2022 KPMG, an Australian partnershir
company limited by guarantee. All rights re

ber firm of the KPMG global or
d. The KPMG name and logo are trademarks use

industry bodies to align on future
skill requirements and inform
design of the education curriculum.

Organisations will collaborate
across sectors to increase their
ability to attract and develop

talent. For example, by forming
partnerships with professional
services and technology companies
to identify new skills and training
requirements and agree on
structured rotation programmes

3. Learning will be fun,
transferable and recognised

Gamification, advanced technologies
(like virtual reality) and tailored
in-person experiences will be used
more widely to engage employees
in learning and skill-building.

Employees will come from more
diverse backgrounds, organisations
will be less siloed and employee
movement across roles will be
more fluid so this will drive more
seamless and integrated learning
that provides a greater level of
organisation-wide consistency.

There will be widespread
credentialisation of skills and
learning, which will not only motivate
and reward employee capability-
building but provide employers
with more transparent access to
recognised, transferable skills.

pendent member firm

|
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Itis only through
genuine
partnershipand
collahoration that
we canimprove
the flow of talent
intothe sector and
develop future
skills atpace and
scale most cost
effectively.”?

Peter Gates
Principal Director,
People and Change
KPMG
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¢ ¢ We are taking current employees,
looking at their aptitude and skilling
themupinnew disciplines.??

Sian Lewis
Group Executive, Human Resources
Commonwealth Bank

¢¢ Wereally need to continue leaning
Into top talent and identifying longer-
term cross-skilling opportunities to
retain their skills and knowledge. 22

Jackie Lotzof
Head of Human Resources
PayPal

¢ ¢ Intechworld, skills will change over
time sowe need to be proactive, be
ahead of the game and in touch with
futurists and global trends. 52

Helen Jackson
Chief People Officer
Australian Retirement Trust
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Fewer than 50%
of professional
workers feel
competent with
handling digital
information and
problem solving
using data??

The investment
in work-related
training fell by

4%

between 2013 and

Skills like creativity,
persuasion and
collaboration are
virtually impossible
to automate and will
stay in demand?

09/

of employees

would re-train
for a different
role with their

The cost to hire a new
employee increased by
more than

100%

between 2020 and 2021%¢

2020/2021%

What are we hearing?

The consensus from the leaders we interviewed
is that there are increasing requirements for
employees to have advanced technical capabilities
in digital and data literacy skills. This involves

a number of high-demand specialist skills to
conceive, engineer and deliver the technology
changes that are central to the industry’s
continued transformation.

It was also highlighted that human-centric skills are

becoming even more important at both the frontline
and leadership levels. KPMG PartnerTamara Price
says that technology change drives a natural focus

on digital and data skills and that this means...

“..attentioncanbe divertedfrom
the critical behavioural skills that
leaders and frontline employees

need tomake technology change

successful, and manage different
customer relationships effectively.’

Many of the leaders we interviewed
acknowledged the industry needs to do a better
job of upskilling employees to respond to changes
in transaction complexity and customer behaviour
and that recruitment strategies have fallen behind
the reality of what is now needed in many roles.

Leaders also cited remote and hybrid working,
agile ways of working, employee well-being and
more global operations as important drivers of
demand for new skills. There is also a growing
challenge to speed the time to competency.
Progress in addressing these skill needs is seen
as slow and fixing it isn't seen as easy. As one
leader commented: “\We can’t even get people
back in the office as often as we'd like, so we do
face an up-hill struggle with some of the other
behaviour changes we need to encourage.”

G,a ) nember firm of the
limited by guarantee. All rig rved. The KPMG name and
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employer if given
the opportunity?®

Start now to...

Be clear about the new skills you need

Work across key stakeholders to define the critical skills
and capabilities (new and current) needed for the future

In identifying required skills and capabilities, be careful to
not only consider technical skills but also behavioural skills

Consider using predictive software tools to help you
map out how various technology changes could impact
skills and roles

Make sure future skill considerations are part of the 3-5-
year strategy cycle and appropriately reflected in annual
planning

Plan how you will build, find and reinforce the needed
skills — and execute

Complete a detailed review of existing employee
capabilities (skills, knowledge and behaviours) across
your organisation, against the critical new skills you
need for the future

Create a map of skill gaps that shows, on a time-line
basis, what skills will be needed, where and when

Develop a skills sourcing plan that establishes the
options available to you to source new/additional skills
and how these might be prioritised

Begin building relationships with strategic partners
(especially non-traditional players) that can provide
access to new talent pools, like professional services
firms, and tech companies

Prioritise better learning and development for everyone

Encourage employee learning and development by
making explicit time available (e.g. fixed time or flexible
time credits)

For certain roles, be clear about the obligations you
expect employees to meet in relation to up-skilling/
cross-skilling

Implement company-wide awareness training on the
fundamentals of digital and data

Simplify and align your learning offering to be
simpler and easier to navigate and drive greater
enterprise consistency

Create an internal jobs and skills market that makes it much
easier for people to learn new skills and move into new
roles (especially for those in obsolete or ‘at risk’ roles)

nternational Lim:
member firms of the KPMG
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Conclusion

Turning insights into actions

Financial services is an industry with a noble purpose 2. Culture: Manage it, don’t just mention it

and a unique and critical role in helping the whole The only culture that counts is the one people are
community to do things and achieve things that would held accountable for living. So set the highest
never otherwise be possible. It enables people to buy a standards for values and behaviours —and then
car, own their first home, fund a business, be protected manage everyone to them, every day.

from financial risks and invest for the future. Currently,
more than half a million Australians are employed inthe 3. Ways of Working: Do the right thing, don’t just

industry?’ and taxes and levies paid to governments do the thing right

total several billions of dollars, each and every year. Focus on outcomes over process and be flexible
The industry has an impact on the everyday lives of about how and where work gets done so employees
each Australian and it would be impossible to enjoy are enabled to work in the best ways for them and
anything close to our current standard of living without it. deliver superior customer and business outcomes.
To leverage its role most effectively, and live uptothe 4, Digitalisation: Put people first to be digital first

promise of its purpose, the financial services industry
must continue to challenge itself to be better. Our
report points out five critical ways the industry can

do this but instead of leaving you with some anodyne
statements, let's leave with something a bit bolder...

Place customers and employees at the centre of
your efforts by removing or improving processes
through digitalisation and freeing them to focus
on the things that matter most.

5. Skilling for the Future: Some things old, some

1. Purpose: Make it personal things new, some things borrowed...

The corporate vision or purpose may win an
award for good corporate citizenship but unless
employees have a strong sense of personal
value and meaning from their everyday work,
it's relatively meaningless.

Maintain a strong focus on the existing leadership and
employee skills that will continue to be critical in the
future and work thoughtfully and strategically to find
and build the new skills you need —ahead of time.

The thing about predictions is that they are not KPMG knows that the future can be designed,
all set in stone —the future can still be shaped. prepared for, solved for and aspired to.

Unwritten. Full of promise. . . . .
i . AT This paper aims to provide you with the

Which is a good thing. impetus you need to act today to build

: : the future we all want.
There are unequivocal hard trends coming

our way, but there are also premunitions.

Decisions to be made.

Futures to be written.
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10 now for 2030

Organisations need to implement a number of medium and long-term actions to prepare for 2030 but some
immediate actions are essential to focus on the things that matter, build greater executional momentum
and engage people early in the change process. Below are ten things your organisation can do within ten
business days to get the ball rolling (though we don't recommend doing all ten at the same time!).

Implementation key: ® Minimal time/effort ® Some time/effort ® Noticeable time/effort

01

PURPOSE PYRAMID ¢© (Purpose)

Across the whole enterprise, on the same day, dedicate 20-30 minutes for every leader from
the CEO down to meet with their team and: a) Share what the organisation’s vision/purpose
means to them and their commitment to it; and b) Agree up to five actions the whole team
will take in the next 90 days to help make the vision/purpose a reality.

02

TALENT PITCH © (Purpose, Culture)

Have a selection of leaders (as many as you like!) prepare a script they would use if presenting
to a group of potential hires who could choose to work anywhere. The scripts should address
two key questions: a) Why should someone want to work for your organisation; and b) Why
should someone want to work for you as a leader?

03

KPMG CULTURE CARDS* * (Culture)

Provide a pack of KPMG Culture Cards to every member of the executive committee and each
of their direct reports. Starting from the next full week, those leaders will select one card each
week to action.

04

MEETING MINIMUM STANDARDS ¢ (Ways of Working)

Establish clear and consistent meeting protocols that are expected across the organisation
and which empower employees to challenge or decline meetings that don't comply. These
standards could include things like: maximum number of attendees, requirement for agendas,
maximum duration and starting and finishing on time.

05

CV for 2030 ° (Digitalisation, Skilling for the Future)

Design one or more specific job advertisements for new/different roles you anticipate filling
between now and 2030. Ask selected employees in a team(s) (such as those whose roles
could change significantly or be obsolete) to consider their current CVs against the new
requirements and what they can start doing to develop their best future CV.
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06

MEETINGS LESS GST ® (Ways of Working)

Ask each employee to identify ways they can reduce time spent in meetings next week by
at least 10% and ask that they dedicate at least half of the time they save to some form of
learning or development (topic can be specified). As a challenge, look to extend that focus
over a longer time and/or save more time in the week.

07

SKILLS LOCATOR ° (Skilling for the Future)

Use an existing or new data-capturing tool to discover which existing employees already have
critical skills needed for the future (these should be pre-defined and clearly explained). This
exercise should capture as many employees as possible but may need to be done in ‘batches’
to be manageable. The data can be used to identify repositories of skill across the enterprise
and inform career planning and upskilling.

08

TWO DOWN, ONE ACROSS °© (All)

Each leader contacts three people who are two or more levels below them or in a different
team/business unit. The purpose is to break through direct reporting lines and/or silos to get
a better understanding of what is really happening and encourage immediacy of focus and
action on something important. Contact topics should be specific, not general, and could
include: goal clarity and/or progress; feedback or ideas about an issue; the organisation’s
Purpose and what it means; career development plan progress; and recent coaching/
upskilling experiences.

09

VISITING EXPERT ¢ /° (All)

Invite a specialist/best practice practitioner from another team, business unit, organisation

or industry to spend time transferring expertise in a structured way. This can be done on any
topic, for any time period and for any number of employees or teams. The critical thing is that
there must be a ‘so what?’ —as a result of the ‘visit’ what is the behaviour change expected of
those who where ‘visited'?

10

TECHNIQUE OF THE WEEK © /e (All)

Across a team (or entire BU/organisation), choose an important focus area (like a digital skill,
collaboration technique or way of working) that everyone commits to learning or improving
within the week. Knowledge tests, observations, check-ins, curated learning and dedicated
coaching are examples of how the focus can be supported.

If you would like support with the "10 now for 2030’ please contact KPMG (see contact details).

*Standard KPMG Culture Cards are only available by contacting KPMG. They can be customised to specific needs if required.
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