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Research methodology

Financial services sector: respondent demographics

EMEA (Belgium, France, Germany, Ireland, Israel,
Netherlands, Nigeria, Saudi Arabia, Spain, United
Arab Emirates, United Kingdom)

Regions Americas (Brazil, Canada, United States)

APAC (Australia, China, India, Japan, Singapore,
South Korea, [Kazakhstan, Uzbekistan, Kyrgyzstan,
Armenia, Georgia, Azerbaijan])

Annual revenue breakdown (financial services)

26% 2204

15%
8%

Sample size 612
Annual
revenue $1hnandover
NET APAC
36%

Region breakdown (financial services)

NET EMEA
38%

29%

$1bn to $9.99bn $10bn to $19.99bn $20bn to $49.99bn $50bn to $99.99bn
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Key stats: Financial services headlines

Financialservicesare  : Financialserviceshas Financial services

satistiedwiththevalueof : astrongdatabackbone focusonthe

Its tech I“VGStments i Financial services is the industry most likely to GUStomer wnen It
i be at the top two levels of effectivity for 6 of the comes to tech

9 data categories, a strong increase in last

year's levels. Investments

Financial services is the industry most likely
to be satisfied with the amount of value it get
from its tech investments.

Financial services companies are
------------------------------------------------------------------------------- more likely than average to say

they are confident using customer

o/\/‘ Of financial services execs '7' Financial services firms centric metrics to measure thg
I:I | | agree that in their leadership v_ are 5 points less likely to value of tech, ar_ld are more likely
role they empower their say that difficult for them to say they consider customer,

to keep up with the pace stakeholder and employee needs

[ gpe—
5 DOints of change. when making decisions.

o organization to strategically
82 / innovate to capitalize on market
0 trends with Al.
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Research
Findings




Section 01

EXtracting
valuevsthe
pace of change




Financial services are satisfied with the value they get from their tech investments

Financial services are
satistied with the value |
generatedhytech R A
Investments, and are *
comfortahle with O Please it whethe ou agee o issgree wih e folowing saements
Change MOmMentum |

Financial services is the industry most likely to say it And less likely to say they can’t keep up with the pace of change
is satisfied with the amount of value achieved from

Average across all sectors Financial services

69%
14%

. Average across all sectors Financial services
tech investments.
Financial respondents are also less likely than the
cross-sector average to say it is difficult for them to 4%
keep up with the pace of Change. It is difficult for us to keep up

with the pace of change

49%

Q: How often, if at all, do the following situations occur within your business?

Source: KPMG global tech report 2024
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Financial services are more likely to say that almost all factors have made their business

But rGQUIatorv less confident in tech investments
| |} u
comDIBXItv Is dentlng Average across all sectors Financial services
| 68%
Complex regulatory developments - 75%

H H H H Overspend on tech investment | ——
co nrl d e n c e In Inve St I ng Growing market competitiveness / falling sales | e
- Cybersecurity threats | 69% 79%
In new techn0Iogv Economic uncertainty | e
Lack of understanding or trust of new technologies | 66% 69%
Customer or shareholder sentiment e
Complex regulatory developments is the top factor Geopolitical volatility 68% 5%
denting the investment confidence of financial services Capacity constraints | e
executives, 7 percentage points higher than the
cross-sector average. Financial services are more likely to say that their confidence has dropped due to all
factors compared to a year ago
This year there has been a rise in confidence issues for
the sector across the board, for instance, growing from 2023 2024 ;
62% for complex regulatory developments in 2023 to Complex regulatory developments | 20 5%
75% in 2024. Overspend on tech investment 0% 23%
Growing market competitiveness / falling sales | .
Cybersecurity threats | ——
Economic uncertainty | a7
Lack of understanding or trust of new technologies | —
Customer or shareholder sentiment ST
Geopolitical volatility ———
Capacity constraints | 0% 65%

Q: To what extent, if at all, have the following factors made your business feel less confident about investing in
new technology? [those answering ‘to some/a great extent’]

Source: KPMG global tech report 2024
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Despite this, financial services are have above average
Investment appetites for the nextyear

Financial services firms’ top priorities for investments over the next year are XaaS, cybersecurity, Al and data and analytics. These are in line with the
total sample, although a higher amount of financial services are keen to invest in three of these areas — a 6 point increase in cybersecurity, 8 points in
Al and 7 points in data and analytics.

Financial services

#1 XaaS

Cybersecurity

Cross-sector average

#1 XaaS

Cybersecurity

Al and automation Al and automation

#4 Data and analytics #4 Data and analytics

Q: What data management areas will your organization focus on improving in the next 12 months?

Source: KPMG global tech report 2024
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section 1: Summary

Financial services are satisfied with the value
generated by their technology, and are less likely to be
struggling to keep up with the pace of change.

But financial services firms have a keen sense of risk
— they are more likely than other sectors (and more
likely than last year) to say that factors such as
complex regulatory development and overspend have
dented their confidence in tech investments.

However this does not seem to be damaging their
investment appetite for next year, as financial services
firms are more likely than average to be investing in
many of the most popular tech categories.

Operating in Financial Services has never been more
complex — that includes the ever-changing Regulatory
environment. While that adds a layer of challenge to
Business innovation, keeping pace with evolving
Technology innovation can be a huge positive lever to
meet compliance obligations. That’s a win-win for
stakeholders, customers — and regulators. It's no
surprise, then, that appetite remains high for investing

in data and analytics, XaaS, cybersecurity and Al. ,,

Sanjay Pathak

Partner and National Leader, Technology Strategy
and Digital Transformation Services
KPMG in Canada
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Section 02

Defining and
gdelivering
trusted value




B B H Investment motivations
FI naI]CIaI serVICGS Average across all sectors Financial services
sav the top reason tO Guidance from third parties (including regulators) | <KLl —
In-house trials/Proof-of-concept testing ] 82% 88%

- = = . . 71%
I nve s I n e c I s e Competitors in our market have already adopted 78%
i | 89%
Proven return-on-investment ° 77%

= = = Customer feedback | Sl —
advice of third parties
Preference of senior leadership team —
. . . cry - - Cost effectiveness | 45%
Financial services have seen a shift in their investment 1 — —
L Enabler of ESG outcomes ° 230
priorities over the past year. J .
Financial services say that their top reasons for
prioritizing technologies are guidance from third parties, 2023 2024
followed by in house trials. Guidance from third parties (including regulators) ———
) ) ) . . In-house trials/Proof-of-concept testing S7% 88%
Flnanplal serV|ce’s have retained their tendency . Competitors in our market have already adopted ™
seen in last year’s research to follow the trends set in : T 38%
. . . . Proven return-on-investment — 77%
their market. The sector is 7 points more likely to be 1 —
e . . Customer feedback 69%
prioritizing a technology to copy their competitors. 1 . -
Employee feedback S50% 61%
Preference of senior leadership team 36% 56%
Cost effectiveness | 21% 48%
0%
Enabler of ESG outcomes ] 2 33%

Q: Why is your business prioritizing these technologies to support its ambitions?

Source: KPMG global tech report 2024
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- - H Financial services respondents who have seen an increase in profit over
InaI]CIa serVICBS the last 24 months

2023 2024 _
have Se e n a DOO m Data and analytics | L —
- - -nm Al and automation (including generative Al) | 61% 92%
In DrOTItaDIIItv fro m Xaa$ technologies (including public cloud or multi-cloud) | 63% 92%
Cybersecurity 8% 92%
th i t n i 2023 Web3 (including blockchain and tokenization) 0% 90%
e Ir e c s I n ce Modern delivery (including low code / no code) | 2% 90%
Edge computing 0% 89%
The percentage of financial services respondents who Quantum computing |22 86%
have seen an increase in profit due to the impact of VR / AR / XR (including Metaverse) and spatial computing 4% csm

technology investments over the past 24 months has :

risen significantly since 2023. Average across all sectors Financial services

93% of financial services respondents have seen a Data and analytics | S a%
profit increase due to data and analytics. Al and automation (including generative Al) B 2%
XaaS technologies (including public cloud or multi-cloud) | Baus 92%
Financial services is the sector most likely to be Cybersecurity | e
generating profit from cybersecurity, Al and XaaS, and Webs3 (including blockchain and tokenization) | 86% o
one of the most likely to be generating profit from data Vielen dafveny rauling e seee f e s | 8%
and analytics, edge computing and Web3. Edge computing | 8%
Quantum computing | 85% 86%
VR / AR / XR (including Metaverse) and spatial computing : 85% 86%

Q: Over the past 24 months, have your digital transformation efforts with the following technologies positively impacted your
organization’s profitability? If so, what was the approximate size of the increase? Those saying they have seen an increase

Source: KPMG global tech report 2024
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s = 2 Financial services are most confident in their ability to measure financial,
Inancla serVIGGS operational and customer-centric metrics

= = = Average across all sectors Financial services
Irms a re co n I en In Financial metrics: revenue / profitability, | 71%
- a-mm cost to serve, IT total cost of ownership per user | 74%
Operational metrics: service availability, 67%
quality, performance, reliability | 74%
Customer-centric metrics: 69%
= customer satisfaction / customer-base growth | 74%
. . 69%
Va ue' BSDBCIa v w en Brand reputation metrics i 73%
= Employee metrics: productivity, satisfaction b5 79%
I c 0 m e s 0 c u s 0 m e r Risk and cybersecurity related metrics: | 68%
e.g. failure rate, compliance violation incidents | 72%
= Business growth and innovation metrics: 66%
e rs ec Ives e.g new business development, new product / services | 69%
Environmental goals: 66%
energy efficiency/carbon footprint reduction | 68%
e : 63%
. . . . . . Community impact metrics
Financial services is the sector most confident in its yime J 65%

ability to measure financial, operational and customer- _ ) " ) ) : . : :
. . . . Q: You said you utilized the following metrics. For each metric, please indicate how confident you are in your
centric metrics. They are 7 points more likely to be company's ability to quantitatively measure the value being generated by your technologies?

confident when it comes to operational metrics and 5

points more likely to say the same about customer
centric metrics. Average across all sectors Financial services

As such financial services organizations are above
average at considering the needs of customers, We consider the needs of our customers, employees,
employees and stakeholders when making decisions. and stakeholders when making decisions

74%

79%

Q: Which of the following are true about your organization's decision-making processes for tech investments?

Source: KPMG global tech report 2024
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Section2: Summary

When it comes to deciding which tech to invest in
financial services primarily base their choices on the
advice of third parties. They are however more likely
than other sectors to say they invest in tech because
their competitors have done so.

Their approach overall is paying off. The percentage
of financial services respondents seeing an increase
in profit due to their tech investments has risen
compared to last year.

And financial services firms are confident in their
ability to measure this value according to different
metrics, but especially when it comes to customer
centric measures.

© 2024 KPMG LLP, an Ontario limited liability partnership and a member firm of the KPMG global organization 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 organization

Financial services leaders who pushed for
digital transformation a few years ago should
feel bolstered by the profitability gains they’re
seeing in 2024, as compared to 2023.
Technology investments in data and analytics
have proven their worth — especially where they
measure value and impact the customer
experience.

Dubie Cunningham

Partner, Management Consulting
KPMG in Canada
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F' H I 2 Effectiveness of data activities: financial services sector
Inancla serVIces Average across all sectors Financial services

=
has DUIIt a strong data Data investments : 53% 589
Data monetization | 52% —

backbone across aII Data accessibility | 53% 7%
" mEm - Extracting meaningful insights | 52% 56%
tlataactivities inthe
Data science | 50% _—

t Data governance | 51% —
pas vear Data interoperability | 51% —
Data culture ] 51% 5a%

The financial services sector has come on leaps
and bounds in the past year when it comes to their 2023 2024
data activities.

Data investments 31% —

Financial services is the industry most likely to be at the Data monetization ————

top two levels of effectivity for 6 of the 9 data categories. Data accessibility | 29%

i 0

] . ) . Extracting meaningful insights i 56%
Financial respondents are most likely to say that their Data security | 0%

data investments or data monetization are at the top e —

. . Data science T

two levels. Both of these categories have jumped by 26 1 . 0

: : Data governance 35% o

points since last year. | 54%

Data interoperability | Lz 549%

33%
Data culture ] T 54%

Q: How effective are your data and analytics activities in the following areas? - Influential / Embedded

Source: KPMG global tech report 2024
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This strong data
backbone is helping
financial services
respond to the market

When it comes to adapting digital transformation
strategy in response to evolving market trends,
having a strong data backbone is paying off for the
financial services sector.

Financial services respondents are 5 points more likely
than average to say that they use data driven decision
making to respond to changes in trends or risks.

Financial services are more likely to use data-centric decision making to adapt to
emerging market trends

. Average across all sectors Financial services

Data-centric decision making

: g 43%
Scenario forecasts and risk 3%

identification workshops

41%
Routine supplier risk assessments

., . . . 39%
Routine 'red-teaming' exercises to verify

Al responsibility and guardrails

39%
Internal knowledge sharing

38%
Adoption of DevSecOps practices

L 1 1 1 1 1

Q: Which of the following tactics do you use to adapt your digital transformation strategy in response to evolving
market trends and risks?

Source: KPMG global tech report 2024
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B t .r' H I H Key benefits of XaaS: Financial services
u I“&“CIa SerVIces Average across all sectors Financial services

- =
a re Iess Ilke Iv to Sav Better data management and integration 37% 20%
- - | 36%
- Improved security and compliance ] - 39%
. 32%
- - - - Accelerated adoption of advanced technology ] 38% 330
the I r S u st a I n a h I I I tv I n Reduction of carbon footprint / improved sustainability S 31%
- | 30%
Reduction of technology debt ] - 29%
; 28%
_ - 24%
Limited capacity ] " 250
Financial services say that the key benefits of
leveraging public cloud platforms or XaaS are better 2023 2024
data mana.gement and |ntegrat|on’ !mproved security Better data management and integration S
and compliance and improved efficiency, the same top . : 1 38%
. Improved security and compliance 39%
priorities as the overall sample. | - o
" A
Improved efficiency | 37%
These answers are also in line with the top benefits Accelerated adoption of advanced technology —
seen from XaasS I_aSt year. Although th'_s yea.r there. Reduction of carbon footprint / improved sustainability — 31%
has been a drop in the percentage of financial services 1 =
. . Reduction of technology debt —
execs that have achieved accelerated adoption of | 29%
advanced technology through XaaS (by 7 points) or a Lower total cost of ownership —
reduction in carbon footprint (by 10 points). Expanded scale 2%

Q: What key benefits has your organization achieved from leveraging public cloud platforms/XaaS
technologies over the past 12 months?

Source: KPMG global tech report 2024
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Section 3: Summary

Financial services has built a strong data backbone
over the past year, showing improvements in all
data activities.

This data backbone is helping the sector respond to
market trends and risks, with the top strategy being
data-driven decision making.

However, while financial services is in line with other
sectors when it comes to the benefits it has seen from
leveraging XaaS, there has been a drop in the amount
of financial services respondents leveraging XaaS

platforms to improve carbon footprints in the past year.

© 2024 KPMG LLP, an Ontario limited liability partnership and a member firm of the KPMG global organization 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 organization

As organizations evolve from a defensive
approach to data—primarily focused on

regulatory and internal reporting—to a more
offensive strategy that emphasizes monetization
and the identification of new products and
services, it is crucial to recognize the

foundational importance of stable data
infrastructure. A robust data foundation is
essential to support these innovative efforts
effectively. ’ ,

JustinSeton-Rogers

Partner, Banking & Capital Markets, Financial
Services Data
KPMG in Canada
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Emerging tech:
Allnaction




The financial services
sectoris convinced Al
will create huge waves

Financial services executives think that Al will have far
reaching consequences for their industry. 86% agree
that Al will redefine the future of knowledge, and the
same percentage say that Al will drive significant

restructuring of job roles — 5 points higher than average.

But financial services executives are also keen to
empower others to use Al effectively, with 82%

agreeing that they spur on their organization to
strategically innovate to capitalize on market trends
with Al.

The financial services sector thinks the impact of Al will be far reaching

Average across all sectors Financial services

. . 82%
Al will redefine the future of knowledge,

from knowledge creation to knowledge sharing -
(1]

Al will drive a significant restructuring of job roles, 81%
with substantial investments needed in
upskilling and reskilling employees 86%

Q: To what extent, if at all, do you anticipate Al disrupting the roles of knowledge workers and the broader
landscape of your industry over the next 10 years?

Financial services leaders are keen to spur on Al innovation

Average across all sectors Financial services

; 76%
In my leadership role | empower my

organization to strategically innovate

SO we can capitalize on market trends with Al
82%

Q: To what extent do you agree or disagree with the following statements in light of how Al is impacting your workforce?

Source: KPMG global tech report 2024
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Financial services are
openly collaborating
with their workforce
around Al

Financial services companies are most likely to
describe their organization’s approach to Al
experimentation as open collaboration —in line
with the cross-sector average.

In line with the cross-sector average, many do predict
they will reach a tipping point where they pivot to more
centralized experimentation strategies.

Centralized vs democratized approaches to Al

. Average across all sectors Financial services

Democratized experimentation: We have guardrails
and Al risk training in place and we encourage our
workforce to experiment within those boundaries

Open collaboration: We have controlled groups of
experimentation or Al centers of excellence featuring
employees from every department across our business

Selective collaboration: Our dedicated Al team invites
consultation from employees in different departments,
and decides on which ones to pursue

Top-down experimentation: We have heavy constraints
around Al use. Authorized Al use cases are being rolled
out by our Al/IT team and employees

are prohibited from using Al for anything else

Q: Which of the following best describe how your company is experimenting with potential Al use cases?

How financial services planto scale Al

#1 Continually developing Al governance policies for ethical 42%
and fair use in line with the evolving regulatory landscape

#2 Centralizing our approach to Al experimentation once we 40%
have reached a critical mass of ideas from the workforce for us

#3 Boosting transparency disclosures given to Al solution 3904
users to avoid 'black-box effects' from occurring

Q: Which of the following best describe how your company is experimenting with potential Al use cases?

Source: KPMG global tech report 2024
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Financial services see Financial services say their top Al goal is operational efficiency
Average across all sectors Financial services
] ] ]
rt n Itl ' r I n Operational efficiency boosts (repetitive task automation 44%
and employee experience uplift) | 46%

i i - Product and service development and innovation =550 T
0 Increase e Iclenc : . ] 41%
Advanced pattern detection and issue correction 12%

a n d m e a S u re Va I u e Fraud/risk/security incident detection and response S0 39%

) ) .
Customer service automation (external use) 36% —

35%

In line with the overall sample, financial services’ top Energy management and ESG delivery
short-term goal for Al is operational efficiency, such as
repetitive task automation.

37%

Q: As you selected Al as a priority technology, could you detail what your short-term goals are for leveraging Al over
the next 2 years?

They are also more likely to be using Al to make sure

that their broader tech suite is delivering value. 77% R e R

agree that they are using Al or predictive analytics to
measure the performance and value of their tech, And they are more likely than average to be using Al to measure the value of their tech

0
Compared to 72% on average. Average across all sectors Financial services

0,
We are using Al/predictive e

analytics to measure the

performance and value of our tech
77%

Q: Please indicate whether you agree or disagree with the following statements?

Source: KPMG global tech report 2024
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Section 4: Summary

Financial services organizations see Al having a
seismic impact on their industry, and the way that
knowledge is created and shared.

Executives are excited to empower their
organizations to innovate, and businesses in the
sector say they are approaching Al in the spirit of
open collaboration.

Financial services firms are in line with the cross-
sector average in how they plan to apply Al, with the
main target being operational efficiency. And they’re
more likely than average to already be using Al to
measure the value of their wider tech suite.

Leading organizations that are leveraging Al
for workplace efficiencies are including

employees in the conversation. Al disruption
IS unavoidable, but governance, ethical use,
transparency and upskilling will always be a

part of the discussion.

Kareem Sadek

Partner, Advisory, Tech Risk,
Cryptoassets & Blockchain Co-Leader
KPMG in Canada

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 organization
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Financial services Sector Snapshot: digital transformation progress and priorities

We asked respondents about the maturity stage, investment time horizons, investment motivations and profit levels generated across 9 different
tech categories: Al, edge computing, quantum computing, web3, VR/AR/XR, XaaS, cybersecurity, data and analytics and modern delivery.

The most popular implementation
stage:

Leadership supports and has funded
the strategy, yet implementation is
behind schedule

Most financial services organizations
are planning to invest in the next 6
months to 1 year

Financial services organizations’
investment decisions are based on in
house trials/proof of concept testing

And are most likely to have generated a
11-15% profit increase

- Across all technologies —

— Al

Financial services respondents say they are most
likely to be either currently evaluating an
investment opportunity/plan to invest in the
next 6 months, or plan to invest in the next 6
months to a year.

In comparison to other technologies, when it comes
to XaasS financial services organizations are most
likely to be proactive in progressing against
their strategy and continually evolving

— Xaas

— VR/AR/XR

When investing in VR/AR/XR, financial services
businesses are most likely to base these
decisions on guidance from third parties
(including regulators)

In comparison to other
technologies, when it
comes to XaaS financial
services organizations
are most likely to be
proactive in
progressing against
their strategy and
continually evolving

Financial services’ XaaS
investment decisions
are most likely to be
based on Proven ROI

And they are most likely
to be planning to
invest in the next 6
months to 1 year.

© 2024 KPMG LLP, an Ontario limited liability partnership and a member firm of the KPMG global organization of independent member firms affiliated with KPMG International Limited, a private
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kpmg.com/ca

The information contained herein is of a general nature and is not intended to address the circumstances of any particular individual
or entity. Although we endeavour to provide accurate and timely information, there can be no guarantee that such information is
accurate as of the date it is received or that it will continue to be accurate in the future. No one should act on such information
without appropriate professional advice after a thorough examination of the particular situation.
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