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AN UNCERTAIN OUTLOOK…

“Just three months ago, we expected positive per 
capita income growth in over 160 of our member 
countries in 2020. Today, that number has been 
turned on its head: we now project that over 170
countries will experience negative per capita 
income growth this year.”

- Kristalina Georgieva, Managing Director, IMF, 
9 April 2020

..DEMANDS A FOCUS ON EXECUTION



THE IDEA OF EXECUTION ISN’T NEW
This book was published in 2002



BEING BIG IS NO EXCUSE
(This was also published in 2002)



I’m happy to give away 
my recipe. At the end of 
the day, someone else 
has still got to make the 
cake.



NEW ENTRANTS PUSHED INCUMBENTS HARD

Source: The Digital Insurer



BUT THEY WEREN’T ALWAYS ABLE TO FOLLOW THROUGH ON THEIR 
ORIGINAL PLANS



AND IT’S LIKELY THAT WE’LL SEE A WINNOWING…

https://www.businesstoday.in/sectors/banks/6-reasons-why-yes-bank-collapsed/story/397655.html



…THAT WILL ONLY BE EXACERBATED BY COVID-19…



…AND ACCELERATED AS WE ALL CHANGE OUR 
BEHAVIORS IN WAYS UNIMAGINABLE IN FEBRUARY! 



THERE’S EXECUTING, THEN THERE’S EXECUTING AT SCALE
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Large incumbents
• Incremental innovation, but

• Large projects, 

• Which collectively make a huge 
impact

Beginning Fintech/Insuretech
• Radical Innovations, but

• Modest uptake, 

• Which can scale, or collapse

Incumbent Launches, 
Some BigTech
• Range of innovation levels, but

• Typically modest uptake due to 
middling execution / brand

• Which may survive, or fade away

Incumbent Experiments / 
Fintech / Some Bigtech
• Range of innovation levels, with

• Modest uptake, 

• Which can scale, or collapse



BIG SHIPS CAN WITHSTAND ROUGH SEAS…

…AND THEY’VE GOT MANY ADVANTAGES



CUSTOMERS





ASSETS



DATA



EXPERIENCE



REGULATORY 
COMPETENCE



INCUMBENTS USED THESE ADVANTAGES WELL THIS YEAR



INCUMBENTS USED THESE ADVANTAGES WELL THIS YEAR

47 award winners

273 entries | 46 countries



Executed at Scale
88%

Others
12%

Breakdown of 2020 Model Insurer Submissions

88% OF MODEL INSURER SUBMISSIONS EXECUTED AT SCALE



CATHAY LIFE ACQUIRED NEW CUSTOMERS AT SCALE



In 2017, Citizens Commercial 
Banking embarked on a multi-year 
journey to radically change the 
commercial client experience by 
balancing high tech with high touch.



NOT JUST AN API STORE…AN INTEGRATION 
XCHANGE.
Access to more than 175 third-party providers

–With new capabilities and third parties added on an ongoing basis

Serves as a guide to the evolving wealth management technology ecosystem. 

Third-Party Marketplace



ASK YOURSELVES ABOUT THE IMPLICATIONS OF EXECUTING 
AT SCALE FOR THE FRONT, MIDDLE, AND BACK OFFICE



CHANGES IN CUSTOMER BEHAVIOR WILL ACCELERATE…
• Reduction in in-person interactions

– Sales

– Service

• Massive migration of customers unused to interacting 
digitally

–Reach

– Teach

• New challenges to identity

• Need for improved and robust digital channels

• Increased use of new (contactless) payment methods

• Fresh ways of do-it-yourself (e.g., auto claim by app)



…LEADING TO CHANGES IN THE MIDDLE OFFICE…

• Shift to Work From Home

– Sustainability?

– Security?

• Increased use of video

–Hardware?

–Network capacity?

• Evolution of call centers

–Video?

–WFH?

• Remote interactions

–Digital signatures (for 
laggards)

–Video authentication

• New data usage

–Changes in underwriting 
models

–Machine Learning applications

• NLP/ NLG (Customers more 
tolerant of non-perfection?)

And of course, a renewed focus on costs



…AND ULTIMATELY, BACK OFFICE AND INFRASTRUCTURE QUESTIONS

• While there’s no practical way for many back-office employees 
to work from home, might processes be restructured?

• How much will interest in Robotic Process Automation increase?

• Will SaaS and Cloud adoption increase?

• Consultants are currently working remotely; how will that 
relationship change?

• What new cyber threats will emerge in a world of increasingly 
digital interactions?

• Will base hardware, software, and bandwidth demands 
increase?



WHAT NOW?



Take heart from 
knowing that not 
all your projects 

need to be 
headline-worthy



DON’T TRY TO BE 
WHAT YOU’RE NOT



LEVERAGE YOUR 
STRENGTHS



BE HUMBLE



ACKNOWLEDGE YOUR 
WEAKNESSES





CONTACT 

jmacgregor@celent.com

@JamieMacgregorC

https://linkedin.com/in/jamie-macgregor-aa81a110

Jamie Macgregor, CEO

Celent (A Division of Oliver Wyman)

mailto:jmacgregor@celent.com
https://linkedin.com/in/jamie-macgregor-aa81a110


CELENT

Celent output

200+ reports published 
per year

>2000 tech vendors in 
our digital library

>250 annual speaking 
engagements

Clients in 73 countries 

Leading technology 
providers exchanges

global insurers

global banks

wealth management 
5

Three of the top

Model Awards program 
250+ FI submissions 
received annually across 
Model Bank, Insurer, and 
Wealth/Asset Manager

40+ Case Studies of the best tech 
projects globally published each year

14+ Years of awards case study 
history 


