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Message From the Editor,

My message this month is the value of aggregated research. | often find
clients asking questions around an issue and it’s obvious they haven’t had
the time to scan the literature (or ICG’s very own insight review) for the
relevant articles. This type of basic research, with aggregated synthesis
of the key points, is the basis of the first week or two of any serious
project. Why pay an external consulting firm to do it for you, when ICG’s
unbundled research offerings will do this for you easily, quickly and at a
fraction of the cost of branded firms? We are also not house proud, so
will synthesize from across all of the major firms reviewed here so you get
the best of the best result. Our research projects cost about a third of a
week’s consulting team effort and give you so much of what you need to
do it yourself. We can also provide this research in the form of a radar to
ensure you and your team are updated with the very latest insights and
knowledge in your sector from around the world. When kicking off your
next project why not talk to your favorite ICG consultant, or contact your
favorite The Insights Review reviewer, or contact your nearest ICG hub.

Our article of the month is reviewed by Alan Hui.
BCG’s Get Ready for the Future of Money - BCG

Following is our current list of some of the most interesting projects this

month. If you or your teams might benefit from a confidential and sanitized

conversation on any of the below, please contact your preferred ICG
professional or nearest HUB to be put in touch with the project team lead.
* Mortgage growth strategy for a leading bank

Transformation program support for a leading wealth company

* Unbundled risk and compliance support for a
leading superannuation company

» Strategy formulation help for a major international
mortgage services player

* Payments risk appetite definition for a leading financial institution
* Loyalty and recognition program design research

* Product profitability analysis for a major financial institution

* Acquisition and integration support for a major property portfolio

e Customer value proposition development
for a major financial services firm

* |T strategy and architecture for a leading education provider

* Operating model design and customer experience
pathway blueprinting for a leading medical roll-up

e Future of consumer transportation scenarios
for a major motoring organization

e Future business model design for a large scale P&C insurer
* Fintech and payment tech partnership market review
and selection for a major utility company

« Consumer data right strategy and partner selection
for top 10 financial services company

For access to all of our projects please go to www.internalconsulting.com.

Happy reading and happy internal consulting

David Moloney
Global Editor

ICG

David Moloney
Global Editor

About

David has enjoyed a
stimulating career in the
global financial services
industry. Unusually for a
consultant, he spent the

first decade of his career
working in banking from
retail stores to helping the
CEO with consulting firm

led transformation projects.
Transitioning to consulting
via an MBA, he has spent
more than two decades
serving every segment

of the industry in many
countries. Importantly, as a
global partner at two leading
firms, he was well known for
developing fresh firm and
industry insights and in one
firm, was directly responsible
for leading the authorship of
the most significant global
reports for release at the
World Economic Forum.
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ICG

Cross-Industry Functional Topics

Strategy

Review by: David Moloney

“How Prepared is Your
Company to Go Beyond
Great?” - BCG

VIEW PDF (9 PAGES)

legant and powerful stuff here from a
senior team at BCG. This article does two
things - the first well, the second not so well.

Firstly, strategy consulting is as much ‘Mad Men’
as it is about ‘Moneyballing’ a business situation.
So getting the words right is critical, yet painfully
hard. In this case, BCG nails it. This insight does a
better job of capturing the essence of what almost
every company should do in their strategy than any
other insight we have seen for years. In fact, their
last recommendation ‘Always on transformation’
bears a substantial resemblance to ICG’s very own
Transformation As Usual (TAU) platform - so thank
you for the compliment, BCG.

Secondly, in the class of the alchemy of growth
school of insight, this one identifies nine strategies
(recall McKinsey have ten performance levers) which
has formed the basis of a survey sent to 2,400
companies who self declared their capabilities.
Perhaps not surprisingly, those companies
performing better in their chosen markets scored
themselves more highly than those from companies
who were struggling. Also, as | suspect, most of
these companies are run by men, the ones doing
well scored themselves highly, an unlikely result
when women run the most successful companies.
The conclusion from BCG: pursue these strategies
with BCG’s help and you too will be successful.

A must read for internal consultants and their
clients. DM

ICG Global Practice Leader Financial Services | Contact

“After the Crisis:
Rapid Evolution, Not
Revolution” - Deloitte

VIEW PDF (18 PAGES)

useful shortish annual survey of 1200 European
CFOs which reveals that the aftermath of
the pandemic will not be as revolutionary as
many thought, with only a third of companies
reducing their real estate footprint, suggesting
a return to work for the vast majority. We
will however, continue to see acceleration
of digitization, although this will also not be
universal. Perhaps a better name for the article
is ‘Bricks for workers and Clicks for customers’.

This senior European team at Deloitte closed
the piece with a suggested focus on customer,
innovation, growth and digital transformation.
Surprise, surprise. DM [[1
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Cross-Industry Functional Topics

Leadership & Executive Development

Reviews by: Wade Azmy | ICG Global Practice Leader | Contact

“Portrait of an Al Leader:
Pivush Gupta of DBS
Bank” - MITSloan

VIEW PDF (3 PAGES)

IT Sloan Management review picked one of the

most technology savvy bankers, Piyush Gupta,
CEO of DBS Bank, as a ‘Portrait’ of a technology
leader who pioneered the applications of Al in the
banking industry in Singapore and the region. His
deep belief in experimentation led DBS to a new
path of innovation on an unprecedented scale.

The article summarizes Gupta’s learned lessons in
Al leadership and the need for leaders to develop
their capabilities to continue innovating and
competing in the Al age. WA [I1

ICG Leadership provides support leaders in
cultivating Digital and Technology leadership in
the workplace. ICG has a comprehensive Digital
transformation capability and expertise in deploying
technology solutions in the banking sector.
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Cross-Industry Functional Topics

Governance Risk & Compliance

Review by: Alan Hui
Jason Smith

“UK Regulatory
Radar” - KPMG

VIEW PDF (15 PAGES)

regular summary of UK regulatory
developments. Most risk and compliance
professionals in the UK will be across the details
of this summary listing. For busy UK executives
who are not primarily responsible or focused on
regulatory change in the UK, it is a good overview of
what is happening during the month of August. For
non-UK executives, this may provide an insight as to
what may be on your local regulatory horizon. AH

|ICG Practice Leader: Governance, Risk & Compliance | Contact
|ICG Practice Leader: Governance, Risk & Compliance | Contact

“Customer Vulnerability”
- KPMG

VIEW PDF (33 PAGES)

his is a timely and well considered article by
KPMG that should be front of mind for all
risk management and compliance professionals.
Particularly in Financial Services, most organizations
now have Vulnerable Customers policies in place.
The deep impact that the pandemic has had and
continues to play out on both, individuals and
families is profound. It’s also important for us to
be mindful that vulnerability is a state and does
not define a person. A customer experiencing
vulnerability may have unique needs and these
needs can change over time and in response
to particular situations. This makes facing the
Retail Conduct Risk of not adequately supporting
vulnerable customers even more challenging.
It’s critical that organizations take action to
improve inclusiveness and provide better support
for customers experiencing vulnerability by
understanding their needs. The other key to
meeting customer, community and regulatory
expectations, and avoiding this conduct risk, is
to ensure that employees and service providers
are provided with initial and ongoing training
in relation to recognizing and engaging with
customers experiencing vulnerability. JS [[3
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ICG

Cross-Industry Functional Topics

Human Capital

Review by: Greg Barnier

“How Banks Can Build
Their Future Workforce—
Today” - McKinsey

VIEW PDF (7 PAGES)

| n this article, the authors from McKinsey
examine how some major banks approached re-
skilling their employees (at scale) in a relatively
quick time to respond to the changing business
needs as a result of the COVID-19 pandemic.

Based on conversations with bank CHROs who
have thrived through the crisis, the McKinsey
team identified five key lessons on how to re-skill

ICG Practice Leader Human Capital

successfully, supported with a number of examples.

A well written article and a good investment of
time for CEOs, CHROs and Chief Learning Officers.

The lessons learned can be easily translated across
all industries. GB

10

Contact

“Three Steps to Make
Training Stick” - Bain

VIEW PDF (5 PAGES)

quick and easy read from the team at Bain

& Company discussing three components of
the most effective training programs. Examples
with data on effectiveness are provided. While
some readers may not be surprised by the
key components, this article brings it all nicely
together to challenge / remind CEOs, CHRO’s
and talent management professionals in
considering which levers to pull to improve the
effectiveness of their training programs. GB
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ICG

Cross-Industry Functional Topics

Human Capital

Review by: Greg Barnier | ICG Practice Leader Human Capital | Contact

“Fruitful Experiments in
the Culture Lab” - Bain

VIEW PDF (3 PAGES)

his article introduces the reader to the concept

of Culture Labs and espouses some of the
benefits. | found the article interesting but yearning
for more information as to the ‘how’. GB [I§
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ICG

Cross-Industry Functional Topics

ESG

Review by: Tim House | ICG Global Lead for Sustainability & ESG Subject Matter Expert | Contact

“Six Steps to a Sustainability
Transformation” - BCG

VIEW PDF (11 PAGES)

As companies contemplate this current global
inflection point, BCG has produced here both
a compelling argument and a useful handrail for
prioritizing sustainability as a vital way to deliver
all-round value. Consider this, for example: ‘The
scale of the disruption that will play out over the
next few decades, along with the opportunity

it creates, will be staggering. Just the push to
limit global temperature increases to 1.5°C—the
central sustainability challenge of our time—will
drive a massive transformation of the global
economy and require investments totaling an
estimated $100 trillion to $150 trillion by 2050’

The insights in this article come less from their
suggested six step process (there are many
valid road-maps out there) than the mindset
and activities they highlight to deliver a strong
environmental, social and governance (ESG)
performance. The authors showcase significant
opportunities for cutting costs and innovative ways
to gain competitive advantage; achievable through
imaginative sustainability-thinking. TWH [I3
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ICG

Cross-Industry Functional Topics

Customer Experience & Marketing

Review by: Lisa Hickson | ICG Subject Matter Expert | Contact

“CEOs Need a Customer
Experience Revolution:
Not an Evolution” - BCG

VIEW PDF (12 PAGES)

| n this useful article, BCG claims that customer
experience excellence can drive extraordinary
business growth, citing their recent research

which correlates high customer satisfaction scores
with a doubling of shareholder value versus

the average. Despite this, they recognize the
challenges faced by CEOs in creating significant
momentum and progress around their CX
programs which tend to drive incremental and
non-consequential change. Their recommended
approach is a five-part paradigm that helps embed
the change. The five key elements are: measure
(using feedback to action change), innovate
(redesign versus refine), deliver (based on end-
to-end customer journeys versus functional
improvements), activate (align KPIs and rewards),
and synchronize (future focused and omni channel).
It’s a good framework, and worth a read. LH [[§
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ICG

Cross-Industry Functional Topics

Operations & Transformation

Review by: John LaVacca | ICG Global Practice Leader Operations & Transformation | Contact

“Sustaining a Culture of Cost
Consciousness” - BCG

VIEW PDF (13 PAGES)

he BCG article, contributed by five senior

BCG partners, addresses the benefits of
zero-based budgeting (ZBB), the successful
adoption of the concept, results generated
and ways to sustain benefits over time.

The article encourages companies to stay the
course. It uses case examples to demonstrate
the benefits companies achieved and advocates
embedding the philosophy in the business as an
ongoing approach rather than one-off exercise.
BCG proposes four required capabilities to embed
and sustain the benefits of ZBB. These include
creating a hub structure to coordinate and drive
focus, empowering cost categories leaders,
providing progress transparency and creating a cost
consciousness mindset.

Embedding ZBB or any well-structured cost
management approach is the best way to stay
competitive. Companies that only address cost
management occasionally or during times of crisis
miss potential opportunities and can do lasting
damage to their brand. Companies can avoid the
damage of mass redundancies, capability losses,
negative press and scarred supplier relations by
making cost management an integrated component
of ‘business as usual’. The article is valuable to
help encourage companies and consultants to
take a long-term, ongoing perspective for cost
management. JL [I3
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ICG

Cross-Industry Functional Topics

Digital Transformation & Supply Chain

Review by: Paul Merrick | ICG Subject Matter Expert | Contact

“A Simpler Way to Modernize
Your Supply Chain” - HBR

VIEW PDF (16 PAGES)

his article by David Simchi-Levi of MIT and Kris

Timmermans of Accenture is a compelling and
contrasting view of how to modernize your supply
chain in a different and pragmatic way, including
both the ‘what to do’ as well as the ‘how to do it’.

ICG’s point of view is that the current supply
chain issues that have become front and center
during the pandemic are man made, caused by
poor supply chain planning and substituting critical
thinking for what is often blind faith in systems and
tools. The article highlights the importance of sales
and operations planning in balancing demand and
supply, as well as creating segmented supply chain
strategies based on the characteristics of demand.

We at ICG encourage supply chain leaders to think
in this way; focus on getting demand and supply
back into synchronization and make supply chain
modernization simpler and quicker. PM [I3
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ICG

Cross-Industry Functional Topics

Innovation & Disruption

Reviews by: Richard Dale | ICG Subject Matter Expert | Contact

“Connecting The “3 Questions to Help Your
Disconnected: Overcoming Team Solve Problems” - HBR

The Hybrid Work
- - VIEW PDF (5 PAGES)
Dilemma” - Bain
short ‘tips’ article by a Bain partner on how to
VIEW PDF (4 PAGES) help teams solve problems, by asking them

qguestions that make them think, rather than giving

short article about how companies can use the  them your solution and micromanaging the delivery.
kinds of communications methods traditionally ~ Not a new insight, but good advice anyway. RD [l

used in organizational change projects to counter

growing staff disengagement and resignation

after two years of lock-downs and WFH. The

point being that disconnected staff diminishes

corporate culture which then weakens the

organization and its ability to execute strategy. RD

16


https://www.bain.com/insights/connecting-the-disconnected-overcoming-the-hybrid-work-dilemma-forbes/
https://hbr.org/2021/08/3-questions-to-help-your-team-solve-problems
mailto:enquiries%40internalconsulting.com?subject=TIR%20-%20Enquiry%20for%20Richard%20Dale

ICG

Cross-Industry Functional Topics

Cyber Security & Privacy

Review by: Mike Trovato

“Enterprise Cybersecurity:
Aligning Third Parties &
Supply Chains” - McKinsey

VIEW PDF (5 PAGES)

Targeting high-profile organizations directly
is difficult and often yields few results.
Sophisticated organizations are better protected,
so attackers have shifted to the software supply
chain to industrialize their attacks. Hence the
cybersecurity drama ‘aligning third parties and
supply chains’ unfolds in this article, starting

with the example of the Sunburst attack. What
was Sunburst, you say? Attackers compromised
SolarWinds by targeting Orion, its network
monitoring and management tool. They
compromised Orion’s build servers and inserted
a back-door in one of the modules. The update,
which was digitally signed, was delivered to
roughly 18,000 customers. Ultimately, attackers
were able to compromise SolarWinds’ supply
chain due to lack of policies and enforcement
around code-signing and signature verification.
Would most organizations spot this? No. Would
the controls suggested in this article identify

this weakness? Maybe only if SolarWinds or their
customers, or both, did strong supplier security
testing. You can probably skip the article now! MT

|ICG Global Cyber Security & Privacy Practice Leader | Contact

“Building Cyber Resilience
in National Critical
Infrastructure” - McKinsey

VIEW PDF (5 PAGES)

gain this past year the Australian Office of the

Australian Information Commissioner’s (OAIC)
Notifiable Data Breach Report documented 539
breaches, an increase of 5% from January to June
2020. Malicious or criminal attacks remain the
leading source of breaches at 58%. Further, the
Commonwealth is undertaking a review of the
Critical Infrastructure Act, the Corporations Act,
and the Privacy Act to enhance the legislative
framework to drive stronger responses to
privacy breaches, ransomware and supply chain
attacks, including director accountabilities. This
reviewer is disappointed that 20 years after 9/11
we are still having the discussion around the
need to protect critical infrastructure and be
more resilient. This article echoes the need and
provides some general food for thought, citing
some recent high profile USA attacks. This article
may raise awareness, if nothing else, of the
coming regulatory response worldwide. MT
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Cross-Industry Functional Topics

Cyber Security & Privacy

Review by: Mike Trovato

“From Enforcer to
Influencer” - KPMG

VIEW PDF (36 PAGES)

Revealing a bias as a former KPMG New York
partner, this reviewer thinks this is one of the
better pieces published by KPMG in recent years.
This article is aimed at Chief Information Security
Officers (CISOs) to assist them in enhancing their
role and resulting effectiveness. KPMG gives seven
key actions and elaborates on each, showing how
broadening the role of the cyber security executive
in appropriate and needed ways will have an impact.
While written to speak to that CISO audience, other
executives may benefit to use it as a guide - so they
can know how to draw on their CISO for more. MT

|ICG Global Cyber Security & Privacy Practice Leader

Contact

“The Trust Enabler: Building
Cyber-Security Strategies
for a Trusted, Digital
Future” - Deloitte

VIEW PDF (16 PAGES)

his is a clever and worthy read - mostly as

it is a good thought piece about the digital
world as it is changing around us and what we
need to be thinking about and planning for. Read
both the ‘enabler’ white paper and then click
through to the actual ‘Future of Digital Trust -
Driving forces, trends and their implications
on our digital tomorrow’ report. The enabler
is focused on cyber security, but the broader
paper exposes further interrelated driving forces
- and overarching developments affecting the
future of digital trust. This one is good for board
and executive as well as line business leaders.
Overall, we need to get better at anticipating
what is needed from a societal, organization, and
individual level, or suffer the perils of the next
attack, crafted to target our vulnerability. MT
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Cyber Security & Privacy

Review by: Mike Trovato

“Cybersecurity: How Do You
Rise Above the Waves of
a Perfect Storm?” - EY

VIEW WEB PAGE

Again revealing the reviewers bias (but this

time as a former EY Australia partner), the

EY Global Information Security Survey (GISS)

2021 continues to be one of the most trusted and
authoritative in the sector. Unfortunately they have
not made the entire survey readily available on

the web, but what is there, similar to the KPMG

article above, is aimed at the CISO and well written.

Similarly there may be a benefit for business
executives to understand the challenges the CISO
face and how they can team up to bridge the gap.
Three challenges stand out: insufficient budgets,
regulation complexity, and strained relationships

with the business - they are age old and regrettably
not getting better fast enough. EY also does a good

job of linking the GISS to other EY surveys to help
people understand how to bridge the gap. MT
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“Organizational Cyber
Maturity: A Survey of
Industries” - McKinsey
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[though more novel in their approach, this
survey attempts to map the way forward to
a reliant digital future by surveying where we
are and then revealing simplified action areas for
focus, (based on industry frameworks) and then
surveys organizations to reveal these themes. This
thoughtful approach will likely appeal to directors
or senior executives, or maybe the modern CISO,
interested to talk with business leaders. MT [I1
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“Deloitte’s 2021 Global “PwcC’S Central Bank
Blockchain Survey” - Deloitte Digital Currencies & the
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O ne of the most extensive surveys to date by a
consulting firm on the emerging technologies
of digital assets. A must read for leaders in financial
services. This survey data reflects 1,280 senior
executive’s opinions and perceptions around
blockchain and digital assets. Very useful for