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Methodology

Industry

Seniority Level

41% 31% 26% 2%
UK USA EUROPE OTHER

In Q3 of 2020, FinTech Connect surveyed 150 digital leads from financial 
institutions  to find out more about their digital transformation strategies. 

The survey was conducted by appointment and the results were compiled 
and anonymised by FinTech Connect and are presented here with analysis 
and commentary from Rackspace.

Location

Traditional financial 
institution 

Insurer 

Asset Manager

Merchant

Fintech

Challenger/ 
Neo Bank

Other

Payment Institution 

Regulatory body

39%

29%

8%

7%

5%

4%

4%

3%

1%

 39%  Director

 39%  Manager

 17%  CXO/CEO/Founder

 5%  VP/SVP/SVP
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Key Findings
Incumbents and newcomers 
With 40% of participants saying they work for traditional 
financial institutions, 29% for insurers and 8% for asset 
managers, just over three quarters of our respondents 
represented well-established FS players. A further 9% 
were employed by fintechs and challenger banks, while 
representatives of payments firms (3%) and merchants 
(6%) were also included in the mix. 

Leaders and doers 
For real insight into what is going on inside the 
companies we surveyed, we collected data from both 
the senior leaders driving cloud adoption and the doers 
tasked with day-to-day operations. C-suite executives 
and founders accounted for 16% of respondents, while 
VP and SVP-level leaders made up a further 5%. 39% of 
participants held Director positions, with another 39% 
working in Manager roles. 

An international view 
While cloud technologies will undoubtedly underpin the 
future of financial services across the globe, the shift 
to cloud is fundamentally transforming FS in mature 
markets today. While 41% of respondents were based in 
the UK, we reached out to participants in the US (31%) 
and across Europe (26%) to collect insights into the 
changes taking place in these regions. 
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The Role of Cloud Platforms: Business Boosters?
For FS firms of all stripes, cloud platforms have been shaping up to be 
major business boosters: they lower costs and help grow revenues by 
making continuous innovation and next-gen customer experiences possible. 

That’s why we asked our survey participants about the role their cloud 
platform and tools currently play in overall business performance. 
Unsurprisingly, only 2% reported that their organisation’s cloud platform 
doesn’t play a role, while just 14% said it only plays a small one. 

However, a vast majority of 84% of respondents attributed a moderate 
(33%), significant (38%) or extremely important role to their cloud platform 
in driving business performance. With this, a clear picture emerges from 
the data: cloud platforms are delivering results for the vast majority of FS 
organisations that have adopted them. 

Of course, as the business case for embracing the use of cloud in financial 
services becomes stronger, there will be an opportunity for platform 
technologies to make an even greater contribution. And that will naturally 
depend on where they provide the most impact. 

How important a role does your cloud platform and 
its tools play in the performance of your business?

It doesn’t play 
any role

A small role

A moderate role

A significant role

An extremely 
important role

2%

14%

33%

38%

13%
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Delivering Impact with Cloud Platforms
For an industry still wrestling with many of the challenges created 
by outdated legacy systems, the use of cloud platforms provides the 
opportunity to drive fundamental transformation. We asked our survey 
participants where they had seen the biggest changes to date. 

36% of respondents said that the biggest impact is to be found in 
efficiency gains that improved their organisation’s ability to meet customer 
requirements. For many FS players, customer experience is fast becoming 
one of the most important battlegrounds for growth, so cloud’s impact here 
should be helping to offer a crucial competitive differentiator in the market. 

This was closely followed by cloud’s ability to boost IT and business agility: 
35% of respondents reported that their platform’s biggest impact has been 
in equipping their organisations with the capabilities to meet new business 
needs and react to market changes. With a steady stream of new entrants 
and evolving customer demands, the future success of FS providers will be 
determined by their ability to act quickly to both seize new opportunities 
and defend market share. Our results suggest that cloud platforms are 
already delivering value here by enabling FS organisations to boost both 
their efficiency and  agility and so better serve their customers. 

Finally, a quarter of participants said that the most notable gains have 
been in obtaining actionable insights from their customer data. As 
customers increasingly come to expect tailored products and personalised 
experiences from their FS providers, the ability of cloud platforms to unlock 
customer insights by better extracting, managing and analysing data will 
be key to business success. For those respondents that did not place their 
organisations within the first two categories, getting data into the shape 
where it can provide actionable insights will be essential to unlock improved 
business performance.

Where do your cloud platforms deliver the biggest 
gains or impact?

Improved efficiency and business 
performance – allowing a better /quicker 
delivery on customer requirements

Improving IT agility or enabling IT to be 
more responsive to business needs and 
react faster to market changes 

Getting actionable insights from my 
customer data 

Not seeing the value expected yet 

36%

35%

25%

4%
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Data-Driven Change
Data is the lifeblood of financial services, and the effective use of customer 
data in particular looks set to be a deciding factor in who will dominate the 
markets of the future. 

Yet our results show that, by their own assessment, many FS players have yet 
to achieve the status of truly data-driven organisations in which decision 
making is guided by reliable and actionable data.

A sizeable one in five respondents said that using data insights to 
implement change is only slightly important in their organisations, while 
just over a third said that it is moderately important. These results could 
reflect underdeveloped data cultures within some organisations, or indeed 
technical barriers to exploiting data resources, rather than a simple 
dismissal of the importance of data to change programmes. 

However, over a quarter of participants reported that employing data 
insights is very important to driving change in their companies, while 16% 
said it is extremely important. These are encouraging signals that data-
led transformation efforts are taking hold, yet overall our results suggest 
there is still work to be done in granting data a more central role in 
shaping the direction of change, whether that involves removing technical 
or cultural barriers. 

How important is gaining insight and value from your 
data to implementing change in your organisation?

Not important 
at all

Slightly 
important

Moderately 
Important 

Very  
Important

Extremely 
Important

1%

21%

35%

27%

16%
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Agility: The Key to Success?
Agility has been emerging as one of the most important abilities for FS 
players to acquire for some time now. This is because those expected to 
win in the digital future are the companies that will be able to act fast to 
meet new demands, respond quickly to competitive threats, and deploy the 
features, products and services needed to stay ahead of the curve. 

The increasing importance of agility is reflected in our survey results: 44% of 
respondents said it is very important to their business, while 18% rated it as 
extremely important. Taken together, then, 62% of participants attributed a 
high level of importance to agility. 

In an age when technological, behavioural, regulatory and competitive 
factors are converging to force change, the ability to challenge and depart 
from traditional business norms becomes critical. And to do this FS players 
need to stay agile.  

The 15% of respondents who said that agility has little to no importance for 
their business could potentially see their organisations slip behind. 

How important is agility for your business?

Not important 
at all

Slightly 
important

Moderately 
Important 

Very  
Important

Extremely 
Important

5%

10%

23%

44%

18%
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Scaling: Crucial Capability?
One of the most attractive aspects of migrating to the cloud for FS 
providers is the ability to scale resources up and down on demand. At a 
time when margins are being squeezed across the industry and leaner 
operating models are increasingly becoming the norm, scalability can 
contribute to maintaining a healthy balance sheet. 

Increasing IT resources in line with business needs is undoubtedly more cost 
efficient, but it also enables FS firms to manage huge volumes of data, 
especially when it fluctuates, as it often does in the case of processing 
financial transactions. 

This perhaps explains why over half of our respondents said that cloud 
scalability is either very (31%) or extremely (24%) important to their business. 
A further 28% reported that it is moderately important. 

Set against the comparatively small proportion of our sample that said 
cloud scalability has slight (13%) to no (4%) importance to their business, 
the takeaway is clear: the ability to scale using the cloud is being taken 
advantage of by a majority of FS firms, and they view this scalability as a 
positive factor in driving business performance. 

How important is the ability to scale for your 
business using cloud?

Not important 
at all

Slightly 
important

Moderately 
Important 

Very  
Important

Extremely 
Important

4%

13%

28%

31%

24%
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The Outlook for Cloud 
As the benefits of embracing cloud technologies continue to be felt 
across many FS organisations, an increasing share of IT budgets are being 
earmarked for investment in cloud services.

When we asked our survey participants if they planned to implement more 
cloud technologies in the next 6 months, a sizeable majority of 76% said 
they did. 

With cost efficiencies and benefits in the form of greater agility, resilience 
and innovation capabilities all up for grabs, it is perhaps unsurprising that 
so many are planning an expanded role for cloud in the months ahead. 

While 23% said the next half year would not feature any additional 
applications of cloud technologies, there is little reason to doubt that such 
tools will continue to play a pivotal role in the digital transformation of 
financial services in the longer term. 

Will your business be using more cloud technologies 
/ tools in the next 6 months?

YES No Maybe
76% 23% 1%
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Data Insights: The Competitive Edge
FS firms sits on vast stores of rich data, but for most their product-centric 
organisational structure means it stays trapped in silos. This underexploited 
resource represents a massive opportunity for every FS player to deliver the 
kind of insights that can sharpen their competitive edge. 

On the other hand, failure to tap into their own data goldmine runs the risk 
of falling behind more data-driven competitors. Almost half of our survey 
respondents said that an inability to generate insight from their data would 
hold their business back strongly (31%) or put it at a serious disadvantage 
(18%) in relation to its competitors. When added to the 24% who said that 
such a lack of insight would hold their business back to a moderate degree, 
almost three quarters of our sample (73%) envisaged being disadvantaged. 

However, 18% of participants currently believe that an absence of insight 
would only have a slightly negative effect on their competitiveness, while 
9% said it would not hold their business back at all. These views could 
well change in the future as data technologies mature and become more 
embedded in FS organisations, creating a separation in the market between 
the truly data-driven and those who have yet to effectively exploit it. 

How much would a lack of insight from business data 
hold your business back against the competition?

Not at all

Hold us back 
slightly  
  
Hold us back 
moderately 
  

Hold us back 
strongly

Put us at 
a serious 
disadvantage 

9%

18%

24%

31%

18%
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Unlocking Customer Insight 
For many FS players, achieving a data-driven, 360-degree customer view 
is still some way off. Their continued reliance on legacy systems that are 
unable to support advanced data management and analytics capabilities 
gets in the way of unlocking true customer intelligence.

Yet just over two thirds of our survey respondents said they get enough 
customer insight using their current data management and analytics 
methods. However, as new entrants continue to tap their data to raise the 
bar in terms of personalised products and experiences, ‘enough customer 
insight’ may become a moving target. FS organisations have yet to really 
scratch the surface of what data can do, and as the competitive dynamics 
in their markets intensify they will be pushed to explore even further.  

30% of participants reported that their use of data does not currently give 
them enough customer insight. In explaining why, they identified a number 
of reasons, but two featured most frequently: (1) Data is either poor 
quality or unavailable in sufficient quantities; and (2) Their analytical tools 
are inadequate.

Are you getting enough insight on your customers at 
present given the way you handle and analyse data?

YES No Maybe
67% 30% 3%
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Industry Expert 
Viewpoint
An interview with Rackspace  
Technology EMEA CTO, Simon Bennett

We are clearly at a point of Accelerated digital 
transformation in financial services, what opportunities 
do you think this creates for financial institutions?

The big change we are seeing is in the harnessing of data.  
This is allowing us to deliver an improved service to our 
customers. With the introduction of new PSD2 regulations, 
utilizing data is also allowing us the ability offer a full suite of 
options all in one place. For example;  we are now able to offer 
services from third parties, or discounts of affiliated products 
through customer data profiling.  

How do you see cloud platforms playing a role in this?

Google Cloud Platform (GCP) provides the ability to test and 
trial new services without significant investment or risk. This 
allows Financial Service organizations to be more experimental 
in their ideas and concepts with less fear of failure.  

How do you see cloud platforms driving efficiency? 

Initially cloud platforms don’t drive efficiency as many people 
are finding them not cost effective. However, there has 
clearly been a paradigm shift with the advent of cloud native 
applications and fully orchestrated devops led solutions. 
The  Total Cost of Ownership (TCO) for an application or 
service in the cloud has really dropped as the efficiency has 
increased, and as a result the ongoing maintenance bill can 
fall dramatically. 
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Do you think the challenges of digital transformation come in legacy 
infrastructure or legacy culture?

I think it is definitely both. Unless the culture changes initially, nothing changes. 
Most of the changes for digital are applications led, not infrastructure 
based. One can build a digital solution on legacy infrastructure. For example, 
containers can be run on a on a Mainframe, a Unix system in the datacenter, 
or in the cloud as the technologies mature.  However, organisations needs 
to embrace the new methods of development and evolve the relationship 
between the legacy application and digital focused customer applications. 

Secondly many Financial Service institutions run back end systems which are 
very old and becoming outdated. As such a wholesale replacement is often 
being considered. These new technologies are using cloud core banking 
solutions such as Thought Machines or 10x.   

How can financial institutions become truly data driven organisations?

In short often they cannot as they are not in control of their data, and do 
not understand the data they already have. The first challenge they face 
is to gain control of their existing data. They also need to understand the 
source of their master data and the way it is managed and updated. 

After data is under control then value can be extracted from it in a 
meaningful fashion. This can be achieved by combining data within an 
organisation with external information. This in turn allows a fuller picture 
of any given customer or company. This can be stored, allowing analysis to 
inform decision making at both a customer and institutional level.  

How do you see the role of the cloud evolving at financial institutions?

The increasing shift towards cloud native will see a large decline in 
traditional datacenter footprint and no more major facilities will need to be 
constructed. We also expect more traditional, legacy institutions to move 
towards multi-cloud solutions. This will provide protection from cloud failure 
and also the potential of risk. High on the agenda of any CISO will be IT 
compliance in the implementation of any new cloud applications. This will 
be needed to mitigate any potential new cyber risk. 

As Chief Technology Officer for EMEA regions at Rackspace Technology, 
Simon’s goal is to deliver end-value to customers with world-class 
multicloud solutions and services. He is focused on inspiring and 
supporting technical leaders to find the best-fit solutions combining a 
perfect blend of services and capabilities from the Rackspace Technology 
and partner portfolio.

Simon’s extensive experience has been gained from working across a broad 
spectrum of industries. Simon previously worked for IBM for just over 20 
years in leadership roles. Most recently, he provided technical pre-sales and 
detailed solution support for strategic deals within technology services.

Simon Bennett 
EMEA CTO 
Rackspace Technology
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About
FinTech Connect
Driving  the Future of FinTech from StartUp to Multinational

FinTech Connect is the world’s number one event for financial technology. 
The show this year will bring 7500+ global thought leaders from across the 
ecosystem to power forward the growing FinTech industry. Now in its 6th 
year, FinTech Connect will showcase innovation in financial technology 
across fintechs, financial institutions, merchants and disruptors from across 
the globe. 

Digital transformation has accelerated over the last few months, and 
FinTech is central to this. It is transforming banking, insurance and 
payments. Be at the centre of this paradigm shift by hearing from, 
networking and engaging with all the industry’s leading players.  

An agenda curated by a world-leading Advisory Board; unparalleled 
networking; unmissable content.

Join us online for free this year, 30th November - 4th December at FinTech 

Connect, where the global FinTech community meets.

Rackspace
Rackspace Technology delivers consulting, implementation and managed 
services to accelerate the value of the cloud during every phase of the digital 
transformation journey, helping customers realise results quickly. Rackspace 
Technology combines expertise with the world’s leading technology across 
applications, data, security, multicloud and hybrid cloud services. 

As the first premier managed services partner for Google Cloud Platform™, 
Rackspace Technology’s cloud experts help customers optimise investments 
and experience the agility, flexibility and scalability the cloud offers — 
without it becoming their core business.


