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COME FOR
THE COFFEE…
STAY FOR THE
CONVERSATION
Inspirational debates
start at Innotribe.

If you’re asking yourself why Innotribe is
happening in a coffee shop, then wonder no
more. There are actually two reasons for this,
explains Kevin Johnson, Head of Innotribe at
SWIFT. “One is that 90% of FinTechs are formed
in a coffee bar,” he says, “either the first meeting
between two founders or the first meeting with
an angel investor, or both.”
The second is a nod to history: the Enlightenment – the
European intellectual movement of the late 17th and
early 18th centuries, which emphasised reason and
individualism over tradition – started in coffee shops,
Johnson continues. “Because of cholera, people couldn’t
drink water, so they drank beer. When coffee came along,
they stopped drinking beer, a mild depressant, and
replaced it with a stimulant – and the Enlightenment was
born.”
Easy access to coffee during Sibos will clearly help
attendees to be receptive to the immense amount of
activity that will happen during one intense week. The
Innotribe programme also has other features designed to
offer clarity, Johnson says.
“There are always calls for more Innotribe sessions, so this
year we are introducing a new session format, the ‘sense
makers’ – where a renowned expert will take a complex
topic and explain what it means for our industry. So come
for a coffee at 8:00 AM to wake up your body, and listen
to an inspiring session at 8:30 AM to wake up your mind.”

All the topics that
Innotribe started have
gone mainstage. This is
a big tick: Innotribe has
done its job. So how can
Innotribe help the market
now? Not by throwing out
yet more new things, but
by helping the banks on
their journey.
Leda Glyptis
Chief Innovation Officer at QNB
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The week ahead and beyond
In order to maximise the inspiration value
of the Innotribe programme in Toronto, the
approach taken by Johnson and his team
has shifted in two ways. “This year, we are
focusing on the ‘how’ of innovation, not
the ‘what’, and we are bringing together
a diverse line-up of speakers from outside
our industry to tell people their innovation
story, and coupling them up with voices
from inside the industry to explain how we
can take these lessons and apply them to
our own institutions,” Johnson explains.
The first shift – to focus on the ‘how’ – is
an inevitable response to the maturing of
the ‘what’ discussion around innovation,
reflected in the graduation of topics
from the fringes of Innotribe to the Sibos
main stage, which has happened with
“remarkable speed”, as James Lloyd,
Asia-Pacific FinTech Leader, EY, and one
of the day hosts in Toronto, points out.
Leda Glyptis, Chief Innovation Officer,
QNB, and another day host, agrees. “All
the topics that Innotribe started have
gone mainstage,” she says. “This is a big
tick: Innotribe has done its job. So how
can Innotribe help the market now? Not
by throwing out yet more new things, but
by helping the banks on their journey.”
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Lebo Mokgabudi, Independent
Consultant, Digital Payment Strategies,
FinTech Africa, also a day host in Toronto,
agrees that collaborative innovation within
and beyond financial services has to be
more than theoretical. “I like that Innotribe
is bringing speakers on Facebook and
financial inclusion into the discussion,
because it is highlighting and exposing
that all these things are connected,” she
says, “and that innovation is collaborative,
and does not take place in silos.”

Oliver Bussmann, former Group CIO
at UBS and SAP and Founder and
Managing Partner, Bussmann Advisory,
and President, Crypto Valley Association
– who is a third day host - agrees “the
whole innovation topic is maturing,” and
that the focus now must be on how
to leverage innovation to “generate an
improvement in revenues and costs.”
“The banks started with isolated
innovation teams, and maturity is reached
when innovation becomes part of the
business development process to drive
business model changes,” he says. “The
‘how’ is the right aspect to focus on, to
ensure real value for Innotribe attendees –
to give them more hands-on insights that
they can take home to generate value for
their companies.”
Bringing insights from other industries is
also a smart move, Bussmann believes.
“These can shorten the learning curve,”
he says. “Every company should be
sensitive to the importance of not limiting
your thinking to the solution set available
in your own industry.”
The connections between industries go
beyond shared learnings, he adds. “The
Internet of Things (IoT) and blockchain
will connect different industries in realtime, and by 2025 we will have new
ecosystems, within which the traditional
lines between industries will blur, in order
to drive value for customers,” Bussmann
says. “At that point, it won’t be enough to
provide an omnichannel banking model.
Banks will have to operate open platforms
within ecosystems which by definition
bring different industries together.”
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By 2015,
it won’t be
enough to
provide an
omnichannel
banking model.
Banks will have
to operate
open platforms
within
ecosystems
which by
definition
bring different
industries
together.
Oliver Bussmann
Former Group CIO at UBS and SAP,
Founder and Managing Partner at
Bussmann Advisory, and President at
Crypto Valley Association

Even in Europe
and the US,
Africa has to
be part of the
story. What
happens in
Africa can be
replicated in
other markets
and we can
learn from
each other.
Lebo Mokgabudi
Independent Consultant, Digital
Payment Strategies at FinTech Africa

The same goes for regions as well as
industries, she says. “Even in Europe
and the US, Africa has to be part of the
story. What happens in Africa can be
replicated in other markets and we can
learn from each other. In Africa, mobile
money is important but it’s not only about
mobile money. That’s just one aspect of
financial inclusion – and the insurance
and agriculture sectors also need to be
involved. How do we ensure that the
unbanked market is insured? How do
we alter our credit scoring algorithms to
cater for the financial behaviour of farmers
whose financial pattern is based on crop
cycles?”
Africa is also an interesting lens through
which to look at one of the key Innotribe
topics for 2017 – identity, Mokgabudi
suggests. “In Africa, so many people
don’t have registered addresses, and that
has always been an issue,” she says. “But
how we identify ourselves is changing.
Now that we have social identity, can
financial institutions use mobile behaviour
to know their customers?”
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Of more immediate practical concern
will be the legacy and business model
innovation discussions, she believes.
Echoing Bussmann’s view that innovation
must start to deliver value, Glyptis says:
“We need to start bringing business
model innovation back to our firms,
moving on from proofs of concept and
minimum viable product to something
that can go live in our environments and
achieve scale to match the business.
Especially as the ‘stand alone’ or
cosmetic stuff is done: we need to look at
how we make money, how innovation can
help at the core.”
One uncomfortable truth may be that “a
lot of what we have done on the fringes
may need to be kicked out”, she says.
Another ‘nasty question’ is, how can
banks ever escape legacy? “People, data,
how we make money, are all part of our
legacy. Where do we start unravelling
it without tripping ourselves up?” she
asks. And if banks manage to escape
their legacy, the question becomes, how
quickly may they acquire it again?
“The answer is very quickly. We talk about
legacy like it is something that impacts
only old companies and not new ones.
But new entrants will start facing legacy
challenges all too soon.”
All that said, we should beware the trap
of thinking about legacy as purely “a bad
thing”, Glyptis says. “Your book of work is
legacy,” she points out.

For Glyptis, the identity discussion
in Toronto will be like the blockchain
discussion three years ago. “People are
increasingly coming to terms with the
need to learn about it, but they still mostly
don’t have a voice outside the labs: most
banks haven’t given it much thought, so
identity will be the classroom moment,”
she predicts.
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Lloyd also challenges the negative
connotations of legacy. “There has been
a vast amount of hype around disruption,
but the great majority of FinTech
innovation is sitting on top of existing
infrastructure and payments rails,” he
says. “What we disparagingly refer to as
legacy is actually the underpinning of all
this.”

The great
majority
of FinTech
innovation is
sitting on top
of existing
infrastructure
and payments
rails. What we
disparagingly
refer to as
legacy is
actually the
underpinning
of all this.

There are examples of true disruption,
Lloyd points out – such as open banking
and immediate payments. “These are
among the few examples of genuine
change to legacy: the rails are upgraded
and new forms of infrastructure are
emerging.”
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Innotribe Global
FinTech Ecosystem
Networking Event

But much of what looks highly disruptive
could actually not have happened without
legacy, he suggests. “The dominant
Chinese FinTech and payment disruptors,
for example, are dependent on the fact
that a large majority of the population
have bank accounts and debit cards,”
he says. “In other words, these business
models are predicated on the fact that
consumers are already banked – as such,
the opportunity to replicate these models
with non-banked populations may be
fairly limited.”
Though it would be a mistake to view
all aspects of legacy in a negative
light, certain legacy elements remain a
challenge, however. “Legacy processes
and mindsets – these are the real
constraints,” warns Lloyd.

Sibos2017 Toronto

RIPLEY’S AQUARIUM
288 BREMNER BLVD
TORONTO, ON
M5V 3L9
OCTOBER 18 2017

7PM - 11PM
REGISTER HERE

http://bit.ly/2gWmdkC
CO-HOSTED BY

Let’s hope the coffee – and the
conversation – bring Enlightenment.

James Lloyd
Asia-Pacific FinTech Leader at EY
IN PARTNERSHIP WITH
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HOW DOES
FACEBOOK
KNOW YOU
BETTER THAN
YOURSELF?
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The dream of digital marketing across
all industries is to be able to replicate
the success of Facebook in creating a
massive online marketplace powered
by identity and analysis of customer
behaviour.
In financial services, the promise of
being able, at speed and at scale, to put
relevant offers in front of customers to
convert an interest into a sale, in realtime, underpins the vision of delivering
personalised, relevant and timely banking
products and services – seen as key to
lock in customer loyalty in an ever-more
competitive environment.
We all know that the puzzle has two
major parts – big data, and the algorithms
that underpin the entire operation.
Banks clearly have the data in spades:
there isn’t much about their customers’
financial lives – or even their lives beyond
their financial interactions – that banks
don’t ‘know’ about somewhere in their
operations.
So all that remains is to copy Facebook’s
approach to algorithms, and success is
surely guaranteed? Unfortunately, this is
easier said than done, as Vladan Joler,
Director at Share Foundation, will tell
delegates during his session in Toronto.

We wanted to
find out how
our behaviour
is transformed
into profit,
looking at all the
ways Facebook
is collecting
information
about our online
behaviour, turning
it into value using
algorithms.

Joler has devoted several years as part
of a team of researchers to the mission
of learning what goes on inside the black
box of Facebook. “We wanted to find out
how our behaviour is transformed into
profit, looking at all the ways Facebook
is collecting information about our online
behaviour, and how that information is
transformed into value using algorithms,”
he says. “We are not a regulatory body so
we can’t ask for the data: therefore, we
have been trying as researchers outside
the box to find out what is happening
inside the box.”

Vladan Joler
Director at Share Foundation

8

Identity

The team has applied a few different
methods, Joler explains. “We first tried to
perform some kind of measurement to
understand how, when we do something
on Facebook, it affects the feed or the
ads we see.

/ Facebook algorithmic factory

The problem we faced was that there
are so many different data inputs into the
algorithmic machine, and we were not
sure which of our movements affected
what.”
Another technique the team has applied
involves analysing the 8,000 publicly
available Facebook patents, he continues.
“We have also collected all the inputs –
all the fields you can fill in, every button
you can press, and we have had some
success by analysing the two sides
together, the inputs and the outputs.”
The result is a map which is “not
completely precise” – and indeed could
be compared to an early map of the
world “without America on it” – but which
shows the scale of the activity being
explored and is therefore both impressive
and useful, Joler suggests.
The entire project is, of course, an effort
to achieve “some form of algorithmic
transparency”, he says. “It will be really
important for us to find a way to look
inside black boxes for the future, because
if we don’t understand how they are
working, this could create real problems
as more and more business models are
based on this darkness.”

An absence of algorithmic transparency
has already created upheaval in financial
services, as Joler points out, when
algorithmic trading has caused flash
crashes, requiring researchers “to spend
two years understanding what happened
in two seconds”.
However, the challenge remains that
“our capacity to achieve algorithmic
transparency from the outside is very
limited”, he says.
Transparency itself can also be a doubleedged sword. “The majority of search
results on ‘Facebook algorithm’ are
different marketing agencies trying to
understand how these algorithms work
in order to leverage them,” he says. “If
algorithms are completely transparent it
will allow more people to play with them,
and increase the potential for the bad
aspects to accentuated.”
The hidden dangers are quite concerning,
Joler suggests – including the fact that
“algorithms can hide different forms of
discrimination”.
Food for thought then for bankers looking
to replicate the success of Facebook to
deliver personalised offers, products and
services: while no doubt cutting edge
from a sales and marketing perspective,
algorithm-driven marketplaces raise a
whole host of ethical questions that in
a highly-regulated market like banking
cannot go unaddressed.
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When it comes to protecting identity,
consumers and organisations alike need
to up their game, suggests Bianca Lopes,
Chief Identity Officer, Bioconnect. She
urges for the need for education, and
says identity is much more than picking
digital government IDs or using facial
recognition on the iPhoneX. Convenience
unfortunately trumps security any day
of the week for the average consumer,
she says: “Who can’t admit to just hitting
the little button that says ‘accept terms
and conditions’, but who knows what
we are really giving away?” The equation
doesn’t exist whereby the average human
understands what they are giving for what
they are getting.

IDENTITY
THEFT 3.0
The evolution of identity
What does the shift away from using
passwords for authentication towards using
biometrics mean for identity? Clearly, a
database is a database, and a successful
hacker could steal a digital fingerprint or voice
print in the same way as any other piece of
data. Equally clearly, any biometric-based
identity system will only be as good as the
information put into it in the first place: your
fingerprint doesn’t actually tell anyone who
you are. Implementing biometrics without
doing the right due diligence on protecting
identity would represent no step forwards at
all.

10

Identity

Part of the challenge with identity in the
digital age lies with defining it, Lopes
believes. “Verification and authentication
are often confused with identity,” she
says. “Identity is such a ‘used’ word now,
and its meaning is ever-changing. Think
about yourself for a second. What is your
identity? Is it your personal data? Your job
title? Your ethnicity? Your language? A
hashtag?”

Bianca Lopes
Chief Identity Officer
at Bioconnect

The rise of social networks is certainly one
factor shaping the evolution of identity
– and also making it more vulnerable.
Lopes suggests, “people are revealing
more information about their identity
through social networks, creating online
personas as valuable as their physical
lives – and in the social media era, it’s
extremely easy to assume a false identity
by signing up for a service, making up a
name and uploading a photo of random
person off the web.”
At the same time, organisations whose
digital businesses depend on verifying
and authenticating identity – and this
spans a wide range of activities from
providing products and services to
authenticating participants on social
media platforms - must also grapple with
the fact that users are “incredibly fickle”,
she says. “They will go elsewhere if the
verification stage of a purchase or online
account set-up is too lengthy or rigid
regarding which proofs of identification
are acceptable.”

Innotribe

Tackling the identity challenge is a
relatively urgent task for banks – given the
imminent impact of the revised Payment
Services Directive (PSD2) and open
banking, as Lopes points out. “PSD2
will transform the existing relationship
between banks and their customers
and raise serious identity assurance and
access management challenges,” she
says. “With traditional security perimeters
being broken down, a new customer
identity-centric approach to the delivery
of technology services is required and
identity will be the key to access.”
Lopes believes this is not as simple as
banks looking to make a business out
of identity by leveraging their position of
trust. “Identity certainly needs to be in
their business, otherwise they will be out
of business - and not just because they
don’t have authentication, but because
they will not understand their clients’ data.
Nor they will be able to protect it. I often
say to banks, you have historically been
the discretionary manager of my money.
If you believe the new commodity/fiat is
data, and data needs to be individually
parcelled to be really relevant, shouldn’t
you be planning to be the discretionary
manager of my data?”
Continuing to invest in identity
management solutions will be key, she
adds. “Identity management systems
can’t be in silos. And if done as a platform
build for more than just authentication,
they can drive efficiency improvements
by speeding identity recognition, and
automating processes that currently
require human supervision. They can
enhance the end-user experience
through faster, more transparent identity
recognition - and through improved
personalisation. Dynamic decisioning
requires deep learning platforms with
clean individual data sets.”

Sibos2017 Toronto

Being able to deliver on the true promise
of personalisation is a major upside of
getting identity right, she believes. “Most
financial institutions say they personalise
their interactions with consumers when all
they really do is determine the next crosssell opportunity. This is an opportunity to
put the ‘person’ back into personalisation.
“Don’t focus on business outcomes such
as an increase in deposits: focus on the
human. It’s about them, not you.”

Identity is such
a ‘used’ word
now, and its
meaning is
ever-changing.
Think about
yourself for
a second.
What is your
identity?
Is it your
personal data?
Your job title?
Your ethnicity?
Your language?
A hashtag?
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FINANCIAL
INCLUSION:
INCREASING
THE PACE
At Sibos in Boston, Bill Gates told
delegates that digital payments platforms
could help lift millions out of poverty
while also presenting a new business
opportunity for banks. Three years on,
how far has the business of financial
inclusion progressed, and how much
have banks done to leverage the
opportunity Gates outlined?
The report is mixed. Kosta Peric, Deputy
Director, Financial Services for the Poor
at the Bill & Melinda Gates Foundation,
points to “a number of successful
commercial ventures that are both
serving the poor and making money –
especially mobile money in West and
East Africa”. “There has been a realisation
that servicing the poor is not just about
charity,” he says. “It is contributing to the
growth of Africa and South Asia. We can
see governments and central banks very
much interested in driving the effects of
connecting the poor.”
Udayan Goyal, Co-Founder and
Managing Partner, Apis Partners, agrees.
“A Boston Consulting Group study has
shown that every percentage increase in
financial inclusion has a direct correlation
to GDP growth and governments are
actively engaging,” he says.
12

“There is an understanding that growing
financial inclusion is more about reducing
the frictional cost of cash and increasing
efficiency than social responsibility.
It’s about real business and economic
growth. The 2.5 billion unbanked
represent a gigantic untapped market.”
If financial inclusion is progressing rapidly,
are the banks keeping pace? Not quite.
This has typically been a “non-bank
provider play”, Goyal suggests, and Peric
concurs that “banks as a community are
lagging”. “We do work with banks, but we
can see that as a community, with a very
few exceptions, that while the banking
system remains important to settle mobile
money and digital transaction, the banks
themselves are not actively pursuing
financial inclusion as a business yet.”
Both call on banks to do more to
leverage this opportunity, however,
especially as technology developments
make it ever more feasible to service
the poor profitably. “The provision of
western financial services has been very
infrastructure heavy and banks have
provided products at a pretty high price
relative to what people could afford,” says
Goyal.

Kosta Peric
Deputy Director, Financial Services for the
Poor at the Bill & Melinda Gates Foundation

While the
banking system
remains
important
to settle
mobile money
and digital
transaction,
the banks
themselves are
not actively
pursuing
financial
inclusion as a
business yet.

Identity

Innotribe

“The big game-changer in developing
markets has been the increase in
penetration of mobile phones. You are just
as likely in a developing market to have a
phone as you are in a developed market
– it’s broadly equivalent – so business
models are growing up to access
customers through the mobile channel as
the primary channel cost effectively.”

In Toronto, the Foundation will also, in
conjunction with partners, unveil a new
set of financial rails to underpin real-time
payments for financial inclusion. “We will
show that technology is not an issue,
that indeed we can reduce the cost of
servicing the poor using technology
that will be widely available and easily
useable,” Peric says.

FinTech is playing an important role in
inclusion as well, adds Peric – “the major
technology framework growing up around
blockchain, digital identity, biometrics
and fraud management” – with the other
vital piece of the puzzle the progress of
real-time payments across developing
markets.

Is financial inclusion an opportunity for
all banks or just those in developing
markets? While the first movers are
likely to be the local and regional banks
closest to the poorer customers, this is an
opportunity for global banks as well, Peric
believes. “As these banks realise that
through coordinated efforts they can open
up new regional markets, they will see
that they can leverage their global scale to
have impact locally,” he says.

To work for developing markets, real-time
payment systems must be suitable to
reach and service the poor, as Peric
points out, and this has been the goal of
the Gates Foundation’s Level One Project,
to guide the design of real-time payments
systems that meet those criteria.
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“Collaboration will be key”, Goyal adds.
“In many parts of Africa people have no
access to the electricity grid, so they need
solar panels. Most people can’t buy them
outright so they go to companies that
can offer them panels on a pay-as-yougo basis, and after 12 to 18 months they
own them. These providers are offering
financial services to these customers, via
an ecosystem that is currently growing up
without the banks – but in which banks,
and insurance companies, could certainly
participate if they could find ways to
collaborate,” he says.

It’s about real
business and
economic growth.
The 2.5 billion
unbanked represent
a gigantic untapped
market.
Udayan Goyal
Co-Founder and Managing Partner
at Apis Partners
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INNOVATING
IN RUSSIA
By any measure, Russia’s FinTech scene is rapidly
maturing. In one recent study – by EY – Russia ranked
third in the FinTech services market among the top 20
global markets. The country’s innovation drive has very
visible government support, manifest in the Skolkovo
Innovation Center near Moscow, and – as the results of
the Innotribe Startup Challenge held earlier this year in
the country show – the FinTech landscape is rich and
varied, and Russia’s FinTech startups are increasingly
interconnected on the global stage.

The unbanked
segment is
growing, and needs
to be served. We
have to help people
with bad credit get
back on track.
Maria Veikhman
CEO & Founder, SCORISTA
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But what is life like as a FinTech innovator
in Russia, and what more needs to be
done to leverage the benefits of interacting
with the global financial ecosystem for
both domestic and international players?
While it is never very easy to get an
innovative new company off the ground
anywhere, the environment in Russia is
conducive to successful startup creation,
suggests Svetlana Efimova, COO & CoFounder, Oz Forensics – provider of a KYC
platform designed to protect against digital
fraud.
One important aspect is the regulatory
environment, she says. “Financial
institutions need to change, be faster
and respond to new competition, and
regulators need to think about how to
support that, to enable FinTechs to help
the banks to change their processes
through working together as partners
rather than competitors,” she says.
“In Russia, the regulators are quite open
to this, and have created a very strong
stream of work to bring FinTech startups
into play to support future innovation.
Where the regulators lead, the banks will
follow,” she adds.
Another important aspect is funding.
As Alexander Popov, Co-Founder and
Marketing Director at TalkBank (which
provides digital banking via a chatbot),
says, because the venture capital market
in Russia is still “very young”, it can
be a challenge for startups to source
investment. That said, TalkBank has
secured angel funding and is looking to
scale quickly and expand into Europe.

Maria Veikhman, CEO & Founder,
SCORISTA, which provides a full cycle of
risk management services for non-bank
lenders (from scoring to underwriting,
verification and instant credit decisions
with a money back guarantee for the
results), also reports solid financial
support for her company, including from
Skolkovo and the Moscow Seed Fund.
Given the growing maturity of the Russian
FinTech scene, the principal value the
Innotribe Startup Challenge has delivered
to FinTechs in this market has been to
connect them more strongly to their
customers, the business teams in banks,
believes Matthieu de Heering, Head of
Eastern Europe, SWIFT.
“The main focus of the mentors and pitch
training sessions was to help the startups
to sell themselves not to VCs or angel
investors, but to the banks,” he says.
“The emphasis was not on persuading
the people in the room to buy a financial
stake in the startups, but to get banks to
implement and deploy their services – for
their clients.”

Efimova agrees “this feedback from
potential customers was the most
important thing”: “Every participant
voted on whether they would be ready
to work with each startup or not: for me
as founder this was immensely important
information.”
The global dimension of Innotribe – and
Sibos – is also valuable, she adds. “It
will be interesting to understand how
innovations are happening in other
countries – and to hear experiences good
and bad. We expect to offer our solution
into this market as KYC is very important
in providing online financial services to
clients. We plan to find partners and
customers there.”

At the same time, banks from developing
markets could use the TalkBank platform
to quickly digitalise their services,” he
adds.
SCORISTA, too, is seeking international
partners to help fulfil a very specific
mission, confirms Veikhman. “The
unbanked segment is growing, and
needs to be served,” she says. “Most
lenders are charging interest rates that
are too high. We have to help people
with bad credit get back on track, and
we are looking for partners, present in
different countries, who know lending and
especially sub-prime and want to help
people cover defaults with new loans and
get better credit – so they can get a better
life in 3-5 years.”

The Russian startups will also bring
to Toronto quite concrete plans for
international expansion. “TalkBank is
a universal tool to communicate and
engage with customers. Universal means
it can plug into any bank in the world,”,
says Popov. “Banks in markets like the
US, Canada and Europe could expand
their services and easily enter emerging
markets like India, Vietnam and South
America.
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INNOVATING
IN A HIGH
STAKES
ENVIRONMENT
What has worked
before is perceived
to be what will
work again. It
usually takes a
major crisis, such
as that which has
happened in the
industry over the
past five years of
massive losses,
before change
begins to be
considered.
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The banking industry is not alone in having taken a big hit as a result of the financial
crisis. Banks are certainly under pressure to radically reduce costs in light of
downward pressure on Return on Equity (ROE), but companies in other sectors are
under similar pressures.
Container shipping, for example, has
been in the doldrums for a number of
years, left in distress by falling revenues,
declining profit margins and heavy debt
loads. For carriers, transformative change
is required, as they look to shore up
their balance sheets to reduce debt, cut
costs to grow margins, and uncover new
opportunities through collaboration.

In part this is due to the “culture of
conservatism” which pervades the
shipping industry, Baker suggests. “What
has worked before is perceived to be
what will work again. It usually takes
a major crisis, such as that which has
happened in the industry over the past
five years of massive losses, before
change begins to be considered.”

But the shipping industry – incidentally
the birthplace of both the insurance
and securities industries – has, like the
financial industry, been challenged in its
ability to innovate and move away from
legacy.

If crisis, disruption and competitive
pressures sound familiar as drivers for
innovation, then the similarities between
the shipping and financial industries’
experiences don’t end here. “There are
also regulatory challenges that have
to be overcome,” Baker points out.
“One example is the amount of paper
documentation that individual customs
and taxation regimes require that cannot
be digitalised unless the administrations
allow for it.”

So how is this industry, with its
longstanding approach to doing business
rooted in the coffee house culture of
the Enlightenment, transforming to stay
relevant in the 21st century – and what
technologies is it using to achieve this?
James Baker, Editor at Lloyd’s List
Containers, aims to show during his
session in Toronto that shipping actually
“has a long tradition of innovation and
development” - but that most of that has
been centred on the industry’s core asset
– that is, ships.
“Owners are always investing in faster,
bigger, more efficient ships when they
have the money to do so,” he says.
“However, there has been a much
slower uptake of secondary and tertiary
technologies and ways of doing business.
Many of the processes of the shipping
industry remain little changed from the
way they were in the 19th century.”
James Baker
Editor at Lloyd’s List Containers
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Finding instances of breakthrough
innovation in shipping might require
looking back quite some time into history.
“Many would argue that the last major
innovation was the development of the
ISO standard 20ft and 40ft container,
which emerged in the 1950s,” Baker
says. This example will also be familiar
to many in banking as it is so often cited
as the parallel innovation to standardised
message formats to underpin
communications around financial
transactions.

“Right now, one of the biggest stories
is the efforts to introduce blockchain
technology into the shipping process in
order to allow secure and transparent
transactions,” he says. “This has actually
come from the financial sector - albeit
via cryptocurrency rather than traditional
finance.”
The similarities in the challenges faced
by the shipping and financial industries
are clear – and evidently both industries
are looking to similar technologies to help
them overcome those challenges.
So what can financial services firms
learn about innovation by looking to their
counterparts in shipping? Perhaps quite
simply that their perceived problems
are nothing special, and should not be
allowed to impede progress.
“I hope to show that even a legacy
industry like shipping is making efforts
to bring itself into the 21st century, and
faces a number of major challenges
that are common across a number of
industries,” Baker says.
“While the finance industry may think itself
heavily regulated, other sectors also face
even greater challenges that they need to
overcome.”

There have been technology innovations,
Baker concedes – “online booking
systems for containerised cargoes,
such as INTTRA, have helped to provide
an online intermediary between cargo
owners and shipping companies” – and
there are set to be more, with the greatest
amount of excitement being generated by
blockchain.

17

Legacy

Innotribe

Sibos2017 Toronto

Legacy

CREATING A
SPACE FOR
INNOVATION

So where should financial institutions
start? “One common thread we see as a
way to get started is beginning with the
end in mind,” she says. “For business
leaders, take the time to dream about
your digital business outcome. With a
clear vision of where you want to go, you
can create a compelling plan for change
for your organisation.”
Another imperative, Lewis believes, is
to “foster a culture of growth mindset,
where failure is tolerated as a learning
opportunity”.

Janet Lewis
Vice President of Worldwide Financial
Services at Microsoft

According to Janet Lewis, Vice President
of Worldwide Financial Services at
Microsoft, when thinking about ‘creating a
space for innovation’ it is still worth asking
‘why innovation in the first place?’
“Industries have always been transformed
by technology,” she says. “Steam
completely revolutionised transportation,
how products came to market, how
companies interact with customers and
how new products would be developed.
When electricity came to be, almost every
major company on the planet hired a vice
president of electricity. Even in these early
technology transformations was a need
for innovation.”
Fast forward to today, and “we are at
the cusp of major digital transformation
of the financial services industry, as well
as our societies and economies”, Lewis
believes, “fuelled by tech like cloud, AI
and a confluence of factors like evolving
customer expectations, a demand for
digitally-empowered workforces, and
a need to transcend existing business
models to thrive in the digital economy.”
18

There are differences with this
transformation, however. “In the digital
era, successful organisations will realise
that one big idea isn’t enough anymore,”
she adds. “In some sectors, we’re seeing
micro revolutions every 12-18 months faster than ever before.”
And there are differences for financial
services firms as well, Lewis points out.
“Nimble FinTech disruptors, complex
regulations and digital native customers:
these fierce market pressures are making
innovation in financial services a business
imperative.”
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In the digital
era, successful
organisations
will realise that
one big idea
isn’t enough
anymore.
In some
sectors, we’re
seeing micro
revolutions
every 12-18
months - faster
than ever
before.

Saket Sharma
CIO Treasury Services Technology
at BNY Mellon

We need to
move to an open
culture – and
open seating
– to effect a
shift in how
we collaborate
between
business,
technology and
stakeholders.

Take advantage of the latest technologies
is also critical. Lewis cites the example
in government of the City of LA, which
has rolled out its new City Hall Internet
Personality (Chip) bot – an artificial
intelligence virtual assistant, powered by
Microsoft. “Since its debut, Chip bot has
been plugging away, engaging in more
than 1400 conversations – an average
of nearly 300 conversations per week,
meeting needs of business owners on
demand, at any time of day or night,” she
says.
“This is a great example of how
organisations can advantage of intelligent
technology today and lean in to innovation
to drive change.”
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There is “a lot of technology which has
really shaped up in terms of the future”,
he adds. “Building for the cloud and
having your own cloud infrastructure is
an important aspect of time to delivery,”
he says, and AI also has a vital role to
play. “Traditionally we have had a lot
of data and used it to provide reports
and analytics, and with AI and machine
learning, that is shifting to predictive
insights – and descriptive analytics.”
Another critical technology is APIs,
Sharma adds. “APIs will be our IP in the
future: they are the building blocks for the
digital entities we are all trying to make,”
he says. “AI will be our business capability
and we will expose that via APIs to
various consumers via various channels.”
Certainly, legacy remains a challenge for
banks, he acknowledges. “Everyone has
a legacy infrastructure and is trying to
see what the future holds and there is a
fine balance between keeping the ship
running and thinking about digital from
the ground up – not just migrating over,”
he says.
And while there are many options, there is
no one answer, Sharma adds.
“It’s like mathematics: to reach a solution,
there are multiple ways.”

Saket Sharma, CIO Treasury Services
Technology, BNY Mellon, also highlights
culture and technology as two critical
factors for financial institutions looking
to create a space for innovation.
“Traditionally all banks have been working
in big offices, with siloed staff groups, and
their ability to collaborate has been limited
by culture,” he says. “We need to move
to an open culture – and open seating
– to effect a shift in how we collaborate
between business, technology and
stakeholders.”
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ARTIFICIAL
INTELLIGENCE
IN PLAIN
ENGLISH
Enabling banks to be
more profitable

Legacy

If your answer to any of these questions
is ‘no’ or ‘not sure’, then this lack of
board level understanding could represent
an existential threat to your financial
institution because, as Clara Durodié,
CEO of Cognitive Finance Group will
argue during her session in Toronto,
“every day’s delay in building a blueprint
and roadmap for the deployment of AI
means one day less to focus on retaining
your success in financial services.”
“AI is a strategic tool that needs to be
deployed by each organisation to secure
their next stage of growth in the coming
decade,” Durodié continues. “I have spent
years researching this topic, and I am
choosing my words very carefully: you
delay at your peril.”
The negative impact of not engaging
is already evident she argues – “there
are cases where we can see already
that delay in adopting the technology
is costing money” – but Durodié
emphasises how positive a development
AI is overall.
“I am so excited by this technology. It’s
transformative in a good way,” she says.
“It gives us as an industry, for the first time
in our history, an opportunity to deliver
truly personalised service to our clients. In
turn, this means we can rebuild customer
relationships predicated on trust –
knowing what customers want and that,
as financial institutions, we are providing
what they need.”

Do you think your board members
know enough about artificial
intelligence? Are you comfortable they
have a vision for big data deployment?
Are you convinced they have a plan to
leverage technology to increase scale,
reduce costs and rebuild customer
trust?

One challenge firms face in realising
this potential is that the adoption of AI
is “not just an IT issue, it’s a strategic
issue – and ultimately a leadership issue,”
Durodié explains. Her research has
found a direct connection between how
well boards understand this technology,
and the strength of their firms’ vision for
implementing it.
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“Where technology isn’t at the core of the
board level strategy and understanding of
what to do next, we will see firms facing
a difficult predicament, unable to use
automation in an intelligent way, to reduce
the cost base and remain viable and
sustainable,” she warns.
Another challenge is that there is a world
of difference between an understanding
of digital and “deep sector knowledge of
applied AI. It’s like the difference between
a two-bed terrace house and a 25-bed
mansion: they’re both houses, but that’s
where the similarity ends. ‘Digital’ is so
limiting, so lacking depth and vision.
Yes, you need to digitise your data and
cleanse it – you can’t use your algorithms
without it – but digital means nothing if
you don’t have a vision for your big data
strategy and what you want to do with it.”
A third challenge is that there is no
shortage of entities with the vision to push
ahead and steal a march on those without
it. “We can all see providers from China
making financial services acquisitions
and at the same time investing a lot of
money in building state of the art AI. Every
financial services firm needs to leverage
this technology to prepare to service their
own clients in the next decade.”
These challenges notwithstanding,
Durodié insists AI is a benign force. “The
first people to grab the headlines around
this topic were those who instilled a
sense of fear, which in addition to natural
unwillingness to change, means we are
combating two biases which are very
powerful,” she says. Durodié emphasises
that’s why experienced and AI experts,
like Cognitive Finance Group, are needed
to rationally assess opportunities and help
to calmly deliver organisational changes.
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In addition, financial institutions may need
to make some tough decisions about
existing technology investments in order
to get on the right track. “Robotic process
automation (RPA) can be constraining.
It has been popular because it delivers
almost immediate results, and those
results are tangible,” she says. “However,
the key is intelligent platforms, which layer
AI on top of RPA.”
Overall though, firms’ excitement about
AI should far outweigh any challenges
or concerns. As Durodié says: “AI is so
powerful because it enables increased
scale and decreased costs, empowering
financial institutions to increase profitability
and be successful, without robbing their
customers of their money - or their trust.”

Every day’s
delay in
building a
blueprint and
roadmap for
the deployment
of AI means
one day less
to focus on
retaining
your success
in financial
services.

Clara Durodié
CEO of Cognitive Finance Group
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THE
ANATOMY
OF A
CYBER
ATTACK
“Leave your assumptions at the door and find
the courage to challenge current corporate
security thinking.” This is the advice of world
leading cyber security expert Adi Ashkenazy for
anyone planning to attend his session on the
anatomy of a cyber attack during Innotribe in
Toronto.
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Why? Because “hackers are not
concerned with policy, regulation or your
security spend,” he says. “They only
care if they can get in and get to your
crown jewels or not. So as defenders, we
need to adopt a similar mission-focused
mindset that counters the hacker.”

We are in the midst of a high-paced cyber
arms race, and attackers are gaining the
upper hand by evolving faster. Defenders
must keep up by constantly challenging
their assumptions and de facto security,
and evolve rapidly before they are faced
with real hackers.”

The first step, Ashkenazy says, is
“understanding the offensive mindset,”
and this will be a key focus of the session.
Now VP Product and VM APAC at cyber
security start-up XM Cyber, Ashkenazy
was previously deputy director of a cyber
technology department in the Prime
Minister’s office in Israel, and during
Innotribe he will walk delegates through
a cyber attack on a financial services
organisation from the perspective of an
advanced hacker.

In this context, the “real role exploits play
in an offensive campaign… is significantly
smaller than expected,” Ashkenazy
suggests. “Hackers would always prefer
to work with the system rather than
against it. This translates into the use
of legitimate software tools and user
credentials to move in the network, while
exhibiting normal network behaviour and
avoiding breach of security policy.”

“As the attack unfolds, we will be
debunking some of the main assumptions
in today’s cyber security, and getting a
glimpse into the offensive mindset of a
hacker, focusing on concepts rather than
technical details,” he explains.

Adi Ashkenazy
VP Product and VM APAC
at cyber security start-up
XM Cyber

One area of emphasis will be the
“unfortunate ease with which a hacker
gains access to an organisational network
environment, and the irrelevance of
perimeter defence in modern distributed
networks. Given the attack surface size,
with thousands of endpoints, multiple
types of devices, and security unaware
users, breach should be the assumption,”
Ashkenazy says.
In other words, “your entire security
strategy should be aligned to the concept
of an intruder inside, rather than building
high impenetrable walls around your
network.”
Another assumption in need of debunking
is that there can be any magic bullets in
cyber security, he warns. “The promise of
an all-in-one solution that always provides
full proof protection is a comforting
thought fuelled by hype, but unfortunately
it has little to do with reality.
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One truism about cyber security holds
however: that employees are the
weakest link in the security chain. The
session will tackle the role users need
to play in organisations’ defences, given
that the security holes they introduce
scale exponentially with the number of
employees in an organisation, according
to Ashkenazy. “Tech-savvy employees
are no exception,” he cautions: in fact,
“their inherent security privileges present a
higher damage potential.”
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Your entire
security
strategy
should be
aligned to the
concept of
an intruder
inside,
rather than
building high
impenetrable
walls around
your network.

The good news is that banks and the
financial industry as a whole are “actually
pretty advanced in terms of awareness,
investments and willingness to learn,”
but of course there is always room for
improvement, and to that end, financial
services firms can look to players in other
industries for inspiration, he suggests.
“For example, a missing ingredient that
can be learned from the technology
industry is the security DNA that you find
at technology giants such as Google,
Apple and Facebook,” Ashkenazy adds.
“These companies understood early on
that security and trust is a core value
that they provide, and plugged security
thinking to the root of everything they do.
This means that security teams don’t just
review architecture, or provide a layer on
top of existing solutions. Rather, they are
part of the plan and the core design team
of every product from day one.”
23
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YOUR WORLD
IS HYBRID

Innovation

B:266 mm
T:260 mm
S:250 mm

The moderator for all four sessions,
Adizah Tejani, Director of Marketing
EMEA at Token, is determined to move
the conversation on from previous
preoccupations. “Which hub is getting
the most investment and which hubs are
‘better’ than others are topics that we will
push right to the background,” she says.

Your right mix of hybrid IT is infrastructure that’s secure, software-defined and composable, giving IT the
flexibility, agility, speed and control they need to deliver at the speed of business. It fuels the unique apps
and data of your enterprise today, and gives you the ability to say yes to the challenges of tomorrow.
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FINTECH
HUBS: WHAT
IS THEIR
FUTURE?
As the FinTech industry matures and
becomes more global, how can FinTech
hubs remain relevant? There will be ample
opportunity to tackle this question in
Toronto, through daily sessions focused
on the role of hubs in different countries
and regions (Canada, Asia-Pacific, EMEA
and Americas).

THE INFRASTRUCTURE PLATFORM FOR DRIVING BUSINESS OUTCOMES

Innotribe

“The global nature of financial services
means that there will be a move beyond
regional deals in FinTech towards global
deals. We need to explore how the
linkages between different hubs will
become deeper, to support the creation
of stronger FinTech businesses that will
stand the test of time.”

Danielle Szetho, Chief Executive Officer,
FinTech Australia, agrees that “financial
services is becoming an increasingly
global game,” but adds: “As we look
across the financial services landscape,
we do see examples where competition
between hubs is actually causing
regulation to fragment at a time when
the ideal outcome is for regulators to be
working with each other, so they can take
the best of all the different hubs to be able
to apply it to their local market and help to
increase financial inclusion and the value
of services being delivered to customers.”
For Sunny Parikh, Director, Partnership
Fund for NYC, “the role that regulators
play” has indeed a strong influence over
the evolution of hubs, and Jeff Hindle,
Managing Director – Finance & Commerce
at MaRS Discovery District in Toronto,
reports an uptick in regulators engaging
in order to minimise the “unintended
consequences of regulation”.

The global
nature of
financial
services
means that
there will be a
move beyond
regional deals
in FinTech
towards global
deals.
Adizah Tejani
Director of Marketing EMEA at Token

Discover your right mix at hpe.com/hybrid-it
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“The idea for a young person to be
an entrepreneur and strike out on
their own is a growing phenomenon,”
Hindle says. “As a result of that, we
are being approached by institutions –
governments, corporates, regulators,
both domestic and international – seeking
to better understand how to work with
new technologies and new companies
and how to regulate without hurting.”

Szetho makes a similar point. “In
Australia, we have a big population of
migrants with connections back home
in other countries in Asia, which makes
Australia an interesting test market for
Asian companies to come to before they
target Western markets, and for Western
companies to test in before they launch
in Asia.”

As we look
across the
financial
services
landscape,
we do see
examples
where
competition
between hubs
is actually
causing
regulation to
fragment.
Danielle Szetho
Chief Executive Officer
at FinTech Australia

26

Innotribe

Sibos2017 Toronto

Fostering collaboration within their own
markets also remains a major priority
for hubs, as Parikh points out. “Hubs
are great places in which to focus on
developing collaborative technologies –
such as compliance solutions, disaster
recovery solutions and solutions that help
improve processes,” he says. “These
are solutions that all financial institutions
benefit from – and around which they are
open to more external innovation.”

But is collaboration between FinTech
hubs – which were set up to drive the
competitiveness of different centres –
realistic? “It has to be,” Hindle says. “We
don’t have a monopoly on creativity,
and that’s a fundamental ingredient to
innovate.”
Parikh agrees that while “each hub has
its own value proposition and strengths”,
“collaboration is a really interesting
opportunity”. “For example, companies
working in hubs in emerging markets on
solutions for the under-banked have been
able to bring them to our hub in New York
to target under-served customers in the
US.”

Innovation

Hubs are great
places in
which to focus
on developing
collaborative
technologies
– such as
compliance
solutions,
disaster
recovery
solutions and
solutions that
help improve
processes.
Sunny Parikh
Director at Partnership Fund for NYC

Sofie Blakstad, Board Advisor, CEO,
Stockholm FinTech Hub, hiveonline, says
one activity that has advanced significantly
during the past 12 months and is perfect
territory for hubs is the green FinTech
movement. “There have been lots of
isolated companies working on this, so
the green agenda is a natural fit for hubs,
which are great for getting people together
to collaborate.”
The relevance of hubs will continue to
increase as the competitive landscape for
banks evolves, Blakstad believes. “With
PSD2 and open banking, the tech giants
– the GAFAs – will inevitably move into the
space, and as more and more services
not provided by banks become part of the
financial services industry, there will be an
even stronger role for hubs to underpin
and support the development of these
new FinTech ecosystems.”

The idea for a
young person
to be an
entrepreneur
and strike out
on their own
is a growing
phenomenon.
Jeff Hindle
Managing Director, Finance &
Commerce at MaRS Discovery
District in Toronto

There have
been lots
of isolated
companies
working on
this, so the
green agenda
is a natural
fit for hubs,
which are
great for
getting people
together to
collaborate.
Sofie Blakstad
Board Advisor and CEO
at Stockholm FinTech Hub
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AI, HPC
AND THE
FINANCIAL
SERVICES
INDUSTRY
Predicting the future
from the bottom up
Eng Lim Goh
PhD, Vice President and CTO HPC & AI
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According to Eng Lim Goh, PhD, Vice President
and CTO HPC & AI, weather and climate
professionals are quite excited about the
future of predicting the future - because any
approach that helps them determine what is
going to happen faster and more accurately is a
differentiator.

Business models

As a result, they welcome the prospect
of augmenting traditional ‘deductive’
approaches to prediction with new
‘inductive’ approaches, made possible by
developments in artificial intelligence (AI),
machine learning and high performance
computing (HPC).
The question is, where are the
opportunities in financial services to
leverage these approaches to be more
right, more quickly, more often than your
competitors?
Dr. Goh insists the method underpinning
inductive approaches to prediction is
not complex – and he aims to show this
during the session he will lead in Toronto
on the topic. “The traditional approach
has been deductive, that is you start with
a well-accepted and proven premise, you
feed it, say, just today’s initial conditions,
you run lots of compute cycles and it
produces a prediction,” he says.
“More recently, with the re-emergence
of AI, developments in HPC, and now
that we have massive amounts of data
accumulated over decades and easily
available thanks to the internet, people
are beginning to think about inductive
approaches. Here you start not with
a premise but the accumulated data
which you feed into a machine learning
algorithm. This then takes as many tries
at it needs to correctly predict what will
happen next,” he explains.
“If you have 30 years of data, that’s
10,000 days. You feed the data in, and
if the algorithm predicts the next day
correctly – great. If it doesn’t, you tune
the algorithm by adjusting the input
weights and keep trying until - after 1,000
or 10,000 or 30,000 tries - the system
becomes tuned enough to make good
predictions. So, without knowing the
premise, the machine starts by learning
from the analysis of massive numbers of
examples – and predict the future from
the bottom up.”
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Opportunities to apply inductive
approaches to prediction in financial
services include any business where
the historical data is available – stock
and derivatives pricing, spotting frauds,
identifying risks, working out when a
customer is going to need a mortgage or
a loan.
“The new way won’t replace the old
way because induction is opaque,”
Dr. Goh cautions. “A lot of times the
intelligent machines doing the induction
can give you the right answer, but they
can’t explain why. This means we need
deductive, proven approaches as our
foundation,” he says.
It also probably means that certain
regulated activities are less rich in
potential for inductive techniques to be
applied, he acknowledges. Explaining to a
regulator that a negative customer impact
was the ‘fault’ of the black box in the
corner would be tricky.
However, in areas where the onus is
on being faster, and right, more of the
time than your competitors - say highfrequency trading – inductive approaches
will be invaluable, Dr. Goh believes.
“We know from the weather analysts that
induction can yield findings deductive
approaches miss – and, critically,
induction works very quickly. Once the
system is trained, when it is given a new
input all it takes is a very quick calculation
of its weights to get to a prediction.”
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A lot of times
the intelligent
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give you the
right answer,
but they can’t
explain why.
This means
we need
deductive,
proven
approaches
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“These are never 100% correct, so at the
very least induction can be an invaluable
supplementary tool for anyone whose
business depends on predicting the future
correctly, and more quickly than the next
guy,” Dr. Goh adds.
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INNOVATING
IN AFRICA
The winners of the 2017 Innotribe Startup Challenge in
Africa – the third annual competition on the continent –
are not just exciting new FinTech businesses. As Sido
Bestani, Head of Middle East, Turkey and Africa at
SWIFT, points out, they are “also providing real solutions
to the most pressing challenges facing the African
financial industry, including financial crime compliance,
financial inclusion and supply chain finance”.

Our long-term
vision is to promote
financial inclusion
across Africa, and
we are looking
for collaboration
with international
payment
infrastructures.
Patrick Muhire
Founder, Vugapay
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So how can the missions of these African
FinTechs be furthered in Toronto, as
they interact with the global financial
ecosystem?
Based in Rwanda, Vugapay is helping
mobile money merchants to get paid
across Africa. Its founder Patrick Muhire
says his goal in Toronto is “getting new
partners to join us”. “Our long-term vision
is to promote financial inclusion across
Africa, and we are looking for collaboration
with international payment infrastructures,”
he says.
While building its payment platform to
enable merchants in Africa to get paid by
expats and the diaspora who use bank
accounts – effectively connecting the
unbanked with the banked – VugaPay
found Rwanda “the best test market”,
Muhire says.
“It can be challenging to attract funding
for innovative companies from African
investors, but in other respects the
environment in Rwanda has proved very
conducive to innovation. Registering a
business takes six hours and we have
easy access to high-speed internet. This
has given us the resources to build a
startup from scratch very easily.”
Based in Nigeria, Irofit Technologies is
providing a mobile Point of Sale solution
that helps small retailers process card
payments in real-time and manage their
business operations (accounting, inventory
management, analytics, merchant credit
advance), even in settings where internet
connection is poor. As its Co-Founder and
CEO, Omoniyi Olawale says, “building a
business anywhere in the world can’t be
described as easy – every environment has
its challenges”.

In Irofit’s experience, some challenges are
regulation-related. “It is not always easy
to make the regulators see how they can
support innovation,” Olawale says. All in
all, the biggest barriers to innovation in his
experience are not technology-related –
they are related to market dynamics and
to consumer behaviour.

Nonetheless, Olawale is “looking forward
to meeting a totally different crowd at
Sibos to the one we meet at startup
conferences,” he adds. “This will bring us
exposure on a greater scale, putting our
solutions in front of a larger audience of
potential partners and clients.”

“This is not to say there aren’t challenges
– with infrastructure, bureaucracy,
transparency, legal systems – but as
far as building impactful, meaningful
technology companies is concerned,
Kenya is amazing. When it comes to
making a difference, there are few places
as conducive.”

Irofit is excited about capitalising on the
opportunity of Toronto to engage with
the international partners, especially
across Africa and Latin America, Olawale
continues. To a certain extent, his
company’s interactions on the global
stage are already picking up pace. “Since
we started our operations, we have had
calls from people in places we never
considered as marketplaces for us,” he
says. “One example is the UK – where,
in remoter parts of the country, there are
problems with data connectivity.”

Sokowatch is a last-mile distribution
channel for consumer goods companies
to better reach and sell more to small
shops through an SMS ordering system.
Its Founder and CEO Daniel Yu is also
keen to build on Sokowatch’s key
strength – its network – by extending that
network internationally.

So with what mindset should attendees
in Toronto come to engage with the
African startups? “What people should
be thinking is that Africa is growing,” says
Muhire. “Investing in Africa isn’t about
seeing an ROI in two years. It’s a longterm project.

However, he too emphasises the strength
of Africa in supporting FinTech innovation.
“Being based in and building a company
out of Nairobi has been by far the best
place for us to do business,” he says.

“But it’s a fresh market - and it has new
ideas.”
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SYSTEMS
THINKING:
INNOVATING
OUTSIDE
OF SILOS
Among the closing thoughts explored during
Innotribe in 2016 was the fact that innovating
in silos is difficult. As we all know, however,
banks are very siloed organisations. So
if silos are not an option for successful
innovation, what are some of the
approaches banks can take to rise
above the limitations of their historical
organisations?
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Enter systems thinking – a management
discipline that seeks to understand a
‘system’, or organisation, by examining
the linkages and interactions between the
components of which it is comprised. The
idea is that this understanding enables
the identification of small – and large –
improvements which can be made to
end-to-end processes to the benefit of
customers and organisation alike.
A simple medical parallel is useful.
Practitioners who focus only on one
organ or one joint and look at problems
impacting their specialist area in isolation
from the rest of the body would clearly
miss opportunities to diagnose and treat
conditions affecting interrelated parts of
the patient. An ability to understand the
whole ‘system’ is clearly preferable.

David Dab
Chief Innovation Officer
at ING Belgium

Banks need to
go beyond
banking and
achieve innovation
in collaboration
with other
industries such
as healthcare and
entertainment.

From the perspective of a bank trying to
innovate, legacy organisational structures
present quite a challenge, suggests
David Dab, Chief Innovation Officer, ING
Belgium. “If we look at organisations like
banks – or hospitals, or large corporates
– they are made up of multiple pieces,
segmented, layered, in silos,” he says.
“There are interactions between, as well
as within, the silos and beyond that,
these organisations belong to a broader
system of customers and competitors
and partners. It’s difficult to do innovation
across the silos – yet that’s where it needs
to happen.”
Large, incumbent banks were not built
with innovation in mind, Dab adds. “They
were typically designed for execution,
not for innovation, and in fact have a
very strong immune system to prevent
innovation,” he says – often for very good
reasons. “There are important systemic
risks to consider. Banks don’t want
employees to innovate and experiment
too much when they are handling
individual payments of USD 1 billion,
and this thinking rigidifies the company,
and makes innovation slower and more
difficult.”
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Given that “the chances are that your
current organisation is not adequate
to capitalise on new opportunities that
come out of the blue”, applying systems
thinking is critical for banks to move
forward, Dab suggests. “We need to
start thinking and acting across silos.
Retail and corporate payments can be
separate within banks – but they are both
payments businesses, and there are clear
linkages between a retail payer and a
corporate payee. We get one view when
we look from the perspective of our silo,
but we see different views when we look
from different vantage points.”
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Change management in banking may
be a challenge, says Dab – but it is one
with which banks must get to grips. “The
question is not if this will happen, but
when. Actions are needed next Monday,
next week, next month, next year. People
need to be asking themselves now, how
do I make things happen and change in
my organisation? How can I contribute to
making my organisation move, from top
to bottom, to become more innovative?”

Changing perspective is vital, he believes.
“While the customer wants to buy a
house, the bank typically wants to sell a
mortgage,” he says. “Banks need to think
about partnering to get access to different
platforms – for example interactive
marketplaces targeting house buyers. If
we really want to innovate, especially if
we want to achieve disruptive innovation,
then we need to innovate across our
ecosystems.”
Dab does not underestimate “the very
big challenge” this represents and says to
achieve this, banks will need to “change
awareness, willingness and ability”. There
are some foundations to build on – not
least the spirit of working together already
in place in some segments of the banking
business. “In international payments and
trade finance there is a long history of
collaboration between banks, though
typically less history of innovation,” Dab
says.
In some areas, good progress is being
made, he adds. “We are starting to
see banks working much better with
FinTechs, which is very important for
the future.” In others, the banks are
barely off the starting blocks however.
“Banks need to go beyond banking and
achieve innovation in collaboration with
other industries such as healthcare and
entertainment, but we are not seeing
much of that yet,” he says.
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SEEDING
THE
OPPORTUNITY

By offering platforms to support the
development of SME customers, banks
can help them grow into tomorrow’s
business giants, while engendering
powerful loyalty as the partner and
provider that helped them hit the big time
in the first place.
There is a parallel here with how VC
investing works: a typical VC portfolio
does not contain one example of a
company solving a particular problem,
but multiple companies solving the same
problem. The VC expects some of these
companies to stay small, some to grow
to be medium-sized, some to grow large,
and one to grow into the next Facebook,
Snap or Paypal.

Linda Findley Kozlowski
Chief Operating Officer at Etsy
“For many years, there was a
longstanding belief that serving small
businesses wasn’t scalable or profitable.
Etsy is living proof that this is no longer
true.”
The numbers certainly back up
this statement from Linda Findley
Kozlowski, Chief Operating Officer of the
e-commerce platform Etsy. “We bring
together 1.8 million sellers from nearly
every country in the world, and the whole
is much greater than the sum of the
parts,” she says.
“Using our platform, sellers offer a
combined 45 million items to over 30
million active buyers. Individually, they’d
never have this reach or audience.
This means they can each grow their
businesses faster and, in turn, fuel
growth for Etsy.”
The platform approach is key to
capitalise on the opportunities
created by the specific needs of small
businesses, she continues. “Whereas
larger businesses often don’t need
support in areas such as payments,
shipping, and marketing, Etsy sellers
depend on us for these critical tasks.
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This has enabled us to create an entire
portfolio of services and tools that is a
key growth driver - and now accounts
for more than half of our revenue.”
The Etsy COO’s hope in Toronto is that
she can help people to “think of the
opportunities rather than the challenges
that exist with supporting small
businesses,” she adds. “Technology
and partnerships make it easier than
ever to serve these constituents in an
effective and efficient way. With small
businesses currently employing more
than half of the working population and
creating two-thirds of net new jobs in
the US, companies that take advantage
of platform economics can drive growth
not just for themselves, but also for the
broader economy.”
The message is quite clear, then:
providing a platform to small businesses
to enable them to compete at a global
scale with larger established players,
and supporting their growth from small
business to sustainable business, not only
brings societal benefits, but makes good
business sense as well.
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Think of the
opportunities
rather than
the challenges
that exist with
supporting small
businesses.
Technology and
partnerships
make it easier
than ever to
serve these
constituents in
an effective and
efficient way.

Ruth Wandhofer
Global Head of Regulatory & Market
Strategy, Managing Director, Treasury and
Trade Solutions at Citi
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The aim in Toronto is to explore the
“experience of Etsy in creating a platform
business – and look at which aspects
are transferable and applicable to bankdriven platforms,” she says. One aspect
of this is supporting SME customers and
helping them to grow, and also important
are the “platform economics aspects”
driven by scale, she believes.
Perhaps the biggest challenge banks
face in leveraging platforms is a cultural
one, Wandhofer adds.
“Banks need to work with industry
participants and embrace the principles
of collaborative innovation, in order to be
part of a viable ecosystem.”

But while these parallels are all clear,
and while the principles of platforms and
platform economics are well-understood,
the fact remains that to date, none of
the major platform businesses that have
emerged have been created by banks.
The highly-regulated nature of banks
versus other segments is a legitimate
concern when it comes to any new
business model, as Ruth Wandhofer,
Global Head of Regulatory & Market
Strategy, Managing Director, Treasury
and Trade Solutions at Citi, points out.

Adopting new
business models
has been
thought of as
a challenge for
banks given
their legacy
systems, but
we need to get
banks to act
on this legacy
discussion.

However, some of the challenges that
have held up banks’ business model
reinvention are diminishing, and this
should be recognised, Wandhofer
believes. “Adopting new business models
has been thought of as a challenge for
banks given their legacy systems, but
we need to get banks to act on this
legacy discussion because it isn’t moving
forward. Legacy replacement doesn’t
take 7-10 years anymore.”
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SIMPLIFIED
AND
CONSISTENT
CUSTOMER
EXPERIENCE
IN THE
DIGITAL AGE
Apple is the poster child of customer
experience in the digital era, which is why
it is such a brilliant and timely opportunity
for the financial industry to gain direct
insights from Apple on this vital topic at
this year’s Sibos in Toronto.
As Patrik Havander, Head of TxB
Strategy & Communication, Nordea
Transaction Banking, says: “Apple is the
benchmark when we talk about customer
experience. It is very good at delivering a
consistent experience in an omnichannel
environment. This is of course something
that is relatively new for banks – but is
very high up on the agenda.”
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In fact, he continues, “customer
experience will be the single most
important competitive advantage in the
future market landscape for the financial
industry. The proof of this is how our
private banking experience has changed
over the years, and this will start to
transform the B2B business as well.”
For Tsvetomir Vassilev, Head of UX
at SWIFT, this transformation is long
overdue. “B2B companies in general
and financial services institutions in
particular need to start looking at and
investing in CX and UX,” he says. “They
are literally catching the last train. If you’re
in a consumer business and you don’t
pay attention to CX/UX, you’re dead in
the water. B2B is behind, and financial
institutions even further behind – and it’s
really high time they caught up.”
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He echoes Havander’s point about
the impact of ‘consumerisation’. “B2B
customers and users are consumers as
well and they expect the experiences
they have in their personal lives to be
matched by those in their professional
lives,” he says. “The new generation of
mobile, tech-savvy executives will simply
not accept what is today standard in the
commercial banking environment.”

Patrik Havander
Head of TxB Strategy & Communication
at Nordea Transaction Banking

It is a necessary
response to the
new entrants
coming into
the market,
with solutions
that are much
easier to use
and which have
a clear focus on
the customer
experience.

Tsvetomir Vassilev
Head of UX at SWIFT

If you’re in
a consumer
business and
you don’t pay
attention to CX/
UX, you’re dead
in the water.
B2B is behind,
and financial
institutions even
further behind
– and it’s really
high time they
caught up.

Top of the agenda or not, addressing the
CX/UX need is not simple for banks, as
Havander explains. “The banks face a
great challenge in this. They serve their
customers in many different geographies,
via a multitude of channels – personal
contact, the phone, digital solutions.
Getting a successful customer experience
initiative off the ground is difficult given the
size of banks’ organisations, their legacy,
and the potential multiple touchpoints
across many channels.”
This must be a priority, though, he insists
– however difficult it proves to be. “It is a
necessary response to the new entrants
coming into the market, with solutions
that are much easier to use and which
have a clear focus on the customer
experience,” he says. “Banks have to be
able to deliver a more consistent, hightouch experience to their customers.”
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Finding out what users need is not always
easy. “In the past, when we went to talk
to customers about what they want and
need, we were talking to people about
very high level requirements. Finding out
what actual users need requires digging
very deep, and making sure to tap into
the actual operators in the back offices,”
he says.
Then the challenge becomes convincing
the people who sign the cheques of the
ROI on upgrading a system in order to
deliver a better user experience – and
greater efficiencies, Vassilev adds.
Breaking down the barriers to delivering
improved CX and UX will be critical to
move forward, Havander says, and
this session will present the perfect
opportunity to engage in discussions
about how to do that.
“This is something that concerns us all
in the banking industry. It is a change
we know will come – and it needs to be
addressed. There is a huge opportunity
for us to put this on the table and share
best practices around how to become
better at serving our customers,” he
concludes.

In the B2B context, a very important
step is “to acknowledge the difference
between customers and users”, Vassilev
continues. “For many B2B businesses,
the customers are not the users. The
people who sign the contracts and make
the decisions about what should be
used are not actually the operators of
the services. In fact, the CIOs and CTOs
often have never even seen a screen of
the service they have signed their users
up for.”
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FINTECH:
A SOUND
INVESTMENT
STRATEGY
Or would you be better
putting it all on red?
As Andrew Martin, Managing Director,
Preservation Holdings, points out, “if you
put it all on red, there’s a 52% probability
of the house winning. Choosing red
would represent a loss of faith in FinTech
indeed.”
This is not to say we shouldn’t ask
questions about the future of FinTech,
Martin says. “What happens if – or when
– the market turns? Low interest rates
might be the new normal, but they might
not be, so there are macro trends to
consider.”
It’s also worth bearing in mind the general
statement that while everyone wants a
unicorn, they take a long time to emerge.
“Nine years on average – and a lot of
money,” he says.
Patience is key then, as is remembering
that “we are still early on in the digital
transformation of financial services”,
suggests Mike Sigal, Partner, 500 Fintech.
“I would be shocked if anyone put
everything on red, because red is a bet
against an inevitable future,” he says.
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Nor is there much evidence that the
market is losing faith in fintech, he adds.
“During the past couple of quarters, we
have seen investment increase from
both traditional venture capitalists and
corporate venture groups - and forward
looking incumbents continue to make
acquisitions.”
What does need to be acknowledged is a
“shift in the types of companies receiving
investment”, Sigal says. “In the past
this was heavily weighted to payments
and lending, and now we are seeing
more investment in areas like the capital
markets and trade finance, and in the
technology financial services firms need to
be more competitive, like RegTech.”
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For example, Australia’s Westpac Banking
Corporation’s very recent injection of
AUD40m into fintech payment solutions
provider zipMoney was one of the biggest
Australia has ever seen,” she says.
For banks and insurance companies
this route of outsourced innovation/R&D
is a useful solution to their legacy and
compliance challenges, Basta suggests.
But is corporate investment good for
FinTechs?

If you put it
all on red,
there’s a 52%
probability
of the house
winning.
Choosing
red would
represent a
loss of faith
in FinTech
indeed.
Andrew Martin
Managing Director
at Preservation Holdings

The funding
for FinTech is
going to come
more and
more from the
strategics.
Victor Basta
Founder and Managing Partner
at Magister Advisors

For Victor Basta, Founder and Managing
Partner, Magister Advisors, it is inevitable
that “the funding for FinTech is going
to come more and more from the
strategics”. “The era of venture capital
isn’t drawing to a close, but there has
been a natural upsurge in corporate
investment and corporate activity as
FinTech has become more mission-critical
to core financial sectors,” he says.
Chloé James, Group Media Director at
RFi Group and Broadcast Presenter for
Sky News - Business, recognises this
trend. “In Australia, my home market,
we are seeing fantastic investment from
traditional providers into FinTechs.
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Today, banks invest millions of dollars
without any meaningful testing or
analysis” he says.
“Taking a VC-like portfolio approach
to innovation investments means
incumbents’ returns on innovation
investments are no worse – and will
pay dividends by helping them evolve a
culture that will carry them into the future.”

“Some will argue that they will be
mortgaging their futures and being
acquired by stealth,” he says. “But if you
were going to create another Revolut or
PayPal today, would you raise USD50m
to do it alone, or raise maybe half that
and do it with leverage from a big financial
institution which can deliver overnight
access to millions of customers?”
FinTechs will have to modify their
approaches in line with this change,
Basta adds. “You need to come from fin,
not tech. If you’re a coder in t-shirt and
trainers, you’re less likely to get USD50m
investment from JP Morgan or Nasdaq.”
Ian Pollari, Partner and Global CoLead, KPMG’s Fintech Practice, agrees.
“From a corporate perspective, more of
the investments are going into proven
models and proven entrepreneurs,” he
says. “Fintech innovations will need to be
commercially viable and deliver enduring
value at scale.”
The banks’ approaches will change
as well, Pollari adds. “Innovation
departments will really come under the
microscope in terms of the value they are
delivering, and we will also see greater
participation from financial services firms
as they unlock a new revenue stream
in white labelling fintech innovation,” he
believes.
For Sigal, banks can do worse than look
to the example of VCs. “As a whole,
the venture industry takes a portfolio
approach to investing in innovation,
investing in a lot of experiments and then
doubling down on the ones that look the
most promising.

In Australia, my
home market,
we are seeing
fantastic
investment
from traditional
providers into
FinTechs.
Chloé James
Group Media Director at RFi Group
and Broadcast Presenter for Sky News
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20/20
HINDSIGHT:
LEARNING
FROM THE
JOURNEY,
NOT THE
DESTINATION
When, in 2016, the
UK Financial Conduct
Authority launched the
world’s first regulatory
sandbox, it started a trend.
Regulators globally have
since begun to provide
sandboxes, designed to
foster innovation by giving
FinTechs a safe space to
test their technologies and
ideas in a live environment,
without immediately
incurring all the normal
regulatory consequences.
40
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The regulators have also learned lessons
about what types of business models
should go in the sandbox, says Bernard
Wee, Executive Director, Financial Markets
Development and FinTech & Innovation,
Monetary Authority of Singapore (MAS).
“We always ask ourselves, do we see this
business model being replicated, scaled
up and mainstream? Does it align with
the way we think financial services are
developing? If yes, how can we help to
accelerate that process, to give regulatory
certainty to these FinTech companies?
That way, we can focus our sandbox
resources and attention on FinTech
businesses that are more unique.”

Pat Chaukos
Chief of OSC at LaunchPad

We can all see the success stories
emerging as various startups ‘graduate’
from their chosen sandboxes. But
behind the headlines, how challenging
has it been to get to this point?
One challenge comes as no surprise:
the differing speeds at which
regulators and FinTechs like to move.
“The challenge from the regulatory
perspective is to manage expectations,”
says Pat Chaukos, Chief of OSC
LaunchPad, the Ontario Securities
Commission’s initiative to support
FinTech innovation. “The FinTechs want
to get to market quickly, and we have
to work with them to balance timelines
on both sides. Some of these new
businesses are really challenging our
models and the way business is done
by introducing 24x7, open, frictionless
experiences, and making us look at
all the existing protections we have in
place.”
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FinTechs often
want to operate
globally and
not just in one
jurisdiction,
and this will
drive the need
for consistent
regulatory
standards.

Bernard Wee
Executive Director, Financial Markets
Development and FinTech & Innovation, at
Monetary Authority of Singapore (MAS)

Evaluating
a business
through the
sandbox takes
as much effort
as processing
a licence
application.
If you see a
big wave, you
should probably
mainstream
them into
regulation.

That said, the really big new ideas are
probably not suitable for the sandbox
either, Wee adds. “Evaluating a business
through the sandbox takes as much effort
as processing a licence application. If
you see a big wave, you should probably
mainstream them into regulation. The
sandbox should deal with the edges,
where there are question marks about
how big the market for this kind of
product or service will be by 2030.”
Chaukos emphasises there are two
components to the OSC Launchpad –
“the innovation hub to support FinTech
businesses and the sandbox for relief”
– and agrees the sandbox isn’t for every
business. “We find that some are not
looking for relief,” she says. “They have
compliance measures in place, and
we work with them to understand how
their businesses are evolving and how
we can support them with a regulatory
framework.”
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Of course, the onus isn’t just on the
regulators to create an environment more
conducive to FinTech innovation. As Wee
says, with so many FinTechs focusing
on one or two activities that they do
well, they will still need to integrate with
incumbent providers for other services.
“FinTechs need supporting services,
whether a bank to make payments or a
custodian for safekeeping client assets.
They need to be able to integrate, and
standardised APIs are very important
here.”
Overall, the innovation hub/sandbox
approach is here to stay for some time
to come, the regulators predict, with
the long-term goal of “building on the
learnings to start to modernise regulation”,
according to Chaukos. An important
step on that path is to draw in the right
expertise, she says. “The OSC has a
FinTech advisory committee comprising
of people on the business side who
understand how this market is evolving
and can help us be forward thinking.
“I can see FinTech regulation becoming
‘BAU’ for most regulators, and the goal
should be to stay a step ahead.”

The regulators report a consistency in the
number and types of business coming
to them. “We have already seen online
advice, P2P lending and crowdfunding,
and now we are starting to see different
waves, notably RegTech and the latest fund raising through initial coin offerings
(ICOs),” says Chaukos. The similarity in
the regulators’ experiences “is completely
understandable”, she adds. “FinTechs
often want to operate globally and not just
in one jurisdiction, and this will drive the
need for consistent regulatory standards.”

41

The Future

Innotribe

CYBER
SECURITY:
12 MONTHS
ON
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The first thing to say, according to
SWIFT’s Chief Information Security
Officer Marc Hofmann, is that “a lot
of work has been done to strengthen
the cyber defence capabilities of the
community in the past year”.

42

Innotribe

However, there is no room for
complacency, he adds. “Attacks are
becoming more and more sophisticated,
and the criminals are becoming much
better resourced. Beyond their technical
capabilities, they are able to operate on
an interdisciplinary basis: they employ
psychologists and communications
experts for phishing attacks and they
employ international lawyers to establish
the best exit points from the banking
system. Effectively we are in an arms race
with the bad guys. Keeping up with the
threat is extremely important.”

Assaf Egozi
Managing Partner
at B-Hive Israel

One of the highlights of the Innotribe programme in 2016
was a session which brought together all the insights on
cyber security shared across Sibos as a whole.
Building on this, a key focus in Toronto
will be to look back at the previous 12
months in cyber security, exploring the
issues that emerged and the progress
made in tackling them - in order to
understand the challenges that lie ahead
and what the financial industry needs to
do in response.
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The notion of moving to a
business-driven security
culture is going to be
critical. The board rooms
– the C-levels – have to be
security literate, and the
security departments need
to start thinking business
risk, not just IT.

Marc Hofmann
Chief Information Security Officer at SWIFT

Attacks are
becoming
more and more
sophisticated,
and the
criminals are
becoming
much better
resourced.
Beyond their
technical
capabilities,
they are able to
operate on an
interdisciplinary
basis.

Again, great strides have been made
by the financial industry in recent times,
he emphasises. “There is an increasing
understanding in the financial services
industry - and beyond - that we cannot
confine cyber security to just a siloed
cyber or security department somewhere
in IT.”
“The financial industry has understood
the very important fact that we cannot
just focus on technology topics: we must
go beyond that, focus on the business,
follow the business strategy and help the
business teams to do their business in a
secure way.”
As Assaf Egozi, Managing Partner at
B-Hive Israel, said in Geneva last year:
“The notion of moving to a businessdriven security culture is going to be
critical. The board rooms – the C-levels
– have to be security literate, and the
security departments need to start
thinking business risk, not just IT.”
It is also essential for information and
cyber risk management functions to
be integrated with the enterprise risk
management function, Hofmann adds.
“We need to speak the same language
as the risk managers. We also need to
work closely with legal, compliance and
especially anti-money laundering teams.
This will really help the industry to defend
effectively against financial crime in cyber
space.”
Another lesson learned, Hofmann says,
is “how important it is that the good guys
work effectively together”.
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Information exchange, especially
collaborating to share intelligence, is the
name of the game here.
As Egozi said during the cyber wrap-up in
2016, “the notion of information sharing is
a critical element of fighting cyber crime”.
“Cyber criminals are sharing information
all the time, and they’re moving forward
quite rapidly, and organisations really need
to grasp how to do this effectively,” he
said. “There are a lot of frameworks that
are supposed to enable this, but most
of the information sharing is still relatively
informal, and the question is, how do
you make it more structured? That is
something we will discuss this year at
Sibos.”
The progress made during the past
years notwithstanding, challenges
remain in the cyber landscape, Hofmann
acknowledges. “A major challenge is to
get the whole community achieving an
appropriate level of security. For example,
the security of a payment process
depends on the security of all of the
involved parties, which means looking
beyond the few, to the many.”
As Bart Preneel, cryptographer and
President of Leaders in Security, University
of Leuven, said during last year’s cyber
discussion: “I hope that we can make
more progress towards building an open
and secure infrastructure. We’ve seen in
the past years many failures, and we in
fact all use a lot of open source solutions,
as well as security solutions in which not
enough has been invested. As a society,
we have to think of building an open and
secure infrastructure. If we fail to find a
method of governance for algorithms, we
will be governed by algorithms.”
The financial industry must also refine its
forward-looking approach – rather than
relying on looking backwards, Hofmann
believes.
“It’s critical that we develop the means
to look into the future and ask what the
challenge will be in two years’ time – and
to get ready for that by acting today.”
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Another is that the way technology has
evolved, with huge amounts of personal
and sensitive data centrally stored in
remote servers, represents a very risky
single point of failure. This reflects
Case’s support of the decentralised web
movement as a way of moving to a more
“organic” future in which products and
services are developed in a way that
recognises and tries to neutralise the
cyber threats we now face.

THE CASE
FOR CALM
TECHNOLOGY
Attendees of Sibos 2016 in Geneva will
remember cyborg anthropologist Amber Case
from the Future of Money session. During
that discussion, Case shared several of the
notions that are critical to her thinking.
One is that while technology is really useful for
automation, we don’t want to turn ourselves
into robots. As the Harvard Berkman Klein
Centre fellow said: “Machines are really good
at spotting patterns and humans are really
good at curating things. We should use
machines to collect data, but people
must be the ones that design the
systems that then use that data to
make life better.”
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Attendees of Sibos 2017 in Toronto can
expect further elaboration on this thinking,
as Case explains why she believes the
financial industry – and all industries –
need to adopt “calm technology”.
Much of Case’s thinking about the future
has started with the past, she explains.
“My trick for predicting the future is that
history doesn’t repeat itself, but it rhymes.
I am currently trying to reintroduce
people to an old idea at the time it’s most
relevant.”

Amber Case
fellow at Harvard University’s
Berkman Klein Centre for
Internet and Society and visiting
researcher at the MIT Centre for
Civic Media

The idea originates with research done
at Xerox PARC in the 1980s and 1990s,
around calm technology – a term coined
to refer to instances where the interaction
between a technology and its user is
designed to occur in the user’s periphery
rather constantly at the centre of their
attention. In this model, information
from the technology smoothly shifts to
the user’s attention when it is needed
but otherwise stays calmly in the user’s
periphery.
“This thinking was predicated on the belief
that in the 21st century, the scarcest
resource would be our attention,” Case
says, “with technology commanding that
attention constantly, overwhelming us
with information and preventing us from
making the best choices.”
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The notion of calm technology was
created in a time when it was predicted
that we would – but we didn’t yet –
have the saturation of technology that
characterises our world today, and it’s
time has now come, she argues. “The
idea behind calm technology is that
we need smarter humans, not smarter
machines, and that we need to exploit
technology advancements for the
amplification of what humans – and
machines – do best.”
Critical to this approach is using
technology sparingly, Case suggests. “If
we use the least amount of technology to
get the job done, we are least likely to fail:
technology should take the least of our
attention, only when it’s needed.”
Translating the principles of calm
technology into IT development in
banking would lead to simpler user
interfaces that take the stress out of
the user experience for all systems, she
says, consumer facing and within the
enterprise.
Artificial intelligence is certainly a part of
this picture – and should not be viewed
as a threat, she argues. “The whole point
of technology is to free up time to apply
more human skills. If a customer service
operative can’t reply to all requests and a
chatbot gets customers further along the
line, then that’s a win-win for all. People
have always worked alongside technology
and this is just another type of industrial
revolution.”
Yes, jobs will be replaced – but people
will still have, often better, jobs, she
adds. “Technology can’t replace people,
but what it can do is turn lots of blue
collar jobs today into white collar jobs
tomorrow.”

Machines are
really good
at spotting
patterns and
humans are
really good
at curating
things. We
should use
machines to
collect data,
but people
must be the
ones that
design the
systems that
then use that
data to make
life better.
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Financial Services for Everyone
What does it take to reach the world’s 2 billion unbanked
with interoperable financial tools they can use?
Join the Bill & Melinda Gates Foundation and special guests at Innotribe

to find out how companies and developers can harness products that open new
markets while improving financial services for the poor.
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Workshop 1

Workshop 2

Tuesday, Oct. 17 - 1 p.m.

Tuesday, Oct. 17 - 3 p.m.

Meeting room 206D

Meeting room 206D

This session will highlight the business and commercial
opportunities of financial inclusion and tools that
innovators can use to deliver services to new markets.

This session will feature the underlying technologies
behind a new tool for expanding financial inclusion.
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