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Future Context
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Financial technology trend

Financial Services Technology 2020 and Beyond: Embracing
disruption, PwC
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Generation

SO WHO ARE THE DIFFERENT GENERATIONS?

Here is how they are often grouped:

hid

TRADS BOOMERS
1928 - 1944 1945 -1964 1965 - 1979
TRADITIONALISTS: BABY BOOMERS: GENERATION X: GENERATION Y GENERATION Z:
Value authority and Expect some degree Comfortable with Respect must be earned. Many traits still to
a top-down management of deference to their authority; will work Technologically savvy; emerge. Digital natives,
approach; hard working; opinions; workaholics as hard as is needed; goal and achievement fast decision makers,
‘make do or do without’. importance of work oriented. highly connected.

life balance.




KEY TRAITS OF GENERATION - %"
SOCIAL“
” BUFFS

54% are hooked
_’ ‘ to brands on
() social media

© 1EcH
GEEKS ﬁaEgH

52% influence their

parent’s buying decision
for latest gadgets m

EMOTIONALLY /¥~ A CONNECTED
CHARGED . "' | TO PEERS
36% are emotional —y = 16 is the averge number of
roller coasters who make : 7 co-workers Gen-Y is connected
decisions on the spot 1 8\., 30 to on facebook
YEARS OLD

© owner ¢

f

5th most popular job
title is owner for Gen-Y



Number of loss events 1980-2016

800

B Geophysical events N B Hydrological events
Earthquake, tsunami, volcanic activity Flood. mass movement

B Meteorological events
Tropical storm, extratropical
storm, convective storm,
local storm

B Climatological events
Extreme temperature, drought,
wildfire
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Customer Focus
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Collaborative Network
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(Better Governance, Happier Citizens)

mﬂﬁmﬂﬂﬂfm

waclveulasny CO"aboration Network

Open and
Connected
Government

Collaboration Innovation
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Customer Focus Competency
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Credible & Trusted

- e Government
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Citizen-Centric

Smart and High
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(Collaboration)
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(Innovation)

* ARAULAZLAINIIAENTS 15D Solutions 1l ¢ vinluLna Big
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* ‘35191 1IsNn15 (Gov. Lab/ Public Sector Innovation Lab)
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(Digitization/ Digitalization)
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Leadership Strategy Customer
(N15118IANIS) (ANEANERS) (H5ULEMS)

Measurement Workforce Operation
(N159/) (UAANS) (n1sUumnnsg)
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Mutual
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« Trust

Mutual
Respect
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AW AAdV6I (Agility)
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Satisfaction Delight
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Measurement

E-B Metric System

Expectations

BELOW THEIR EXPECTATIONS MET THEIR EXPECTATIONS EXCEEDED THEIR EXPECTATIONS



Net Promoter Score (NPS)

DETRACTORS PROMOTERS
—t T
0 1 2 3 ot 5 6 9 10

Net Promoter Score — — % Detractors




Engagement factor
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BIG DATA
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(Customer Insight)
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(Customer retention)
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Knowledge Management
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Benchmarking for Excellence

Great Ormond Street Hospital F1 Pit Stop
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Key Driver to Employee Engagement
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N1Sds19AU Y (PERMA)

Dr. Martin Seligman
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Positive Positive
Relationship

Emotion Engagement

Accomplishment
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Incident

Management Continuity Plan Recovery Plan
Plan LHRANNABLUDY weuW Uy

W WLHTB YL AR

Incident Communication Plan
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INNOVATION
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Supporting
Environment
ANTNLINRDNNAULAYY

Innovation Intelligent Risk
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INNOVATOR

nasidoulavadruana N1SAVAINU
(Associating) (Questioning)
/
nasdoing g N1Sas101ASaU1Y
(Observing) = (Networking)
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(Experimenting)
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(organization development) N15ATLUUITY (Work
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1) WIRNSTNUINS

(Service Innovation)

4) WIRNNTTNNY

AMNAR

(Conceptual Innovation)

2) UIRNTTNNITAY
NAULINIS

(Service Delivery Innovation)

5) WIARNTTNLTS
uleung

(Policy Innovation)

3) UARNTTHUSTUNS /
A4ANIS

(Administrative or

Organizational Innovation)

6) UIANTTHLTITZULU

(Systemic Innovation)




1) WARNGTHLUSNNS

(Services Innovation)

n15U5u1l5915n151saa519U5N5 b sl (new or improved service) LW #i9gl
a = = = 2
15N15LARRUN health care at home LLlUAY

2) WIRNSTNNITAINAL
113115 (Service Delivery

Innovation)

nsbusnsbugluuulus wianuansneldainias (new or different way
. g . 1 I aa a © a

of providing a service) 111 NMFaaNzIlaulAYAAANIIBLANNTAUNE N1T

tlunazdiszilsenudannuuuaaulati mobile app tHluAuy

3) WARNSINNITUITNG/
A4ANIS (Administrative or

Organizational Innovation)

n5a519nszUauUlug (new process) 1 N15ATIAFALAIAITATNAINN
Lde9 1tlusu

4) UIBNTTNVNNAMNAR

(Conceptual Innovation)

mMaugenuumsluglunisdiaszinazun ladumuazvidanislaus
auuﬁgmlﬁu sanliaunenisidasunilasfangnanineadas LNaNAanWL
AMNAALAN LEY smart farmer SluAY

5) WIRNSTTNLTIW L1

(Policy Innovation)
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218l (Tradable Permits) Lﬁmﬁ”uméﬁ'uéziqwﬁ'mmwmmﬁ (Weather
Derivatives) Ll A

6) WIRNTTNLTITZLU

(Systemic Innovation)
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Social
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G<:ALS
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End poverty and hunger
in all forms and ensure
dignity and equality

PLaner : II
Protect our planet’s

natural resources .
and climate for SUStalnabIe Ensv.ﬁeosr.oPsEeRr!:H
future generations prosp

and fulfilling lives in
Devel op me nt harmony with nature

3
PARTNERSHIP y
Implement the agenda PEACE

through a solid global ~ Foster peaceful, just and
partnership inclusive societies
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Sustainable Development Goals (SDGs) %ﬂfﬁafhé

NO NO GOOD QUALITY GENDER CLEAN WATER
POVERTY HUNGER HEALTH EDUCATION EQUALITY AND SANITATION

/e

GOOD JOBS AND INNOVATION AND 1 REDUCED SUSTAINABLE CITIES 12 RESPONSIBLE
ECONOMIC GROWTH INFRASTRUCTURE INEQUALITIES AND COMMUNITIES CONSUMPTION

7/ ‘ O

13 CLIMATE 1 4 LIFE BELOW 15 LIFE 16 PEACE AND 1 PARTNERSHIPS 6""

ACTION WATER ON LAND JUSTICE FOR THE GOALS [ ™ A

| -
®
THE GLOBAL GOALS

For Sustainable Development




Sustainable Development Goals (SDGs)

® O
i I
End poverty for all

End poverty in all its
forms everywhere

ZAANNEINIU

©

Freedom from hunger

End hunger, achieve
food security and improved
nutrition, and promote
sustainable agriculture

gAAINRIlue #5719
AMNNUAININDINNG
WaZINTEAULATUINS

SUSTAINABLE
DEVELOPMENT

G<3ALS

Health and
wellbeing

Ensure healthy lives and promote
wellbeing for all at all ages
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gassugIganndus
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Sustainable Development Goals (SDGs) [ g

(5 (6 %

Clean water

Quality education Gender equality and sanitation
Ensure inclusive and equitable Achieve gender equality and i"%“ril"“ﬂ“"m"t” ﬂ"‘i "
ookt sncatononapiomote  mpoweralwamdnandons  Sisansle managemerto
lifelong learning opportunities
for all
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Sustainable Development Goals (SDGs) [ g

o
;s o

Sustainable Decent work and Innovation and
energy for all economic development infrastructure
Ensure access to affordable, Promote sustained, inclusive and Build resilient infrastructure,

reliable, sustainable and sustainable economic growth promote inclusive and
modern energy for all sustainable industrialization

and foster innovation
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Sustainable Development Goals (SDGs)

o 11N

Reducing
inequalities

Reduce inequality within
and among countries
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nalunazszuiaseing
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Sustainable cities
and communities

Make cities and human
settlements inclusive, safe,
resilient and sustainable
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SUSTAINABLE
DEVELOPMENT

G<3ALS

®

Sustainable
consumption
and production

Ensure sustainable consumption
and production patters
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SUSTAINABLE
DEVELOPMENT

Sustainable Development Goals (SDGs) [ g

15
@ Sustainable

®

ecosustems
Action on Protect, restore and promote
climate change Healthy oceans sustainable use of terrestrial
ecosystems, sustainably manage
. Conserve and sustainably forests, combat desertification,
Take urgent action to combat use the oceans, seas and and halt and reverse land
climate change and its impacts marine resources for degradation and hatt
sustainable development biodiversity l0ss
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Design Thinking

% PROTOTYP
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N9 danTaIN1sARSLEN (creativity) WAZUARNSSH (innovation)
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Design thinking is
a process for

creative problem
solving.
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Define szyuifgym

WNANTUIUAZVINANH -
el
L°1|'1°lq°lumwmrm
] e
A

m@qﬂmmmn AT o
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