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Thorsten Schulz-Gerhardt
Director, CIO Advisory, KPMG UK

Your presenter today 

Thorsten Schulz-Gerhardt is a Director with KPMG UK, focusing 

on Technology Strategy and Transformation in Financial Services. 

He experienced first-hand the findings from the CIO Survey 2020, 

having worked closely with his clients through this period.
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SAI Disclaimer

The views expressed in this presentation are those of the 

presenter(s) and not necessarily those of the Society of 

Actuaries in Ireland or their employers.
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SAI Competency Framework
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Some of the key findings from the Covid world:

• Remote working challenges 

• Technology investments 

• Mental health is an issue 

• Technology leaders feel more influential.

Harvey Nash / KPMG CIO Survey 2020 is the largest IT 
leadership survey in the world

*Combined IT budget of this year’s respondents 

**From 22 years 

$¼ trillion 
combined IT budget* 

3 million
data points**

4,219
respondents

83
countries

22
years of data



Overall Key Findings
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Board priorities and technology investments in the new reality
In light of the new reality, what are your top three most important technology investments? 

8%

9%

9%

10%

14%

19%

20%

22%

25%

29%

35%

44%

47%

Finance and accounting

Systems of record

Supply chain and logistics

Employee engagement and HR

Marketing and sales

Operations and production

Office productivity and internal communications

Technology development and Management and operations

Systems of insight (e.g. business intelligence)

Automation

Infrastructure/cloud

Customer experience and engagement

Security and privacy
Pre-COVID

1. Improving operational efficiency

2. Improving customer engagement

3. Developing new products and services

Post-COVID

1. Improving operational efficiency

2. Improving customer engagement

3. Enabling the workforce

Top three business issues
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COVID-19 resulted in a surge in technology spend
How much additional technology expenditure has there been to deal with the COVID-19 crisis during 2020 (as 

a percentage of total IT/Technology budget)

24%

37%

18%

14%

7%

1%

None 1 to 5% 6 to 10% 11 to 20% 21 to 50% More than 50%
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Budget increase expectations by sector

But is this sustainable? (continued)

26%

32%

38% 40%
43% 43% 44% 44% 44% 44% 46%

49% 51% 52%
Expecting budget increase in the next 12 months
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Companies are investing in specific technologies
A growing digital divide

40%

19%
15%

10%

0%

24%/24% 30%

17% 13% 5%
2%

Digital leaders invest more during the crisis

Large-scale implementations of emerging tech

13%

1%

34%

11%

42%

3%

3%

12%

4%

0%

18%

5%

16%

1%

1%

2%

Intelligent automation

Quantum computing

Saas marketplace platforms

Edge computing/Internet of things

Distributed cloud

Blockchain/Distributed ledger

Augmented reality/virtual reality

Artificial intelligence/machine learning

Digital leaders Others

Digital leaders

are respondents who 

report being “very” or 

“extremely” effective 

at using digital 

technologies to 

advance their 

business strategy

How much additional technology expenditure has there been to deal 

with the COVID-19 crisis during 2020?
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Leadership and influence

71%

65% 65%

61%

2017 2018 2019 2020
Disagree Neutral Agree

10%

29%

61%

Executive team membership for CIOs To what extent do you agree/disagree that COVID-19 has increased the 

influence of the technology leader?
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Yes, but we don’t 

have a programme in 

place to support 

people

Yes, and we 

already have a 

programme in place 

to support people35%

26%

41%

58%

24%

16%

No

People and culture
To what extent do you agree/disagree with the following 

statements? The COVID-19 crisis has permanently 

resulted in the following:

Are you concerned with the mental health and 

well-being of your team?

70% believe that 

COVID-19 

Increased 
collaboration between

business and 

technology teams, 

52% believe

COVID-19 

created a culture 
of inclusivity in the 

technology team

Pre-Covid 2020 Covid 2020
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Enterprise 

architecture

22%
Technical 

architecture

22%

A new deal for employees
Proportion of enterprise expected to work predominantly 

from home post COVID-19

6%
10%

16%

45%

24%

None 1-10% 11-20% 21-50% More than
half

Most in demand skills

Cyber-security

35%

Org.change 

management

26%

Advanced 

analytics

22%

Top factors in engaging/retaining talent

1

Strong culture 

and leadership

2

Good

remuneration

3
Career progression 

opportunities

4
Work location 

and remote work

5
Training, development 

and reskilling 

opportunities
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Diversity has a positive effect on business
Top five benefits of promoting diversity

1. Trust and collaboration 

2. Engagement with the business

3. Accessing the right skills

4. Ability to innovate

5. Creating customer-focused products

The world needs female leaders

Female participation by region

7%

9%
10%

11%

13% 13%

16%

APAC Europe UK Global
Av.

Nordics USA Latin
America



Banking and Insurance 
specific findings 
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Overall View
Top three business issues that management boards are looking for IT/technology to address as organisations emerge from COVID-19:

Banking & Capital Markets and Insurance vs. overall

Banking & Capital Markets

1. Improving operational efficiency 

2. Improving customer engagement

3. Improving agility and speed to market 

Three most important technology investments in light of the new reality:

Banking & Capital Markets and Insurance vs. overall

Overall 

1. Improving operational efficiency 

2. Improving customer engagement

3. Enabling the workforce

Insurance 

1. Improving operational efficiency 

2. Improving customer engagement

3. Developing new products and services

Banking & Capital Markets

1. Infrastructure/Cloud

2. Security and privacy 

3. Customer experience and engagement 

Overall 

1. Security and privacy 

2. Customer experience and engagement 

3. Infrastructure/Cloud 

Insurance 

1. Security and privacy 

2. Automation

3. Customer experience and engagement 

Source: 2020 Harvey Nash/KPMG CIO Survey, KPMG International  

Source: 2020 Harvey Nash/KPMG CIO Survey, KPMG International  
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Strategy & Operating model

Hard Reset — companies that struggle to recover from 

COVID-19 due to ‘permanently’ lowered demand for 

offerings, insufficient capital to ride out extended recession, 

and/or poor execution of digital transformation.

Transform to Re-emerge — companies that will 

recover but along a protracted path requiring reserves 

of capital to endure and transform operating models to 

emerge stronger and more in line with changed 

consumer priorities.

Surge — companies that scale post-COVID-19 as 

consumer behavior that was altered during the crisis is 

sustained in their favor. Investors sense their potential 

to lead and provide capital to scale aggressively during 

recovery.

Modified Business-as-usual — companies seen as 

daily essentials will suffer effects of the consumer 

shutdown recession but are expected to recover more 

quickly as consumer demand returns in similar 

volumes.

Four economic recovery paths: 

Banking & Capital Markets

Source: 2020 Harvey Nash/KPMG CIO Survey, KPMG International  

Expected change to service delivery model:

Banking & Capital Markets and Insurance vs. overall

27%

22%

36%

51%

71%

19%

23%

31%

49%

78%

16%

28%

49%

51%

79%

Increase for supplier
diversification

Increase for regionalized
delivery

Increase for centralized
outsourcing

Increase for managed
services

Increase for automation

Insurance Banking & Capital Markets Overall

Source: 2020 Harvey Nash/KPMG CIO Survey, KPMG International  

Companies were forced to accelerate and scale their digital channels to all of their customers delivering across a digital platform of integrated data, 

processes, and technology with the onset of COVID-19.

Insurance 

7%

45%

27%

20%

6%

47%

28%

19%
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0%

1%

2%

1%

2%

2%

11%

12%

3%

3%

5%

6%

13%

13%

14%

31%

0%

0%

1%

0%

7%

2%

17%

13%

3%

3%

8%

3%

15%

10%

20%

30%

Quantum computing

Augmented reality/virtual reality

Edge computing/internet of
things

Blockchain/distributed ledger

Intelligent automation

Artificial intelligence/Machine
learning

SaaS marketplace platforms

Distributed cloud

Digital leaders in Insurance

Non-digital leaders in Insurance

Digital leaders in Banking & Capital Markets

Non-digital leaders in Insurance

Delivering value at speed

Digital offerings to customers that were ‘very 

effective’ or ‘extremely effective’ at the following:

Large-scale implementations of emerging tech:

13%

24%

16%

14%

22%

27%

37%

52%

52%

57%

62%

69%

12%

26%

15%

16%

30%

38%

48%

73%

41%

56%

77%

70%

Very or extremely effective at
increasing worth of company

Very or extremely effective at
increasing customer loyalty

Very or extremely effective at
increasing profits

Very or extremely effective at
increasing revenues

Very or extremely effective at
collecting valuable data

Very or extremely effective at
embracing your brand

Digital leaders in Insurance
Non-digital leaders in Insurance
Digital leaders in Banking & Capital Markets
Non-digital leaders in Banking & Capital Markets

Source: 2020 Harvey Nash/KPMG CIO Survey, KPMG International  Source: 2020 Harvey Nash/KPMG CIO Survey, KPMG International  

14%

63%

12%

50%

Very or
extremely

effective

Digital leaders in Insurance

Non-digital Leaders in Insurance

Digital leaders in Banking & Capital Markets

Non-digital leaders in Banking & Capital
Markets

Source: 2020 Harvey Nash/KPMG CIO Survey, KPMG International  

Organizations that are ‘very effective’ or 

‘extremely effective’ at pivoting and scaling 

digital channels to meet new customer 

demands and expectations:
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People, culture and diversity

Top factors in engaging and retaining key technology talent in the new reality:

Banking & Capital Markets and Insurance vs. overall

Most in demand skills:

Banking & Capital Markets and Insurance vs. overall

Cyber security 

Organizational change management 

Enterprise architecture 

Technical architecture 

Advanced analytics 

Overall 

Cyber security 

Agile methods 

Cloud

Organizational change management 

Banking & Capital Markets 

Motivating and engaging the IT team in a more remote environment is critical. 

Universal factors such as culture & leadership (44 percent) and good remuneration (43 percent) are now seen as key across the markets.

Cyber security 

Agile methods 

Organizational change management 

Technical architecture 

Insurance 

Strong culture & leadership

Good remuneration

Career progression opportunities

Work location and remote work opportunities

Training, development & reskilling opportunities 

Overall 

Strong culture & leadership

Good remuneration

Career progression opportunities 

Purpose of organization

Work location and remote work opportunities

Banking & Capital Markets Insurance

Strong culture & leadership

Good remuneration

Career progression opportunities

Training, development, & reskilling opportunities 

Work location and remote work opportunities
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Cyber

Increase in types of attacks due to remote working:

Banking & Capital Markets, Insurance vs. overall

5%

8%

9%

9%

21%

62%

83%

10%

16%

16%

16%

23%

55%

81%

6%

6%

11%

6%

17%

67%

89%

MitM

DNS tunneling

Zero-day exploit

SQL injection

Denial-of-service attack

Malware

Spear phishing

Insurance Banking & Capital Markets Overall

Source: 2020 Harvey Nash/KPMG CIO Survey, KPMG International  

Organizations that experienced an increase in security or cyber 

incidents due to remote working

Banking & Capital Markets vs. overall

yes

35% yes

Banking & Capital Markets 

41%
Overall

Source: 2020 Harvey Nash/KPMG CIO Survey, KPMG International  

COVID-19 led to a mass relocation of office workers from corporate networks to homes – studies, bedrooms and kitchen tables.

This lead to a dramatic increase in organizations’ attack surfaces with more than four in ten organizations experiencing an increase in cyber 

security incidents.

41% yes

32% yes

Insurance

Overall

Insurance vs. overall



22

Document Classification: KPMG Confidential

© 2021 KPMG LLP, a UK limited liability partnership and a member firm of the KPMG global organisation of independent member f irms affiliated with KPMG International Limited, a private English company limited by guarantee. 

All rights reserved.

Analytics

Top priorities for organizations’ data strategy:

Banking & Capital Markets, Insurance vs. overall

20%

21%

47%

53%

46%

15%

22%

38%

54%

58%

20%

31%

47%

45%

20%

Expanding and harnessing
external data sources

Rearchitecting data supply chain

Increasing the organization’s data 
literacy

Scaling data analytics skills

Expanding and integrating data
repositories

Insurance Banking & Capital Markets Overall

Source: 2020 Harvey Nash/KPMG CIO Survey, KPMG International  
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What now?

Link to the full report here

If you want to discuss further or want to participate in the CIO Survey 2021, please 

send me an email to Thorsten.Schulz-Gerhardt@kpmg.co.uk

https://home.kpmg/uk/en/home/insights/2020/11/harvey-nash-kpmg-cio-survey-2020-everything-changed-or-did-it.html#:~:text=Now%20in%20its%2022%20nd,either%20CIOs%20or%20IT%20directors.
mailto:Thorsten.Schulz-Gerhardt@kpmg.co.uk
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Questions

Please click on the ‘Raise Hand’ icon 

to ask a question

and

wait to be unmuted

or

Use the Q&A function



Thank you
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