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in simplest terms innovation can be defined as  
the conversion of ideas into practice and innovation 
is considered a success when the idea becomes an 
outcome that delivers value. the question is then, 
how high a priority is innovation on the financial 
services industry agenda and does it need to top the 
list? With the rapid evolution of technology, finding 
the right balance managing innovations against 
other priorities is possibly the key for success. 

that said, although technology is evolving rapidly, 
many believe that the it trends identified for 2011 
will continue to remain top of the agenda for 2012. 
there have been mixed feelings about it budgets 
for 2011 but confidence appears higher for 2012. 
duplication in core administration systems and 
operating systems are draining it budgets so the 
modernisation v rip and replace debate continues.
cloud and “as-a-service” will continue to be considered 
as a method of consumption; value creation from 
enterprise it and modernisation of it; analytics and 
managing ‘big data’; end-user virtualisation and 
security, amongst others, are all high on the agenda.
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recently i sat with Bob Hayward, csc’s chief 
technology and innovation officer for Australia  
and Asia to discuss csc Australia’s top 10 technology 
trends for enterprise it for 2011. Here’s what we  
came up with:

It trend 1:  
cloud computing becomes just another sourcing 
option, one of many. it has a role to play, and suits 
specific types of workloads and situations but does 
not offer the best option in some other cases. that 
said, customer adoption rates of cloud computing 
will likely outstrip most analyst predictions. cost 
efficiency arguments around cloud computing  
will increasingly be replaced with innovation 
successes. the cloud is the world’s largest sandpit  
for experimentation at low risk and low cost. Within 
cloud computing, Platform-as-a-service will overtake 
infrastructure-as-a-service as the main buzz of cloud 
computing, with significant competition in this space 
between Microsoft (Azure) and VMware (vFabric). 
2011 will be the year where customers focus on three 
key issues for cloud computing: data integration  
across public, private, and existing infrastructure; 
manageability in terms of workload optimisation and 
security; and overall performance. the vendors  
that can demonstrate that they can provide the  
right level of service across cloud-based and legacy 
environments will win significant business.

It trend 2:  
enterprise it increasingly focuses on new value creation, 
architecture and vendor management as cloud 
computing grows. the cio returns to the strategic 
decision table as a valued member of the executive 
team, after a few years spent reporting to cFos 
primarily focused on cutting costs. innovation using 
technology assumes a high priority in order to improve 
business performance, productivity and profitability.

It trend 3:  
the use and value contribution from independent 
advisors, integrators, aggregators, trainers  
and transition agents for the modernisation  
of enterprise it (including infrastructure, legacy  
and adoption of cloud where that makes sense) 
increases. there is a bewildering array of options  
for enterprise it to filter through, with most tech 
providers offering generic products or services that 
need to be tailored, integrated, secured, serviced, 
supported, managed and monitored by experienced 
professionals to suit their exacting demands. 

It trend 4:  
A hot trend, Analytics, continues but changes in 
subtle ways. the explosion of online activities, end-user 
devices, sensors, smart meters and corporate systems 
continues to provide data at an accelerated pace 
never seen before. But enterprises are challenged in 
making sense and gaining insights from all this data. 
they struggle to use it as a means to improve their 
organisations’ ability to make better business 
decisions and to prepare for an unpredictable future. 
the traditional data warehouse simply is too slow to 
be effective. 2011 will be the year where predictive 
analytics and information management overall will 
emerge as among the hottest and most important 
initiatives. Analytics will also increasingly incorporate 
elements of smart mobile devices, collaboration, social 
media, location-awareness and contextually aware 
solutions that are targeted for specific scenarios in 
vertical sector industries.

it trends  
for 2011 - 
a PersPeCtIve

By simon Millett, director Banking, csc Australia
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It trend 5:  
Managed services gradually incorporate more 
application layers into the infrastructure stack as well 
as the underlying communications services, and the 
difference between software-as-a-service and Managed 
Application service becomes very blurred. customers 
look for highly integrated solutions encompassing  
their application, infrastructure and telecommunications 
requirements bundled into pay-as-you-go services. this 
will require massive changes to current business models 
by the existing field of it services providers, software 
firms and telecommunications players.

It trend 6:  
end-user device virtualisation finally takes off. no, 
really, this time it will! drivers include Win7 upgrades 
coming into play in 2011 and security/compliance 
concerns (corporate data, centrally located and 
managed and accessed through virtualised eUc 
devices is far more secure than having dispersed  
data across multiple eUc devices). eUc virtualisation 
will also finally deliver corporate acceptance of a 
plethora of eUc devices, including tablets, user 
choice over smart mobile options and a slow 
movement towards BYo it.

It trend 7:  
converged infrastructure stacks increase their 
momentum at the expense of individual components. 
An example is Vce – a pre-integrated virtualised 
network, storage and compute platform. similarly, 
optimised systems (converged hardware and software 
for specific purposes) also gain significant traction. 
these hardware-software combos are being aimed  
at everything from oLtP to data warehousing to 
analytics to exchange servers to middleware, Bi, 
security and beyond. optimized systems offer 
significant improvements in speed, performance, 
throughput, power and range of capabilities and they 
can also significantly reduce the amount of time and 
effort it organizations have to devote to tinkering, 
tuning, tweaking, wiring, and integrating. the market 
will move away from hardware as a commodity. 
traditional hardware platforms will gradually be 
differentiated based on smart packaging with 
converged components and enterprise software, 
increasingly offered as pre-integrated appliances.

It trend 8:  
there will be a focus on innovating customer facing 
systems and enhancing customer’s engagement. 
Amongst many new initiatives, leveraging social 
networking from a secure perspective to both drive 
business traffic and anticipate customer needs before 
they become issues will gain traction. social networking 
grows up and will be become business social networks. 
these initiatives will be driven by line of business 
executives as a way to engage with customers and 
employees, gain insights into trends and to fix problems 
before they become widespread. companies will 
leverage social networking to enhance agility and  
new business models. companies like Facebook and 
Linkedin become part of the arsenal of tools enterprises 
use in a formalised way.

It trend 9:  
security software will be redefined based on challenges 
of customer facing initiatives and the need to more 
aggressively open the corporate environment to 
support a constantly morphing relationship with 
customers, partners, and suppliers. Managing end 
points will be one of the key technology drivers in 
2011. smart phones, sensors, and tablet computers 
are refining what computing means. it will drive the 
requirement for a new approach to role and process 
based security.

It trend 10:  
High quality automated language translation 
technologies start to emerge, powering new 
business models for content providers in emerging 
markets. once companies that operate globally as 
well as media and content firms grasp that they can 
translate into almost any language at high quality  
in near real-time at low cost, many new opportunities 
suddenly present themselves.

so, there you have it – food for thought! Whether 
you agree or disagree with the csc top 10 tech 
trends for enterprise it for 2011 is not the point.  
if you’re not discussing and assessing the implications 
of these trends in your organisation, enterprise it  
are not doing their job!
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i recently attended a banking conference that had 
‘innovation’ as the key conference theme. Banker’s 
wooed the audience with a seemingly continuous 
bombardment of content, much of it interesting and 
impressive, designed to convince that banks, and more 
broadly financial services organisations (Fsis), are 
leading edge innovators in modern society. 

repeatedly, the word ‘innovation’ attacked our 
consciousness, encouraging, paradigm-shift like, that 
because it’s said so, it must be so. Perhaps it’s time  
for a reality check. the ‘elephant in the room’ question 
“are Fsis natural ‘innovators?’” requires more than just 
the spin doctor rhetoric to be believable.

Banking really is a simple business. in the past month  
i was reminded how simple banking is by two very 
senior bankers from competing institutions at two 
quite separate events, who described their industry  
in the context of the 9-6-3 rule. that’s the one where 
the industry lends at 9%, raises deposits at 6% and  
its executives are on the golf course at 3pm. 

Maybe not that simple, but banking – traditionally 
conservative, risk adverse, heavily regulated, socially 
important - has been largely unchanged for centuries; 
its uniqueness defined by the enormously high 
barriers to entry and the fact that success is ultimately 
dependent on the most basic of requirements – 
customer and community trust! 

the truly successful Fsis do the simple things well and 
their success is driven by an uncomplicated focus  
on stability, security, reliability, flexibility, scalability, 
standardisation, efficiency and an understanding of 
risk in everything they do. And all to ensure a great 
customer experience for every customer every time 
they interact or transact irrespective of touch-point or 
delivery channel. so do Fsis need to be innovative to 
achieve this outcome?  

innoVAtion – WHAt is it?                                                                                                                                              
At this point, there are a couple of important things to 
consider. they include ‘what is innovation’, ‘where 
does it fit in a definitional sense with creativity and 
invention’ and ‘what is it exactly that is being claimed 
by Fsi’s as innovative’. 

innovation and invention are closely linked, but can be 
distinguished. A common differentiator is to define 
‘invention as the output of investment into ideas’ 
and ‘innovation as the conversion of ideas into 
practice’. creativity is typically seen as the basis for 
innovation and the driver of behaviour leading to  
new ideas – lots of Fsi’s include ‘creativity’ in their 
corporate values. 

According to innovation network UsA, ‘innovation  
is implementing new ideas that create value’. the 
Australian Government’s department of innovation, 
industry, science and research (diisr) states that the 
minimum requirement for an innovation is that the 
product, process, marketing or organisational method 
must be new (or significantly improved) to the firm. 

this, unfortunately, almost implies that innovation has 
no uniqueness implications – so in effect, multiple 
Fsis doing the same new thing are equally innovative. 
success in innovation is achieved when the idea 
becomes an outcome that delivers value through new  
or improved products, services or processes in order 
for organisations to better compete and differentiate 
themselves in their marketplace.

innovation in organisations is measured in several 
ways and although there is no standard, key measures 
include ‘new product revenue’, ‘spending in r&d’, ‘time 
to market’, ‘customer and employee perception and 
satisfaction’, ‘number of patents’ and ‘additional sales 
resulting from past innovations’. 

By simon Millett, director Banking, csc Australia

the innovation 
dIlemma – rhetorIC or realIty
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At a political or country level, the most authoritative 
measure of innovation would seem to be the Global 
innovation index (Gii). 

in recent years and in various forms, these studies have 
measured a number of innovation inputs (government 
and fiscal policy, education policy and the innovation 
environment) and outputs (patents, technology transfer, 
r&d, business performance measures including labour 
productivity and total shareholder returns and the impact 
of innovation on business migration and economic growth). 

in the last two Gii surveys in 2009 and 2010, Australia 
ranked ~20th, well below leaders like singapore, 
switzerland, netherlands, Us, canada and the UK.  
By these Gii ratings, Australia was significantly less 
innovative than the top 10 leading nations, although it 
did rank above both china and india. the salient point 
here is that Australia is well down the list of innovative 
countries and if the fact sheet produced by the diisr 
is any guide, we do not appear to be in a position to 
‘move forward’ anytime soon - the general implication 
being our Australian societal environment is becoming 
less conducive to innovation. 

there is an important distinction to be made between 
individuals being innovative and organisations being 
innovative. the innovation conundrum in a country like 
Australia is that there is abounding creativity but it’s 
mostly individual, not organisational. the organisational 
innovators of our time include firms like Apple, Google, 
Microsoft, toyota, Amazon, Facebook, riM and eBay. 
the iPhone, Blackberry, iPad and iPod devices that have 
given us the new, unimaginable personal and mobility 
friendly experiences of today were the outputs of 
innovative individuals in innovative teams that are part 
of innovative organisations with inspirational innovative 
leadership. it is a fact that the great innovative 
individuals of our time became their organisations. 
And leaders everywhere of course – whether public  
or private sector – are the role models that inspire, or 
otherwise discourage, innovation. 

there are numerous lists of the ‘Most innovative 
companies’ and most don’t include an Fsi in their top 
50. Perhaps the most authoritative ‘Most innovative 
companies’ list is Business Week’s and their recent 
november 2010 top 50 included four Fsi’s with the 
highest ranked being JPMorgan chase at number 39. 
Fsi’s don’t naturally fit the established innovation test 
criteria – the quantitative and qualitative data does  
not support Fsis as innovators.

And, to add a further complexity, most recent 
innovation literature now has a heavy technology  
bias – so innovation and technology are, it seems, 
 now joined at the hip. 

WHAt Are Fsi’s innoVAtinG?                                                                                                                                      
the most commonly presented innovations from  
Fsi’s are applications (Apps) for mobility devices 
(smartphone, iPad etc), tailored by institutions to 

enable convenient customer access to their more 
conventional products and services. there is clearly a 
growing market for Apps in Australia but the value-
proposition benefits to the institutions launching 
these Apps are largely unknown. narrowly defined to 
the individual firm, these Apps qualify, in terms of the 
innovation definitions above, but they are not unique 
and likely, were developed and implemented in some 
other market well ahead of their adaptation into Australia.  

clearly, Fsis would argue that they are doing a lot  
more than developing Apps tailored to enable their 
customer’s access to their accounts. However, there  
is a lack of transparency provided by Fsis to their 
scorecards on the normal measures of innovation and 
little input or output data is reported publicly by Fsis. 
claiming to be innovative without supporting ‘facts’ 
creates difficulties in achieving community acceptance. 

cAn Fsi’s cLAiM to Be innoVAtiVe?                                                                                                                                      
Australia, in general, struggles with innovation – we are 
the ‘lucky country’ to be sure but innovation remains  
a challenge and we appear well off the pace globally. 
By the normal, albeit narrow, measures of innovation - 
r&d spend and patents registered – Fsi’s don’t appear 
innovative. individuals and companies bring innovative 
ideas to Fsi’s and they ‘adapt’ them – Fsi’s are ‘creative 
adapters’, rather than innovators. that said, lots of Fsi 
staff are creative thinkers – helping their firms to be fast 
adapters, particularly with regards to finding ways to 
managing the big ‘mobility’ related issues.

Fsi’s are part of our wider society. their social 
responsibility mandate can be broadened to include 
the fact that they are ‘innovation enablers’ by 
ensuring that their ‘ways of working’ and doing 
business embed innovation pre-conditions such as 
open, stable, transparent and predictable markets. 

Additionally, Fsis have a role in thinking about, shaping 
and creating the new policy, business and regulatory 
models and frameworks that will enable Australia to 
truly move forward as an innovative society. this is 
because a pre-condition of Australian Fsis actually 
being innovative is that Australia is genuinely and 
uniquely innovative.  

this debate is a long way from over and there will be 
many divergent views but it is important that we have  
a discussion and wider conversation around what 
innovation actually means for Fsis, their technology, 
their customer proposition, their organisation and 
individual and organisational leadership role in society, 
amongst other things. 

it is, however, not really appropriate for Fsis to use 
their vast resources to try to change the consciousness 
of our community at this time. the rhetoric around 
innovation in Fsis may be an important precursor  
in building awareness but there is much more to  
be done to close the perception-reality gap that 
currently exists.
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in recent weeks, i’ve participated in a number of 
banking industry events. At the core of discussions was 
the future of banking. Most contended that the ‘bank 
of the future’ will encompass banking, payments  
and mobility. Few disagreed with Bill Gates 1993 
assessment “banking is necessary, banks are not”. 

in the context of future frontiers, Bank 2.0 author  
Brett King asserts “everyone wants to own either the 
platform, the wallet or the ‘network’ ... (but) what Apple, 
Google, PayPal and the banks should have done is 
create a digital wallet standards organisation years ago 
to bring the telcos, handset manufacturers and banks 
together ... (and now) that’s never going to happen”.

the ‘bank of the future’ conundrum is complicated by 
banks contending they are innovative. the innovation 
concept is a diversion. the best banks globally 
understand that banking technology is evolving rapidly 
and are making full use of new innovations to change 
the way they run their businesses, drive cost efficiencies 
and improve service.  they ‘reinvent themselves’ but 
not by ‘inventing it’ themselves. Best banks know that 
there are many other “i’s” to address, manage and 
progress, before ‘innovation’. 

Let’s reflect on a dozen “i’s” – given that ‘i for internet’ 
is crucial - that bankers should have their eyes on:

indIvIdual - it’s now about the customer, their 
individual customer experience, on their terms. it’s no 
longer about the bank. Making the customer happy and 
putting them in control is essential. technology use is 
determined by the customer, not the bank. And it’s 
about ‘trUst’. the institution an individual trusts, wins!

interFaCe – anytime, anywhere, on an individual’s 
terms. customers in the digital age have been 
empowered by greater choice, greater access and 
better, faster, more efficient modes of delivery and 
service. decisions about the adoption and success  
of mobile banking, mobile payments, contactless 
cards / transactions, smart-phones, nFc, payment 
instruments, channels, technology platforms etc is  

By simon Millett, director Banking, csc Australia

in the hands of consumers – not banks, not mobile 
network operators, not technology vendors. Ultimately, 
it’s the interface device driving innovation activity,  
not the institution.

intermedIatIon – banks are being  
dis-intermediated in almost all of their traditional 
spaces. they appear slow to understand that their 
future success is dependent on their ability to 
collaborate, to obtain ‘collective-advantage’ – with 
themselves, with the mobile network operators,  
with the card issuers, with the technology providers 
and with the handset manufacturers for the benefit  
of their customers.  

‘i-everything’ aPPle – ‘i’ is Apple, who leads the 
‘i-revolution’. smart-phones, capability-wise, are both 
the multi-media extravaganza and mobility device  
of choice. there is intense ‘handset’ competition 
between the global vendors, but iPhone5 will likely 
set the benchmark and direction for the next 3+ years, 
not just as a mobility device, but as a fashion accessory, 
a business tool, a productivity enhancer. When released, 
it is expected to herald a new dawn for mobile payments. 

imaGe – mobile banking allows for a much higher 
degree of customer satisfaction and keeps the brand 
at the top of mind, enabling future cross-sell / up-sell 
opportunities at a fraction of the cost of traditional 
service delivery mechanisms. social media for banks  
is still largely about image management, brand 
protection and the opening of an option for future 
exploitation. Banks have not yet worked out how  
to generate sufficient revenue through social  
media channels.

inteGratIon – with convergence of mobile, 
applications capability and wireless technologies, the 
shift from mobile banking to mobile payments appears 
imminent. But there is no global digital wallet standards 
organisation. contactless capability on a mobile 
device, and mobile payments, are still clunky, relatively 
immature. standardisation and consolidation of 
platforms and collaboration between parties is required. 

every 
other ‘i’ but 
InnovatIon
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inFrastruCture – to play in the new mobile 
world, banks have to have infrastructure that enables 
convenience, speed, security, privacy, availability, 
accuracy, reliability, open standards, individualisation. 
Banks won’t stay relevant if their infrastructure 
doesn’t deliver in every box – that’s why core systems 
modernisation investment for banks is just so critical. 
Purifying their ‘cores’ gives banks a foundation for 
speed in customer data management, for straight 
through processing and for real-time credit risk 
management. And only the big banks have the ability  
to compete in an infrastructure sense with the likes  
of PayPal, Amazon, Google and the telcos.  

investment – at the very time when investment 
is required, banks have little additional capacity to 
do so – ‘negative jaws’ performance outcomes seem 
inevitable for the foreseeable future. And we appear 
in the midst of a potentially long, drawn out global 
economic slowdown with immense market volatility 
– factors that inhibit investment. For example, with 
contactless cards, the technology might be ready 
but banks and merchants can’t currently afford the 
investment highlighting that the journey to what the 
future may deliver may be slower.

intrusIveness – the regulator is coming.  
self-regulation in banking has failed. regulators and 
governments need to provide concrete guidance on 
infrastructure, legitimate participation and standards 
for mobile payments – like the new ePayments code 
recently released by Asic. the number 1 barrier to 
successful deployment of mobile payments and wallets 
is government regulation, partly because the boundaries 
of traditional regulation are blurring across standards, 
telecommunications, banking and competition. 
regulators (and governments) are stepping in and 
setting the agenda. note that the Vickers commission 
report, restructuring banking in the UK, is easily 
implementable in Australia and ‘ring-fencing’ is  
a very realistic retail bank model for the future. 

inFormatIon – Web 2.0 is collective intelligence 
at work and enables both access and content, 
producing and consuming information. it drives 
instantaneous social networking - social interaction, 
user collaboration, connections, community building, 
sharing, learning amongst many phenomena. Banks 
must participate and deliver content through this 
medium or they will become irrelevant. social 
networks find ways of getting around inefficiencies  
in banking networks and new propositions will be 
appealing. Banks will ultimately need product, as well 
as eliminating issues such as lengthy approval times, 
channel inefficiencies and inconsistencies, marketing 
mix conflicts and customer contact management 
contradictions. this will be difficult for banks without 
a ‘single customer master’ institution wide data 
management structure. 

invaders – PayPal, Google, Amazon, Apple, riM, 
nokia, the telcos and the technology disrupters are 
all making inroads into traditional banking domains, 
stealing the digital wallet and mobile payments space. 
What PayPal is doing used to be the remit of banks. 
they are redefining banking, invading the banks territory. 
other than slowing the ‘invasion’ process slightly, banks 
and bank regulators need to be awake to what the 
invaders are doing. Brett King (Bank 2.0) says “Banks 
either own the transaction and payment platform, 
integrate the technology or protest with their last dying 
breath that things are not really going to change”.

inCome – the bank’s survival depends on their ability 
to create new income and revenue streams. traditional 
banking margins are compressing. Generating new 
revenues from payments and mobility is critical. 
Banking is moving from a ‘commodity’ business to a 
‘utility’ model. the bank as a ‘utility’ is all well and good, 
unless you can’t utilise the bank’s utility for the sort  
of payments and activities you are interested in as an 
individual customer, in which case you will find alternate 
solutions from third-parties. Which is why MAMBo’s 
closure in Australia is a surprise? MAMBo would have 
clearly given the Australian banks the capability to be 
global payments players; as it is they have remained 
domestically focussed Australian payments providers.

Brett King (Bank 2.0) says “driving customer 
experience improvements should be in the dnA of 
banks and it is a long way from being so. Until they 
crack that, they will increasingly be doomed to being 
the products, pipes and wires to enable the back-end of 
the banking system, rather than owning the customer”. 

there is a lot to reflect on for banks and it seems that 
there are more critical “i’s” on a bank’s agenda – 
innovation has its place but its well down the list. 

Aye Aye – the other “i’s” have it! 
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