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Digital Disruption and the 4th Industrial Revolution
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The only thing harder than transformation is… 

failing to transform

$100 trillion
opportunity

for society and 
industry over 
next 10 years

- World Economic Forum

Opportunity

52% of companies 
in the Fortune 500 

since 2000 are gone.

….the majority of 
companies will not 

exist in a meaningful 
way 10 to 15 years 

from now.

Threat



What does Disruption look like? 

Taxis Uber Uber Eats

Blockbuster Netflix Netflix Studios
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➔

Disney+
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Forces of change for financial institutions 

New business 

models

Changing

business needs

Market conditions

Complex regulatory 

environment

Changing customer 

expectations

Security and

cybercrime



How will you transform your business?
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Mapping a

360 degree

view of the 

customer 

journey 

Ensuring complete 

transparency

and trust

Anticipating 
customer behavior and needs

Responding faster
to take on new opportunities 

Surfacing rich, 

relevant, interactive 

mobile moments 

Connecting 

employees with 

real-time 

customer 

insight

Delivering personal, immersive 
experiences across devices
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Encouraging agility and 

innovation across

the business

Making 

information 
security

a top priority
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Starting with mobile

Re-mastering business 

models with the 

Internet of Things

Empowering the 

front line with 

actionable 

insights

Developing and attracting 

digital-first talent

Working smarter with 

intelligent machines

Partnering on technology 

decisions between 

business and IT B
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Inspiring innovation
across the company 

Making every 

buyer in every 

industry feel 

understood 

Becoming
customer-obsessed

Transforming
to digital



Vision

& strategy
Culture

Unique 

potential
Capabilities

Successful digital transformation is focused on four 

areas to unlock the value companies seek



Tech Intensity = 

(Tech Adoption x Tech Capability) ˆTrust



Image recognition

Speech 

recognition

Natural language interaction

AI is technology that 

can perceive, learn, 

and reason to extend 

the capabilities of 

people and 

organizations



AI is delivering real value to financial institutions

AI Powered InsightsCustomer

Experience

AI Empowered 

Employees

B2C B2B Digital Agents 

Relationship Managers Identity Protection

Digitized Customer Service

Wealth Advisory KYC Fraud prevention

Targeted Offers/

Next Best Action

Risk and Compliance 
Payments/AML

Fraud prevention

New Banking Products 

Powered by AI

Robotics Process 

Automation 

Customer Churn 

Financial Forecasting

Credit Scoring

Market Surveillance 



Cognitive Scale and Microsoft are in a unique position to deliver a 

full stack financial services AI cloud to transform how financial 

institutions engage their clients, improve employee decision-

making, and manage risk and compliance.

Wealth Advisory and Retail Advisory

Challenge

Banks are struggling to apply AI to improve 

Customer Intimacy. They are also challenged with 

increased compliance costs and KYC challenges. 

Investment and Wealth Advisors are asked to 

service more clients – at the same time process 

and analyze more market data.

Solution

Cognitive Scale have built a set of AIs across the 

following scenarios:

• Customer Journey

• Wealth Advisory

• Retail Investor Insights

• Banking Compliance Insights

• Research and Trading Intelligence 

Benefits

14% increase in Assets under Management

Decreased Compliance costs by 7%

Engagement across Tier 1 Banks 

— Akshay Sabhikhi, 

CEO, Cognitive Scale

Cognitive scale



AI challenges in financial institutions

Cyber Security and 

Fraud

Complex Regulations 

and Compliance
Customer Trust

Skills Development 



Addressing challenges head-on

ACCOUNTABILITY
Setting internal review boards to ensure

norms are observed during system design

TRANSPARENCY
Raising awareness of potential bias, errors, 

and unintended outcomes in AI processes 

INCLUSIVITY
Using inclusive design practices to prevent 

unintentionally excluding people 

FAIRNESS
Attracting diverse AI talent and developing 

techniques to detect and eliminate bias

RELIABILITY AND SAFETY
Maintaining high safety standards with 

extensive testing and monitoring 

SECURITY AND PRIVACY
Helping organizations remain compliant 

and protect their data



Data Driven 
Culture

Transformed 
Culture

AI Capability 
Development 

AI Ethics 
Enshrined 

Focus on 
Customer

Data 
Acquisition 

Artificial Intelligence – A cultural transformation

AI –

A CX-Level 

Imperative 



“Culture eats strategy for breakfast.”

– Peter Drucker



10 things we’ve learned about culture

You can’t fake it Make it who you are

Honor your past; define your future
Communicate, communicate, 
communicate

Have a purpose-driven mission Keep score

Net it out: simple yet memorable All oars in the water

Make symbolic changes big and small Be humble, stay the course



Have a purpose-driven mission





All oars in the water



Stay humble, stay the course



Microsoft’s share price under Satya Nadella
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$137.52
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$31.87
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331% Growth



Microsoft AI


