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Abstract: Digitalisation and technical development in the financial service sector have aimed to
secure, increase the quality, and satisfy the interests of both customers and financial institutions in
the current turbulent era. Together with this situation, there is a need to develop digital employees’
competencies in the financial sector. This paper aims to analyse the topical issue of digitalisation
and demand for employees’ digital skills in connection with the COVID-19 pandemic situation based
on global secondary data and primary data collected by the authors in the Czech Republic. The
main research objective of the paper is to provide a theoretical framework for digitalisation and its
drivers in the financial sector, introduce the phenomenon of Banking 4.0 concerning the required
competencies, and identify gaps and barriers for faster and more effective development based on
the literature review and selected primary and secondary and data analysis. Descriptive statistics
and Spearman’s rank correlation coefficient have been used to fulfil this goal. A semi-structured
in-depth interview with three human resources (HR) specialists of a selected Czech bank also has
been conducted. The paper brings an overview of the latest research studies in the field of digital
competencies in general and specifically in the financial sector. Although the primary data is limited
in scope (i.e. ten middle-sized and large financial and insurance companies), it provides a unique
view of the situation with digitalisation in financial institutions. It shows current developments, trends
and barriers within the example of a bank case study. The paper is motivated by the current situation
in the banking sector in connection with digitalisation. It aims to emphasise the growing influence of
digital technologies on employees, managers and companies, and the importance of systematically
implementing digital skills development approaches on the companies’ strategic level.
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Introduction

The high pace of strategic and organisational
changes in the current financial services
sector is not only caused by the fundamental
transformation in the institutional and
competitive environment but also by the
rapid expansion of technological innovations
(Menshikova et al., 2017). The restructuring

of the modern labour market and traditional
human resources qualification requirements
is to a large extent impacted by Industry
4.0 (Smirnova et al,, 2019) that is directly
connected with a transformation of knowledge
sharing processes, data processing and
integration and value orientation, which the
companies consider essential for their success
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(Blstakova et al., 2020). Customer centricity,
personalisation, mobility and agile corporate
culture are becoming key factors to ensure an
innovative pace of development in the digital
environment (Ajupov et al., 2019). In this regard,
the demand for highly educated specialists
directly involved in customer service in banking
and insurance institutions has been increasing
especially as a lack of a qualified workforce is
among the most important drivers for Industry
4.0 (Stentoft & Rajkumar, 2020).

Taking into account the growing importance
of digitalisation, it should be noted that it has an
ambiguous influence on the financial services
sector. On the one side, digitalisation helps to
increase customer loyalty, reduce human error
and cope with the leading competitors (Rathi
Meena & Parimalarani, 2020). On the other side,
all these changes require banks and insurance
companies to rethink their way of operating,
increase the delivery speed of banking and
insurance services and expand the digital network
for their provision (Evdokimova et al., 2018).

The nature of work is changing due to
emerging invasive technologies. These changes
in the financial services sector primarily concern
the number of employees needed. At the same
time, the demand for employees’ skills and
competencies required for effectively utilising
digital technologies is becoming a focus area
in the conditions of the transformation of the
financial services (Folea & Folcut, 2019).
Digital skills usually have more importance than
the sole ability to use applications or operate
a digital device (Van Laar et al., 2020). They
also include digital information processing and
communication (Aesaert et al., 2014), critical
thinking (Starkey, 2011), the ability to work
on shared documents and projects in online
collaborative platforms (Balau & Utz, 2017),
and the problem solving skills needed to find
creative solutions and transfer knowledge
to new working conditions (Barak, 2018).
Oberlander et al. (2020) emphasised the fact
that there is a gap between the existing and
needed digital competencies to respond to the
challenges of the fully digitalised workplace
in the future. An insufficient level of the users’
digital skills can cause the ineffective utilisation
of the banking accounting system and other
types of information systems processing the
data (Lingga, 2020).

The paper aims to analyse the data from
the financial sector in digitalisation based on

secondary data and, primarily, from the point
of view of digital competencies in this sector.
Firstly, key drivers for digitalisation in the
financial service sector and Banking 4.0 are
analysed there. Technological developments
in financial services are demanding for the
employees’ digital competencies in this
sector. As the latest studies on employees’
digital competencies in this field confirm, both
companies and employees consider digital
competencies development to be important and
pay attention to their systematic development
and training. However, not always in an
acceptable way. Based on the literature review,
key findings are also supported by the authors’
primary quantitative and qualitative data within
several Czech companies operating in the
financial sector. Data introduced in the paper
mainly focuses on the topical issue and the
present situation in Czech bigger banks within
a turbulent environment in the financial sector.
There are also specified digital competencies
needed in the financial sector, identified gaps
and also actions taken to overcome barriers
for their increased improvement. The survey
also helped to determine limits for digital
competencies development caused by the
effect of the COVID-19 pandemic.

1. Financial Services Sector

in the Context of Digitalisation
In recent years, the banking and insurance
companies continue to be renewed by emerging
models of investment and regulations, ongoing
digitalisation and technological advances.
Due to a rapid change in the tools, skills
and competencies that employees require,
continuous development of digital skills has
to be supported by employers (Trias Pinto &
Gendre, 2016).

Overall, digitalisation of the financial
services segment may be regarded to improve
the existing range of banking and insurance
services with new technological solutions aimed
to secure and satisfy the interests of banks and
insurance companies, their customers and the
state (Evdokimova et al., 2018). In this case,
digitalisation leads to the implementation of so-
called Banking 4.0. Mehdiabadi et al. (2020)
identify Banking 4.0 as the use of Industry 4.0
technologies for digitalising assets, creating
a digital identity, providing special offers
to customers and offering customisation.
Banking 4.0 is characterised by open, flexible
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and integrated architecture, thereby ensuring
customer experience and performance
experience. Votintseva et al. (2019) emphasise
that the implementation of Banking 4.0 results
in creating a new business model influenced by
competition for digital banking services, flexible
management, access to the data source, and
the level of investment in high-performance
technologies for reducing cyber risks.

1.1 The Key Drivers for Banking 4.0

Development

The modern banking sector has undergone
dramatic changes, which does not allow it to
remain as conservative and stable as before.
The existence of such interrelated factors
as changing consumers’ behaviour and
preferences, ongoing legal regulations, the
emergence of new competitors, technological
opportunities and the COVID-19 restrictions
have accelerated digital transformation in the
banking sector. Considering this, a clear vision of
digitalisation characterised by innovation, being
ahead of the competition, and a willingness to
take risks is notably needed to be developed by
banks (Niemand et al., 2020).

Regarding changing consumer
behaviour, they increasingly prefer using
different communication channels, which

were not required earlier (e.g. social media,
smartphones, chatbots). In such conditions,
the interaction between banks and their
customers should contribute to creating fully
integrated user-friendly omnichannel customer
experiences with banking services across all
possible devices. Consequently, banks should
focus on increasing financial literacy and digital
literacy as they are interconnected (Andreou
& Anyfantaki, 2020). Recent studies of the
consumer habits of bank customers (PwC
Financial Services, 2018) have shown that
the role of mobile banking is on the rise and
highly preferable for at least 15% of customers.
Such a change is driven by the preferences and
expectations of the young generation, so-called
millennials. Regarding choosing a primary
bank, people still consider the existence of
a local branch important, and this opinion
does not depend on the customers’ age (PwC
Financial Services, 2018).

Aspects of consumer behaviour related to
the use of banking services based on artificial
intelligence (Al) require special attention. The
presence of Al in some services can be both

actively propagated (e.g. investment robot-
advising that proved its usefulness) and hidden
(e.g. credit scoring, financial fraud detection,
and money laundering prevention) (Tao et al.,
2021). Users are inclined not to trust what
is not understood. It is also relevant for Al
when the basis of decision-making by neural
networks is too difficult to understand (Burgt,
2020). However, over time, the attitude towards
Al becomes more positive from both bank
employees and consumers of banking services
(Ryzhkova et al., 2020). In their research about
the influence of Al on the banking sector,
Kaur et al. (2020) empathise that using Al is
beneficial for banking, according to 71.4% of
the respondents.
Current transformation in the banking
industry is driven by increased global
competition, lower costs and reduced barriers
to entering the banking market. Modern
FinTech companies might not supplement
traditional banking, but they improve access
to finance, opening up opportunities for new
types of projects and attracting new categories
of investors (Bollaert et al., 2021). The most
powerful influence is caused by the emergence
of new competitors in the form of the digital
native banks, each of which has a different
background (Buchi et al., 2019):
= Beta banks (spin-off organisations of
traditional banks or joint ventures);
= Neobanks (independent FinTech start-ups
that use partner bank licenses);

= Challenger banks (newcomers in the
banking market compete directly by
challenging the consolidated players);

= Big Tech banks (organisations formed by
large technology companies, for which

a banking sector is not a core business, co-

called GAFA: Google, Amazon, Facebook

and Apple);
= Retail banks (organisations made up of

large distribution groups) (Mekinji¢, 2019).

The Payment Services Directive (PSD 2),
valid from January 2018, liberalises the market
of financial services in the European Union to
a great extent, thereby forcing banks to develop
their responses to the threat of new competition
or possibilities of cooperation. The crucial
element of this new legal regulation refers to the
obligation of banks to provide access to their
customer data (Mekinji¢, 2019). Whereas the
banks’ business models are increasingly based
on algorithms and data analytics, new skills
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will also be required from banking supervisors
soon. As a result, banking supervisors have
to be qualified enough to control the data
sets protection in different systems against
cybersecurity threats (Grym et al., 2018). It is
also expected that PSD 2 regulation will lead
to a much greater exchange of data between
banks and regulators. One example of such
data exchange is the Analytical Credit Dataset
(AnaCredit) framework proposed by the
European Central Bank in 2014. AnaCredit will
collect information on a borrower-by-borrower
or loan-by-loan basis from credit registers
operated by the national central banks of the
European System of Central Banks or from
other granular data sources (Thun, 2015).

The Basel Committee on Banking
Supervision (BCBS 239) issued 14 principles
for effective risk data aggregation and reporting
on risks in January 2013. The need for their
compliance with global and local banks
encourages them to increase their data storage
and analytics capacity (Orgeldinger, 2018).
The implementation of a technological platform
for effective risk reporting and robust data
governance is asked for in these principles.
This is due to the need to know exactly where,
by whom, for what purpose and frequency
specific bank data are used. Although this legal
regulation leads to searching for new automated
solutions for reporting (71% of banks) and
increases the need for analytical skills, 35%
of banks’ employees still do not have them at
the appropriate level. Therefore, banks involve
non-staff personnel with analytical skills from
external sources (Harreis et al., 2017).

Industry 4.0 provides the banking sector
with various technological opportunities, such
as self-service bank terminals, chatbots,
mobile banking, blockchain and Al-based
fraud detection technology (Kaur et al.,
2020). Intensive deployment of data mining
or cognitive computing techniques on banks’
day-to-day activities is not surprising because
banks have access to their customers’ specific
anonymised data (Mekinji¢, 2019). The banking
sector mainly adopts data mining techniques for
the following purposes (Hassani et al., 2018):
security and fraud detection;
risk management;
investment banking;
customer relationship management
(customer profiling, segmentation and
cross-/up-selling);

= other advanced supports (e.g. branching
strategy or performance evaluation).

Banks are also actively using such
automation technologies as robotic process
automation or intelligent process automation
(Bellman & Goéransson, 2019; Vijai et al., 2020).
This development not only places a demand on
digital competencies for IT professionals but
also for all those who are users and providers
of data within the financial sector.

1.2 Digital Employees’ Skills in Banking
and Insurance Companies:

Secondary Data Analysis

The data in Chapter 1.1 pointed to a trend in
digitalisation and technology developmentin the
financial sector. Several research studies that
focused on the importance and scale of digital
competencies in companies have already been
published in the last few years. Tab. 1 provides
an overview of several of the most recent
studies in the field of digital competencies. The
authors’ names and further details about these
studies are also briefly described in Tab. 1.

The main findings confirm the importance of
the topic and retain attention to existing gaps
in digital competencies in many countries and
companies around the world.

As shown in the literature search in
Chapter 1.1, modern banking is undergoing
significant  technological changes. Their
need is further accelerated in the context of
the COVID-19 pandemic, when a number of
processes need to be addressed in the online
environment. This increases the requirements
for employees’ digital competencies and is
becoming a key phenomenon in the financial
sector. The results of the research conducted
by Hach et al. (2018) emphasise that banks
still do not have sufficient digital competencies
in their workforce. Another study on Romanian
graduate students (Folea & Folcut, 2019)
shows that information processing and
communication skills are among basic digital
skills required for their future job in the banking
sector, as stated by 53% of the respondents.
A list of advanced digital skills required for
successfully operating in the banking sector is
headed by application development (38%), and
followed by web programming (23%) and user
interface design (23%). At the same time, each
second respondent employed in the banking
sector states that graduates do not have digital
skills needed for work in the modern business
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Overview of the latest research in the field of employees’ digital competencies

Year Authors Name DTl Main findings
of respondents
2020 | BrainStation | The digital skill Not specified 83% of respondents rate data
survey literacy in their organisation as
medium or low. The lack of data
literacy has an impact on the
success of the organisation (89%).
2019 Abel-Koch European 2,586 companies with The lack of digital skills both
etal. SME survey: 20-249 employees in among employees and in the
Going digital Poland, France, Great | external labour market is a major
Britain, Spain and obstacle for businesses in all
Germany 5 countries.
2019 O’Loughlin CCC Global Not specified 19% of businesses have adopted
etal. digital skill (IT professionals in digital technologies and changed
survey organisations around business processes, mischievous
the world) people, culture, and thinking have
not yet adapted.
2018 | Kaneetal. Coming of More than 4,300 44% of employees are constantly
age digitally: managers, executives updating their skills so that they
Learning, and analysts from can do their job effectively in the
Leadership, 123 countries digital environment.
and Legacy
2016 ECDL Perception Switzerland (2,050), In countries that are considered
Foundation | and Reality: Austria (1,260), digitally advanced, there are
Measuring Germany (673), significant skills gaps.
Digital Skills in Denmark (183),
Europe Finland (62)
2016 Curtarelli ICT for work: 7,800 workplaces in 15% of workplaces report the
etal. Digital skills in Germany, Finland, existence of gaps in digital skills
the workplace | Great Britain, Portugal, of their employees.
Sweden and Slovakia

Source: own

environment. The majority of respondents
from the banking sector (85%) also believe
that additional in-house training is especially
needed for recently hired workers.

The newest studies in employees’ digital
skills in the financial services sector are
presented in Tab. 2.

According to the research provided by
Shook et al. (2018), only one of four employees
in the insurance sector is ready to work with
intelligent technologies. This in turn makes the
growing skills gap a crucial factor impacting
insurance executives’ workforce strategy
(43%). Despite this fact, only four percent of
insurance executives plan to greatly enrich

investments in reskilling their employees over
the next three years. As was pointed out by
the Harvey Nash and KPMG survey (2018),
insurance companies are more effective at
understanding the impact of digitalisation
on their company than companies in other
industries (48% versus 43%), but less effective
with hiring and developing employees with
digital skills (19% versus 24%). In a study by
Malhotra and Mistry (2015), employees in
the insurance sector were asked about their
readiness to learn and develop their potential.
It has been claimed that the majority (64%)
are looking for learning opportunities and
evaluated digital skills, emotional intelligence,
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Overview of the latest research about digital competencies in banking

| |
and insurance companies
Year Authors Name Number of respondents Main findings
2020 Brassel, J. Impact of the 3,200 job vacancies in the 9% of all job vacancies in banking
digitalisation on the banking sector in Switzerland | require experience with digital products,
employment market focus on them, or involve digital
in banking transformation projects.
2018 Hachetal. | The digitalization race: 60 respondents from 10 Only 14% of employees have highly
Can financial service | countries working in banks of advanced digital savviness.
providers hack the all different sizes
pace?
2018 | Shooketal. | Future workforce survey | 100 CEOs and top executives Digital technology (i.e. virtual or
- Banking realizing the | and more than 1,300 bank | augmented reality) can provide realistic
full value of Al employees working with Al | simulations to help bank employees to
from 11 countries master new tasks.
2018 | Shooketal. | Future workforce survey | 100 CEOs and top executives 57% of the respondents saw
- Insurance realizing and almost 1,000 insurance | themselves as ‘highly skilled and highly
the full value of Al employees working with Al willing’ to learn new capabilities.
from 11 countries
2017 Oxford Digital leadership in More than 500 executives 41% of executives rate digital
Economics & financial services and employees from financial proficiency as the most important
SAP Success services in 21 countries quality for a manager of the future
Factors to possess.
2016 | Ernst & Young | Transforming talent: Not specified In the roles of research analyst, call
The banker of the centre staff and high-net-worth personal
future. Global banking advisors, digital and interpersonal skills
outlook will be challenging to automate.
2015 | Malhotra, R. & The insurance Not specified One of the most significant changes
Mistry, S. workforce of the future: involve rethinking of the insurance
Why will so many companies’ approach to enabling their
insurers fail to achieve workforces due to digitalisation.
their digital potential?

critical thinking and communication skills as
the competencies most needed for the future.
The Willis Tower Watson (2017) study analysed
the Czech insurance market and its readiness
for the digital revolution. The data from 49
respondents drawn in 2016 from 23 different
insurance entities and organisations confirmed
that insurance companies perceive digitalisation
and process automation as the main trend until
2020. The current IT architecture and systems
not allowing full use of new technologies (38%),
costs (17%) and lack of skilled people (13%)
were considered as the main obstacles in
the new technologies implementation (Willis
Towers Watson, 2017).

Digitalisation goes hand in hand with
job flexibility, and it affects a large extent of
the employees’ competencies requirements

Source: own

in the banking sector. As an example,
Ceskoslovenska obchodni banka (CSOB), one
of the leading players in the Czech financial
services market, can be mentioned. This bank
supports the education of employees driven by
the need to utilise digital technologies in their
daily work. For this purpose, inspiring events,
educational activities such as lectures and
workshops, and self-study with microlearning
videos on digital competencies are regularly
carried out. Such inspiring events aim to show
employees current technological trends and
acquaint them with the latest opportunities in
the field of digitalisation. Examples here are
digital breakfasts, where participants learn to
use online tools to simplify work effectively and
Inspiration Day conferences, where employees
can be inspired by innovations and the success
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stories of other companies in the banking sector.
CSOB has also successfully implemented
a special programme focused on the education
of managers, called Digital Bootcamp. Its goal
is to provide managers with an overview of
technological trends, agile organisation and
modern project management, and prepare
them for work in a constantly changing digital
environment (DigiSkills, 2020).

2. Research Methodology

The paper focuses on digitalisation, digital
technologies and their influence on employees’
competencies in  bank and insurance
companies in the Czech Republic. The aim of
this paper was based on the literature review
to examine the current implementation of
digital technologies in business practice within
the context of its impact on the demand for
employees’ digital skills in the Czech banking
and insurance sector. The methodology of this
paper consists of the following main stages
(see Fig. 1).

m Methodology of the research paper

In the first phase, scientific papers primarily
sourced from the Web of Science and Scopus
databases were analysed. The keywords used
for searching them were: digital skills, digital
technology, 4th digital revolution, Banking 4.0,
skills demand, digital transformation, future
workforce, 21st-century skills, employee
training, skills gaps, etc. The results were
presented in Chapters 1 and 1.1.

In the second phase, the secondary
information sources about the current state
of the employees’ digital competencies in
companies worldwide were studied and
processed.

In the third phase, this paper applied
a quantitative approach to examine a research
problem. The situation was analysed based on
primary data gained from the semi-structured
interview and introduced in the case study in
Chapter 3.1. The primary data research has
been developed based on the results of foreign
studies of this issue (see Chapter 1.2) and
included the following steps (see Fig. 2):

m Stages of primary data research

Processing : f
Literature Secondary Primary data and analysis a,?ésﬁ#,?f;ﬁgn
review data analysis research of obtained of results
results
Source: own

Creating a database
of the surveyed
companies

Choosing a method Preparing a
of data collection questionnaire
for the

«qualitative *questions
«quantitative interview
*online questionnaire

*Survio - CAWI
*semi-structured
interview

ecase

study of a
selected bank

*Bisnode database

Source: own
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The primary data collection was carried out
under two methods:
= collection of quantitative data using the

CAWI method and structured questionnaire;
= collection of qualitative data based on the

semi-structured interview with one big
Czech bank.
The survey was prepared based on
secondary data analysis (see Tab. 1). The
questionnaire consists of 19 questions that
contain:
= closed questions with one or more possible
answers;
= scales that express the respondents’
attitude to the researched issue;

= one open question;

= four identification questions to characterise
the companies involved in the research.

The preparation of the database of the
companies invited to participate in the survey
was proceeded based on the data available in
the MagnusWeb Bisnode database of all Czech
economic entities on 1 June 2020. Itis important
to note that the survey primarily focused on all
companies in the database after cleansing the
records based on the criteria described below.
For this paper, only data from the companies
in the banking and insurance sector are used.

The representative sample in the banking
and insurance sector from the MagnusWeb
Bisnode consists of 79 companies. First
of all, businesses with significant negative
events in their history were removed from the
representative sample. In the next step, the
functionality of the websites of these companies
was verified. Finally, after removing companies
that did not mention their corporate email on
the website, 69 companies were selected for
participating in this study.

The final respondents in this survey have
been identified as follows. First of all, banks and
insurance companies have got an invitation to
take part in this research at the email address
indicated in the Bisnode database or on their
official website. Next, based on the prior
agreement with senior management of the
banks and insurance companies that had
expressed interest in cooperation, the link to the
questionnaire was sent to their employees who
specialised in digitalisation and the employee’s
digital skills development.

The quantitative data was collected and
processed by the online Survio software in
July 2020. As a result, 13 responses were

obtained. Consequently, the return rate of the
questionnaire was 18.85%. This paper analyses
the data obtained from the representatives
of the seven large (i.e. with more than 250
employees) and three medium-sized (i.e.
with 50-249 employees) Czech banks and
insurance companies operating in Prague.
The data obtained from the representatives
of the three small companies (i.e. with 1-9
employees) were excluded from the analysis for
the reason that these companies do not plan
any steps for closing the gap in their employees’
digital competencies and do not consider this
as a topical issue within a long-term human
resources management strategy.

The collection of qualitative data was based
on a semi-structured interview with one big
Czech bank. A semi-structured in-depth interview
with three human resources (HR) specialists of
a selected Czech bank was conducted to deeper
describe the processes in the digital competencies
development in the banking sector.

In the fourth phase, the quantitative data
obtained from the Czech banking and insurance
companies were processed and analysed
using descriptive statistics and Spearman’s
rank correlation coefficient. For this purpose,
it has been suggested that the null hypothesis
(HO) does not confirm the relationship between
three individual ordinal variables (i.e. that
the value of the Spearman’s rank correlation
coefficient is equal to zero). The variables’
values expressed the respondents’ consent
with selected statements using the Likert scale
presented by the options ‘strongly agree’,
‘agree’, ‘neither agree nor disagree’, ‘disagree’
and ‘strongly disagree’. In the beginning, the
data were coded by the numbers 1, 2, 3, 4, 5
(i.e. the value 1 means the highest degree of
agreement and the value 5 the lowest level of
agreement with the stated statement). Then the
data was processed in IBM SPSS Statistics
26 by using the function Analyze — Correlate
— Bivariate — Spearman correlation coefficient.
The quantitative and qualitative data analysis
results are presented in more detail in Chapter 3
and Chapter 3.1, respectively.

3. Digitalisation in the Financial
Sectors: Primary Data and

Research Results
The data presented in this chapter include
quantitative data collected within the selected
Czech companies and in a case study describing
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The Spearman’s rank correlation coefficient

Variables Statistical coefficients Variable 1 Variable 2 Variable 3
Spearman’s rank correlation coefficient 1.000 0.058 0.044
Variable 1
Two-tailed test of significance - 0.873 0.903
Spearman’s rank correlation coefficient 0.058 1.000 0.404
Variable 2
Two-tailed test of significance 0.873 - 0.247
Spearman’s rank correlation coefficient 0.044 0.404 1.000
Variable 3
Two-tailed test of significance 0.903 0.247 -
Source: own

the situation in one Czech bank. All respondents
from the Czech financial sector confirmed
using digital technologies for their day-to-day
activities. It is important for interpreting the
results as there are ten respondents from large
financial institutions where digital technologies
are a part of their core business.

By using Spearman’s rank correlation
coefficient (see Tab. 3), the authors have
verified if there is any relationship between the
respondents’ reaction to the following statements:
= Variable 1: “Some tasks in my company will

become obsolete due to the utilisation of

digital technologies.”

= Variable 2: “The use of digital technologies
increases the need for employees’ training
in my company.”

= Variable 3: “The topics of employee
competence development are part of

a long-term human resources management

strategy in my company.”

For variables 1 and 2, the value of
Spearman’s rank correlation coefficient is
equal to 0.058. Due to the fact that the p-value
equal to 0.873 is higher at either of the 1%
and 5% levels of significance, there is no
statistically significant relationship between the
increasing need for the employees’ training in
digital technologies usage and possible tasks
automation as a result of their utilisation. In
case of the variables 1 and 3, the value of
Spearman’s rank correlation coefficient is also
not equal to zero (i.e. 0.044), and the p-value
equal to 0.903 is much higher than 0.01 and
0.05. There is also no statistically significant
relationship between the topic of employee
competence development in the long-term
human resources management strategy and
the automation of some job tasks in Czech

banking and insurance companies. As it might
be seen from Tab. 3, there is no statistically
significant relationship between variables 2
and 3 too.

The descriptive statistics results have
shown that skills connected to data processing
are ranked among the most important digital
skills needed in the financial sector (see Fig. 3).
Advanced data skills (data management or
advanced analytics) are required in 50% of
the surveyed financial institutions. Also, 60%
of the respondents see the importance of the
general skills necessary for problem-solving in
the digital environment.

It should be emphasised that 90% of
the respondents consider the level of digital
competencies of their employees as usual.
It corresponds to the fact that 80% of the
respondents agreed with the statement (50% of
which strongly agreed) that digital technologies
increase the need for employee training.

Internal training (90% of all respondents)
is seen as the most recognised reaction to the
gap in digital competencies. Recruitment of new
employees having desired competencies (40%
of the respondents) and external training (30% of
the respondents) also seem significant. Another
possible reaction to the corporate learning
training and development strategy seems to be
a niche. If we compare the respondents’ views
from large and medium-sized enterprises, we
can identify important differences. One of them
is that large companies most often use internal
training for existing employees compared to
other possible steps, actually in 100% of the
cases (see Fig. 4).

Taking into account the frequency in
which employees need to renew their digital
competencies, the results demonstrate quite
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m Most needed employee digital skills in the Czech banking and insurance sector

Problem solving in a digital envinroment
Basic skills in data entry and processing
Advanced analytical and mathematical skills
Database management skills (data skills)
Software development skills

Digital projects management skills

[ GO
I 0%
I 50%
—— 50%
I 40%
b 30%

Web page development skills Looood 20%
Digital strategy and leadership skills | 10%
0% 10% 20% 30% 40% 50% 60% 70%
Source: own

Steps planned for closing the gap in employee digital competencies
in the Czech banking and insurance companies

14

25

Employment of agency staff

Recruitment of new
employees with digital

competencies e | arge enterprises
57
/ -, 100
Outsourcing of digital tasks . -, vlnternal training for existing

0 50 -
140( ./

e \edium enterprises

employees

29
25

External training for existing
employees

Source: own
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a dynamic environment (see Fig. 5). 50% of According to the obtained data, the next
the respondents see the frequency approx. areas for improving digital skills in the financial
once a year. However, 30% of the respondents  services sector have been identified:

see renewing the digital competencies as = working in the cloud, mobile technology
a continuous process. The major source for involvement;

improving employees’ digital competencies ® automation and machine learning;

is expectedly internal training provided by the = digital communication, sharing content and
employer (approx. 80%). performance measurement;

Frequency of renewing employee digital competencies in the Czech financial
services sector

* No need to renew
10%

= Continuously

30%
Once in 6
= One a year months
50% 10%

Source: own

Major barriers for employee digital competencies development
in the Czech banking and insurance sector

Lack of time due to other work tasks _ 80%
Reluctance to learn new things _ 60%
No supplier of needed training 20%

Low priority for management 10%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

Source: own
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Reaction of the Czech banking and insurance companies

to the COVID-19 pandemic

Company’s reaction to the COVID-19 pandemic % answers
The company accepted digital technologies but employees did not adapt to them 70%
The company aims successfully toward being digital 20%
Digital company (fully digital processes; cloud) 10%
Total 100%
Source: own

= data encryption, creating data sets and
efficiently working with them;

solving problems with digital technologies;

programming in Python, Visual Basic and

other languages;
= creating effective materials using G Suite.

The main obstacles for developing
employees’ digital competencies are connected
with the general workload of employees in the
financial sector, which is confirmed by 80%
of the respondents (see Fig. 6). The general
reluctance to learn new things is also important.
The financial sector is considered conservative,
which seems to be a negative factor for digital
transformation. At the same time, high costs of
digital training are not a barrier, which is positive
for the sector.

In addition to the authors’ survey being
focused on general digital competencies
development in the financial services sector, the
respondents were also asked about the current
situation caused by the COVID-19 pandemic
(see Tab. 4). 30% of financial institutions are
fully or almost fully digital, which means that
the impact was not significant. The remaining
problems the sector faces are connected with
the employees’ digital technologies acceptance.

All the respondents confirmed that they try
to react to barriers caused by the COVID-19
pandemic. None of the respondents claimed
that their company has already started to
change business processes and infrastructure,
only is planning to do so or even avoid daily use
of any digital technologies.

3.1 Digitalisation in the Banking
Sector: A Case Study
of One Czech Bank

As a part of the primary data collection, the
authors of this paper conducted an in-depth
semi-structured interview with three human
resource professionals in one big Czech

financial institution. Key findings obtained from
this interview are introduced in this chapter.

Digitalisation in the Czech financial sector
in the last few years places great demands on
companies in this sector. Moreover, the turbulent
environment in the last few months of the year
2020 connected with the pandemic situation
increased the need for digital technologies in
the financial sector. It often accelerated the
digitalisation of most financial services. In turn, the
demand for the employees’ digital competencies
has increased significantly. As a consequence,
systematic training in this area is becoming a part
of the strategic approach. The data gained for
this case study demonstrates how the current
situation has influenced one of the biggest Czech
banks. The case study aims to show the effects
of the current situation based on the example
of a large Czech bank and confirm the facts
presented in the previous part of the paper.

The selected bank is a large organisation
with approx. 7,000 employees. The topic of
digitalisation in this bank is considered an
important part of its corporate strategy and also
as one of the key pillars of the HR strategy.
There are also some specifics in this bank in
terms of digital processes and digital training.
It is not enough for employees only to know
how to work with digital technologies and not be
afraid of them, but to strive to be digital towards
clients and be their partner regardless of the
circumstances. The role of bank employees
as mentors and guides for clients in an online
environment is increasing.

The process of digitalisation in the bank
enhanced by the management agility and
workforce diversity requires ongoing employee
development activities. For this reason, the
bank’s human resource development strategy
includes online training activities aimed at
developing key 21st-century employees’ skills
(e.g. data skills), improving personal and team

52 | [EV 2022, xxv, 2



Business Administration and Management

efficiency, effective work with CRM (Customer
Relationship Management) systems and
data evaluation, as well as work with client
applications such as smart banking. Digital
security and digital detox are also among the
critical directions for further development. An
additional internal banking platform supports
the transfer of knowledge and experience
between employees who participated in such
online courses across the whole organisation.
It should be noted that the employee
competency models used in the bank have
changed a lot over time. Today, a willingness
to communicate and cooperate in agile teams
connected across departments throughout the
company is extremely important. The bank also
identifies these employees’ competencies as the
most valuable due to the ongoing digitalisation:

= flexibility;
= ability to learn new technologies and
practices;

= adaptabilty to new job
procedures and opportunities;
innovative mindset;
understanding the data available and
processing it.

The bank has not as yet measured the
level of its employees’ data competencies. The
situation is complicated by the fact that the
labour force in the bank is very diverse, and
the level of employees’ data competencies in
the various departments can vary greatly. At
the same time, the human resource managers
working in the bank assess their data skills at
6—7 points out of 10.

To ensure continuity in internal employee
training, the bank uses such digital tools and
applications as Skype, OneNote, SharePoint,
Google Forms and Office 365, which is still
not being fully utilised. Cisco Webex is used
for providing external educational activities.
Microsoft Teams should replace Skype in the
future, but it is currently used with very limited
functionality. When there is a need to develop
online services further, the bank is limited
mainly by the obligation to protect client data.
The security issue is connected with the longer
implementation of the new digital technologies
and requires a prior risk analysis. As a result,
external clients will switch to Microsoft Teams
earlier than internal bank employees.

Due to the current COVID-19 pandemic, the
need for the employees’ training in this bank
remains stable, but the need to learn online is

conditions,

being enhanced. There was no need to heavily
invest in online learning activities as the bank
uses tools and technologies that have already
been utilised for this purpose. The demand for
internal online staff training has increased. The
available internal training courses focused on
how to teach employees to use various digital
applications in their job effectively. In connection
with this, the bank encounters the challenge
of engaging employees in distance learning
and keeping their attention because training
in the online environment is more demanding.
Developing employees’ digital competencies is
a priority for this bank. For this reason, the bank
plans to invest at least 50% of the learning and
development budget in improving digital and
data competencies next year.

Digitalisation and process automation is
perceived in this bank as a space for retraining
and requalification of the existing workforce
that is not connected with a job loss risk.
Human resources managers do not have to be
digital gurus but some kind of early adopters
with social intelligence, empathy, openness to
changes, and a mindset to learn new things. It
is expected that as a result of the increasing
automation of daily tasks, human resource
managers at this bank will not have less work,
but it will be different. Software robots are
gradually taking over routine tasks that respond
to simple questions or information searches. In
contrast, more complex tasks such as business
partnerships, advice and coaching will remain
for the people.

Key findings from this case study show
that it is necessary to preserve the human
factor in the HR strategy of this bank. The main
task of the human resource managers is not
only to support senior management in making
strategic decisions but also to help employees
retrain and adapt to the changing nature of
their work. Personalisation and use of data to
a much greater extent is a priority for this bank
for future years.

4. Discussion

Findings from this survey demonstrate
that digitalisation is a catalyst for change
and boosting innovations, automation and
modernising technology systems across all
industries. The financial services sector is no
exception. Digital learning, both the learning of
digital skills and digital technologies, is becoming
crucial for getting digital literacy into the modern
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workforce (Ceemet European Tech & Industry
Employers, 2018). The latest research provided
by The Economist Intelligence Unit among
305 global banking executives, on behalf of
Temenos (2020), explored the main elements
of banking digitalisation due to the necessity
to deploy new technologies and reshape
company culture to stay competitive in the
current business environment. According to this
study, 66% of the respondents believe that new
technologies such as artificial intelligence (Al),
machine learning, blockchain, or the Internet of
Things (loT) will continue to be key drivers for
global banking for the next five years.

Cedefop’s European skills and jobs survey
(2014) examined the level of information
communication technology (ICT) skills required
to perform a job by surveying around 49,000
adult employees in all EU27 member states
and the United Kingdom. This study found that
only 16% of employees in financial, insurance
and real estate services evaluate advanced
levels of ICT skills as extremely necessary
for doing their daily work routine, but 80% of
them agree that basic ICT skills are essential
(European Centre for the Development of
Vocational Training, 2016). PwC’s (2019)
survey revealed that technical skills, data
analytics proficiency and design thinking are
among the competencies required to make
digital workforce transformation in financial
services successful.

The data presented in the paper confirmed
that companies in the financial sector see
digitalisation as important and perceive the
importance of regularly developing their
employees’ digital competencies and should
consider it a strategic aspect of their further
development.  Systematic  implementation
of training and development in the area is
crucial for future success. There is no doubt
that COVID-19 pandemic has made the digital
transformation in the financial sector more
urgent. Opportunities and threats, for which
banks expected to prepare for years, have
been approaching fast. Banks have to innovate,
reinvent, and redefine themselves to meet
these challenges (Accenture, 2020).

Undoubtedly, the research sample (i.e. 69
Czech companies), a relatively small sample
size (i.e. ten large and medium-sized banks
and insurance companies) and a relatively
low response rate (i.e. 18.85%) are among
the most important limitations of this study.

Therefore findings from this survey cannot
be generalised. Nevertherless the paper
brings valuable and up to date information
in digitalisation in banking sector. Moreover
findings are also supported with the qualitative
data presented in the case study of one big
bank. Conducting similar research in the
financial services sector in other European
countries and comparing the results with the
data obtained in the Czech Republic may
be one of the possible directions for future
research. The authors also plan to map this
very topical issue from the employees’ point of
view and compare the perception of this issue
from the perspective of all companies (not only
in the financial sector) and employees. The
topic gives room for further research.

Conclusion

Nowadays, many financial companies struggle
with technological barriers and the lack of
employees’ willingness to continuous training
and development at the workplace. The paper
aimed to provide a theoretical framework for
digitalisation and its drivers in the financial
sector. It introduced the phenomenon
of Banking 4.0 concerning the required
competencies and identified gaps and barriers
for their faster and more effective development.
Findings presented in the paper showed that
the need for employees’ digital skills is growing,
and banks and insurance companies are aware
of this, thereby bringing systematic approaches
supporting digital skills development to the
strategic level. These institutions often pay
attention to these skills while recruiting. Also,
this paper’s primary quantitative and qualitative
data confirmed this trend in the the banking
and insurance sector. It is primarily about basic
data entering, processing, digital literacy but
advanced data skills are also often required in
the financial sector. Even though the findings
presented in this paper cannot be generalised,
and have the limitations mentioned above, this
paper deals with a very topical issue and brings
new incentives for further research. The results
obtained shed light on the actual state of the
digitalisation and technological development
crucial today in the global financial sector.
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