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It’s also important to note that so-called “soft skills” will 
still be in demand, even in digital-enabled companies. True, 
AI and machine learning have the potential to replace some 
jobs currently performed by human employees, such as 
bank tellers, investment advisors, insurance underwriters 
and claim adjusters. Although this will likely result in fewer 
positions overall, AI will free up people for knowledge tasks, 
customer care and other functions that require reasoning, 
emotional intelligence, persuasion and leadership. The 
World Economic Forum’s Future of Jobs report predicts 
increasing demand by 2020 for skills such as complex 
problem solving, social skills and cognitive abilities.7 

Although the shift toward digital business is driving 
demand for employees with proficiency in science, 
technology, engineering and math (STEM), US schools, in 
particular, are not placing sufficient focus on these areas. 
The Organization for Economic Cooperation & Development 
(OECD) estimates that China and India will account for 40% 
of all young people with a tertiary education (including 
STEM-related degrees) in G20 countries by the year 2020.8 
Thus, financial services companies (and all industries) will 
need to take the initiative to invest in STEM education and 
support innovative programs, rather than rely on the US 
educational system to prepare students for the needs 
of a digital workplace.

Impact: to address digital imperatives, 
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