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This document was prepared by Skills Bahrain
an initiative under the Labour Fund (Tamkeen)
in May 2022. This document is intended for
general informational purposes only. The
information presented has been prepared
using sources believed by Skills Bahrain to
be reliable and accurate. Skills Bahrain makes
no representation or warranty of any kind,
expressed or implied, regarding the accuracy,
adequacy, validity, reliability, availability or
completeness of any information or data in this
document. The contents of this document shall
remain at all times the property of Skills Bahrain.
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Tamkeen, including its officers, board members,
employees and agents, together with any
contributors to this report are not liable for any
inaccuracy, error or omission in the contents of
this document nor for any loss, damage, cost or
expense whether direct, indirect, consequential
or special, incurred by, or arising by reason of
any person using aor relying on the contents and
whether caused by reason of any inaccuracy,
error, omission or misrepresentation in the
contents or otherwise. Anonymous verbatim
guotes from the qualitative research have been
used throughout this document. Participants in
the research were aware of this intent. Some
of the quotes have been edited for grammar
purposes.



The Financial Services sector is amidst rapid change
driven by factors such as advances in technology,
globalization and competition. Employers are facing
increased competition from outside the traditional
sectorand changeinthedigital behaviors of consumers,
which has been exacerbated by the pandemic. This
has seen job roles in the sector changing, with some
jobs converging or disappearing and new ones being
created, with some international reports suggesting
that up to half those currently working within the
sector will be significantly impacted either by job loss
or the need to reskill.

D Changing consumer habits and expectations -
increased demand for online services and payments

D Emergence of new competition and business models
- traditional Financial Service Institutions have to
keep up with customer demands and increasing
competition from FinTech, some of whom are outside
the sector

D Open banking and changing boundaries of sectors -
CBB’s progressive regulations leading to a rise in
Third Party Providers and use of API integration
which utilise open banking to offer new products and
services

D Digitalization for efficiency - Financial Service
institutions are rapidly replacing theirlegacy systems
with systems that increase automation and support
Artificial Intelligence

D Digitalization for new products and services - Using
data insights to tfailor new products, services and
cusfomer experiences

D Environment, sustainability and governance (ESG) -
New considerations brought about by climate change
are impacting risk assessment and investment
portfolios, they also impact reporting guidelines and
infernational compliance requirements

The Scope of the

Financial Services
Sector Skills Study

The study targeted more
than 285 institutions
licensed by the Central
Bank of Bahrain. It
included conventional
banks, islamic banks,
insurance companies,
investment business
firms, capital markets and
other specialized licensed
institutions.

Line Manager

Some processes have
changed with COVID.
Long processes became
much shorter now.
Approvals can be received
very quickly. COVID also
created opportunities.



FACTS

68

Of the large majority of Bachelor
Degree holders in the sector studied
Business Administration, including
Banking and Finance

14

of those working in the sector have a
degree in ICT

60

entered the sector directly from higher
education

40

entered the sector previously worked
in retfail, ICT or Telecommunications
sectaors

13,737

Employees are in the
financial services sector

67

Bahrainization rate

33w

Female representation of employees
in the sector



International  research  anticipates
between 30% - 80% of the jobs in the
sector will change over the next five
years.

Approximately 40% of the Bahrain
Financial Services sector works in
the Customer Services, Sales or
Relationship Management roles which
are at high risk of declining demand and
changing skill requirements.

Key themes of changes to occupations
in the sector:

D Convergence of jobs as automation
streamlines processes, especially
in customer service and sales as

skills change manual compliance
to personal services and tailored
products

D Higher demand for data analytics

as a core skill across all job areas, but also
the product and commercial understanding
to apply the data insights

D Alternative business models

incorporating API integration, Third Party
Providers or in house innovation

D Jobs are moving from processes

driven manual compliance work to digital
enhanced automation leaving those
working in the sector needing to have a
higher level of critical thinking/problem
solving skills, interpersonal skills and
active learning skills

=
Teller

Bank

o O

2 Relationship
Wﬁ Manager

O Digital
ﬂ@ Ambassador |

Example of convergence of roles to a new integrated higher skilled ‘Digital Ambassador (Reference: EY, 2020)
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Emerging jobs in the sector that are anticipated to
be in high demand in the future include:



FUTURE STATE - 5 YEARS

CORE SKILLS AND BEHAVIORS NEEDED TO PERFORM ALL JOBS IN
THE SECTOR WILL CHANGE TO INCLUDE:

[ . . . .

Data Analytics - programming enquiries for extracting,

(@) cleaning, analysing data (either embedded in business
N 0 - units or as a service department)

D Core skills and behaviors for
all business areas need to be i
developed [22a Using Data Analytics - interpreting and reporting data

for tailored business insights and customer experience

D Exploring the current role of
datain jobs

on the sector

:
[

@ ESG awareness for understanding the impact of ESG
[

DRIVERS OF CHANGE

\ Commercial Awareness - to understand new business
models and their impact on customers

]

Increasing utilisation of I
technology for digitalization ‘ @@ Commercial Awareness - to understand how to ask

L

and automation Data specialists for useful data enquiries

FUTURE STATE - 5 YEARS

INCREASE REQUIREMENT FOR SKILLS IN:

. Cybersecurity technical skills
» Moving legacy systems to

the cloud and incorporating
digitalization and automation

Cloud computing

DRIVERS OF CHANGE

Increase use of the Cloud
to support APl infegration —~ - - - - —
with TPP and to improve (B Using Data Analytics for risk and threat identification
infrastructure costs o and dafa models for scenario planning

Integration and data flows understanding
(for pre coded TPP integration)

Coding and programming

FUTURE STATE - 5 YEARS

INCREASE REQUIREMENT FOR SKILLS IN:

‘ | Cubersecurity risk ( . Digital currencies/assets
D Current risk models will need to Y d M risk and compliance
expand to include additional
risk considerations 21 ESG compliance (7., Global trends in Central
v reporting . @Cﬁ Bank Digital Assets
DRIVERS OF CHANGE N . pa—r: ) Business model and
[o/'\) ESGrisk [|6m7])  strategic risk
2/  management ;L g
» The changing nature of o . P .
‘risk’ in Financial Services ‘ ?2}33 . Data Analytics - for ‘ @ . Data Analytics - for
requires additional expertise & 4/ automated monitaring E=)/ automated monitoring

and detection ) and detection
D (BB RegTech systems will be
developed for compliance L~ .
and risk reporting ([2 ], Using RegTech systems

o=|, Data Analytics - visualising
&%) for compliance and Unlls) and reporting on data for
reporting ) better risk and compliance
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4. Incumbent Financial

Institutions - digital
transformation for
efficiency

CURRENT STATE

» Implementing technology
deployment and automation

DRIVERS OF CHANGE

Digitalization and automation
fo improve process flows and
efficiency

FUTURE STATE - 5 YEARS

INCREASE REQUIREMENT FOR SKILLS IN:

Cybersecurity

/’/,o\\’\\ .
({&o) Process analysis
S0/ and redesign
o
[F5Y,) Lean
& B/ Six Sigma

o= Aglle

il principles

Coding for Data analytics
and big data (inc. Al)

Coding for Robotic
Process Automation

Data Analytics -
Visualising and Reporting
on data fo streamline and
automate processes and
monitor performance

5. Incumbent Financial

Institutions - Digital
for new products and
services

CURRENT STATE

D Exploring and implementing
technology development

DRIVERS OF CHANGE

Product development, CX and
innovation units looking to
TPP partnership or grass roots
innovation for new or amended
products and services

FUTURE STATE - 5 YEARS

INCREASE REQUIREMENT FOR SKILLS IN:

Strategy skills
fo integrate TPP
business models

Technical knowledge
around embedded
finance and banking
systems

Cybersecurity

Understanding
embedded finance

and banking
‘5=] Knowledge
\W@/ transfer - Using

~ TPPand knowledge
partnership for
capacity building and
talent development

=

Commercial awareness to
talk the same language
and communicate with
TPPs and Financial
Institution business units

Understanding
Data Flows

UX design

Coding in multiple
languages

Data Analytics -
Visualising and Reporting
data to improve CX,
product development
and sales

8
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SKILLS IN :[rj;

THE SECTOR

SKILLS

NEED DEVELOPING

Innovation &
Creativity

2 i

Time
Management

Critical
Thinking

&

Process
Optimization

ol

English
Language

THE NEXT

5 YEARS

SKILLS

Data Analytics
Interpreting &
Data Reporting

Process
Optimization

Technology
Use

Risk Project

Management Management

Financial Services Sector Skills Highlights | 9



SKILLS IN =@o
b

THE SECTOR

FACTS 4

Line Managers Survey

25

mentioned that attracting and
refaining the right talent with the
right skills is hindering business
growth

43

stated that their employees use data
analytics in their jobs

37

reported that their employees do not
demaonstrate an understanding of
the role of emerging technology in
the sector

37

revealed that their employees do not
display commercial acumen

63

expressed that their employees
look for ways of creating better
efficiencies as part of their role and
demonstrate a ‘process mindset’

67

mentioned that their employees
analyse well and apply analysis to
the job

80

stated that their employees work ‘

well as a team

84

confirmed that their employees
demonstrate integrity and ethics in
their job

70

communicated that their employees

o,

Line Manager \ ﬁ__

There is a major deconstructing

of banking driven by technology;
technology companies are going into the
last frontier of a regulated industry. With
that you face a lot of challenges in ferms
of the skills set.

Core skills and
behaviors were
missing among
employees, especially
recent graduates.
Research shows that
core skills are the
foundation that
allows technical skills
to be well applied

Data Scientist
If someone doesn’t have |
critical thinking then teaching

them data analytics wont

help.

]

demonstrate resilience

10 | Financial Services Sector Skills Highlights




%

Risk, Compliance
and Legal

o

Sales,

Customer Service
and Relationship
Management

Top 5 areas of business that are hard to fill are: ——

T

Operation

Finance
Control

Sales,

Customer Service
and Relationship
Management

Claims,
underwriting

Top 5 areas of business that are hard to fill are: ———

gL

Operations Digital
transformation/
Risk and

Compliance

HR Managers’ percentage responses to the hard to fill vacancies in the sector (out of a selection of 3)

Analysis of fraining data in the
sector indicates there is significant
investment in leadership and soft skill
fraining over technical fraining.

Much of the leadership and soft skill
fraining is designed to address core
skill and behavior gaps.

There has been numerous challenges
in guantifying an inability fo
demonstrate impact or return on
investment for the majority of training.

A high number of courses, including
in company training, has not been
subject to quality assurance or learner
assessment.

Training is seldom based on industry
standards, with the exception of
Professional  Certificates.

39
of Line Managers, 30% of HR

Managers and 29% of Employees had
engaged in online nano learning

58

of HR said that this type of nano
learning was not recognised as part of
formal learning and development or

performance systems

Majority
of those who completed nano learning felt it
was an effective way to learn

754

said they have applied the nano learning
outcomes to their job, the areas of learning were
focused on emerging technologies such as data
analytics, blockchain and FinTech

Training and Skills Mismatch for the Future
The analysis of learning and development in the
sector indicates a mismatch between the type of
training that is funded and the future needs of
the sector

There is also a mismatch with the tendency for
training fo be done by a fraining provider as a
one off event and the preference by employees
for job related mentaring

The analysis also puts into question the impact
of the significant spend on leadership and soft
skills training and these areas are still considered
skills gap

Financial Services Sector Skills Highlights



THE NEW WORLD OF LEARNING &
IS IN THE WORKPLACE ed

Is the Sector Ready to Bridge the Skill Gap?

Internationally, new ways of learning
are being incorporated into traditional
performance  management  and
learning systems, this requires HR
expertise that is currently lacking in
the sector

‘Learning in the flow of work’ is a
new ideology that believes learning
should be part of a broader work
based learning journey that is directly
aligned fo business oufcomes

As a foundation fo building effective
learning journeys the sector agreed
core and technical standards should
form the foundation of all learning
and development & assessment in the
sector. This includes funded learning
and development

With 60%

of those entering the sector coming
directly from Higher Education, there
is more that could be done to address
the sector’s core skills and behaviors
into Higher Education programs

22

of organizations in the Financial
Services sector have an in house
Learning & Development professional

46

of employees stated that their
organizations had a Learning
Management System (LMS)

Effective Skills
Development

D Requires Line Managers to apply coaching
and mentoring tfechniques to support
employees and know what to look for as
evidence of skill attainment in the workplace

D Demands talent strategy to be aligned to
business strategy

D Occurs in the workplace and aligns to actual

work outputs

D Is based on sector agreed standards of what
the skill means and how it is demonstrated in

the workplace

D Needs regular perfarmance check-ins, not only

the annual performance appraisal

12 | Financial Services Sector Skills Highlights
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Way Forward

The sector should move from a job-based
approach to a skills-based approach.

Work-based learning should be a learning
journey based on the development of specific
core and technical skills.

Training providers should support work-based
learning with ‘learning and assessment coaches’
who go into the workplace and support the Line
Managers in developing and assessing skills on
the job.

Internationally, apprenticeships have been used
to help align education and the skills needed
in the workplace. The feasibility of Degree
apprenticeship in Financial Services need to be
explored for Bahrain.
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