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With COVID-19 and exciting start-ups accelerating rapid 
digital evolution, traditional general insurance firms are  
investing heavily and transforming to keep up. PA financial  
services experts Frode Lervik and Jonathan Thun interviewed  
Gjensidige’s Executive Vice President of Private Norway, 
René Fløystøl, about how the Nordic general insurer is 
prioritising and innovating to continue to be customers’ 
insurer of choice.

First, what are Gjensidige’s most important  
strategic objectives in the coming years, and  
how does innovation fit into that narrative?

Fløystøl: Gjensidige wants to solve real problems for our 
customers by securing their health and valuables, something 
which we offer through our core products; home, life and 
auto insurance. This will continue to be our focus but 
we believe we can increase the value we create for our 

customers by supporting them more in preventing adverse 
events. So, we will increase our focus on prevention. 

To achieve this, we need to assume a more important role 
in our customers’ daily lives, increasing the number of 
customer touchpoints and expanding the breadth and depth 
of services we provide to our customers. We are accelerating 
our transformation into a technology and data-driven 
business, changing the way we operate, the technologies 
we use and the people we recruit to achieve this. This is an 
exciting journey to be a part of.

Why are you making this change now?

Fløystøl: Maintaining a strong, ongoing relationship between 
customer and insurer is becoming increasingly important, and  
Gjensidige works purposefully to increase customer satisfaction. 

We are proud to be number one in BI’s (Norwegian 
Business School’s) customer barometer for general insurance 
companies in 2021. We are also sixth across all industries 
on Ipsos’ reputation survey, something we are perhaps even 
more proud of, considering the companies that are ahead of us. 

Looking ahead, increasing the number of contact points and 
thus the quality and quantity of data will be increasingly 
critical to enable us to continuously improve and maintain 
this position.

You mentioned increasing contact points – why has 
this become an important measure for you?

Fløystøl: We see that companies in adjacent and other 
industries are expanding the scope of their services to 
their customers, improving the customer experience and 
simplifying the customer journeys. Car manufacturers provide 

GENERAL INSURANCE IN  
THE AGE OF DIGITALISATION, 
INNOVATION AND BLURRING 
INDUSTRY LINES
Interviewed by Frode Lervik and Jonathan Thun 
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We need to assume  
a more important role  
in our customers’ daily 
lives, increasing the  
number of customer 
touchpoints
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auto insurance through their own brands, and marketplaces 
are offering insurance directly through their portals at point 
of sale. The traditional lines between industries are getting 
blurred. 

There are many drivers behind this, but one key aspect is 
the wish to own the customer relationship or get closer to 
the customer. This has led to new and changed roles in the 
insurance and related ecosystems that we are typically a part 
of and interact with. Gjensidige’s ambition is to take an active 
role in shaping and orchestrating these ecosystems.

Which ecosystems does your business  
primarily engage with? 

Fløystøl: We are working primarily with three ecosystems 
closely related to our most important products – mobility, 
housing and health. We can already see ecosystems are 
beginning to materialise within these verticals. 

We have already made a commitment in the mobility 
vertical through Gjensidige Mobility Group. This part has 
deliberately been set up as a new business entity which is 
separate from our core activities. It is responsible for driving 
business development in mobility and the investments in 
Falck, Flyt and Lettlånt are all investments that will be further 
developed within this new entity. 

In terms of housing, we are looking into Loss Preventions-
as-a-Service (LPaaS). The vision is to manage safe housing 
for Norwegians and use the existing claims assessment 
organisation and value chain beyond just settling claims 
for damage that has already occurred. This builds on our 
desire to work more closely with our customers to be more 
preventive in the future. 

Within health we are always looking for ways to improve 
our customers’ lives. Our collaboration with Lifekeys Online 
psychologists is an example of this – we now offer video 
conversations with certified psychologists through our  
health insurance, without any additional cost. In the future,  
we must find the areas where we can play a role in the  
short-term to prioritise and focus harder in the long-term.

The vision is to manage 
safe housing for  
Norwegians and use the 
existing claims assessment 
organisation and value 
chain beyond just settling 
claims for damage that has 
already occurred.
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What makes Gjensidige a better  
orchestrator than other companies?

Fløystøl: We have three key building blocks that put  
us in a very good position to succeed; a large customer  
base, very strong analytical expertise and available capital  
for investments. Furthermore, I strongly believe we have 
exciting opportunities and a strong proposition to offer,  
so we can develop our people and attract the talent  
required to succeed.

This will put quite a strain on your innovation 
capabilities and budgets, will it not?

Fløystøl: Gjensidige understands that to succeed with 
innovation, the key is our ability to implement. We therefore 
hire new people with the right capabilities and free up capital 
for investments by implementing new ways of working and 
more effective operating models. We have invested heavily 
in digitalisation – which has been very cost-effective, while 
at the same time enabling significantly better customer 
journeys, for example in our claims processes. 

Together with the power of the Gjensidige Lab, our 
innovation centre, this puts us in a very good position  
to bring innovations and better customer experiences  
to the market. 

How do you decide on new areas to venture into?

Fløystøl: If we are to go beyond our core business,  
there are three criteria that must be met:

1. We must find a problem we can solve

2. It must be a real customer problem

3. We must be able to solve it in a way that  
is also profitable for us, and this is typically  
easier if we can link it to our core business

For example, the acquisition of Falck is based on solving 
real problems that customers have and enables us to offer 
a broader range of services related to car maintenance. 
In the same way, Flyt will enable us to increase customer 
contact, and can be a way to integrate other value-creating 
services in a better journey for the customer. This is what we 
are looking for – if we manage to buy a company or build 

services that reduce claims or increase sales, it is easier  
to create a business case that works – and is a win for both 
our customers and Gjensidige.

Lastly, I think Loss Prevention-as-a-Service (LPaaS) is also  
a great example that meets all the criteria. It is closely linked  
to our core business, prevents harm and loss for our customers, 
and it is sustainable and, eventually, cost-saving. So, it is very 
attractive for both our customers and us for several reasons.

How will you deliver on your objectives?

Fløystøl: We have set out an ambitious innovation journey, 
where we use several levers for success:

• Develop new services through our internal capabilities, 
such as the Gjensidige Lab, and through inspiration from 
other markets and geographies.

• Partnerships. We need collaborations that are more than 
just pure purchase agreements. We want partnerships 
where two or more companies invest and develop solutions  
together, for example a one-stop-shop for problem 
solving related to car maintenance and ownership.

• Acquire companies that provide new, attractive capabilities.

We believe it is important to engage the entire organisation 
in our innovation journey – we need expertise from many 
different parts of Gjensidige. After all, it is our employees 
who know what the customers want.

In which markets do you see  
strongest growth going forward?

Fløystøl: We are still most concerned with growth  
on a Scandinavian scale, and we are always looking  
for the opportunity for bolt-ons - acquiring insurance 
companies or portfolios at the right price. This will  
give us greater volume and is always relevant.

Furthermore, all services that we can scale, we scale. For 
example, if it works in Norway, we test it in Denmark to see 
if it works there. What I said about innovation also applies to 
growth in and outside the Nordic region. You need to invest 
in several initiatives at the same time and dare to scale the 
initiatives that provide good answers to the market. 

Gjensidige understands 
that to succeed with  
innovation, the key is  
our ability to implement.
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RISK MANAGEMENT  
IN THE WORLD OF  
CONSCIOUS CONSUMERS

Financial services can  
change the world
The business world is changing rapidly. Global megatrends 
like the push for greater sustainability, changes in how 
we work and increasingly empowered consumers are 
challenging traditional business models. And that’s making 
environmental, social and governance (ESG) goals more 
topical than ever.

For our recent report, Financial services can change the 
world by empowering the conscious consumer, we surveyed 
3,500 consumers around the world to understand their views 
on sustainability and the role financial services should play. 
Across geographies and demographics, we found consumers 
are becoming more aware of, and are demanding far more, 
sustainable finance choices. 

Almost two-thirds of consumers said they were looking for 
more sustainable financial products and services, and more 
than half were more likely to purchase financial products 
from providers steered by sustainable values. In addition,  
93 per cent of respondents expect sustainable financial 
services to become the norm, with almost half expecting  
this to be the case by 2025.

Alongside these societal demands, regulation is fast 
approaching that will force financial institutions to factor  
ESG impacts into their core risk management practices.  
And this will open firms up to developing, changing and 
little-understood risks.

Understanding the risks of the 
environmental portion of ESG 
Rising sea levels, greater storm intensity and increasing 
urbanisation are clear trends that are making climate change 
considerations material to organisations and their financial 
position. Such climate change risks fall into two main buckets 
– physical risk and transition risk:

Physical risk
In the context of climate change, physical risks are those that 
arise from natural disasters or changes in climate patterns. 

Acute physical risks, such as more severe hurricanes, can lead 
to financial losses through damage to property and other 
assets or through disruption to operations and supply chains.

Chronic risks, such as changes in average annual rainfall or 
temperature, can increase operational costs. For example, 
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extreme heat can damage roads while increased rainfall can 
change food production patterns.

Transition risk
Transition risks are inherent to the shift to a lower-carbon 
economy as this demands changes in what organisations 
do and how they do it. Such transition risks fall into three 
categories: policy, technology and market.

Governments’ sustainability policies evolve continuously. It’s 
crucial for organisations to be able to adapt to the changing 
regulatory landscape or risk falling foul of new rules.

There’s also greater uncertainty in technology development 
and deployment, which creates both risks and opportunities. 
For example, when electric cars start displacing oil demand, 
there will be a risk for oil producers. 

As our recent consumer survey found, people are conscious 
of, and ready for, sustainable financial products and services.  
This is shifting the market, posing a risk to financial institutions 
that can’t show genuine and impactful efforts to mitigate 
climate change. 

Monitoring the environmental risks

New approaches to reporting will be crucial to managing 
both physical and transitional environmental risks. Two 
global taskforces are helping with this.

Taskforce for Climate-related Disclosures (TCFD)
TCFD, an organisation encouraging financial reporting that 
reflects organisations’ impacts on climate change, provides 
a framework for reporting that recommends organisations 
begin to identify and measure the financial impacts of 
physical and transition risks. The aim is to promote more 
informed investment decisions through standardised 
reporting, enabling stakeholders to better understand the 
concentrations of carbon-related assets and their exposure 
to climate-related risk.

Taskforce on Nature-related Financial Disclosures (TCND) 
In parallel to climate risk, there’s also ongoing loss 
to biodiversity, which brings unprecedented risks for 
organisations. Having good data on nature enables better 
nature-positive decision making, which will help solve the 
global ecological crisis. 

Having good data on nature  
enables better nature-positive  
decision making, which will help 
solve the global ecological crisis.
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These approaches will embed the environmental aspect 
of ESG into your frameworks, driving a more robust, 
differentiated understanding of sustainability risk and 
pushing behavioural change. And that will pave the way  
to achieving your sustainability goals – and being able  
to prove it.

Root a sustainable development 
trajectory in data 
There’s been a considerable global shift in people’s 
understanding of sustainability, but sustainability reporting 
is still often ambiguous. This is an issue because data gives 
sustainability the tangibility and transparency it needs if 
it’s to become an actionable priority for leaders – it informs 
decisions about sustainability initiatives. But data volume, 
velocity, variety and veracity are key to credibility, and this 
quality has been lacking. 

Once an organisation has defined its sustainability strategy,  
it needs to identify how to extract data that can support their 
development trajectory. Organisations can use internal data, 
such as the carbon footprint of their buildings, and external 
data to benchmark their development trajectory. 

By integrating sustainability key performance indicators 
and key risk indicators, organisations can measure progress 
towards targets and the success of their sustainability strategy. 
This, in turn, can help them develop risk mitigation strategies 
across corporate asset locations, supply chains and product 
life cycles.

To achieve the desired state, data management and data 
governance are key. Organisations that work sustainability 
data into daily operations and ensure different business  
areas agree on how to treat, understand and act on data will 
shift behaviours and increase transparency in sustainability.

Integrating sustainability reporting will provide that 
transparency, which will build trust among stakeholders and 
customers. That makes the non-financial risk performance  
a leading indicator of a company’s long-term success. 

A path forward

Sustainable finance is key to remaining relevant in a world  
of conscious consumers. This means creating a larger 
selection of green financial products and focusing on broader 
sustainability goals. In the areas of investment and financing,  
the financial sector has got off to a good start in the Nordics  
but maintaining momentum in this space requires a continued 
focus on technology and innovation, and an understanding  
of the opportunities partnerships offer.

Our survey found that, in addition to the questionable 
legitimacy of green financial products on offer, there’s  
a low level of consumer trust in financial institutions and their 
commitment to being sustainable. Due to this, it’s necessary 
to communicate to Nordic consumers the opportunities 
present and that the sector is delivering on the goals it’s 
set. Key to this will be the guidance and frameworks set 
by organisations such as TCFD and TNFD, and empirical 
evidence based on data.

Integrating sustainability 
reporting will provide that 
transparency, which will 
build trust among stake-
holders and customers.

Building on the success of TCFD’s approach, TNFD is a new 
global initiative that’s provided a framework for reporting 
and acting on evolving nature-related risks. TNFD aims to 
test and deliver this framework by 2023, so organisations 
can incorporate environmental capital information in their 
financial statements alongside climate-related risk. This will 
show how natural capital can affect organisations’ overall 
performance and how to manage the risks and opportunities 
that come with this. 

How to balance ambitious 
sustainability goals and risk 
management 

We’ve often seen corporate social responsibility efforts 
divorced from core business processes, which resulted 
in sustainability disclosures becoming ambiguous and 
grandiose. However, global changes and organisations  
such as TCFD and TNFD are requiring leaders to make  
a comprehensive adjustment of their risk management setup. 

Enterprise Risk Management (ERM) frameworks categorise 
business risks, predict their impact and likelihood, and 
measure mitigation efforts. Providing sufficient coverage 
to climate-related risks and opportunities, as you do with 
traditional business risks, through scenario analysis and 
stress testing will allow your organisation to accurately 
assess their impact. 

Stress testing is a comprehensive, forward-looking  
exercise that assesses future exposure and loss that  
you can’t extrapolate from past data. It targets the  
exposure and income sources that are most vulnerable  
to climate-related risk. The results of stress testing  
allow organisations to establish the right remediation 
measures to better respond to the threats that come  
with climate change. 
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THE ANTI-MONEY  
LAUNDERING  
PARADIGM SHIFT

Today, the banking sector’s annual spend on anti-money 
laundering (AML) compliance is in the hundreds of  
billions of euros, a large proportion of which goes  
on personnel. Spending large amounts on compliance  
is reasonable, considering the regulatory landscape  
is changing dramatically. But is it money well spent?

Regulators’ urge to scrutinise the financial sector’s fight 
against financial crime has developed a great deal in a short 
time. Rules are now stricter, and there are higher levels of 
accountability, which is forcing larger financial institutions  
to review their operations. 

But the first instinct to throw people at the problem to make 
it go away seems to have failed. Hiring armies of people to 
tackle AML has created larger backlogs, more problems and 
less efficiency. What was supposed to comfort boards and 
CEOs is instead causing headaches and sleepless nights. 
In many larger institutions, this strategy has created an 
organisational challenge with a limitless cost appetite. 

The strategy of chasing every customer is outdated. Small 
teams equipped with technology that can pinpoint the 
professional money launderers who hide in the crowd are 
much more efficient. So, more and more institutions are  
now switching from trying to tackle AML with vast teams  
of people to investing in more advanced technology.  
A shift in the AML paradigm is emerging.

Maturing supervision
Supervisors are also making a similar shift. They’re less 
accepting that a high spend on AML operations is a sign 
of good AML. Increasingly, they’re looking for smaller, 
specialised teams with the technical tools and risk-based 
approach that deliver more effective operations. 

And they’ve moved from examining technical compliance 
to looking at the bigger picture – do firms understand their 
risks, how are they mitigating them and what’s the output? 
When single institutions are serving millions of customers, 
supervisors are looking for a well-planned risk-based 
approach. You can no longer get away with approaching 
all your high-risk customers in the same way by hoarding 
Know Your Customer (KYC) data and handling a hail of false 
positives. A customer who operates in a high-risk area needs 
frequent monitoring, but a customer with a difficult-to-
understand ownership structure needs a well worked  
through KYC file. Both are high-risk customers, but the  
risks need different mitigations. 

Supervisors have become more pragmatic. They no longer 
believe a bank can have updated customer knowledge about  
everything on everyone everywhere, irrespective of risk. Most  
have matured their understanding of the complex environment  
and the challenges AML staff struggle with. So, they’ve come 
to understand where to set a high bar and where to set  
a lower one. 

A
nt

i-
m

o
ne

y 

la
un

d
er

in
g

Author: Christian Wandt

16  17PA PERSPECTIVES ON NORDIC FINANCIAL SERVICES – SUMMER EDITIONPA PERSPECTIVES ON NORDIC FINANCIAL SERVICES – SUMMER EDITION



This evolution has been crucial as AML must coexist with 
flexible services, fast transactions and cross-border trade  
in a financial market that’s growing by the minute.

From foxes to wolfpack

Regulators have also coordinated themselves. For example  
in 2019, a Nordic-Baltic AML forum started to coordinate  
and synchronise the countries’ supervision. This provides  
an opportunity to have a strategy for managing the region’s  
larger institutions, which operate in more than one jurisdiction. 

In a short time, these supervisory authorities have gone  
from lone foxes chasing mice, to wolfpacks hunting for  
bison. Institutions are no longer out of reach just because 
they’re big and strong. 

We saw this when the supervisory wolfpack singled out 
Danske Bank when it fell behind the herd in the migration 
towards better AML. The Estonian FSA pushed the bank 
to do better in 2017 but when the response didn’t meet 
expectations, the rest of the wolfpack encircled them.  
In the coming years, the Norwegian, Danish, Swedish  
and Finnish regulators all scrutinised Danske Bank. For  
half a decade, the regulators have hammered the bank with 
intense investigations. And the only way out seems to be total 
submission by showing it’s creating the best AML system. 

There are signs of the regulators starting to let go of Danske 
Bank. But that opens the question, who’s next?

Making the parent accountable
Another example of a coordinated approach by Nordic-Baltic  
supervisors was when leaked information showed that 
Swedbank had misled supervisors about lax AML work  
in their Baltic subsidiaries. 

Legal limitations in the Baltics made it impossible for national 
supervisors to levy harsh fines. But Swedish supervisors 
teamed up with their Baltic peers and started parallel and 
intertwined investigations into the shortcomings of the  
Baltic operations. Together, they punished Swedbank,  
saying the parent bank in Sweden was also to blame since 
it hadn’t had its group operations in order. The subsequent 
record-breaking 4 billion SEK fines showed that, even  
in the financial sector, you can’t avoid responsibility for your 
children’s actions just because you had your back turned.

Wolfpack tactics and coordinated inspections are something 
we can expect to emerge in the rest of Europe as well. 
A single rulebook is likely to replace the directives that 
highlight relatively large differences between EU member 
states, which would ensure all supervisors know the 
responsibilities of all financial institutions, wherever  
in Europe they are. 

Already, a new type of AML college for joint supervision of 
large cross-border institutions is being set up across the 
Union. And the European Banking Authority has established 
a new database, name EuReCa, to collect intelligence about 
AML weaknesses in banks all over the region. These are key 

components when planning and executing coordinated 
efforts. Today, global institutions are difficult for small 
supervisors to manage with their own rules and fees.  
But such organisations would be no match for a group  
of coordinated supervisors.

AML and technology 

When looking at the challenges and expectations that lay 
ahead, the future of AML is bound to be in technology. 
The human brain can understand risk and collect customer 
knowledge, but when there are millions of customers and 
they all look the same to the untrained eye, the old systems 
and human limitations become obvious.

An efficient and smooth link between the risks, customer 
knowledge and customer behaviour is only possible when 
technology brings it all together. 

For a large institution, today’s requirements for monitoring 
customers mean they need technology that can distinguish 
between high- and low-risk customers, as well as between 
unusual and suspicious transactions. They also need systems  
that can scale up to manage millions of old and new, 
transitioned and dormant customers, and understand their 
individual risks. 

In the short-term, such institutions will need to align AML 
operations to these requirements. In the long-term, they’ll 
need to leverage machine learning and artificial intelligence 

to automate as much as possible. 

Today’s technology won’t solve all problems. So, to invest  
in AML should also be to invest in research and development. 
Pharmaceutical companies, for example, invest over  
25 per cent of revenues in research and development. 
Financial institutions should think about how much they  
spend on meeting tomorrow’s demands. 

At the same time, supervisors should think about what signal 
to send to institutions that try finding new solutions rather 
than focus on old, safe but inefficient ones. It will be important 
to favour institutions that take responsibility to move things 
forward in the fight against financial crime. 

The future of AML

Banks have made strong efforts in AML so far. But smart 
investments in skilled people equipped with innovative 
technology should be on the agenda of every board and CEO. 

However, financial institutions aren’t alone in the fight  
against financial crime. Supervisors need to keep evolving 
their strategy and understanding of the challenges 
institutions face, and focus on outcomes rather than  
tick-box compliance. 

The future is in technology and in-depth skill, which will take 
courage and perseverance to achieve. The ones that dare will 
be the ones to win in the fight against financial crime.

Wolfpack tactics and 
coordinated inspections 
are something we can 
expect to emerge in the 
rest of Europe as well.
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SCALING FINTECH START-UPS 
IS INCREASINGLY IMPORTANT 
AS INCUMBENTS LOOK TO 
THEM FOR INNOVATION

Large incumbent financial firms are on the hunt for 
innovation, and they’re increasingly looking at FinTechs as 
the answer. More incumbents are investing in and partnering 
with FinTechs, and actively supporting their scaling journeys.

This is particularly important as wider investment in FinTechs 
is skyrocketing, helping start-ups mature rapidly to a point 
where they pose serious competition to incumbents.

Over the past five years, the amount invested in Danish 
FinTechs has, on average, doubled each year.1 Between  
1 January and 9 December 2021, Danish-founded FinTechs 
received just over €1bn in investments. And we see similar 
trends across the Nordic countries.
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Figure 1 – Sum of investments in Danish FinTechs (in EUR million)

It’s hardly surprising that almost all FinTechs have an 
ambition to scale up. As one CEO put it: “It is not a question 
of whether we should scale up but when.” However, fewer 
than two-thirds of respondents say they have the necessary 
competencies to deliver on this ambition. And little more 
than one-third said they have a global network to support 
their scaling journey.

It takes a lot of effort, and sometimes a bit of luck, to scale  
a FinTech start-up. But it is possible. Using the insights  
of people who have successfully scaled a FinTech uncovered 
in our study, we’ve derived three concrete recommendations 
for scaling a FinTech:

1. Develop your roadmap

Create a clear roadmap to get to your vision of a scaled 
business and adjust it as the business and world change.

It’s not just your product or platform that should be scalable. 
You need to think about how you can scale your entire 
business model, organisation, technology and compliance 
function. You’ll also need to make tough decisions when 
prioritising speed and scalability. It often takes longer to 
build a fully scalable business, but time-to-market can be 
more important as you can get ahead of the competition and 
add scalability later. 

As one of our interviewees, a FinTech specialist,  
said: “Scaling a FinTech is a constant trade-off between  
time-to-market and building a high-quality scalable product.”

2. Attract the right skills

Access international competencies and adjust your 
organisation continuously.

The skills and competencies your FinTech needs will change 
and evolve over time, and the leaders who were successful  
in the initial growth won’t necessarily be the ones with the 
skills to scale your business. As one CEO of a FinTech told us: 
“You should replace the majority of your management team 
every two to three years when scaling.” 

It’s not just within management that the requirements  
change as the FinTech grows. During the scaling phase,  
your FinTech needs people who can create order out 
of chaos and contribute with structure and process. 
Furthermore, you often need to hire specialists over 
generalists as your FinTech grows. 

It’s thought-provoking that only 62% of the interviewed 
FinTechs believe they have the necessary skills to scale 
their business. One solution to this problem is to look 
at international skills markets where there might be 
experienced professionals and less competition.

3. Build your network

Surround yourself with the right people who can give you 
access to international advisors and capital. 

Only 37% of participating FinTechs said they have a global 
network to help them scale their business. A broad and 
valuable international network doesn’t come easy, which is 
why you need to invest time in identifying the right people 
and building a relationship with them. Some of them could 
be on your board as well, but it’s important to know why you 
want a board and agree on what the board can and can’t be 
used for. 

The requirements of your board of directors will also  
change over time, which is why it’s important to evaluate  
the composition and distribution of roles continuously.  
For example, the largest investor shouldn’t automatically 
become the chair.

Building your FinTech to scale  
will take hard work
Achieving scale isn’t a natural by-product of creating a great 
FinTech. It takes hard work. Whether you’re looking to scale 
your own start-up or are an incumbent looking for a FinTech 
partner to provide scalable innovation, it will be crucial to 
think carefully about the scaling roadmap, skills and network. 
Only with the right preparation and people will it be possible 
to successfully scale a FinTech.

1  Danish fintechs are defined as those with a Danish founder. Their current headquarter may be located abroad. 
2  Data from 1 Jan to 9 Dec 2021.
3  A unicorn is a privately held start-up company valued at over $1 billion.

Scaling a FinTech is a constant trade-off 
between time-to-market and building a 
high-quality scalable product.

Yet incumbent financial institutions face a serious challenge 
when investing in or partnering with FinTechs – there must 
be a shift in mindset to fully understand the challenges 
of scaling up. While large incumbents have established 
processes and governance, scale-ups need to be able  
to adapt continuously, a contrast that can make it difficult  
for the two to work together.

That’s why we partnered with Copenhagen FinTech  
to investigate the secrets to success – to find out how  
to scale a FinTech start-up.

Building your FinTech to scale

The resulting report, Building your FinTech to scale, describes 
first-hand experiences from within the FinTech ecosystem.  
It puts forward three concrete recommendations that will 

help FinTech start-ups, and especially scale-ups, grow.  
We based these recommendations on quantitative  
responses from more than 80 FinTechs and interviews  
with FinTech experts and CxOs, including some from  
FinTech unicorns.3  

The survey results highlight some interesting views about 
how FinTech start-ups experience the challenge of scaling 
their businesses:

• 98% say they have an ambition to scale

• 82% say they have a clear roadmap

• 62% say they have the necessary competencies

• 37% say they have a global network to assist them in scaling.

Sum of investments in Danish  
FinTechs (in EUR million)

2 
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WEB 3.0 IN  
FINANCIAL  
SERVICES  
– A TRANSIENT  
CONCEPT OR  
HERE TO STAY?

Rapid technological development is connecting consumers 
and businesses through innovative solutions and business 
models. The internet is the primary technology used to read, 
write and share information, and interact with people all 
over the world. An estimated 4.95 billion people used  
it in January 2022.1 And now we’re moving towards Web 
3.0, representing the third generation of the web, also 
referred to as the Semantic Web or the Decentralised  
Web. But what opportunities does Web 3.0 present to the 
financial services industry and what are the implications  
for established players?

The shift towards Web 3.0 opens 
opportunities for a Token Economy
Conceptually, we can think of Web 3.0 as a collection  
of digital products and services enabled by a decentralised 
infrastructure, a distinct change from the centralised 
predecessors in Web 1.0 and Web 2.0. A key implication  
is that no authority owns, or has the possibility to change,  
the information once it’s verified, which provides secure 
value exchange without an intermediary. As a result,  
As a result, privacy and trust typify Web 3.0 applications  
as the decentralised as the decentralised infrastructure  
gives the user ownership of their data while simultaneously 
being immutable. 
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Author: Kim Tvedt, Erik Haugen and Espen Marinius Hansen

1  https://datareportal.com/global-digital-overview 
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Blockchain technology makes decentralisation possible 
through its distributed ledger. All devices connected to 
the ledger, referred to as nodes, read, verify and distribute 
data within the network. Blockchain also enables the use 
of smart contracts. These are simple programs stored on 
a blockchain that run when predetermined conditions are 
met, enabling the execution of an agreement or workflow, 
automatically triggering an action when conditions in the 
contract are met. Additionally, the technology enables the 
use of cryptographic tokens to protect sensitive data while 
maintaining its business value. These tokens represent 
programmable assets or access rights and can constitute  
a store of value or a set of permissions in the physical, digital 
and legal worlds. Combined with smart contracts, tokens can 
efficiently facilitate value exchange between users.

Financial services see some emerging applications  
of Web 3.0 in payments and securities, representing 
the infrastructure of Decentralized Finance (DeFi) and 
cryptocurrencies. With a total market capitalisation  
of $1.92 trillion,2 cryptocurrencies have seen substantial 
growth, outpacing the total value of Euro banknotes  
in circulation, which was approximately €1.5 trillion  
in February 2022.3 Another application that has gained 
considerable traction within digital ecosystems is Non-
Fungible Tokens (NFTs), often associated with digital files 
such as photos, video and audio. The ecosystems represent 
objects as NFTs with an intrinsic value that can be sold 
and traded in a market. This enables the introduction of 
financial products and services that mostly operate outside 
of the established financial system, controlled by the digital 
ecosystem rather than traditional financial institutions as we 
know them. This shift could challenge the ‘raison d’être’ for 
the current financial system and its participants. But at the 
same time, could also offer growth opportunities in the new, 
digital financial ecosystem.

Web 3.0 applications to expand  
the financial ecosystem

Web 3.0 presents growth opportunities for both start-ups  
and incumbent financial services providers across the 
centralised and decentralised financial infrastructures. 
Financial services companies are experimenting with 
blockchain technology and API-based integration with  
legacy banking services in their existing value proposition. 
This integrated approach seeks to improve the user 
experience and accessibility of existing services, while 
exploring new growth avenues in emerging digital markets. 
For instance, service providers in capital markets issue 
Exchange-Traded Funds that track one or several underlying 
crypto-asset indexes. We also see new service providers 
offering NFTs and tokenised objects within art, real estate 
and more. Financial service providers could incorporate 
similar offerings into larger products. 

Cross-border payments 
Cross-border payment processing is a profitable business 
area for banks and companies within the industry. But it’s 
costly and time-consuming for the customer, while crypto 
assets provide an infrastructure to move money globally 
almost instantly and at an affordable cost. So, Web 3.0 has  
the potential to radically change the cross-border payment 
market. This view is supported by the European Payments 
Council with more than 90% of its members believing 
blockchain technology will disrupt the industry by 2025.4 

From a Nordic point of view, mass adoption of a decentralised 
cross-border payment solution that competes with SWIFT 
and corresponding banking solutions could lose banks 
substantial revenue. According to Norway’s central bank,  
the total amount of payments to foreign countries exceeds  
6 trillion NOK annually,5 generating significant revenue 
through transaction fees.

2  https://www.coingecko.com/ accessed 09.03.2022
3  https://www.euro-area-statistics.org/digital-publication/statistics-insights-money-credit-and-central-bank-interest-rates/bloc-1a.html 
4  https://www.europeanpaymentscouncil.eu/news-insights/polls
5  https://www.norges-bank.no/contentassets/b29d4d26c2f34625917b06392f44021d/memo_2_21_betalingsformidling.pdf?v=05/19/2021161656&ft=.pdf

This integrated approach seeks to improve 
the user experience and accessibility  
of existing services, while exploring new 
growth avenues in emerging digital markets.

Web 1 Web 2

Platform
Economy

Information
Economy

Token
Economy

Web 3

Read Read – Write Read – Write – Execute

Figure 2 – The history of the web (Token Economy, Shermin Voshmgir, 2019)

HISTORY OF THE WEB
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6  https://www.elliptic.co/blog/live-updates-millions-in-crypto-crowdfunded- 
 for-the-ukrainian-military
7  https://eur-lex.europa.eu/resource.html?uri=cellar:f69f89bb-fe54-11ea- 
 b44f-01aa75ed71a1.0001.02/DOC_1&format=PDF 
8  https://data.consilium.europa.eu/doc/document/ST-11055-2020-INIT/en/pdf 
9  https://www.riksbank.se/en-gb/payments--cash/payments-in-sweden/ 
 payments-report-2021/3.-the-riksbanks-work-and-policy/test-of- 
 technical-solution-for-an-e-krona/technical-solution-for-an-e-krona- 
 tested-with-external-participants/ 
10  https://www.norges-bank.no/tema/finansiell-stabilitet/digitale- 
 sentralbankpenger/ 

Financial inclusion
Alternatives to traditional financial infrastructure are 
becoming increasingly relevant, also in Europe. Consumers 
and businesses in countries with limited access to traditional 
financial infrastructure can get access to payments and 
financing through applications leveraging decentralized 
finance. A very recent example is the conflict between Russia 
and Ukraine that has forced the Ukrainian central bank  
to limit digital money transfers, yet there’s a need to receive 
and distribute financing and donations from supporting 
countries. As a response, the Come Back Alive NGO has 
raised about $60 million in more than 120,000 crypto-asset 
donations since the invasion started.6 In turn, the Ukrainian 
government recognises and uses the donations to fund the 
country’s relief organisations and military. Consequently, this 
provides a donation alternative that is open, transparent and 
accessible for individuals and businesses seeking to provide 
financial support directly.

Bridging the regulatory gap  
in the digital economy
Introducing technology and business models that aim  
to be truly open with no centralised authority might sound 
like a pipe dream for a highly regulated financial services 
industry. There’s currently a gap between the technology 
advocators seeking distributed ownership and legacy providers  
protecting a centralised approach. However, acknowledging 
a growing digital economy supported by a distributed 

financial infrastructure spurs a need for a common framework. 
In Europe, the Markets in Crypto Assets (MiCA) directive  
and the DLT (distributed ledger technology) regulation  
are examples of regulatory frameworks that seek to build  
an economy fit for the digital age.7,8

Regulation will increase the legitimacy of decentralised 
products and services for consumers and financial services 
providers, create consistency with existing policy, and 
promote innovation and fair competition. Cross-border 
taxation is another regulatory topic that will be increasingly 
important as assets are seamlessly purchased and sold 
globally. Provided there is sufficient regulation, financial 
institutions will play an important role in supporting national 
and cross-border tax authorities with validating transactions 
ownership and the financing of digital assets. 

Digital financial infrastructure operating outside the legacy 
monetary system is a risk of growing importance to central 
banks. As a response, there are dedicated central bank 
initiatives in the Nordic countries, which are in a phase  
of testing and experimenting technical solutions. 

Through a public-private collaboration, the Swedish central 
bank is piloting the concept of a Swedish digital currency 
called e-krona,9 exploring whether and how it can function 
alongside traditional means of payment. The key questions 
arising from the project relate to how core banking systems 
can interact with e-krona and how to facilitate secure 
interchangeability between e-krona and other types of money. 

In Norway, a dedicated central bank working group is in  
the fourth phase of its investigation into the introduction  
of Central Bank Digital Currency.10 It’s currently performing 
experimental technical testing and extended impact 
assessments. The outcome will be to finalise a decision  
to move forward with a preferred technical solution. 
For further insights on this topic see our previous PA 
Perspectives article, Are CBDCs the future of money?

Web 3.0 will have a significant  
long-term impact, but it is still  
an emerging technology 

The evolution towards Web 3.0 represents a potential shift 
in how financial products and services are created and 
consumed. Like its predecessors, Web 3.0 is expected  
to impact consumers and businesses gradually. Technical 
and regulatory aspects are still in an early stage and will 
require maturation before being broadly applicable in the 
financial services industry. Web 3.0 business models are 
predominantly adopted by younger companies operating 
within financial services and social media. However, Web  
3.0 is likely to evolve, so having a fundamental understanding 
of the potential impact and how to position is key. Identifying 
growth opportunities within decentralised finance and 
seeking business development through digital assets will  
be important to ensure a lasting and sustainable market 
position in a future digital economy.

Digital financial infrastructure 
operating outside the legacy 
monetary system is a risk  
of growing importance to  
central banks.
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Denmark

Partnerships are growing and the pathway to growth 

The enthusiasm for multilateral partnerships is growing, 
moving away from partnerships which are primarily 
traditional distribution channels and towards partnerships 
with organisations. These are outside their areas of expertise, 
creating value for customers and meeting demands and 
in parallel, having the ability to compete more efficiently. 
Partnerships allows the financial sector to package up 
bespoke and compliant offers all related to short and  
long-term lending, insurance, and savings. On the other 
end of the integration spectrum, consolidations have been 
a regular sighting over the last year, with Tryg acquiring 
RSA Scandinavia and subsequently selling Codan Denmark 
off to Alm. Brand and Topdanmark acquiring their Pentech 
(pension) scale-up partner Heap while selling off their Life 
and Pension business unit to Nordea, reclaiming ownership 
after 6 years.

Sustainable finance

The Danish FSA is establishing a sustainability-office in 
2022 paving the way for a sustainable future enabling the 
regulator to steer away from short-term KPI’s and incentive 
structures and towards a more sustainable business model. 
A key challenge for FIs is measuring their climate impact, 
leading to the risk of being accused of greenwashing if 
not meeting targets, or not being able to document that 
their ESG-targets have been met. Unfortunately, we see, 
that the risk of greenwashing giving FIs reservations when 

committing to ambitious targets. Thus, valid ESG-data is on 
the top of the regulatory agenda as well as partnerships and 
modern technologies.

Fintech continue to raise funds for expansion

The Copenhagen-based startup Pleo, developers  
of expense management tools, have built a vertically 
integrated system which includes payment cards, expense 
management software and integrated reimbursement 
and pay-out services. The 330 employee-based company 
continues to grow through efficiency they offer businesses 
and customers, transforming the way businesses manage 
expense management shifting companies to think about 
time savings and lower costs.

Having gained strong traction in the market, Pleo raised 
a staggering $150 million, with another injection of $200 
million. As a result, investors are flocking as Pleo was 
valued at $1.7 billion, and is now sitting with a valuation 
of $4.7 billion making it one of the more valuable fintech 
startups in Europe. 

Investments in Danish fintech’s have grown at a tremendous 
rate in recent years. Fintech investments in Denmark have 
seen a compound annual growth rate of more than 100 per  
cent over the past five years – from 13 million EUR in 2015 
to 1.014 million EUR in 2021. Furthermore, Denmark has seen 
two new unicorns, Lunar and beforementioned Pleo in 2021.

QUARTERLY PERFORMANCE  
DEVELOPMENT 
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Sweden

ESG becomes priority for Finansinspektionen (FI)

On 24 January, the European Banking Authority set out  
a final proposal for technical standards for the publication  
of ESG risks. FI announced it would set out clear priorities  
for increased transparency regarding what ESG risks banks 
have in their credit portfolios, and how lending relates  
to climate goals. FI has previously requested the banks  
to take the lead in publishing such information.

Adyen joins forces with Swish

Netherlands-based payment solutions provider Adyen  
has become the first non-Nordic bank to join Swish. The 
co-operation will allow Adyen to offer a more complete 
payment solution to its customers, which will result in  
a higher conversion rate and increased cost efficiency.  
Adyen will be able to offer international e-commerce 
providers Swish as a payment option to end customers. 

FinTech Lunar to launch crypto platform in Sweden

Lunar announced it would launch a crypto platform through 
its sister company Lunar Block. One in ten Swedes are invested 
in cryptocurrencies and Lunar wants to tap into this demand. 
The company is going to offer trading on the five most popular 
cryptocurrencies, including Bitcoin and Ethereum, for a 1-2.5 
per cent transaction fee. 

Trustly receives warnings and penalty fees

On the 22 February, FI handed Trustly a SEK 130 million  
fine and ordered the firm to correct certain deficiencies. 

FI’s investigation proves Trustly hasn’t complied with  
key parts of the regulations on money laundering. The 
company had deficiencies in its general risk assessment,  
risk classification of customers, routines and guidelines  
for customer knowledge, measures for customer knowledge 
and customer monitoring. The shortcomings were seen in  
the company’s largest business area, the gaming industry, 
which is has a higher potential for money laundering and 
terrorist financing. 

P27 to go live with first transactions in 2022

The ambition of the new P27 payment infrastructure is to 
create better conditions for innovation and the development 
of new payment products and services. For customers, this 
will mean more customised payment services, simplified 
handling of cross-border payments and access to innovative 
payment solutions.

The P27 project will run for several years. The first  
part of the migration refers to payments in Swedish  
kronor within Sweden and runs from 2022 to 2024.  
The migration of Swedish banks’ payment platforms  
to P27 is led by a transformation committee within the 
Bankers’ Association, and the ambition for P27 is to go  
live with the first transactions in 2022.

QUARTERLY PERFORMANCE  
DEVELOPMENT 
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Norway

Record-high results across sectors despite COVID-19

The Norwegian financial services sector has broadly  
emerged stronger from the pandemic. Statistics Norway  
has published data on a selection of key Norwegian banks  
and credit institutions that shows a 16 billion NOK increase  
in operating profit and a decrease in operating losses from 
2020 to 2021. Major players such as DNB, Storebrand,  
and Gjensidige reported record figures for 2021, showing 
they’ve handled the restructuring and changed conditions 
associated with COVID-19.

Ida Wolden Bache appointed as the new Governor  
of the central bank

The Norwegian central bank appointed Ida Wolden Bache 
as the Governor of the central bank. She succeeded 
Øystein Olsen on March 1, 2022. She has extensive and 
long experience in Norwegian finance and has been 
Deputy Governor of the central bank since 2020. With 
her appointment, Wolden Bache became the first female 
Governor of the central bank in Norway.

Successful launch of ‘Egen pensjonskonto’, but adoption  
of self-selected suppliers is low

From 1 January 2021, 1.5 million employees with defined 
contribution pensions received their own pension account, 
‘Egen pensjonskonto’. Through this, both current and 
previous pension capital can be gathered in one place. 
The introduction has helped change the market dynamics, 
making it easier for consumers to collect, manage and save 
pension funds with their preferred supplier. However, we still 
don’t see a large adoption of self-selected suppliers – they 
account for less than five per cent of total funds associated 
with defined contribution pension.

Norwegian Block Exchange – the first listed crypto 
exchange in the Nordics

Norwegian Block Exchange (NBX) was listed on the  
Euronext Growth Index in December 2021. NBX offers 
exchange and trading of cryptocurrencies with support  
for all the Scandinavian central bank currencies. And NBX 
isn’t alone. Firi, a Nordic cryptocurrency exchange that 
support the likes of bitcoin, Ethereum and Cardano, is also 
seeing strong growth. It currently has over 130,000 users  
in Norway and has experienced 30 per cent growth in its 
user base since September 2021, with the ambition of having 
500,000 customers across Scandinavia by the end of 2022.
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