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The Industry Revolution 4.0 (IR4.0) presents a significant impact on work and lifestyle of
most people in Malaysia especially in the banking industry. Industries that are adapting to

advance technology such as VR (virtual reality), Internet of Things (loT), cloud computing,
data analytics, artificial intelligence and machine learning will bear changes through
physical, digital and biological aspects. The banking industry will need to go through with
these three aspects of transformation as its need to be relevant and quickly acquainted to
serve their new customer demands besides protecting against risks in cybersecurity, fraud
and money laundering in the financial transactions. In order for these banks to stay
relevant, both employees and management must be able to bear the changes. To ensure
the success in embracing the change, it is suggested in this paper that banks must use a
new model of leadership to steer the institutions direction towards the right path and
accelerate its transformation. There are four pillars comprises of disruptive driver, human
touch, sense of urgency and continuous learning that will constitute the new leadership
model called “Leadership 4.0” suggested to banks that will be discussed in this paper.
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1. Introduction

IR4.0 is transforming the businesses, economies, job and even the society itself. Smart and
connected technologies such as blockchain, Artificial Intelligence (Al), Big Data and the Internet of
Things (I0T) are embedded in many sectors including, the banking sectors. Together with machine
learning, robotic and automation, these technologies have become the new normal in the banking
sector. It is also known that the world’s first ATM in 1967 change the connection between people
and money. Thus, it makes finance and banking system more accessible. In connection with IR4.0,
technologies hold enormous potential to increase competitiveness, improve productivity and
address unfulfilled consumer demand and change the fundamental way of institutions providing its
services. As Malaysia is strengthening its position to become a major player in the Fintech industry
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[19], it is important to discover the new model for leading change in the IR4.0 wave for the future
banking sectors in Malaysia.

Leading change is an emerging concept in change management particularly because of the
turbulent environment that organizations are facing today, particularly the banking sectors.
According to Mdluli et al., [12], leaders of today find themselves having to navigate their
organizations through the most aggressive adaptation. The transformation from the era of
information to the age of innovation comes with velocity of change, challenges, hyper-competition
and opportunities that people could never have imagine.

Commitment to change in organization is paramount in ensuring the success of embracing the
changes linked to the utilization of IR4.0 technologies. According to Zanariah Abdul Rahman et al.,
[24], they have noted that emotional intelligence and spiritual intelligence may inspire a stronger
sense of organizational commitment through the lenses of affective commitment, continuous
commitment, and normative commitment. In the field of change management, leadership style plays
a vital role in the organization to usher changes with respect to that utilizes the IR4.0 technologies
and convince the employees to remain committed to the change for the benefit of themselves and
the organization. Therefore, leaders must possess emotional intelligence and spiritual intelligence
which can be categorize as human touch to bring the success for IR4.0 change in the organization
especially the banking industry.

It is quite challenging for the banking sectors leaders to remain relevant amid the financial
revolution. The effect of the IR4.0 combined with the rapid effect of innovation and the effect of
technological automation on the workforce leaves us with some important questions, which are
mainly directed to the current and the future leadership in the banking sector. To resolve these
issues, such as to reduce resistance to change and to strengthen the commitment amongst
employees in order to execute a breakthrough change programs to bring the banking sectors in
Malaysia into the next level of dynamic competition, it is paramount that leadership to follow the
new norms in their working style as well as leading the organizations.

2. Literature Review
2.1 1R4.0 in the Malaysian Banking Sector

The IR4.0 has been powered by the rise of digital technologies such as blockchain, cloud
computing, Al, Big Data and the IOT. As such, it is rapidly transforming the business, process
execution and particularly human-technology relationships. The banking business model innovations
caused by these technology may not just brought changes in financial service delivery, but also
changes in market, regulation, industrial networks, dominating actors, and culture [20].

The process automation is not a new concept for Malaysia’s local banks. With hyper competition
from fintech companies and digital startups, banks have been relying on the legacy system used in
banking technology for quite sometimes as to reduce cost, optimize processes and speed up delivery
time for product and services. Bank are also feeling pressured from client’s growing demand and
expectation to offer new advanced digital options.

In facing the IR4.0, most of the local banks called for a greater level of digitalization and mostly
digital which also to create digital and cashless society. In 2021, 5 digital banking licenses were given
to suitable institutions that have applied and fulfilled the requirements stipulated by Bank Negara
Malaysia in the licensing framework for digital banking [3] which does not rely on the legacy system
as to other banks operating in Malaysia. Going through this transformation will bring it with many
challenges. Not everyone will be able to cope with the fast and rapid change. In order to stay relevant
and not left behind, every organizational member must embrace change, and it is the leader’s role
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and responsibility to lead change to ensure that employees are committed to change. Due to the
importance of commitment to change, it has attracted scholarly attention and interest on what
leadership style that might influence it [1,5,14].

Malaysia Digital or MyDIGITAL (MD) initiative announced by the government in 2021 and the
establishment of Digital Nasional Berhad (DNB) in early 2022 to accelerate the 5G network
infrastructure in this country are the drivers which would encourage more individuals to adopt digital
payment systems should be advantageous to various stakeholders, including service providers,
financial institutions, and government organisations [2]. The Malaysia Digital Economy Blueprint, or
MyDIGITAL is Malaysia's plan to guide the country's digital transformation and fuel the expansion of
the country's digital economy [22].

2.2 The Human Factor in Banking

Human capital is the most important component of the organization through its influence on
organization’s innovative performance [15]. In reality, automations such as artificial intelligence and
machine learning cannot replace many human tasks. Among these tasks dominant to humans
includes imagination, innovation, collaboration, entrepreneurship, and multitasking. Without a
doubt, the creation of intelligent devices and automations would make these tasks simpler and more
efficient, in particular for accessing information, communications and data analytics. More work can
be accomplished within lesser time and cost where humans are in control and manages these
machines and equipment’s which is prevalent in the banking industry nowadays.

2.3 The Technology Disruption in Banking

Disruptive technology improves the customer journey in banking. For example, artificial
intelligence increases more effectively for banks to understand their customer behavior by predicting
better delivery tailored to their demands and improves their customer journey [17]. The banking
industry has been profoundly affected by technological disruption and have embrace most of these
technologies to grow. Alternative forms of banking services, including Automated Teller Machines,
mobile banking, PC-banking and internet banking are part of the banking industry. In the Malaysian
banking industry, the earliest form of electronic banking was the introduction of ATMs in 1981.
Telephone banking was another form of electronic channel launched in the 1990's which provided
banking service assistance and introduced the automated voice response system (AVR) for customers
call. Now with the availability of internet it has provided an opportunity for individual customers to
make financial transactions without having to go to the bank. Customers do not need to go to a bank
to conduct a financial transaction but only need access to the internet at home. They also do not
have to follow certain procedures such as filling out a transaction type or need to wait long to conduct
the transactions.

2.4 Knowledge and Innovation in Banking

The workforce and leadership in the banking industry must change towards interconnecting with
technologies in their work and to acquire more skills which will make them irreplaceable by machines.
In keeping up with the fast changing pace for banks in the IR4.0, new leadership style will be able to
acquaint the workforce to new innovative and learning culture [9] which is prevalent in most of the
banking organization nowadays. The following describes what are the new leadership model that
must be embrace in order to facilitate the changes in banks towards transforming in the IR4.0.
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2.5 Leadership Style

The change can be difficult that forced to control and manage the situation based on the
participants stated. Leaders have the power to influence and control people. In order to ask the
employees to commit to change, the certain thing is by influencing them to change. This thing can be
done by leadership skills. Leadership likely is the unquestionable factor needed in any organizations,
particularly if a change is needed in that organization because there should be a person who leads,
control and manage the unpredictable situation. In implementing change within the organizations,
the company should not preserve the status quo. Hence, the appropriate leadership model that
constantly fit with the change is needed. As such this leadership model that is proposed in this paper
consists of disruptive drivers, sense of urgency, continuous learning and also human touch.

3. Results and Discussion

Based on the findings of this study conducted from the survey among the leaders in the banking
industry in Malaysia, the following new leadership model that is term as Leadership 4.0 can be
proposed which is consist of the following aspects to ensure the success of implementing change in
the organization suitable to embrace the IR4.0 technology.

A. Disruptive Drives

Leaders in the banking community will need to understand and cope with the new disruption in
managing talents and businesses caused by the rapid changes in the banking industry such as the use
of artificial intelligence (Al), robotic programming and augmented reality experience that deeply
affecting the banking employees that is setting the movement towards digital banking.

Investing in disruptive technologies and human skills and talents will be an important component
that will set each organization success from their competitors. The ability to cope with the continuous
changes and unknown consequences introduce by the technological advancement in IR4.0 may
provide technical advantage to the leaders and the banking institution as a whole. A leader who is a
disruptive drives typically have more defined decision making process and they are more likely to
make decisions with input from diverse sets of stakeholders as mentioned by Renjen [18], Global
Chief Executive Officer of Deloitte.

B. Human Touch

It is important to consider that any changes to keep abreast the banking industry with the
technology adaptation for IR4.0 must continue to provide benefits for humanity as a whole. This is
because banking services are customer-centric and employs many people to deliver their services.
Everyone presents a direct role in shaping the banking future and creating economic opportunity for
millions of people by investing our time and resources in helping others.

A leader must not be too engrossed with deploying technology in banks that might jeopardize
the humanity value. Banks of the future must maintain the human touch in customer experience
propositions amidst the technology-driven changes in the industry. According to the survey on bank’s
customer service done by CYBG [7], bank customer of all ages still want to maintain human touch
and interact with the bank’s employees while visiting the banks no matter how it would transform
and become modern with technologies.
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Shaari [21] from Bank of Singapore provides the insight on employee engagement in
communicating for the bank’s workforce in IR4.0 and emphasis that the leaders must maintain
human touch with their subordinates in keeping the them updated on the goals, the progress as well
as the potential pitfalls that shows their respect and gaining trust from others. This can be done
through more informal avenues such as small team gatherings, ad hoc visits to engage them, to hear
their concerns and celebrate small wins. Besides taking care of the employees, it is also important for
the leaders, including the management involvement to convey the right message to its employees
on the importance of optimizing the use of new technologies [23]. This is in line with the past studies
that found the involvement of the organizational leaders is critically important in ensuring continuous
focus among the employees [6].

For banks to consider using technologies such as Al to engage with their customers, the ability to
relate to real life will become ever greater due to the need to train Al to understand and respond to
human interactions and complex needs. Although more banking operations can be automated with
today’s technology advancement, human capabilities such as imagination, empathy and leadership
cannot be replicated by machines because it is still oriented to human, being it customers or
employees.

It is important that reskilling talents in banking must focus on making the workforce tune into the
data comprehension about their customers and banking products rather than making them to
engross with technology and computer programming knowledge as the main bulk of activities in
banking still need human touch with their customers. The main conjuncture to be gained from
accelerating digital transformation in this industry is that bankers will need to be more adaptable in
the digital upscaling and reskilling whereas the organizations play important role in facilitating this
without compromising human touch by their employees in delivering the best services to their
customers.

C. Sense of Urgency

Almost all industries will be changing due to digital innovation in the foreseeable future [4]. A
leader must have a sense of urgency to keep up with changes and to bring the whole organization
relevant. For the banking industry, not only do they face the technological aspects of changes in
banks, but also in terms of regulatory changes that must be upheld.

According to Kotter [10], leaders can develop a sense of urgency through the development of a
clear and rational perspective on the importance of changes. They should be alert and able to look
and analyze developments and incorporate this information into their companies ' organizational
decisions as rapid technological advances will lead to changing market preferences and behavior
especially in the banking industry. Two important actions that leader with a sense of urgency can do
is to become a fast executor to move forward and are constantly scanning the surroundings to look
for opportunity and threat for their organization [8]. For the employees and leaders in the banks,
having a sense of urgency will make them become more aware to the constant changes facing the
industry as well as ensuring that they are prepared to face any eventualities to come in their working
environment.

D. Continuous Learning
IR4.0 will transform the labor market in banks into a skill-centric type of market, with respect to

Information Technology (IT), data analytics, process understanding, and the ability to work with
modern interfaces. The banking industry are facing difficulties to seek the required talents in those
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fields in the labor market as they are competing with financial technology (Fintech) companies that
offers better remuneration. Therefore, continuous learning is becoming more recognized by banks
especially in retraining and reskilling the bank’s employees towards preparing them to face the
changes in IR4.0 in their working environment [13]. According to Laurent et al., [11], continuous
learning will keep the employees relevant in their work and prepare them to embrace the future.

Workers in the banking industry must acquire new skills and knowledge to improve their soft
skills besides learning about specialized skills in the technology such as data analytics. It is important
for the organization to provide the avenue for their employee to inculcate learnability culture that
will create opportunities for skills and talents improvements relevant for the new working
environment.

In order to attain the right balance between organizational stability and agility for their workforce
to meet the changes that the banking industry are facing, leaders must foresee and proactively
recognize where agility is required for response to anticipated disruptive changes. Workers must be
given the resources to improve their expertise where changes are needed.

Maybank Banking Berhad have been the main advocates in providing continuous learning to their
banking staffs in Malaysia especially in accelerating digital workforce transformation. Their
FutureReady program which has been allocated RM30 million consisted of three phases started in
2018 have been able to cater the needs of their staffs to acquire relevant skills and talents as part of
the strategy for digital banking transformation in the bank. These phases consisted of Phase 1 —
Enhancing employee’s general digital literacy, Phase 2 — Targeted development and application of
FutureReady skills for select employees and Phase 3 — Realizing business impact from the application
of FutureReady skills. According to Maybank, these FutureReady skills area includes Digital
Awareness, Data Driven Decision Making, Human Centered Design, Agile, Future Communication and
Risk & Governance in the Digital World [16]. Figure 1 below outlines the Leadership 4.0 model that
constitutes the four aspects of new leadership in the IR4.0 for the banking workforce as mentioned
above.

Sense of
Urgency

Disruptive
Drivers

Leadership
4.0

Continuous
Learning

Fig. 1. Author’s Own: New IR4.0 Leadership Model (Leadership 4.0)

4. Conclusion
This paper was able to explain the concept of the new leadership model for embracing change in

the organization for IR4.0. The transition of banks will take time for them to transform due to the
complexity of the legacy systems. But technology would smooth the process, not rigid and flexible
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although some areas such as the banking regulation need further attention to abide when banks
make the change.

Banks are currently dependent on human resources to conduct their daily operations such as
back-office processing and cross-verification that are manually conducted. With the combination of
technology and human capability, banks will be able to save hours of man hour to complete these
tasks with lesser error which evidently will contribute to higher efficiency and more sustainable costs.
The investment on banks to use better technology, practicing good leadership styles and improving
their employees’ skills will surely benefit them in the long run.

Leaders and employees in the banks should be concern in ensuring that they committed to
change to remain relevant in their work and continue to contribute to their organization so that it
would remain competitive and stay ahead of the curve. With the proposed Leadership 4.0 model in
this study, more studies could be done by the future researchers using semi structured interview with
the employees of the local banks. Additionally, by embracing new leadership model that caters for
IR4.0 will potentially make the organization become more efficient and lessen the fear of losing their
jobs to machines. This is recommended to be the main field for future research.
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