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EXECUTIVE SUMMARY

The global banking sector is undergoing a profound transformation driven by 
digitalization, AI integration, and intensifying regulatory demands. As banks 
increasingly depend on external vendors for technology, automation, and 
operations, effective project and vendor management has become a critical 
determinant of both resilience and competitiveness. 
The White Paper examines two complementary dimensions of managing outsourced 
project environments - the Shield of Resilience and the Sword of Innovation. 

1. The Shield of Resilience: Protecting Against Disruption 

Banks face rising operational risks from third-party 
dependencies. Traditional Business Continuity Management 
Plans (BCMPs) are no longer sufficient; institutions must 
adopt a holistic operational resilience framework based on an 
enterprise-wide Project Management Office (PMO) which 
handles the strategic linkage between business strategy and 
project commissioning as well as vendor selection and 
management, project progress and delivery management. 

In this context, a structured Critical Vendor Failure Playbook is 
recommended, emphasizing: 

• Tiering of critical vendors by business impact rather than 
spend; 

• Scenario testing and tabletop “war games”; 
• Contractual safeguards, exit strategies, and 

communication protocols; 
• Continuous testing and post-incident learning. 

RECENT HIGH-PROFILE FAILURES  - SUCH AS TSB’S IT MIGRATION IN 2018, DBS 
BANK’S OUTAGES IN 2021 AND 2023, THE FAILED CROWDSTRIKE SOFTWARE UPDATE 
IN 2024, AND AWS AND CAPITAL ONE SERVICE DISRUPTIONS IN 2025 - ILLUSTRATE 
THE SYSTEMIC RISK OF EXTERNAL DEPENDENCIES. THESE CASES UNDERLINE THE 
IMPORTANCE OF PROACTIVE GOVERNANCE AND THE CONCEPT OF THE PMO AS THE 
ANCHOR FOR RESILIENCE. 



Tools for execution include: 

• A Strategic Vendor Matrix which segments vendors by criticality and innovation 
potential; 

• A Balanced Scorecard measuring resilience, financial value, innovation, and 
relationship health; 

• Adoption of Service Integration and Management (SIAM) techniques to coordinate 
multi-vendor environments and avoid “agile theatre”, where teams may use agile 
terminology and hold eg. daily stand-ups, but lack true collaboration. 

3. The Project Manager as 
Transformation Vector 

Under DORA and similar frameworks, 
the Project Manager, operating within 
the PMO framework, evolves from 
coordinator to strategic integrator, 
bridging technology, compliance, and 
business. They lead due diligence, 
maintain a full register of ICT providers, 
and ensure proportional monitoring 
aligned with risk. 
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For the realization of competitive advantage, resilience must be matched by 
innovation. Banks that treat vendors as strategic partners - not just cost centers -  can 
unlock shared value and differentiation. A hybrid vendor governance model is 
proposed: centralized risk control (“shield”) combined with decentralized co-creation (
“sword”). 

2. The Sword of Innovation: Unlocking Competitive Advantage 

4. Artificial Intelligence as an 
Accelerator 

Generative and Agentic AI amplify 
efficiency in regulatory compliance, 
provider selection and management, 
and risk analysis - potentially reducing 
manual workload by up to 90%. 
AI-enabled PMOs can automate gap 
analyses, contract reviews, and 
resilience testing while enabling 
predictive oversight. 

The EU’s Digital Operational Resilience Act (DORA) and similar regulations elsewhere 
codify this approach, introducing mandatory requirements for ICT risk management, 
incident reporting, resilience testing, third-party oversight, and information sharing. 
DORA transforms resilience from a compliance burden into a strategic advantage, 
positioning the PMO and Project Manager as the key orchestrator of cross-functional 
implementation. 



5. Strategic Recommendations 

• Adopt a holistic, risk-based approach across financial, operational, and 
reputational domains built around the concept of an enterprise-wide PMO. 

• Implement SIAM frameworks for coherent multi-vendor governance. 
• Use AI to automate and enhance compliance and decision support. 
• Consider opportunities to re-engineer value chains by mutually beneficial 

partnerships with vendors. 
• Engage specialized project management expertise to turn regulatory pressure 

into long-term capability. 

In conclusion, digital resilience is now the foundation of competitiveness. Banks 
that master the integration of vendor governance, project management excellence, 
and AI-enabled compliance will emerge as leaders in the next era of financial 
infrastructure. 
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