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SENIOR LEADERSHIP

7KH�KLJKO\�DFFRPSOLVKHG� OHDGHUV�RI� WKH�&)6� WHDP�GLUHFW�GD\�WR�GD\�PDQDJHPHQW�RI�EXVLQHVVHV�DQG�DFWLYLWLHV�
ZLWKLQ�WKH�GLYLVLRQ�DQG�VHW�WKH�ORQJ�WHUP�VWUDWHJLHV�DQG�JRDOV�IRU�&)6��2XU�OHDGHUV�VWULYH�WR�PDNH�&)6�WKH�ȋOHDGLQJ�
:HDOWK�0DQDJHPHQW�EDQN�LQ�FRUH�UHJLRQDO�PDUNHWVȋ�E\�SXUVXLQJ�FXVWRPHU�FHQWULFLW\�

Ζ�SURYLGH�RXU�FXVWRPHUV�ZLWK�FAST��SIMPLE�DQG 

USEFUL VHUYLFHV��GHOLYHUHG�LQ�D FRIENDLY� 
CUSTOMER-CENTRIC DQG FRQVLVWHQW�PDQQHU�

2XU�&)6�VHUYLFH�VWDWHPHQW�DERYH��NQRZQ�DV�&8))6��ZDV�ODXQFKHG�DIWHU�����ȇV�JOREDO�ȴQDQFLDO�FULVLV�ZKLFK�SURPSWHG�
D�GHOLEHUDWH�UHYLHZ�RI�WKH�WHDPȇV�VWUDWHJ\�WR�FROOHFWLYHO\�IRUP�NH\�VWUDWHJLHV�DLPHG�DW�FRPSHWLWLYH�GLHUHQWLDWLRQ�

2010

2011

TODAY

5HYLHZ�RI�&)6�VWUDWHJ\�DQG�YLVLRQ�E\�LWV�/HDGHUVKLS�WHDP�WKURXJK�
LQWHUQDO�GLVFXVVLRQ�DQG�H[WHUQDO�IHHGEDFN�IURP�FXVWRPHUV

&RQWLQXRXV�HRUW�WR�HQVXUH�WKDW�&8))6�LV�SUDFWLVHG�DFURVV�EXVLQHVVHV�
LQ�WHUPV�RI�SURFHVVHV��FRPPXQLFDWLRQ�DQG�SURGXFW�GHYHORSPHQW

&8))6�ZDV�ODXQFKHG

2XU�OHDGHUV�DUH�
FRPPLWWHG�WR�DFKLHYLQJ�
H[FHOOHQFH�WKURXJK�

PEOPLE��QUALITY 
DQG�CUSTOMERS

7KH�'HYHORSPHQW�RI�&8))6

&)6�/HDGHUVKLS�2VLWH�����
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PEOPLE QUALITY CUSTOMERS

OUR COMMITMENT

$QQXDO�&)6�/HDGHUVKLS�2VLWH

.H\�$VSHFWV�WR�$FKLHYH�([FHOOHQFH

• 3UHVHQWDWLRQ�RI�DZDUGV�WR�VWD
• ΖQYHVWPHQW�RI�WLPH�DQG�UHVRXUFHV�LQ�

VWD�WUDLQLQJ
• $GGUHVVLQJ�QHZ�MRLQHUV�SHUVRQDOO\�DW�

RULHQWDWLRQ
• $FWLYHO\�SDUWLFLSDWLQJ�LQ�&65�DQG�

WHDP�ERQGLQJ�DFWLYLWLHV
• 5HJXODU�VWD�IHHGEDFN��PHQWRULQJ�

DQG�FRDFKLQJ

• 6SRQVRULQJ�SURFHVV�LPSURYHPHQW��
QHZ�SURGXFW�DQG�LQQRYDWLRQ�
SURMHFWV

• $FWLYH�HQJDJHPHQW�DW�3URMHFW�
6WHHULQJ�&RPPLWWHH�VHVVLRQV

• 5HYLHZ�RI�FXVWRPHU�IHHGEDFN 

DQG�VXUYH\�UHVXOWV�IRU�DFWLRQ
• 3HUVRQDOO\�DWWHQGLQJ�WR 

HVFDODWHG�FRPSODLQWV
• $WWHQGLQJ�GLVSXWH�UHVROXWLRQ 

DW�)Ζ'5H&
• 0DNLQJ�FRXUWHV\�FDOOV�WR 

LQGLYLGXDO�FXVWRPHUV�WR�FDSWXUH�
UHJXODU�IHHGEDFN

&)6ȇ�OHDGHUVKLS�SUDFWLFHV�DUH�FRQWLQXRXVO\�HYDOXDWHG�DQG�SURIHVVLRQDOO\�GHYHORSHG�E\�WKH�OHDGHUV�WKHPVHOYHV�
YLD�DQ�H[WHQVLYH�UDQJH�RI�IHHGEDFN�PHFKDQLVPV�DQG�FKDQQHOV��7KHVH�LQFOXGH�FRDFKLQJ��FXVWRPHU�IHHGEDFN��
H[HFXWLYH�GHYHORSPHQW�SURJUDPPHV�DQG�SHHU�UHYLHZ�VHVVLRQV��2XU�VHQLRU�OHDGHUV�GLOLJHQWO\�FRQWULEXWH�WR�WKH�
LQGXVWU\�WKURXJK�DFWLYH�SDUWLFLSDWLRQ�LQ�LQGXVWU\�UHOHYDQW�DVVRFLDWLRQV�DV�FRPPLWWHH�PHPEHUV�DQG�E\�VKDULQJ�
DQG�OHDUQLQJ�IURP�LQGXVWU\�EHVW�SUDFWLFHV�WR�IXUWKHU�KRQH�WKHLU�VNLOOV�

(PSKDVLV�RQ�VHQLRU�OHDGHUVKLS�SUDFWLFHV��RUJDQLVDWLRQDO�FXOWXUH�DQG�FRUSRUDWH�VRFLDO�UHVSRQVLELOLW\�FRQWULEXWH�
WR�WKH�VXFFHVV�RI�&)6�DQG�DUH�HVVHQWLDO�WR�WKH�GHYHORSPHQW�RI�RXU�RUJDQLVDWLRQ�

/HDGLQJ� E\� H[DPSOH�� WKH� &)6� OHDGHUVKLS� WHDP� GHPRQVWUDWHV� WKHLU� FRPPLWPHQW� WR� H[FHOOHQFH� LQ� WKUHH� NH\�
DVSHFWV���3HRSOH��4XDOLW\�DQG�&XVWRPHUV��



DRIVING
ORGANISATIONAL CULTURE

2UJDQLVDWLRQDO�FXOWXUH�LV�YLWDO� LQ�JXLGLQJ�DQG�LQVSLULQJ�SHRSOH�WR�UHSUHVHQW�WKH�%DQNȇV�YDOXHV�DQG�EHOLHIV��:H�
KDYH�LPSOHPHQWHG�D�VHW�RI�GHVLUHG�EHKDYLRXUV�IRU�VWD�WR�SXW�LQWR�SUDFWLFH�

CUSTOMER
Ζ�SURYLGH�RXU�FXVWRPHUV�ZLWK�IDVW��VLPSOH�
DQG�XVHIXO�VHUYLFHV��GHOLYHUHG�LQ�D�IULHQGO\��
FXVWRPHU�FHQWULF�DQG�FRQVLVWHQW�PDQQHU��

Ζ� WUHDW� HYHU\RQH� IDLUO\� DQG� ZLWK� UHVSHFW�� Ζ�
VXSSRUW�P\�FROOHDJXHV�WR�KHOS�WKHP�UHDOLVH�
WKHLU�IXOO�SRWHQWLDO�

Ζ�DFWLYHO\�VXSSRUW�P\�WHDP�PHPEHUV�DFURVV�
WKH� RUJDQLVDWLRQ� DV� ZH� ZRUN� WRZDUGV� RXU�
FRPPRQ�SXUSRVH�

Ζ�GR�WKH�ULJKW�WKLQJV�ULJKW�WKH�ȴUVW�WLPH��RQ�
WLPH��HYHU\�WLPH��Ζ�FRQVWDQWO\�XSJUDGH�P\VHOI�
WR�LPSURYH�P\�ZRUN�HɝFLHQF\�

Ζ� DP�D�SUXGHQW� ULVN�WDNHU� DV�P\� FXVWRPHU�
UHOLHV�RQ�PH�IRU�VDIHW\�DQG�VRXQGQHVV�

)DLU� GHDOLQJ� LV� WKH� EDVLV� RI� RXU� EXVLQHVV�� Ζ�
FRQVLVWHQWO\� GHDO� ZLWK� FXVWRPHUV� LQ� D� IDLU�
DQG�SURIHVVLRQDO�PDQQHU�

PEOPLE

PRUDENT RISK-TAKING INTEGRITY

TEAM WORK EFFECTIVENESS

�2XU�'HVLUHG�%HKDYLRXUV

:H�EHOLHYH�D�FRPSDQ\�FDQ�EH� LGHQWLȴHG�E\� LWV�FXOWXUH�DQG� LQ�&)6�� WKLV�XQLTXH� LGHQWLȴHU� LV�FDUULHG�WKURXJK� LWV�
SHRSOH��FDPSDLJQ�DQG�EXVLQHVV�SUDFWLFHV��7KH�&)6�OHDGHUVKLS�WHDP�KDV�GHYHORSHG�D�IUDPHZRUN�WKDW�ZRUNV�KDQG�
LQ�KDQG�ZLWK�RXU�GHVLUHG�EHKDYLRXUV�WR�GHHSHQ�DQG�IRVWHU�WKH�%DQNȇV�FXOWXUH�FRQVLVWHQWO\�DFURVV�WKH�RUJDQLVDWLRQ�

CFS FRAMEWORK FOR PERMEATING A CONSISTENT CULTURE

PEOPLE CAMPAIGNS BUSINESS PRACTICES

• 5HFUXLWPHQW
• 2QERDUGLQJ

• &$1�'2�
• &$1VLVWHQF\

• Training

• 5HFRJQLWLRQ
• &65�&DPSDLJQ • )DLU�'HDOLQJ

• 6LPSOLFLW\
• &XVWRPHU�ΖQVLJKWV
• ��6LJPD�4XDOLW\

CFS LEADERSHIP

DEFINE
D e s i r e d

BEHAVIOURS

WALK
t h e

TALK

SPONSOR
a n d

PARTICIPATE

ENGAGE
a n d

MOTIVATE

)UDPHZRUN�IRU�D�&RQVLVWHQW�&XOWXUH

Our CULTURE�LV�WKH�
HEART of our

BUSINESS
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6LQFH�WKH�IRUPDWLRQ�RI�D�FXVWRPHU�FHQWULF�IRXQGDWLRQ�LQ�������ZH�KDYH�HPSOR\HG�FDPSDLJQV�UHYROYLQJ�DURXQG�
WKH�VDPH�WKHPH�WR�UHLQIRUFH�WKH�RUJDQLVDWLRQȇV�SULQFLSOHV��

Our Framework for Permeating a Consistent Culture

7KH� OHDGHUVKLS� WHDP� UHFRJQLVHV� WKDW� LW� WDNHV� WLPH� IRU� FXOWXUH� WR�SHUPHDWH�DQ�RUJDQLVDWLRQ�DQG�KDYLQJ� WKLV�
SRVLWLYH�HQHUJ\�UHYHUEHUDWH�LQ�RXU�VWD�VWDUWV�IURP�RXU�UHFUXLWPHQW�SURFHVV��7KLV�LV�IROORZHG�E\�RQERDUGLQJ�
SURJUDPPHV��GD\�WR�GD\�WUDLQLQJ�DQG�PHWKRGV�RI�UHFRJQLWLRQ�WR�IXUWKHU�UHLQIRUFH�RXU�RUJDQLVDWLRQDO�FXOWXUH�

RECRUITMENT

ONBOARDING

TRAINING

RECOGNITION

7KH�&)6�OHDGHUVKLS�WHDP�JLYHV�SULRULW\�WR�HPSOR\LQJ�SHRSOH�ZLWK�WKH�ULJKW�FXOWXUDO�ȴW�IRU�WKH�%DQN��
ORRNLQJ�RXW�HVSHFLDOO\�IRU�SHRSOH�HPERG\LQJ�&8))6�YDOXHV�

7KH�%DQNȇV�YDOXHV�DUH�FRPPXQLFDWHG�UHJXODUO\�WKURXJK�
• 'DLO\�0RUQLQJ�+XGGOHV�DW�HYHU\�EUDQFK
• &8))6�GDLO\�HPDLOV�WKDW�VKRZFDVH�&8))6�LQ�DFWLRQ

1HZ�VWD�DUH�LQWURGXFHG�WR�WKH�%DQNȇV�FRUH�YDOXHV�DQG�&8))V�IURP�WKH�VWDUW�WKURXJK�VWUXFWXUHG�
RQERDUGLQJ�SURJUDPPHV��VXFK�DV�
ȏ� ��GD\�EDQN�ZLGH�1HZ�(PSOR\HH�2ULHQWDWLRQ��1(2��SURJUDPPH
• CFS Fast Forward SURJUDPPH
• CFS Connect�SURJUDPPH

$ZDUGV�DQG�UHFRJQLWLRQV�DUH�HPSOR\HG�WR�HQFRXUDJH�SRVLWLYH�EHKDYLRXU��6WD�DUH�HPSRZHUHG�WR�VKRZ�
DSSUHFLDWLRQ�WR�WKHLU�FROOHDJXHV�E\�QRPLQDWLQJ�WKHP�IRU�DZDUGV��LQFOXGLQJ�
• 6327�$ZDUG
• &(2�4XDOLW\�$ZDUG
• &KDLUPDQȇV�*(0�6HUYLFH�$ZDUG

2011 2012 2013 2014

Ȋ&$1�'2�ȋ�PLQGVHW�ZDV�
DGRSWHG�WR�HQFRXUDJH�

SRVLWLYLW\�WRZDUGV�FKDOOHQJHV

&$1VLVWHQF\�FDPSDLJQ�ZDV�
UXQ�WR�DSSO\�WKH�Ȋ&$1�'2�ȋ�

DWWLWXGH�FRQVLVWHQWO\

&$1VLVWHQF\�FDPSDLJQ�ZDV�
UXQ�WR�IRVWHU�FROODERUDWLRQ�

DPRQJ�VWD

7KH�&8))6�MRXUQH\�EHJDQ�
ZLWK�D�IRXQGDWLRQ�EXLOW�XSRQ�

FXVWRPHU�FHQWULFLW\

6WHSV�WR�3HUPHDWH�&XOWXUH�ZLWKLQ�&)6

3URJUHVVLRQ�RI�&)6�&DPSDLJQV�IURP������WR������WR�(PEHG�&8))V

PEOPLE

CAMPAIGNS

“We instill the right values within our people.”

“We maintain a consistent culture through our campaigns.”



2XU�EXVLQHVV�SUDFWLFHV�DUH�KDUG�FRGHG�ZLWK� WKH�SULQFLSOHV�RI�FXVWRPHU�FHQWULFLW\� WR�HQVXUH� WKDW�RXU�ȴQDQFLDO�
SURGXFWV�DQG�VHUYLFHV�PHHW�WKH�KLJKHVW�TXDOLW\�DQG�FXVWRPHU�VXLWDELOLW\�VWDQGDUGV��9DOXHG�FXVWRPHU� LQVLJKWV�
DUH�WDNHQ�LQWR�DFFRXQW�WKURXJKRXW�WKH�GHYHORSPHQW�SURFHVV�RI�D�QHZ�SURGXFW��IURP�LWV�LQLWLDO�GHVLJQ�VWDJH�WR�LWV�
GLVSOD\�RQ�D�VKHOI�DQG�WKLV�LQFOXGHV�ULJRURXV�YHWWLQJ�WR�HQVXUH�VXLWDELOLW\�IRU�FXVWRPHUV�L�H��PDWFK�WKHLU�JRDOV��ULVN�
UHWXUQ�SUHIHUHQFHV�DQG�DRUGDELOLW\�

%\�SURPRWLQJ�VXFK�EXVLQHVV�SUDFWLFHV��VWD�DUH�HPSRZHUHG�WR�EH�DGYRFDWHV�RI�WKH�%DQNȇV�RUJDQLVDWLRQDO�FXOWXUH�
VXFK�WKDW�&)6ȇ�YDOXHV�DUH�H[SHULHQFHG�DQG�HPEUDFHG�LQ�D�GHHSHU�DQG�PRUH�PHDQLQJIXO�ZD\��2XU�VHQLRU�OHDGHUV�
UHFRJQLVH�WKHLU�UHVSRQVLELOLW\�DV�UROH�PRGHOV�WR�HPERG\�&)6�YDOXHV�DQG�HQJDJH�WKH�JURXQG�UHJXODUO\�WKURXJK�
FRXUWHV\�FDOOV�WR�FXVWRPHUV��DFWLYH�SDUWLFLSDWLRQ�LQ�&$1VLVWHQF\�HYHQWV�DQG�UHFRJQLVLQJ�VWD�ZKR�HPERG\�&)6ȇ�
GHVLUHG�EHKDYLRXUV��

7R� HQVXUH� WKDW� &)6ȇ� RQJRLQJ� FXOWXUDO� MRXUQH\� LV� FRQVWDQWO\� JURZLQJ� DQG� HYROYLQJ� ZLWK� WKH� RUJDQLVDWLRQ�� WKH�
OHDGHUVKLS�WHDP�HVWDEOLVKHG�VRPH�NH\�LQGLFDWRUV�WKDW�DUH�UHJXODUO\�WUDFNHG�WR�DQDO\VH�SURJUHVV�DQG�LGHQWLȴHG�
VWHSV�WR�EULGJH�JDSV�EHWZHHQ�WKH�FXUUHQW�DQG�WKH�GHVLUHG�FXOWXUH�

&XOWLYDWLQJ�WKH�'HVLUHG�&XOWXUH

CULTURAL 
ELEMENTS

MEASURES TO DETERMINE GAPS 
AND PLATFORMS FOR ANALYSIS

EXAMPLES OF ACTIONS 
TAKEN TO CLOSE GAP

CARE AND RESPECT FOR 
THE INDIVIDUAL

CUSTOMER-CENTRICITY (CUFFS)

FAIR DEALING

• $QQXDO�(66�VFRUHV

• 0RQWKO\�FXVWRPHU�LQGLFHV��H�J��(�%��136�

• &XVWRPHU�FRPSODLQWV

• ����IHHGEDFN�IURP�H[LW�LQWHUYLHZV�
ZLWK�PDQDJHUV

• 1RQ�VDOHV�.3Ζ�IRU�VDOHV�VWD
• 6HUYLFH�UHFRJQLWLRQ�WKURXJK�6327�DZDUG�

DQG�*(06�DZDUG
• 3URFHVV�LPSURYHPHQW�SURMHFWV

• 0\VWHU\�VKRSSLQJ
• 3ODLQ�(QJOLVK�LQ�FRPPXQLFDWLRQV
• 3URGXFW�VXLWDELOLW\�DVVHVVPHQW

BUSINESS PRACTICES
Ȋ2XU�EXVLQHVV�SUDFWLFHV�HPSRZHU�VWD�WR�EH�DGYRFDWHV�RI�RXU�RUJDQLVDWLRQDO�FXOWXUH�ȋ
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CORPORATE
SOCIAL RESPONSIBILITY

:H�XSKROG�RXU�
DUTY WR�JLYH�EDFN�WR�
WKH�COMMUNITY

2XU�UHVSRQVLELOLW\�WR�VHUYH�WKH�JUHDWHU�FRPPXQLW\� LV�VWURQJO\�VXSSRUWHG�E\�RXU�VHQLRU�OHDGHUV��$�&RUSRUDWH�
6RFLDO� 5HVSRQVLELOLW\� �&65�� VWHHULQJ� FRPPLWWHH� OHDGV� &)6ȇ� &65� DFWLYLWLHV� DQG� RSHUDWHV� XQGHU� D� VWUXFWXUHG�
JRYHUQDQFH�IUDPHZRUN�WDNLQJ�LQVSLUDWLRQ�IURP�WKH�&65�&KDUWHU�WR�GULYH�DQ�DFWLYH�FDOHQGDU�RI�DFWLYLWLHV��HQVXUH�
DFFRXQWDELOLW\�IRU�XVH�RI�UHVRXUFHV�DQG�FRQVWDQWO\�FRPPXQLFDWH�ZLWK�DOO�VWD��7KH�FRPPLWWHH�ZRUNV�WRZDUGV�
IXOȴOOLQJ�WKH�IROORZLQJ�REMHFWLYHV�

$��(QFRXUDJH�DQG�VXSSRUW�D�GHVLUH�WR�KHOS�WKH�XQGHUSULYLOHJHG�LQGLYLGXDOV�DQG�VXSSRUW�WKH�FRPPXQLW\
%��'HYHORS�OHDGHUVKLS�TXDOLWLHV�RI�HPSDWK\�DQG�VRFLDO�UHVSRQVLELOLW\�LQ�WKH�RUJDQLVDWLRQ

7KH�%DQN�UHDFKHV�RXW�WR�WKRXVDQGV�RI�QHHG\�LQGLYLGXDOV�DQG�IDPLOLHV�WKURXJK�DGRSWHG�FKDULWLHV�VXFK�DV�WKH�
6LQJDSRUH�&KLOGUHQȇV�6RFLHW\��6&6���WKH�6FKRRO�3RFNHW�0RQH\�)XQG�DQG�:LOOLQJ�+HDUWV�6RXS�.LWFKHQ��6XSSRUWLQJ�
WKH�SXUVXLW�RI�KLJKHU�HGXFDWLRQ��2&%&�%DQN�DZDUGV�ERRN�SUL]HV�DQG�ERQG�IUHH�VFKRODUVKLSV�WR�RXWVWDQGLQJ�
\RXQJ�DGXOWV�GLVSOD\LQJ�DFDGHPLF�H[FHOOHQFH��2Q�WRS�RI�WKDW��WKH�%DQN�DFWLYHO\�HQFRXUDJHV�VWD�YROXQWHHULVP�DW�
VXSSRUWHG�FKDULWLHV�WR�GHHSHQ�VWD�LQYROYHPHQW�DQG�VRFLDO�LPSDFW�



Strategic Plan-
ning Wealth 

Halo Strategic 
Thrust Re-

viewing Per-
formances 
Business7KH���3LOODUV�RI�&65

• :H�HQFRXUDJH�EXVLQHVV�SDUWQHUV�WR�MRLQWO\�FROODERUDWH�LQ�&65�HYHQWV
• ΖQ�-DQXDU\�������ZH�WLHG�XS�ZLWK�-RKQ�/LWWOH��D�VXEVLGLDU\�RI�2&%&�%DQNȇV�NH\�SDUWQHU��5RELQVRQV�

*URXS��WR�WDNH�FKLOGUHQ�IURP�6LQJDSRUH�&KLOGUHQ�6RFLHW\�RQ�D�SHUVRQDO�VKRSSLQJ�WULS�VSRQVRUHG�
E\�5RELQVRQV�*URXS

IMPACT

PARTNERSHIP

• :H�FRQGXFW�DQQXDO�IXQG�UDLVLQJ�DFWLYLWLHV�ZLWK�PXVLF�SHUIRUPDQFHV�DQG�IRRG�IRU�:LOOLQJ�+HDUWV��
D�VRXS�NLWFKHQ�WKDW�VHUYHV�DQG�GHOLYHUV�PRUH�WKDQ������PHDOV�WR�WKH�OHVV�IRUWXQDWH�LVODQGZLGH

• H�J��+HDUWV�RQ�)LUH��DQ�RSHQ�DLU�FRQFHUW�IRU�FKDULW\�DW�2&%&�&HQWUHȇV�IR\HU�UDLVHG�HQRXJK�IXQGV�
WR�VSRQVRU�IRRG�IRU�RQH�6DWXUGD\�HYHU\�PRQWK�ZKHUH�RXU�VWD�YROXQWHHU�IRU�IRRG�SUHSDUDWLRQ�
DQG�GHOLYHU\

• :H�RHU�SURGXFWV�DQG�VHUYLFHV�VXFK�DV�WKH�&'$�6WDUWHU�6FKHPH�WR�HQFRXUDJH�ȴQDQFLDO�OLWHUDF\�
DQG�DLG�ORZHU�LQFRPH�JURXSV

• 8QGHU�WKH�VFKHPH��IDPLOLHV�ZLWK�KRXVHKROG�LQFRPH�RI�ȱ6�������SHU�PRQWK�MXVW�QHHG�WR�VDYH�
DW�OHDVW�6����ZLWKLQ���PRQWKV�IURP�VXFFHVVIXO�DSSOLFDWLRQ�RI�WKH�VFKHPH�LQ�WKHLU�TXDOLȴHG�&KLOG�
'HYHORSPHQW�$FFRXQW�WR�UHFHLYH�D�WRWDO�FR�VDYLQJVA�RI�6�����IURP�2&%&�%DQN�DQG�WKH�*RYHUQPHQW

A�6XEMHFW�WR�WKH�FR�VDYLQJV�FDS�XQGHU�WKH�%DE\�%RQXV�6FKHPH�

2&%&�%DQN�DOVR�VXSSRUWV�HQYLURQPHQWDO�VXVWDLQDELOLW\��KDYLQJ�HPEDUNHG�RQ� WKH�JUHHQ� MRXUQH\�VLQFH�������
3DSHUOHVV�VWDWHPHQWV��SDSHU�UHF\FOLQJ�DQG�HQHUJ\�VDYLQJ�PHDVXUHV�KDYH�EHHQ�DGRSWHG�E\�WKH�RUJDQLVDWLRQ�LQ�
DOO�ZRUNSODFHV��&)6�HYHQ�RSHQHG�LWV�ȴUVW�SDSHUOHVV�EUDQFK�DW�.DOODQJ�:DYH�0DOO�LQ������

2XU�&65�DFWLYLWLHV�DUH�VWUDWHJLFDOO\�DQFKRUHG�DURXQG�WKUHH�SLOODUV���ΖPSDFW��%XVLQHVV�DQG�3DUWQHUVKLS�

BUSINESS
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2XU�HHFWLYH�PLANNING IUDPHZRUN
NHHSV�XV�RQ�WUDFN
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2XU� ZHOO�HVWDEOLVKHG� SODQQLQJ� IUDPHZRUN� KHOSV� XV� WR� UHPDLQ� DJLOH� DQG� IRFXVHG� RQ� WKH� IXWXUH� DV� ZHOO� DV�
UHVSRQVLYH�WR�FXUUHQW�FKDOOHQJHV�ZKLOH�SRVLWLRQLQJ�RXUVHOYHV�WR�EHVW�DGGUHVV�WKH�VWUDWHJLF�FKDOOHQJHV�SRVHG�E\�
WKH�HYHU�FKDQJLQJ�EXVLQHVV�ODQGVFDSH��FXVWRPHU�QHHGV�DQG�H[SHFWDWLRQV��7KLV�VWUDWHJLF�SODQQLQJ�IUDPHZRUN�
LQYROYHV�DOO�NH\�VWDNHKROGHUV�LQ�WZR�SODQQLQJ�F\FOHV�ZKLFK�FRPSULVH�

ȏ� $���<HDU�3ODQ
ȏ� $Q�$QQXDO�2SHUDWLQJ�3ODQ��23�

7KH�&)6���<HDU�3ODQ�LV�DOLJQHG�ZLWK�WKH�RYHUDOO�GLUHFWLRQ�DQG�VWUDWHJLHV�RI�2&%&�%DQN��7KLV�SURYLGHV�D�JOREDO�
SHUVSHFWLYH�DQG�ORQJ�WHUP�IRUZDUG�YLHZ�WR�VWHHU�VWUDWHJ\�GHYHORSPHQW��$GGLWLRQDOO\��ZH�UHYLHZ�RXU���<HDU�3ODQ�
UHJXODUO\�WR�HQVXUH�UHOHYDQFH�DQG�TXLFN�UHVSRQVH�WR�FKDQJHV�LQ�PDUNHW�FRQGLWLRQV�

OCBC Bank 5Y Plan / CFS 5Y Plan

CFS ANNUAL PLANNING CYCLE

%RWWRP�XS�DOLJQPHQW/RQJ�WHUP�JRDOV

FORMULATE OPERATING PLAN 
FOR NEXT YEAR
• 6FHQDULR�3ODQQLQJ
• %XVLQHVV�8QLW�3ODQV
• *RDOV�DQG�7DUJHWV
• Ζ7�3ODQ�DQG�+5�3ODQ
• &DSDFLW\�3ODQ��ZLWK�2	7�

SWOT/PEER REVIEWS/BENCHMARKING

ANNUAL PLANNING/BUDGETING

CASCADE GOALS AND SET INDIVIDUAL KPIs

ON-GOING ACTIVITIES

• 5ROOLQJ�)<�)RUHFDVWV
• $VVHVV�5LVN�DQG�2SSRUWXQLWLHV
• ΖPSOHPHQW�$FWLRQ�3ODQV
• 2QJRLQJ�0RQLWRULQJ��0RQWKO\�%35�
• 3HHU�5HYLHZV
• (QYLURQPHQW�6FDQ
• 5HȴQH�3ODQV

&)6�6WUDWHJLF�3ODQQLQJ�)UDPHZRUN

Q1Q3

Q2

'HYHORS�6WUDWHJ\
ΖPSOHPHQW
and Learn

Q4

:H�DGRSW�D�WRS�GRZQ��ERWWRP�XS�DSSURDFK�WR�HQVXUH�WKDW�RXU�YLVLRQ�DQG�VWUDWHJLHV�DUH�FRPPXQLFDWHG�DQG�
UHLQIRUFHG�FRQVLVWHQWO\�WR�DOO� OHYHOV�RI�VWD�WKURXJK�YDULRXV�IRUXPV�WKXV�HQVXULQJ�DOLJQPHQW�DQG�D�FRPPRQ�
SXUSRVH��7KLV�DSSURDFK�LQYROYHV�DOO�VWDNHKROGHUV�DV�ZHOO�VR�WKDW�WKHUH�LV�FROOHFWLYH�RZQHUVKLS�DQG�FRPPLWPHQW�
WR�WKH�JRDOV�DQG�WDUJHWV�VHW��ΖW�GULYHV�WKH�EXVLQHVV�XQLWV�WR�VWULYH�IRU�JUHDWHU�HɝFLHQF\�DQG�SURGXFWLYLW\�DQG�
HQVXUHV�WKDW�LQGLYLGXDO�WDUJHWV�VHW�DUH�DFKLHYDEOH�DQG�FKDOOHQJLQJ��ZKLOH�DFWLRQ�SODQV�DUH�VSHFLȴF��

(YHU\�PDQDJHU�DQG�VWD�KDV�D�VFRUHFDUG�RI�NH\�SHUIRUPDQFH�LQGLFDWRUV��.3ΖV��FRYHULQJ�ȴQDQFLDO�DQG�EXVLQHVV�
JRDOV�RU�WDUJHWV��FXVWRPHU��SURGXFWLYLW\�RU�SURFHVV� LPSURYHPHQW��ULVN�PDQDJHPHQW�DV�ZHOO�DV�SHRSOH�JRDOV��
3HUIRUPDQFH�DJDLQVW�.3ΖV�DUH�PRQLWRUHG�UHJXODUO\�

CFS PLANNING FRAMEWORK

:H�SODQ�RXU�SURFHVVHV�
METICULOUSLY DQG

STRATEGICALLY
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��<($5�3/$1�$1'�23�2%-(&7Ζ9(6

TEAM TARGETS

PRODUCT LEVEL TARGETS

INDIVIDUAL TARGETS

(YROXWLRQ�RI�6WUDWHJLF�ΖQLWLDWLYHV

7RS�'RZQ�DQG�%RWWRP�8S�$SSURDFK�RI�23�3ODQQLQJ�3URFHVV

&)6ȇ�ΖQYHVWPHQWV�.H\�&DSDELOLWLHV

3UHSDUDWLRQ�DQG�DOLJQPHQW�RI�NH\�VWDNHKROGHUV�PRYLQJ�WRZDUGV�
VHJPHQWDWLRQ��FXVWRPHU�QHHGV�DVVHVVPHQW��SURGXFW�GHYHORSPHQW��

VDOHV�VWUDWHJ\�DQG�OR\DOW\�HQKDQFHPHQW

CFS BUSINESS TARGETS

'HȴQLQJ�D�VWUDWHJ\�IRU�GLHUHQWLDWLRQ�WKURXJK�VHUYLFH�H[FHOOHQFH�
DQG�FXVWRPHU�H[SHULHQFH��OHDGLQJ�WR�WKH�JHQHVLV�RI�Ȋ&8))6ȋ

'LJLWDO�VWUDWHJ\��VHUYLFH�DQG�FKDQQHOV�
LQQRYDWLRQ�DQG�RUJDQLVDWLRQ�FXOWXUH

6HUYLFH�LQQRYDWLRQV��
VHJPHQW�VWUDWHJLHV�DQG�
RUJDQLVDWLRQ�FXOWXUH

2010

2011

20132012

2014

TECHNOLOGICAL INVESTMENTS START-UP INITIATIVES

$OORFDWHG�VXEVWDQWLDO�EXGJHWV�
WR�QXUWXUH�VWDUW�XS�LQLWLDWLYHV�
ZKLFK�DUH�DOLJQHG�WR�RXU�
9LVLRQ�DQG�6WUDWHJLF�7KUXVWV

/RQJ�WHUP�SODQQLQJ�RI�
VWUDWHJLF�LQYHVWPHQWV�DOORZ�XV�
WR�QXUWXUH�QRYHO�SURSRVLWLRQV�
DQG�DOORZ�QHZ�EXVLQHVVHV�WR�
WDNH�URRW�DQG�EORRP

(�J��)5$1.�E\�2&%&��ZKLFK�
KDV�ZRQ�DFFRODGHV�IRU�LWV�
GLHUHQWLDWHG�DSSURDFK�DQG�
GHYHORSPHQW

'HYHORSHG�D���WR���\HDU�
WHFKQRORJ\�URDGPDS�ZLWK�
*URXS�Ζ7��RXU�WHFKQRORJ\�
VWUDWHJLF�SDUWQHU

/RQJ�WHUP�SODQQLQJ�IRU�Ζ7�
V\VWHPV�LQYHVWPHQW�HQVXUHV�
WKDW�ZH�FDQ�PHHW�RXU�JRDOV�WR�
• 7UDQVIRUP�DOO�GLJLWDO�

WRXFKSRLQWV�WR�GHOLYHU�
VXSHULRU�FXVWRPHU�
H[SHULHQFH

• 0DQDJH�REVROHVFHQFH�DQG�
WHFKQRORJ\�ULVNV

• 5HVSRQG�WR�FXVWRPHU�DQG�
WHFKQRORJ\�FKDQJHV�QLPEO\

2XU�YLVLRQ�WR�EH�D� OHDGLQJ�:HDOWK�0DQDJHPHQW�EDQN� LQ�FRUH�UHJLRQDO�PDUNHWV� LV�DQFKRUHG�E\�WKH�Ȋ:HDOWK�
+DORȋ��&XVWRPHU�FHQWULFLW\�� LQFOXGLQJ�GHYHORSLQJ�D�GHHS�XQGHUVWDQGLQJ�RI�FXVWRPHU�VHJPHQWV��QHHGV�DQG�
H[SHFWDWLRQV�FRPSOHPHQWHG�E\�%LJ�'DWD�LQVLJKWV��DUH�NH\�HQDEOHUV�IRU�VXVWDLQDEOH�GLHUHQWLDWLRQ��2YHU�WLPH��
ZH�KDYH�HYROYHG�DQG�UHȴQHG�RXU�LQLWLDWLYHV�IRU�VWUDWHJLF�GLHUHQWLDWLRQ�

:H�LQYHVW�KHDYLO\�LQ�NH\�FDSDELOLWLHV�WR�IDFLOLWDWH�WKH�DFKLHYHPHQW�RI�RXU�YLVLRQ��7KH�WZR�DUHDV�WKDW�GHPRQVWUDWH�
WKLV�IRUZDUG�WKLQNLQJ�DUH�7HFKQRORJLFDO�ΖQYHVWPHQWV�DQG�6WDUW�XS�ΖQLWLDWLYHV�

FOCUS OF EACH ANNUAL CFS LEADERSHIP OFFSITE



ΖPSURYHPHQWV�LQ�&)6�3ODQQLQJ�3URFHVV

NEW PRODUCT 
APPROVAL (NPAP) 
ZKLFK�IRFXVHG�RQ�
SURFHVVHV��ULVN�
PDQDJHPHQW�DQG�WLPH�
WR�PDUNHW

BENEFITS REALISED
• 6XFFHVVIXO�ODXQFK�
IRU�UHFHQW�QHZ�
SURGXFWV������
$FFRXQW�DQG�����
&DUG�

BENEFITS REALISED
• %35�VHVVLRQV�DUH�
PRUH�WLPH�HɝFLHQW

• %XVLQHVV�XQLWV�KDYH�
D�IRUXP�WR�JHW�KHOS�
IRU�FURVV�IXQFWLRQDO�
LVVXHV

+ FORMALISED CVP 
COUNCIL WR�HQVXUH�
WLJKW�KDQGVKDNH�
EHWZHHQ�DOO�NH\�
VWDNHKROGHUV 
EHIRUH�ODXQFK

+ STRONGER 
EMPHASIS ON 
CUSTOMER 
INSIGHTS 
WKURXJK�5HVHDUFK 

DQG�7HVWLQJ

FINANCIAL REVIEWS 
EHWZHHQ�&)6�+HDG�
DQG�+2'V
• ΖQFOXGHG�TXDUWHUO\�
SHHU�UHYLHZV

BPR AGENDA 
SHARPENED
• 3HUIRUPDQFH�YV�NH\�
.3ΖV

• )RUZDUG�
SHUIRUPDQFH�DQG�
SODQQLQJ

• 5HVROYH�LVVXHV
• )RFXV�RQ�KHOS�
QHHGHG

5HSODFHG�E\�
MONTHLY BPRs
• ΖQYROYHG�DOO�&RUH�
7HDP�PHPEHUV

• 5HYLHZ�ERWK�
ȴQDQFLDO�DQG�QRQ�
ȴQDQFLDO�PHWULFV

• 0RQWKO\�
EHQFKPDUNLQJ 

WR�SHHUV

Planning for
new product at:

Customer
Value
Proposition 
Council

Business
Performace
Reviews

Evaluating plans and 
performance at:

2010/12Pre-2010 2013

3ODWIRUPV�IRU�5HYLHZLQJ�3HUIRUPDQFH

PLATFORM/FORUM PURPOSE REVIEW BY

6DOHV�SHUIRUPDQFH

%8V�SHUIRUPDQFH

)LQDQFLDOV�DQG�SURMHFW�VWDWXV

6WUDWHJ\�URDGPDS

)LQDQFLDOV�DQG�PDUNHW�FRQGLWLRQV

6WUDWHJ\�UHYLHZ�DQG�SODQQLQJ

SALES TRACKING [DAILY]

BUSINESS PERFORMANCE REVIEWS [MONTHLY]

CFS LEADERSHIP MEETING [MONTHLY]

CORE TEAM MEETING [MONTHLY]

MONTHLY REPORTS

CFS LEADERSHIP OFFSITE [ANNUALLY]

+2'V��&OXVWHU�0DQDJHUV��%UDQFK�
0DQDJHUV��3URGXFW�+HDGV��6DOHV�+HDGV

&RUH�7HDP�DQG�UHOHYDQW�%8�+2'V

+2'V

&RUH�7HDP

+2'V��6HQLRU�0DQDJHPHQW�LQFOXGLQJ�&(2�
DQG�&)2

+2'V

ENHANCING OUR
PLANNING PROCESSES

:H�FRQWLQXRXVO\�
ENHANCE our 

SODQQLQJ�SURFHVVHV�WR�
DGDSW�WR�QHZ�

CHALLENGES

:H�HPSOR\�VHYHUDO�SODWIRUPV�WR�UHYLHZ�RXU�EXVLQHVV�SHUIRUPDQFH��ZKLFK�IRFXV�RQ�SDVW�SHUIRUPDQFH�DQG�
H[WHUQDO�EHQFKPDUNV�VXFK�DV�FRPSHWLWRUV�DV�ZHOO�DV�D�IRUZDUG�YLHZ�RI�IXWXUH�SODQV��SRWHQWLDO�SHUIRUPDQFH�
JDSV�DQG�SUH�HPSWLYH�PHDVXUHV�

5LJRURXV� UHYLHZV� DQG� PRQLWRULQJ� DOORZ� WKH� VWUDWHJLF� DQG� 2SHUDWLQJ� 3ODQV� WR� EH� ȵH[LEOH�� G\QDPLF� DQG�
UHVSRQVLYH�WR�PDUNHW�ULVNV��FKDOOHQJHV�DQG�RSSRUWXQLWLHV�RQ�D�WLPHO\�EDVLV��:H�DOVR�UHYLHZ�DQG�HQKDQFH�RXU�
SODQQLQJ�SURFHVV�DQG�F\FOH��WDNLQJ�RQ�OHVVRQV�OHDUQW�IURP�SULRU�LPSOHPHQWDWLRQV�



Management 
of Informa-

tion and 
Knowledge 
Comparison 
and Bench-

marking

03
INFORMATION

:H�PDQDJH�Ζ1)250$7Ζ21
HɝFLHQWO\�DQG�SURJUHVVLYHO\

OCBC Bank SQA Executive Summary
INFORMATION 23



MANAGEMENT OF
INFORMATION AND KNOWLEDGE

:(�$5(�DATA-
DRIVEN $1'�

*8Ζ'('�%<�FACTS

ΖQ�WKH�SDVW���\HDUV��2&%&�%DQN�KDV�LQYHVWHG�RYHU�6����0�LQ�LWV�DQDO\WLFDO�FDSDELOLW\�DQG�KDV�EHHQ�UHFRJQLVHG�
DV�DQ� LQQRYDWRU� LQ�WKLV�VSDFH�ZLWK�DZDUGV�IURP�WKH� OLNHV�RI� Ζ%0��0DUNHWLQJ�6XFFHVV�$ZDUGV���3HSSHUV�DQG�
5RJHUV�DQG�$VLDQ�%DQNHU��([FHOOHQFH�LQ�&50���7KH�XVH�RI�LQIRUPDWLRQ�WR�GULYH�VWUDWHJLF�GHFLVLRQ�PDNLQJ�DQG�
LQWHOOLJHQW� LQWHUDFWLRQV�DW� WKH� IURQWOLQH� LV�D�NH\�GLHUHQWLDWRU� IRU� WKH�%DQN�DQG�DQ�DUHD�ZKHUH�2&%&�%DQN�
DVSLUHV�WR�EH�WKH�PDUNHW�OHDGHU��

2&%&�%DQNȇV�LQIRUPDWLRQ�IUDPHZRUN�LQWHJUDWHV�ERWK�LQWHUQDO�DQG�H[WHUQDO�GDWD�UDQJLQJ�IURP�YDOXDEOH�LQWHUQDO�
LQIRUPDWLRQ�VXFK�DV�FXVWRPHU�GHPRJUDSKLFV��WUDQVDFWLRQDO�EHKDYLRXU�DQG�ULVN�SURȴOHV�WR�H[WHUQDO�LQIRUPDWLRQ�
VXFK�DV�FXVWRPHU�UHVHDUFK�DQG�VDWLVIDFWLRQ�VXUYH\V��7KH�%DQN�FROOHFWV��FDWHJRULVHV�DQG�WUDQVIRUPV�WKLV�ODUJH�
ERG\�RI� GDWD� LQWR� LPSRUWDQW� LQVLJKWV� WR�EH�XVHG� WR� OHDG� WKH�%DQNȇV� NH\�GHFLVLRQV�� 7R� HQVXUH� LQIRUPDWLRQ�
LV� RUJDQLVHG� DQG� FRQVLVWHQW� DFURVV� WKH� %DQNȇV� GLYLVLRQV�� LQIRUPDWLRQ� LV� VKDUHG� RQ� D� FHQWUDOLVHG� DQDO\WLFV�
SODWIRUP��ZKHUH�UHOHYDQW�GDWD�LV�H[WUDFWHG�DQG�GHOLYHUHG�WR�UHVSHFWLYH�VWD�IRU�WUDFNLQJ�SXUSRVHV�RU�WR�UHȴQH�
WKHLU�VWUDWHJ\�

&)6�LV�WKH�ELJJHVW�XVHU�DQG�FRQWULEXWRU�WR�WKH�%DQNȇV�LQIRUPDWLRQ�GDWDEDVH��EHLQJ�WKH�ODUJHVW�GLYLVLRQ�LQ�WKH�
%DQN�E\� FXVWRPHU�EDVH��$OO� IDFHWV�RI�RXU�EXVLQHVV� UHO\�RQ� LQIRUPDWLRQ� WR� VWUDWHJLFDOO\� FDUU\�RXW�EXVLQHVV�
SODQV��ZLWK�PDLQ�XVHV�RI�WKLV�LQIRUPDWLRQ�DV�VKRZQ�EHORZ�

2&%&�%DQNȇV�ΖQIRUPDWLRQ�)UDPHZRUN�DQG�$SSOLFDWLRQ

OCBC BANK’S INFORMATION FRAMEWORK

0$-25�$33/Ζ&$7Ζ21

STRATEGIC
DECISIONING

TACTICAL 
EXECUTION

PROPOSITION 
DEVELOPMENT

INTELLIGENT 
INTERACTIONS

CRITICAL KPI 
MONITORING

EXTERNAL
DATA

INTERNAL
DATA

+

COLLECT INSIGHT AND ORGANISE
What do we collect?
How we collect?
How to measure and improve quality?

Test and learn
How we use this to improve?

+RZ�GRHV�LW�DHFW�IURQW�DQG�EDFN�RɝFH�DUHDV"
Sharing internally, with partners and customers?

How do we analyse?
What types of analysis?

ANALYSE AND USE

DEPLOY AND ACTION REVIEW, LEARN AND IMPROVE
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ΖQIRUPDWLRQ�)ORZ

7R�HQVXUH�WKDW�WKH�%DQN�FDSWXUHV�FRPSOHWH��DFFXUDWH�DQG�WLPHO\�GDWD��VLJQLȴFDQW�HRUW�KDV�EHHQ�LQYHVWHG�
LQWR�WKH�(QWHUSULVH�'DWD�:DUHKRXVH��(':���WKH�%DQNȇV�ȊELJ�GDWDȋ�LQIUDVWUXFWXUH��7KLV�ZRUOG�FODVV�GDWD�VWRUH�
FROOHFWV�DQG�VWRUHV�ODUJH�DPRXQWV�RI�LQIRUPDWLRQ�JRYHUQLQJ�DOO�DVSHFWV�RI�WKH�FXVWRPHUȇV�LQWHUDFWLRQV�ZLWK�
WKH�%DQN��7R�GDWH��WKH�%DQN�KDV�DOUHDG\�FDSWXUHG�RYHU���ELOOLRQ�WUDQVDFWLRQV�ZLWKLQ�WKH�DQDO\WLFV�SODWIRUP�

:LWK�WKH�(':��FULWLFDO�LQIRUPDWLRQ�XVHG�DFURVV�EXVLQHVVHV�LV�EURXJKW�LQWR�D�VLQJOH�SODFH�WR�FUHDWH�D�ȊVLQJOH�
VRXUFH�RI�WUXWKȋ�ZKHUHE\�DOO�EXVLQHVV�XQLWV�KDYH�D�FRPPRQ�SODWIRUP�DQG�FRUUHVSRQGLQJ�LQIRUPDWLRQ��7KH�
(':�LV�WKHQ�XVHG�WR�SURYLGH�LQIRUPDWLRQ�WKDW�VXSSRUWV�0DUNHWLQJ��5LVN�DQG�)LQDQFH�WHDPV�

• $�ȊVLQJOH�VRXUFH�RI�WUXWKȋ
• &RPPRQ�SODWIRUP�IRU�DOO�

EXVLQHVVHV�ZLWK�LQIRUPDWLRQ�WKDW�
FRUUHVSRQGV�WR�RQH�DQRWKHU

INFORMATION PROVIDED 
TO SUPPORT MARKETING, 
RISK AND FINANCE TEAMS

CRITICAL INFORMATION 
USED ACROSS BUSINESSES

ENTERPRISE DATA 
WAREHOUSE (EDW)

%DQNV�KDYH�YHU\�FRPSOH[�EXVLQHVV�PRGHOV�WKDW�W\SLFDOO\�LQYROYH�PDQ\�GLVSDUDWH�SURGXFW�V\VWHPV��&HQWUDOLVLQJ�
WKH�GDWD�VLPSOLȴHV�WKH�RUJDQLVDWLRQ�RI�GDWD�VWUXFWXUH�IRU�EHWWHU�PRQLWRULQJ�RI�GDWD�TXDOLW\�� LPSOHPHQWDWLRQ�RI�
GDWD�FOHDQVLQJ�DQG�HQULFKPHQW�HRUWV�WKDW�ZRXOG�KDYH�EHHQ�PRUH�FKDOOHQJLQJ�WR�SHUIRUP�RQ�LQGLYLGXDO�V\VWHPV�

:H�FRQWLQXRXVO\�VHHN�IXUWKHU�RSSRUWXQLWLHV�WR�LPSURYH�GDWD�TXDOLW\�WKURXJK�SURDFWLYH�FDSWXUH�PHFKDQLVPV�WKDW�
DUH�FRQVWDQWO\�EHLQJ�EXLOW�LQWR�WKH�GDWD�FROOHFWLRQ�SURFHVV��7KHVH�PHFKDQLVPV�PLQLPLVH�SRWHQWLDO�GDWD�FDSWXUH�
HUURUV�ULJKW� IURP�WKH�EHJLQQLQJ��DQ�H[DPSOH�EHLQJ�WKH�520(�DFFRXQW�RSHQLQJ�V\VWHP��520(�DXWRPDWLFDOO\�
UHDGV�DQG�H[WUDFWV�LQIRUPDWLRQ�IURP�D�FXVWRPHUȇV�Ζ&�FDUG�ZLWKRXW�DQ\�QHHG�IRU�GDWD�HQWU\�

7KLV� LQIRUPDWLRQ�PDQDJHPHQW�DSSURDFK�VWUXFWXUDOO\�HYROYHG�RYHU� WLPH�DORQJ�ZLWK� WKH�JURZLQJ�GHPDQGV�RI�
GDWD�RSWLPLVDWLRQ��ΖW�ZDV�GHYHORSHG�WR�OHYHUDJH�RQ�WKH�GDWD�FROOHFWHG�WR�IXUWKHU�DQDO\VH�DQG�GHULYH�FXVWRPHU�
LQVLJKWV�IRU�WKH�%DQN�DQG�KDG�DOVR�EHHQ�H[WHQGHG�WR�LQWHJUDWH�WKH�H[WHUQDO�YRLFH�RI�WKH�FXVWRPHU�ZLWK�VXUYH\V�
DQG�VRFLDO�QHWZRUN�

:RUNLQJ� ZLWK� WKH� %DQNȇV� NH\� SDUWQHUV� FUHDWHG� D� XQLȴHG� XQGHUVWDQGLQJ� RI� WKH� FXVWRPHU� DQG� HQULFKHG� WKH�
LQIRUPDWLRQ� LQIUDVWUXFWXUH�E\� LQFOXGLQJ� YDOXDEOH�GDWD� VXFK�DV� LQVXUDQFH� �*UHDW� (DVWHUQ� /LIH��� HTXLW\� WUDGLQJ�
�2&%&�6HFXULWLHV��DQG�VKRSSLQJ�EHKDYLRXUV��5RELQVRQV��ZLWK�DSSURSULDWH�FXVWRPHU�FRQVHQWV�RQ�FROOHFWLRQ�DQG�
XVH�RI�FXVWRPHU�GDWD�



PROFILES
Demographics, Holdings, Balances

You

• 7KH�VKDULQJ�RI�LQVLJKWV�DOORZV�XV�WR�JLYH�EDFN�WR�FXVWRPHUV�LQ�EHQHȴFLDO�ZD\V��H�J��Money 
In$ights��D�IUHH�ȴQDQFLDO�PDQDJHPHQW�SODWIRUP

• 7KLV�JLYHV�XV�RSSRUWXQLWLHV�WR�LQWURGXFH�SURGXFW�RHULQJV�WR�FXVWRPHUV

(YROXWLRQ�RI�ΖQIRUPDWLRQ�0DQDJHPHQW�$SSURDFK

ΖQVLJKW�6KDULQJ�DFURVV�WKH�9DOXH�&KDLQ

$V�LQIRUPDWLRQ�LV�D�FULWLFDO�SDUW�RI�WKH�EXVLQHVV��WKHVH�LQVLJKWV�DUH�H[WHQGHG�DFURVV�WKH�YDOXH�FKDLQ�WR�VKDUH�ZLWK�
NH\�VWDNHKROGHUV�RI�WKH�%DQN�WR�IRUJH�VWURQJHU�SDUWQHUVKLSV�DQG�EXLOG�XSRQ�WKH�GHSWK�RI�LQIRUPDWLRQ�

BEHAVIOUR
Cross-channel Transactions, Interactions

DERIVED INSIGHTS
3URSHQVLWLHV��5LVN�3URȴOHV��6HJPHQWV��3URȴWDELOLW\

ATTITUDE
Satisfaction, Net Promoter, Complaints, Social Comment

EXTERNAL RELATIONSHIP
Great Eastern Life, OCBC Securities, 
Robinsons Group

PAST 72'$<

OCBC BANK %DQNLQJ��&UHGLW�&DUG��+RPH�/RDQ��H%XVLQHVV

*UHDW�(DVWHUQ�/LIH��2&%&�6HFXULWLHV

• .H\�VXEVLGLDULHV�DUH�LQWHJUDWHG�LQWR�2&%&�%DQNȇV�FHQWUDO�DQDO\WLFV�FDSDELOLW\�DQG�KHQFH�JDLQHG�
DFFHVV�WR�DGYDQFHG�DQDO\WLFV

• 7KLV�LQFUHDVHV�2&%&�%DQNȇV�DQDO\WLFDO�FDSDELOLWLHV�ZLWKRXW�LQYHVWLQJ�KHDYLO\�LQ�DQRWKHU�GDWD�
HQYLURQPHQW

5RELQVRQV�*URXS��)DLUSULFH

• 2&%&�%DQN�VKDUHV�LWV�DQDO\WLFDO�FDSDELOLWLHV�ZLWK�SDUWQHUV�VR�WKH\�FDQ�XQGHUVWDQG�WKHLU�
FXVWRPHUV�EHWWHU

• 7KLV�GHHSHQV�UHODWLRQVKLSV�ZLWK�SDUWQHUV�E\�H[WHQGLQJ�UHVRXUFHV�WKDW�VXSSRUW�WKHLU�LQIRUPDWLRQ�
DQG�DQDO\WLFDO�QHHGV

SUBSIDIARIES

STRATEGIC
PARTNERS

OUR CUSTOMERS
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MARKETING OFFERS
CUSTOMER 

RELATIONSHIP 
AND US

7R� UHDOLVH� WKH� IXOO� SRWHQWLDO� RI� LQIRUPDWLRQ�� LW� QHHGV� WR� EH� DQDO\VHG� IRU� DFWLRQDEOH� LQVLJKWV�� :H� HYDOXDWH�
LQIRUPDWLRQ�IURP�GLVWLQFW�YLHZV��QDPHO\�WKH�0DQDJHPHQW�ΖQIRUPDWLRQ�6\VWHP��0Ζ6��WKDW�WDNHV�D�EDFNZDUG�
ORRNLQJ�YLHZ��DQG�$QDO\WLFV�WKDW�WDNHV�D�IRUZDUG�ORRNLQJ�YLHZ�

7R�SURPRWH�OHDUQLQJ�DQG�LQQRYDWLRQ��FXUUHQW�DQG�UHOHYDQW�LQIRUPDWLRQ�DUH�GLVVHPLQDWHG�DQG�PDGH�DYDLODEOH�WR�
VWD�DW�DOO�OHYHOV�RI�WKH�EDQN�YLD�PDMRU�SODWIRUPV�DQG�WHDP�EDVHG�PHFKDQLVPV�ZLWK�D�VWURQJ�FRQFXUUHQW�HPSKDVLV�
RQ�GDWD�SURWHFWLRQ��VHFXULW\�DQG�FXVWRPHU�SULYDF\��$OO�EXVLQHVV�XQLWV��SURGXFW�DQG�VHJPHQW�WHDPV�KDYH�DFFHVV�WR�
WKH�FHQWUDOLVHG�DQDO\WLFV�DQG�UHJXODU�UHSRUWV�RQ�WKH�SHUIRUPDQFH�RI�WKHLU�EXVLQHVV��

)RU�FRPPRQ�EXVLQHVV�HQTXLULHV��D�GDVKERDUGLQJ�VROXWLRQ��LQ�4OLNYLHZ��ZDV�LPSOHPHQWHG�WR�HPSRZHU�VWD�ZLWK�
DFFHVV�WR�VLPSOLȴHG�GDWD�VHWV��7KLV�HQDEOHV�WKH�SRZHU�RI�LQVLJKW�WR�EH�GLVWULEXWHG�DQG�OHYHUDJHG�E\�D�PXFK�ZLGHU�
DXGLHQFH�DQG�FXVWRPLVHG�WR�WKH�EXVLQHVV�XQLWVȇ�QHHGV�

MANAGEMENT INFORMATION SYSTEM (MIS)

7UDFNV�NH\�PHWULFV�DURXQG�ȴQDQFHV��VDOHV��VDWLVIDFWLRQ�
DQG�FXVWRPHUV�WR�EHWWHU�XQGHUVWDQG�WKH�RUJDQLVDWLRQȇV�

SHUIRUPDQFH�DJDLQVW�WDUJHWV��

$VVHVVHG�PRQWKO\�DW�%XVLQHVV�3HUIRUPDQFH�5HYLHZV�KHOG�
EHWZHHQ�VHQLRU�OHDGHUV�DQG�WKH�NH\�SURGXFW�DQG�VHJPHQW�WHDPV�

8VHV�GHHSHU�GDWD�PLQLQJ�WHFKQLTXHV��H�J��
&XVWRPHU�3URȴOLQJ��6HJPHQWDWLRQ��3UHGLFWLYH�
PRGHOOLQJ��WR�GLJHVW�LQIRUPDWLRQ�JDWKHUHG�LQ�

RUGHU�WR�SUHGLFW�WUHQGV�DQG�SRWHQWLDO�JDSV�WKDW�
FDQ�WUDQVODWH�LQWR�LQQRYDWLRQ�DQG�EXVLQHVV�

RSSRUWXQLWLHV�IRU�WKH�RUJDQLVDWLRQ�

ANALYTICS

VS

'LVWLQFW�9LHZV�IRU�ΖQIRUPDWLRQ�$QDO\VLV

ΖQIRUPDWLRQ�6KDULQJ�3ODWIRUPV

INFORMATION
SHARING

PLATFORMS

FAQ AND
SCRIPTS

INNOVATION
IDEAS

PROCESS AND
POLICIES

PEOPLE AND
TRAINING

CUSTOMER
INFORMATION

CUFFS DAILY AND 
MORNING HUDDLES

KNOWLEDGE 
MANAGEMENT

SPARKLABPRODUCT
LIBRARY

HUMAN 
RESOURCE 

INFORMATION 
SYSTEM

CUSTOMER 
RELATIONSHIP 

AND US

BRIEFINGS



(YROXWLRQ�RI�RXU�ΖQIRUPDWLRQ�3ODWIRUP�

$V�GDWD�DQDO\WLFV�PDWXUHV��PRUH�HPSKDVLV�LV�SODFHG�RQ�PRYLQJ�WRZDUGV�UHDO�WLPH�GHFLVLRQV�WKDW�DOORZ�LPPHGLDWH�
FDSWXULQJ�RI�LQIRUPDWLRQ�GXULQJ�FXVWRPHU�LQWHUDFWLRQV��7KH�520(�V\VWHP�LV�DQ�H[DPSOH�RI�LQVWDQW�LQWHOOLJHQW�
FURVV�VHOO�UHFRPPHQGDWLRQV�WKDW�VWD�PD\�XVH�EDVHG�RQ�FXVWRPHU�LQIRUPDWLRQ�FDSWXUHG�GXULQJ�WKH�DFFRXQW�
RSHQLQJ�SURFHVV��7KH�V\VWHP�GHWHUPLQHV�WKH�PRVW�DSSURSULDWH�RHU�LQ�PLOOLVHFRQGV�DQG�WKHQ�OHDUQV�IURP�WKH�
FXVWRPHU�UHVSRQVH�DERXW�ZKLFK�RHUV�WR�PDNH�QH[W�WLPH�URXQG�WR�VLPLODU�FXVWRPHUV�

7KH�HYROXWLRQ�RI�GDWD�DQDO\WLFV�KDV�WKH�SRWHQWLDO�WR�FKDQJH�DQG�VKDSH�WKH�IXWXUH�RI�RXU�EXVLQHVVȇ�RSHUDWLRQV�
DQG�ZH�KDYH�VWUXFWXUHG�D�URDGPDS�WR�HYROYH�DQG�JURZ�WKLV�LQIRUPDWLRQ�FDSDELOLW\��6RPH�RI�WKH�PDMRU�SKDVHV�
RI�JURZWK�LQ�RXU�DQDO\WLFDO�SODWIRUP�LQFOXGH�PRYLQJ�IURP�D�&)6�6LQJDSRUH�FHQWULF�PDUNHWLQJ�GDWDEDVH�WR�DQ�
2&%&�*URXS�ZLGH�DVVHW�LQFRUSRUDWLQJ�PXOWL�FRXQWU\�PDUNHWLQJ��ULVN�DQG�ȴQDQFH�LQIRUPDWLRQ��DOO�RI�ZKLFK�KDYH�
UHVXOWHG�LQ�DQ�LQFUHDVH�LQ�UHWXUQV�E\������IURP�GDWD�GULYHQ�PDUNHWLQJ�

WE IMPROVED 
ON OUR GROUP 

CAPABILITY

• ΖQWHJUDWLQJ�RWKHU�
PHPEHU�FRPSDQLHV

• 2XWVRXUFHG�VXSSRUW�
IRU�NH\�SDUWQHUV

• 5HDO�WLPH�FURVV�VHOO

2012

CAPABILITY 
WAS 

REGIONALISED

• ΖQWHJUDWLQJ�RWKHU�
FRXQWULHV

• 2VKRUH�WHDP

2008

WE WORKED ON 
MAXIMISING OUR 

TEAM’S VALUE

• 6WUHQJWKHQLQJ�WKH�
WHDP

• 9DOXH�FKDLQ�DOLJQPHQW
• 50�PRGHO�RI�

HQJDJHPHQW

2006-2008

WE BUILT
OUR CORE 

INFRASTRUCTURE

• (':
• 'DLO\�WUDQVDFWLRQV
• &DPSDLJQ�

PDQDJHPHQW
• (YHQW�GHWHFWLRQ
• 2SWLPLVDWLRQ

2004

WE HAD A STRONG 
TEAM, BUT 

LIMITED INSIGHTS

• &50�6\VWHP
• 6WURQJ�VDOHV�IRUFH
• :HDN�OHDGV
• /LPLWHG�LQVLJKWV

2001
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&)6�%HQFKPDUNLQJ�$SSURDFK

&DWHJRULHV�RI�%HQFKPDUNLQJ

COMPARISON AND
BENCHMARKING

:H�IDFLOLWDWH
LPSURYHPHQWV�WKURXJK�

TARGETED�DQG�
CONTEXTUAL 

BENCHMARKING

2&%&�%DQNȇV�FRPPLWPHQW�WR�EHQFKPDUNLQJ�ZDV�UHFRJQLVHG�ZLWK�WKH�UHFHLSW�RI�WKH�*OREDO�%HQFKPDUNLQJ�
$ZDUG������Ȃ�5XQQHU�XS�IURP�WKH�*OREDO�%HQFKPDUNLQJ�1HWZRUN��$W�&)6��ZH�DGRSW�WDUJHWHG�DQG�FRQWH[WXDO�
EHQFKPDUNLQJ�DFURVV�DOO�PDMRU�DVSHFWV�RI�RXU�EXVLQHVV� WR�HQDEOH�D�����GHJUHH�YLHZ�RI�RXU�SHUIRUPDQFH�
DJDLQVW�WKH�PDUNHW�DQG�WR�LGHQWLI\�DUHDV�IRU�IXUWKHU�LPSURYHPHQW�

TARGETED 
BENCHMARKING

TYPE

FINANCIAL 
%HQFKPDUNLQJ

&RPSDUH�RXU�UHVXOWV�DQG�EDODQFH�VKHHW�YV�FRPSHWLWLRQ�
WR�DVVHVV�RYHUDOO�FRPSHWLWLYHQHVV

• 0DUNHW�VKDUH
• &RPSHWLWRU�EDODQFH�VKHHW�EUHDNGRZQ

• %UDQFK�WLPH�DQG�PRWLRQ�VWXG\
• &RQWDFW�FHQWUH�FRVW�DQDO\VLV
• 0\VWHU\�VKRSSLQJ
• :DON�LQ�FXVWRPHU�VKRHV

• &RPSHWLWRU�SURGXFW�IHDWXUH�GDWDEDVH
• 0DUNHW�VKDUH�WUDFNLQJ

• 'DWDEDVH�RI�FRPSHWLWRU�PDUNHWLQJ�DFWLYLW\
• &;�EUDQG�WUDFNV�DQG�DG�WUDFNV��PHDVXULQJ�2&%&�

%DQN�YV�FRPSHWLWLRQ

• (PSOR\HH�(QJDJHPHQW�6XUYH\
• +HZLWW�FRPSDULVRQV�DJDLQVW�LQGXVWU\�EHVW�SUDFWLFHV

• &RPSHWLWLYH�136
• CSISG

• :DON�LQ�FXVWRPHU�VKRHV

$FWLYLW\�EHQFKPDUNLQJ�WR�FRPSDUH�FRVW��DSSURDFK�DQG�
WLPHOLQHVV�WR�LQFUHDVH�SURGXFWLYLW\

0DLQWDLQ�FRQVWDQW�DZDUHQHVV�RI�NH\�IHDWXUHV�RI�
FRPSHWLWRU�SURGXFWV�DQG�UHVSHFWLYH�PDUNHW�VKDUHV

&HQWUDOLVH�NQRZOHGJH�RQ�FRPSHWLWRU�PDUNHWLQJ�DFWLYLW\�
DQG�EHQFKPDUN�WKHLU�SHUIRUPDQFH�YV�2&%&�%DQNȇV�
DFWLYLWLHV

$VVHVV�WKH�VDWLVIDFWLRQ�DQG�LQFHQWLYHV�IRU�RXU�VWD�YV�
FRPSHWLWLRQ�WR�LPSURYH�KLULQJ�UDWHV��UHWHQWLRQ�DQG�PRUDOH

8QGHUVWDQG�WKH�H[SHULHQFH�DQG�VDWLVIDFWLRQ�GULYHUV�RI�
RXU�FXVWRPHUV�ZLWK�2&%&�%DQN�DQG�RXU�FRPSHWLWRUV

PRODUCT 
%HQFKPDUNLQJ

PROCESS 
%HQFKPDUNLQJ

PEOPLE 
%HQFKPDUNLQJ

MARKETING
%HQFKPDUNLQJ

EXPERIENCE
%HQFKPDUNLQJ

WHY HOW

COMPARISON�RI�D�VSHFLȴF�DUHD�DJDLQVW 
SPECIFIC TARGET/PEER COMPANIES

KNOWLEDGE SHARING�ZLWK�INDUSTRY DQG�EXTERNAL 
BODIES�RQ�HPHUJLQJ�BEST PRACTICES

CONTEXTUAL 
BENCHMARKING

:H�OHYHUDJH�FRPSDUDWLYH�DQG�EHQFKPDUNLQJ�LQIRUPDWLRQ�IRU�EXVLQHVV�LPSURYHPHQWV�LQ�VL[�PDMRU�FDWHJRULHV�
DQG�WKHVH�ȴQGLQJV�DUH�SXW�LQWR�SUDFWLFH�WR�HQKDQFH�LQWHUQDO�SURFHVVHV�DQG�HQKDQFH�FXVWRPHU�H[SHULHQFH�



Human re-
source Plan-
ning Employ-
ee Well-Being 
Engagement 
Learning and 
Development

$V�SDUW�RI� RXU�GULYH� WRZDUGV� FXVWRPHU�FHQWULFLW\�� WKH�%DQN� UHJXODUO\� WUDFNV� VDWLVIDFWLRQ� OHYHOV� IURP�YDULRXV�
DVSHFWV� DJDLQVW� RXU� FRPSHWLWLRQ�� 6DWLVIDFWLRQ� EHQFKPDUNLQJ� LV� SHUIRUPHG� RQ� WZR� OHYHOV� �� 7RXFKSRLQW�
([SHULHQFH�DQG�&RPSHWLWLYH�1HW�3URPRWHU�

7KLV�LV�FRQGXFWHG�DFURVV����GLHUHQW�WRXFKSRLQWV�
�VXFK�DV�FRQWDFW�FHQWUH��EUDQFKHV��HDFK�PRQWK��ΖW�
PHDVXUHV�WKH�H[SHULHQFH�D�FXVWRPHU�KDG�IROORZLQJ�
D�UHFHQW�LQWHUDFWLRQ�ZLWK�WKH�%DQN�

7KLV� LV� D� ZLGHU� LQGXVWU\� VWDQGDUG� LQ� PHDVXULQJ�
FXVWRPHUȇV�VDWLVIDFWLRQ�DQG�HQJDJHPHQW�ZLWK�WKH�
%DQN��ΖW�LV�FRQGXFWHG�PRQWKO\�WR�XQGHUVWDQG�KRZ�
WKH�PDUNHW�SHUFHLYHV�WKH�SURGXFWV�DQG�VHUYLFHV�RI�
2&%&�%DQN�FRPSDUHG�WR�ORFDO�FRPSHWLWRUV�

6DWLVIDFWLRQ�%HQFKPDUNLQJ

%HQFKPDUNLQJ�(YROXWLRQ

TOUCHPOINT EXPERIENCE COMPETITIVE NET PROMOTER

:H� KDYH� SURJUHVVLYHO\� HYROYHG� RXU� EHQFKPDUNLQJ� WR� JURZ� FDSDELOLW\� EH\RQG� SURFHVV� LPSURYHPHQW� WR�
FRYHU�PXOWLSOH�IRUPV�RI�EHQFKPDUNLQJ��LQFOXGLQJ�D�PRYH�WRZDUGV�PRUH�LPPHGLDWH�IHHGEDFN�

PROCESS 
IMPROVEMENT

Embedded into all 
Process Improvement 

projects

AD HOC

Ad hoc and 
unstructured

FINANCIAL

Quarterly 
benchmarking 

of results vs 
competitors

CUSTOMER AND 
MARKETING

Monthly tracking of 
marketing brands 
and satisfaction vs 

competitors

SOCIAL 
SENTIMENT

Daily review of 
market performance 

vs competition



Human re-
source Plan-
ning Employ-
ee Well-Being 
Engagement 
Learning and 
Development

04
PEOPLE

:H�HPSRZHU�RXU�PEOPLE

WR�GHOLYHU�H[FHOOHQFH
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HUMAN RESOURCE PLANNING

+XPDQ�UHVRXUFH�
PDQDJHPHQW�LV�

INTEGRAL to our 

EXVLQHVV�PLANNING 
SURFHVV

+XPDQ� 5HVRXUFH� �+5�� SODQQLQJ� LV� HVVHQWLDO� LQ� DOLJQLQJ� +5ȇV� QHHGV� WR� RXU� RYHUDOO� EXVLQHVV� REMHFWLYHV��
RUJDQLVDWLRQȇV� JRDOV� DQG� LQWHUQDO� JURZWK�� $V� VXFK�� WKH� +5� 5HODWLRQVKLS� 0DQDJHU� �50�� WHDP� GHYHORSV� DQG�
LPSOHPHQWV�DSSURSULDWH�+5�VWUDWHJLHV�IROORZLQJ�WKH�SURFHVV�EHORZ�

:KLOH�ZH�DGRSW�+5�SROLFLHV�DQG�SUDFWLFHV�VHW�E\�WKH�%DQNȇV�*URXS�+5��ZH�DUH�DOVR�HPSRZHUHG�ZLWK�WKH�ȵH[LELOLW\�
WR�DGMXVW�WKH�%DQNȇV�+5�SUDFWLFHV�WR�VXLW�RXU�EXVLQHVV�UHTXLUHPHQWV��ΖQ�DGGLWLRQ��WR�HQVXUH�DOLJQPHQW�RI�SODQV�
EHWZHHQ�RXU�+5�DQG�WKH�*URXS�+5ȇV��FHUWDLQ�.3ΖV�IURP�WKH�ODWWHU�DUH�LQFRUSRUDWHG�LQWR�RXU�GLYLVLRQDO�.3ΖV��VXFK�
DV�WKH�DYHUDJH�WUDLQLQJ�PDQ�GD\V�SHU�DQQXP�DQG�VWD�HQJDJHPHQW�VFRUHV�

&ULWLFDO�EXVLQHVV�REMHFWLYHV�DUH�WUDQVODWHG�LQWR�+5�UHTXLUHPHQWV�DQG�SODQV��)RU�H[DPSOH��D�WDVNIRUFH�WR�UHYLHZ�
WKH�KLULQJ�SURFHVV�IRU�IURQWOLQH�VWD�ZDV�IRUPHG�WR�LQFOXGH�PHPEHUV�IURP�+5��%UDQFK�%DQNLQJ�DQG�&XVWRPHU�
([SHULHQFH�LQ�RUGHU�WR�VXSSRUW�WKH�FULWLFDO�EXVLQHVV�REMHFWLYH�Ȋ'ULYH�6HUYLFH�([FHOOHQFHȋ�
 

7R�LPSURYH�WKH�RYHUDOO�PDQDJHPHQW�RI�+5��WKH�+5�WHDP�XVHV�WKH�IROORZLQJ�SODWIRUPV�WR�UHYLHZ�LWV�+5�SODQV�DQG�
SURYLGH�WZR�ZD\�IHHGEDFN�EHWZHHQ�+5�DQG�LWV�NH\�VWDNHKROGHUV�

5HYLHZ�RI�VWDɝQJ�SODQV�E\�WKH�
+5�5HODWLRQVKLS�0DQDJHU��50��
WHDP�DJDLQVW�RUJDQLVDWLRQDO�
SULRULWLHV�WKURXJK�WKH�

• &)6�6WUDWHJLF�7KUXVWV
• &)6���<HDU�3ODQ
• &)6�$QQXDO�2SHUDWLQJ�3ODQ

5HJXODU�HYDOXDWLRQ�RI�
FKDQJLQJ�FRQGLWLRQV�DQG�
VKRUW�WHUP�VWDɝQJ�FKDOOHQJHV�
WKURXJK�SODWIRUPV�VXFK�DV�

• &RUH�7HDP�PHHWLQJ
• &)6�/HDGHUVKLS�7HDP�PHHWLQJ
• %XVLQHVV�3HUIRUPDQFH�5HYLHZV
• 'LDORJXH�ZLWK�&)6�VHQLRU�OHDGHUV

+5�50�WHDP�XVHV�WKH�
LQIRUPDWLRQ�WR�V\VWHPDWLFDOO\�

LGHQWLI\�ZRUNSODFH�
LPSOLFDWLRQV�DQG�GHYHORS�
DSSURSULDWH�+5�VWUDWHJLHV�
DQG�SODQV�WR�PHHW�&)6ȇ�

FULWLFDO�EXVLQHVV�REMHFWLYHV

+5�6WUDWHJ\�'HYHORSPHQW�$SSURDFK

FREQUENCY

ON-GOING • +5�50�HPEHGGHG�LQWR�EXVLQHVV

• &RUH�7HDP�PHHWLQJ
• &)6�/HDGHUVKLS�7HDP�PHHWLQJ
• %XVLQHVV�3HUIRUPDQFH�5HYLHZ
• +5�GLUHFW�UHSRUW�PHHWLQJ

• 'LYLVLRQDO�7DOHQW�5HYLHZ�&RPPLWWHH

• +5�7DOHQW�5HYLHZ�&RPPLWWHH

• ([FHSWLRQDO�7DOHQW�&RPPLWWHH
• &)6�/HDGHUVKLS�2VLWH
• +5�6HUYLFH�ΖQGH[�VXUYH\
• (66�VXUYH\

MONTHLY

QUARTERLY

HALF-YEARLY

ANNUALLY

PLATFORM

7ZR�:D\�)HHGEDFN�RQ�+5
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STAFF ENGAGEMENT

:H�HPSOR\
INNOVATIVE 
VWUDWHJLHV�WR�

GHHSHQ�STAFF 
ENGAGEMENT

$VVHVVLQJ�(QJDJHPHQW�6WUDWHJ\�(HFWLYHQHVV

7R�VXSSRUW�VWD�HQJDJHPHQW�LQ�OLQH�ZLWK�WKH�RUJDQLVDWLRQȇV�REMHFWLYHV��IRXU�EURDG�VWUDWHJLHV�DUH�H[HFXWHG�
E\�HPSOR\LQJ�D�UDQJH�RI�PHFKDQLVPV�WR�HQFRXUDJH�ZLGHU�DQG�GHHSHU�LQYROYHPHQW�RI�VWD�LQGLYLGXDOO\�DQG�
RU�LQ�D�WHDP��

MECHANISM APPROACH PERFORMANCE 
INDICATORS

ENGAGEMENT 
STRATEGY

SENIOR 
MANAGEMENT 

COMMUNICATION

INNOVATION 
352-(&7�

INITIATIVES

FINANCIAL 
PARTICIPATION

REPRESENTATIVE 
PARTICIPATION

0DQDJHPHQW�DFWV�DV�
UROH�PRGHOV�ZKHQ�WKH\�
FRPPXQLFDWH�WR�VWD�DERXW�
FXUUHQW�SHUIRUPDQFH�DQG�
IXWXUH�FKDOOHQJHV

ΖQLWLDWLYHV�WKDW�HQJDJH�VWD�
NQRZOHGJH��H[SHUWLVH�DQG�
FUHDWLYLW\�IRU�GHVLJQLQJ�DQG�
LPSOHPHQWLQJ�LQQRYDWLRQV

/LQNLQJ�LQGLYLGXDO�VWDȇV�DQG�
GHSDUWPHQWVȇ�PRQHWDU\�
UHZDUGV�WR�WKH�SHUIRUPDQFH�
RI�WKH�GLYLVLRQ�DV�D�ZKROH

6WD�SDUWLFLSDWLRQ�LQ�
RUJDQLVLQJ�GLYLVLRQ�ZLGH�
HYHQWV

7RS�GRZQ

7RS�GRZQ�DQG�
ERWWRP�XS

7RS�GRZQ

7RS�GRZQ�DQG�
ERWWRP�XS

3URMHFW�
LPSURYHPHQW�JRDOV

9DULDEOH�%RQXV�
'HIHUUHG�6KDUHV�
SDUWLFLSDWLRQ�UDWH

1XPEHU�RI�
SDUWLFLSDQWV�LQ�HDFK�
HYHQW

/RQJ�WHUP�ΖQFHQWLYH�
3ODQ��'HIHUUHG�
6KDUHV���2SWLRQV�

1XPEHU�RI�
SDUWLFLSDQWV�RQ�
��VLJPD�JUHHQ�EHOW�
SURMHFWV

6WD�6KDUH�3XUFKDVH�
3ODQ�SDUWLFLSDWLRQ�UDWH

1XPEHU�RI�SURMHFWV

ESS Communication 

'ULYHU�6FRUH
• &)6�.LFN�R�0HHWLQJ
• 7RZQKDOO�PHHWLQJ
• &)6�/HDGHUVKLS�RVLWH
• (PDLOV�E\�*URXS�&)6�+HDG�

DQG�&)6�6LQJDSRUH�+HDG

• +RVKLQ�SODQQLQJ
• &URVV�IXQFWLRQDO�WHDPV�

DQG�FURVV�IXQFWLRQDO�
SURMHFW�FRPPLWWHHV

• *UHHQ�EHOW�SURMHFWV

• 6DOHV�ΖQFHQWLYH�6FKHPH
• ESPP

• 9DULDEOH�%RQXV
• 'HIHUUHG�6KDUHV
• /RQJ�WHUP�ΖQFHQWLYH�3ODQ

• &RPPLWWHHV�IRU�WKH�
UHVSHFWLYH�&)6�HYHQWV

DESCRIPTION



/HDUQLQJ�DQG�'HYHORSPHQW��/	'��)UDPHZRUN

STAFF LEARNING
AND DEVELOPMENT

:H�VWULYH�WR�BUILD a 

FXOWXUH�RI continuous 

LEARNING DQG�
IMPROVEMENT

$�VWURQJ�HPSKDVLV� LV�SODFHG�RQ�JURZLQJ�DQG�GHYHORSLQJ�VWD� WR�PHHW�&)6ȇ�FULWLFDO�EXVLQHVV�REMHFWLYHV��2XU�
/HDUQLQJ�DQG�'HYHORSPHQW��/	'��SURFHVV�RSHUDWHV�XQGHU�WKH�IROORZLQJ�IRXU�VWHS�IUDPHZRUN�

&)6�&ULWLFDO
Business
2EMHFWLYHV

DESIGN AND 
DEVELOPMENT

IMPLEMENTATION

EVALUATION 
AND REVIEW

NEEDS ANALYSIS 
AND PLANNING

$IWHU�LGHQWLI\LQJ�OHDUQLQJ�QHHGV��OHDUQLQJ�VROXWLRQV�DUH�GHOLYHUHG�WR�ERWK�QHZ�DQG�H[LVWLQJ�VWD�WR�SUDFWLFDOO\�DSSO\�
LQ�WKHLU�UHVSHFWLYH�UROHV��7KHVH�SUDFWLFHV�LQFOXGH�

'LVFXVVLRQ�
EHWZHHQ�&)6�
+2'V�DQG�/	'�
GHSDUWPHQW

)HHGEDFN�
IURP�VWD�DQG�
PDQDJHUV

3RVW�WUDLQLQJ�
HYDOXDWLRQ�E\�

VWD

0\VWHU\�
VKRSSLQJ�

DQG�LQGXVWU\�
EHQFKPDUNV

:ULWWHQ�WHVWV�
DQG�VLPXODWLRQV

&XVWRPHU�
satisfaction 

VXUYH\
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7KURXJK�RXU�WUDLQLQJ�SURJUDPPHV�DQG�OHDUQLQJ�URDGPDS��ZH�VWULYH�WR�EXLOG�D�FXOWXUH�RI�FRQWLQXRXV�OHDUQLQJ�
DQG�LPSURYHPHQW��6RPH�UHFHQW�LPSURYHPHQWV�LQFOXGH�WKH�ODXQFK�RI�DQ�RQOLQH�VHOI�VHUYLFH�OHDUQLQJ�SRUWDO��D�
PRELOH�HYDOXDWLRQ�DSS��DQG�WKH�2&%&�&DPSXV��D�6���0�GHGLFDWHG�WUDLQLQJ�IDFLOLW\�IRU�RXU�VWD�LQ�WKH�&HQWUDO�
%XVLQHVV�'LVWULFW��:H�EHOLHYH�LQ�GHYHORSLQJ�DQG�UHWDLQLQJ�WKH�GLYHUVH�WDOHQWV�WKDW�ZH�KDYH�WKURXJK�D�VWUXFWXUHG�
7DOHQW�0DQDJHPHQW�IUDPHZRUN��7KH�%DQN�XVHV�WKH����������SULQFLSOH�WR�GHYHORS�LWV�WDOHQW�

70

20

10
FORMAL 

CLASSROOM 
TRAINING

FEEDBACK
LQFOXGLQJ�FRDFKLQJ�

DQG�PHQWRULQJ

LEADERSHIP 
DEVELOPMENT
RQ�WKH�MRE

10�

20�

70�

���������3ULQFLSOH

• 1HZ�VWD�KDYH�WR�FRPSOHWH�D�VHULHV�RI�OHDUQLQJ�WRSLFV�
DQG�D�UROH�EDVHG�IXQFWLRQDO�RQ�ERDUGLQJ�WUDLQLQJ�
SURJUDPPH�DW�WKH�2&%&�&DPSXV�LQ�D�PRFN�XS�EUDQFK�
HQYLURQPHQW��IROORZHG�E\�D�GHSOR\PHQW�DVVHVVPHQW

• 1HZ�VWD�FDQ�JHW�IDPLOLDU�ZLWK�WKH�EUDQFKȇV�SURFHVVHV�XVLQJ�
D�FKHFNOLVW

• 6WD�DUH�HQFRXUDJHG�WR�IROORZ�D���\HDU�VWUXFWXUHG�
OHDUQLQJ�URDGPDS�DQG�D�FRPSUHKHQVLYH�VHUYLFH�WUDLQLQJ�
SODQ�ZLWK�LQWHUDFWLYH�SURJUDPPHV�

• 6WD�DUH�HQFRXUDJHG�WR�LQLWLDWH�RZQ�OHDUQLQJ�WKURXJK�DQ�
RQOLQH�VHOI�VHUYLFH�OHDUQLQJ�SRUWDO�

• %DQN�RHUV�ERQG�IUHH�VSRQVRUVKLSV�IRU�FRXUVHV�OHDGLQJ�
WR�&HUWLȴFDWH��'LSORPD��'HJUHH�RU�0DVWHUV�TXDOLȴFDWLRQV

NEW 
EMPLOYMENT

DURING
EMPLOYMENT

/HDUQLQJ�ΖQWHUYHQWLRQV

• 3RVW�WUDLQLQJ�HYDOXDWLRQ to 

GHWHUPLQH�WUDLQLQJ�HHFWLYHQHVV
• 2EVHUYDWLRQ�WR�HYDOXDWH�VWDȇV�

DELOLW\�WR�DSSO\�WKHLU�OHDUQLQJV�RQ�
WKH�MRE

• ΖQGXVWU\�EHQFKPDUN�to 

PDLQWDLQ�LQGXVWU\�VWDQGDUGV�LQ�
RXU�WUDLQLQJ�FXUULFXOXP

• 2XWFRPH�PHDVXUH�of training 

HHFWLYHQHVV�XVLQJ�FXVWRPHU�
VDWLVIDFWLRQ�DQG�VDOHV�SURGXFWLYLW\

EVALUATION AND REVIEW

1HZ�VWD�DUH�SXW�WKURXJK�D�VHULHV�RI�FRPSXOVRU\�OHDUQLQJ�DQG�WUDLQLQJ�SURJUDPPHV�WR�GHYHORS�WKH�ULJKW�VNLOOV�
DQG�HQULFK�WKHLU�MRXUQH\�ZLWK�2&%&�%DQN��



2XU�7DOHQW�0DQDJHPHQW�)UDPHZRUN�FRQVLVWV�RI�D�SURFHVV�ZLWK�IRXU�VWDJHV���$FTXLULQJ��Assessing��Developing 
DQG�5HWDLQLQJ�RXU�WDOHQWV��3HUIRUPDQFH�IRU�HDFK�VWDJH�LV�PHDVXUHG�WKURXJK�7DOHQW�0DQDJHPHQW�.3ΖV�

&)6�6LQJDSRUH�7DOHQW�0DQDJHPHQW�)UDPHZRUN

CRITICAL POSITIONS

TALENT MANAGEMENT PROCESS

• ΖQWHUQVKLS�3URJUDPPH
• 3RVW�*UDGXDWH�0DQDJHPHQW�

$VVRFLDWH��3*0$��DQG�)UHVK�
*UDGXDWH�0DQDJHPHQW 
$VVRFLDWH��)*0$�

• 5DQNLQJ�([FHUFLVH
• ��%R[

• ���������3ULQFLSOH

ACQUIRE
SOURCES

ASSESS

DEVELOP

RETAIN

LEADERSHIP BENCH STRENGTH IN CRITICAL POSITIONS

• ΖQWHUQDO�-RE�3RUWDO��Ζ-3�
• ([WHUQDO�+LUHV
• *UDGXDWHV�([HFXWLYH 

3URJUDPPH��*(3�
• <RXQJ�%DQNHUV�3URJUDPPH��<%3�

• 3URMHFWV�Ȃ�XQGHUWDNH�UHDO�EXVLQHVV�
FKDOOHQJHV

• ����IHHGEDFN

ΖQYHVWPHQW�*ULG

7D
OH
QW
�0

DQ
DJ

HP
HQ

W�
.
3Ζ
V

&)
6�
6W
UD
WH
JL
F�
7K

UX
VW
V�
DQ

G�
&U
LW
LF
DO
�%
XV

LQ
HV
V�
2
EM
HF

WL
YH

V

Division 
7DOHQW�5HYLHZ�
&RPPLWWHH

+5�7DOHQW�
5HYLHZ

CFS Core 
7HDP

([FHSWLRQDO�
7DOHQW�

&RPPLWWHH
Group HR

0DQDJHPHQW�
$VVRFLDWHV�DQG�
Young Bankers
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STAFF WELL-BEING
AND SATISFACTION

A HEALTHY DQG�
ENGAGED ZRUNIRUFH�
LV�D�FRUQHUVWRQH�WR�RXU�

SUCCESS

$W�&)6��ZH�ȴUPO\�EHOLHYH�WKDW�KDYLQJ�D�KHDOWK\�DQG�HQJDJHG�ZRUNIRUFH�ZLWK�D�KDUPRQLRXV�ZRUNLQJ�UHODWLRQVKLS�
ZLWK�RXU�VWD�DQG�XQLRQV�LV�D�FRUQHUVWRQH�WR�RXU�RUJDQLVDWLRQȇV�VXFFHVV��:KLOH�PDQ\�IDFWRUV�DHFW�VWD�ZHOO�
EHLQJ�DQG�VDWLVIDFWLRQ��VSHFLDO�DWWHQWLRQ�LV�JLYHQ�WR�VL[�NH\�GULYHUV�WKDW�DUH�LGHQWLȴHG�WR�KDYH�D�GLUHFW�LPSDFW�
RQ�VWD�ZHOO�EHLQJ�DQG�VDWLVIDFWLRQ�

LEADERSHIP

Open and Honest 
Communication

Job Expectations and Induction

Equitable Reward System

Development and Growth
Physical and 

Emotional Well-Being

��.H\�'ULYHUV�IRU�6WD�:HOO�%HLQJ�DQG�6DWLVIDFWLRQ

3UDFWLFHV� WR� IRVWHU�D�JUHDW�ZRUNLQJ�UHODWLRQVKLS�EHWZHHQ�VWD�EHJLQ�DW� WKH�KLULQJ�VWDJH�ZKHUH�D�FDQGLGDWHȇV�
MRE�H[SHFWDWLRQV�DUH�PDQDJHG��'XULQJ�LQWHUYLHZV��WUDQVSDUHQF\�LV�HVWDEOLVKHG�WR�SUHVHQW�ERWK�IDYRXUDEOH�DQG�
XQIDYRXUDEOH� DVSHFWV� RI� WKH� MRE� WR� SRWHQWLDO� FDQGLGDWHV��8SRQ� MRLQLQJ� WKH�%DQN�� QHZ� VWD� DUH� UHTXLUHG� WR�
FRPSOHWH�D�VHULHV�RI�FRPSXOVRU\�OHDUQLQJ�DQG�WKURXJKRXW�WKHLU�HPSOR\PHQW�DW�WKH�%DQN��WKH\�DUH�SURYLGHG�D�
UDQJH�RI�OHDUQLQJ�RSSRUWXQLWLHV�IRU�WKHLU�JURZWK�DQG�GHYHORSPHQW�

7R�PRWLYDWH�RXU�VWD��D�SD\�IRU�SHUIRUPDQFH�UHZDUGV�V\VWHP�LV�DGRSWHG�WR�RHU�ERWK�ȴQDQFLDO�DQG�QRQ�ȴQDQFLDO�
UHZDUGV� IRU�ERWK�EDUJDLQDEOH� DQG�H[HFXWLYH� VWD��*LYHQ� WKH�PXOWL�JHQHUDWLRQDO�ZRUNIRUFH� LQ�&)6�� D�KROLVWLF�
DSSURDFK�LV�WDNHQ�WR�PHHW�VWDȇV�SK\VLFDO�DQG�HPRWLRQDO�QHHGV��2YHU�WKH�\HDUV��WKH�%DQN�KDV�LQYHVWHG�KHDYLO\�
LQ�WKH�IROORZLQJ�IDFLOLWLHV�DQG�HYHQWV�

• 2&%&�5HFUHDWLRQ�&OXEKRXVH�ZLWK�LWV�RZQ�ODFWDWLRQ�URRPV
• +ROLGD\�EXQJDORZV�LQ�6LQJDSRUH�DQG�0DOD\VLD
• :RUNSODFH�FKLOGFDUH�IDFLOLWLHV���WKH�RQO\�EDQN�LQ�6LQJDSRUH�WKDW�RHUV�RQVLWH�FKLOGFDUH�IDFLOLWLHV
• 2&%&�&\FOH

$SDUW�IURP�HQJDJLQJ�VWD�DW�WKHVH�OHYHOV��WZR�LQ�KRXVH�XQLRQV�DUH�LQ�SODFH�WR�KHOS�PHHW�WKH�QHHGV�RI�VWD��7KH�
%DQN�PDLQWDLQV�DQ�RSHQ�DQG�KRQHVW�GLDORJXH�ZLWK�WKHP�WR�HQVXUH�WKDW�WKH\�DUH�NHSW�DEUHDVW�RI�HYHQWV�WKDW�PD\�
LPSDFW�WKHLU�PHPEHUV�H�J��FKDQJHV�LQ�ZRUNLQJ�SDWWHUQV�DQG�DOORZDQFHV��



(66�$FWLRQ�3ODQQLQJ�$SSURDFK

STAFF SATISFACTION

ΖQ�RUGHU�WR�DVVHVV�VWD�HQJDJHPHQW�DQG�VDWLVIDFWLRQ��D�UDQJH�RI�PHWKRGV�DQG�PHDVXUHPHQW� LQGLFDWRUV�DUH�
HPSOR\HG�WR�GHWHUPLQH�WKH�VXFFHVV�RI�WKH�LQLWLDWLYHV�WKDW�KDYH�EHHQ�LPSOHPHQWHG��2QH�VXFK�ZD\�RI�PHDVXULQJ�
VWD�HQJDJHPHQW�LV�YLD�WKH�(PSOR\HH�6DWLVIDFWLRQ�6XUYH\��(66��ZKLFK�LV�FDUULHG�RXW�HYHU\�\HDU�

Annual Employee 
Satisfaction Survey 

(ESS)

Annual Survey 
results are shared 
with senior leaders 
in early January for 
them to plan and 
execute divisional 
and departmental 

ESS action plans for 
the year

Each department 
appoints a 

Department 
Communications 

Manager (DCM) to 
develop the ESS 

action plans

DCM analyses and 
shares the ESS 

UHVXOWV�ZLWK�DOO�VWD

DCM carries out 
focus groups and 
group discussions 
to decide on the 

most appropriate 
ways to drive 

the engagement 
GULYHUV�LGHQWLȴHG�
by the division or 

department
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ΖQLWLDWLYHV�E\�*URXS�+5

$W�WKH�SROLF\�OHYHO��*URXS�+5�ZLOO�GHFLGH�RQ�WKH�QHZ�LQLWLDWLYHV�EDVHG�RQ�VWD�IHHGEDFN��7KHVH�LQLWLDWLYHV�DUH�
WKHQ�SUHVHQWHG�WR�WKH�%DQNȇV�0DQDJHPHQW�&RPPLWWHH�IRU�DSSURYDO�EHIRUH�WKH\�DUH�LPSOHPHQWHG�EDQN�ZLGH�

PSLE LEAVE 
ACCOMMODATION SCHEME

• /DXQFKHG�LQ�����
• )RU�VWD�WR�SURYLGH�WXWRULDO�RU�PRUDO�VXSSRUW�WR�WKHLU�FKLOGUHQ�WDNLQJ�WKH�36/(�

H[DPLQDWLRQV

CAREER BREAK 
LEAVE POLICY

• /DXQFKHG�LQ�����
• )RU�VWD�ZKR�ZLVK�WR�WDNH�D�VKRUW�WHUP�EUHDN�IURP�ZRUN�WR�UHFKDUJH�DQG�UH�HQHUJLVH�

WKHPVHOYHV�ZLWK�WKH�DVVXUDQFH�WKDW�WKH\�FDQ�UHWXUQ�WR�WKHLU�FXUUHQW�MRE

MY FLEXI-HOUR
POLICY 

• /DXQFKHG�LQ�����
• 3URPRWHV�EHWWHU�ZRUN�OLIH�LQWHJUDWLRQ

REDUCTION OF MINIMUM 
SERVICE TENURE

• 7KH�PLQLPXP�VHUYLFH�WHQXUH�IRU�DQ�ΖQWHUQDO�-RE�3RVWLQJ�ZDV�UHGXFHG�IURP����
PRQWKV�WR����PRQWKV�IRU�WKH�UDQNV�RI�0DQDJHU�DQG�EHORZ�WR�HQDEOH�JUHDWHU�ȵH[LELOLW\�
IRU�VWD�WR�JDLQ�H[SRVXUH�LQ�GLHUHQW�UROHV�ZLWKLQ�WKH�EDQN

$VVHVVLQJ�6WD�:HOO�%HLQJ�DQG�6DWLVIDFWLRQ

7KH�RYHUDOO�DSSURDFK�WR�HQKDQFH�VWD�ZHOO�EHLQJ�DQG�VDWLVIDFWLRQ�LV�UHYLHZHG�DQQXDOO\�DW�GLHUHQW�OHYHOV�
DQG�SODWIRUPV�

STAFF WELL-BEING AND SATISFACTION 
INDICATORS

STAFF ENGAGEMENT SCORES (OVERALL AND KEY DRIVERS)

FAMILY-ORIENTED HR PRACTICES PARTICIPATION RATE

NUMBER OF STAFF GRIEVANCES

CSR ACTIVITIES/OCBC BANK’S SPORTS EVENT 
PARTICIPATION RATE

STAFF TURNOVER RATE

ASSESSMENT MECHANISM

• 6WD�6DWLVIDFWLRQ�6XUYH\�>$QQXDO@

• /HDYH�PDQDJHPHQW�V\VWHP�>$QQXDO@

• )RUPDO�PHHWLQJ�EHWZHHQ�PDQDJHPHQW�DQG�XQLRQV

• 'LYLVLRQ�&65�&RPPLWWHH�SDUWLFLSDWLRQ�7HPSODWH�>0RQWKO\@

• ΖQGXVWU\�FRPSDULVRQ�>$QQXDO@
• 3HUIRUPDQFH�UDWLQJ�UDQNLQJ�H[HUFLVH�>+DOI�\HDUO\@
• ([LW�ΖQWHUYLHZ�>0RQWKO\@



Innovation 
Processes, 

Process Man-
agement & 

Improvement 
Supplier and 
Parnership

STAFF PERFORMANCE 
AND RECOGNITION

Our REWARD DQG�
RECOGNITION 

PHFKDQLVPV�
GULYH�WKH�ULJKW�

BEHAVIOURS

7KH� SHUIRUPDQFH� PDQDJHPHQW� SKLORVRSK\� RI� 2&%&� %DQN� LV� GHVLJQHG� WR� SURPRWH� LQGLYLGXDO� DFFRXQWDELOLW\��
GULYH�WKH�ULJKW�EHKDYLRXUV�LQ�D�KLJK�SHUIRUPDQFH�RUJDQLVDWLRQ�E\�DWWULEXWLQJ�SHUIRUPDQFH�WR�GLUHFW��PHDQLQJIXO�
RXWFRPHV�� 7KLV� LV� NQRZQ� DV� WKH� (PSOR\HH�3HUIRUPDQFH�0DQDJHPHQW� 3URFHVV� �H303���2XU� RUJDQLVDWLRQ� DOVR�
DGRSWV�D�EURDG�UDQJH�RI�UHZDUG�DQG�UHFRJQLWLRQ�PHFKDQLVPV�WR�GULYH�DSSURSULDWH�VWD�EHKDYLRXUV�

H303 5HZDUGV�DQG�5HFRJQLWLRQ�6\VWHP

OCBC BANK’S MISSION
GROUP HR PURPOSE
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VISIONS, GOALS AND KEY 

INITIATIVES

ORGANISATIONAL AND
STAFF GROWTH

RANKING EXERCISE
• 'HSDUWPHQW
• 'LYLVLRQ

TOTAL REWARDS
• )LQDQFLDO
• 1RQ�)LQDQFLDO

DIVISION GOALS

DEPARTMENT GOALS

INDIVIDUAL GOALS

PERFORMANCE
2EMHFWLYHV

PERFORMANCE
&RPSHWHQF\

FINANCIAL 
(PERFORMANCE 

RELATED)

ΖQGLYLGXDO�PHULW�LQFUHPHQW�>$QQXDO@

9DULDEOH�%RQXV��'HIHUUHG�6KDUHV��>$QQXDO@

/RQJ�WHUP�ΖQFHQWLYH��'HIHUUHG�6KDUHV���

6KDUH�2SWLRQV��>$QQXDO@

6DOHV�ΖQFHQWLYH�6FKHPH�>0RQWKO\�4XDUWHUO\@

5HWHQWLRQ�%RQXV�>$QQXDO@

6327�$ZDUG�>$V�DQG�:KHQ@

3LQQDFOH�6DOHV�DQG�6HUYLFH�$ZDUG�>$QQXDO@

([FHOOHQW�6HUYLFH�$ZDUG��(;6$��>$QQXDO@

&KDLUPDQȇV�*(0�6HUYLFH�$ZDUG�>$QQXDO@

&(2�4XDOLW\�$ZDUG�>$QQXDO@

/RQJ�6HUYLFH�$ZDUG�>$QQXDO@

'LYLVLRQ�ZLGH�&HOHEUDWLRQ�>(YHQW�GULYHQ@

'HSDUWPHQW�FHOHEUDWLRQ�>(YHQW�GULYHQ@

3V\FKLF�UHFRJQLWLRQ��H�J��SUDLVH�E\�

LPPHGLDWH�VXSHUYLVRU��>'DLO\@

REWARDS AND 
RECOGNITION 

CATEGORY
MECHANISM

RECOGNITION

NON-FINANCIAL
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Processes, 

Process Man-
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Improvement 
Supplier and 
Parnership

05
PROCESSES

2XU�UREXVW PROCESSES

OHDG�WR�UHYROXWLRQDU\�LQQRYDWLRQV
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INNOVATION PROCESSES

:H�FUHDWH�
BUSINESS 

VALUE�WKURXJK�
INNOVATION

:H�EHOLHYH�WKDW�LQQRYDWLRQ�LV�QRW�D�VWDQG�DORQH�PDQDJHPHQW�SURFHVV�EXW�D�ZD\�RI�ZRUNLQJ�ZKLFK�KLQJHV�RQ�QHZ�
DQG�VXSHULRU�FXVWRPHU�LQVLJKWV��7KLV�DSSURDFK�KDV�KHOSHG�XV�WR�FUHDWH�EXVLQHVV�YDOXH�DQG�D�VWURQJ�WUDFN�UHFRUG�
RI�LQQRYDWLRQV�WR�GHOLYHU�RQ�RXU�EXVLQHVV�VWUDWHJLHV��

2&%&�FRP 3D\�DQ\�FDUG

Money In$ights6FDQ�DQG�3D\

)5$1.�E\�
OCBC

/LWH�EUDQFKHV�#�
178&�)DLU3ULFH

/LWH�EUDQFKHV
#�5RELQVRQV

%DE\�%RQXV�
&'$�$FFRXQW

���PLQ�KRPH�
ORDQ�DSSURYDO

Ȋ5HODWLRQVKLS�2SHQLQJ�
0DGH�(DV\ȋ��520(�

��KRXU�FUHGLW�OLQH�
DSSURYDO &DVK�LQ���PLQXWHV

���VHF�RQOLQH�DSSURYDO�
IRU�FUHGLW�FDUGV

)1$�RQ�520(�
V\VWHP ����$FFRXQW

3DSHUOHVV�$FFRXQW�
2SHQLQJ�RQ 

520(�V\VWHP

&DVKȵR�&UHGLW�&DUG

0RUWJDJH�3URWHFWRU�
$GYDQWDJH

%OXH�&KLS 

ΖQYHVWPHQW�3ODQ
&U\VWDO�0DUN��
3ODLQ�(QJOLVK

3OXV��9LVD�
3D\:DYH�&DUG

6XQGD\�%DQNLQJ�
DQG�0LJKW\�6DYHU�

Account

6XSHUPDUNHW�%DQNLQJ��
$70V�LQ�VXSHUPDUNHW

(YROXWLRQ�RI�&)6�ΖQQRYDWLRQ�XS�WR�����

20112007 - 2010 2012 2013

6XQGD\�#�2&%&�
�UHODXQFK�

1VW

1VW

1VW

1VW

1VW

1VW

1VW

1VW

1VW1VW

1VW

1VW

1VW

1VW
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ΖQQRYDWLRQ�LV�HPEHGGHG�LQWR�RXU�FRUH�GHYHORSPHQW�RI�SURGXFWV�DQG�VHUYLFHV�E\�OHYHUDJLQJ�RQ�WKUHH�V\VWHPDWLF�
LQQRYDWLRQ�SURFHVVHV�Ȃ�CFS Design Thinking��6L[�6LJPD�'0$Ζ&�DQG�9LVXDO�3URWRW\SLQJ�&R�GHYHORSPHQW�

&)6�'HVLJQ�7KLQNLQJ�$SSURDFK

RESEARCH

0XOWL�GLVFLSOLQDU\�
DQG�PXOWL�
LQGXVWU\�UHVHDUFK

STAFF

9RLFH�RI�
FXVWRPHUV

CUSTOMERS

PARTNERS

SUPPLIERS

PROTOTYPING 
AND 

VALIDATING

)RUPXODWH�FRQFHSWV�
DQG�PDNH�SURWRW\SHV� 
UHȴQH�FRQFHSWV

&XVWRPHUV�IHHGEDFN�
YLD�([SHULHQFH�ODE

9RLFH�RI�SDUWQHUV

9RLFH�RI�VXSSOLHUV 9RLFH�RI�VXSSOLHUV

LAUNCH

3UHSDUH�DQG�
FRPPXQLFDWH�WKH�
ODXQFK�WR�VWDNHKROGHUV

$VVLVW�WKH�ODXQFK

'HOLYHU�WKH�FRQWUDFW

$VVLVW�WUDFNLQJ�
FXVWRPHU�UHVSRQVH

TRACK

7UDFN�DQG�UHYLHZ�
EXVLQHVV�DQG�FXVWRPHU�
YDOXH�JHQHUDWHG

&XVWRPHU�
HQGRUVHPHQW

IMPROVE

ΖPSURYH�WKH�
SURGXFW�DQG�
VHUYLFH

&XVWRPHU�IHHGEDFN

1. CFS Design Thinking for Product and Service Innovation

Three Systematic Innovation Processes

7KLV�DSSURDFK�ZDV�GHYHORSHG�LQ������WR�UHYROXWLRQLVH�WKH�ZD\�SURGXFWV�DQG�VHUYLFHV�DUH�GHYHORSHG�LQ�RUGHU�
WR�FRQVLVWHQWO\�GHOLYHU�H[FHSWLRQDO�FXVWRPHU�H[SHULHQFH��ΖW�UHOLHV�RQ�FUHDWLQJ�VXSHULRU�FXVWRPHU�LQVLJKWV�DFUoss 

WKH� SURGXFW� YDOXH� FKDLQ�� OHYHUDJLQJ� LGHDV� IURP� RWKHU� LQGXVWULHV� DQG� VXEVHTXHQW� WHVWLQJ�� SURWRW\SLQJ� DQG�
UHȴQHPHQW��7KLV�DSSURDFK�DOVR�JLYHV�SURPLQHQFH�WR�WKH�FXVWRPHU�DW�WKH�LQQRYDWLRQ�VWDJH�DQG�HQDEOHV�D�FR�
FUHDWLRQ�RI� SURGXFWV� DQG� VHUYLFHV�ZLWK� FXVWRPHUV� WKDW� EUHDNV� DZD\� IURP� WKH� ȊEDQNHU�GHVLJQV�SURGXFW� IRU�
FXVWRPHUȋ�PRGHO�

$SSO\LQJ�WKH�&)6�'HVLJQ�$SSURDFK�LQ�WKH�:RUNVSDFH

STAKEHOLDERS



)5$1.� E\� 2&%&� DGRSWHG� WKH� &)6� 'HVLJQ� 7KLQNLQJ�
DSSURDFK� E\� GHHSO\� LQYROYLQJ� WKH� WDUJHW� FXVWRPHU��
\RXWK�� LQ� WKH� GHVLJQ� SURFHVV� DQG� FRQWLQXLQJ� WR�
WUDFN� DQG� LPSURYH� RQ� WKH� EUDQGȇV� RHULQJV� DIWHU� LWV�
LPSOHPHQWDWLRQ�� 7KLV� XQLTXH� H[SHULHQFH� HDUQHG� XV�
VHYHUDO�LQWHUQDWLRQDO�DZDUGV��LQFOXGLQJ��

• 0RVW� ΖQQRYDWLYH� LQ�&XVWRPHU�([SHULHQFH�$ZDUG�
������E\�)LQDQFLDO�ΖQVLJKWV���

• &KDQQHO� ([FHOOHQFH� LQ� %UDQFK� %DQNLQJ� $ZDUG�
������E\�%DQNLQJ�DQG�3D\PHQW�$VLD���

• %UDQFK� ΖQQRYDWLRQ� RI� WKH� <HDU� Ȃ� *ROG� ���� 

�E\�$VLDQ�%DQNLQJ�DQG�)LQDQFH�5HWDLO�%DQNLQJ�$ZDUG�

'HHS�LQYROYHPHQW 
RI�FXVWRPHUV�LQ 

WKH�GHVLJQ�SURFHVV�RI 
FRANK by OCBC

1

2

3
4

• 7KURXJK�3URMHFW�5HYROXWLRQ�LQ�������\RXWKV�ZHUH�WLJKWO\�HQJDJHG�IURP�WKH�HDUOLHVW�SKDVH�RI�
WKH�SURFHVV

• 7KHLU�QHHGV�DQG�WKRXJKWV�ZHUH�VROLFLWHG�WKURXJK�YDULRXV�FKDQQHOV�DQG�WKHLU�EHKDYLRXU�ZDV�
FORVHO\�REVHUYHG

• $�WHDP�RI�&)6�VHQLRU�OHDGHUV�HPEDUNHG�RQ�D�EHQFKPDUNLQJ�WULS�WR�VHHN�LQVSLUDWLRQ�IURP�
\RXWK�IRFXVHG�UHWDLO�VWRUHV�LQ�(XURSH�IRU�LGHDV�WR�GHYHORS�WKH�)5$1.�GHVLJQ�FRQFHSW

• 7KH�FRQFHSW�DQG�SURWRW\SHV��OLIH�VL]H�VWRUH��GHELW�FDUG�LPDJHV��VFUHHQ�GHVLJQV�RI�RQOLQH�
EDQNLQJ��ZHUH�SXW�WR�WKH�WHVW�ZLWK�PRUH�WKDQ������FXVWRPHUV

• 7KLV�UDSLG�F\FOH�RI�EUDLQVWRUPLQJ��SURWRW\SLQJ�DQG�FXVWRPHU�IHHGEDFN�DSSURDFK�KHOSHG�
HYROYH�WKH�FRQFHSW�GHYHORSPHQW�WUHPHQGRXVO\

• 7RGD\��)5$1.�E\�2&%&�RHUV�\RXWK�D�XQLTXH�EDQNLQJ�H[SHULHQFH�Ȃ�FXVWRPLVHG�)5$1.�'HELW�
DQG�&UHGLW�&DUGV�FRQVLVWLQJ�RI�����GHVLJQV�IRU�FXVWRPHUV�WR�FKRRVH�IURP��FRQYHQLHQWO\�ORFDWHG�
)5$1.�VWRUHV��)5$1.�$FFRXQW��)5$1.�7XLWLRQ�)HH�/RDQV��)5$1.�2QOLQH�DQG�0RELOH�%DQNLQJ

• )5$1.������D�FURVV�IXQFWLRQDO�WHDP�FRPSULVLQJ�*HQ�<V��ZDV�IRUPHG�WR�FRPSOHWH�WKH�ȴQDQFLDO�
MRXUQH\�RI�WKH�)5$1.�VHJPHQW

• &RQFXUUHQWO\��DQ�LQQRYDWLRQ�FKDOOHQJH�RQ�)5$1.�����ZDV�ODXQFKHG�RQ�6SDUN/DEV��DQ�LQWHUQDO�
LGHD�VKDULQJ�SODWIRUP�WR�FURZG�VRXUFH�IRU�LQQRYDWLYH�VXJJHVWLRQV�IURP�VWD

Developing 
FRANK by OCBC

/DXQFKLQJ 
FRANK by OCBC

&RQWLQXRXV�
WUDFNLQJ�DQG�

LPSURYHPHQW�DIWHU�
LPSOHPHQWDWLRQ�RI�

Frank by OCBC

'HYHORSPHQW�RI�)5$1.�E\�2&%&

)5$1.�KDV�VLQFH�DWWDLQHG�DQ�LQFUHDVH�LQ�SHQHWUDWLRQ�UDWH�DQG�VLJQLȴFDQW�JURZWK�LQ�LWV�FXVWRPHU�EDVH�DV�VKRZQ�
LQ�LWV�GHYHORSPHQW�SURFHVV�EHORZ�
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7KH�VWDQGDUG�6\VWHP�'HYHORSPHQW�/LIH�&\FOH� �6'/&��PHWKRGRORJ\�ZDV�WDLORUHG� LQ������WR�EHWWHU�DOLJQ�ZLWK�
WHVW�DQG�OHDUQ�&)6�'HVLJQ�7KLQNLQJ��3URMHFW�$XWR520(��$XWRPDWHG�5HODWLRQVKLS�2SHQLQJ�0DGH�(DV\��LV�D�JRRG�
LOOXVWUDWLRQ�RI�9LVXDO�3URWRW\SLQJ�&R�'HYHORSPHQW��ZKLFK�HQDEOHG�&)6�WR�GHOLYHU�WKH�SURPLVHG�SURMHFW�VFRSH�
�DQG�PRUH�� RQ� WLPH� DQG�ZLWKLQ�EXGJHW�� 7KLV� V\VWHP�ZDV� ODXQFKHG� DFURVV� WKH�EUDQFK�QHWZRUN� LQ� -XO\� �����
RHULQJ� D�SDSHUOHVV� DFFRXQW� RSHQLQJ�SURFHVV� IRU� ERWK� FXVWRPHUV� DQG� IURQWOLQH� VWD�� 7KLV� XQLTXH� DFFRXQW�
RSHQLQJ�DQG�VFUHHQ�VKDULQJ�LQQRYDWLRQ�ZDV�UHFRJQLVHG�ZLWK�D�6SHFLDO�&RPPHQGDWLRQ�IRU�$FFRXQW�2SHQLQJ�
LQ������IURP�WKH�%DQNLQJ�DQG�3D\PHQWV�$VLD�7UDLO%OD]HU�$ZDUGV�

6L[�6LJPD�'0$Ζ&

DEFINE

3URMHFW�6HWXS� 
$V�ΖV�3URFHVV�
0DSSLQJ

STAFF

STAKEHOLDERS

&XVWRPHU�
5HTXLUHPHQWV�
'HȴQLWLRQ

CUSTOMERS

PARTNERS

MEASURE

(QYLURQPHQWDO�
VFDQQLQJ��
%HQFKPDUNLQJ�DQG�
SURFHVV�DQDO\VLV

9RLFH�RI�FXVWRPHUV�
UHVHDUFK

ANALYSE

&KDOOHQJH�UXOHV�
SROLFLHV�DQG�SURFHVV�
DQDO\VLV

$QDO\VH�DQG�H[SORUH�
SRVVLELOLWLHV

'HYHORS�6ROXWLRQ�
�ZLWK�SDUWQHU�� 
7HVW�DQG�3LORW

IMPROVE

([SORUH�VROXWLRQV��
'HVLJQ�1HZ�
3URFHVVHV

7HVW�GHVLJQ�YLD�
([SHULHQFH�/DE

CONTROL

6RIW�/DXQFK��
/DXQFK�DQG�PRQLWRU�
SHUIRUPDQFH�WR�
UHȴQH

9RLFH�RI�
FXVWRPHUV

2. Six-Sigma DMAIC for Process Innovation

&)6�DGRSWHG�WKH�6L[�6LJPD�'0$Ζ&�PHWKRGRORJ\�LQ������WR�GHVLJQ�NH\�EXVLQHVV�SURFHVVHV��7KHVH�LQLWLDWLYHV�DUH�
VSRQVRUHG�E\�WKH�SURFHVV�RZQHUV�DQG�LQYROYH�YDULRXV�VWDNHKROGHUV�DW�GLHUHQW�VWDJHV�RI�WKH�SURMHFW�

$V�FXVWRPHU�H[SHFWDWLRQV�� UHJXODWRU\�UHTXLUHPHQWV�DQG� LQGXVWU\�FRPSHWLWLRQ�HYROYH�RYHU� WLPH��&)6�VWULYHV�
WR�LQQRYDWH�DQG�H[FHHG�WKHVH�VWDQGDUGV�ZKLOH�LPSURYLQJ�EXVLQHVV�HɝFLHQF\��:KLOH�VXFFHVV�FDQ�EH�IRXQG�LQ�
YDULRXV�OLQHV�RI�EXVLQHVV��WKLV�FDQ�EH�EHVW�LOOXVWUDWHG�ZLWK�&)6ȇ�FUHGLW�FDUG�DSSOLFDWLRQ�SURFHVV�MRXUQH\�

'HVLJQ�-RXUQH\�IRU�&)6ȇ�&UHGLW�&DUG�$SSOLFDWLRQ�3URFHVV

����

&)6�HPEDUNHG�RQ�3URMHFW�=220��DLPHG�
DW�UHGXFLQJ�F\FOH�WLPH�IRU�FUHGLW�FDUG�

DSSOLFDWLRQ

2009

3URMHFW�)/(;�HQKDQFHG�WKH�DSSOLFDWLRQ�
H[SHULHQFH�IRU�WKH�FXVWRPHU�E\�VLPSOLI\LQJ�
WKH�IRUPV�DQG�LPSURYLQJ�VWD�SURGXFWLYLW\�

ZLWK�HQKDQFHG�FUHGLW�SROLF\

2012

$IWHU�OLVWHQLQJ�WR�WKH�YRLFH�RI�WKH�FXVWRPHU�
DQG�OHDUQLQJ�IURP�EHVW�SUDFWLFHV�JOREDOO\��
3URMHFW�758(�GHVLJQHG�D�VHDPOHVV�RQOLQH�

DSSOLFDWLRQ�SURFHVV

3. Visual Prototyping Co-Development for Technological 
    Innovation



9LVXDO�3URWRW\SLQJ�&R�'HYHORSPHQW

1 2 3Visual Prototyping 
Co-Development with 

appointed vendors through 
weekly show-and-tell sessions 

over the early phase of 
development to rectify defects 

early, reduce downstream 
UH�WHVW�HRUWV�DQG�VKRUWHQ 

the feedback loop.

Early stage investment 
and commitment 
of resources for 

requirements analysis, 
followed by the request 

for approval of the 
investment in system 

development.

A wireframe of the 
prototype system is built 
to simulate customer and 
VWD�H[SHULHQFH��%XVLQHVV�

requirements are documented 
to ensure that the business 

objectives are aligned, 
requirements are detailed, 
and funding is adequate.

8QGHUO\LQJ�HDFK�RI�WKH�WKUHH�LQQRYDWLRQ�SURFHVVHV�LV�D�UHSRVLWRU\�RI�WRROV�DQG�SUDFWLFHV�WKDW�KHOS�XQFRYHU�QHZ�
LGHDV�DQG�LQVLJKWV��6RPH�RI�WKHVH�PHFKDQLVPV�LQFOXGH�ZDONLQJ�LQ�WKH�FXVWRPHUVȇ�VKRHV��REVHUYDWLRQV�DERXW�
FXVWRPHUV� LQ�WKH�([SHULHQFH�/DE��DQG�FROOHFWLQJ�WKH�YRLFH�RI�FXVWRPHUV�YLD�'LDU\�5HVHDUFK��DOO�RI�ZKLFK�DUH�
SURDFWLYH�DQG�H[SORUDWRU\�VWXGLHV�WR�LGHQWLI\�RSSRUWXQLWLHV�IRU�LQQRYDWLRQ�

.H\�0HFKDQLVPV�WR�8QFRYHU�1HZ�ΖGHDV�IURP�9DULRXV�6RXUFHV

CUSTOMERS

SOURCES KEY MECHANISMS SECONDARY MECHANISMS

STAFF

PARTNERS

SUPPLIERS

• ([SHULHQFH�/DE�&;�6WXGLR
• &XVWRPHU�5HVHDUFK
• (�%�VXUYH\V�DQG�YHUEDWLP
• &RPSODLQWV�YLD�*L)7�V\VWHP

• 3RVWV�DQG�FRPPHQWV�RQ�2&%&�
%DQNȇV�VRFLDO�PHGLD�SDJHV

• 6WD�/DE�VHVVLRQV • ΖGHDV�YLD�6SDUN/DEV
• 6HUYLFH�5HTXHVWV�LQ�&586�
• )RFXV�JURXSV
• 3URFHVV�ZDONWKURXJK

• 6WXGLR�VHVVLRQV
• %HVW�SUDFWLFH�VWXGLHV

• )HHGEDFN�RI�LQWHUQDO 
DQG�H[WHUQDO�SDUWQHUV

• 3URRI�RI�FRQFHSW • )HHGEDFN�RI�VXSSOLHUV

• 0\VWHU\�VKRSSLQJ
• 'LDU\�UHVHDUFK
• (WKQRJUDSKLF�VWXGLHV

• 0XOWL�GLVFLSOLQDU\�UHVHDUFK
• :DON�LQ�WKH�FXVWRPHUVȇ�VKRHV
• 3RZHU�SLFWXUHV�

• &URVV�IXQFWLRQDO�3URMHFW�
6WHHULQJ�&RPPLWWHHV

• 026�&RXQFLOV

• %HVW�SUDFWLFH�VWXGLHV

IMPROVING THE INNOVATION PROCESS

2YHU�WKH�\HDUV��WKH�&)6�VHQLRU�OHDGHUV�KDYH�PDGH�FRQVFLHQWLRXV�HRUWV�LQ�UHYLHZLQJ��LQFRUSRUDWLQJ�DQG�HPEUDFLQJ�
VWDWH�RI�WKH�DUW� DSSURDFKHV� DQG� WHFKQLTXHV� ZKHQ� LW� FRPHV� WR� GHVLJQLQJ� DQG� GHYHORSLQJ� NH\� SURGXFWV� DQG�
VHUYLFHV��2Q�WRS�RI�RXU�WKUHH�V\VWHPDWLF�LQQRYDWLRQ�SURFHVVHV��VWXGLHV�ZHUH�FRQGXFWHG�WR�OHDUQ�EHVW�SUDFWLFHV�
IURP�RWKHU�LQGXVWULHV��SDUWLFXODUO\�RUJDQLVDWLRQV�NQRZQ�IRU�LQQRYDWLRQ�DV�ZHOO�DV�OHDUQLQJ�IURP�ZLWKLQ�WKH�%DQN�
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PROCESS MANAGEMENT
AND IMPROVEMENT

:H�VWDQGDUGLVH�
SURFHVVHV�WR�EULQJ�DERXW�
QUANTUM LEAPS 

LQ�SHUIRUPDQFH

$�VWUXFWXUHG�&)6�3URFHVV�)UDPHZRUN�LV�LQ�SODFH�WR�VWDQGDUGLVH�SURFHVVHV�DFURVV�WKH�RUJDQLVDWLRQ��3URFHVV�PDSV�
DUH�VKDUHG�YLD�2&%&�%DQNȇV�LQWUDQHW�SRUWDO�DQG�XVHG�E\�VWD�LQ�WKHLU�GDLO\�FRXUVH�RI�ZRUN�WR�GHOLYHU�D�FRQVLVWHQW�
VHUYLFH�H[SHULHQFH��7KH�HYROXWLRQ�RI�WKLV�IUDPHZRUN�VLQFH�LWV�LPSOHPHQWDWLRQ�LQ������LV�WUDFHG�EHORZ�

(DFK�SURFHVV�RZQHU� LV�DFFRXQWDEOH�WR�GULYH�WKHLU�SURFHVVȇ�SHUIRUPDQFH�DQG�PDNH�LPSURYHPHQWV�WKURXJK�D�
0DQDJHPHQW�2SHUDWLQJ�6\VWHPV��026��IUDPHZRUN��.H\�SURFHVV�PHWULFV�DQG�WDUJHWV�DUH�VHW�IRU�SHUIRUPDQFH�
UHYLHZV�DW�WKH�026�&RXQFLO�PHHWLQJV�

2SHUDWLRQDOLVDWLRQ�RI�WKLV�LQWHJUDWHG�DSSURDFK�DV�DSSOLHG�LQ�WKH�VHUYLFH�GHOLYHU\�VSDFH�WKURXJK�VHUYLFH�SODQQLQJ��
FXVWRPHU�VHUYLFLQJ��SURFHVV�SHUIRUPDQFH�PRQLWRULQJ�DQG�VXVWHQDQFH�IRU�FRQWLQXRXV�LPSURYHPHQW�LV�VKRZQ�EHORZ�

(YROXWLRQ�RI�&)6�3URFHVV�)UDPHZRUN

026�)UDPHZRUN

SERVICE PLANNING

&XVWRPHU�5HTXLUHPHQW

9ROXPH�)RUHFDVW�DQG�0DVWHU�6FKHGXOH

7UDQVDFWLRQ�+LVWRU\

'HIHFW�7UDFNLQJ

3URGXFWLYLW\�0RQLWRULQJ

7UHQG�5RRW�&DXVH�$QDO\VLV

6/$�5HYLHZ

3URFHVV�5HYLHZ�DQG�ΖPSURYHPHQW

3UHYHQWLYH�$FWLRQ

SERVICE MONITORING SERVICE IMPROVEMENT

YES

MOS COUNCIL

2012

����
2003

Implementation of a structured 
CFS Process Framework for core 

business processes, all of which are 
documented and owned by a senior 

VWD�PHPEHU

CFS framework was revised to 
align product value chain with the 

overall Bank’s direction

&)6�IUDPHZRUN�IXUWKHU�UHȴQHG�WR�
meet evolving business needs 

BUSINESS CONTINUITY MANAGEMENT

2&%&� %DQN� KDV� D� ZHOO�HVWDEOLVKHG� 2SHUDWLRQDO� 5LVN� 0DQDJHPHQW� IUDPHZRUN� ZKHUH� %XVLQHVV� &RQWLQXLW\�
0DQDJHPHQW��%&0��LV�DQ�LPSRUWDQW�FRPSRQHQW��(YHU\�GHSDUWPHQW�ZLWKLQ�&)6�KROGV�D�EXVLQHVV�FRQWLQJHQF\�
SODQ�� ΖW� FRQVLGHUV� GLHUHQW� FULVLV� VFHQDULRV� UDQJLQJ� IURP� WKUHDWV� QHFHVVLWDWLQJ� HYDFXDWLRQ� DW� EUDQFKHV� DQG�

&RUUHFWLYH�$FWLRQ"NO



PROCESS IMPROVEMENT

3URFHVV�2ZQHUV� KDYH� FRQWLQXHG� WR� WDNH� D� SURDFWLYH� VWDQFH� LQ� VSRQVRULQJ� LPSURYHPHQW� SURMHFWV� IRU� ERWK�
LQFUHPHQWDO�DV�ZHOO�DV�WUDQVIRUPDWLRQDO�FKDQJH�WR�EULQJ�DERXW�TXDQWXP�OHDS�LQ�SHUIRUPDQFH��%HWZHHQ������
DQG�������D�WRWDO�RI����VL[�VLJPD�SURMHFWV�ZHUH� LQLWLDWHG��7KHVH�SURMHFWV�VWHP�IURP�LQVLJKWV�JDLQHG�WKURXJK�
YDULRXV�VRXUFHV��LQFOXGLQJ�DQDO\WLFV��PDUNHW�UHVHDUFK��FXVWRPHU�VXUYH\V�DQG�IHHGEDFN�
 

:KLOH� ODUJHU� VFDOH� SURFHVV� LQQRYDWLRQ� SURMHFWV� DUH� VWHHUHG� YLD� 3URMHFW� 6WHHULQJ� &RPPLWWHHV�� LQFUHPHQWDO�
SURFHVV�LPSURYHPHQW�SURMHFWV�ZKLFK�DOVR�DGRSW�WKH�VL[�VLJPD�'0$Ζ&�DSSURDFK��DUH�PDQDJHG�YLD�WKH�&HQWUDO�
7DVNIRUFH�IUDPHZRUN�

3RVLWLYH�&RPPHQWV�IURP�&XVWRPHUV�DQG�0HGLD

&7)�)UDPHZRUN

ΖQ�P\�KXPEOH�RSLQLRQ��WKHUH�
LVQȇW�D�QHHG�IRU�DQ�DSRORJ\��

ΖQVWHDG��Ζ�WKLQN�2&%&�KDV�GRQH�
YHU\�ZHOO�LQ�NHHSLQJ�DOO�RI�XV�
LQIRUPHG�DOPRVW�LPPHGLDWHO\�
7KLV�LV�VRPHWKLQJ�WKDW�Ζ�KDYH�
WR�VKDUH�WR�DOO�P\�VWD�LQ�P\�
FRPSDQ\��I AM GLAD I 
BANK WITH OCBC�

Ζ�ȴQG�WKLV�D�ZRQGHUIXO�DQG�
HHFWLYH�IRUP�RI�SERVICE 
RECOVERY��:HOO�GRQH��
ZH�QHHG�PRUH�SHRSOH�WR�EH�
UPFRONT��HONEST 

DQG�SINCERE�LQ�DGPLWWLQJ�
WR�PLVWDNHV�WKDW�FRXOG�KDYH�
EHHQ�SUHYHQWDEOH�RU�QRQ�
SUHYHQWDEOH��7KDQN�\RX�

7KH�CONSTANT 
TRANSPARENT 

UPDATE�ZLWK�WKH�GLUHFW�606��
ORFDO�PHGLD�DQG�HPDLO�VKRZV�
GREAT COMMITMENT 

IN UPDATING THE 
CUSTOMERS�

RɝFHV��WR�YDU\LQJ�GHJUHHV�RI�FULWLFDO�V\VWHP�IDLOXUH��7KLV�HQVXUHV�XQLQWHUUXSWHG�DYDLODELOLW\�RI�DOO�NH\�EXVLQHVV�
UHVRXUFHV�UHTXLUHG�WR�VXSSRUW�FULWLFDO�EXVLQHVV�DFWLYLWLHV�
 

:LWKLQ� WKLV� IUDPHZRUN�� SULRULW\� LV� JLYHQ� WR� VFHQDULRV� WKDW� GLUHFWO\� LPSDFW� FXVWRPHUV�� ΖQ� 6HSWHPEHU� ������
WKH�2&%&�%DQNȇV� FRUH�EDQNLQJ�V\VWHP�HQFRXQWHUHG�SUREOHPV��$�&)6�FULVLV� FRPPDQG�FHQWUH�ZDV�DFWLYDWHG�
LPPHGLDWHO\� DQG� WKH� WHDP�PDLQWDLQHG� FORVH� FRPPXQLFDWLRQV� ZLWK� WKH� Ζ7� WHDP� WR� DVVHVV� WKH� LPSDFW� DQG�
DFWLYDWHG�FRQWLQJHQF\�SODQV��7KLV�HQVXUHG�WKDW�FULWLFDO�VHUYLFHV�FRQWLQXHG�WR�EH�GHOLYHUHG�WR�FXVWRPHUV�DW�WKH�
EUDQFKHV�ZLWKRXW�GLVUXSWLRQ�
 

$V�D�UHVXOW�RI�VXFK�SUXGHQW�UHFRYHU\�SUHSDUDWLRQV��VHUYLFHV�ZHUH�UHVWRUHG�ZLWKLQ�D�IHZ�KRXUV��0DQ\�SRVLWLYH�
FRPPHQWV�ZHUH�UHFHLYHG�IURP�FXVWRPHUV�DQG�IURP�WKH�PHGLD�UHFRJQLVLQJ�WKHVH�SURDFWLYH�HRUWV�

CTF
FRAMEWORK

���0Ζ1Ζ1*�)25�23325781Ζ7Ζ(6
     *Ζ)76��6HUYLFH�UHTXHVWV��ΖQSXWV�IURP�

%8V��6HUYLFH�PHWULFV

���3267�352-(&7�/($51Ζ1*�$1'�
HANDOVER TO BUs

���75$&.�352-(&76ȇ�352*5(66�
AT CTF

���352-(&7�0$1$*(0(17�86Ζ1*�
DMAIC METHODOLOGY

���35Ζ25Ζ7Ζ6( 
OPPORTUNITIES

���)2508/$7Ζ21�2) 
352-(&7�7($06
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SUPPLIER AND
PARTNERSHIP MANAGEMENT

:H�VWD\�
COMMITTED to 

YDOXDEOH�WIN-WIN 

SDUWQHUVKLSV

&)6� ZRUNV� DQG� DFWLYHO\� HQJDJHV� VWUDWHJLF� SDUWQHUV� ZKR� DUH� DOLJQHG� ZLWK� RXU� VWUDWHJLF� WKUXVWV�� 7KHVH�
SDUWQHUVKLSV�DUH�UHJXODUO\�PRQLWRUHG�WR�HQVXUH�WKHLU�FRQWLQXHG�UHOHYDQFH�DQG�PXWXDO�EHQHȴWV��ZKLFK�KDV�
UHDSHG�EHQHȴWV�IRU�FXVWRPHUV��)RU�H[DPSOH��GXULQJ�D�MRLQW�SURPRWLRQ�UHYLHZ�ZLWK�178&�)DLUSULFH��WUDLQLQJ�
RSSRUWXQLWLHV�IRU�178&�)DLUSULFH�FDVKLHUV�ZHUH�MRLQWO\�LGHQWLȴHG��5HJXODU�VWUXFWXUHG�WUDLQLQJ�IRU�WKH�FDVKLHUV�
ZDV�LQWURGXFHG��DQG�WKLV�LQ�WXUQ�KDV�EHQHȴWWHG�VKRSSHUVȇ�H[SHULHQFH�

2XU�VWUDWHJLF�SDUWQHUVKLSV�DUH�VKRZQ�EHORZ�

• )RUJHG�D�VWURQJ�VWUDWHJLF�DOOLDQFH�
ZLWK�*(�/LIH�DW�ERWK�EXVLQHVV�DQG�
RSHUDWLRQDO�OHYHOV

• 3URMHFW�5Ζ2�ODXQFKHG�LQ������KDV�
GHOLYHUHG�WKH�LQGXVWU\ȇV�ȴUVW�LQWHJUDWHG�
LQVXUDQFH�DSSOLFDWLRQ�IRUP�DQG�
UHGXFHG�WKH�DSSOLFDWLRQ�F\FOH�WLPH

• *(�/LIH�VWD�SDUWLFLSDWHG�LQ�WKH�2&%&�
4XDOLW\�/HDGHUV�SURJUDPPH�RQ�WKH�6L[�
6LJPD�'0$Ζ&�DSSURDFK

• 2&%&�%DQNȇV�DGYDQFHG�DQDO\WLFV�LV�
DGDSWHG�LQ�*(�/LIH�WR�GHYHORS�SURGXFW�
VROXWLRQV�WR�EHWWHU�VHUYH�FXVWRPHUVȇ�QHHGV

• 2&%&�%DQN�DQG�*(�/LIH�DFKLHYHG�WKH�
OHDGLQJ�SRVLWLRQ�LQ�WKH�6LQJDSRUH�
%DQFDVVXUDQFH�LQGXVWU\�IRU����
FRQVHFXWLYH�\HDUV

&)6ȇ�6WUDWHJLF�3DUWQHUVKLSV

PARTNERSHIP
WITH ROBINSONS GROUP
(comprising Robinsons, Marks and 

Spencer, and John Little)

• &)6ȇ�LQVLJKWV�ERRVW�SURPRWLRQDO�
FDPSDLJQV��PDUNHWLQJ�DQG�PHUFKDQGLVLQJ�
SODQV�E\�5RELQVRQV�*URXS

• 2&%&�%DQN�DVVLVWHG�LQ�GHVLJQLQJ�WKH�
5RELQVRQV�ȵDJVKLS�VWRUH�DW�+HHUHQ�DQG�
EXLOW�D�PRELOH�DSS�IRU�FXVWRPHUV

• 2&%&�%DQN�SURYLGHV�WUDLQLQJ�VXSSRUW�
IRU�5RELQVRQVȇ�IURQWOLQH�VWD

• 6WDUWHG�2&%&�3OXV���WKH�ȴUVW�
VXSHUPDUNHW�UHWDLO�EDQN�RI�LWV�NLQG�
LQ�WKH�UHJLRQ

• 2HUV�2&%&�%DQNȇV�FXVWRPHUV�D�
KROLVWLF�EDQNLQJ�H[SHULHQFH�IURP�
3OXV��EDQNLQJ�SURGXFWV�WR�2&%&�
/LWH�EUDQFKHV�DW�VHOHFWHG�)DLUSULFH�
VXSHUPDUNHWV

• 2HUV�YDOXH�DGGHG�VHUYLFHV�EH\RQG�
ZKDW�D�EDQN��VXSHUPDUNHW�DQG�OR\DOW\�
SURJUDP�FRXOG�KDYH�RHUHG�LQGLYLGXDOO\

PARTNERSHIP
WITH NTUC FAIRPRICE

AND NTUC LINK

PARTNERSHIP
WITH GREAT EASTERN LIFE
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