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1. Customer Insights
Understanding the customer life cycle and developing clear segmentation
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1. Customer Insights
Developing clear segmentation and product support
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1. Customer Insights

Financial Goals are more relevant and tangible to customers

‘Wealth Management”
does not resonate...

@ ...but ‘Financial Goals’ do!

“Wealth is about having
cash...investments”

“Having the power to spend”
“More money than what | need”

“Money, house, investments,
shares...”

“I’'m not sure about wealth...sounds
like for rich people”

Difficult to articulate
wealth and what it means

“l aim to have enough for protection,
for retirement, for leaving something
for my children”

“I want to have reliable passive
income...and then stop working...”

“Finish funding my mortgage...provide
for university education...

“By 55 | want to be totally debt-free,
retire at 62”

Financial goals are more
tangible and meaningful

&) OCBC Bank
._s a n Source: OCBC Bank, Customer Experience — Market Research, 2014

Base:  Age 35-59 with personal monthly income of $55000 and above




1. Customer Insights

Customers identify with Goal conversations but have varying priorities

B Achieved goal ™ Started, on target

Customer Priorities in terms of Financial Goals
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cient fundsto buy ome 67%
Sufficient hospitalization coverage for myself or family 64%
Sufficient life insurance coverage for myself or family 58%
Provide for children's education* 51%

Saving/investing for retirement 39%

Sufficient funds for further education/upgrading for myself 36%___~ \\

. , . : *
Provide for parents' medical expenses 3504 High net worth customers
also have these priorities,

Invest to grow my wealth 349 | although growing wealth is
relatively more important for
Leave an inheritance for my family when | die 31% | them.

Sufficient funds to quit and take a temporary break from... 31% | Top 5 Financial Goals
1. Saving for retirement

Sufficient funds to buy/ upgrade my car 25% 2. Growing my wealth

3. Ensuring enough

Sufficient funds to buy the next property 19% insurance coverage for
medical costs

. Investing in property

. Providing for children’s
education

Provide financial help to children to own their property 18%

Start own business 16%

Source: OCBC Bank, Customer Experience — Market Research, 2012, 2013

B B k Q: People have different financial concerns and are at different stages on achieving their goals. For each goal, please
a n drop into the box that best describes where you are at
*defined as customers age 25-54 yrs old with liquid assets of S$200k--$500k
Base: EA (n=243)/ *EA with children (n=204)
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2. A Change in Approach

Transforming the advisory model

From a risk, affordability and product conversation... ... to goal based conversation

Risk may take on higherrsi
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2. A Change in Approach

Opportunity lies in delivering scalable and personalized advisory

s

Personalised

Advisory Independent

Financial
Advisors

White Space
Advisory - recommendations
nvestment through Goal Based
related _

Advisory to a large base

Wealth product of customers
advisory

Online sites only show

Pure product ) .
product information

information

»
L

Low scalability High scalability
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Source: OCBC Bank, Global Consumer Financial Services, Wealth Management




2. A Change in Approach

Building for edge through superior advisory

Today

Advice is centered round client’s financial

Advice is centered around products . .
P goals (retirement, education, etc)

Quality of advice is inconsistent among Deliver consistent quality of advice
RMs and across channels among RMs and across channels

Leverage on data analytics and

Scalability issues in dispensation of advice technology to deliver advice on a large
scale

&) ocBC Bank
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3. OCBC Approach

Retirement Planning — Targeted Message

&) ocBCBank &) ocBCBank

ARE YOUR ISYOUR

SAVINGS
IDLING AWAY
OR FIGHTING
INFLATION?

Iy . ) Your property imvestment can be an assed, but that can changs when subject to market
Sawings is a good first step for your retiremert, it your money should also work harder. And conditiors and regulatiors. And together with CPF and svings, you might have the
together with property and OFF, you might have the sssentials of retirement planning but essentials of retisermnent planning but factors fike inflabion, risng iife expectancy and
factors liks inflation, rising ife sxpactancy and unforessen circumstances could leave 2 gep unforeseen croumnstances could leave 3 gap in your plans.
in your plans.

At OCBC we'll help you to rethink your retirement plans with our holistic approach to
At OCBC, we'll help you io rethink your retitement plans with our holistic appecach to retiremnent planning.
retirerment planning,
z 3 Visit ccbecom/Retirement to find out )
Visit oche.com/Retirement to find out mere. % R

S i
S .

e
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3. OCBC Approach

Retirement Planning — Advisory Tool

About You

Your gender .
You want to retire

Youare x 1 atthe age of You are planning for
ears old Ears in
30 i 5 s 18 T

retirement
J

When you retire, you may

Spend Receive

200l B 0

tos end every month, such as
every mnn‘th rental or allowance

b

Your current savings or investment

SRS
You have: kurgan tosell your

ro u expect to
SSERRI B " e
cash in your SRS
s ss Y

Regular investment Lump sum investment
Your manthly; regular Market value of your Cash & Deposits
investment is existing investment is
S$ 30,000

el B oo
§) OCBC Bank

Visit http://ocbc.com/personal-banking/plan/retirement.html for the planner




3. OCBC Approach

Retirement Planning — Advisory Tool

Based on what you have entered above, when you retire at 62 years old

You would need 55825,063
You are projected to have:  §$478 486

Sales of Investment properies 50

Lump sum Investment 525,751
Requiar Investmeant 243599.739
SRS 2516,258
Cash & Deposhs 436,678

Your shortfall is $5346,577

You can consider investing your Cash & Deposits at
Cash & Deposits
Balanced (5%

to reduce your shortfall. Befiort: bueiting ifter imie=ting

Afterinvesting,
Your Cash & Deposits may grow by 55106,270

Your Shortfall will be reduced to $5240,306

Howr wee calculate these numbers

Present this page atanE OCBC Branch for a detailed Financial Analysis and enjoy up to 5580 Cash Rewards when
you purchase selected Retirement planning products.

&) OCBC Bank

Visit http://ocbc.com/personal-banking/plan/retirement.html for the planner




3. OCBC Approach

Retirement Planning — Relevant Conversation
RETHINK RETIREMENT

Is my CPF enough?

Is my property an asset or a liability?

Are my savings idling away or fighting inflation?

MNear Retlrement You have worked hard and are now
enjoying the fruits of your labour.
With 20 more years of retirement ahead
of you, you want to be well-prepared for
your golden years.

Continue to
Secure your build your
assets regular income

Advanced Planners Your work is stressful but it rewards you
; ) with the lifestyle that you want. You want
Build regular income to maintain this standard of living without

Review your coverage depending on your children.

Grow your wealth

Early Planners You aim to lead a comfortable life but it's
currently a distant dream. Your priority is
to establish your career and spend time

Establish foundation S with your family.

Safeguard

OCBCBank




3. OCBC Approach

Retirement Planning — Relevant Conversation
WHAT YOU CAN DO

Plan your desired retirement today while we help you
optimise your cashflow.

Income Lump sum
investment

Mortgage

Regular
Critical lliness investment

Endowment
Health

Travel Equities

Hospitalisation

Safeguard

&) ocBC Bank



3. OCBC Approach

Retirement Planning — Relevant Products

rosmfmgf:; Qoigiiﬂ:( S &) ocBC Bank

\
GET REGULAR INCOME

TO CONTINUE LIVING
THE LIFE YOU LOVE T
WHEN YOURETIRE  §

SUPPLEMENT YOUR

RETIREMENT
LIFESTYLE

WHILE CREATING

ALEGACY

—

PLAN FOR YOUR
RETIREMENT THE
AFFORDABLE WAY
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3. OCBC Approach

Retirement Planning — Portfolio Approach
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LionGlobal , BlackRock

Short Duration Bond Fund E Global Equity Income Fund

SUPPLEMENT YOUR

RETIREMENT
LIFESTYLE

WHILE CREATING

W ALEGACY

Templeton BlackRock

Global Tatal Return Fund Global Allecation Fund
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3. OCBC Approach

Delivering the enhanced proposition

Training

>

Interactive &
Comprehensive case
studies, role-play and
FAQ

On-going branch

visits and refreshers

by Wealth Advisors

Knowledge

>

Regular updates on
related changes/news
through internal
newsletter, emails
and meetings

)

Simple, DIY
Advisory Tools

)

&) ocBC Bank

Enable RM to deliver
consistent quality of
advice

Centralised advisory
to dispense tailored
and relevant advice
Leverage on data
analytics and
technology

Portfolio Approach

» Based on blend of
insurance ,investment
and financing
solutions
Comprehensive
product shelves to
meet the needs of
different segments
and life goals

Targeted Approach

>

Targeted marketing
campaign to
customers with
greater propensity to
plan for life goals




3. OCBC Approach

Increasing usage of Goal Based Conversations

Percentage of sales closed with retirement planner

15t month 2" month 3" month 4 month 5t month

B Percentage of sales closed with retirement planner

&) ocBC Bank

Data for UT and Bancassurance transactions




3. OCBC Approach

Education Planning — Targeted Message

Keith's ambition is to be an aeronautical engineer.
He's 7 this year and will go to University in 14 years.
Here is the cost of getting a general degree in 2028.

Projected $677,000
2028 Edoucatiun Cost”
(SGD) 5447,000

EVERY CHILD .
DESERVES A PLAN s $328,000

FOR THEIR
FUTURE

Australia United Kingdom United States

Overseas

&) OCBC Bank




3. OCBC Approach

Education Planning — Advisory Tool

SET A COAL FOR YOUR CHILD'S EDUCATION

It takes |ust 1 mimute to plan your child’s future

Please complete all white boxes

Your child's name
is

Type of degree
Your child prefers
o study in

Seder] el Couiny

WHAT YOU HAVE PLANMNED:

Tatal amourt you hive his ?m:uunt:'.\'lll
already et aside s

Ss Seleri prowh e

per annum.

WHAT YOU WILL NEED:

Tastal
Amaurt

Regquir=d
- )
a2
e
Belarce

59 Valeein Y ymars

Your child is Your child will go
1o university in

21

yearsold years

This is how mudﬁyuur child's
education will cost™ in 21 years:

SS

Thils is how much your savings
will bein 21years:

SS

Thisis how much more you will
need for your child's education
in 21 years:

SS

£) OCBC Bank

TEP
2 FIND OUT HOW MUCH TO SET ASIDE

Takling the first step, no matter how small, helps you achleve your
goals

¥ou will meed to set
¥ou will read to sst asdea "I'I:I'I't_"l[;'-i["l:lJ"lT
aside a lump sum of of

Seliect youw sisk profile 5$ R S$

fior the necet 2 years

Tell ws your risk profile

Thits iz today's value

These are some optlons to readn your E'I:IE|

EDUCATION
ENDOWMENT
&  Mereinfo O Mersinfe & Mersinfo O  Mersinfo

- Other parents have considered one or more of the above products to fund their child's educetion.
- R=memiberto review your plan regulardy.

STEP
3 SPEAK TO US NOW

Let us help you review your plan. Present this page at any OCBC branch for a detalled
Financlal Meeds Analysls and enjoy up to 55400 Cash Rewards™. Print page.

Visit nearest branch
(] ook an appoimtment

=l -

Visit http://ocbc.com/personal-banking/education/ for the planner




3. OCBC Approach

Education Planning — Relevant Product

PLA N YO U R Here’s how MaxEdu Choice works:
CHILD’S B
» 1 month old when Mr Tan applies
not smoke a for MaxEdu Cholce for Brandon
F U I U R E Applies for MaxEdu Cholce for Brandon » Recelves Insurance coverage
Chooses to recelve regular payouts of 5512,000 for Death, TPD or Ti

Brandon
WITH MAXEDU CHOICE MrTan's son * Enrols for university at 21 years old

Purchases the rider to walve premlums In
the event of Death, TPD, or Cl

MrTan pays 552,790.65 yearly. :
Total premium = $§13,953.25

Brandon Brandon Brandon
gets gets gets
56600  5§3,600°  553,600%

V

In total, the projected beneflt is 5522,571%

*Guarantesd benefit _
*Based on Projected Rate of Return of 4.75%. The bonus rates used for the OPtIOr'I for Iump sum payclut:
benefits illustrated ahove are not guaranteed, the actual benefits payable wil Alternatively Mr Tan can choose to accumulate all the regular

vary depending on the future performance of the Participating Fund. For . .
more details on the Participating Fund, please see Product Summary. payouts. When Brandon turns 21 years old, he will receive 5523,029".

&) OCBC Bank
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4. Looking ahead, capabilities to be built

Q

Concept & Research

/lll

Training

-

Systems

Products

&

Campaigns

Customer research on other goals and refining the engagement
model

Strengthen training effectiveness on goal-based conversations
On-going branch visits and financial consultants’ training

Centralised advisory management system that delivers
contextualised advisory

Advisory content, tools and proposals on digital platforms

Further innovate for products that meet the needs of customers
from different segments and with different life goals

Ongoing marketing campaigns that are aligned with customers
insights and market research

&) ocBC Bank




Executive Summary

Enhance product conversation to a goal base
conversation

Customers want us to understand them
better beyond helping them to grow
their wealth

Facilitates consistent quality of
advisory among Relationship
Managers and channels

&) ocBC Bank

Our approach to goal based advisory

An institutionalized goal based
conversation

Intensive use of data analytics to
identify/track progress to life goals and
provide personalized content

Usage of digital platforms for scalability




Thank You
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