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Disclaimer: This material should be read as an overview of OCBC’s current business activities and operating environment. It should 

not be solely relied upon by investors or potential investors when making an investment decision. OCBC Bank accepts no liability 

whatsoever with respect to the use of this document or its content. 
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1. Customer Insights 
Understanding the customer life cycle and developing clear segmentation 

Infant & Teens Tertiary Students New to Workforce 
Emerging 

Affluent 

Affluent and  

Emerging HNW 

Private Banking Baby Bonus Card 

and CDA Savings 

Frank Card 
360 Account and 

365 Credit Card 

Wealth 

Management & 

Mortgage 

Premier Banking 

HNW & UHNW 



Premier 

Segment 

Personal 

Banking 

Segment 

CSL 

Premier 

Mortgages 

 

UL Financing 

 

Leveraged 

Financing 

Home Loans 

 

Car Loans 

 

Reno Loans 

GLF 

Affluent Credit             

Cards 

PLUS! 

Cards 

FRANK Study 

Loan 

Discretionary 

Funds 

Portfolio 

Wealth 

Advisory 

FRANK 

Account 

 

Wealth 

Products 

 
 

Youth 

 

Family 

 

Emerging 

Affluent 
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1. Customer Insights 
Developing clear segmentation and product support 

 

Premier 

Private 

Client 

 

Premier 

 

 

WM 



1. Customer Insights 
Financial Goals are more relevant and tangible to customers 
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‘Wealth Management” 
does not resonate… 

“Wealth is about having 
cash…investments” 

 
“Having the power to spend” 

 
“More money than what I  need” 

 
“Money, house, investments, 

shares…” 
 

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

…but ‘Financial Goals’ do! 

“I 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 I want to be totally debt-free, 
retire at 62” 

Source:  OCBC Bank, Customer Experience – Market Research, 2014 
Base:   Age 35-59 with personal monthly income of  S$5000 and above 

Difficult to articulate 
wealth and what it means  

Financial goals are more 
tangible and meaningful  
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1. Customer Insights 
Customers identify with Goal conversations but have varying priorities 

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

Q: People have different financial concerns and are at different stages on achieving their goals.  For each goal, please 

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 

Customer Priorities in terms of Financial Goals 

Start own business

Provide financial help to children to own their property

Sufficient funds to buy the next property

Sufficient funds to buy/ upgrade my car

Sufficient funds to quit and take a temporary break from…

Leave an inheritance for my family when I die

Invest to grow my wealth

Provide for parents' medical expenses

Sufficient funds for further education/upgrading for myself

Saving/investing for retirement

Provide for children's education*

Sufficient life insurance coverage for myself or family

Sufficient hospitalization coverage for myself or family

Sufficient funds to buy first home

Achieved goal Started, on target

67% 

64% 

58% 

51% 

39% 

36% 

35% 

34% 

31% 

31% 

25% 

19% 

18% 

16% 

Top 5 Financial Goals  
1. Saving for retirement 
2. Growing my wealth 
3. Ensuring enough 

insurance coverage for 
medical costs 

4. Investing in property 
5. Providing for children’s 

education 

High net worth customers* 
also have these priorities, 
although growing wealth is 
relatively more important for 
them. 

Base:  EA (n=243)/ *EA with children (n=204) 
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+ 

Long term 
investments 

Protection 

Savings 

2. A Change in Approach 
Transforming the advisory model 

From a risk, affordability and product conversation…  

Portfolio approach 

Risk 

Affordability 

Product 

… to goal based conversation 

+ 

Portfolio approach 

Retirement Children’s 
education 

Legacy 
Planning 

Grow Your 
Wealth 

First Home Debt Free 

http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRxqFQoTCO-GrMrY1McCFYJYjgodT50Aiw&url=http://www.annandalelaw.com.au/&ei=ZQDlVa_AF4KxuQTPuoLYCA&psig=AFQjCNHi3j2qG8uwYjSdnLNLW6fTBbQyPA&ust=1441157594374688
https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRxqFQoTCOrusJbb1McCFY1xjgodd90ALw&url=https://thenounproject.com/kyletezak/downloads/&ei=HQPlVarsK43juQT3uoP4Ag&psig=AFQjCNF2tbaeLGXHPvNhHkbgq9rfo_HKCA&ust=1441158288537761
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Personalised  
Advisory 

Pure product 
information 

Wealth product 
advisory 

Contextualised 
Advisory – 
investment 
related 

Low scalability High scalability 

White Space 
Providing personalised 
recommendations 
through Goal Based 
Advisory to a large base 
of customers 

Banks 

Online sites only show 
product information 

Independent 
Financial 
Advisors 

2. A Change in Approach 
Opportunity lies in delivering scalable and personalized advisory 

Source: OCBC Bank, Global Consumer Financial Services, Wealth Management 
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2. A Change in Approach 
Building for edge through superior advisory 

Today To-Be 

Advice is centered around products 

Quality of advice is inconsistent among 
RMs and across channels 

Scalability issues in dispensation of advice 

Advice is centered round client’s financial 
goals (retirement, education, etc) 

Deliver consistent quality of advice 
among RMs and across channels 

Leverage on data analytics and 
technology to deliver advice on a large 

scale 
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3. OCBC Approach 
Retirement Planning – Targeted Message 
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3. OCBC Approach 
Retirement Planning – Advisory Tool 

Visit http://ocbc.com/personal-banking/plan/retirement.html for the planner 
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3. OCBC Approach 
Retirement Planning – Advisory Tool 

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



15 

3. OCBC Approach 
Retirement Planning – Relevant Conversation 
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3. OCBC Approach 
Retirement Planning – Relevant Conversation 
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3. OCBC Approach 
Retirement Planning – Relevant Products 
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3. OCBC Approach 
Retirement Planning – Portfolio Approach 

+ 



3. OCBC Approach 
Delivering the enhanced proposition 
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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 
› 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 

20 Data for UT and Bancassurance transactions 

0.30% 

7.20% 

10.80% 

16.80% 

20.30% 

Percentage of sales closed with retirement planner 

Percentage of sales closed with retirement planner

1st month 2nd month 3rd month 4th month 5th month 
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3. OCBC Approach 
Education Planning – Targeted Message 



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

3. OCBC Approach 
Education Planning – Advisory Tool 
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3. OCBC Approach 
Education Planning – Relevant Product 
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4. Looking ahead, capabilities to be built 
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Concept & Research 

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 

› Further innovate for products that meet the needs of customers 

from different segments and with different life goals 

› Centralised advisory management system that delivers 

contextualised advisory 

› Advisory content, tools and proposals on digital platforms 

› Ongoing marketing campaigns that are aligned with customers 

insights and market research 
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Executive Summary 
Enhance product conversation to a goal base 

conversation 
Our approach to goal based advisory 

Customers want us to understand them 

better beyond helping them to grow 
their wealth 

Facilitates consistent quality of 

advisory among Relationship 

Managers and channels 

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 
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Thank You 
 


