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OCBC Consumer/Wealth Strategic Capability Roadmap  
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2010 

2015 and beyond Data-driven customer segmentation in place since 2010 
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OCBC Wealth Platform ù Customer Segmentation  

7 

17% CAGR 

No. of clients  

13% CAGR 

No. of clients  

9% CAGR  

No. of clients 

 

New to Workforce 
 

 

Youth 
 

 

Emerging Affluent 
 

Children & Young 
Families 

 

Affluent & 
Emerging HNW 

 

 

HNW &  
UHNW 

 



Product Manufacturing 
Wealth Management 

Group 
Brands/Channels 

8 

γProvide unified investment views and ideas to all wealth channels 
γBetter coordinate product providers in view of delivering superior advisory 
γMaximize usage of group resources 
γOffer more cross-entity career opportunities 

Bank of Singapore - 
Product Management 

Group 

GCFS ς Product 

Management Group 

Bank of Singapore & OCBC 
Investment Research 

Great Eastern 

Lion Global 

Global Treasury 

OSPL 

Third Parties 

OCBC Capital Markets 

OCBC Wealth Platform  

http://www.ocbc.com/group/Group-Home.html
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OCBC Wealth Platform ù Wealth Panel  

OCBC Wealth Panel 
Left to right: Sean Quek (Managing Director and Head of Equity Research, Bank of Singapore), Teo Joo Wah (Chief Strategist, Lion Global 
Investors), Carmen Lee (Head, OCBC Investment Research, OCBC Bank), Marc Van de Walle (Head, Group Wealth Management, OCBC Bank, 
and Chairman, OCBC Wealth Panel), Richard Jerram (Chief Economist, Bank of Singapore), Tan Siew Lee (Head, Wealth Management 
Singapore, OCBC Bank), Gregory Choy (Head of Wealth Advisory, Wealth Management Singapore, OCBC Bank), Selena Ling (Head, Treasury 
Research & Strategy, OCBC Bank), Michael Tan (Senior Investment Counsellor, Wealth Management Singapore, OCBC Bank), Johan Jooste 
(Chief Investment Officer, Bank of Singapore), Vasu Menon (Senior Investment Strategist, Wealth Management Singapore, OCBC Bank). 

Over 200 years of collective investment experience, providing unified house views to 
ƎǊƻǿΣ ƳŀƴŀƎŜ ŀƴŘ ǇǊƻǘŜŎǘ ƻǳǊ ŎƭƛŜƴǘǎΩ ǿŜŀƭǘƘ  

9 



10 

Giving group access to research on more than 1,000 securities 

R
e

se
a

rc
h

 P
la

tf
o

rm 

Economics 

Equities 

Fixed 
Income 

Funds 

Foreign 
Exchange 

γ 48 investment and 
research analysts 
 

γ Research coverage of 
over 1,200 stocks, 
500+ bonds, 145 
funds and 28 
currency pairs 
 

γ Model portfolios 
 

γ Unified house views 
across OCBC, Bank of 
Singapore, OCBC 
Securities, Lion Global 
Investors 

Bank of 
Singapore 

Global 
Treasury 

OCBC 
Investment 
Research 

Investment Committee 

Lion Global 
Investors 

OCBC Wealth Platform ù Research & Advisory  



OCBC Wealth Platform ù OCBC Life Goals 
Tailoring wealth solutions not products for different customers.  
A ǎƛƳǇƭƛŦƛŜŘ Ǝƻŀƭ ōŀǎŜŘ ŎƻƴǾŜǊǎŀǘƛƻƴ ǘƻ ǳƴŘŜǊǎǘŀƴŘ ŎǳǎǘƻƳŜǊǎΩ ƴŜŜŘǎ 

11 

Understanding 
your goals 

Customise 
your 

portfolio 

Review & 
adapt 
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Stay True 

13 



Stay True ù OCBC 360 Account 

14 

Bonus interest on the first S$70,000 of your account balance 
when you do all or any of these: 

Simplifying an account with complex mechanics 
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2010 ù Lack of strong customer proposition  

16 16 

Missing out young single professionals (21-33 years old), doctors, bankers, lawyers, 
teachers, engineers. 

Age 

# of 

customers 

BORROW INVEST MAINTAIN 

Average profit per customer 

# Cust 

5 9 13 17 21 25 29 33 37 41 45 49 53 57 61 65 69 73 77 81 85 89 93 97 101 



2016 ù Increasing customer profitability over the years  

17 

Significant increase in number of target customers through FRANK and 360 Account. 

Profitability breakeven point @ 29 years old 

BORROW INVEST MAINTAIN 

1 4 7 10 13 16 19 22 25 28 31 34 37 40 43 46 49 52 55 58 61 64 67 70 73 76 79 82 85 88 91 94 97 100

Average Profit per customer

# Cust
Age 

# of 

customers 
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E-B scores reached record high in 1Q2017 

45% 

48% 48% 
49% 

51% 

54% 

57% 

2011 2012 2013 2014 2015 2016 1Q 2017

Committed to providing end-to-end service excellence 

Note: Overall weighted E-B scores, calculated from transaction/enquiries channel, sales-related channels and relationship-related channels. (n= 4,000) 
Source:  OCBC Market Research E-B Surveys 2011, 2012, 2013, 2014, 2015 , 2016 and 1Q 2017. 



Total Wealth Fee Income & AUM Growth  
OCBC Consumer Banking, Bank of Singapore Private Banking, OWHB Consumer Banking  

Strong growth in wealth fee income and AUM despite challenging economic times. 
Wealth fee income growth outpacing AUM growth. 

19 

200 

252 

322 

412 

467 
506 

588 

215 

2010 2011 2012 2013 2014 2015 2016 1Q2017

Wealth fee 
Income {D5ΩƳ 

AUM  
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2017 & Beyond ù Bank of the Future  

Digital  

Artificial Intelligence  

Voice biometrics  

Video  

Branch 

brick & mortar  

Ecosystem 
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Thank you  
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OCBC Life Goals 
Redefining the Consumer and Wealth Experience 

 

 

Dennis Tan 

Head, Consumer Financial Services (Singapore) 

12th May 2017 
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Disclaimer: This material should be read as an overview of OCBCôs 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. 



Out of 10 people 

4 are behind on their 

retirement goals 

3 have not started 

planning for retirement 

Only three are on target or 

have achieved their goals 

23 

Did you know? 

Source: Emerging Affluent Attitudes Study 2016 
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UNITED STATES  

OF AMERICA 
 

TODAY S$218,000 

2040     S$859,000 

UNITED  

KINGDOM 
 

TODAY S$157,000 

2040     S$1,230,000 

AUSTRALIA 
 

TODAY S$113,000 

2040     S$363,000 

Did you know? 
 

Education costs are expected to 

increase sharply in the future. 

SINGAPORE 
 

TODAY S$40,000 

2040     S$59,000 

Source: Projections above as derived from the OCBC Education 

Planner on 31 July 2016, available at ocbc.com/education. 



Product 

Product 
Product 

Product 

Product Product 

Product Product 

Product 

Product 
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Product 

Product 



OCBC Life Goals 
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Solutions 
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Helping consumers achieve their financial goals 

Understand 

Your Goals 

Customise 

Your Portfolio 

Review &  

Adapt 

OCBC Life Goals 
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OCBC Life Goals 

Every customer is different 

Every customer has unique goals 

Goals change over time 

Understand them 

Tailor solutions 
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Solutions For Every Life Stage 

OCBC Wealth Advantage 



Retirement Education Legacy 

30 

Solutions For Every Goal 

OCBC Wealth Advantage 



Build 

Creating a diversified 

portfolio to build wealth 

Manage 

Optimise cash flow, to 

reap returns while 

maximizing savings  

 

 

Safeguard 

Ensuring adequate 

protection against lifeôs 

unexpected events 

31 

Solutions For Every Goal 

OCBC Wealth Advantage 
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Comprehensive  

OCBC Life Goals Training 

Monthly 

Reinforcement Sessions 

Continuing Professional 

Development 

Training & Development 

OCBC Wealth Advantage 
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Consumer Response 

ñMore personalizedéthereôs time spent to understand my personal 

situation and what I really need.ò 
 

Female, age 30 

Planning for Childrenôs Education 

ñThe PFC pro-actively understood my financial situation before 

making a suitable recommendation. I am very satisfied on this point.ò 
 

Male, age 54 

Planning for Retirement and Legacy Transfer 



ñItôs holisticé everything from transactions to insurance to 

investments.ò 
 

Male, age 39 

34 

Consumer Response 

ñMy RM is able to relate to my needs and expectations. Aware of my 

family commitments, he advised me on a suitable financial package.ò 
 

Female, age 49 

Premier Banking Client  

Planning for Retirement 
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Consumer Response 

Usage of Life Goal planners 36% 

Consumers using OCBC 

Life Goals are 
26% 

more satisfied 

Number of OCBC Life Goals 

consumers who are new to 

product solutions 
2 out of 3 
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Staff Response 

Staff using OLG 

26% 
more productive 

ñWith Life Goals, I am able to create conversations 

about safeguard, not just investments.ò 
 

Premier Relationship Manager 

 

ñPreviously, the conversation ended after selling a 

single UT. Now we can sell a solution for the 

whole portfolio.ò 
 

Personal Financial Consultant  

ñLife goals for retirement gives us a number to 

start conversations with. We can offer customers a 

whole retirement plan instead of a one-off UT.ò 
 

Rookie Personal Financial Consultant 



Money In$ights Online UT 

OneWealth 

37 

The Customer Journey 

Open Account 

App 

Onboarding Access 

AutoROME 

Mobile Banking OneWealth 

Usage Purchase 

OneTouch 
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Money In$ights Online UT 

OneWealth 

38 

The Customer Journey 

Open Account 

App 

Onboarding Access 

AutoROME 

Mobile Banking OneWealth 

OCBC 

 

Life Goals 

Usage Purchase 

OneTouch 
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1. Empower consumers with Omni-channel portfolio 

tracking and review capabilities 

The Journey Ahead 

2. Expand Short Term Goal conversations 

3. More Product Solutions 

First Home First Car Travel 
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Consumer Financial Services Singapore 

Number of Customers 1.5x 

AUM 2.0x 

Wealth Fee Income 2.4x 
2010-2016 Growth 
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ocbc.com/retirement ocbc.com/education 



OCBC CFS Digital transformation 

Analyst & Media 

Digitally Discerning not Digitally Distracted 

OCBC Consumer Financial Services 
Digital results and approach 
Pranav Seth 
12  May 2017 



ά5ƛƎƛǘŀƭƭȅ 5ƛǎŎŜǊƴƛƴƎέΣ /ƻƭƭŀōƻǊŀǘƛǾŜ ϧ Nimble 

THE APPROACH 

43 

1.  
Digitize & Extend 
Business Model 

2.  
Engage and 

leverage 
FinTech 

3.  
Transform 
Operating 
Model & 
Culture 



Disciplined competency build for sustainable & deep 
transformation 

CUSTOMER 
INSIGHTS 

Simple. 
Transparent. 
Instant. 
Frictionless. 

DATA & 
ML 

Personal. 
Relevant.  
Pro-active. 
Embedded in core 
processes 

DESIGN 

End to End. 
Journeys. 
Co-created. 
Iterative.  

THE APPROACH 

IT 

Disciplined roadmap 
STP 
Scalable (SoA/ API) 
Agile-like 

44 

ÅSustainable productivity, 
efficiency & engagement 

ÅCapture new segments 

ÅDigitally engage beyond 
products 

1.  
Digitize & Extend 
Business Model 

ÅSustainable productivity, 
efficiency & engagement 

ÅCapture new segments 

ÅDigitally engage beyond 
products 



OCBC Open Account App 

45 

relationship 
opening & 
deepening 

banking & 
payments 

wealth 
management 

12% 
360 a/cs  

opened online 

60% 
new to bank 
customers 

{DΩǎ ŦƛǊǎǘ ŎƻƳǇƭŜǘŜƭȅ ǊŜƳƻǘŜΣ ǇŀǇŜǊƭŜǎǎ ŀκŎ ƻǇŜƴƛƴƎ ŘƛƎƛǘŀƭ ǇƭŀǘŦƻǊƳ 

natural extension into MyInfo, amongst first wave of banks 



autoROME and Agent Mobility 

46 

digital-empowered front-line, in-branch (desktop) & off premises (tablet) 

mobile financial needs analysis and bancassurance origination 

fully digital onboarding with a/c opening & cross-sell, credit cards and unsecured loans 

paperless, guided and completely straight-through journeys, with embedded compliance automation 

40% 
FNA 

productivity 

15% 
bancassurance 
productivity 

relationship 
opening & 
deepening 

banking & 
payments 

wealth 
management 



OCBC OneTouch, Apple Watch App 

47 

{DΩǎ ŦƛǊǎǘ ŦƛƴƎŜǊǇǊƛƴǘ ŀǳǘƘŜƴǘƛŎŀǘƛƻƴ ƻƴ ƳƻōƛƭŜ ŀƴŘ ǿŜŀǊŀōƭŜ ōŀƴƪƛƴƎ 

instant & frictionless access to banking information 

a/c balances, transactions and cards details 

15m 
OneTouch  

usages 

$1.1m 
annualised 
cost save 

relationship 
opening & 
deepening 

banking & 
payments 

wealth 
management 



Voice Biometrics & Speech Recognition 

48 

voice as password for authentication 

speech recognition for quick and accurate access to the right service or agent 

relationship 
opening & 
deepening 

banking & 
payments 

wealth 
management 



OCBC Emma ς AI powered chatbot 

49 

$28m 
loans 

approved 

34,000 
queries 

1st AI powered home & renovation loan specialist 

ŎƻƴǾŜƴƛŜƴǘΣ Ŧŀǎǘ ŀƴŘ ŀŎŎǳǊŀǘŜ άŀƭǿŀȅǎ-ƻƴέ 

relationship 
opening & 
deepening 

banking & 
payments 

wealth 
management 



OCBC Pay Anyone ς embedding payments 

50 

10x 
payments 

25% 
use weekly 

{DΩǎ ŦƛǊǎǘ tнt ǇŀȅƳŜƴǘ ǳǎƛƴƎ ƳƻōƛƭŜ ƴǳƳōŜǊΣ ŜƳŀƛƭ ƻǊ facebook 

1st ōŀƴƪ ƛƴ !ǎƛŀ tŀŎƛŦƛŎ ǘƻ ƛƴǘŜƎǊŀǘŜ ǿƛǘƘ !ǇǇƭŜΩǎ {ƛǊƛ ϧ ƛaŜǎǎŀƎŜ 

integration with national initiative to send money to mobile and NRIC (CAS)  

Q1 growth YoY όΩмс Ǿǎ Ωмтύ 

coming soon 

relationship 
opening & 
deepening 

banking & 
payments 

wealth 
management 



OCBC Pay Anyone App ς QR code merchant payments 

51 

payment app to scan and pay with biometric authentication 

QR code-based solution with NETS, supporting smart-nation agenda for cashless economy 

pay directly from OCBC CASA 

PAY 

ANYONE 

OCBC Bank 

relationship 
opening & 
deepening 

banking & 
payments 

wealth 
management 



  ς personalised service at scale 

52 

end-to-end automation of processes ς 80% volumes 

Machine learning-based next best sales & service actions 

guided dialogues and workflows 

360 dashboard omni-channel support 

relationship 
opening & 
deepening 

banking & 
payments 

wealth 
management 



  ς boosting sales with a personal touch 

53 

360 view at a glance, personalized conversations  

mobility enabled 

clear performance, opportunity and sales dashboard ς 15%-20% productivity lift expected 

relationship 
opening & 
deepening 

banking & 
payments 

wealth 
management 



OCBC OneWealth App  
Democratising Wealth, Unlocking New Segments 

54 

1/2 
UT txns  
online 

1/3rd 
new to investment 

with OCBC 

guided buying journey, accessible ς start as low as $100 

simplified decision making 

contextual, personalised, actionable alerts 

biometric access to investment portfolio 

relationship 
opening & 
deepening 

banking & 
payments 

wealth 
management 



Robo & Bionic Advisory Pilots 
Democratising Wealth, Unlocking New Segments 

55 

1st bank in SE Asia to pilot robo-advisory service 

guided investment journey with access to basket of stocks & ETFs 

affordable investments starting as low as $3,000 

scenario-based planning & investment strategy 

simulations & what-if analysis 

relationship 
opening 

banking & 
payments 

wealth 
management 

Self-serve Assisted 


