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OCBC Consumer/Wealth Strategic Capability Roadmap

Datadriven customer segmentation in place since 20105515 2ng beyoncl

OCBC CFS Wealth Halo

Wealth Advisory & Simplicity

Lifestyle

2010I

/OCBC CFS Wealth Halo
7N\

Regional Premier

Digital

Branding & Marketing

Customer Lifestyle - Unsecured

&
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OCBC Wealth Platform u Customer Segmentation

ﬁ:@ OCBCBank OCBC PREMIER BANKING é) BANKOFSINGAPORE

Asia’s global private

&f.m 37 ‘..
a0 S8

Children & Young
Families

)

Affluent & HNW &
Newto Workforce Emerging Affluent EmergingHNW UHNW
13%cCAGR 17%cCAGR 9%CAGR
No. of clients No. of clients No. of clients

&) ocBC Bank



OCBCWealth Platform

y Provideunified investment views and idea® all wealth channels

y Better coordinate product providers in view @élivering superior advisory
Yy Maximize usage of group resources

y Offer more crosentity career opportunities

Wealth Management

Brands/Channels
Group

Product Manufacturing

Great Eastern

Bank of Singapore

‘ , BANKOFSINGAPORE
International Private Banking

Product Management
Group

Lion Global
Global Treasury
OSPL

OCBC PREMIER BANKING

GCF& Product

3
Management Group g—@ OCBCBank
OCBC Capital Markets
ig OCBC Securities

Bank of Singapore & CBC
Investment Research
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OCBCWealth Platform u Wealth Panel

Over 200 years of collective investment experience, providing unified house views to
ANR S YIYyIlI3IS YR LINRPGSOG 2dzNJ Of ASy(daqQ ¢

OCBC Wealth Panel

Left to right: Sean Quek (Managing Director and Head of Equity Research, Bank of Singapore), Teo Joo Wah (Chief@t@tebat, L
Investors), Carmen Lee (Head, OCBC InvestResgarch, OCE2ank), Marc Van dé&/alle(Head, Group Wealth Management, OCBC Bank,

and Chairman, OCBC Wealth Panel), Rickemdm(Chief Economist, Bank of Singapore), Tan SiewHssel( WealtiManagement

Singapore, OCBC Bank), Gregory Choy (Head of Wealth Advisory, Wealth Management Singapore, OCBC Bank), Selena aswy(Head, Tre
Research & Strategy, OCBC BallichaelTan (Senior Investment Counsellor, Wealth Management Singapore, OCBC Bank)pdstean

(Chief InvestmenOfficer, Bank of SingaporeyasuMenon (Senior Investmentrategist, WealttManagement Singapore, OCBC Bank).
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OCBCWealth Platform u Research & Advisory

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

Economics y 48investment and
. Investment Committe@sss===++ssssesssssnns, . researCh anaIyStS
. Yy Research coverage of
% : Equities over 1,200 stocks,
= Bank of Global 500+ bonds, 145
o Singapore Treasury funds and 28
5 ' Fixed currency pairs
5 , ocec K Income
% Son SOl investment M y Model portfolios
nd Research :
y Unified house views
Funds across OCBC, Bank of h;
Singapore, OCBC S A
_ Securities, Lion Global ﬁ? ﬁ I
Foreign Investors =
Exchange -
=

&) ocBC Bank
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OCBC Wealth Platform u OCBC Life Goals

Tailoring wealth solutions not products for different customers.
AAAYLIX AFTASR 321 f ()I-'héél-zi O2YW@SNEI GAZ2Y (2

' \\ 7
N R (e




Redefining the Consumer and Wealth Experience

OCBC Consumer/Wealth Strategic Capability Roadmap

Group Wealth Platform

Stay True

Conclusion

&) ocBC Bank




Stay True

&) ocBC Bank

4

NO TRICKS.

NO HIDDEN CONDITIONS.

STAY TRUE.

From here on, OCBC promises to stop common advertising
practices (that we've also been guilty of in the past) such as:

RESTRICTIONS HIDDEN IN FINE PRINT

We will not hide important terms of promotions
in our T&Cs. Everything will be upfront.

COMPLICATED MECHANICS

You will always be able to understand our offers
in a simple manner.

MISLEADING ADVERTISING
We always say what we mean clearly in our ads.
No two ways about it.

Don't believe us? Flip the page and see what we mean.

&) ocBC Bank

&) ocBCBank

STRETCH YOUR

PAYMENTS

GET A REBATE.
IT’S THAT SIMPLE.

The OCBC Cashflo Credit Card doesn't just split your payments
automatically at no extra cost. It comes with no complicated
and hidden conditions either.

STAY TRUE

ocbe.com/cashflo

o o REBATE EARNED
O /° 1 /o ONALIVOUR
IRCHASES

INTEREST
royors3m nyou 0.5%+ i monthly
spand fro ows$1000 perd

Pay over 6 months whenyou 1% e monthiy bi

$pend $51000 30d more of$81000 and shove
Uptosrimum et o
55100/

&) ocBC Bank

CONNECTING YOU

TO WEALTH
WITH HONESTY

Get sound, unbiased market insights at your fingertips.
Without hidden intentions to sway you to do what benefits us.
Because earning your faith is more important than earnings.

STAY TRUE
ocbc.com/onewealth
“OCBCOneWealth
OCBC Dlgltal Advantage -

ﬁ

Achieve your wealth goals on the go with OCBC OneWealth™.

ACTon the atest TRACKyour STAY ANEAD with market
ONE insights to buy and vestments with e ghts and ivestment
WEALTH b“ R o trom experts
OCBC Bank =



Stay True u ocBc360account

Simplifying an account with complex mechanics

UNLEASH

YOUR WEALTH

TO THE POWER OF 360

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

SALARY PAYMENT SPEND WEALTH
Upto
% e 0.3%: 0.3%}< 1.2% %
1.2 0 year . 0 vyear . 0 vear . 0 vear
Credit your salary of at Pay at least 3 bills online Spend at least SS500 on Insure or invest with
least 552,000 through orthrough GIRO with a OCBC Credit Cards. OCBC.Eam 06%o0r12%
GIRO. total amount of at least for 12 months, depending
SS150. on the qualifyingamount.
Details Details Details Details
(y SAVE
0 year Eam this extra bonus on the first 5$70,000ifyour account balance is $$200,000 and above Details

&) ocBC Bank
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201@ Lack of strong customer proposition

Missing out young single professionals (3B years old)doctors, bankers, lawyers,
teachers, engineers.

BORROW INVEST MAINTAIN

# of
customers

1 25 29 3 37 41 45 49 53 57 61 65 69 73 77 81 8 89 93 97 101

Age

Average profit per customer
m— 1 CUST

&) ocBC Bank
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2016 Increasing customer profitability over the years

Significant increase in number of target customers through FRANK and 360 Account.
Profitability breakeven point @ 29 years old

BORROW INVEST MAINTAIN

# of
customers

—

1 4 7 10 13 16 19 22 25 28 31 4374043464952555861646770737679828588919497100

Age Average Profit per customer
et Cust

&) ocBC Bank
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EB scores reached record high in 1Q2017

Committed to providing endlo-end service excellence

7%

49%
48% 48%

45%

2011 2012 2013 2014 2015 2016 1Q 2017

Note: Overall weighted 1B scores, calculated from transaction/enquiries channel, salkesed channels and relationshiplated chamels. (n= 4,000)
Source: OCBC Market ResearciBBurvey2011, 20122013, 2014, 20152016 and 1Q 2017.

&) ocBC Bank
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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.

Wealth fee
Income{ D5 QY

AUM

252

2010 2011 2012 2013 2014 2015 2016 1Q2017

&) ocBC Bank
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OCBC Life Goals

Redefining the Consumer and Wealth Experience

Dennis Tan
Head, Consumer Financial Services (Singapore)
12t May 2017

é Disclaimer: This material should be read as an overview of O C B C dusrent business
.s Oc Bc Ba n k 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 22

whatsoever with respect to the use of this document or its content.



Did you know?

Out of 1 O people

mem

4 are behind on their
retirement goals

me

have not started
planning for retirement

Only three are on target or
have achieved their goals

Source: Emerging Affluent Attitudes Study 2016 23



Did you know?

Education costs are expected to

Increase sharply in the future.

UNITED STATES

OF AMERICA
TODAY S$218,000 K& SINGAPORE
2040 S$859,000 TODAY S$40,000

2040 S$59,000

NP UNITED
KINGDOM

TODAY S$157,000
2040 S$1,230,000

SIZ4 AUSTRALIA

\
/

Planner on 31 July 2016, available at ocbc.com/education. 2/

@ I s ZIs x X
2 TH4 [ » e ® P —— S TODAY S$113,000
I ¢ 2040  S$363,000
i\ ‘
ﬁé ’ oc B T —— Source: Projections above as derived from the OCBC Education
/

CRahk ‘T
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Product

Product Product
Product
Product Product
Product
Product
Product
Product

Product Product

&) oCBCBank
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OCBC Life Goals

Solutions

&) oCBCBank

26



OCBC Life Goals

Helping consumers achieve their financial goals

Understand _) Customise _) Review &
Your Goals Your Portfolio Adapt

&) 0CBC Bank

2



OCBC Life Goals

Every customer is different
Every customer has unique goals
Goals change over time
Understand them

Tailor solutions

&) 0CBC Bank

28



Solutions For Every Life Stage

QQ OCBCBank OCBC Wealth Advantagzeg3



Solutions For Every Goal

Retirement Education

QQ OCBCBank OCBC Wealth Advantage

30



Solutions For Every Goal

Manage

Optimise cash flow, to
reap returns while
maximizing savings

&) OCBCBank

Safeguard

Ensuring adequate
protection
unexpected events

Build

Creating a diversified
a g adrtioli® to build weadtd s

OCBC Wealth Advantage
31



Training & Development

Comprehensive
OCBC Life Goals Training

Monthly
Reinforcement Sessions

Continuing Professional
Development

QQ OCBCBank OCBC Wealth Advantagge2



Consumer Response

A Mo peesonalizedéet her e 0s t iumlerstanp emynpersonab
situati on and wha

Female, age 30
Pl anning for Child

NThe pPd-aCtively understood my financial situation before
making a suitable recommendati on.

Male, age 54
Planning for Retirement and Legacy Transfer

&) oCBCBank

33



Consumer Response

N My RaWletogelate to my needs and expectations. Aware of my
family commitments, he advised me

Female, age 49
Premier Banking Client
Planning for Retirement

Al @i seéverything from transactions to insurance to
l nvest me

Male, age 39

&) oCBCBank

34



Consumer Response

Usage of Life Goal planners

Consumers using OCBC
Life Goals are

Number of OCBC Life Goals
consumers who are new to
product solutions

&) oCBCBank

36%
26%

more satisfied

2 out of 3

35



Staff Response

Staff using OLG AnWith Life Goareaeconversatnonsa b |

about safegquard, not
: ! ( ; O/ Premier Relationship Manager
APreviously, the conversa

more productive single UT. Now we can sell a solution for the

whole portfolio. 0

Personal Financial Consultant

ALl fe goals T or T1etirem
start conversations with. We can offer customers a
whole retirement plan instead ofaone-of f UT

Rookie Personal Financial Consultant

S‘_QOCBC Bank

36



The Customer Journey

Onboarding ‘ Access
=
&) ocBC Bank
Open Account Mobile Banking
App
réme ﬁg(}))
AutoROME OneTouch

&) oCBCBank

Usage

ONE
WEALTH
OCBCBank

OneWealth

Money InS$ights

Purchase

ONE
WEALTH
OCBCBank

OneWealth

=

"i?ivirg

Online UT

37
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The Customer Journey

/Usage ‘ Purcha;

OCBC

Life Goals

\_ /

38
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The Journey Ahead

1. Empower consumers with Omni-channel portfolio
tracking and review capabilities

' :
1 Sasdesy

ONE = %

: WEALTH ©Jd L [r=CsImn e :

aaaaaaaa _O ":'.‘:_f_r"

| b = i

3 4

2. Expand Short Term Goal conversations

First Home First Car Travel

3. More Product Solutions

&) 0CBCBank

39



Consumer Financial Services Singapore

Number of Customers 1 5X

AUM 2.0X

Wealth Fee Income 2 4X

2010-2016 Growth

S‘_QOCBC Bank

40



- SECURE YOUR

FUTURE WITH
OCBC LIFE GOALS

\

/ :
I

ocbhc.com/retirement ocbhc.com/education

41



Digitally Discerning not Digitally Distracted

OCBC Consumer Financial Services
Digital results and approach

Pranav Seth

12 May 2017




THE APPROACH

lasxa&ﬁﬁ“émyxyaézmmtﬂet 1620

2.
Engage and
leverage
FinTech

1.
Digitize& Extend

Business Model 3

Transform
Operating

Model &
\/ Culture
&) 0cBCBank -




THE APPROACH

Disciplined competency build for sustainable & deep
transformation

. Tan01a10 Personal
Simple. i Relevant.
Transparent. * Pro-active

v Instant.

1. Eriotion Embedded in core
. CUSTOMER rrictioniess. rocesses
Dlgltlze& Extend INSIGHTS D':‘;Irf‘ & P
Business Model - o
A Sustainable productivity,
efficiency & engagement o
A Capture new segments End to End. a Disciplined roadmap
A Digitally engage beyond ? Journeys. fo STP
products ) Cocreated. i Scalable$oA API)
v lterative. — Agilelike
DESIGN IT

\ o
¥//

&) 0CBC Bank .



OCBC

3
12%  60% \ . <°

opening &
il

360 alcs new to bank eepening
opened online customers

i

{DQ& FANRBRG O2YLX SGSTt e

A

NBY2{S




4094 15% )0

relationship
S\ ‘ bancassurance -

productivity l productivity deepening

P
-

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

mobile financial needs analysis arithncassurancerigination

fully digital onboardingwith a/c opening & crosssell, credit cards and unsecured loa

paperless, guided and completely straigtitrough journeys, with embedded compliance automatio




OCBC OneTouch,

15m " $1.1m

OneTouch annualised
usages cost save

banking &
payments

{DQ& FANRBRUO FAYISNIINAY(G FdziKSy

instant & frictionless access to banking informatic

a/c balances, transactions and cards dets




Voice Biometrics & Speech Recognition

&

relationship
opening &
deepening

4

banking &
payments

|

voice aspasswordfor authentication wealth

management

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



OCBC EmmaAl poweredchatbot

Hi there! I'm Emma, your OCBC Bank
Virtual Service Ambassador! | can help
you with your queries on Home and
Renovation Loans.

Hey Emma, am | eligible to
refinance my home loan?

The eligibility conditions for refinancing
your loan with us are:
* Private Property Loan - The loan
amount remaining must be at least
SGD 200,000
* HDB loan - The loan amount
remaining must be at least
SGD 100,000

© Powered by CogniCor

1st Al powered home & renovation loan speciali

34,000 $28m

gueries loans
approved

&

relationship
opening &
deepening

4

banking &
payments

|

wealth
management



L Ay |.' {
OCBC Pay Anyo?em_
.

10x  25%

payments use weekly

g payments

.

“

.
L)

 Q1growthYoY6 Qmc Ha QmT 0

4

banking &
payments

:

{DQA

15t6 |y l'AAl t1FTOAFTAO (2

I




&

relationship
opening &
deepening

4

banking &
payments

end m
OCBC Pay Anyone
BN | vvone

OCBC Bank
v
payment app to scan and pay with biometric authenticatic o
QR codebased solution with NETS, supporting smaration agenda for cashless econo maﬁf;"etﬂqem

pay directly from OCBC CAS



Presioent & CEO of Giodal ABC Trading

X

relationship
opening &
deepening

123000 S6101000¢ 30 June 13611 34 Apgresive

S

‘make the recommendation? Did customer want to continue with
+ Handphane number fagged as Inald recommendafion?

i [
A | Wealth Profile

CKA

Complatad on TIHOR015

4

banking &
payments

teFets [~ A4rATS

360 dashboard omni-channel suppor v

wealth
management

end-to-end automation of processes 80% volumes

Machine learningbased next best sales & service actia

guided dialogues anavorkflows




O # £ 1
Welcome, <PFC Name>!

Campaign Man

You have 400 non-started leads

to try calling the

There are 7 h month ago

Target 65,000
85,000
— MTDTarget 45,000
DoneDeals 30,000 60,000

Allin Pipeline 18,000

4

40,000 Total Leads

15,000

banking &
payments

Feedback

Due
Today

clearperformance, opportunity and sales dashboard15%20% productivity lift expected

360 view at a glance, personalized conversatio
mobility enabled




OCBC OneWealth App
Democratising WealthUnlockingNew Segments

&

relationship
opening &
deepening

1/2 © 1/3rd

UTtxns hew to investment
online with OCBC

o000 StarHub 4G 3:01PM
ple” :

= Al lgpcs " | b
s

!

2

banking &
payments

Igl: OUR VIEW ON YOUR UT INVESTMENT

Overn I g ht m a r ket Al funds: The UK has defied expectations and
u d at e voted to leave the European Union (EU). The
p resulting political and economic uncertainties
ahead will likely trigger higher volatility. As the
near-term market response will likely be a knee-
jerk reaction, we caution investors from joining

: -~ , the panic selling mood and take opportunity to
without a political surprise from ... trim positions on near-term market rebound.

v

wealth
management

Thursday, 11 May 2017 - There’s nevera d
momentwith the new Trump administratiol
when you thought you could get through a

simplified decision making

guided buying journeyaccessible; start as low as $10

View your investment

contextual, personalised, actionablalerts

biometric access to investment portfoli Buy and sell our

selected funds

You can buy and sell about
70 funds that are carefully



Robo & Bionic Advisory Pilots
Democratising Wealth, Unlocking New Segments

%

relationship
opening

Selfserve

4

banking &
payments
= &) 0cBC Bank

v

wealth
management

1stbank in SE Asia to pilabbo-advisory service

guided investment journey with access to basket of stocks & E

affordableinvestments starting as low as $3,0(




