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01 Managing through Journeys (MtJs)

Current success 

is anchored on:

Workflow 
Workbench

Experimentn

Continuous 
Listening

Value 

Map & 

Control 

Tower

AI / ML

Innovation

Performance 

Cells• Multi-functional teams working 

as one to deliver differentiated 

customer experience

• Shift from a vertical siloed 

organisation into a horizontal 

organisation 

• Achieve Agile at Scale 

• Drive revenue growth and 

increase productivity



• Performance Cells (PC) are cross-functional teams 

organised horizontally and aligned on common KPIs

• Workflow Workbench enables orchestration of work 

and ease of collaboration within the PC

• Value Maps establish relationships between defined 

levers, drivers and outcomes for customer journeys

• Control Tower provides real time data to drive timely 

interventions

• Continuous Listening employs behavioural science 

techniques in customer feedback sessions

• AI / ML and Experimentation enable the discovery 

and delivery of product and service Innovation

01 MtJs enable speed and agility 

Continuous and reinforcing

flywheel
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Product

Specialists

Data 

ScienceMarketing

Data/ 

Tech

Operations/ 

Call centre

S
q

u
a
d

s

Origination

Engagement

Servicing

Business Unit (BU) Co-PC Lead Support Unit (SU) Co-PC Lead

Performance Cell (PC)

Compliance

Flow-to-work/ 

advice
Dedicated multi-functional team     +

BU/SU Co-

Squad Leads

BU/SU Co-

Squad Leads

BU/SU Co-

Squad Leads

Performance Management Architecture (PMA)

Outcomes / 

Weightage
Metrics Target Actual

Customer 

(1/3)

• 5-star rating

• Straight-through 

processing

• System 

availability

• …

xx yy

Business 

(1/3)

• Income

• New-to-bank 

acquisition

• …

xx yy

Employee 

(1/3)

• Employee 

satisfaction

• Productivity

• …

xx yy

Performance Cells – organised horizontally + shared KPIs 



• Performance Cells (PC) are cross-functional teams 

organised horizontally and aligned on common KPIs

• Workflow Workbench enables orchestration of work 

and ease of collaboration within the PC

• Value Maps establish relationships between defined 

levers, drivers and outcomes for customer journeys

• Control Tower provides real time data to drive timely 

interventions

• Continuous Listening employs behavioural science 

techniques in customer feedback sessions

• AI / ML and Experimentation enable the discovery 

and delivery of product and service InnovationContinuous and reinforcing

flywheel
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Contextual 
Marketing 

Income uplift

Increase CX Improve 
engagement 
and reduce 
leakage

LEVERS DRIVERS OUTCOMES

Value Maps establish scientific relationships between 

defined levers, drivers and outcomes

The activities 

managed by the PCs

Metrics leading to 

desired outcome

Achieved by managing 

drivers effectively

Control Towers reflect timely data on business drivers and 

customer indicators to enable interventions

Value Maps & Control Towers provide insights and drive outcomes

Control Tower Room

Negative Customer Impact Drop off  & Digital Adoption Tracking

NCI Drop-off

Onboarding (Deposits)

• 20% y-o-y Reduction

Apr’23

47.8K
vs FY’22 avg 59.9k

Apr’23

94%
vs FY’22 avg 87%

Level 2 – Branch Demand Monthly Target Volume Reduction

Level 1 – Overall Demand Monthly Target Volume Reduction

Digital Adoption Share

Onboarding (Deposits)

• 8% y-o-y Increase

Monthly Deposits Onboarding: 2023 (50.7K) vs 2022 (46.3K)
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• Performance Cells (PC) are cross-functional teams 

organised horizontally and aligned on common KPIs

• Workflow Workbench enables orchestration of work 

and ease of collaboration within the PC

• Value Maps establish relationships between defined 

levers, drivers and outcomes for customer journeys

• Control Tower provides real time data to drive timely 

interventions

• Continuous Listening employs behavioural science 

techniques in customer feedback sessions

• AI / ML and Experimentation enable the discovery 

and delivery of product and service Innovation
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Continuous Listening & Experimentation enable Innovation at scale

Continuous Listening Experimentation Innovation

• A ritual of regular interviews with 

customers on their experiences 

with DBS

• PCs are trained in behavioural 

science and observation 

techniques

• 346 immersions conducted in 2022

• Innovation is embedded and 

accelerated within PCs

• >600 innovation ideas generated, 

50 ideas being validated for 

acceleration

• Leveraging Data and AI/ML 

models to rapidly test and 

sharpen solutions

• Scaled to 1600+ experiments in 

2022

Observation room: 

PCs observe the interview 

through a live-feed

Interview: 

Interacting with 

customer through 

virtual channel 

(on DBS premise)

1-to-1 customer interviews

A/B Testing: We learnt that emotive messaging is 

more effective than pricing discounts

Customer Satisfaction improved from 4.2 to 4.46 

Secure FX product 

to be launched in 

SG, to fulfill hedging 

needs of SME clients

Pay & Transfer 

soft launched 

on Card+ app in 

HK to pay small 

merchants, P2P 

transfer, etc.

Experiments:

FX Pricing

9% to 12% lift

TT Pricing

0% to 5% lift

Emotive Message

47% to 100% lift
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02 Industrialising AI/ML across the bank

>600 Models, 300+ use cases, $178m economic value in 2022 

Consumer Banking

Everyday Banking 

Wealth Management

Institutional Banking

SME Lending

Early Warning Credit for Large Corporates

Treasury & Markets 

Algo Trading & Sales 

Audit 

Always On Audit

Audit Report Generation 

Risk

Credit, Capital Adequacy, Fraud

Operations 

Demand Management 

Finance 

Outlier detection

Financial forecasting

Human Resources 

Recruitment

Career Development 

18



Solution OutcomeBackground

AI / ML models trained 

on 300+ features from 

10 databases on 

behaviour

profiling 

and fraud 

patterns

24%
increase in loss 

prevention

Uplifted Effectiveness

prediction rate vs pure 

rules-based fraud detection

5x better
▪ Increased frequency of 

scams against 

customers’ accounts

▪ Recovering money is 

often difficult

27% automation

released alerted txns

without human intervention

Enhanced Efficiency

high precision rate in 

automatic processing

99.4% accurate

10x compliments 

more than complaints 

Customer Impact

decreasing average 

loss per customer

Real-time fraud 

prevention 

is critical 

One of the first in the industry to do at scale
DATA Duration: 3rd Nov 2022 – 31st Mar 2023

> 1 million

daily transactions

< 10 milliseconds

processing time

Digital payment fraud prevention
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Solution OutcomeBackground

200+ AI / ML models

leverages on ~16k of 

data features

6 markets
launched consistent 

engagement approach

Increased Customer Engagement with Relevancy

customers engaged

7.5m

▪ Customers wanted to 

be engaged more 

effectively with relevant 

content for their needs

▪ RMs needed a method 

to prioritise which 

customers required 

advisory and on what 

topic
Next Best Conversations 

nudges sent

344m

Next Best Nudges 

Driving economic value in CBG through cognitive banking

$95.5m
economic value 

generated in 2022

$200m
economic value      

targeted in 2023

2x Economic Value Generated Year-on-Year

Cross-buy, usage, 

retention offers for all 

products + CVPs for 

new micro segments

20
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Supply Chain
Financing

Cash Management

FX

22

Bilateral Relationship Ecosystem Play

Partners

Objectives Acquiring

Customers

Growing

Balance Sheet

& Fee Income

Increasing

Engagement

CBG IBGStrategy

New Way

of Working

Lending

Payments

Wealth
Management

03 Scaling Ecosystem Partnerships
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CBG example

Other partners

(non-exhaustive)

Multiple data 

sources leveraged 

for credit scoring

A leading payment platform in India with over 11 million credit card customers

1
Pre-approved loan 

shown to customers

2
Customer applies 

for loan & receives 

confirmation

KYC / AML / fraud 

check powered

by AI/ML

3
Loan disbursed to 

designated 

accounts

Funded within 

seconds enabled 

by API

4
Customer repays 

the loan

Data collected for 

risk monitoring

Consumer Finance Partnerships



24

IBG example

Alternative data & 

AI/ML leveraged for 

merchant selection & 

credit scoring

A leading logistics platform in Greater China; part of JD.com

1
Target merchants 

applies for financing

2
Merchant receives 

confirmation and opens 

account with DBS

KYC conducted 

virtually

3
Merchant requests 

for drawdown and 

account gets funded

Funded within 

minutes enabled 

by API

4
Merchant repays / 

draws down

the loan as needed

Data collected for 

risk monitoring & 

cross-sell

Supply Chain Financing Partnerships

Other partners

(non-exhaustive)



Customer Acquisition Balance Sheet Growth Deepened Engagement

IB
G

C
B

G

Footnote:

(1) No. of EOP customers from Ecosystems (excluding Singapore)

(2) No. of EOP Supply Chain Financing spokes & SME customers from Supply Chain and Accounting Platforms 

(3) Based on constant currency terms; % contribution to new volume booked in FY22 for selective products with Ecosystem lending presence

2020 20222021

0.8

6.8

3.7

EOP Secured & Unsecured Assets ($’b)3

EOP Supply Chain Financing Assets ($’b)3 Cross-buy Ratio (%)

20212020

1.8

0.8

2022

0.2

c. 30%
of total 

customers

ex-SG

98
131

176

2020 2021 2022

10
14

18

2020 2021 2022

# of Spokes

& SMEs (k)2

# of Anchor Clients 

& Platforms
Supply Chain

Financing 

Income 

54% Lending

24%

Cash 

58%T&M 

18%2022

1.6

2.9

4.0

2020 2021 2022

#1
Net promoter score 

vs. competitors

c. 65%
of new 

bookings

ex-SG

c. 30%
of new 

bookings

#1
Share of wallet

vs. competitors

Value captured from Ecosystems

PayLah! Rankings# of Partners # of Customers (m)1

Exited

Existing

25

40 45

5955

20222020

58

2021

Cross-buy

Income

46%



54
115

222

400

800

1,600

FY20 FY21 FY22 FY23 FY24 FY25

Revenue + Cost Savings; Based on constant 

currency terms
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Ecosystems

Financial Impact ($’m)

Data/AIManaging through Journeys 

▪ Growing number of strategic 

partnerships

▪ Embed more products into new 

Ecosystems

▪ Significant revenue contribution in 

growth markets

▪ 69 MtJs across Consumer and 

Institutional Banking

▪ 6 markets, >6,000 staff

▪ Covering S$7.9b revenue

▪ Economic outcome from revenues 

and expenses

▪ Pervasive across the bank

▪ Expertise to leverage on new AI 

technology

CBG & IBG Revenue

MtJ Non-MtJ

61%

Business Impact ($’m)

35 75
178

350

700

1,500

FY20 FY21 FY22 FY23 FY24 FY25

Economic Outcome: covers incremental revenue, 

credit/ fraud losses saves and productivity gains

Excluding Private Bank and Treasures Private 

Client revenue

Looking Ahead…



Disclaimer
Important notice

This presentation has been prepared by DBS and is solely for information purposes only and for your use, and on the basis of your acceptance of this disclaimer and does not purport to be a complete description of all 

material terms. This presentation is not a prospectus or other offering document under any law and should not be treated as offering material of any sort. 

This presentation may not be copied, distributed, reproduced or passed on, directly or indirectly, in whole or in part, or disclosed by any recipient, to any other person (whether within or outside such person's organisation 

or firm) or published, directly or indirectly, in whole or in part, for any purpose or under any circumstances. In particular, the distribution of this presentation in certain jurisdictions may be restricted by law and persons into 

whose possession this presentation comes should inform themselves about, and observe, any such restrictions. Failure to comply with this restriction may constitute a violation of applicable securities laws. 

This presentation, and any other information presented or discussed in connection therewith (collectively with any other documentation referencing or memorialising any of the foregoing, the “Information”), does not 

purport to be all-inclusive or to contain all of the Information that an investor may desire.  The recipients of the Information contained in this presentation should not use this Information to acquire or sell, or attempt to 

acquire or sell, for themselves or for a third party, either directly or indirectly, any securities of the DBS Group. 

The presentation has not been and will not be independently verified, and no representation or warranty, express or implied, is made or given by or on behalf of DBS. In all cases, interested parties should conduct their 

own investigation and analysis of the Information. Neither the DBS Group, any of its related corporations, or their respective agents, directors, officers, employees, advisers or representatives makes any representation 

or warranty (express or implied) herein or otherwise as to the accuracy or completeness of any of the Information, and none of the foregoing shall have any liability for any representations (express or implied) contained 

in, or for any omissions from, any Information. No representation or warranty, either expressly or implied, is made as to, and no reliance should be placed on, the accuracy, completeness or fairness of the Information or 

opinions contained in this presentation and no responsibility or liability is assumed by any such persons for any such information or opinions or for any errors or omissions. The Information contains data that may no 

longer be complete or current, and all Information presented or contained in this presentation is subject to verification, correction, completion and change without notice. In giving this presentation, none of DBS Group, 

any of its related corporations, or their respective agents, directors, officers, employees, advisers or representatives undertakes any obligation to amend, correct or update this presentation or to provide the recipient with 

access to any additional Information that may arise in connection with it. The Information contains data regarding past performance, such past performance is not indicative of future performance which may differ 

materially from those contained in this presentation.

This presentation does not constitute or form part of, and should not be construed as, any offer, invitation or recommendation to purchase, sell or subscribe for any securities in any jurisdiction and neither the issue of the 

Information nor anything contained herein shall form the basis of or be relied upon in connection with, or act as an inducement to enter into, any investment activity. This presentation contains selected information about 

the activities of the DBS Group as at the date of this presentation. This presentation does not purport to contain all of the Information that may be required to evaluate any investment in DBS Group or any of its securities 

and should not be relied upon to form the basis of, or be relied on in connection with, any contract or commitment or investment decision whatsoever. This presentation is intended to present background information on 

the DBS Group, its business and the industry in which it operates and is not intended to provide complete disclosure upon which an investment decision could be made. Any decision to invest should be made solely on 

the basis of information contained in the offering documentation published in relation to such offering. The merit and suitability of an investment in DBS Group or any of its securities should be independently evaluated 

and any person considering such an investment is advised to obtain independent advice as to the legal, tax, accounting, financial, credit and other related advice prior to making an investment.

To the extent available, the data contained in this presentation has come from official or third party sources. Third party industry publications, studies and surveys generally state that the data contained therein have been 

obtained from sources believed to be reliable, but that there is no guarantee of the accuracy or completeness of such data.  While DBS believes that each of these publications, studies and surveys has been prepared by 

a reputable source, DBS has not independently verified the data contained therein. In addition, certain of the data contained in this presentation come from DBS’ own internal research and estimates based on the 

knowledge and experience of DBS’ management in the market in which the DBS Group operates.  While DBS believes that such research and estimates are reasonable and reliable, they, and their underlying 

methodology and assumptions, have not been verified by any independent source for accuracy or completeness and are subject to change without notice. Accordingly, undue reliance should not be placed on any of the 

data contained in this presentation.

The DBS Group does not undertake to provide any additional information or to remedy omissions in or from this presentation. If certain risks and uncertainties materialise, or if certain underlying assumptions prove 

incorrect, the DBS Group may not be able to achieve its financial targets and strategic objectives. The DBS Group does not intend, and does not assume any obligation, to update industry information set forth in this 

presentation. 27



Disclaimer
Forward-looking statements

This presentation includes forward-looking statements (“Forward-Looking Statements”), including statements made orally by DBS’ management. These Forward-Looking Statements are or will be based upon numerous 

assumptions regarding the DBS Group's present and future business strategies and the environment in which the DBS Group will operate in the future and include such words as "intends", "aims", "forecasts", projects", 

“anticipate”, “estimates”, “should”, “will”, “expects”, plans” or similar expressions. Such Forward-Looking Statements are not guarantees of future performance as actual events are difficult to predict and involve inherent 

known and unknown risks, uncertainties and contingencies because they relate to events and depend on circumstances that may or may not occur in the future, and may cause the actual results, performance or 

achievements of the DBS Group to differ materially from those expressed or implied by such Forward-Looking Statements. These Forward-Looking Statements are statements regarding the DBS Group’s intentions, 

beliefs or current expectations concerning, among other things, the DBS Group's results of operations, financial condition, l iquidity, prospects, growth, strategies and the industry in which the DBS Group operates. Many 

of these risks and uncertainties relate to factors that are beyond the DBS Group’s ability to control or estimate precisely, such as future market conditions, currency fluctuations, the behaviour of other market participants, 

the actions of regulators and other factors such as the DBS Group's ability to continue to obtain financing to meet its liquidity needs, changes in the political, social and regulatory framework in which the DBS Group 

operates or in economic or technological trends or conditions. Forward-Looking Statements that reference past trend or activities should not be taken as a representation that such trends or activities will necessarily 

continue in the future. Past performance should not be taken as an indication or guarantee of future results, and no representation or warranty, express or implied, is made regarding future performance.  All Forward-

Looking Statements included are or will be based on information available on the date hereof or the date of presentation or discussion and none of the DBS Group, or its respective affiliates, agents or representatives 

undertake any obligation to update or revise any Forward-Looking Statements, whether as a result of new information, future events or otherwise, and expressly disclaim any obligation or undertaking to release any 

updates or revisions to these Forward-Looking Statements to reflect any change in the DBS Group’s expectations with regard thereto or any change in events, conditions or circumstances on which any statement is 

based after the date of this presentation or to update or to keep current any other information contained in this presentation. Accordingly, undue reliance should not be placed on the Forward-Looking Statements, which 

speak only as of the date of this presentation.  Accordingly, there can be no assurance that any estimated returns or projections can be realised, that any Forward-Looking Statements will materialise or that actual 

returns or results will not be materially lower than those that may be presented or discussed.

By attending the meeting where this presentation is made or by receiving and using this presentation and/or accepting a copy of this presentation, you acknowledge and represent to the DBS Group, and agree to be 

bound by the foregoing limitations in this presentation.

The Information and the opinions contained in this presentation is subject to change without notice.
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