
Consumer and SME

Shee Tse Koon

Group Head, Consumer Banking Group & Wealth Management



01 Where we left off: Digital outperformance continues 

02 What we have done: Enhanced our digital proposition to reduce cost, grow 

revenue, and gain market share

03 Where we are going: Grow customer wallet share

Agenda 

2



01 Where we left off: Digital outperformance continues 

02 What we have done: Enhanced our digital proposition to reduce cost, grow 

revenue, and gain market share

03 Where we are going: Grow customer wallet share

Agenda 

3



How we changed the business

Acquire • Ecosystem strategy for wider outreach

• Data-driven digital marketing and search 

engine optimisation 

• Digital onboarding 

Transact • Paper-less, straight-through processing

• Seamless, omni-channel

Engage • Embed ourselves in the customer journey

• Contextualise research and marketing 

for cross-sell

Superior returns on Digital segment

Digital customers have lower CIR 

and higher ROE

Digital customers are more engaged 

and do more transactions

Digital customers have higher 

income and lower cost-to-serve as a 

% of income

Recap of our 2017 thesis: Digitalisation has led to superior 

financial and operating performance
Consumer and SME (Singapore, Hong Kong)
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Digital customers continue to outperform Traditional 

customers
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Companion App for 

consumer banking 

(Digibank and PayLah!)

Multi-channel for 

SME banking 

(IDEAL app & Public Web)

Account 

services

Payments

Remittances

Card 

services

Financial 

planning

Digital 

investment

Home 

planning

Account 

services

Foreign 

exchange

Merchant 

services

Digital 

onboarding

Files and 

reports

Payments and 

collection

Digital 

lending

A comprehensive digital proposition in Singapore.

Fully embedded in the customer journey 

7



Financial outcomesDigital transactions

Digital

Branch

2017 2022

Digital onboarding

Active 

rate
66.8%

78.3%

Lower cost-to-serve per 

transaction

20222017

-60%

2017 2022

-45%

Active rate: # of users who log in to digibank at least once a month / # digibank users

93

83

7
17

Digital onboarding (%)

Lower cost-to-acquire per 

account

Increased digital channel share, 

with shift from desktop to mobile

Increased active digibank rate, 

and digital transaction volume

2017 2022

+154%

Digitalisation has lowered cost-to-acquire and cost-to-serve 
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Network and servicing transformation have reduced costs

Self Service

Financial 

Planning

Full Service

4.11

20222017

5.18

Demand volume (m)

Proactive & predictive interception

Data-driven help & support

Personalised chat bot

2017 2022

-26%

84%

46%

16%

14%

40%

2017 2022

67% reduction in branch arrivals 

Financial outcomesCall center servicingPhygital banking

Lower branch and call center 

costs ($)

Manned touchpoints optimised

through reduction in branch arrivals 
Manned calls reduced through

digital-first servicing
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Data and AI/ML have enabled access to new segments: 

Democratisation of wealth

3M customers engaged with 280M nudges

2.7M transactions generating $47B trading volume

6X increase in premium for digital insurance

1 One-stop tool for financial planning

2 Open banking for holistic view of 

customers’ financials 

3 Hyper-personalised and contextualised 

nudges 

4 Digital fulfilment through DIY investing 

solutions 

5 Bite-size budget investment portfolio with 

digiPortfolio

6 Online to offline tele-advisory service for 

customers who need more help

2019 2022

+20%

Higher investment 

AUM ($)

Higher investment 

income ($) 

2019 2022

+13%

39% to 47%
Banca regular 

premium market share #1 in SG

CPF market share
48% to 62%SRS

42% to 44%CPFIA

DBS digital advisor Financial outcomes

CAGR

CAGR
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Financial outcomesCustomer engagementRM performance

Higher Treasures investment & 

insurance income ($) 

Higher RM productivity Deepened engagement through

Next-Best-Nudges

Redesigning the Treasures business has increased wealth 

revenue 

81
96

20222020

% customers who received nudges

% of customers with wealth products

34
46

2017 2022

Productivity per RM per annum ($’000)

# of clients per wealth manager

Strong growth in fee income:

- Higher digital engagement 

- Greater RM assisted 

transactions20222017

860K

599K

+44%

500

700

2017 2022

2017 2022

+11%CAGR
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Increased ubiquity of PayLahIncreased mortgage sales with Property Marketplace

Ecosystems and marketplaces have enabled customer 

acquisition, extended distribution and improved customer 

stickiness 

# of PayLah! 

users

2017 2022

0.8M

2.4M
1.5M

23M Avg monthly 

logins

20222017

0.7M

67.4M

Merchant 

transaction 

count

2,070M

2020 2022

756M

Mortgage 

sales from 

Property 

Marketplace

16

5.7

% contribution 

to total 

mortgage 

sales

3X

96X

2.7X

52% to 54%

Deposits market share

18% to 22%

Cards market share

28.9%

Mortgage 

market share
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Acquire Transact Engage

Increased digital onboarding 

and lending Increased activity on IDEAL

Increased SME customers 

receiving digital nudges

The digitalised SME operating model has scaled up 

acquisition, transaction and engagement and enabled access 

to new segments

33

48

2017 2022

Digital lending 

(%)

13

53

88
99

20222017/2018

Digital account 

opening (%)

STP account 

opening (%)

2022

28M

2017

6M

# IDEAL 

Logins

77

91
Active rate

(%)

20222020

29K

106K

# customers 

engaged

Customer 

base 

engaged (%)24

80

(2018)

Active rate: # of customers who have done 1 cash transaction on IDEAL in a year / # of customers who have IDEAL 13



This has given rise to higher revenue, fee income and 

balance sheet growth 

Increase in revenue per 

customer ($)

2017 2022

+24%

Increase in unsecured loan book 

($)

Increase in fee revenue per 

customer ($)

20222017

+48%

2017 2022

4X

Loan balances Customer revenueFX revenue

Growth in share for micro-

SME unsecured loans

18% to 34%
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13%7%

23%

92%

64%

1%

Traditional

customers

Digital

customers

Opportunity to grow customer wallet share especially in 

investment and insurance 

Product holding 

64% of digital customers hold only 1 

product. Opportunity to grow wallet 

share further

1 product 

2 products

>3 products

Investment and insurance holding of digital customers 

87%

12%

1%

Digital 

customers

No Investment 

or Insurance

Investment or

Insurance

87% of digital customers 

yet to hold investment or 

insurance

Investment and 

Insurance

Encouraging growth in 

customers taking up 

investment and/or insurance

2021 2022

+7%
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This is DBS Digibanking. Distinctive. Comprehensive. End-to-end. 

01

02

Where we left off: Digital outperformance 

continues 

What we have done: Our robust digital 

proposition has spurred cost reductions 

and revenue growth 

03
Where we are going: We will continue to 

grow customer wallet share

Deposit

Payments
Banca

Mortgage

#1 
market share

CPF IA & 

SRS

Growth in micro SME 

market share
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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.
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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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