Bancassurance Officer

Subsector: Retail Banking

Impact
Level

Job Family: Sales and Distribution

Today, this role is responsible for selling and advising
customers about insurance product offerings.

Consolidated Activities

Today

High Impact

Future

Insurance product
marketing and
sales

Task has low decision latitude as products
are often generic across segments and not
specialised to customer needs. Sales are not
targeted to specific types of customers but
offered more broadly to various customer
segments.

Advanced Analytics can be used to generate
customer profiles for more targeted outreach
for specific groups who are most interested
in purchasing insurance products via banking
channels. Al will be able to help identify
patterns and recommend products and
services for better bundling opportunities.

Insurance product

Task is advisory in nature. Product updates

Chatbots will be able to provide information

years ...

Skills Differentiators:

Lateral Thinking: Job holders will be required to be able to search for opportunities to create differentiated
product experience for customers by adapting sales strategies to combine recommendations based on customer
preferences, and considering other relevant products of interests.

Advanced

2y Analytics

knowledge will pass through traditional channels to about product offerings, allowing for less
update the job-holder on changes and manual intervention for basic queries.
updates to specific products. Understanding Complex cases will be passed along to
and sharing information with customers Bancassurance Officers for further evaluation
requires human judgment. and assistance.

In the next Moving forward, this role will evolve to market and sell other products and services

rather than solely focusing on a singular product. This broader product and service
portfolio will help to address customer needs and enhance customer experience in that
they will be able to get a variety of financial planning items from a single source.

Product Awareness: Having product knowledge across multiple types of products within a portfolio would be
more common than having a single product focus, enabling the role to provide more comprehensive service
experience to customers.

Advisory: Understanding customers better due to Advanced Analytics will allow for more individualized, relevant
and useful information to be shared.

Customer Mindset: The job holders will be able to leverage on Advanced Analytics to understanding customer
purchasing habits, anticipate customer needs and use customer life stage knowledge to create more proactive
outreach for potential sales.

Data Interpretation and Analysis: Making sense of data provided to the role will be necessary, while a change of
mindset required to apply existing sale skills to drive efficiency within new scopes for the role.
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Branch Operations

Subsector: Retail Banking

Job Family: Sales and Distribution

Impact
Level

Today, this role is responsible for managing branch
service delivery, and the effective design of the role’s
workflow to drive teller efficiency, and deploy new
technologies to improve branch efficiency.

Consolidated Activities

Today

High Impact

Future

Process Efficiency
and Improvements

Execution requires human judgment to ensure
optimisation of resources.

RPA can be leveraged to help collect data
at different stages of the workflow process
for further analysis to provide insights or
suggestions for areas of improvement.

ATM/VTM
Network Tracking

Execution requires frequent checks to

ensure adherence to uptime and availability
standards. Banks are using automated
monitoring systems with real time dashboards
to oversee the availability of bank’'s ATM
network to its customers.

The role will continue to leverage automated
monitoring systems with real time dashboards
to effectively monitor large groups of
ATMs/VTMs, and automatically prioritise
maintenance during downtime.

or Automated
Banking Channels

Customer Execution is supported by technology, such Advanced Analytics can provide insight on

Feedback as video banking/chat bots replicating the future customer needs, and allow more

Management experience of interacting with a physical automated banking channels to be offered to
personnel while increasing convenience. customers.

Self-service N/A Contribute to innovation and new service

opportunities in the ATM/VTM space, and
drive the delivery of enhanced functionality

Improvement for customers.
In the next As banks are determining how best to change their branch footprint, this role will see a
. transition in responsibilities with an increasing shift towards digital banking platforms
years . and management of customer experiences for improved services over competitors.

Skills Differentiators:

User Experience Design: The job holder will need to be able to display understanding of the omni-channel
banking interactions and help to deliver an experience that is aligned to customers’ expectations.

Data Interpretation and Analysis: Being able to make sense of data analytics and determine how it fits into
existing business processes will be necessary to ensure that established business operational processes are not
compromised with the infusion of Advanced Analytics.

Process Excellence: Using enhanced monitoring systems, the job holder will bring new information to achieve

new levels of efficiency and drive implementation of improvements.

Customer Mindset: Advanced Analytics will offer insights on customer preferences and needs, allowing the job
holder to tailor processes and experience that are aligned to customers' expectations.

Change Management: The job holder will have the mindset and ability to adapt to and drive effective change - to
ensure the successful adoption of digital solutions across organisation and customer segments.

3 Advanced 3 =
RPA : \ Analytics | ;‘c A
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Branch Teller

Subsector: Retail Banking

Job Family: Sales and Distribution

Impact
Level

Today, this role is responsible for accurately
processing routine bank transactions at a bank. These
transactions include cashing cheques, depositing
money, and collecting loan payments.

Consolidated Activities

Today

High Impact

Future

Frontline Counter
Transactions

Execution of task is tedious and repetitive.
Despite handling some transactions for non-

Transaction support at branch will likely
cease to exist as bank branches become

Support digital users today, most daily transactions transformed. This task is likely to become
are already handled digitally. Automated automated, and in future, this technology
tellers as well as online/mobile platforms are may allow more complicated transactions to
already facilitating the completion of payment | be addressed and supported.
services, complex transactions and money
management functions.

Customer Execution is supported by technology. Video Advanced Analytics can provide insight

Assistance banking/chat bots replicate the experience on future customer needs and allow more

and Feedback of interacting with a physical personnel while | tailored services to be offered to customers.

Management increasing convenience.

Digital Assistance

Execution has already been incorporated with
technology. Tellers are increasingly providing
non-traditional support to customers —
including familiarising customers with the
new apps and/or new features within online
banking.

This role will continue to provide assistance to
new or existing digital users.

Product Advisory

Execution of task is advisory-driven and
requires deep product knowledge and
expertise.

This role will be able to respond to queries
from walk-in customers with regards to all
products or services offered by the bank.

In the next

years ...

Due to the transformation of the branch footprint, Branch Tellers roles will continue
to shift significantly in the coming years. There will be an opportunity for digital
ambassadors to assist with some branch related items as well as the opportunity to see

and experience.

Skills Differentiators:

Customer Mindset: Advanced Analytics will offer insights on customer preferences and expectations, allowing the
job holder to tailor recommendations to customer needs.

a shift of tellers to more product and sales related roles as they expand their knowledge

Advanced Digital Acumen/Literacy: In order to transition into digital ambassador roles, the job holder will need
to be proficient in using technology in a business capacity to help others.

Targeted Technical Sales: In order to take on a sales-focused role in the future, the job holder will need to be able

to leverage insights to customise services that address unique customer needs and finalise sales.

Advisory: With the shift in activities for this role, the job holder will need to be able to communicate efficiently
and provide advisory services to customers beyond the scope of basic transactions.

Change Management: The job holder will have the mindset and ability to drive effective change, and quickly
adapt to and become comfortable with new tools and systems will help to ensure continuity of service.

N\

Advanced
Analytics
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Business Assurance

Subsector: Retail Banking

Job Family: Business Assurance

Impact
Level

Today, this role is responsible for performing
validation of completeness and accuracy of Know
Your Customer (KYC) documentation and ensure that
KYC for new and existing accounts is in compliance
with local regulations and organisational policies.

Consolidated Activities

Today

High Impact

Future

Client Document
Collection and
Validation

Task is administrative in nature and requires
low decision latitude. Execution of task can
involve manual entry of information based
on paper forms leading to time consuming
processes.

Al bots can perform repetitive tasks — such
as communicating with customers, analysing
their responses using Natural Language
Processing (NLP) — critically saving time and
resources needed to run KYC process.

High-risk Clients
Identification

Execution can be manual and paper-intensive.

Many banks are leveraging software and
data subscription license to filter documents
relating to bank’s criteria for sanctions,
PEPs, legal issues, adverse media, source of
wealth and biographical information.

Based on pattern recognition techniques
coupled with unstructured text analysis,
Al-powered technologies can help to identify
high-risk customers who need to be screened
with Enhanced Due Diligence (EDD).

Keep Abreast
of Reqgulatory

Task requires human oversight and judgment
to determine how regulations will effect KYC

Cognitive engines can analyse high volumes
of requlatory changes and ensure that a

Changes processes and their completion in a timely business is alerted to the latest policies.
fashion. NLP can select specific segments within the
regulatory documents and disseminate to
relevant departments.
In the next The infusion of automation and Al into this role will help with the more repetitive and

years ...

i simple tasks, allowing the role to focus on investigating high risk clients and other
. complex tasks. Providing oversight to new systems will ensure that they are functioning

Skills Differentiators:

properly and providing the correct results.

Change Management: Adapting to and communicating changes to pre-existing processes will require changes
within the role, as well as educating the business to align on new efficiencies while maintaining the integrity of the

process.

Lateral Thinking: Using knowledge of best practices, the job holder will need to ensure that process and outcomes
are aligned and supported by technology, while focusing awareness on other factors that may require additional
attention, such as new and emerging risks.

Advanced Digital Acumen/Literacy: Using digital tools available will require a willingness to adapt, an
understanding of how to derive value from them, and ability to work alongside to provide human oversight.

Process Excellence: As automation becomes more ingrained in the role, there will be more opportunities to
improve the overall processes — resulting in an improvement of the customer experience.

Data Interpretation and Analysis: Leveraging on data will help to improve efficiency for the job-holder, but
further analysis and understanding will be required to verify that data provided via automated systems is accurate
and reflective of needs.

Advanced i AI

Y Analytics
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Credit and Loan Officer

Subsector: Retail Banking

Job Family: Loan and Credit Operations

Impact
Level

Today, this role is responsible for overseeing customer
creditworthiness within regulatory guidelines, reviewing
documentation, ensuring reasonable loan limit granting,
developing debt payment plans, as well as completing
and processing loan contracts and payments.

Consolidated Activities

Today

High Impact

Future

Pre-approval and
documentation

Task is high volume and repetitive. RPA

can allow customer data to be collected

more quickly and reliably while identifying
applications that are ready for decisions from
those that need additional information.

Al-powered technologies can be used to
assess customer creditworthiness based
on their transaction data. Centralised data
repositories (i.e., MyInfo) can speed up the
process.

Document
validation

Execution of task is document intensive and
high in volume, therefore making the task
time consuming.

Automation will continue to enable and/or
speed up the retrieval of applicants’ financial
documents from direct sources, mitigating
the risk of data manipulations on the
application. This would increase transparency
and compliance in the fraud assessment
process of the task.

Credit analysis for
loan decisions

Execution of task is high in volume and has
been made more efficient by technology.

In the future, machine learning can comb
through an individual's digital footprint (social
media, browsing history) to provide insights
into one's creditworthiness. However, this
could be a challenge to achieve due to data
privacy laws.

Post-disbursement
services

Execution of task can be supported by
technology.

Advanced Analytics could be used to develop
personalised customer treatment strategies.

In the next

years ...

Skills Differentiators:

Advisory: The job holder will need to develop skills to apply the right advisory strategy to engage with internal
customers in different situations, and provide guidance to business units that can be passed along through
various channels to improve customer interactions.

This role will continue to be responsible for overseeing and facilitating the credibility
and trustworthiness of customer transactions. However, automation is likely to speed
up administrative tasks involved and tighten the credibility screening process to ensure
stricter due diligence and compliance for the bank.

Complex Problem Solving: The job holder will display the ability to resolve complex customer cases and leverage
available resources to develop and execute solutions.

Data Interpretation and Analysis: The job holder will need to be skillful in interpreting data to gain better
understanding of the entire credit and loan landscape and extract key insights for recommendations, decisions or
actions in other parts of the value chain (e.g., product management).

Process Excellence: With good understanding of existing operations, the job holder can help to highlight the root
cause of process inefficiencies and identify the right processes that require automation.

Automation Management: The job holder will possess technical capabilities to provide oversight and look for
potential improvements as well as resolve basic problems as they arise.

Advanced

Y Analytics
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Customer Service/Call Centre Representative

Subsector: Retail Banking

Job Family: Customer Service

Impact
Level

Today, this role is responsible for interacting with
customers and handling inquiries for all product and
service-related issues via various channels, including
complaint resolution.

Consolidated Activities

Today

High Impact

Future

Customer inquiries
support

Tasks are high volume and repetitive. Many
banks have started to leverage chatbots to
support responses to basic or frequently
asked queries. Moving away from phone calls,
banks are also using live chat to support more
complicated queries.

Cognitive computing will further enable
chatbots to have a certain level of intelligence
in communication, providing a seamless
interaction between customers and digital
platforms, including a shorter time to resolve
inquiries.

Product, service

Simple account information is already

Advanced Analytics along with Al can help

or account automated today. However, human to synthesise client profiles to provide more
knowledge intervention may be needed as customers targeted opportunities for potential cross
seek clarifications on products and services. sales and up-sales. This will allow for more

tailored conversations to particular customer
needs.

Issue and Execution of task is repetitive and time Advanced Analytics will allow for more

feedback consuming. frequent reporting to identify issues and

reporting pain points earlier, helping to improve the

customer experience.

Administrative

Execution of tasks is high volume and

This can be further facilitated by APIs which

activities repetitive. RPA helps to streamline processes | will lead to more inter-connectivity between
(customer data around data collection and input. systems and reduce repetitive tasks.
collection)

In the next This role will be part of an omni-channel approach to providing a positive customer

years ...

i experience across multiple platforms. Given that simple queries will be resolved via
' digital channels, this role will focus on more complex cases, as well as provide more

sales and product advise to customers.

Skills Differentiators:

Complex Problem Solving: The job holder will display the ability to respond to complex customer cases and
understand underlying issues, in addition to being empowered to deliver solutions to enable continuity of service

for customers.

Technology Troubleshooting: The job holder will handle basic troubleshooting to assist customers with digital

application support.

Data Interpretation and Analysis: The skills to make sense of quantitative and qualitative data to improve
customer experience will be essential.

Customer Mindset: Being able to understand clients needs, objectives, and to resolve complex customer-centric

problems is vital.

Product Awareness: The job holder will possess in-depth product knowledge to be able to explain the features of
different products and services and how are they applicable to client’s needs.

Advanced i AI
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Fund Administrator

Subsector: Retail Banking

Job Family: Unit Trust Operations

Impact
Level

Today, this role is responsible for Unit Trust sales
and fund administration, including monitoring and
reporting on the fund performance.

Consolidated Activities

Today

High Impact

Future

Subscription/
Redemptions

Execution is enabled by digital self-service
platforms and is supported by human
advisory services.

Advanced Analytics and Al can help
recommend Unit Trust offerings to customers
with more accuracy, as Advanced Analytics

is able to provide insights into the customer’s
risk appetite and profile.

Order input and
maintenance

Execution is document intensive and fairly
standardised in terms of information required
to be collected from customers.

RPA will enable quicker input of information
with less administrative errors. APIs will also
help to streamline information collection with
increasing system connectivity.

Monitoring,
reporting and
reconciliation

Execution is repetitive and time consuming,
as it requires ongoing maintenance.

RPA will help to consolidate information
for review. Al can assist in monitoring and
identifying the role when abnormalities are
detected.

Risk and return

Task is advisory in nature, as different

Advanced Analytics can help create customer

analysis customers have different expectations and segments with similar expectations.
risk thresholds. Execution of task leverages Human judgment will still be necessary to
on analytical thinking skills. analyse fund details and communicate that
information to customers.
In the next This role will evolve as customer preferences are changing in terms of how they

years ...

. purchase Unit Trust products given the increase in digital channels. It is likely that this
. role will converge with other product sales roles, increasing the portfolio of products

Skills Differentiators:

Data Interpretation and Analysis: The job holder will possess skill to draw insights (e.qg., customers’ preference)
from the data and connect it to actionable plans to result in improved selling capabilities.

that this role can sell and provide advisory services for.

Advisory: As this role takes on additional product types, they will play more of an advisory role to their
customers. The job holder will display ability to communicate effectively with customers, ensuring that products
suit their needs and address the concerns that they have.

Targeted Technical Sales: The job holder will leverage results from Advanced Analytics to improve customer
targeting. This would lead to more sales conversions due to an improved understanding of customer needs.

Lateral Thinking: The job holder will demonstrate the ability to think out of the box when confronted with new
findings, and determine a more holistic approach to making decisions.

Product Awareness: As this role converges with other product sales roles, in depth understanding across product
types will be necessary to ensure a balanced approach to sales.

3 Advanced 3 =7,
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Mortgage Specialist

Subsector: Retail Banking

Job Family: Sales and Distribution

Impact
Level

Today, this role is responsible for managing mortgage
sales, including sourcing for clients, providing advice
and building relationships for future referrals.

Consolidated Activities

Today

High Impact

Future

Mortgage Loan
Advisory

Execution is advisory in nature. Some banks
today use chatbots to answer commonly
asked questions regarding home loans (e.g.,
eligibility, documents required) or other
general queries about home and renovation
loans.

Chatbots will continue to be improved in
probing questions to better understand
customers’ query, and accurately assign
different queries to human specialists.

New Customer

Execution of task used to be reactive and

Advanced Analytics and Al can help to

Acquisition require human intervention. Banks are identify customer behavioural trends and
gradually leveraging technology - such as track their purchasing habits (via website
using chatbots to provide instant replies, visits, social media footprint). Predictive
which helps maintain customer engagement analytics could help to signal when a
with the bank in a more comprehensive customer is considering a property purchase,
manner. revealing the best times for sales outreach

versus previous methods of cold-calling to
drive sales generation.
This role will continue to be responsible for providing support for the bank's mortgage

In the next service. However, this role will become increasingly augmented as RPA, Al, and

years ...

. Advanced Analytics are used to assist this role in understanding customer profiles and
' addressing client queries. Similar to other product sales roles in the future, having a

of sales responsibilities.

Skills Differentiators:

Data Interpretation and Analysis: To leverage on insights from Advanced Analytics, the job holder will need to be
able to process data and use it in meaningful ways to help close sales and continue to connect those insights to
the business process.

diverse portfolio of product types will help to ensure that this role can adapt to any type

Complex Problem Solving: The job holder will need to examine complex problems that are escalated for review,
and search for necessary information while working alongside digital tools to develop and execution solutions.

Advisory: The job holder will need to further develop this skill to apply the right advisory strategy to engage with
clients in different situations.

Lateral Thinking: The job holder will demonstrate the ability to think out of the box and to connect various
components to offer differentiated services compared to competitors.

Product Awareness: In addition to customer insights gathered, the job holder will possess robust understanding
of various products to deliver targeted recommendations to their customers.

Advanced i AI
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Transaction Processing Officer

Subsector: Retail Banking Today, this role is responsible for transaction
Impact processing duties related to fund transfer and
Level clearance, including verification and compliance of
Job Family: Transaction Operations transactions.
High Impact

Consolidated Activities

Today Future
Transaction Execution requires human judgment to ensure | APIs will help to work towards seamless
Processing optimisation of resources. connectivity between systems for increased

ease in transferring information. In the longer
term, Blockchain could potentially further
disrupt this role.

Statement Execution of task is repetitive and document Automated systems will be able to monitor
Preparation and intensive. Digital channels allow for real-time customer profiles and customise statements
Issuance tracking of customers’ account activity. according to customer needs.
Reconciliation Execution of task has low decisional latitude. APIs can facilitate direct communication
reporting and Technology can be leveraged on to automate between the transaction processing and
monitoring this task. finance systems, while cross functional APIs

will help with sharing information in real-time.
Blockchain could also eliminate inefficiencies
arising from reconciliation timeframes.

In the next . This role will require less people to handle the current set of activities, due to data

. analytics and automation. Those that remain in this function will provide oversight
for new systems and help to continue to improve and streamline the process. When
exceptions arise, this role will need to be prepared to handle these cases as well.

years ...

Skills Differentiators:

Automation Management: The job holder will possess technical capabilities to oversee the various automated
processes and look for potential improvements to ensure that tools/machines are delivering the expected outputs.

Technology Troubleshooting: Job holder will need to display the ability to resolve basic technical issues
and provide guidance on what needs to be escalated to relevant business units to ensure minimal operation
disruption.

Business and Financial Acumen: The job holder will possess commercial awareness to work effectively with
business units in developing key operation requirements and addressing business needs.

Process Excellence: With good understanding of existing operations, the job holder can help to highlight the root
cause of process inefficiencies and identify the right processes that require automation.

Risk Awareness: While new systems and tools will help to achieve new levels of efficiency, the job holder will need
to be aware of associated risks, to ensure that appropriate actions are taken to avoid unnecessary threats.

RPA 3 Advanced 3 ;_‘2 Al
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Financial Consultant/Personal Banker

Subsector: Retail Banking

Job Family: Relationship Management

Impact
Level

Today, this role is responsible for advising and selling
financial products and services to new and existing
customers and building relationships for future
engagement.

Consolidated Activities

Today

Medium Impact

Future

Advisory

Customer Product
and Service

Task is advisory in nature. Digital platforms
are used to facilitate conversations between
banks and customers.

Advanced Analytics and machine learning will
allow for more targeted advice on products or
services while automation can help to direct
customers to the most appropriate resource
based on the nature of enquiry.

Cross Sell and
Upsell Product

Execution requires deep product and
service knowledge. Most of the time,

Advanced Analytics will help to create robust
customer profiles and facilitate classification

Building and After-
sales Support

by technology. Chatbots and digital channels
allow customers to obtain answers to generic
questions.

Portfolio execution involves human judgment to make of customers into segments (such as
recommendations to customers. retention, migration, expansion, acquisition,
and/or reprioritization) to lead to more
informed conversations.
Relationship Task is advisory-based but can be supported Robo-advisors with more advanced Al

technology will be able to provide more
personalised support based on the customers’
profile and historical data. However, it is
important to note that robo-advisors will not
replace the job of the Relationship Manager,
rather it would complement their day-to-day
activities.

In the next

years ...

customer segments.

Skills Differentiators:

Advisory: The job holder will display the ability to apply the right advisory strategies to engage and deepen
connections with clients in different situations.

This role will continue to be responsible for building and maintaining relationships with
the bank and its customers. This role will be augmented to be able to work with a larger
portfolio. With Advanced Analytics, they will be able to better understand customer

. profiles and improve customization, including tailoring of services to more specific

Change Management: Adapting to customer needs and expectations will be necessary to help incorporate the use
of digital tools, and also offer more personalized services for customers

Advanced Digital Acumen/Literacy: Understanding the underlying parameters of chatbot and Al enabled
solutions will allow for the role to seek opportunities to further leverage these advanced technologies in customer

servicing.

Data Storytelling: The job holder will need to be able to create and disseminate relatable and compelling
anecdotes based on data in a manner that will resonate with customers.

Customer Mindset: This enables the job holder to tailor recommendations that best meet clients’ needs.

Advanced i % Al
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Product Analyst

Today, this role is responsible for researching market

r: Retail Bankin
IR szl Bz 9 trends, conducting competitor analysis, overseeing

IT:\?G‘CIt overall product development/management, and
) determining product positioning, target market and
Job Family: Product Management pricing. P P 911
Medium Impact
Consolidated Activities
Today Future
Research Market Execution is time intensive and requires Advanced Analytics along with Al can be used
Opportunities manual effort to collate and interpret to gather and synthesise information from
information from a variety of sources. multiple sources for quicker reviewing to
understand market trends better.
New Product Execution of task requires human Advanced Analytics will lead to selection of
Creation judgment and decision making to shape the products that are more tailored to customer
and Product product portfolio and differentiate it from segments, while digital platforms will make it
Maintenance competitors. easier for customers to research and compare
products.
Product Execution is repetitive, high volume and time | RPA can aid in monitoring various sources
Monitoring and intensive as an ongoing procedure. to gain deeper insights into product
Reporting performance. Sentiment analysis on
digital and social media sites can help to
gather information for product service and
improvements that are necessary.
In the next ' Products are rapidly changing due to evolving customer needs. This role will leverage

Advanced Analytics to gain stronger customer insights and enhance collaboration to
' ensure that relevant business units are included into decisions and execution related
years.. . processes.

Skills Differentiators:

Data Storytelling: The job holder will need to be able to disseminate and be persuasive in communicating key
messages from research or analysis to ensure that information resonates with audiences and influences them
into action.

Customer Mindset: This enables the job holder to create products that best meet their clients’ requirements, and
align with strategy defined by the firm.

Project Management: The job holder will stay abreast with new methodologies/techniques of project
management to carry out and follow through the project life cycle in the most effective manner.

Influencing and Negotiation: The job holder will display ability to persuade others with their point of view
and qualitative and guantitative information on what they recommend to enable product improvements and
innovation.

Stakeholder Engagement: The job holder will bring together various business units with diverse perspectives to
enhance product creation, and be able to manage and align stakeholders to meet the intended objectives.

RPA e (B
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Credit Operations

Subsector: Corporate Banking

Job Family: Operations

Impact
Level

Today, this role oversees the structured loans within
the corporate banking business and is responsible for
providing credit documentation, administration and
operational support.

Consolidated Activities

Today

High Impact

Future

Credit
Documentation

Execution involves validation of loan
documentation, ensuring that documentation
is complete as per the bank policy and

credit approvals are obtained by the credit
committee.

Al enabled tools will be leveraged to automate
the validation process, and offer quick
acknowledgment to the RMs and applicants
regarding missing documents, approvals/
rejections, and improve communication
between banks and clients.

Credit Application

Execution involves processing approved

As the full potential of STP in lending

Disbursement
and Other Credit
Administration

preparation of payment instructions and
notification letters.

Processing credit applications, and is typically time applications is realised, this role will shift their
consuming and high in volume. Many banks focus towards providing oversight, managing
are leveraging STP to execute SME loan exceptions, and troubleshooting to ensure
applications electronically. smooth execution.

Loan Execution is administrative, involves Blockchain technology could be leveraged to

support the disbursement of funds.

In the next

years ...

The increasing use of Al enabled tools and STP will reduce the mundane documentation
. and processing tasks as they can be automated. This role will provide oversight,
' investigate complex cases, and leverage analysis outcomes to further enhance the

processing of credit analysis.

Skills Differentiators:

Process Excellence: With good understanding of operations, the job holder can help to highlight root causes of
process inefficiencies and identify the right processes that require automation.

Advanced Digital Acumen/Literacy: The job holder will possess strong understanding on how advanced digital
solutions can be leveraged and learn the technical features to support the operations.

Complex Problem Solving: The job holder will need to examine sophisticated cases that are escalated and
leverage available resources to develop and execute solutions.

Systems Thinking: The job holder will possess strong understanding of how systems work over time and within
the context of larger systems, ensuring successful implementation/integration of technology solutions.

Change Management: The job holder will have the mindset and ability to drive effective change, ultimately
improving the adoption of Al/digital solutions to support day-to-day operations.
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Product Sales

Subsector: Corporate Banking Today, this role is responsible for generating
Impact new business opportunities, working closely with
Level Relationship Managers (RMs) to deliver services and
Job Family: Sales products that are most suitable for clients.
SME: me—— —— — H|gh |mpact
. sl ege Commercial/Corporate; m————— Medium Impact
Consolidated Activities MING/FI/NBFI Low Impact
Today Future
Product Portfolio Execution requires reqular competitor For SME banking, banks will use Advanced
Management benchmarking and market research. Analytics to move towards the next level

of customisation by bundling products and
services based on client’s preferences, and
improve their advice with additional data

points e.g., industry/global economic data.

Product Execution is advisory-based, product Al-tools will be used to carry out analyses

Advisory and sales teams will work closely with RMs to of corporates’ transaction flows, payables/

Recommendation recommend commoditised products that are receivables, assets and liabilities. This
most suitable for clients. information can enable banks to provide

personalised advice on bill payment,
hedging strategies, financial balance sheet
management, and other investment advice.
However, the products demanded by MNC
Regional HQ/Treasury Centres/NBFI| are
more complex and bespoke. Hence, product
advisory will remain high touch.

Cross Selling Execution is driven by the rudimentary Obtaining a full view of the client — including
Strategies understanding of the current relationship. It account level and behavioural attributes
involves basic data analytics, but many fail to | such as fees, revenues, profitability, channel
paint a full picture due to the fragmented data | usage etc., coupled with sophisticated
sources across business silos. data modelling, can result in a better
understanding for relationship expansion.

In the next ' Digital portals will continue to drive the sales and advice for products that are high

' volume and lower risk. This role will leverage rich insights gathered through analyses
to develop proactive sale strategies and improve their advice - tailoring to the unique
needs of their clients.

years ...

Skills Differentiators:

Advisory: The job holder will continue to display the ability to apply the right advisory strategies to engage with
clients in different situations.

Stakeholder Engagement: The job holder will be highly skilled to liaise with internal and external stakeholders;
effectively eliciting stakeholders' views and developing consensus.

Influencing and Negotiation: The job holder will display confidence in presenting and justifying the rationale for
design recommendations, and gain buy-in from relevant stakeholders.

Data Interpretation and Analysis: The job holder will analyse and interpret quantitative and qualitative data to
extract key insights for recommendations, decisions or actions.

Data Storytelling: The job holder will demonstrate the ability to disseminate key messages/findings in a
compelling, impactful, and easy-to-understand manner to audiences with varying levels of subject matter

knowledge.
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Relationship Manager

Subsector: Corporate Banking

Job Family: Relationship Management

Consolidated Activities

Impact
Level

Commercial/Corporate; m————
MNC/FI/NBF|: m—

Today

Today, this role is responsible for exploring new
business potential, identifying client needs, and
evaluating credit risk strategies to achieve a balanced
stance for corporate clients and the bank.

SME: me—— e— S— High |mpact

Medium Impact
Low Impact

Future

New Business
Identification

Execution involves personal networks.
Relationship Managers (RMs) work closely
with the coverage team to drive efforts to
expand the business with existing clients.
They are gradually moving away from
“reactive product pusher”.

RMs will continue to work collaboratively
with all coverage and product stakeholders to
develop new profitable businesses. The role
will maintain strong working relationships
with other lines of business to achieve cross-
selling objectives.

Client Relationship
Management

Execution is relatively high touch, but can be
supported by technology.

Virtual RMs can be made available via

digital platforms, helping to maintain the
relationship element while driving down cost-
to-serve. It also empowers clients with the
tools to self-serve.

Credit/Risk Profile
Evaluation

Execution involves preparing thorough
financial analysis and reqgular credit reviews
in accordance to the bank’s guidelines.
Typically focusing on only a handful of credit
attributes.

Machine learning can be used to analyse

large data sets from various sources, allowing
banks to model credit risk for clients in a more
accurate manner. Digital applications can also
be leveraged to provide greater transparency

around credit access.

Loan Syndication

Execution of task requires close collaboration
with regional RMs to originate syndication
deals, and involves negotiation with clients
and syndicate partners.

While blockchain could help banks to better
track activities and comply with requirements
related to syndicated loans, the technology is
still being developed for this use case. Human
intervention and judgment will remain critical
in carrying out the task in the near future.

In the next

years ...

RPA and Al will be leveraged to include more credit attributes in the analysis, reducing
i the risks while improving the speed of analysis. This role will provide oversight,
. investigate complex cases, and leverage analysis outcomes to further enhance the

process of credit analysis.

Skills Differentiators:

Lateral Thinking: The job holder will be required to handle larger sets of data. Hence, the ability to ‘connect-the
dots' and stay focused on big picture will remain important.

Advisory: The job holder will need to continue to display the ability to apply the right advisory strategies to
engage with various business units.

Advanced Digital Acumen/Literacy: The job holder will gain strong understanding on Al tools and how advanced
solutions and features can be further leveraged/enhanced to support day-to-day tasks.

Data Interpretation and Analysis: The job holder will need to be skillful in interpreting data to extract key insights
for recommendations, decisions or actions.

Influencing and Negotiation: The job holder will have the ability to display confidence in presenting and justifying
the rationale for the recommendations or solutions, and gain buy-in from the relevant stakeholders.

Advanced

Y Analytics
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Transaction Banking Operations

Today, this role is responsible for end-to-end
processing of Letters of Credit (LOC), conducting
transaction monitoring in accordance with bank/

Subsector: Corporate Banking
Impact

Job Family: Operations

Level

reqgulatory guidelines, and delivering cash
management services to commercial customers.

Consolidated Activities

Today

High Impact

Future

Trade Documents

Execution is rule based and can be enhanced

Al technologies will continue to be leveraged

who are able to recognise red flags.

Validation by technology. Al tools are used to extract a to shorten the time taken to process requests
range of data and, automatically enter into for LOC. Human judgment will still be required
the Finance of International Trade Automated | to review information prior to final approval.
System for approval.

Compliance Execution is data intensive. Effective Al can automate compliance screening,

Screening screening requires experienced personnel allowing for vast amounts of web content to

be screened, while enhancing the screening
process by allowing assessments to be made
against global and regional trade finance
rules and regulations.

Transaction

Execution is high volume and prone to errors.

For payment processing, service

Processing RPA can assist with transaction processing, externalisation could be used to engage in the
however, many documents are still paper service delivery process (e.g., upload payment
based requiring manual processing. Payment | files through APIs, automated error checks
instructions from clients can be unsystematic | and reconciliation via cognitive technologies
and in different formats. etc.), to shorten processing time. For trade

finance, an element of human judgment will
still be needed to review documentation for
regulatory implications and to ensure that
complex regulations are adhered to.

In the next When most of the documentary handling tasks are relieved with the implementation of

years .

. open account trade, this role will spend the bulk of their time on validation, providing
' oversight, managing exception cases, and driving the technology implementation in

.+ accordance with the bank’s strategy.

Skills Differentiators:

Data Interpretation and Analysis: The job holder will need to be able to interpret data to extract key insights to
inform strategies, recommendations, decisions or actions.

Process Excellence: With good understanding of operations, the job holder can help to highlight root causes of
their process inefficiencies and identify the right processes that require automation.

Systems Thinking: The job holder will possess strong understanding of the operations of various systems and
how they operate within the context of the larger systems, ensuring successful implementation/integration of
technology solutions.

Advanced Digital Acumen/Literacy: The job holder will upskill to be proficient in using advanced digital tools
and gain strong understanding on how different solutions and features can be further leveraged to support

operations.

Change Management: The job holder will have the mindset and ability to drive effective change, ultimately
improving the adoption of Al/digital solutions to support their day-to-day operations.

N\
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Assistant Relationship Manager/Credit Analyst

Subsector: Corporate Banking

Job Family: Relationship Management

Impact
Level

Today, this role is responsible for credit proposals
for corporate borrowers, including conducting credit
reviews, performing financial analysis on companies
and handling credit requests from Relationship
Managers (RMs).

Consolidated Activities

Today

Medium Impact

Future

Credit Analysis
(Financial
Evaluation)

Execution is strongly relation-based and
paper-intensive. In recent years, banks have
been gradually moving toward sophisticated
credit assessment models to assess corporate
credit-worthiness. With the rise of RPA,
manual data entry into financial spreading
software has been nearly eliminated.

While Al and big data can be used to predict
risks at an early stage, unlike listed/large
corporations, SME related information is not
readily available on open sources. Human
judgment (supplemented by analysis) is
required to make sound and well-reasoned
credit recommendations by balancing risk and
business needs.

Credit Proposal
and Approval

Execution involves paper intensive processes,
once completed approval can also take a long
time.

Lending decisions will be improved using
Advanced Analytics. Automated decision
engines will identify loan contract non-
compliance, risk assessment of payment
default, and approve loan applications that
meet the established credit criteria with little
manual intervention.

Handle Credit
Requests and

Execution involves paper intensive processes
that are time consuming.

With the use of Al, accurate information will
be provided to the right stakeholders in the

Renewal correct format. This will reduce touchpoints
and turnaround time. For complex loan
requests, human analysis and judgment will
be required.

In the next RPA and Al can be leveraged to include more credit attributes in the analysis, reducing

years .

i the risks while improving the speed of analysis. This role will provide oversight,
. investigate complex cases, and leverage analysis outcomes to further enhance the

.+ process of credit analysis.

Skills Differentiators:

Advanced Digital Acumen/Literacy: The job holder will upskill to be proficient in using advanced digital tools
and gain a strong understanding on how different solutions features can be further leveraged to support the

operations.

Data Interpretation and Analysis: The job holder will analyse and interpret quantitative and qualitative data to
extract key insights for recommendations, decisions or actions.

Project Management: The job holder will possess skills to develop execution plans to meet assignment objectives,
and the agreed upon milestones and deadlines.

Stakeholder Engagement: The job holder will be highly skilled to liaise with internal and external stakeholders;

effectively eliciting stakeholders’ views and developing consensus.

Investigation: The job holder will display the ability to use various techniques to gather and ascertain information
that inform the financial strength of a client.

N\
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Business Manager

Subsector: Corporate Banking

Job Family: Business Management

Impact
Level

Today, this role is responsible for business process
improvement, and other business related initiatives,
and overseeing the first line governance issues, risk
management and compliance matters.

Consolidated Activities

Today

Future

Medium Impact

Business and
Strategy Support

Execution requires close collaboration with
key stakeholders.

While data analytics can help to quide the
annual planning and forecasting, human
intervention and judgment remain critical in
the development and production of strategic
plans for the business.

Business and
Individual
Scorecard
Development

Execution requires close collaboration with
key stakeholders.

Advanced Analytics may enhance the role by
supporting the decision-making process in
determining business metrics/targets.

Business and
Regqulatory
Requirements
Adherence

Execution requires close collaboration with
other business units across risk, compliance,
operations, finance etc. Execution can also be

supported by technology to improve accuracy.

Digital platforms can provide real-time
monitoring and tracking of internal controls,
and predictive analytics can be used to
predict potential gap or non-adherence to the
controls.

Business Risk

Execution can be supported by technology

Predictive analytics can be leveraged to

Management and improve accuracy. determine potential business risks. However,
human judgment is key in deriving mitigating
solutions to ensure all risks are managed
effectively.

In the next This role will leverage digital and Advanced Analytics tools to replace the routine

i tracking tasks, allowing them to spend more time on higher value tasks — i.e., extracting
' business-relevant insights from data to support robust recommendations and decision
years.. making.

Skills Differentiators:

Project Management: The job holder will display the ability to apply the appropriate principles for the planning
and managing of a wide variety of projects to ensure that project objectives are met.

Stakeholder Engagement: The job holder will need to be able to coordinate and maintain productive working
relationships with stakeholders, in order to deliver rollout of initiatives and projects.

Change Management: The job holder needs to possess robust knowledge and skills to assist the bank in making
successful transitions in new initiatives.

Lateral Thinking: The job holder will demonstrate the ability to connect the dots using all the data available and
analyse results, enabling the job holder to see the big picture of how different initiatives are brought together to
improve the operations or grow the business.

Risk Awareness: The job holder will possess in-depth knowledge of risk policies to maintain strict compliance of
all initiatives and ensure the level of risk is communicated effectively to key stakeholders.
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Client Implementation Officer

Subsector: Corporate Banking

Today, this r