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s banking consumers become more
sophisticated, the demands on the
professionals who serve them have also
risen accordingly. To better serve their clients,
bankers across the various specialisations not only
have to upgrade their core skills, but to acquire
new ones outside their fields of expertise.
Relationship managers in private banks must
now be proficient in corporate finance, as they
service a growing number of entrepreneurs whose
primary concern is the valuation of their business.
Likewise, enterprise bankers serving small- and
medium-sized enterprises (SMEs) must, at times,
act as business advisors to their clients,
as they support their expansion into overseas
markets.
This multi-skilled approach to banking has
become paramount for financial institutions which
wish to differentiate themselves in a crowded
market. It is reflected in the backgrounds of the
leaders honoured at this year’s Distinguished
Financial Industry Certified Practitioner (DFICP)
Awards. Organised by the Institute of Banking and
Finance (IBF), the awards are conferred on
individuals who embody professional competence
and commitment to excellence.
Citibank Singapore chief executive Han Kwee
Juan had spent the bulk of his career at the
American bank serving large corporations before
moving to the consumer business three years ago.
Tapping into his corporate background, he has
brought to the market innovations such as the CEO
Conversations, a wealth management advisory
service targeted at wealthy entrepreneurs and
corporate executives.
The service uses a holistic approach to
investment that also takes into account the risks
that these individuals face in the businesses that
they own or run.
Mr Han said: “This new service reflects Citigold
Private Client’s holistic approach to wealth
management, as we are going beyond just managing our clients’ personal wealth, to recognising
that their business portfolios account for a significant portion of their wealth and should be considered in their asset allocation strategy.”
And then there’s Linus Goh, OCBC’s head of
commercial banking, who views his SME customers not as small businesses, but large corporations
in the making. With his vast experience in the
corporate and international banking business, he
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positions in its first year in 2011.
Over at Standard Chartered, 20 traineeships
have so far been offered to young Singaporean
technopreneurs under a programme designed in
partnership with the Infocomm Development
Authority of Singapore (IDA). The trainees are
embedded within specialist teams at the bank’s
multi-award winning Global Internet and Mobile
Banking unit in Singapore.
Said Standard Chartered Singapore CEO Ray
Ferguson: “We are passionate about working with
universities, polytechnics and institutions in
Singapore that specialise in technology to bring in
Singaporean talent at an entry level. This helps us
build for the future.”

In a competitive landscape, bankers must
now acquire a multitude of different skills
to effectively serve their clients
By KAN KWOK LEONG
is well placed to support SMEs on their own
growth journeys.
But for younger banking professionals without
the benefit of a diverse track record in the industry, the key to acquiring the skills necessary to be
successful is through training. Financial institutions which recognise the importance of their
human capital in gaining a competitive advantage
are investing heavily in training and development.
Credit Suisse’s private banking arm for instance,
has a suite of training initiatives that cover a
gamut of subjects – from investment topics such as
foreign exchange, discretionary mandates and
structured derivatives to non-investment ones such
as inheritance planning – which cater to different
levels of seniority. Many of these programmes are
certified under the Financial Industry
Competency Standards (FICS), a set of standards
aimed at upgrading the quality of Singapore’s
financial workforce.
FICS is a key element in Singapore’s strategy to
maintaining its status as a leading global financial
centre.
The IBF is the national accreditation and
certification agency for financial industry
competency under the FICS framework.
With the implementation of the FICS
accreditation and certification system, IBF is
putting in place a comprehensive qualityassurance framework for financial sector
professionals and training providers.
One area in which the industry is facing a talent
crunch is in infocomm technology. As banking
services move online at a rapid clip, the lack of
qualified professionals to support this trend could
hamper Singapore’s development as a financial hub.

A champion for
talent development

To combat the skills shortfall in technology,
some of the Republic’s largest banks are putting in
place programmes to ensure that they continue to
attract high-quality manpower and provide them
with the necessary training.
Piyush Gupta, chief executive of DBS Group
Holdings, said: “As the focus for connectivity with
customers shifts from the physical space to the
digital and mobile spaces, banks need to develop a
new engagement framework. That engagement is
no longer just about products and services, but
relationships and insights, and how we can
leverage innovation to deliver added value to our
customers.”
Two years ago, DBS introduced the Technology &
Operations Graduate Executive Programme in
Singapore, a 24-month, intensive, high-profile
induction across various technology and
operations functions within the bank. The regional
programme, which is designed for young talent in
Asia, received more than 700 applications for 37

The Institute of Banking and Finance (IBF) is
a non-profit organisation established in 1974
as a centre dedicated to the training of the
Singapore financial-sector workforce.
As financial services developed over the
years, the IBF expanded its role to include the
administration of local and overseas examinations. More than 180,000 participants have
benefited from more than 4,000 courses
offered by the Institute through the years.
In 2001, the IBF broadened its role to focus
on developing a more robust and forwardlooking training infrastructure for financial
services and to promote more active industry
involvement and collaboration in training and
education matters.
Apart from overseeing the implementation
of FICS, it administers part of the Capital
Markets and Financial Advisory Services
examination series on behalf of the Monetary
Authority of Singapore (MAS), and facilitates
the provision of the Continuing Education
Programmes for Trading Representatives
(CEPTR) and Financial Markets Regulatory &
Practices (FMRP) Certificate Programme.
— Kan Kwok Leong
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The talent trump card
Credit Suisse is banking on its commitment to training and development to gain an edge over its rivals
By KAN KWOK LEONG

The Private Banking Code

S COMPETITION to manage
the funds of Asia’s affluent
heats up, wealth managers
are being asked to deliver financial services that go beyond the traditional remit of a private
bank.
This is especially pertinent for integrated financial institutions such as
Zurich-based Credit Suisse, one of the
leaders in the wealth management
sector that are able to offer clients expertise in the areas of private banking, investment banking and asset
management from a single source.
The competition is particularly
keen in Singapore, as both established players and newer entrants
compete for market share in a country that is tipped to overtake Switzerland as largest global offshore private
banking market by 2020.
Credit Suisse, which operates in
more than 50 countries worldwide
and employs more than 46,000 people, is banking on providing
top-notch training and development
programmes to enable its staff to
bring the full breadth and depth of
knowledge of the bank to its clients,
said Francesco de Ferrari, head of Private Banking Asia-Pacific at Credit Suisse.
“Private banking is becoming less
of an individual sport and more of a
team sport. For our relationship managers to deliver to clients the full value proposition of Credit Suisse’s integrated bank across private banking,
investment banking and asset management, they need to be able to coordinate across divisions and specialist
groups,” he said in an interview with
The Business Times.
In Asia, Credit Suisse’s private
banking arm manages more than
112 billion Swiss francs (S$145 billion) of client assets, with more than
400 relationship managers and investment consultants, supported by a
large team of solution and product
specialists across the region.
The bank runs a mandatory programme for all wealth management
employees with direct client contact
called the Frontline Training and Certification programme. This ensures
that all relationship managers globally are able to provide clients with
clear and comprehensive information
about products, explain potential investment risks and returns, and tailor
their offering to individual client
needs.
The training covers a range of
both investment topics – such as the
advisory process, mutual funds, alternative investments and structured de-

In September 2011, a Code of Conduct (PB Code) was launched for the
private banking industry in Singapore by the Private Banking Advisory
Group under the Monetary Authority of Singapore.
Under the PB Code, private banking professionals are expected to
pass a common competency assessment called the Client Advisor
Competency Standards (CACS) before they provide any financial
advice. This assessment is administered by the Institute of Banking
and Finance (IBF).
Credit Suisse incorporates this requirement under its Frontline
Training and Certification programme in Singapore, which is
FICS-accredited by the IBF. The programme is mandatory for all the
bank’s client-facing staff.

A

Inspire Award 2013, which recognises financial institutions that have
gone the extra mile in adopting the
standards.
“Our success as a bank and as a
long-term partner to our clients ultimately depends on the skills and experience of our employees. We can only
succeed if we continuously strengthen our position as an employer of
choice and undertake efforts to attract, develop and retain talented individuals in order to deliver on our client and brand promise,” said Mr de
Ferrari.
Apart from boosting their employees’ core competencies, particularly
in the area of quality in client advisory services, the bank’s training programmes aim to prepare talented individuals for key roles in the organisation by strengthening their leadership
and management skills.

Mr de Ferrari: Believes that FICS offers a comprehensive framework of what is required and demanded of
each role in the financial sector. PHOTO: CREDIT SUISSE
rivatives – as well as non-investment,
including inheritance planning and
cross-divisional collaboration.
Trainees undergo both Web-based
and classroom-based training, as
well as simulated client interactions
in the presence of financial experts.
To date, more than 4,000 Credit Suisse relationship managers and other

client-facing employees globally, including around 500 in the AsiaPacific, have undergone the training
and been certified. In Singapore, the
programme has been accredited under the Financial Industry Competency Standards (FICS), a set of competency standards developed for the industry. Launched by the Institute of

Banking and Finance (IBF) in 2005,
FICS aims to raise the quality of the industry’s workforce and its training
providers. It also offers a roadmap for
the skills needs by financial sector
professionals in their respective job
roles.
For its commitment to training,
Credit Suisse was awarded the FICS

Growing their own for success
Credit Suisse aims to get an edge over its competitors by attracting the right talent early, retaining them and
developing skills that will result in long-term career success through an initiative known as “Grow Our Own”.
There are three such programmes in the bank’s Private Banking and Wealth Management division:
◆ Private Banking Full-Time Associate Programme: MBA holders with more than four years’ working experience go
through a three-year structured training to become relationship managers, investment consultants or solutions
specialists.
◆ Private Banking Summer Associate Programme: A 10-week internship programme for first-year MBA students.
Successful interns can go on to become full-time Associate Programme candidates upon graduation.
◆ Private Banking Full time Analyst Programme: Fresh university graduates go through an initial one-year structured training programme to become assistant relationship manager, with the possibility of becoming relationship managers.

Talent retention
Credit Suisse’s commitment to training helps in its fight to acquire and retain employees, especially as the industry faces a talent crunch that
could potentially hamper its growth
in the region.
The bank regularly partners with
an independent consulting firm to
conduct a survey to evaluate employee satisfaction to better understand
employees’ concerns and implement
improvements as needed. The most
recent results show that its staff are
significantly more satisfied than the
industry average.
“Besides attractive employment
conditions and a stimulating work environment, talent development opportunities are a key factor of employee
satisfaction, which is a critical driver
of employee performance and motivation,” Mr de Ferrari said.
The bank also adopts a modular
approach to training, taking into account the different needs of staff as
they grow in their roles – from junior
level advisers, to an expert relation-

ship manager or a manager and leader.
Programmes include Grow Our
Own for career starters and career
changers (see sidebar), as well as
Train-to-Relationship
Manager,
Train-to-Assistant, and Train-toTeam Leader programmes for more
experienced client advisers who wish
to pursue the management track.
Mr de Ferrari believed that FICS offers a comprehensive framework of
what is required and demanded of
each role in the financial sector. This
in turn provides a level of confidence
and comfort to clients in their interaction with their financial advisers, helping Singapore enhance its position as
a leading global financial centre.
“After the more recent financial
crisis, clients expect a much higher
level of service standard from their
private banks; and as practitioners
within the industry, we have the responsibility to rebuild client confidence and continue to deliver on our
promise of being a trusted adviser,”
he said.

Training by numbers
Talent development at Credit
Suisse in 2012:
◆ 480 classroom leadership
training sessions
◆ 85,200 participants in
instructor-led courses
◆ 620,000 participants in
e-learning courses, including
mandatory modules
◆ 71,500 classroom-delivered
training days
◆ 18 hours of training per
employee (average)
◆ 82 per cent average level of
satisfaction among course
participants

