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DEPENDABLE 







250,000,000 
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2015 



YOY Income Growth  $52bn Market Cap 

Customer Hours Saved 
Market Leading Customer Sat 

250m 



Aren’t we amazing? 





Winter is Coming 



3 Questions for your CEO 



1. What percentage of your 
revenue is under threat? 















2.How are we going to 
replace the lost revenue? 











3. What has to change? 





A v B 



Digital 
Banking 



What should we build? 









Lost Card Example 

Discover Ring Hotline Block/ Verification Replacement 

search 

confirm 

navigate IVR 
get thru 

explain 

verify  on hold wait 
activate*/ 

update links 

check recent 
trxn 

Identify the  
Opportunities 

Note: * Required for DBS Debit Card 

Fear & anxiety: 
Theft/ Fraud? 

Quick response , 
access to cash 

Easy access  Reassurance, empathy & convenience 

Customer’s needs: 

Map the Customer Journey 

Remove Hassle 
Factors 

Minimize Effort 
Design in Talking 

Points 
Meet Emotional 

Needs 
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Look  
Understand 
Make 









The old way? 









+31% 
New machine 

added 

Bt Batok MRT EBC (2 -> 3 machines) 
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Before After 

Jan Feb Mar Apr May Jun Jul Aug 

Mean: 73 

Mean: 71 

Mean: 64 (12%     ) 

Mean: 63 (11%     ) 

Mean: 62 





Fast Cash 

Cash W/drawal 

40% don't use FastCash 



ATM Balance Enquiry 

12 Seconds  

6,000,000  
per month 

30,000  
Hours of Queue-time 



 
 
 
 
 
 

DBS SMS Banking 

77767 











Card Retained 

70% 


 







DBS Innovation Spaces 

JLab 
A*Star Insight Innovation 
Fusionopolis 

Silicon Alley 
The Innovation HQ 
DBS Asia Central 

Experiment Lab 
Experiments as a Service 
DBS Asia Gateway 

HCD Lab 
Customer Journey Team HQ 

DBS Asia Central 

India Digital Lab 
Digital Bank Innovation 

Mumbai 

China Digital Lab 
Digital Bank Innovation 

Shanghai 





 







Dare  
to try 

Innovation 
Delivered 

Wackiest 
Idea 



DBS Innovation Init iatives 

Digital Express 

3-4 day  session focusing on 
delivering high impact, disruptive 
digital product & service.  These 
intense design and development 

sessions typically include DBS staff 
working with start ups or start ups 
working for the business, rapidly 

prototyping to a high impact 
solution. 

Imaginarium 

A community run by like-
minded innovators in DBS that 

provides inspiration and 
support.  

A sounding board for 
 change-makers! 

The Dragons’ Den 

An incubator within DBS, focusing 
on taking business challenges or 

concepts generated through one of 
our programs through HCD, 

Experiments, through an 
assumption based stage gate 

process, to market. 

DBS Hackathons 

A challenge based crowd-
sourcing event strategically 
created to provide DBS the 
opportunity to envision and 

prepare for the future of 
finance. 

Ideas 

Crowd Sourcing 
Portal 

A challenge based crowd-
sourcing innovation tool, giving 

the entire organisation an 
opportunity to participate in 

the innovation activities across 
the whole bank. 

 

Ideas Crowd Sourcing 

(Logo TBC) 



imaginarium 



Ideas Crowd Sourcing 
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WELCOME TO THE 

DBS HOUSEWARMING 
27 Jul – 3 Aug 



DBS Hackathons 

https://vimeo.com/126463511 

https://vimeo.com/126463511




Thank You 

@paulcobban 


