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The New Competitive Context

Rapidly evolving
customer and citizen
expectations

Convergence of
technology, regulation
and competition

Accelerating
technological change

Speed & adaptability
as sources of
competitive
advantage

Trust and compliance
as strategic
differentiators

Expanding and
evolving regulatory
HEINEI S

. THE INDUSTRIAL REVOLUTIONS: A JOURNEY OF INNOVATION .
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@ The Age of The Age of The Age of The Age of TThe Age of
Mechanization Mass Production Automation Connectivity ] Human-Centricity
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® Mechanization, steam ) Electricity, assembly line, ) (] Electronics, IT Cyber-physical systems, > Human-machine collaboration,

power, weaving loom mass production E'd systems, automation 0T, Al, data analytics sustainability, resilience,
purpose-driven production
Capitaland Scale, efficiency Process optimization Speed, Intelligence Responsible, trustworthily

= Physical Assets . /\and standardization e and global integration = and adaptability /\and human-centric
@ @ @ @ @

1780s - 1840s 1870s - 1910s 1970s - 2000s 2010s - Present Emerging Future

@ From mechanization to human-centric innovation — continuously transforming how we work, produce, and create value.

Generated with
ChatGPT



Digital Transformation Landscape
TECHNOLOGY STACK FOR DIGITAL TRANSFORMATION

An integrated ecosystem of technologies that drive digital value across the enterprise

®
EXPERIENCE & Enaage cus;omersl, citizens,
partners and employees
ENGAGEMENT across every channel.
DELIVER
VALUE BUSINESS Digitize and manage core
business processes and
APPLICATIONS industry workflows.
[
a DAT A & Transform data into trusted
insights for better
ANALYTICS decisions.
RUN & Al & INTELLIGENT ~ Auamenthuman capabiy
OPTIMIZE AUTOMAT'ON at scale.
INTEGRATION & ebo oy N
INTEROPERABILITY  ccamlessly.
®
CLOUD & DIGITAL o
INFRASTRUCTURE  foundations.
sutos | [y Jl CYBERSECURITY [ e
PROTECT & TRUST odoheer
|0T & EDGE Conrtect and control
physical world and
v TECHNOLOGIES operations.
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CRM

Web & Mobile Customer Experience Omnichannel Conversational
Applications Platforms Engagement Al / Chatbots
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Supply Chai Industry Solutions
ERP pply-bhain PLM HCM (Core Banking, Claims,
Management EHR, etc.)
£ (& S il Al
Data Lakes & Data Fabric / Master Data Business Advanced
Warehouses Data Mesh Management Intelligence Analytics
1% b (B
i ik ko3 &
Machine Learning Generative Al Natural Language Computer Robotic Process
Platforms (LLMs, Copilots) Processing Vision Automation (RPA)
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APls & API Microservices Integration Platform Event-Driven Message Brokers &
Management Architecture (iPaaS) Architecture Streaming (Kafka)
.60
& D b 0 253
Cloud Computing Hybrid & Containers & Serverless Edge
(laaS / Paa$ / SaaS) Muiti-Cloud Kubernetes Computing Computing
& @ (&)
Identity & Access Zero Trust Security Operations Threat Detection & Data Encryption &
Management (IAM) Architecture Center (SOC) Response (SIEM / SOAR) Privacy
( ! i~ — I
| < P i
(11 = o[ [[3
Industrial loT Sensors & SCADA / DCS Digital Edge
(l1oT) Platforms Connected Devices Systems Twins Analytics

(*) This is an example landscape for presentation purposes (neither exhaustive nor unique)

Digital Portals
(Self-Service)

I

AR/ VR &
Immersive Tech

= ¢

Case Management BPM / Workflow
(Government) Management
Real-time / Data Governance

Streaming Analytics

2 5%

Intelligent D t D
Processing Intelligence
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Enterprise Service Unified Namespace

& Quality

Bus (ESB) (Industrial)
Virtualization High Availability &

Disaster Recovery

&

Backup & Business
Continuity

©

Location Tech
(GPS, RFID, etc.)

&

Governance, Risk &
Compliance (GRC)

B

Real-time Control
Systems
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Regulation as a Strategic Lever

« Compliance as
cost center

« Regulation ,
slows
innovation

« Controls limits
agility

) (SO and traceability

\_ ==

Strategic Lever

\

922557 . Drives data discipline |

« Enables trust which
is the currency of
digital economies

(8)P - Embedded compliance
M creates advantage
-@ and reduces overall
cost

. » Compliance
% E excellence as

- differentiation
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Regulation as a Strategic Lever

Speed vs control is a false trade-off

Leading organizations achieve both
through intentional design, not
compromise

Human-in-the-loop controls should
be incorporated where appropriate

Requires a digitally integrated
compliance model

Moving from Traditional to Digitally Integrated Compliance

Traditional Compliance Model Digitally Integrated Compliance Model

From

Reactive and audit-driven

Manual and documentation-centric

Point-in-time inspections

Siloed functional ownership

Compliance assessed
after system design

Governance added after
implementation

To

e | A Q Embedded and continuously monitored
.

O 00 0 O

Yo le
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©
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Automated and system-enforced

Real-time visibility and assurance

Enterprise-wide accountability

Compliance by design

Governance integrated by design
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Digital Transformation Imperatives

Digital is now a core strategic capability, driving differentiation and
increasingly determining who survives.

A (" T—

377, /J Building scalable organizational capabilities
q_ -P . - - .
pm | g Adoption of new technologies ofe; N that enable continuous adaptation,

FIUG --Q innovation, and resilience

G IT support
-/

IT as an order taker

@ Digital strategy enablement

JZN\ Strategic partner and
>, transformation enabler

Efficiency

Capability, resilience, and agility

Regulation as a constraint

>

Continuous, dynamic, and
tailored development

)))
1))

Static learning

%
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LD Regulation as a strategic differentiator
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Digital Transformation Imperatives

KEY PRINCIPLES

Technology embedded into core processes and decision making
Business model transformation whenever possible

Technology investments aligned with broader business objectives
Business-led, value-centric, technology-enabled transformation
Customer and citizen centric focus

Product and service-oriented vs project-oriented delivery

QPR S

8&% Cross-functional collaboration and teams
Platform-first, integrated architecture
Data as a strategic asset

Scalable digital capabilities

Compliance by design (not after-the-fact)

QB H
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Leadership Imperatives

KEY ENABLERS FOR
SUCCESSFUL DIGITAL TRANSFORMATION
Enablement with guardrails

MARTEC'S LAW: VISUALIZING THE CHANGE RATES
ORGANIZATIONS CHANGE LOGARITHMICALLY (SLOW)

B ©

Integrated governance

e TECHNOLOGY (EXPONENTIAL) TECHNOLOGY EVOLVES g
== ORGANIZATIONS (LOGARITHMIC) ACCELERATINGLY -'af- Capaliitios cragtion over projects
=) A T i
% TECHNOLOGY EVOLVES THEDPSA;QJ':T“?EE(%E?EX? A {@>  Clearstrategic vision
; ACCELERATINGLY N
[ ¥
& *
= ORGANIZATIONS (1 X Employee engagement
= DIGITAL (| 0GARITHMIC) T e
LEADERSHIP  OPERATING
IMPERATIVES  MODELS
coLruge  PROCESSES .@ﬂ% Digital culture across
ULty ORGANIZATIONS CHANGE @&% the organization
STRUCTURE SLOWLY AND INCREMENTALLY
> Apply rational, political and

TIME cultural lenses to define

Generated with Gemini an effective change strategy
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Promote continuous learning

Create a culture and organizational capabilities that
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allow digital transformation initiatives to succeed




Case Study: DBS Bank

| THE PROBLEM: A THE VISION: A\ THE JOURNEY: i RESULTS:
‘ WHY TRANSFORMATION WAS IMPERATIVE // GANDALF I TRANSFORMATION PILLARS & Al STRATEGY / MEASURABLE IMPACT
| —
DBS Bank is i
Singapore- :25‘ £% KEY PERFORMANCE METRICS

¥

) 3 » 4 \ ~ . ~
headquarFered,wnh | J 4P I Wy > = ’. ’ 9 o / e
presencein 19 \ p ‘ — ' >

= ) A - - = i 2 2 | Income per customer 2x higher for
markets, more than = - ngll':'l'SM:tnomhlc ’ = (Digital vs. Traditional) | digital customers
41,000 employees, ) bt o ~ ' f—— ; |
) F-? y (Can't Scale) ' % B £ @\l & AR Cost-to-income ratio 34% vs. 54%
one of Asia's largest ‘ on 4 ; : e , ~ . (Digital vs. Traditional) = (20 pp lower)
financial services oA = y | % , A : —— ~— : |
)Y . Y - . , ; . Return on Equity = 15% higher ROE
groups (Digital segment)
Projected to exceed
Al economic impact SGD 1 billion
7 by 2025
%‘l‘smz‘ef PaTi'(‘JPEOi,”tS: / Benchmarked NOT against Banks, == y
0 210w ACCount Upening, 1 H H N 1 \ . *
ineiriency TR L i i L auie e ot =1 £ )| = W&l :[ AWARDS & RECOGNITION
From “Damn Blood (High Cost6-neams p\{2amented Sourneys Adopted GANDALF mnemonic : d < B
Y Ratio) w The “D” at the Center ) ” “World’s Best Bank" —
Slow” to World’s Best - N i : ‘ 1 Global Finance & Euromoney
. - ) Rallying Vision: “Make Banking = e ' I s
Digital Bank Joyful” - Effortless and Invisible 7 “World's Best Digital Bank” —
e = Euromoney
7 “Most Innovative in Digital

Competitive Threat O \ \ ) . i = ! if } < T : Banking” — The Banker

from Digital-native .
Banks, Fintech ) “Safest Bankin Asia” — 15
7 consecutive years (Global Finance)

Disruptors
#1 Al Strategy Leadership —
Global Evident Al Index (2023)

Global Model Bank Award for Al

Market Valuation: 9 Industrialization — Celent (2024)

Didn't Reflect 7 Inspired by : >N 23 =w Harvard Business School case
True Potential » % The Lord of the Rings: o So Z o g P " | %! study published (2024) =it

A Cultural Rallying Cry Al case on an Asian bank

“'LX —

Generated with Gemini



PILLAR 1 — PLATFORM ARCHITECTURE PILLAR 2 — CUSTOMER JOURNEY REDESIGN

2 @ LAUNCHED “Managing
9 ﬂ Through Journeys” Program

s

Ch
3 O

MIGRATED from Monolithic
Systems to a Modular,
Platform-based Architecture

S0y —o Platforms Aligned to
U © Segments & Products L

“2-IN-A-BOX” ,@

LEADERSHIP MODEL:
Joint Business & IT
Leader per platform

INVESTED in
Cloud Migration,
Automation,

& Microservices

MODULAR DESIGN
allowed swappable aging
components without disruption

“By transforming rigid systems into
nimble technology stacks, we have
gained a sustainable advantage”

Case Study: DBS Bank

TRANSFORMATION PILLARS

B

>
IT @
PROJECT |

IB%ENI_'IHF*!ED & REDESIGNED

+ High-impact

Customer Journeys 60+
EACH JOURNEY OWNED

by a Senior Leader,

addressing Major Pain Points

EXAMPLES:
Streamlined Account
Opening, Reduced
ATM Waiting Times

CROSS-FUNCTIONAL

s TEAMS replaced [ )
Organizational Silos ﬂg a\‘
SHIFT from Big-bang
IT projects to -
Continuous Delivery --
& Frequent Releases

@
ACCOUNT
OPENING

PILLAR 3 - CULTURE & OPERATING MODEL

4

Zhg 8

7@~  AGILE OPERATING

MODEL centered on
S OP Customer Outcomes,

not Internal Processes

BUSINESS & IT TE (G
CO-LOCATED - R .

stopped sittingin s
different buildings &

CONTINUOUS
UPSKILLING:
Tailored career &
n skills roadmaps for

Jj every employee
T
o G

DBS CFO CHNG SOK HUI:
“The realization that we were %
not just a bank - we were

becoming a technology company”

CULTURE CHANGE
recognized as the
Hardest & Most
Critical element

o
'szg,

Ccurine |
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Case Study — DBS Bank

@
Al STRATEGY - LEARNING FROM FAILURE

@
LESSONS LEARNED

Al STRATEGY - INDUSTRIALIZING Al AT SCALE
é N
3 , | g Benchmark outside @
DBS Invested in Systematic, decade-long your industry —
e b .
imit your
lmag?;]atlon LI
o
e R @ Today: 800+ Al Models Measure Digital Impact in business
oot waison NLE) | e Deplyed across 350 Use ases 3 A
A directly link digitalization to the
0 Al applications span all parts of the bank: L
Watson Achieved only / D.— Hyperpersonalized nudges
80% Accuracy — 0 Q n foyrpcugtomer mvestmeng & financial ggg&ﬁnﬁggggﬂstgﬁ [:g?é ay
@ Insufficient for banking ACCURACY = planning 2 ﬁ‘ﬁ is the easier part (S
o Deeper insights for
. gig relationship managers to
= ‘ Project Abandoned DEHtEE serve clients - Embrace Failure as a
& v @ after 18 Months a Tailored career and upskilling % 4 f°““da;'h°a':,a ;hﬁlggtrslggr?tljlsure @
(ORI fof iy o ‘ = systematlc Al strategy FA".URE
Lesson: Successful Al
@ | requires comprehensive J Al Deployment Time UNDE Foundational Preparation,
digital foundations — not just Reduced from 18 Months not technological
advanced technology to under 5 Months MONTHS ?&%2%:%;?3& gﬁtcecrenslgwes Al
Triggered the Yy o Established Robust Governance Build for the long term:
® “Digitalizatio1n Wave” g:)as'i'tlig‘r'\lig:;k l;t[)Brsr?gPonsnble Al, ¥ 6 !:)BS’st decf(’de"‘)t"%
starting in 2015 | investment create
|t e Generative Al GENERATIVE Al | |\ compouning eturns
H
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Practical Takeaways and Closing Remarks

‘ Digital transformation is not a technology project — it is an organizational reinvention
‘ Need to focus on both, digital and leadership capabilities

Define a compelling vision and engage people

Use governance to steer, not to slow down

‘ Design compliance upfront, integrate risk early and treat regulation as a strategic lever

‘ Treat data as strategic asset
‘ Build platforms; avoid silos




Digital Transformation, Regulation, and Competitive Advantage

“Digital transformation succeeds when organizations align vision, leadership, culture, governance,
operating models, and technology, treating data, regulation, and talent as strategic assets to deliver
customer-centric value at scale, build trust, resilience, and enduring competitive advantage.”

THANK YOU
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February 10, 2025.
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2020. Interview with Chng Sok Hui, CFO, DBS.
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