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The data approach

P
rivate bankers are constantly look-
ing for ways to remain competitive, 
with more comprehensive service to 
a more savvy and demanding client 

base.  Quality of service is of essence, and 
has been the key differentiator in retaining 
client loyalty. Raising this quality is cer-
tainly a multi-factor process, appreciating 
the competency training of relationship 
managers, the right product innovation, 
customised advice to the complex needs of 
the Asian clientele, all of which has to hap-
pen in unison.  But a key factor that should 
also be considered is providing the RMs 
with the right tools to analyse their clients 
needs more effectively. 

The need for data becomes quite appar-
ent in this case, as the key basis of client 
advice stems from sophisticated data ana-
lytics to be processed and communicated  
with utmost efficiency. Of course, this 
data is available in the back-end of the 
bank’s systems, but migrating this informa-
tion to the front-line, is still a work under 
construction in most parts of the industry. 
Due to the static nature of this data migra-
tion, the bank is not able to leverage on 
this data to enhance their expertise that 
most importantly, needs to be translated 
to the customer. 

In our conversations with AG Delta 
and their key customers, Standard Char-
tered and Malaysia’s Alliance bank, it was 
evident that bringing this data visibility 
proved useful to relationship managers in 

advising their clients with real time analyt-
ics through one desktop interphase. Imple-
mentation of AG Capital, allowed for real-
time pricing and more straight-through 
transaction processing, which inherently 
had a positive impact in the banks’ respec-
tive service propositions.

Adopting so easily to technology in the 
wealth realm often requires a deep consid-
eration of bringing efficiency to the system, 
but still preserving the unique relationship 
with the client. Using data solutions seems 
to be an example of getting the best of both 
these schools of thought – using technol-
ogy to complement the service, rather than 
compromise on it. 

The trend towards embracing data and 
technology solutions that bring us this 
data is indeed picking up. If one decides to 
implement this through external technol-
ogy providers, choosing the right partner 
plays an important role and integrating the 
system into a legacy framework will natu-
rally be a concern. 

How banks choose to bring more sophis-
ticated solutions is a strategy unique to 
each player, but with the changing nature 
of the client base, and the proposition of 
competitors, it is evident that hanging onto 
personal interaction isn’t enough. Incor-
porating technology into this equation 
needs to happen. 

Sruti Rao
sruti.rao@sg.timetric.com
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M
alaysia’s wealth market has 
shown great promise in recent 
years with a growing high-net-
worth-individual population who 

show increasing demand for sophisticated 
investment advice and products. To cater 

to these demands, the bank needed a 
front office solution that would greatly 
improve the relat ionship managers 
(RMs) productivity during the entire 
client engagement. This required tools to 
improve the pre-sales advisory services 

that target suitable products based on 
the client profile, transact with optimal 
efficiency and receive alerts on important 
events that impact each client.

Currently the ninth largest bank in 
Malaysia, Alliance bank saw leveraging on 
technology as a key strategy to spearhead 
through competition, and differentiate 
themselves with a more sophisticated 
service offering.

a	more	sophisticated	customer	segment
In a growing wealth management space, 
Malaysia’s Alliance bank has seen a pick-
up in demand for treasury products from 
their retail customers. Ronnie Lim group 
head of consumer banking at Alliance 
bank tells BPA: “The Malaysian wealth 
management segment is going through a 
transformation phase where the traditional 
investment products such as unit trusts 
and insurance are gradually being replaced 
by the more popular treasury products like 
dual-currency investment (DCI), bonds 
and equity-based structures.”
“To stay ahead of the competition, it is 

essential for banks to provide a variety of 
wealth and treasury products and move 
towards real-time pricing. Increasing 
demand and evolving compliance rules 
have resulted in technology playing an 
important role in the banks’ aspirations 
to ga in market share and prov ide 
quality service.”

With a preceding offering of dual 
currency investments (DCI) and structured 
products, the bank recently added retail 
bonds, and extended their structured 
products with equity-linked notes. The 
market-dependent featu re of  such 
products highlighted the need for access 
to timely data.

In order to expand thei r wealth 
management product suite with ease and 
stability, Alliance bank was looking for a 
platform on which to roll out new products 
without disrupting their service process – 
a solution that they found was offered 
by AG Delta, a Singapore company that 
specialised in wealth management.

Enhancing the wealth advisory service experience 
In the constant quest for superior service standards, banks have looked to technology solutions to provide 
more efficient and customised advice. Alliance Bank in Malaysia reached out to AG Delta, a leading provider 
in wealth management solutions, for a front-office system that would empower their relationship managers 
with the tools and information they need to significantly enhance the client experience.

Impact of AG Capital
staff	productivity:		
Reduced paperwork and automated processing allowed RMs to focus on serving their clients, 
rather than being preoccupied with admin work.

Customer	experience:	
Availabilit y of live pr ic ing, investment tenure and performance data gave a more 
comprehensive understanding of their portfolio. One-view of the client’s portfolio enhanced 
the advisory capability of front-line staff. 

turnaround	times:	
The live pricing function reduced time-spend on calls to the dealer for pricing information. 
Lim: “Previously, RMs had to call the dealers room, and there’s a limit to how many calls can 
go through. With this system, there’s no need to call the dealers anymore as the price is live. 

“The dealing desk has achieved significant productivity efficiency and can now focus their 
time on research and promoting best trading ideas.”

Other banks with AG Delta service highlighted noteworthy improvements in their 
productivity. SCB Private Bank found FX spreads improved by 100% while their fixed income 
turnaround time improved by 60%. 

trading	volumes:
The bank sees better traction for their newer products.  A product that would usually take 
about 3-4 months to penetrate can reduce to up to 70% of that timeframe, as RMs learn about 
the product better and faster. 

Compliance	efficiency:
Key stakeholders of the bank highlighted the use of automated processing in carrying out 
compliance demands in customer checks. 

Lim: “The solution is fully integrated with our core banking platform and also helps to 
complete straight-through processing (STP) with automated point of sales compliance and 
credit checks. These solutions help to ease our technological challenges in terms of business 
scalability and minimize man-made errors which might result in compliance breaches or 
operational losses.”
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In 2011 A l l iance Bank acqui red 
AG|Capital™, a wealth management 
online solution by AG Delta that connects 
back-end data systems to front-l ine 
staff. With this, RMs are now able to 
transact a broad range of wealth products, 
and provide clients with investment-
specific information, from live pricing, 
transaction history, portfolio returns, all 
within seconds.

AG Delta is a new player offering a 
new genre in wealth technology. Within 
just five years in the wealth market, they 
have gained significant repute from their 

customers. Standard Chartered Private 
bank implemented the AG|Capital™ 
and expressed positive reviews in terms 
of increased revenues and reduced 
operational costs. The scalability and 
adaptability of the product, with the 
existing IT infrastructure of a bank, gives 
it a competitive edge over more established 
competitors in the market.

scalability	for	a	developing	product	suite
In expanding their treasury and wealth 
product offering, the scalability of the 
AG|Capital™ solution was a key advantage 
according to Ronnie Lim: “The bank faced 
scalability challenges. The treasury team 
was receiving enquiries from internal 
staff into the mechanics of the product 
roll-outs, etc. The sales staff needed to 
educate customers on the migration to 
electronic transaction. In short, there 
was an immediate business need to have 
a technology platform for the front liners 
which could support both treasury and 
wealth management products.”

The bank rolled out the system through 
gradual phases , star t ing with DCI , 
FX, multi-currency retail bonds and 
structured products, and they have plans 
of extending the platform to a larger 
product base in 2014.
“The same platform can be used to cover 

other wealth products. We may look at the 
second phase of integrating this process for 
unit trusts, or even Bancassurance.”

In order to better ascertain the needs 
of the client, the bank is also considering 
incorporating a risk-profiling feature, for 
staff to determine the type of products that 
each customer would be inclined towards. 

“The mass-affluent, may behave differently 
from one another, while the affluent base 
has a different risk-appetite. It can also 
depend on their life-stage and their age 
group. Through risk-profiling we would 
be able to better determine the customer’s 
risk appetite.”

the	technology	strategy
In the age of mobility, Alliance bank tells 
the BPA of their aims of incorporating 
the mobile and tablet applications into 
their service model, to stay ahead of 
the competition.

Mary James, group Chief Information 
Off icer at A l l iance bank expla ins: 

“technology is an integral part of the 
bank’s overall strategy, and introduction 
of wealth management products was part 
of that strategy.”
“The bank implemented a Service 

O r i e n t e d  A r c h i t e c t u r e  ( S O A ) 
infrastructure to facilitate the transition 
from traditional banking application 
integration to one that focuses on service 
orientation. The implementation of SOA 
aimed to consolidate the entire banking 
applications’ ecosystem into a single 
service layer, making it possible for new 
products and cross application services to 
be made available to all banking channels.”
“With this in place, the integration 

of AG Delta to the bank’s core banking 
and other legacy systems leveraged on 
this SOA platform.”

Currently, Alliance services wealth 
management clients on a face-to-face basis, 

or through the telephone. However when 
considering the use of mobile technology 
in their future service model, AG Delta’s 
solution is malleable to such demands.

James: “We are currently exploring ways 
to enhance our mobile channel offering 
for improved efficiency and efficacy for 
our customers.”

digitizing	workflow	processes
From an operational standpoint the need 
for a data solution to transition the bank 
into a more automated workflow was a 
key imperative. Prior to the AG Capital 
implementation the bank faced extensive 
manual processes to obtain pricing 
information and carry out transactions.

Lim: “The solution has helped replace 
many manual processes around phone 
calls, deal booking, operations handling, 
customer documentation, 
a nd  compl i a nc e 
c h e c k s .  T h e 
s o l u t i o n 
enabled our 
relationship 
managers to 
quote rates 
w h e n  t h e i r 
c u s t o m e r s 
a s k e d  f o r 
it ,  instead of 
depend ing on 
d e a l e r s . 

“Before	expanding	the	list	of	products	in	the	treasury	space,	there	was	
a	need	for	the	bank	to	create	a	stable	platform.”
Ronnie Lim, group head of consumer banking, Alliance Bank

“the	solution	has	helped	replace	many	manual	processes	
around	phone	calls,	deal	booking,	customer	documentation,	
and	compliance	checks.	the	solution	enabled	our	
relationship	managers	to	quote	rates	when	their	customers	
asked	for	it,	instead	of	depending	on	dealers.”
Ronnie Lim, group head of consumer banking, Alliance Bank
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Customer term-sheets are now auto-
generated and credit checks and account 
debits are no longer done manually
The operations team can rely on the 
platform for daily reporting, aggregation 
of
orders and does not need to maintain 
excel sheets manually from a business-as-
usual perspective.”

phasing	into	a	new	front-end	platform
The bank had integrated the data solution 
gradually, starting with DCI and FX 
products and into its structured products 
and retail bonds space two months later.

As would be the case with rollout of new 
systems, Alliance bank noted that bringing 
a significant take-up for the AG Capital 
system was an initial challenge because of 
their staff’s apprehension to learning new 
processes. They tackled this by positioning 
the AG Capital platform as the simpler and 

preferred mode of servicing for the front-
line to use, compared to traditional mode 
of phone calling methods.

Additionally, new treasury products 
were only rolled out through AG Capital. 
This forced RMs to access the system in 
order to penetrate into the new products 
and saw a significant increase in the 
platform’s usage.

key	challenges	in	implementation
As Mary James described to the BPA, 
conventional challenges persisted, of 
meet ing ambit ious t imel ines in the 
implementation process. Furthermore, 
Lim highlighted that integrating the data 
solution from back to front, into a smooth 
network needed to be followed through 
carefully. “The dots have to be connected 
to make it seamless for front office, middle 
office and the back office people to square 
off the trade.” In this respect, the continual 
technical support of AG Delta staff, made 
this process easier, according to Lim.

The developmental nature of the bank 
wealth management proposition brought 
about an exclusive difficulty of assimilating 
a new platform, in conjunction with 
rolling out new treasury products. Lim 
explains, “the sales staff was going 
through two things – a new system and a 
new product”. Hence RMs were faced with 
the challenge of undergoing training and 
certification for new treasury products, 
while simultaneously learning how to 
process them in a new system altogether.

enhancing	service	through	technology
At the end of the day, the success of the 

product boils down to its effect on cus-
tomers. As Mary James comments, one 
of the key aims of the implementation 

of AG Capital was bringing frontline 
staff easier access to clients’ invest-
ment information for them to offer 
investment advice more effectively.
“The bank’s vision is to be ‘The 

Best Customer Service Bank in 
Malaysia’. Resource is limited, so 
we had focus on aspects that would 
enable us to serve more efficiently 

and effectively. A key deliverable 
we had to address when choosing 

this solution was to obtain a one-view of 
customer’s product holding with the bank, 
to enable sales personnel to understand 
the financial needs and provide the right 
counsel for effective productivity”.

a 	 t e c h n o l o g y 	 p a r t n e r 	 t o 	 t h e	
bank’s	development
In an environment of high cost-to-income 
ratios, banks are increasingly looking to 
technology to complement their advisory 
capability. Alliance Bank’s choice of AG 
Delta as a new and increasingly successful 
data solution highlights the importance 
banks are giving in providing the right 
data at the right time. The Malaysian 
bank’s efforts to propel their service and 
efficiency with a sophisticated technology 
platform is exclusive for the market in 
itself, and their partnership with AG 
Delta highlights the technology provider’s 
commitment to playing a role in the 
Alliance bank growth story. <

about	ag	delta

AG|Delta delivers breakthrough per-
formance to the private and mass afflu-
ent banking segments by delivering 
an unified online channel for wealth 
advisory and electronic dealing ser-
vices across all investment products, 
segments and markets. Their flagship 
solution, AG|Capital, revolutionises the 
way investment products are marketed 
and distributed across multiple chan-
nels, regulatory domains and client 
segments, to greatly improve the effi-
ciency and client servicing capabilities 
for wealth management.

Headquartered in Singapore, with 
client installations across Asia Pacific 
and Europe, AG Delta’s reputation 
as an innovator in the financial ser-
vices industry is recognised globally. 
Achievements include being voted in 
the top three “Client Interface and 
E-Commerce Solution Provider” in the 
Structured Products Technology Glob-
al Survey from 2009 to 2012, as well as 
winning the “Best Wealth Management 
Technology Offering” at the Wealth 
Briefing Asia 2013 awards.

n For further information on AG Delta 
please visit www.agdelta.com

“if	they	still	insist	on	making	phone	calls,	then	they	use	the	old	
process	which	means	heavier	documentation.”
Ronnie Lim, group head of consumer banking, Alliance Bank

Mary James, Chief Information Officer at Alliance bank


