
Global Review
2016 was a year that witnessed fundamental shifts in political and social 
dynamics. Uncertainties on US monetary policy, volatility in global commodity 
prices and concerns over global growth created a dynamic and challenging 
environment. This was compounded by unexpected developments such as the 
UK’s EU referendum (Brexit) and the outcome of the US presidential election. Still, 
the global output registered a stable growth in 2016.

The advanced economies registered favourable growth. This was supported by lower 
inventories and some pickup in manufacturing output. However, the output in a 
number of advanced economies, notably in the euro area remained below potential. 

Growth in Asia moderated despite an improving trend in the second half of 
2016, supported by the bottoming out of oil prices, higher external demand 
from the United States and the European Union, fiscal stimulus and a slight 
easing of financial conditions in some economies. In particular, the Chinese 
economy was beset by structural changes, whilst the Indian economy was 
affected by a dip in consumption induced by cash shortages and payment 
disruptions associated with the Indian government’s currency note withdrawal 
and exchange initiative. 

Growth in ASEAN-5 (Malaysia, Indonesia, Thailand, Philippines, Singapore) was 
healthy, buoyed by domestic activities and exports. Activity was weaker than 
expected in some Latin American countries currently in recession, such as 
Argentina and Brazil, as well as in Turkey, which faced a sharp contraction in 
tourism revenues. Russia’s growth was slightly better than expected, in part 
reflecting firmer oil prices.

Malaysian Review 
The Malaysian economy maintained commendable growth despite challenging 
times, driven by domestic demand. Household spending was sustained by 
continued wage and employment growth, with an additional lift from targeted 
measures for low- and middle-income households. Investment activities 
continued to be anchored by the ongoing implementation of infrastructure 
projects and capital spending as well as pre-emptive policies introduced to 
support for a more sustainable growth. 

The domestic economy benefited from prudent fiscal policies implemented over 
the year and both the economy and financial sector remained resilient to past 
and ongoing reforms and improvements. Hence, the economy grew a credible 
4.2% in 2016. 

During the year, domestic interest rates fell with interbank rates, retail lending 
rates and fixed deposit rates trending lower. Bank Negara Malaysia reduced the 
Statutory Reserve Requirement (SRR) in February 2016 by 50 basis points to 
3.50% and thereafter lowered the Overnight Policy Rate (OPR) by 25 basis points 
to 3.00% in July 2016.

Global Financial Markets 
Volatility in the global financial markets remained high in 2016, reflecting 
increased risk factors. The UK’s EU referendum (Brexit) in June resulted to a short-
term spike in volatility as well as sharp repricing of global financial assets. 
Secondly, the outcome of the US presidential election led to another round of 
strong volatility from November onwards owing to growing expectations of pro-
growth and inflationary economic policies which saw global portfolio investments 
flowing towards the US equity market. The stronger demand for US dollar assets 
led to the appreciation of the US dollar. Global portfolio rebalancing impact was 
most significant in the emerging markets which led to the sharp depreciation of 
many emerging market currencies. 

Malaysian Financial Markets
For Malaysia, these uncertainties led to reversal flow of portfolio. Still the 
domestic financial markets were orderly and supportive of domestic financial 
intermediation despite bouts of volatility. The yields on Malaysian Government 
Securities (MGS) were primarily driven by external factors with the 3-year, 5-year 
and 10-year MGS yields increased by 24, 23 and 4 basis points, respectively. The 
FTSE Bursa Malaysia Kuala Lumpur Composite Index (FBM KLCI) declined by 3.0% 
(2015: -3.9%) to close at 1641.73 points, amid higher market uncertainties and 
tepid investor sentiments. 

Financial stability on the domestic front was maintained despite heightened 
financial market volatility as Malaysia was able to buffer owing to its depth of the 
domestic financial markets and strong domestic institutional investors. Overall 
domestic funding conditions were stable, with improvements in the distribution of 
liquidity across banks. Financial institutions remained well-capitalised and profitable.

While the ringgit was affected by the same external shocks that impacted 
regional currencies, the volatility of the ringgit exchange rate was exacerbated 
by speculative activities in the offshore non-deliverable forward (NDF) market. 
This was especially evident in November following the US presidential election 
result. Speculation in the NDF market resulted in a significant disconnect 
between the offshore and onshore pricing of the ringgit exchange rate. Hence, 
the Financial Markets Committee (FMC), in collaboration with Bank Negara 
Malaysia, introduced several measures. 

For the whole year, the ringgit depreciated by 4.3% to end the year at RM4.486 
against the US dollar. The local currency also fell against the euro (-0.7%), the 
Australian dollar (-3.4%) and the Japanese yen (-7.3%) but strengthened against the 
British pound (15.4%). Against regional currencies, the ringgit was broadly weaker.
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Global Outlook
Global growth is expected to improve modestly to around 3.3% in 2017, from 
3.1% in 2016. This pick-up in global growth is underpinned by ongoing and 
projected fiscal initiatives, notably in China and the United States, with easier 
stance in the euro area and initiatives in other economies. In addition, positive 
signs of improving accelerating activities and rising consumer and business 
confidence in advanced economies and a number of emerging market economies 
have emerged.

Furthermore, the weak global trade in 2016 is envisaged to improve particularly 
in Asia in 2017, partly due to firmer commodity and oil prices. Meanwhile, 
headline inflation is rising in most countries as the result of higher energy prices. 
Still underlying inflation in advanced economies is anticipate to remain subdued 
and will pick up only slowly as the expansion gains traction, including more 
robust wage growth across the income distribution. 

Inflation is easing in a number of emerging market economies as the effect of past 
exchange rate depreciations fades and the effect of monetary policy actions works 
through, but commodity importers are exposed to rising commodity prices.

While envisaging trade growth in 2017, it is likely to remain below pre-crisis 
growth rates, in part reflecting a slowdown or reversal of the expansion of global 
value chains. Underpinned by weak global trade and investment as well as 
widening productivity gaps, the gap in real incomes and income inequality will 
have some knock on effect on global growth. It impacts many households, 
particularly at the bottom of the distribution, and has in turn held back aggregate 
consumption growth. Besides, rising interest rates and oil prices will somewhat 
offset the upside on global growth although higher commodity prices will 
benefit some emerging market economies. 

Malaysian Outlook
The outlook of the Malaysian economy in 2017 will depend on global economic 
performance and continued support from domestic demand. With a moderate 
global growth projected for 2017 added to firmer commodity prices, there will 
be a boost to the domestic economy with positive spillovers through trade, 
investment and income channels. 

Domestic activity will be spurred with investment activity from capital expenditure 
in the export-oriented industries, particularly in the manufacturing sector, 
continued roll-out of large-scale infrastructure projects, sustained private 
consumption from healthy wage growth and recent pro-growth Government 
measures. Although the Government continues with its fiscal consolidation 
program by reprioritising public spending and lowering expenditure on non-
critical items, the public sector is still projected to contribute positively to growth 
through continued public investment in selected sectors. Hence, the economy is 
poised to grow a credible 4.3-4.8% in 2017. 

During the year, inflation is projected to be on the uptrend driven by cost – 
push pressure from the pass-through impact of the increase in global oil prices 
on domestic retail fuel prices and cheaper currency. This cost-driven inflation, 
however, is not expected to cause significant spillovers into the broader price 
trends, given the stable domestic demand conditions. 

Monetary policy will ensure stable growth continues amidst price stability in a 
challenging environment. Furthermore, the fiscal policy in 2017 will further 
strengthen the Government’s fiscal position while supporting growth and 
promoting economic inclusiveness.

Meanwhile, the risk of a potential disconnect between financial markets and 
fundamentals on the global front remains. It can result in market volatility, 
financial vulnerabilities and policy uncertainties. Vulnerabilities remain in some 
advanced economies from strong price increases. Risks to emerging market 
economies are high, including higher corporate debt, rising non-performing 
loans and vulnerability to external shocks. Such risks could derail the projected 
moderate global recovery including Malaysia’s growth.

Financial Sector Outlook
Thus, Malaysia’s financial conditions are expected to remain challenging, 
especially for some businesses and households in 2017. Some deterioration in 
loan performance is likely, but is not expected to be broad-based given the 
generally strong asset quality of banks, stable labour market conditions and 
continued economic growth. The ongoing low interest rate environment will 
also increase challenges for life insurers. Stress tests conducted are expected to 
ensure resilience to severe macroeconomic and financial strains.

A key challenge to the banking landscape is to manage risk in the current 
volatile and uncertain environment. There is an essential need to continuously 
improve early warning systems and supervision to ensure they are more robust, 
and at the same time use macro prudential instruments appropriately and 
promote effective approaches to manage and resolve non-performing loans. 
Also important is maintaining governance and transparency. 

Hence, the cost of rising regulation and compliance will remain. Following the 
2008 Global Financial Crisis, regulation and compliance gained strong attention. 
Financial institutions are increasingly investing to meet the growing complex 
regulatory environment and this threatens to raise the cost of compliance 
overwhelmingly. Furthermore, financial institutions are under increasing pressure 
to find technological solutions and develop a winning digital strategy that 
maintains agility and awareness.
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We Are Focused On Malaysia
As a Malaysian bank, we add value to 

our offerings to local businesses and 
global conglomerates by leveraging our 
insights and deep understanding of the 

local environment and the Malaysian 
way of doing business.

Positive Societal Impact
We contribute back to our 
society through our corporate 
social responsibility outreach and 
our focus on sustainability. Our 
internal training programmes 
groom talent for our nation.

Increasing Value Where We Are Thriving 
We continue to partner with our corporate 

customers in crafting their competitive edge in 
the local market. We support their financial 

needs, ranging from corporate loans to debt 
capital markets and asset management. 

Collaboration To Deliver Innovation And 
Convenience To Our Customers
We leverage and harness digital capabilities 
through collaborative partnerships with key 
industry players. This enables us to weave our 
financial services seamlessly into the daily 
lives of our customers.

Continually Building 
Market Confidence
Our increased focus on 
compliance and governance 
boosts market confidence, as 
seen with our financials and 
brand reported positively by 
the media.

Growing Underserved Segments
We help underserved market 
segments, such as small and 

mid-sized enterprises and mid-sized 
corporations, to grow faster. We are 

also building strength in our mass 
affluent and affluent retail 

customers.

HOW WE CREATE VALUE FOR OUR SHAREHOLDERS, CUSTOMERS, 
PEOPLE, AND FOR MALAYSIA

Our Key Assets as Input

• Providing superior customer experience at every customer touch 
point 

• High-performing talented employees focused on our Top 4 
Strategy 

• Responsible leadership 

• High levels of goodwill 

• Longevity in the marketplace 

• Strong strategic relationships and business partnerships 

• A coordinated governance, compliance and risk management 
framework across the Group
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We Are Focused On Malaysia
As a Malaysian bank, we add value to 

our offerings to local businesses and 
global conglomerates by leveraging our 
insights and deep understanding of the 

local environment and the Malaysian 
way of doing business.

Positive Societal Impact
We contribute back to our 
society through our corporate 
social responsibility outreach and 
our focus on sustainability. Our 
internal training programmes 
groom talent for our nation.

Increasing Value Where We Are Thriving 
We continue to partner with our corporate 

customers in crafting their competitive edge in 
the local market. We support their financial 

needs, ranging from corporate loans to debt 
capital markets and asset management. 

Collaboration To Deliver Innovation And 
Convenience To Our Customers
We leverage and harness digital capabilities 
through collaborative partnerships with key 
industry players. This enables us to weave our 
financial services seamlessly into the daily 
lives of our customers.

Continually Building 
Market Confidence
Our increased focus on 
compliance and governance 
boosts market confidence, as 
seen with our financials and 
brand reported positively by 
the media.

Growing Underserved Segments
We help underserved market 
segments, such as small and 

mid-sized enterprises and mid-sized 
corporations, to grow faster. We are 

also building strength in our mass 
affluent and affluent retail 

customers.

What We Do 

• Our business model is to facilitate our customers in the ever-evolving 
landscape and meet customer needs through delivering technology-
enabled banking convenience and best-in-class services

• We provide products and services that cater for conventional and 
Islamic banking in retail banking, business banking, wholesale banking 
and insurance

• These products and services are offered through our multiple customer 
touch points

• We believe in listening intently and partnering with our customers to 
grow and prosper by delivering what they need 
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Material Matter How We Respond More Information

Increasing Competition
Competition in financial services in Malaysia is increasing, and new 
financial technology companies are entering the field

• Launch of our four year journey to become a Top 4 
Malaysian bank by 2020

• Focus on our four strategic targets for growth and 
consolidation

• Everything we do ties back to our purpose to help 
individuals and businesses in Malaysia grow and win 
together

See GCEO’s Message p14
See Our Strategy p78

Understanding Our Customers
Customers are at the core of our business. We thrive when we 
integrate our financial services into the lives of our customers, by 
understanding their needs, circumstances and desired outcomes

• Set up a central Customer Care unit to manage all retail 
customer issues

• Project APEX to improve the customer experience with 
improved processes

• Group-wide digital roadmap to integrate and innovate 
services

See GCEO’s Message p14 
See Customer Experience p82 
See Integrating Digital 
Technology p85

Evolving Regulatory Requirements
In order to protect the financial services industry, government 
regulators have a widening emphasis on compliance and an 
increasingly rigorous regulatory framework 

• Integration of our compliance function as a strategic 
element of the business

• Compliance Department has been restructured to ensure 
independence

• Measures taken to strengthen compliance policies, 
procedures, training, technology and systems

See GCEO’s Message p14 
See Group Compliance p222 
See Sustainability Statement 
p140

Building Leadership and Talent
We need motivated leaders and talent to build capacity, lead our 
transformation strategy and champion our values

• Ensure we have the right people and skills to drive our 
strategy

• Revive our Group Talent Council

• Emphasise our code of conduct, customer care, risk 
management and compliance

• Identify mission critical positions and succession planning

See GCEO’s Message p14 
See Human Resources: 
People, Talent and Culture 
p83 
See Corporate Governance 
p180

Innovation and Digital Transformation
The changing digital landscape has a large impact on our customers’ 
needs and is transforming the financial services industry

• New digital mobile platform, Mobile First

• Focus on infrastructure and application programming 
interface (API) readiness

• Partnerships with key financial technology players

• Use of big data analytics to capture new sources of 
business and drive internal efficiencies

See GCEO’s Message p14 
See Integrating Digital 
Technology p85
See Sustainability Statement 
p140

Managing Our Sustainability
The future sustainability of the Group depends on our management 
and anticipation of current and future environmental, economic and 
social risks and opportunities.

• Identify and group our sustainability matters into three 
themes of responsible banking, employer of choice and 
positive societal impact

• Integrate environmental, economic and social factors into 
our business decisions

• Fulfil our social responsibilities towards local communities

See GCEO’s Message p14 
See Sustainability Statement 
p140
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The success of AmBank Group’s strategy is supported by sound management of its risks.

Risk Appetite
AmBank Group’s risk appetite is set by the Board and integrated within the Group’s strategic objectives. The risk appetite framework supports the principles of strong 
capitalisation, sound balance sheet and healthy earnings, protecting the Group’s franchise and underpinning the continuous enhancement of an enterprise-wide risk culture.

Material Risks
AmBank Group’s activities involve the analysis, evaluation, acceptance and management of risks or combinations of risks. The material risks facing the Group and the 
approach to management of those risks are described below:

Type of Risk How We Respond

Credit Risk • The risk of financial loss resulting from a counterparty failing to fulfil its obligations, or from a decrease in credit quality of a counterparty 
resulting in a loss in value.

• The Group has a robust credit management framework to manage credit risk. The framework is top down, being defined by credit 
principles and policies.

• The effectiveness of the credit risk management framework is assessed though various compliance and monitoring procedures.

Market Risk • The risk which stems from AmBank’s trading and balance sheet activities being the risk to the Group’s earnings arising from changes 
in interest rates, foreign exchange rates, credit spreads, volatility, correlations and from fluctuations in bond, commodity or equity prices.

• The Group has a comprehensive market risk management policy, to support its trading and balance sheet activities, incorporating an 
independent risk measurement approach to quantify the magnitude of market risk within the trading and balance sheet portfolios.

Liquidity and 
Funding Risk 

• The risk that AmBank Group is unable to meet its payment obligations as they fall due, including repaying depositors or maturing 
wholesale debt, or that the Group has insufficient capacity to fund increases in assets.

• The Group’s liquidity risk appetite is defined by the ability to meet a range of regulatory and internal liquidity metrics mandated by the 
Board.

Operational Risk • The risk of loss resulting from inadequate or failed internal processes, people and systems, or from external events. This definition 
includes legal risk and the risk of reputation loss, or damage arising from inadequate or failed internal processes, people and systems 
but excludes strategic risk.

• The objective of operational risk management is to ensure that risks are identified, assessed, measured, monitored and reported in a 
structured environment with appropriate governance oversight.

• The Group strives to ensure that residual risk exposures are being kept as low as reasonably practical based on sound risk/reward 
analyses.

Cyber Security 
Risk

• The risk that may cause AmBank Group’s data to be compromised, lost or stolen as a result of internal process failure or external cyber-
attacks.

• This risk would threaten AmBank Group’s reputation and may cause potential non-compliance with regulatory guidelines.
• The Group has an Information Technology Management Framework and is in the midst of enhancing it further to ensure that cyber 

security risk is robustly managed and controlled.

Compliance Risk • The probability and impact of an event that results in a failure to act in accordance with laws, regulations, industry standards and 
internal policies that apply to AmBank Group’s businesses.

• The Group has a compliance framework that is aligned to key industry regulatory standards and benchmarks.
• The framework utilises the concept of a ‘risk-based’ approach to compliance management, enabling the compliance function to support 

divisions and businesses in taking a standardised approach in managing compliance matters.
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Top 4 Aspiration
In April 2016, after an intensive period of consultation and strategising, we unveiled our Top 4 Aspiration to become one of the top 4 banks in Malaysia by 2020.

We charted out 33 clusters of initiatives and the Group Strategic Transformation Office was set up to track overall progress, working closely with Retail Banking, 
Business Banking, Wholesale Banking, Islamic Banking as well as Group shared services and Group CEO’s office.

An immediate strategic focus is to unlock latent values across the organisation for our existing customer base. Looking forward, we have adopted multiple strategies 
in order to target growth areas and under penetrated areas in the local market, and build our organisational capabilities with the right market and product mix. We 
will continue to expand our current key strengths and build up targeted business lines.

Our Strategic Priorities

FIRING UP NEW
GROWTH ENGINES

ATTAIN MARKET 
LEADERSHIP IN KEY 

PRODUCTS

SETTING UP FOR 
SUCCESS

OPTIMISE CURRENT 
ENGINES

Win in fast growing, 
underserved segments

• SME

• Mid Corp

• Mass Affluent

• Affluent

• Cards and Merchants

• Transaction Banking

• Markets

• Wealth Management

Digital transformation – 
channels, processes, 
productivity, analytics

Fully leverage distribution 
footprint, partnerships and 
new digital channels

Break down organisational 
silos and focus on people, 
talent and culture

Risk and compliance culture

Leverage strengths in 
corporate and investment 
banking

Strengthen retail deposit 
franchise

To be Top 4 in each of our

4 growth segments (Mass Affluent, Affluent,

SME, Mid Corps)

To Sustain Top 4 in each of our

current engines (Corporate Loans, 

Debt Capital Markets, Asset Management)

To be Top 4 
Best Employer in Malaysia

To be Top 4 in each of our

4 focus products (Cards and Merchants, 

Transaction Banking, Markets, Wealth Management)
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Executing The Plan
In our longer four-year journey towards our Top 4 Aspiration, the Group aims to:

• Gain market leadership in key products that continue to show potential. We are vigorously building up transaction banking and markets;

• Set up an integrated platform for credit cards and the merchant 360 ecosystem;

• Be the market leader with our advisory-led wealth management proposition;

• Better serve fast growing retail market segments. We intend to build prestige into our offerings and services for both the affluent and mass affluent markets with 
the latter as our sharper focus;

• Provide value-added services to Small and Medium-sized Enterprises (SMEs) and mid-sized corporations (Mid Corps) which are underserved, despite their key role 
in building Malaysia’s economic future;

• Optimise our current engines of strength in corporate and investment;

• Strengthen our retail deposit franchise; and

• Utilise digital technology to bring ease of banking to the daily lives of our customers.

R CUnlock value across our footprint,

capabilities, customer base and talent pool

Drive efficiency and build momentum

Create new sources of competitive
advantage through harnessing digital & 

analytics to take us to the next level

How we will do it:
‘Run the bank better’ and ‘Change the bank’

RUN THE BANK BETTER

CHANGE THE BANK
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We will implement our strategic growth plan under two streams of work, to improve existing systems and make changes where necessary, under our ‘Run the bank 
better/Change the bank for the better’ approach. 

Running the bank better entails value creation across the business, prioritising on quick wins, monetising collaboration opportunities, improving funding cost, 
attracting top talent to build up capabilities and increasing efficiency by streamlining operations and improving distribution productivity. 

Change the bank entails our increasing effort to elevate our product and service offerings in the market, delivering innovative solutions that matter to our customers 
given the changing financial landscape.

Our key focus is on driving performance as we look to improve revenue and productivity by running the bank better and changing the bank through new growth 
strategies. We will continually identify new growth opportunities to serve the market better whilst balancing strategies to ensure improvements are sustainable. 
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ONE YEAR INTO OUR STRATEGIC JOURNEY TOWARDS TOP 4, WE HAVE GAINED 
TRACTION IN MANY AREAS. WE HAVE REALIGNED AMBANK GROUP’S KEY 
PERFORMANCE INDICATORS TO ALLOW FOR BETTER FOCUS. WE HAVE MADE 
APPROPRIATE AND MEASURED CHANGES TO OUR MANAGEMENT STRUCTURE, 
BUSINESS DIVISIONS AND SUPPORT SERVICES.
We have an improved focus on customer service and digital transformation, an increase in deposits and effective cross-selling of our services to our over 3 million customers.

Our senior management team has invested in leaders with proven industry experience and expertise in order to build our capabilities and lead our transformation. 
We have embarked on a journey of transformation in compliance to ensure AmBank Group is well equipped to adjust to the evolving regulatory landscape for 
financial institutions.

• Set up new Business Banking division to focus on Enterprise Banking 
and Commercial Banking

• Established Group Strategic Transformation Office

• Embarked on Project APEX to improve retail process and customer 
experience

• Centralised all retail customer queries and complaints in Customer Care 
initiative

• Entered into a RM475 million Portfolio Guarantee Scheme with Credit 
Guarantee Corporation for SME financing

• Launched Johor Affordable Homes Financing Scheme

• Refreshed holistic retail branch model and priority banking centres

• Signed up PTPTN as a JomPAY biller, and partnered with Advelsoft on 
JomPAY

• New Mobile First platform ready for roll out in second half of 2017

• Updated data centre capabilities with AmBank Group’s Private Cloud

• Set up Retail, Wholesale, Credit, Wealth and Management Academies

• Re-launched our AmGraduate programme

• New PR1MA home end-financing scheme

• Appointed as agent for Amanah Saham Nasional Berhad (ASNB) funds.

• Launched AmBank Bonus Link co-branded Visa Card

• Completed Big Data proof of concept and plans for a digital innovation 
lab to leverage digital and analytics capabilities

KEY MILESTONES IN FY17
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The trust and confidence of our customers is the key to AmBank Group’s long 
term sustainability.

Over the years, our strategy at AmBank Group has been centered on building 
convenience for our customers and engaging customers with banking solutions 
to improve their experience. As the way our customers interact with us is 
changing, we are increasingly embracing digital banking, and the integration of 
our digital services into the daily lives of our customers.

We have identified customer satisfaction and turnaround time as one of three 
non-financial metrics to measure our progress in our Top 4 Strategy.

Customer Care Touch Point
We introduced a new Customer Care initiative in January 2017 to improve our 
customer experience and centralise all customer queries and complaints in Retail 
Banking. This initiative means we now have one touch point for customers, with 
measured time periods to resolve and close off issues.

Project APEX
Largely in response to our customers’ feedback, we initiated Project APEX in 
September 2016 to drive improvements across four key areas and eleven 
processes in retail banking. In our five initial pilot branches, we reduced the 
overall account opening experience from an average of 45 minutes to less than 
10 minutes. We are now rolling this out across all of our branches. We have also 
accelerated self-service migration, the rationalisation of branch reports, call 
deflection and cheque decentralisation processing.

Enhancing Customer Experience
We have refreshed our branch model so that new branches are designed with a 
holistic customer journey in mind. Our latest branch in Plaza Shell, Kota Kinabalu 
was launched in November 2016 and was the first to adopt this design. It is a 
one stop centre which caters to retail customers (including AmBank Signature 
Priority Banking customers), SME and commercial customers. We will see more 
of such branch models in the future.

Improving Internal Focus
We have refined key performance indicators in our Retail Banking framework, 
and given more clarity to the ownership of our channels, segments and 
products. We have also redesigned our incentive schemes for branch managers 
and relationship managers.

Customer Surveys
In order to manage and monitor customer trust and confidence towards 
AmBank Group, we conduct customer feedback surveys to measure, manage 
and improve customer relationships. In seeking to understand our customers’ 
behaviours and attitudes better, we are able to customise our products and 
services to meet the needs and expectations of our customers, thereby adding 
value to our customers.

We recently commissioned a pulse check on our brand health and the indicators 
in the wider market are encouraging. We have a positive upturn from consumers 
indicating an interest in banking with AmBank in the near future.
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Overview
AmBank Group’s transformation journey entails rising 
to a top 4 employer in Malaysia by 2020. We have 
begun our journey to equip and empower our 
people to achieve their aspirations with the following 
agenda. In parallel, Human Resources (HR) solutions 
and processes have been developed and deployed 
to support the transformation.

The HR agenda was wide ranging, encompassing:

• Aligning organisation structures and reporting 
lines for greater clarity and accountability

• Developing C-Suite KPIs that drive results and 
promote collaboration to better serve our 
customers

• Embarking on a group-wide culture programme 
to empower and encourage the necessary 
conditions for individual and team ownership of 
high performance

• Enlarging and advancing talent pools to better 
serve customers 

• Upgrading workforce capability via the set-up of 
the Retail ,  Wholesale, Credit, Wealth and 
Management Academies

• Developing requisite onboarding programmes at 
Board, C-Suite and employee level for better 
employee experience and effective assimilation 
into AmBank Group.

• Stepping up the recruitment of top talents into 
roles across the Group as well as hiring for future 
leader bench strength via the AmGraduate 
Programme. 

Towards Being Employer of Choice
HR Awards

AmBank Group was awarded HR Asia Best Company 
to Work For in Malaysia 2016. We are encouraged by 
this outcome, based on HR Asia’s independent 
survey gathering employee inputs and their levels of 
energy and engagement. 

Increased presence and visibility in social media has 
generated desirable outcomes for our employer 
brand, particularly in providing easier access to 
careers and gathering employment insights. In 
particular, our LinkedIn followers increased four-fold, 
from 4,000 to 17,000 within FY17. AmBank Group 
also received the Employer Branding Award 2016 by 
the World HR Congress.

Careers 

We participated in 14 external career fairs in the 
financial year, ranging from campus fairs and notable 
public events to significant overseas recruitment 
drives. Our brand tagline ‘Fly High With AmBank’ 
earned us much attention and interest. 

In November 2016, our inaugural internal career fair, 
Career Bazaar, brought together career opportunities 
from all across the AmBank Group under one roof. 
Over 200 employees visited the career booths 
manned by employees from business units and 
group functions, who marketed their respective 
career paths. A total of 829 job applications were 
lodged, providing a ready pool of resources to select 
and deploy within the group. This reflected the 
employee value proposition of growing across 
AmBank Group. 

Leadership and Talent
Our efforts to build our leadership bench strength 
and capability continued, with the inclusion of best 
in class learning approaches from reputable learning 
partners, business schools and management 
institutes with regional and global presence and 
track record. 

Enterprise Leadership Development

• Emerging Leaders programme is a leadership 
development programme. 70 employees across 
the group have completed this 18-month 
programme. 

• S i n c e  i t s  i n c e p t i o n ,  t h e  M a n a g e m e n t 
Development Programme has seen 27 high 
potential middle managers complete the 
programme. Another cohort of 20 participants 
will complete by August 2017.

Management Development Academy 

We designed our Management Development 
Academy to develop and build a sustainable bench 
strength of effective people managers across all 
levels in the group. A total of 140 employees from 
Executives to Executive Vice President commenced 
these programmes which run for a period of 12 to 
18 months.

• Advance Leaders Programme

• Future Leaders Programme

• New Managers Programme

• Emerging Managers Programme

Senior Management Offsite

AmBank Group held its Senior Management Meeting 
in February 2017 in Putrajaya. The team reviewed 
the AmBank Group strategy, the Group’s financial 
results and our transformation thus far. Outdoor 
team learning activities cultivated and cemented 
new relationships, a practical demonstration of our 
corporate value of collaboration across the Group. 
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Reinforcing Culture
Code of Ethics

In our journey to making AmBank Group a place we 
can be proud to work, Group HR upgraded the 
Code of Ethics. It was launched on 19 May 2016. 

The launch was officiated by Tan Sri Azman Hashim, 
Chairman of AmBank Group, Dato’ Sulaiman Mohd 
Tahir, Group Chief Executive Officer of AmBank 
Group, members of the Senior Management and 
Department Heads across the Group. At the launch, 
Dato’ Sulaiman spoke in detail on the six principles 
of the Code of Ethics.

As this code signifies the standards we uphold in 
guiding us to make decisions in our daily conduct of 
business, a complete programme consisting of 
e-learning and team town halls led by heads of 
departments was carried out to ensure a full cascade 
to employees. Please see page 86 for details on 
AmBank Group’s Code of Ethics.

Aligning Rewards with Performance
AmBank Group continued to emphasise the 
recognition of employees’ contributions in 2016. 

An independent yearly review of the Group’s Total 
Reward Philosophy against the Financial Services 
industry was also carried out to ensure our 
competitiveness and alignment with industry 
practices. 

Reward practices were reviewed to ensure greater 
adherence to differentiated variable pay approach 
based on performance as well as increasing the 
adoption of variable pay and performance linked 
incentives. 

Related to this, efforts were placed on developing 
and aligning key performance indicators to drive 
performance with a view to increase collaboration 
between business units and to increase selling 
between retail banking and wholesale banking. 

Our Workforce
For details on the makeup of our workforce, please 
see our Sustainability Statement on page 162.

Learning And Development
For details on our learning and development, please 
see our Sustainability Statement on page 165.

Employee Experience
For details on our employee experience, please see 
our Sustainability Statement on page 164.

Looking Ahead
Looking ahead our focus in FY18 will be: 

• Driving a culture of compliance, with a group-
wide project to review, develop and deploy 
plans to strengthen the practice of compliance.

• Increasing the pipeline of future leaders by 
recruit ing talents into the AmGraduate 
programme.

• Init iatives in career management, talent 
development and in building succession 
throughout the group. 

• Initiatives to enhance high performance culture.

• Implementing the results of a recent employee 
benefit review across AmBank Group to drive 
employer of choice attractiveness and supports 
the various workforce needs and priorities.

• Employee engagement activities to encourage 
mindfulness, engagement and wellness. 
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AT AMBANK GROUP, WE ARE ALWAYS LOOKING AT INNOVATIVE WAYS OF GROWING 
OUR BUSINESS IN A SUSTAINABLE MANNER. THIS REQUIRES AN AGILE APPROACH 
TO DELIVERING INFORMATION TECHNOLOGY AND OPERATIONS SERVICES TO 
SUPPORT THE NEEDS OF AMBANK GROUP’S BUSINESS, SUCH AS ENHANCING THE 
BANK’S DIGITAL BANKING CAPABILITIES AND IMPROVING OPERATIONS PROCESS 
EFFICIENCY TO BETTER ENGAGE WITH CUSTOMERS.

To enable AmBank Group to realise its Top 4 Strategy to become one of the top 
four Malaysian banks by 2020, we are focusing our resources on mobile and 
digital as the ‘quantum leap’ for improving our performance.

Technology is an opportunity to get there faster and we are fully leveraging the 
Group’s investment in technology and its cooperation with partners to transform 
digital banking capabilities, particularly on mobile banking and digital analytics. 
We are exploring avenues to launch compelling digital value propositions to 
market more quickly by riding on existing technology assets and embracing 
iterative/agile delivery.

Mobile First
We have invested substantially in a highly flexible and agile digital mobile banking 
platform, Mobile First, which is a simple, fast and secure intuitive banking experience.

Mobile First is designed to appeal to all customers across all segments. It is 
differentiated from existing online banking experiences and breaks through 
clutter by providing an ergonomic and easy to navigate user experience with 
well organised and personalised personal finance insights.

The initial launch in the second half of 2017 enables AmBank Group delight 
customers with better ergonomics in transaction flow. The platform will continue to 
add new and improved features that are relevant to customer behaviour frequently.

Banking as a Service
We are committed to creating greater convenience and lifestyle integration for 
our customers by securely extending the ability to originate financial transactions 
that are digitally based on consent from the customer to trusted partners and 
Fintechs (financial technology companies).

To this end, we have instituted a strategic bank-as-a-service programme. With 
emerging technologies like Open Authorisation and Application Programme 
Interface (API) gateways, a whole new world of possibilities has opened up for 
re-imagining customer experience. One of the first initiatives we launched to 
extend banking into the customer ecosystem is an API that allows our car 
distributor partners to originate car financing right at the point of sale.

AmCloud
AmBank Group’s Private Cloud Capability has empowered us to modernise our 
infrastructure from a hotchpotch of costly, complex and difficult to maintain 
legacy systems. Our new software-defined data centre is highly efficient, agile 
and responsive to business needs. By the end of FY17, 60% of AmBank Group’s 
current infrastructure needs were on this platform. Through automation and 
centralised management of AmBank Group’s virtual infrastructure, we are now 
able to operate with fewer support staff as a result of automated provisioning 
and deployment capability. Our information technology (IT) administrators can 
troubleshoot Issues faster, spend less time in our data centres and focus more 
on critical issues.

Driving AmBank Group further with Analytics
Advanced analytics allow banks to drive their customer journey further, increasing 
loyalty, revenue and profitability. We embarked on a Big Data analytics proof of 
concept to gain new insights from our customer data. We looked at card 
spending patterns and gained new insights into where, when and why our 
customers are spending their money. These insights allowed our business teams 
to champion new marketing strategies. To push AmBank Group into the next 
age of digital, we will look into data that is bigger and faster (real time analytics) 
to allow us to cross sell and upsell our products and services to our customers.
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We comply with the law both in letter and in 
spirit, this code and AmBank Group policies 
and procedures

We ensure completeness and accuracy of 
underlying records, financial and otherwise

We identify and manage conflicts of interest 
responsibly

We ensure confidentiality of information and 
transactions

We uphold the highest level of integrity and 
act with honesty and professionalism

We ensure fair and equitable treatment to all

COMPLIANT

ACCURATE

RESPONSIBLE

TRUSTWORTHY

ETHICAL

EQUITABLE
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Our Sustainable Future
By identifying the existing processes and actions in our material sustainability matters and improving in these areas, AmBank Group can focus on what we do best, 
helping individuals and businesses in Malaysia grow and win together.

AmBank Group takes environmental, economic and social factors into account in offering sustainable products and services, and we integrate these factors into our 
business decisions.

We aspire to be an employer of choice and we focus on developing our employees and supporting their well-being so that we continue to attract, retain and reward 
appropriately.

We uphold our commitment to creating a positive societal impact by conducting our business activities with reduced environmental impact and by fulfilling our 
social responsibilities towards local communities.

RESPONSIBLE BANKING

We are committed to being a responsible 
financial services group

POSITIVE SOCIETAL IMPACT

We contribute to a more sustainable 
future by considering carefully our 
investment decisions, the environmental 
impacts of our activities and how we 

interact with our wider communities

EMPLOYER OF CHOICE

We recognise the need to maintain an 
engaging and inclusive workplace that 

lets people achieve their aspirations

• Customer Satisfaction

• Ethics, Governance and Compliance

• Data Security, IT Infrastructure and Digital 
Transformation

• Responsible Sourcing and Procurement

• Financial Inclusion and Responsible Lending

• Responsible Marketing & Product and Service 
Management

• Employer of Choice

• Environmentally and Socially Responsible 
Investment

• Community Investment and Development

• Energy, Water and Waste Management

MATERIAL SUSTAINABILITY MATTERS
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