
by Rajen Devadason

    he best way to distinguish
between your savings and
investments is to observe the
price fluctuations of the wealth
accumulation vehicle you use.

Those that hold conventional
savings tend to stay flat or go up
slowly and steadily. Piggy banks,
bank accounts, and money
market funds are three of the most
common savings vehicles.

In stark contrast, vehicles like real
estate, stocks, bonds and
derivatives, which hold
investment funds earmarked for
more aggressive growth, tend to
oscillate in value.

On the surface, one would
assume that any rational person
would opt for steady, safe
increases instead of volatile
fluctuations across the board! But
both you and I know that in the
real world of inflation-driven
purchasing power erosion it is the
energetic investment arena that
attracts more attention.
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Why?

Over many years observing,
participating in, losing and gaining
at the serious game of investing, I’ve
identified two reasons for such
behaviour. The first is the ‘thrill of the
chase’; and the second, an accurate
understanding of the power of
compound interest over the long
haul.

The first is a silly reason to invest. The
second is wise!

Those who are most successful at
investing have learnt to integrate both
hemispheres of their brain to do two
things simultaneously: Creatively
approach the prospect of growing
wealth derived from jobs and
inheritances, and analytically
scrutinise the endless opportunities
available in the vast investment
arena.

A useful way to begin the profitable
integration of the two halves of your
complex brain is to face the
irrationality almost all of us succumb
to at some stage of our journey
toward financial maturity.

Explanation: When markets are high,
we get greedy and feel the urge to
jump in with even more money.
Then, when the same markets fall, as
they always do, we seem shocked
that we suffer pangs of cold fear and
soaring panic, which insidiously urge
us to bail out.

Those of us who have repeatedly
succumbed to these natural – if
ultimately wealth destroying –
tendencies have come to realise that
investing in such a reactionary
manner is the fastest way to take up
permanent residence in your
neighbourhood poorhouse!

A long time ago, the wise Confucius
said, “A superior man is the one who
is free from fear and anxieties.” By
that yardstick, none of us succeeds
in being either a superior man or
woman… all the time!

Around 1980, while I was in Form
Four in Malacca High School, I
memorised Rudyard Kipling’s famous
poem “IF” for an inter-school
elocution contest. Tragically, I lost!

Nonetheless, I learnt a truth from
Kipling’s masterpiece that’s stayed
with me for a quarter of a century.
And I’m convinced it has been
responsible for a significant
proportion of the modest successes
I’ve been blessed with over the miles
and years.

So, as you read this excerpt, think
about how it might apply to your
personal philosophy of investing:

If you can keep your head
when all about you
Are losing theirs and
blaming it on you
If you can meet with
Triumph and Disaster
And treat those two impostors
just the same…

…You’ll be a Man, my son!

Rudyard Kipling

One reason we need to keep our
heads, and our wits, when all around
us are losing theirs is that when it
comes to investment markets, one of
two emotions reigns supreme at the
major turning points – either fear or
greed.

Both emotions breed anxiety!

To profit over the long haul, you must
put in place strategies that allow you

Ride Those Wild Waves to Wealth!
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to exercise almost Vulcan-like control
over those extreme emotions that
always work against your personal
goal of building wealth.

Today I wear many hats at work:
author, consultant, moderator,
speaker, trainer and writer, to name
six. Each requires a different skill set.
For instance, when I wear my unit
trust adviser hat, I utilise two
excellent investment strategies called
dollar-cost averaging and value-cost
averaging that allow investors to
protect themselves from their own
highly developed tendencies to give
in to fear and greed at the worst times.

The crux of each method ensures you
adopt a contrarian view of investing.
That means you give yourself
encouragement and active
permission to run away ‘frightened’

Ride Those Wild Waves to Wealth!

when everyone else is greedily diving
into the market like lemmings rushing
off a deadly cliff; and you buy
‘greedily’ when all your friends are
shaking their heads in fear at how
awful things are getting!

(Those interested in learning more
about dollar-cost averaging (DCA) and
value-cost averaging (VCA) are
welcome to download RESOURCE
ARTICLE 5 from the FREE ARTICLES
archive at www.RajenDevadason.com)

In the last few minutes, you’ve
invested valuable, irreplaceable time
reading my article. Do yourself a
favour and make sure you take away
this crucial lesson:

When investing, you’ll do yourself
huge justice if you learn to distance
yourself from your emotions by

putting in place an automatic
programme of riding the ups and
downs of your chosen market!
If you can do that, you will (God
willing) live long and (almost
certainly) prosper!

© 2005 Rajen Devadason
Rajen Devadason, CFP, is a professional
speaker, an author and an independent
consultant. His free five-day eCourse
entitled ‘Focus Your Dreams, Control Your
Money, and Ignite Your Life’ is available
for immediate sign-up at http://
www.rajendevadason.com/RD/ecourse/
ecourse_001.asp

 nstitut Bank-Bank Malaysia
has initiated a study to develop
a Banking and Finance Industry
Competency Framework aimed
at enhancing the industry’s
manpower resources. This was
announced by IBBM Chairman
Tan Sri Dato’ Sri Dr Zeti Akhtar

Aziz at the Institute’s 8th Graduation and Awards
Ceremony on 14 May 2005.

In announcing the launch of the study, Tan Sri Dato’ Sri
Dr Zeti said: “The Institute has initiated a study to develop
a Banking and Finance Industry Competency Framework
to enable a greater understanding and appreciation of the
core competencies and special expertise required for
various job positions that will create conditions for
superior performance.”

Tan Sri Dato’ Sri Dr Zeti said: “The competency framework
will be formulated with participatory inputs from financial
institutions in Malaysia. It will be benchmarked against
competency models adopted by countries with more
advanced banking systems.”

Chairman Launches Industry Competency Framework Study

The development of the industry competency framework
forms part of IBBM’s strategic development plan. The
Institute will use it as a point of reference in designing
new qualification and training programmes, which will
contribute to strengthening the human resource capability
of financial institutions in the country.

Tan Sri Dato’ Sri Dr Zeti said that financial institutions
would also be able to use the competency framework by
integrating it with their HR processes to assess their human
resource capability. “Gaps, if any, can also be identified.
Strategies can then be formulated to acquire or to develop
the necessary competencies required by the respective
institutions.”

“In addition, employees will also understand the skills
and desired attributes required in delivering better
performance, “ she added

Tan Sri Dato’ Sri Dr Zeti also called upon chief executives
and senior management of financial institutions to
cooperate and participate in the study to ensure its success.
“This is an opportunity for everyone in the banking and
finance industry to work together towards the common
objective of building an enhanced pool of talent for the
industry in the future,” she said.

○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○
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     he banking sector was identified as one of the
economic sectors to spearhead Malaysia’s drive towards
a knowledge-based economy. Amongst other reasons, this
was prompted by the need to meet the increasing
challenges brought about by impending liberalisation and
globalisation of the financial market and the increasingly
keen competition for foreign direct investment. Efforts
made towards transforming the banking sector into a
knowledge-based industry began in the early 1980s with
the introduction of electronic banking. Subsequently, there
has been an increasing use of ICT to drive core banking
activities and customer relationship management
processes.

Nevertheless, it has to be borne in mind that the success
of the commercial banking sector’s productivity-driven
strategy of IT application does not rely solely on cutting-
edge technology. It also depends on the human factor
and the work environment in which bankers perform their
functions. Ensuring the availability of a pool of knowledge
workers, that is, workers “who are computer literate, multi-
disciplined, able to use and derive value from information
and perpetually monitor and upgrade their skills to remain
relevant to their organisations” as well as providing a work
environment which develops and harnesses their full
potential is of equal importance.

Data Gathering Process

This article is adapted from research undertaken by
lecturers from the UiTM Campus Sarawak between April
2002 to February 2003. A total of 279 commercial bank
workers and 12 bank branch managers participated in
the study and provided information through two separate
sets of questionnaires, one each for bank workers and
bank managers, respectively. All in, 15 out of the total of
37 commercial bank branches in Kuching were included
in the study. In view that data has been gathered only
from commercial bank branches in Kuching, the following
selected findings should not be generalised to the
commercial banking sector of Malaysia.

Selected Findings

The following findings and discussion relate to bankers
as knowledge workers.

1.  Job transfers and job rotations
There appeared to be a direct relationship between
the workers’ length of service with the employer and

Bankers As Knowledge Workers
 by Chong Fen Nee and Chong Vui Hok

Universiti Teknologi  MARA

the number of transfers and job rotations. Generally,
workers with longer years of service underwent more
transfers and job rotations.

2.  Reading habits
Commercial bankers’ favourite recreational activities
were reading, watching television/ listening to the radio
and music. Their time spent on reading was rather low
with 20% spending less than 1 hour per week on
reading and up to 60% reading for less than 4 hours
per week. Newspapers, periodicals and novels were
the most popular reading materials.

3. Personal development
Overall, commercial banks were found to provide
opportunities for their workers’ personal advancement
by way of sponsoring them for both job and non-job
related training programmes. All bankers had
undergone at least one job-related training programme
while 84.5% had undergone 1 to 5 training
programmes. Over 97% of the job-related training
programmes were employer-sponsored. Six percent
(6%) of the bankers attended non-job related training
programmes which were self-sponsored.

4. Language and communication skills
A majority of bankers were able to read, write and
speak proficiently in Bahasa Malaysia and English. In
addition to the two languages, over 58% were also
proficient in Mandarin.  Over 97% and 76% of workers
respectively rated themselves fair or better in
communication and listening skills.

5. Information technology skills
Over 84% of bankers possess at least a fair mastery of
MS Word, MS Excel/Lotus, Internet and e-mail. Close
to 70% owned a personal computer and used the
computer for at least 4 hours a week. 84.7% of workers
used the computer for work, 59.5% for surfing the
Internet and for e-mail, 32.5% for games, 25.5% for
studies and 12.0.% for on-line chatting.

6.  Job improvement initiatives
It was found that bankers were encouraged to
contribute ideas for improvement. Close to 80% of
workers had contributed ideas for improvement of their
work or bank. The common channels for conveying
ideas to management include verbal suggestions
through their immediate superiors and during staff

continues on next page
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meetings. While generally receptive to their employees’
ideas, rewards given by management for suggestions
adopted were not very
forthcoming with only 25.5% of
workers being rewarded  for
their ideas.

Discussion

With job transfers and rotations,
bankers were required to acquire
new knowledge and skills.
Nevertheless, unless more time is
spent on reading business or job
related materials, bankers’
productivity as knowledge workers
may take a longer time to peak.
Banks as employers did encourage
the development of their knowledge
bankers through work-related courses and some bankers
undertook self-development courses. Most bankers were
language proficient which facilitated knowledge and skills
acquisition. It is encouraging to note that a majority of
the bankers were IT literate and this augured well for the
industry. Management responded positively to suggestions
for improvement. At branch levels, these suggestions were
based on tacit knowledge, that is, knowledge of systems,
processes, products and people.

Within the context of the findings above, according to
Morten T. Hansen, Nitin Nohria, and Thomas Tierney
(1999), there are two broad strategies for knowledge
management, namely, the codification strategy and the
personalisation strategy. Under the codification strategy,
knowledge is carefully codified and stored in databases
where it can be easily accessed and used by staff. Under
the personalisation strategy, knowledge is closely tied to
the person who developed it and is shared mainly through
direct person-to-person contacts. Organisations need to
focus on one of the strategies and use the other in a
supporting role. The weightage is normally 80:20, that is
80% of knowledge management adopts one strategy, and
20% adopt the other. Generally, if an organisation offers
standardised and mature products and relies on explicit
knowledge to solve problems, the codification strategy is
more appropriate. If it deals with customised and
innovative products and uses tacit knowledge to solve
problems, the person-to-person approach works better.
The culture of knowledge sharing should also be promoted
through knowledge management strategies. Tacit
knowledge available in the bank should be tapped and

disseminated to ensure its further sharing and enhanced
productivity.

From information collected for the
study, the conclusion  reached was
that commercial banks did make use
of their workers’ explicit knowledge
in day-to-day operations. However,
there is room for enhancing the
exploitation of workers’ tacit
knowledge. In this regard,
commercial banks need to identify
ways and means to more effectively
exploit the available pool of tacit
knowledge. This may be
accomplished through providing
bank workers with opportunities to
apply and put into practice ideas
and knowledge they have acquired.
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IMPROVED EFFICIENCY IN DEPOSITORYIMPROVED EFFICIENCY IN DEPOSITORY
OPERATIONS THROUGH eRAPIDOPERATIONS THROUGH eRAPID

• Bursa Malaysia Depository Sdn Bhd will launch
eRAPID, a web-based solution which will facilitate
electronic transmission of Record of Depositors
(RODs) and Central Depository System (CDS)
Circulars. eRAPID, which will improve turnaround
time for dissemination of RODs and enhance the
overall efficiency of Depository operations, has
received approval from the Securities Commission
(SC) and will be launched later this month.

• eRAPID will provide a level playing field to all
issuers, share registrars, issuing houses, authorised
depository agents and members regardless of
geographical borders.

• In further enhancing CDS services, eRAPID will
be expanded to facilitate the verification of
allotment files in the near future. The CDS system
will verify contents of the allotment file and the
verification result will be sent to the user.

EMEAP Central Banks Announce the
Implementation of the Asian Bond Fund 2

• The EMEAP (Executive Meeting of East Asia and
Pacific Central Banks) Group, comprising 11 central
banks and monetary authorities in the East Asia and
Pacific region, announced the completion of the
funding of the Asian Bond Fund 2 (ABF2).

• The Asian Bond Fund (ABF) is an initiative by the
EMEAP Group to broaden and deepen the domestic
and regional bond markets in Asia. In June 2003,
EMEAP launched the first stage of ABF (ABF1),
which invests in US dollar denominated bonds
issued by Asian sovereign and quasi-sovereign
issuers in EMEAP economies (excluding Australia,
Japan and New Zealand). Building on the success
of ABF1, the Group has extended the ABF concept
to bonds denominated in local currencies and
announced the launch of the second stage of ABF
(ABF2) in December 2004.

• The EMEAP Group has now completed the funding
of the ABF2 with a total amount of USD2 billion,
of which USD1 billion was allocated to the Pan-
Asian Bond Index Fund (PAIF) and the other USD1
billion distributed to the eight single-market
domestic currency funds.

• State Street Global Advisors Singapore Limited
(SSgA) has been appointed as the manager for the
PAIF, while AmInvestment Management Sdn. Bhd.
Malaysia (AmInvest) has been appointed as the
manager for the Malaysian domestic fund.

CHANGES TO BURSA MALAYSIA’S KLSECHANGES TO BURSA MALAYSIA’S KLSE
SYARIAH INDEXSYARIAH INDEX

Bursa Malaysia Berhad (Bursa Malaysia) today announced

changes to its KLSE Syariah Index list of companies in line with

the recent update of Syariah-approved securities by the Syariah

Advisory Council of the Securities Commission on 29th April

2005.

Consequently, the KLSE Syariah Index which comprises Main

Board Syariah approved securities will include the following new

components with effect from 25.05.05:

1. AirAsia Bhd

2. Amsteel Corporation Bhd

3. BP Plastics Holding Bhd

4. Bukit Katil Resources Bhd

5. Ekowood International Bhd

6. Evergreen Fibreboard Bhd (10.3.2005)*

7. Guan Chong Bhd (8.4.2005)*

8. GuocoLand (Malaysia) Bhd

9. Harbour-Link Group Bhd

10. Heveaboard Bhd

11. Hong Leong Industries Bhd

12. LCTH Corporation Bhd

13. Mahajaya Bhd (28.3.2005)*

14. Malaysia Steel Works (KL) Bhd

15. Mentakab Rubber Company (Malaysia) Bhd

16. Ornasteel Holdings Bhd

17. PECD Bhd

18. QSR Brands Bhd

19. Selangor Properties Bhd

20. Sime Engineering Services Bhd

21. Sungei Bagan Rubber Co (M) Bhd

22. WCT Land Bhd

* These newly listed companies will be included in the KLSE

Syariah Index three months after their listing date. Their listing

dates are as indicated.

In addition to these new inclusions, the changes include the

removal of the following components from the KLSE Syariah Index

with effect from 25.05.2005:

1. AMDB Bhd

2. Comsa Farms Bhd

3. Esthetics International Group Bhd

4. FA Peninsular Bhd

5. Insas Bhd

6. Magni-Tech Industries Bhd

These changes will bring the number of component stocks in the

KLSE Syariah Index to 496.
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Seven Things That Matter to a Customer

      customer is one of the most salient facets in an
organisation. To maintain its survival, an organisation
needs customers who bring in profit. Peter Drucker, the
management guru says, “The purpose of an organisation
is to create and keep a customer.” An organisation evolves
through three stages; customer acquisition, customer
retention and customer care. In the first stage, the
organisation will try to obtain as many customers as
possible, strive to retain their customers in the second
stage and provide support and follow-up services in the
third stage.

A customer is defined as “One that buys goods or
services”, and service as, “An act or a variety of work
done for others, especially for pay” or  “Assistance; help”.
Customer service is the way customers are treated and
handled in all dealings with an organisation. An
organisation’s procedures on liaison with customers will
help determine the service given to customers.

The Top Seven Things That are Important to a
Customer?
Apart from the product, quality and price, there are other
aspects that rank high on a customer’s list of priority values.

Assurance
The quality of an organisation’s products and services
determines the level of trust and satisfaction its customers
will have. In order to have strategic customer care, you
must make your product indispensable to your customer.
A customer should be able to:
• Have confidence in your products and services

According to author Ron Zemke, studies indicate there
are five things important to all customers:
1. Reliability. The company keeps its promises.
2. Assurance. The company keeps customers informed

and reassures them that it is the best company with
which to do business.

3. Tangibles (The “look of things”). The company’s
invoices, shipping boxes, contracts, etc. are
professional and easy to read.

4. Empathy. The company’s employees listen to and
care about what customers have to say.

5. Responsiveness. The company responds quickly
when customers have problems. This includes such
things as picking up the phone after a maximum
two rings.

Ron Zemke,
President of Performance Research Associates,

“Delivering Knock Your Socks Off Service”

• Know that they will get good quality products and
reliable services

• Get help and support without having to wait
unnecessarily

• Have access to readily available information
• Receive positive communication: informed of the things

that can be done and not the negative.

Satisfied customers will not only return for repeat business
but will spread the word. This is a form of advertising. As
maintained by the managing director of one of the oldest
BMW dealers in Malaysia, “A salesman who has a satisfied
customer will immediately get ten more new ones as the
word of mouth is more effective than any type of
advertising. However, if a customer is unhappy with your
services and products, then you will immediately lose ten
potential clients”.

Information
Customers need to understand what is happening. They
want information to be readily available and easily
accessible. Easy and quick access to information will help
guide consumers. Adequate information should be made
available on all channels/forms of information; brochures/
internet/frontdesk/helpdesk/call centre.

There is a variety of channels and technologies that
companies can use a to keep customers informed. These
days, most organisations have made the Internet a
communications channel. According to the National
Information Technology Council, Malaysia has about 2.6
million Internet subscribers and an estimated 7.8 million
users. With the substantial figure of Internet users,
organisations would do well to allocate resources for a
website. “With access to the Internet, people can now
search for information and compare products and services
offered,” pointed out Michael Maedal, worldwide
president of JWT, currently the biggest advertising agency
in the United States with major accounts of over 20
multinationals globally.

Banks are reported to be putting a stronger emphasis on
mobile sales teams to boost their housing loan and other
retail businesses. This is because it has proven to be an
effective channel in pushing their consumer business, apart
from through the traditional branches. (The Star, May 27,
2005)

Some organisations opt for call centres when business
diversify and products and services become more
complex. Call centres provide a variety of services to
organisations and customers, including among others

A

continues on next page
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Seven Things That Matter to a Customer

continued from previous page

continues on next page

handling enquiries, orders and complaints, providing
technical support to customers.

Appropriate Responses
Consumers’ needs are different and important. When
customers’ needs are met, they attain satisfaction which
leads to confidence and loyalty to the organisations.

Knowing and meeting customers’ needs/wants will most
likely increase the possibility of repeat business. “Society
is changing and customer demands are changing so what
we have done here is to keep up with these changes,”
said Pieter C. Boone, managing director of Makro Cash
and Carry Distribution (M) Sdn Bhd which will be setting
up seven new stores in Malaysia within the next three
years.

Malaysia Airports Holdings Bhd (MAHB) will be spending
more than RM50 million to upgrade its services and
facilities at the KL International Airport (KLIA). Its managing
director, Datuk Seri Bashir Ahmad said, “Over the last
five to ten years, airports have started to increase the
passenger service level, as passengers’ perception
becomes a very important aspect. Passengers are now
becoming demanding. They expect services to be
improved.”

A customer also wants to be heard and understood.
Complaints and comments should receive the necessary
follow-up action.

Quality and Timely Service
Prompt service is what a customer expects. Customers
want intelligent responses to their expressed needs. Good
service delivered without delay is a main priority for every
sector dealing with customers. The service and support
given will influence how a customer rates an organisation.
The Malaysian Government  is looking into a check and
balance system to ensure quality service to the public.
Home Affairs Minister Datuk Azmi Khalid stressed, “We
need to fix our weaknesses and explore new approaches
when dealing with customers. The Government’s image
lies in the hands of civil servants”.

In the private sector, market competition is stiff and
customer service is one of the main approaches in gaining
an edge. For example, Swedish Marque started a new and
invigorating retail concept that ensures Volvo owners get
their cars serviced with the least inconvenience. It received
the ‘Dealer Excellence Award and Customer For Life
Trophy’ for having the best customer satisfaction results.

Appreciation
Customers want to be appreciated, recognised and valued.
They want to feel that their time and opinions matter. No
one should be taken for granted, least of all customers.

Customers like to know that they are appreciated, listened
to and valued by the business and if they are not, and
they have a choice, they will go elsewhere.

Empathy
Empathy involves establishing trust and listening. When
empathy is deployed, it is easier to reach a level of effective
understanding and communication. Customers, who pour
out their grievances, want to be listened to and understood.
By showing care and concern, a potentially difficult
situation is more or less diffused. One of the ways is to
put yourself in the customer’s shoes – you should have an
idea what he/she feels.

Daniel Goleman, in his book, “Emotional Intelligence”,
notes that the ability to perceive emotions in others is a
critical skill for management success. While he lists several
components that make up the Emotional Quotient (EQ),
he says empathy is a critical managament skill.

Some of the ways to make customers feel they've been
understood include:
• Keeping an open mind
• Avoid being judgmental and critical
• Letting the customer know you’re listening
• Asking questions to clarify information
• Empathising

“People now want to be treated as the most important
and lucrative ones. Companies are targeting this change
in consumer desire,” observed Kim Young-han, author of
a book called “VIP Marketing”. Korean consumers are
seen as ready to be pampered, and treated as elite
shoppers.

Showing customers that they and their businesses are
important can result in a mutual regard. Companies that
are willing to invest to improve service have greater
prospects in attracting and maintaining customers.
Brother International (M) Sdn Bhd, large office
automation specialist company recently invested more
than RM300,000 in both software and hardware
technology –“as good service sells”, affirmed its managing
director, Tomosaburo Tsuji. “We have seen our customers
returning because of our service and support,” he added.
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Professional Care
Customers want to be treated appropriately and fairly.
Different customers have different needs or problems.
Develop programmes to ensure that customers’ needs are
addressed by the appropriate people. Staff should have
proper product knowledge and training to look after
specific needs.

It is also vital to conduct dealings in an ethical manner.
Once you lose your customers’ trust, it will be difficult to
win it back.

Keep communication simple and positive. Never assume.
A polite and courteous disposition is essential. Everybody
wants to be treated with respect. “Customer satisfaction,
not sales figures, is the primary concern of the company,''
summed up the director of LeRUN Industries Sdn Bhd.

Conclusion
The purchase of a product depends on the reliability of its
quality. Equally important is how the organisation deals

with problems or complaints as they arise. Minor
shortcomings may be tolerated by understanding
customers. However, the willingness to fix them and
minimise their impact on the buyer is crucial. Solving it
immediately, with the right attitude can even strengthen
the bond of trust. In a move to boost the customer-driven
approach, consumer-friendly companies will be given
awards as an encouragement and incentive for all firms
to improve the quality of products and services beginning
2005. Summing up the significance of customer service,
Malaysia’s Prime Minister, YBhg Dato’ Seri Abdullah bin
Haji Ahmad Badawi, during the official launch of the Bank
Negara Malaysia link on February 25, 2005, emphasised,
“A strong customer-oriented service culture needs to be
cultivated in all organisations”.

continued from previous page

Seven Things That Matter to a Customer

IBBM held an interesting and productive dialogue session
with Human Resorce (HR) and Training Heads on June 29, 2005

regarding the Industry Competency Framework (ICF) Study. IBBM
Director thanked the 26 participants for their support and
attendance at the dialogue.

The ICF was officially launced by IBBM Chairman, Tan Sri Dato’
Sri Dr Zeti Akhtar Aziz at the recent IBBM Graduation Ceremony
(Editor’s note: See page 3). A key strategic initative within the
Financial Sector Master Plan, it is aimed at facilitating the building
of a sustainable talent pool of international standards. The ICF
will guide:
• the industry – to identify competency requirements of bankers

in various functions and seniority levels, to assess competency
gaps and formulate strategies to fill these gaps;

• employees and prospective eployees – to understand the
required competencies for entrance, continuous development
and deepening or widening their career path moves; and

• IBBM – to plan and formulate a robust educational and training
portfolio.

Fieldwork will commence soon, with active participation from
the industry being a critical sucess factor. Watch out for future
progress updates!

Industry Competency Framework Study:
Kick-Off Dialogue With HR and Training Heads

A lively exchange of views

Shankar Rahman, Managing Consultant, Tower Perrins
leading the dialogue

○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○ ○

SYO works for a multi-national company. He has written

articles which were published in various newspapers and

publications.
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EXAMINATION TIME-TABLE (Jun - Dec 2005)
BFSC / COFSA / DBFS

CCP / CIAFIN / PKMC / CDCS / CRP / CBA

BFSC - Banking and Financial Services Certificate
COFSA - Certificate in Offshore Financial Services and Administration
DBFS - Diploma in Banking and Financial Services
CCP - Certified Credit Professional
CIAFIN - Certificate in Internal Auditing for Financial Institutions
PKMC - Pasaran Kewangan Malaysia Certificate
CDCS - Certified Documentary Credit Specialist
CRP - Certified Risk Professional
CBA - Certified Bank Auditor

SM

TM

 Basic Accounting (CF04)

   Date  BFSC   COFSA     DBFS

• Monetary Economics and the Malaysian
Financial System (DP01)

• International Trade Finance (DP06)

Oct 10 (Mon)

Oct 11 (Tue)

Oct 12 (Wed)

Oct 13 (Thu)

Oct 14 (Fri)

Operations of Financial        Administration of •  Law on Banking and Finance (DP02)
   Institutions (CF02)         Offshore Centres (CFL1) •  Treasury (DP07)

 Law and Practice          Offshore Legislation        •  Principles of Lending (DP03)
 of Banking (CF03)      (CFL2)                     •  Retail Financial Services (DP08)

 Date CCP CIAFIN PKMC CDCS CRP & CBA

Jun 11 (Sat)     Modules I & II
Jun 16 ((Thu)
Jun 17 (Fri)
Jun 18 (Sat)   Modules III & IV
July 16 (Sat)            Papers 4 & 5
Sept 3 (Sat)           Papers 1, 2 & 3
Nov 17 (Thu)
Nov 18 (Fri)
Dec 3 (Sat)     Modules I & II
Dec 10 (Sat)   Modules III & IV
Dec 17 (Sat)   Papers 4 & 5

now want to be treated as the most important and lucrative ones. Companies are targeting this change in

Introduction to Monetary Economics and the
Malaysian Financial System (CF01)

 Basic Accounting (CF04)
•  Principles of Management (DP04)
•  Investment (DP09)

•  Business Communication (DP05)
•  Marketing of Financial Services (DP10)
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CCP EXAMINATIONS

             JUL               SEP          DEC
     ITEM            EXAM             EXAM         EXAM

      Papers 4 & 5       Papers 1,2 & 3    Papers 4 & 5

DEADLINES FOR EXAMINATION PURPOSES

Membership registration Jun 30

Qualification Registration for direct
entry into the Diploma in Banking Jun 30
and Financial Services examinations

Subject exemption application Jun 30

Examination enrolment    Aug 1- 30

Change / withdrawal of examination Aug 30
entries

Change of examination centre Sep 15

Despatch of Attendance Notices  3 weeks before the examinations

Application for transfer of examination entries  Not later than 2 weeks after the
(medical reasons only)               examinations

Despatch of examination results 10 weeks after the examinations

    ITEM OCT EXAM

BFSC, COFSA & DBFS EXAMINATIONS

Membership registration May 1-31                         Jan 1-Jun 30 Oct 1-31
and examination enrolment

Withdrawal of examination  May 31                                Jun 30   Oct 31

Despatch of 2 weeks 2 weeks 2 weeks
Attendance Notices before the examinations before the examinations before the examinations

Application for transfer of  Not later than 2 weeks Not later than 2 weeks Not later than 2 weeks
examination entries  after the examinations after the examinations after the examinations
(medical reasons only)

Despatch of examination        12 weeks after          3 weeks after          12 weeks after
results      the examinations        the examinations        the examinations
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ITEM    DEC EXAM

Membership registration and examination Jul 1- Sep 30
enrolment

Withdrawal of examination     Sep 30

Despatch of Attendance Notices 2 weeks before the examinations

Application for transfer of Not later than 2 weeks after the
examination entries (medical               examinations
reasons only)

Despatch of examination results   8 weeks after the examinations

CIAFIN EXAMINATIONS

DEADLINES FOR EXAMINATION PURPOSES

     ITEM   JUN EXAM NOV EXAM

Examination enrolment      May 13  Oct 14

** Please note that the closing dates are the last dates for receipt of applications, not posting of applications.

CRP & CBA EXAMINATIONS

ITEM   JUN EXAM      DEC EXAM

Induction Seminar registration               Feb 1-28                   Aug 1-30

Withdrawal of induction seminar                  Feb 28                     Aug 30
registration

Examination enrolment              May 1-10                   Nov 1-10

Withdrawal of examination                 May 10                     Nov 10

Despatch of Attendance Notices 2 weeks before the examinations 2 weeks before the examinations

Application for transfer of  Not later than 2 weeks after the Not later than 2 weeks after the
examination entries             examinations              examinations

Despatch of examination results    8 weeks after the examination  8 weeks after the examination

PKMC EXAMINATIONS
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CPD TRAINING PROGRAMMES At A Glance

        PROGRAMME NAME DATE

Audit
• Electronic Commerce: Security Audit in Banking • Jul 18 – 20
• Enhancing Communication and Client-Auditor Relations* • Aug 8 – 9
• Securing and Auditing the Network Environment • Aug 22 – 24

Compliance
• Legal Issues: Electronic Banking • Jul 28 – 30
• Know Your Customer Policy: Compliance and the Law • Aug 2

Credit
• BAFIA 1989: From the Lending Perspective – Compliance • Jul 11 – 12
     and Penalties CCP (C) CCP (B)

• Principles of Lending CCP (C) CCP (B) • Jul 18 – 20
• Credit Risk Management: Loan Structuring CCP (B) • Jul 25 – 27
• Corporate and Debt Restructuring • Jul 25 – 27
• Exchange Control Rules and Regulation: Train-the-Trainer • Jul 26 - 28
• Consumer Finance Products I CCP (C) • Jul 27 – 29
• Land Law and Securities Documentation CCP (C) CCP (B) • Aug 1 – 3
• Credit Risk Management: Loan Monitoring CCP (B) • Aug 8 – 10
• Consumer Finance Products II CCP (C) • Aug 10 – 12
• Assessing Credit Risk Using Financial Statements and • Aug 15 – 17
    Cash Flow Analysis CCP (B)

• Consumer Finance: Credit and Marketing CCP (C) • Aug 17 – 19
• Credit Risk Management: Qualitative Analysis CCP (B) • Aug 22 – 24
• Consumer Finance: Credit Monitoring, Collection and Recovery CCP (C) • Aug 24 – 26

     CCP (B) This programme will benefit those preparing for IBBM’s CCP (Business) examination
     CCP (c) This programme will benefit those preparing for IBBM’s CCP (Consumer) examination

Financial Planning
• Financial Market and Wealth Management • Aug 15 – 17

Front-line Services
• Banker-Customer Relationship: Legal and Practical Issues • Jul 4 – 5
• Cheque Frauds • Aug 1

Information Technology
• Defending Against Systems and Network Intrusions • Jul 4 – 6

    new • Security Testing Methodology • Aug 1 – 2

International Trade Finance
• International Trade Finance: Case Studies Workshop+ • Aug 3 – 4

+ Registered with the ifs as a course for the Certified Documentary Credit Specialist (CDCS)
   Re-certification programme
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 PROGRAMME NAME     DATE

CPD TRAINING PROGRAMMES At A Glance

Personal Development
• Enhancing Creativity Thinking and Problem Solving Skills* • Jul 11 – 12
• Strategic Marketing of Financial Services* • Aug 1 – 3
• Building and Managing Effective Teams* • Aug 15 – 16
• Essential Leadership Skills for Managers* • Aug 17 – 19
• Situational Selling® for Bankers* • Aug 24 – 25

Risk Management
• Balance Sheet Management and the ALCO Function • Jul 5 – 7
• Funds Transfer Pricing and Risk-Adjusted Capital • Jul 18 – 19

    new • Risk Management in Financial Services Module I: • Jul 28 - 29
    Risk and Its Management Process CRP

• Essential Asset & Liability Management Practices: • Aug 1 – 3
     A Case Study Approach
• Business Continuity Management: A Strategic Approach • Aug 22 – 24

            CRP  This programme will benefit those preparing for the CRP examination

Treasury and Investment
     new • Advanced Technical Analysis Workshop • Jul 6 – 7

• The Bond Market with Bonds Trading Simulation • Jul 11 – 13
• Introduction to the Financial Markets • Jul 12 – 13
• Managing Treasury’s Middle and Back-Office Operations • Jul 19 –21
• Money Market with Bourse Game • Jul 25 – 28
• Fundamentals of Capital Market Instruments I: Debt Instruments • Aug 8 – 11
• Fundamentals of Money Market • Aug 9 – 11
• Treasury Accounting • Aug 15 – 17

Special Programmes
• Modul II: Penggunaan Bahasa Melayu dalam Penulisan Rasmi* • Aug 8 – 11
• Modul III: Pengenalan kepada Penterjemahan* • Sep 12 – 15

Talks/Bankers’ Briefing
• Strategic Customer Profitability Measurement & Management* • Jul 15
• Portfolio Credit Risk Management* • Jul 22
• Exchange Control Rules and Regulations: Dialogue Session I – • Aug 22
    Rules in Relation to Credit*
• Exchange Control Rules and Regulations: Dialogue Session II – • Aug 23
    Rules in Relation to Payments, Receipts and Dealings in
    Foreign Currency*

All the above programmes qualify for CPE credit hours for the BAI Certified Risk ProfessionalSM (CRP)
 except for those marked *.
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 CPD Training Programmes At A Glance
– Outside Klang Valley

PROGRAMME / ACTIVITIES DATE

Johor
• Regional Seminars For Branch Personnel
  – Know Your Customer (KYC) Policy

          – Fraud In Banking Operations • Jul 25
• Exchange Control Rules and Regulations: Dialogue Session I – Rules in Relation to Credit• Aug 2
• Exchange Control Rules and Regulations: Dialogue Session II
    – Rules in Relation to Payments, Receipts and Dealings in Foreign Currency • Aug 24

Kedah
• Video Networking Session on Quality Service Live! • Jul 9
• CGC-IBBM Bankers Briefing Session 2005 • Jul 19
• The Sales Talent In You • Aug 27

Kelantan
• Video Networking Session on Quality Service Live! • Aug 11

Labuan
• Video Networking Session on Leadership: An Art of Possibility • Jul 21
• Video Networking Session on Quality Service Live! • Aug 25

Melaka
• Talk on Joy of Selling • July 9
• CGC-IBBM Bankers Briefing Session 2005 • Aug 9

Pahang
• Regional Seminars For Branch Personnel
  – Know Your Customer (KYC) Policy

          – Fraud In Banking Operations • Jul 11
• Video Networking Session on Quality Service Live! • Aug 13

Penang
• Exchange Control Rules and Regulations: Dialogue Session I – Rules in Relation to Credit• Jul 7
• Exchange Control Rules and Regulations: Dialogue Session II
   – Rules in Relation to Payments, Receipts and Dealings in Foreign Currency • Jul 7
• Regional Seminars For Branch Personnel
    – Know Your Customer (KYC) Policy

            –  Fraud In Banking Operations • Jul 18
• Video Networking Session on Quality Service Live! • Jul 23
• Exchange Control Rules and Regulations: Train-the-Trainer • Aug 16 – 18
• Talk on Handling Sales Objections – Turning No to Yes •  Aug 26

Perak
• Video Networking Session on Quality Service Live! • Jul 30

Sabah
• The Sales Talent In You • Jul 25
• CGC-IBBM Bankers Briefing Session 2005 • Aug 16
• Video Networking Session on Quality Service Live! • Aug 27

Sarawak
• Exchange Control Rules and Regulations: Train-the-Trainer • Aug 9 – 11
• CGC-IBBM Bankers Briefing Session 2005 • Aug 17
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Keep Your Institute Updated

Please keep IBBM updated with your
latest records.  The important details to

update are:

• change of correspondence address
• change of employer and its mailing

address
• change of contact numbers (office/

home/handphone)
• change of email address
• change of job designation
• latest educational achievements

You can inform us of the above by letter,
fax or email.  If you need further assistance,
please contact Guhan (ext 148) or Ms Khong
(ext 115) at telephone number 03-
20938803 or your nearest IBBM branch.

The Attendance Notices for the CCP
Papers 4 and 5 examinations on

July 16, 2005 will be sent in the week
of June 27, 2005. If you have enrolled
for the examination and do not receive
your Attendance Notice by July 6, 2005,
please contact Guhan (ext 148) or Ms
Khong (ext 115) at telephone number
03-20938803.

The closing date for enrolment for the
CCP Papers 1, 2 and 3 examinations
on September 3, 2005 is June 30, 2005.
Any enrolment form received after this
date will NOT be accepted for the
September 2005 examination.

CCP Examinations

Expired Membership
Have You Renewed Your
Membership?

M embers with outstanding
subscriptions for year 2005 are

not entitled to enjoy their membership
benefits and privileges which include
the eligibility to write IBBM’s
examinations.  For further enquiries,
please contact Asri (ext 126) or Ms
Khong (ext 115) at 03-20938803.

CERTIFICATION

MEMBERSHIP

Come 30 June 2005, the Institute
will bid farewell to its fifth

Director, Dr Tan Keng Song, upon the
completion of his term of office. Dr Tan
joined the Institute in 1997 as a manager
in the Qualifications Department. He
was appointed to the director post three
years later.

A caring leader at heart, Dr Tan helmed
the Institute with remarkable adroitness.
Under his guidance and leadership, he
led IBBM to greater heights as reflected
in the mission, “…to be a professional and effective training adviser and provider
in developing practitioners of the banking and financial services industry…”

With much appreciation and respect, the Institute’s staff pay tribute to Dr Tan
for his invaluable contribution during his tenure and wish him the very best in
his future undertakings.

Some of Dr Tan’s poignant thoughts which he shares with us:
As I reflect on the past eight and a half years, I am overwhelmed by a sense
of indebtedness and gratitude. Indebtedness, because the Institute’s progress
and success during my tenure as Director is the sum total of the contribution
and/or goodwill of all with whom I have worked with and from whom I
have derived inspiration and motivation. You have been part of this
development process for the Institute. Gratitude, because I will not be able
to thank you enough for the support you have given and, the friendship I
have forged. You will form that precious part of my memories and my
experiences.

As I move on, I recall the words of William Blake who once wrote:
“ I will not cease from Mental Fight
Nor shall my Sword sleep in my hand …”,

IBBM Bids Adieu to Dr Tan

A very warm welcome to Dr Kamal
Khir who assumes the IBBM’s

director position on July 1, 2005. Dr
Kamal was formerly the Group Manager
– Training and Development of Sime
Darby Berhad and Head of the Sime
Darby HRD Centre in Merlimau, Melaka.
He spearheaded the setting up of the
centre in 1993 and its running  till March
2005.

Having held managerial positions in
manufacturing, trading, marketing,

property development, defence and the government, Dr Kamal has extensive
experience in and knowledge of various facets of business management
processes, human resources and training.

(Editor’s note: @IBBM will carry an interview story with Dr Kamal in a later
issue)

Welcome Aboard Dr Kamal
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Common Barrirers

People - Subject matter 

expertise, competencies 

Methodology - Risk-Based

Audit Approach

Technology - Auditing

Tools / Software

Knowledge - Knowledge 

Sharing

Tomorrow's IA Function

• Align internal audit focus with 

the bank's business objectives

and expectations

• Align audit scope with key 

business risks facing the bank

• Enable IA to keep pace with

changing business environment

• Position IA to provide greater

value

• Identify and build IA 

competencies that focus on 

risks

Today's IA Challenges

• More Comprehensive Risk 

Coverage

• Addressing Stakeholder 

Demand

• Provide More Value

• Operate More Efficiency

Meeting the Challenges in Evolving Business
Environment

The world of business is becoming increasingly complex
and fast paced. In a dynamic environment with uncertainty
and increased volatility, banking institutions need to
develop a more robust and resilient banking system to
manage changing and emergence risks.  These risks come
in many forms: regulatory compliance, litigation,
competitive market pressures, changing technology,
globalisation, investor demands, operational risks and
corporate governance. The question arises – how have
the effects of changes in corporate environment impacted
the role of Internal Audit (IA) now and how will they do
so in the future?

Today’s Internal Audit Challenges

1.  More Comprehensive Risk Coverage

IA plays a key role in providing assurance that risks are
being effectively managed and that overall risk
management and internal control systems are robust. In
meeting challenges in a
dynamic environment, IA is
expected to help the bank
to accomplish its business
objectives by bringing a
systematic, disciplined
approach to evaluate and
improve the effectiveness of
risk management, control,
and governance processes.
Apart from looking at
procedures and controls, IA
should adopt a risk-based
audit approach and focus
on areas of higher risks.

2.   Addressing Stakeholder
     Demand

Over the years, regulators
have implemented stringent
requirements to address stakeholders’ demands for
improved management and safeguarding of company’s
shareholders’ investment and assets.  These requirements
call for greater corporate governance to promote
transparency and increased accountability of Audit
Committees and Boards of Directors. The upward trends

Route to Successful Internal Audit Transformation
By Jasmine Kwan

OCBC Bank (Malaysia) Berhad

in fraud  also warrant management and Audit Committee’s
attention. IA has become the first line of defence for Audit
Committees and it needs to focus on risks, controls and
also compliance with regulatory requirements to manage
stakeholders’ expectations.

3.   Provide More Value

IA is also increasingly expected to provide more value to
the organisation by improving how the business operates.
These demands are creating considerable pressure for IA
to change many aspects of how it works.

For instance, in banking institutions, internal auditors are
also expected to provide consultancy advices with regards
to new product development, process improvement
activities and new systems implementation.

4.  Operate More Efficiently

IA is always perceived as a cost centre in most
organisations.  In order to add more value to the bank, IA
needs to operate more efficiently and within tightening

cost constraints. IA must be able to provide a wider range
of services with fewer resources.

Meeting The Challenges

Diverse challenges and the requirements of various
stakeholders are causing many IA functions to
fundamentally reappraise their role and how they work.

People

continues on next page
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continues on next page

Delivering an IA service that meets these expectations
requires initiatives to enhance capability in the following
areas:

• People
• Methodology
• Technology
• Knowledge

Today’s internal auditors need to be well-versed in risk
management and control. The changing corporate
landscape and environment has changed the nature of IA
work which requires audit teams with a broader set of
competencies, expertise and a much more diverse skill
set. Most IA departments face an ongoing struggle to
recruit and retain high quality staff. To meet the demand
of modern auditing, IA departments need to emphasise
audit staff development and attract suitable talent.

1.   Audit Staff Development

On-going technical and soft skill trainings can improve
the performance of internal auditors and build wider skills
for current and future career enhancement. To get the most
out of the training budget, IA departments should identify
the list of trainings required by each audit staff using a
Training Gap Analysis technique. The analysis should be
performed together with audit supervisors, at least
annually to ensure that required trainings are identified
and actions are taken to provide these trainings to
respective audit staff.

Traditionally, internal auditors have focused mainly on
compliance with established policies and procedures.
However, compliance auditing is no longer sufficient in
today’s fast paced environment. Internal auditors should
increasingly adopt a methodology that focuses on high
risk areas and wider audit scope which include
performance and management audits. Many IA
departments are reshaping their risk assessment processes
to better align audit scope with the bank’s key risks and
business objectives.

Risk Assessment Process

Implementing a formal risk assessment process provides
a consistent and rational method for selecting key risks
on which to focus audit resources.  A crucial step in the
risk assessment process is to identify and assess the bank’s
key risks which hinder it from accomplishing its business
objectives. During the risk assessment, IA develops an
understanding of the bank’s key objectives and processes
which will greatly enhance IA’s ability to identify the
bank’s key risks.

An effective Training Gap Analysis includes assessment
of staff competencies, identification of trainings needed
and review or follow-up of training implementation.
IA departments can consider optimising training
effectiveness via the following methods:

• Engaging external, qualified trainers and subject
matter experts to provide technical, soft skill and IT
training to audit staff

• Personal study and distance learning internal audit
courses such as CIAFIN, CISA and CIA certifications

• On-the-job training and individual coaching from
audit supervisors

• Simulated workshops – creating “real-life” learning
experiences and enhanced learning through
interaction and sharing of real-life experience

Route to Successful Internal Audit Transformation

2.   Seek to Attract Suitable Talent

continued from previous page

IA departments should make IA a place recognised
as providing personal growth and career enhancement
opportunities. This can be achieved through the
following methods:

• Provide opportunities for secondment and attachment
to overseas and outstation assignments.

• Encourage audit staff rotation to provide more
exposure in new areas

• Implement a performance-based appraisal system by
linking performance to reward system.

• Provide both technical and personal training to staff
to ensure on-going career development

• Every business auditor is expected to be an
accomplished IT auditor in the areas of application
controls and computing platforms. IA departments
should recruit auditors with both business and IT
knowledge to ensure that integrated audits can be
performed on business units.

Methodology
- A Risk-based Audit Approach
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The results of risk assessment become the primary basis
for allocating audit resources during the audit planning
process. In today’s fast paced corporate environment, IA
should continually update its risk profile to ensure that
changing and emerging risks are identified on timely basis.

Audit staff should be fully conversant with the complexities
of business risks’ evolving forms. Risk assessment results
should be shared and discussed with top management.

Technology

Technology can be a significant enabler in supporting
efficiency and effectiveness improvements within IA. IA
departments should invest in technology and improve the
use of technology in the following areas:

• Risk Assessment Tools
• Audit Process Enabler
• Audit Management Software

1.  Risk Assessment Tools
The ultimate deliverable of the software is the bank’s risk
profile. Some software/tools also include web-based tool
to facilitate control self assessment throughout the bank.

2.  Audit Process Enabler

IA departments should make use of a wide range of
software available to support its audit process.

Automated Workpapers – Provide a platform for IA to
document its audit workpapers, i.e. audit scopes, key
controls in place, test plans, test results and observations/
findings

Audit workflow tools – E.g. using Microsoft Visio to map
the process and information flow gathered during
walkthrough process

Audit analysis and extraction tools – E.g. using Audit
Command Language (“ACL”) to facilitate sampling process
and support audit execution. ACL is designed to analyse
data and produce relevant exception reports to facilitate
audit execution. For example, ACL can generate “listing
of accounts with negative balances” for auditor’s review.

3.  Audit Management Software

Knowledge

IA departments have a team of skilled staff with varied
experience and knowledge. Very few IA departments can
manage the knowledge that exists within the departments
in a structured manner. Knowledge is the key asset of an
auditor. Internal auditors should continuously broaden
their knowledge to ensure that knowledge is updated and
aligned with business needs. Apart from reading
procedures manuals, IA departments should encourage
knowledge sharing practices.

Recognising that effective knowledge sharing requires an
appropriate culture and set of behaviours,  IA departments
should create policies/procedures for knowledge
management and embed knowledge sharing into working
practice. A knowledge database should be set up and
internal auditors encouraged to deposit relevant
information into the database.

Risk Assessment software/tools facilitate and support
IA in developing the bank’s risk profile. The software/
tool enables IA to document the following information
during the audit planning process:

• Vision, mission statement and key business objectives
• Mega and major processes of the bank
• Key risks facing the bank
• Existing control strategies in place
• Net risk rating (after controls) – in respect of

likelihood and impact

Audit management software includes:

• Resource scheduling and monitoring tools
• Continuous Monitoring Audit Tools – A web-based

tool to facilitate issues tracking
• Audit report – Generate audit reports in a pre-

determined format based on issues/findings keyed
into the system.

Route to Successful Internal Audit Transformation

continues on next page

continued from previous page
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The knowledge database provides a platform for
information storage/sharing and ensures that knowledge
within IA departments is managed in a structured manner.

Tomorrow’s Internal Audit Function

Conclusion

In today’s fast paced corporate environment, IA
departments need to shift from control-based auditing to
risk-based auditing.

Making this shift is not easy but IA departments that fail
to adjust their auditing methodology and technique to
reflect online realities are likely to miss opportunities to
address the bank’s  key risks and to establish themselves
as a valuable management resource.

Route to Successful Internal Audit Transformation

IBBM-CIANG Committee - 2005

Chairman

YM Tunku Ahmad Burhanuddin
Bumiputra-Commerce Bank Berhad

Honorary Secretary

Ms Lai Hui Chean
Bank of Tokyo-Mitsubishi (M) Berhad

Group Members:

Mr Nelson Pilay
ABN AMRO Bank Berhad

Pn Khatimah Mahadi
Affin Bank Berhad

Mr Kay Chuan Seng
Alliance Bank Malaysia Berhad

Mr Tan Kok Cheeng
AmMerchant Bank Berhad

Pn Nur Farhah Ooi Abdullah
Bank of America Malaysia Berhad

Mr Chiam Swee Siong
EON Bank Berhad

Mr Eliph Yip Man Yiu
HSBC Bank Malaysia Berhad

En Hazimi Kassim
Malayan Banking Berhad

Pn Ayesha Maricar
OCBC Bank (Malaysia) Berhad

Mr Soong Hoe Seng
Public Bank Berhad

Ms Wong Yih Yin
RHB Bank Berhad

Ms Kwan Why Fang
Standard Chartered Bank Malaysia Berhad

continued from previous page

For example:

• Audit deliverables and outputs

• Relevant articles and news on auditing

• Best practices in auditing

• Latest information about the bank such as latest guidelines,

changes in processes and new systems implemented

• Other information that auditors want to share with each

other

Successful transformation of the IA function would lead
to the following benefits:

• Align internal audit focus with the bank’s business
objectives and expectations

• Align audit scope with key business risks facing the
bank

• Enable IA to keep pace with the changing business
environment

• Position IA to provide greater value. Key
management has greater appreciation for the IA
function

• Identify and build IA competencies that focus on
risks
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Graduation and Awards Ceremony 2005

Tan Sri Dato' Sri Dr Zeti delivering her
welcome address

 IBBM's 27th Annual General Meeting
(AGM), May 14, 2005

7th Akademi IBBM Sdn Bhd (AISB)
Meeting, May 14, 2005

"Yes, there's my name..."The many ways to pin your ribbon
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continues on next page

...........................................................................

373 Graduands Attend Graduation Ceremony
     aturday, 14 May 2005 was a memorable day for
373 IBBM graduands. They were present at the Institute’s
8th Graduation and Awards Ceremony to receive their
certificates and diplomas from the Chairman, Tan Sri Dato’
Sri Dr Zeti Akhtar Aziz.

The graduands came from across the nation, with some
crossing the South China Sea from Sabah and Sarawak.
On hand to celebrate their successes were their loved
ones and friends, not forgetting too their respective chief
executives, senior management and colleagues from the
human resources and training departments.

For the record, the Institute had conferred 502 graduands
with various professional certifications and recognition
for their achievements in 2004, including one who
obtained 2 qualifications during the year. In addition, 24
subject prizes were awarded to 21 winners, with 3 of them
obtaining double prizes.

The graduands comprised 324 being conferred the CCP
certification, 39 the Certificate in Internal Auditing for
Financial Institutions (CIAFIN) and 51 the Pasaran
Kewangan Malaysia Certificate (PKMC). For the General
Banking qualifications, there were 45 graduands for the
Diploma in Banking and Financial Services (DBFS), 38
for the Banking and Financial Services Certificate (BFSC),
and 1 for the Certificate in Offshore Financial Services
and Administration (COFSA).

The 324 CCP graduands included the first batch of 93
completing candidates for the Certified Credit Professional

(CCP) qualification under the expanded structure with
Business and Consumer specialisations.

Apart from the graduands who obtained IBBM
certifications and recognition, there were 2 who had
obtained the Certified Documentary Credit Specialist
(CDCS) certification awarded by the Institute of Financial
Services, UK.

The Institute’s partnership with the Bank Administration
Institute USA to offer the Certified Bank Auditor (CBA)
certification has borne fruit. One of the CIAFIN holders
sat for the CBA examinations and passed. (Editor’s Note:
See @IBBM Jan-Feb 2005 issue.)

There was also a banker who completed his Bachelor of
Business (Banking & Finance) with Monash University,
Australia at end-2004. He was among the few who had
enrolled in the offshore campus distance learning
programme under the IBBM-Monash University
collaboration. (Editor: See interview stories on page 22-25)

In his welcome remarks, IBBM Director Dr Tan K-eng
Song extended his congratulations to the graduands. In
urging them to reflect on their achievements thus far, Dr
Tan ended his speech with a quotation popular among
undergraduates in the late 1960s :

Dari masyarakat kita datang
Kepada masyarakat kita kembali
Dengan masyarakat kita berbincang
Untuk masyarakat kita berbakti.

S

Profiles of Success
How Did They Do It?
We took the opportunity to chat with some of the graduates and find out their best practices. Here is what they said
about their achievements:

Suzylawati Bt. Mohd Isa
Malayan Banking Berhad
CDCS

“I was really interested to take up this exam.”

Method: Work hard
Believes in: Putting in best effort
Tips: Try to do case studies
Comments: • It’ll be good to have guidance

• Appreciate help and guidance from En. Latif
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Pure Prize Winner (DP08 and DP04)

Tan Mei Ann
AmBank Berhad, Penang
DBFS

“It’s pure hard work.”

Method: Consistent self-study and revision
Believes in: Self-discipline
Tips: You’ve got to study. It really helps.
Comments: It’s just a stroke of luck being the prize winner for two qualifications

Best Overall Candidate

Tan Wui Chien @ Jenny Tan
Bayerishe Landesbank, Labuan

COFSA

“Just be disciplined.”

Method: Spends at least one and a half hours to study. Weekends are for the
family.

Believes in: Time management and experience
Tips: Go through your study manual and also past year questions.
Comments: • COFSA is not really very tough.

• Grab the chance to sit for these qualifications, while you still
have it.

• Feels grateful for the encouragement and support she gets from
   her spouse and management.

Graduate, Prize Winner (DP03)

Roslina binti Mohd Nor
HSBC Bank Malaysia Berhad, Kuala Lumpur

DBFS

“100% commitment is important.”

Method: Studying will enable you to prepare answers. Spend the weekend to
concentrate.

Believes in: Go through past year questions 1 month before exams.
Tips: Go through your study manual and also past year questions.
Comments: • Don’t want to just pass exams, want to do best.

• Appreciate encouragement and support she gets from her family
 and management.

• You can get some clue on how to answer questions and what
   the examiners want”

Profiles of Success
Graduate, Prize Winner (DP01)

Lini Marlina binti Ismail
Bank Negara Malaysia, Kuala Lumpur
DBFS

“You have to know current issues.”

Method: Consistent self-study, prepares own notes
Believes that: There is no short cut
Tips: Look at past year questions and at the trend of questions
Comments: • Be updated on current economic issues

• Work hard to get results

continues on next page
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Profiles of Success
continued from previous page

Ellie Cheng
Standard Chartered Bank Malaysia Berhad

CCP

“CCP accelerates the process – a new person in credit need not
wait for experience or tutoring.”

Method: Study with the mind and heart to understand.
Believes that: It’s a practical course that localises banking knowledge
Tips: Read the study manual like you would read a storybook
Comments: • It’s tough but interesting, and can be fun!

• CCP shows how to access credit in a systematic and holistic
   approach
• Very practical qualification

Ang Soon Lai
Malayan Banking Berhad, Sarawak
CCP (Consumer) (Also passed the previous Part B CCP)

“There’s no short cut to it.”

Method: Consistent studying – at least half an hour everyday. Strategy during
exam is to try to finish the writing part in the first 3 hours and
completely concentrate on the cashflow after the break.

Believes in: Setting own targets
Tips: You need to read the study manual.
Comments: • Prove to myself that I can do it.

• Willingness to pass the exams is the motivating factor.

Suzie Lim Yoke Fong
Non-Banking Financial Industry, Selangor
CCP (Consumer) (Also passed the previous Part B CCP)

“CCP helps build competency.”

Method: Consistent studying and reading
Believes that: The exam helps to build competency
Tips: Know the manual well and get some practical exposure.
Comments: • it would help if you have practical experience to do the case studies.

• The objective exam questions test factual recall so do read up
   the manual.
• It’ll be worthwhile to do a little extra.

Wong Wen Fatt
EON Bank Malaysia Berhad, Perak

CCP (Consumer) (Also passed the previous Part B CCP)

“There’s a will, there’s a means.”

Method: Went through the study manual. Concentrate during the last week.
Believes in: Discipline
Tips: Go through your study manual
Comments: • CCP is useful

• Relevant to work
• One must have the determination

continues on next page
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Profiles of Success
continued from previous page

Jennifer Yong Chai Lin
HSBC, Kuala Lumpur

PKMC

“Exam is geared to application.”

Method: Group study
Believes in: Asking whatever needs to be asked
Tips: Practise past year questions
Comments: • Classes/lectures are useful

• Pay attention to the class/lectures
• Have to revise
• Some of the things can be picked up from the job.
• I’m thankful to the seniors for their help and support

Lim Nik Cheng
Commerce International Merchant Bankers Berhad, Kuala Lumpur
PKMC

“It’s not really that difficult.”

Method: Revision and attending courses
Believes in: Paying attention at the classes
Tips: Spend time on the past year questions
Comments: • It’s pretty straightforward

• It’ll be good to have the reference materials updated

Thannimalai s/o Letchumanan, AIBM (Sr)
HSBC Bank Malaysia Berhad
Bachelor of Business (Banking and Finance), Monash University Australia

“Just be positive, determined and never fear failure.”

Method: Self-study and assignments
Believes in: Determination to get through. Never say die attitude.
Tips: Look at and keep in mind the objectives in manual. Do not do last

minute studying.
Comments: • proud to have my CEO and senior human resource personnel

   attending the graduation awards ceremony
• Distance learning is not easy
• Being busy at work is not a hindrance – I was also active in the trade
   union.

Graduate with Distinction, Prize Winner (Module I and II)

Best Overall Candidate, Prize Winner (Module II)

Best Overall Candidate

King Teck Kie
Bumiputra-Commerce Bank, Sarawak

BFSC

“If you are sitting for the exam, put in your effort.”

Method: Spend an hour daily in the last 2 months before the exam and more
time during the weekends.

Believes that: A good command of the language will be useful
Tips: Read study manuals as well as other materials.
Comments: • Put in hard work

• Classes do help
• The organisation deserves my best effort
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Information Centre Opening Hours

Mon/Tue/Thu 9 am-5 pm

Wed/Fri 9 am-7 pm

Sat

• 1st and 3rd 9 am-1 pm

• 2nd, 4th and 5th 9 am-5 pm

Sun/Public holidays Closed

Recent Acquisitions by IBBM Information Centre
The following are some recent titles acquired by our Information Centre:

TITLE: The Leader in You: How to Win
Friends, Influence People & Succeed
in a Changing World

AUTHORS: Dale Carnegie, Stuart R. Levine and
Michael A. Crom

PUBLISHER: Pocket Books, 1995
CALL NUMBER: 658.4092 CAR

TITLE: Sun Tzu Strategies for Selling: How to
Use The Art of War to Build Lifelong
Customer Relationships

AUTHORS: Gerald A. Michaelson with Steven W.
Michaelson

PUBLISHER: McGraw Hill, 2004
CALL NUMBER: 658.85 MIC

TITLE: Executive’s Guide to Knowledge
Management: The Last Competitive
Advantage

AUTHOR: James J. Stapleton
PUBLISHER: John Wiley & Sons, Inc., 2003
CALL NUMBER: 658.4038 STA

TITLE: The Knowledge Management Toolkit:
Practical Techniques for Building a
Knowledge Management System

AUTHOR: Amrit Tiwana
PUBLISHER: Prentice Hall PRT, 2000
CALL NUMBER: 658.4038 TIW

TITLE: Essentials of Balanced Scorecard
AUTHOR: Mohan Nair
PUBLISHER: John Wiley & Sons, Inc., 2004
CALL NUMBER: 658.4012 NAI

TITLE: Performance Drivers: A Practical
Guide to Using the Balanced
Scorecard

AUTHOR: Nils-Göran Olve, Jan Roy and
Magnus Wetter

PUBLISHER: John Wiley & Sons, Inc., 1999
(reprinted, 2004)

CALL NUMBER: 658.4012 OLV

TITLE: The 8th Habit: From Effectiveness
to Greatness

AUTHOR: Stephen R. Covey
PUBLISHER: FranklinCovey Co., 2004
CALL NUMBER: 158 COV

TITLE: The Citibank Guide to Building
Personal Wealth: Essential
Information for the Asia Pacific
Investor

AUTHORS: Leo Gough with the Citibank Asia
Wealth Management Team

PUBLISHER: John Wiley & Sons (Asia) Pte Ltd,
2005

CALL NUMBER: 332.024 FIS

TITLE: HSBC: Its Malaysian Story
AUTHOR: Douglas Wong
PUBLISHER: Editions Didier Millet, 2004
CALL NUMBER: 332.12 HSBC

To read up on the synopsis and for more details, please
log on to: http://www.ibbm.org.my/information-centre/
acquis_books.htm  Note: *

Requisition Form for Information Handbooks

Please send me the following brochure(s):

Banking and Financial Services Certificate (BFSC)/Certificate in Offshore
Financial Services and Administration (COFSA)

Diploma in Banking and Financial Services (DBFS)

Certified Credit Professional (CCP)

Certificate in Internal Auditing for Financial Institutions (CIAFIN)

Pasaran Kewangan Malaysia Certificate (PKMC)

Certified Documentary Credit Specialist (CDCS)

Certified Risk ProfessionalSM (CRP)

Certified Bank AuditorTM (CBA)

Name:

Designation: Membership No.:

Correspondence Address (in full) :

Tel : E-mail:
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Mahesh Bulchadani, JP Morgan Securities
(Asia Pacific) Limited, Hong Kong

Terry Koh, JP Morgan Securities (Asia Pacific)
Limited, Hong Kong

Brad Follett, JP Morgan Securities
(Asia Pacific) Limited, Hong Kong

Bankers’ Briefing on Credit Default Swaps (CDS)
May 19, 2005

Only when

we know little

do we know

anything;

doubt grows

with

knowledge

Johann Wolfgang von Goethe
(1749-1832)
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June 1, 2005

Directors’ Programme:
A Strategic Approach For Business Continuity Management

Cash Management: Meeting
the Needs of Your Corporate
Clients June 2, 2005

Global Future: Rethinking
Scenarios For The
Financial Industry June 16, 2005

Adam Wong giving a corporate
perspective on goals of cash
management

Dr Frank-Jürgen Richter
outlining the forces that will
shape the financial sector in the
coming decade

Participants listening to the
overview of Business Continuity
Management

Kenny Seow explaining business
continuity strategies

Understanding the
corporate cash
management requirements
from the customers’
perspective

“So what do you think…”


