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Standard Chartered – Global Business Services (GBS)

1

1. Started in 2000, ‘captive’ SSC Organisation

2. 4 locations, 3 countries (KL, Chennai, Bangalore, Tianjin)

3. Services
- ITO (Software development, IT systems/infrastructure, Help-desk, Data 

architecture, Global Business Intelligence & Control Centre, Operations/ 
Transaction processing)

- HRSSC (payroll, pension, LSSC/talent mgt, IM, Ask-HR, V-HRBPs)
- FSSC (AP/AR, Reg/mgt reporting, Tax, Product control)
- FCSU (Financial crime & compliance)
- RSSC (Collections, Credit initiation, Ops risk)
- Vendor management
- Retail (call centers)

4. HC: ca 20k in-house and 4k outsourced  

ITO Area outside GBS adds another 6k, spread across SCB’s footprint
(Group ITO, Country CIOs, Technology & Ops staff in countries) 
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Recruiting & Retaining the Brightest Talent
Needs and Beliefs

1. Focus both on select group of the most senior/talented staff and 
all employees

2. Based on a Strategic Workforce Plan and optimized Employee Value 
Proposition (EVP) 

3. Need to combine home grown talent and external inflow, and represent 
a mix of generations 

4. Need to represent an organization’s geographic footprint 
5. Focus both on leaders in managerial roles and technical talent 

6. Success at retention is about offering a great place to work 
(engagement, development) 

In General

Workforce
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Model for Strategic Workforce Planning

MERCER



4Talent Optimization- Standard Chartered Scope International

Further improve 
hiring and promotion

processes

Holistic offering of 
learning & development 
solutions, including DC’s

Ensuring that 
we continuously 

improve, including 
Risk & Control Behavior

Offer Great Place to Work;
sound balance between
internal & external equity

Strong Push to give 
opportunities to 

internal Talent

2. 
Onboarding 

and 
Orientation

3. Learning & 
Development 

4. 
Performance 
Management

5. 
Engagement 
& Retention

6. Career 
Development 

and 
Succession

1. 
Recruitment,
Selection & 

Talent 
Identification

Engagement, Brand/reputation, Values

Important Initiatives to Manage your Workforce
Framework with Clusters of Activities that help Up your Game

Focused on all 
categories 

(EW, FTW, NEW)
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On Volume Recruitment

6. Less is not more. Be 
prepared to add key team 
members when required

1. Plan carefully. Know the 
numbers and allocate 

accordingly (it is about 
effectiveness, quality 

of hires, and productivity)

4. Invest in technology (give 
team the tools needed). Have 
good appl tracking system. 

Stay in touch with candidates 
that were already vetted

2. Search internally first and 
jump start employee referral 
program by highlighting hot 

positions and referral 
bonuses

5. Balance between using 
internal/external resources 

for recruitment efforts when 
handling spikes

3. Create an applicant and 
hiring manager friendly 

process

9. Show candidates 
the good, the bad, and 

the ugly

8. Use assessment tools that 
measure both role-specific 
competencies and retention

7. Use phone screening for 
high volume positions
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Senior Hires - Characteristics of Successful Leaders 
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Source: Hiring Greatness, DAVID E. PERRY, MARK J. HALUSKA
Source of Image: 2011- Multi-Health Systems, Inc., 8



7Talent Optimization- Standard Chartered Scope International

Senior Level Recruitment – Do’s & Don'ts

1. There is no try, only do

2. It starts with the job specification

3. Transparent selection process

4. Deal with relocation and other concerns

5. Investment in onboarding pays off

6. Doing it in-house or outsource?

7. Golden rule: respect your candidates

8. Hiring best talent = money well spend, provided …

9
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2. On-Boarding (right start of the journey)

Day 1 experience-90 days to Day 1 experience

Day1 to Day 90 experience

•Offer Release

D-90 days
to D-45 days

•Clarifying benefits

•Confirmation check on 
offer acceptance

D-45 days to D-30 days

•Touch base call to check 
Future employee joining 
status  

•Verifying documents and 
checking readiness
•Staff Screening process 
initiated

•LM initiating the joining 
formalities internally
•HR and LM Connect 
checking on the current 
employer relieving
formalities

•Ensure new joiner on-
boarding processes are on 
track

D-30 days to D1 day

10
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3. Talent development at various stages 

•Leading self 

Climb the 

corporate ladder 

•Leading others 

Individual contributors, 
professional staff and 

emerging leaders 

Leaders of 
individual 
contributors 

•Growth opportunities for talent 

Zig Zag 

moves 

•Leading Managers 

•Leading an area/
function 

Experienced leaders who 
lead other managers or 
senior professional staff 

Role 

enhancements 

Senior leaders of 
organizational functions or 

divisions 

•Leading the organization 

Invest in Depth 

and Breadth 

Top executives 
leading the enterprise 
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Banking Operations

Technical Knowledge and Skills Development

Technology Services Technology 
Business Delivery

Other

•

Governance
• Capability 

Frameworks
• Development 

Standards
• Certification 

Handbooks
• Dashboards

Capability Levels
• Expert
• Advanced
• Core
• Introductory

Capability Areas
• Business & 

Product 
Knowledge

• Process 
Management

•Technical 
Capabilities

• People 
Management &  
Leadership

Advanced/Expert

Core

Introductory

Core Core
Core

Introductory Introductory Introductory

Advanced/Expert Advanced/Expert Advanced/Expert

Root Cause Analysis/ Overview of Banking Operations/

Basis of Banking/Risk Awareness/QMF Lite Process/JIRA- Project 
Management

Intuition: Financial 
Markets/Commodities/Opti

ons
Foundations of Business 

Analysis
UML Basics

Code Optimization

Web Methods
PL SQL-Oracle

System Integration–
Camel Framework
XML/ Ember.JS
Java Design/Arch

Big Data/Terra Data
Spring & Hibernate

Hadoop

Problem Mgmt Process
Remedy (Country Local 

Programme)
Service Transition

ITIL Design
SCM Training –

Mainframe/Midrange 

SCM- basics
Incident Management Process 

Overview
Swift 

ITIL Foundation
MS SQL Server 

Software Testing 
Certification 

(ISTQB/CSTE Manager)
CISA Certification 

Banking Applications/Products –Functional Knowledge/Project 
Management- PMP

Trade Sanctions 
Razor Training Programme -

GTO (Settlement)
Trade Operation Imex
Overview to Securities 

Services
Overview of 

Secured/Unsecured lending
Financial Operational Risk 

and Controls

Advanced Excel- Macros

Customer Data 
Confidentiality

Intuition: Equity 
Derivatives 

Detica- AOC
Introduction to FX & 

Money Market
Intuition: Trade 

Processing - OTC 
Derivatives

Mitigating Money 
Laundering Risk
Supplementary 

Sanctions Trainings

Credit Derivatives
Capital and Liquidity

IFRO Reporting
BASEL II – Full

MortgageOne
Optimizer

Wealth Management -
Derivatives & Structure

PSGL
Global Financial 

Accounting
BASEL II- Lite

Analysis of Balance Sheet
Sanctions Compliance

Balance Sheet Risk 
Management

Financial Operational Risk 
and Controls

Intuition: Hedge Funds -
An Introduction

Intuition: Treasury 
Management
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4. Performance Management

Career is an individual journey and not a “one size fits
all”, hence we tailor different programs and different experiences

based on individual needs

To understand future business needs and ensure there are 

people ready to fulfil their potential

14
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5. Talent Engagement & Retention 

HiPo Talent Proposition – Development Plan

HiPo Identification

Transparency 
Conversation

Talent 
Review/Engagement

Development Plan 
including Critical 

Experiences 

Risk Profiling & 
Assessment

16



13Talent Optimization- Standard Chartered Scope International

6. Succession Plan/Talent Identification Process – Checks 

Percentage of 
international moves 

based on succession 
plans 

Number & 
Readiness of the 
successors 

Percentage of 
women & leaders 

from minority 
countries in 

succession plans 

Retention 
rate of 
successors 

Percentage of cross 
functional moves 

based on succession 
plans 

# of roles filled 
based on succession 

planning 

•Number of people on 
disproportionate 

number of 
Succession Plans 

Promotion 
rate of 
successors 

HiPo

Placement Issue 

Promotable 

Too New to classify 

Source: Best Practices For Succession Planning, Mark R Sobol, Phil Harkins, Terence Conley
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Standard 
Exceeds 

Below 
Standard 

•At 

•Standard 

Below 
Standard 

Behaviours

•At 

•Standard 
Standard 
Exceeds 
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Key Take-Aways

You need both a few robust 
frameworks and excellent 
execution to be successful

People can be a competitive 
advantage, but only if you 

hire the best (fit for purpose) 
talent for each key role

Mass/volume and senior level  
recruitment require different 

approaches, but have
some similarities 

To successfully retain staff, a 
wide range of activities is 

required that stretches across 
the whole EVP

A healthy balance between 
internal and external hiring 
is key. Real talent should be 
able to rely upon attractive 

opportunities for career 
growth

In all of this we focus both on 
individuals and groups, and 
on needs and developments 

of talent and the organisation 
in the short, medium 

and longer term

Recruiting & Retaining the Brightest Talent
20
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Recruiting & Retaining 

the Brightest Talent

Additional Slides

Robert Mostert
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Talent Management in a Fast-Evolving Global Environment 

➢ More international, 24x7 economy 

➢ Huge volumes of digital information 

available 

➢ Geographical power shift East->West

➢ Speed of change will continue to 

increase 

➢ Increase in regulatory complexity 

➢ Well informed customers and 

employees 

Key changes 

➢ Ever more need for leading across 

boundaries 

➢ Leaders need to understand the 

digital economy

➢ Savvy technology-enabled 

learning solutions available 

➢ Leading at the speed of change; 

highly future focused leadership 

➢ Avoiding prescriptive leadership  

training; More action learning 

Effect on Talent Management 
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Level

What is preventing you(r talent) from getting to the next level?

LEVEL 1

LEVEL 2

LEVEL 3

1. Communication
skills

2. Verbal/ 
numerical 
reasoning

3. Presentation 
skills

4. Accuracy
5. Team work
6. Personal 

effectiveness

1. Functional 
knowledge/ 
expertise

2. Business 
acumen

3. Impact
4. Emotional 

intelligence
5. Team/project 

management
6. Flexible

1. Management/ 
leadership skills

2. Impact
3. Collaboration
4. Planning 

(ST-MT-LT)
5. Emotional 

intelligence
6. Executive 

maturity
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•

How to plan and track a leader’s development 

•Job history: Chris Mays
•Age: 39
•Company tenure: 6 years
•BU worked in: 1
•Education: BS, Carnegy Mellon;

MBA, Stanford

•Chief Operating 
Officer, BU 

now $ 2 billion 

· Integrated strategic acquisitions 
· Upgrading organization and installing process 

to accelerate growth 
· Managing P&L and balance sheet 
· Streamlining operations 

•Age 
•38  

Age 
35 

Chief Technology 
Officer, BU 

now $ 1.5 billion 

· Shifting culture to customer orientation 
· Driving growth through technology innovation 

•VP Technical 
Development 

for $ 1 billion BU 

· Implementing IT backbone 
· Leading cross-unit/cross-geography teams 

•Age 
•32  

· Managing P&L and balance sheet 
· Building organizational capability for growth and adjusting the mix of people 
· Fast growth to $100 million 
· Building international partnerships 
· Relationships with investment bankers 
· Containing ego 

•CEO and 

President 

•Age 
•27  

Age 
25 

Co-founder of 

tech start-up 

· Building organization infrastructure 
· Establishing culture and values 
· Conceiving and validating a business model 
· Tenacity to overcome hurdles with limited resources 

Source: Ram Charan, Leaders at all levels, 2008 
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Each step represents a job held, capabilities demonstrated, and personal traits honed. The chart is updated annually 
or at  a job change
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