
Investor Event

Tanuj Kapilashrami

Group Chief Operating Officer

Transformation: 
Delivering a Simpler, more Connected and Faster Bank

19 May 2026

Noelle Eder 

Group Head, Technology & Operations 



We are transforming for the forces shaping the future of banking
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Creating a Simple, Connected and Fast bank for the next phase of growth

Rising wealth 
participation reshaping 

capital markets

Digital transformation 
and evolving client 

expectations 

The emergence of 
a multi-polar and 

multi-aligned world 

The transition 
economy and 

sustainable finance 

The changing role 
of banks in serving 
the real economy 



Key messages
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63%   ►  ~57%
Cost-to-income ratio 

in 2028

▲ ~20% increase
in income per employee1

 by 2028

▼ >15% reduction
in corporate functions2 headcount 

by 2030  

Serving clients as a super-connector requires a simplified organisation and a modern technology platform

Building a Simple, Connected and Fast operating model delivering standardisation, scalability and growth without linear cost

Continuous improvement and AI-driven acceleration deliver faster execution and clear financial outcomes

Medium-term targets

1. Employees defined as: Headcount (year-end) plus non-outsourced non-employed workers (NEW) and SC Ventures headcount | 2. Corporate functions defined as non-frontline support services headcount (year end) plus non-outsourced non-employed workers 
(NEW) I 3. Cost-to-income ratio is ex-notables
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Leaner leadership, 
fewer handoffs 

Clear ownership, 
closer to clients

We have simplified our operating model

Faster, clearer client decisions

• Global products / local delivery

• Removed regional layers

• 79% of market CEOs1  now double-
hatting, up from 28%

• Executive leadership team2 

streamlined ▼27%

• Fewer layers and committees

• Consolidated adjacent functions 

• Back-office centralised into global hubs

• Global processes replacing local 
variants

• 43% of workforce at Global Business 
Services

Scaled delivery through 
shared services 

Simpler governance, faster execution Consistent delivery at scale

1. CEOs who play the role of country CEO and double-hat as business heads for their respective markets. Data for 2025 versus 2023 when the reorganisation was done |  2 Executive leadership team - Leadership team members comprising of the Group Management 
Team and their direct reports, excluding administrative staff | 3 Global Business Services – multi-disciplinary internal shared services hubs providing technology, operational support and business services across markets 
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We have modernised our foundations for growth and resilience

1. Over the last 3 years | 2. Throughput – volume of transactions processed per second

What this enablesThree critical platforms 
strengthened 

• Global private cloud

• Modern core banking platform

• Global payments platform

• Scale across markets without 
additional infrastructure

• Faster rollout of capabilities

• Standardised core with flexibility to 
differentiate at the client interface

Outcomes

• ~30%1 higher throughput per 
operations employee

• 24/7 always-on digital banking

• 9x throughput2; 10x processing 

power;  80% less downtime per year

Scale, speed and resilience no longer require linear technology cost or capacity expansion
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We are embedding continuous improvement at scale

To continuous 
improvement

From programme 
led change 

• Fit for Growth has simplified and 
standardised the Bank

• On track to deliver $1.3bn in savings

• ~300 initiatives delivering step-
changes

• Improvement built into day-to-day 
operations

• End-to-end processes mapped and 
skills assessed

• Clear process ownership with simplified 
change governance

Delivering measurable 
outcomes

• ~53% straight-through-processing 
in Wealth Solutions

• ~40% increase in automation of 
Private Banking credit documentation 

• ~14% reduction in vendor 
onboarding turnaround time

Transitioning from programme-led change to continuous, disciplined execution 



A distinctive operating model to deliver our super-connector ambition
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Simplifying the core and connecting the bank to deliver faster execution and better client outcomes

FAST
Faster execution within 

clear guardrails

SIMPLE
Global core platforms, 

fewer variants, and 
standardisation

CONNECTED
Horizontal platforms and 
transversal capabilities 
serving multiple markets

Upskilled 
workforce

Income 
growth

Operating 
leverage



Simple: standardised at the core, differentiated at the client interface
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Lower unit cost, stronger resilience, and scalable growth - delivering more change per dollar invested

Differentiated at the client interface

Configurable,
not bespoke builds

Product, Market, Client
- specific configurations

Standardised global platforms and simpler processes

Reduced fragmentation,                                                               
fewer systems and processes

Build once,                                            
deploy across markets

Standardised change 
discipline, fewer variants



Connected: seamless across products, markets, client relationships
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Financial Crime / Security 

Payments

Core Banking

AI Platform

Data Platform

Infrastructure & Cloud

Vertical and fragmented model Horizontal shared platforms Target Outcomes

Vertical and fragmented model Global Capability Centres

• Seamless client journeys across 
products and geographies

• Scalability with lower unit cost

• New growth opportunities

• Faster execution with reduced 
latency and duplication

• Better analytics from integrated 
data

• Simplified service delivery

• Scalability and differentiation



Fast: executing at pace within guardrails
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9x 
transaction throughput

97%
  of technology releases automated 

By simplifying the core 
and connecting the 

enterprise we remove 
friction…

… unlocking faster 
execution, streamlined 

client journeys enabling 
business growth 

Faster transaction processing Faster asset transfers1 Faster deployment of new features

60% 
improvement in turnaround time

1. Time taken to transfer private banking assets, from client instruction confirmation to completion at Standard Chartered.



Amplifying Simple, Connected, Fast through AI
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Operating Model Shift 
matching every task to its right execution mode — autonomous, 
agent-assisted, or human-led, based on complexity and client impact

Unified Enterprise Platform 
serving 54 markets, embedding AI to drive resilience, productivity, 
and precision

Scalable AI Capabilities
accelerating delivery, industrialising innovation and sustainably 
embedding AI across the technology estate

1

2

3



AI Resilience
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Unified Enterprise Platform 
serving 54 markets, embedding AI to drive resilience, productivity, 
and precision1

AI enables more consistent application of 
controls, improving resilience, speed of 

change, and auditability

Fully implemented by end 2027

90% Material controls continuously 
monitored through AI guardrails

30% Reduction in manual effort for 
regulatory change implementation

80% Controls1 codified into executable 
rules and specifications

AI Productivity

Reusable agents delivering faster 
insights and improving client and 

employee experience

Fully implemented by end 2027

10 
mins

Faster insights generation for
Digital Assets surveillance
(from ~21 hours) 

40% Reduction in false positives

AI Precision

Global Data Platform

Single, trusted data foundation to deliver 
consistent, high-quality data to support risk 

management, decision-making, and 
compliance 

Fully implemented by H1 2028

150+
Independent 
Data Systems

1
Global Data 
Supply Chain

Risk management Platform Enterprise Anti-Crime Platform

1. Controls owned by the  Technology & Operations function



Agent-assistedAutonomous
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Operating Model Shift 
Building towards an environment where every task is matched to its right 
execution mode — autonomous, agent-assisted, or human-led, based on 
complexity and client impact

2

Intelligence embedded into day-to-day 
processes, enabling self-service at scale

Fully implemented by end 2027

50% Reduction in turnaround time 
for self service client enquiries 

60% Self-resolution for internal queries 
using virtual assistant

95% Data accuracy through AI 
document processing1 (from 85%)

AI-assisted engineers accelerating time-
to-market through high-quality code

Fully implemented by end 2027

Human-led

AI supporting everyday work, improving 
productivity at scale

Fully implemented by end 2026

100% Affluent Relationship Managers 
enabled with AI Advisory 
capability

85k Staff trained and actively using 
MS CoPilot to realise value

Software development lifecycle 

Discovery Build Deploy

15-25% 15-20% 5-10%
Productivity uplift2 through:

Enterprise Productivity UpliftAI-Driven Operations AI-Driven Software Development

faster discovery 
cycles, higher 
quality user 

stories

faster delivery & 
earlier testing 

coverage & 
depth

streamlined 
releases with 

improved 
feedback

1. Conversion of documents to machine readable text for processing, examples include trade finance, financial securities services | 2 Improvements in time taken enabling faster delivery with fewer defects



Accelerating delivery
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Scalable AI Capabilities
Accelerating delivery, industrialising innovation, and sustainably 
embedding AI across the technology estate3

AI Factory enabling scalable AI use cases 
across the Bank

Current

300+ Live AI use cases
1
 on platform

60% Reduction in marginal cost per 
additional AI use case

43 High impact Gen AI use cases 
live

Industrialising innovation

Reusable agents delivering faster 
insights and improving client and 

employee experience

Fully implemented by end 2026

15%
Reduction in 
human effort through 
engineering support 
bots

39+
Live Chatbots deployed 
to improve employee 
and client experience

Embedding AI in tech estate

AI platform that gives comprehensive 
visibility across all systems, services and 

client journeys

Current

88% Reduction in monitoring 
manpower

$10m Sustainable savings in annual 
monitoring costs

60+ AI agents providing real-time 
insights and automations

Central Observability PlatformEnterprise AI Platform GenAI Concierge

1. Including Machine Learning use cases



Skills become AI capabilities 
in new operating model

Our target is a skills-based operating model for an AI-first bank
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Autonomous AI-assisted Human-led

Rewiring the operating blueprint for scaling autonomy, productivity, and client impact

Built foundation for skills-based 
approach to every role

Target outcomes

Simplified end-to-end processes

Eliminated duplication and complexity

Uniform experiences across markets

Refocused on measurable client 
outcomes

Decomposing work into skills
and decisions

Decoding business rules to codifiable 
logic

Mapping skills to process, platforms, APIs

Fusing AI skills into re-imagined 
processes

Simple self-serve client journey

Reducing friction and cost-to-serve in 
parallel

Personalised financial services at scale

Without linear growth in people or cost

Agility and continuous improvement

AI agents learn, effectiveness 
compounds 
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Corporate functions headcount3 

Structurally lower

Cost-to-income ratio2

Deliver step-change

Income per employee1 

Increased productivity

We are making structural changes to boost productivity
Building an agile operating model that is Simple, Connected and Fast driving significant productivity benefits

>15% 
reduction in corporate 

functions headcount by 2030

2023 2025 2028

~20%

2023 2025 2028

65%
63%

~57%

1. Employees defined as: Headcount (year-end) plus non-outsourced non-employed workers (NEW) and SC Ventures headcount |  2. Cost-to-income ratio is ex-notables | 3. Corporate functions defined as non-frontline support services headcount (year end) plus non-
outsourced non-employed workers (NEW)
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In conclusion

Simplified the organisation and 
modernised core technology

Created a simpler, more resilient 
and scalable foundation 

Enables us to operate as one global 
network

Supports growth without linear cost 
increases or duplication

Improving, innovating and 
embedding AI across the bank

Enhancing client experience and 
employee productivity 

Structurally repositioned the 
bank for scalable growth

A Simple, Connected, and 
Fast operating model

Continuous improvement 
and AI-driven acceleration 

Delivering a simpler, more productive and scalable bank, positioning us for sustainable returns and growth 
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Important notice
Forward-looking statements 

The information included in this document may contain ‘forward-looking statements’ based upon current expectations or beliefs as well as statements formulated with assumptions about future events. Forward-looking statements 
include, without limitation, projections, estimates, commitments, plans, approaches, ambitions and targets (including, without limitation, ESG commitments, ambitions and targets). Forward-looking statements often use words such as 
‘may’, ‘could’, ‘will’, ‘expect’, ‘intend’, ‘estimate’, ‘anticipate’, ‘believe’, ‘plan’, ‘seek’, ‘aim’, ‘continue’ or other words of similar meaning to any of the foregoing. Forward-looking statements may also (or additionally) be identified by the fact 
that they do not relate only to historical or current facts.

By their very nature, forward-looking statements are subject to known and unknown risks and uncertainties and other factors that could cause actual results, and the Group’s plans and objectives, to differ materially from those 
expressed or implied in the forward-looking statements. Readers should not place reliance on, and are cautioned about relying on, any forward-looking statements. 

There are several factors which could cause the Group’s actual results and its plans and objectives to differ materially from those expressed or implied in forward-looking statements. The factors include (but are not limited to): changes 
in global, political, economic, business, competitive and market forces or conditions, or in future exchange and interest rates; changes in environmental, geopolitical, social or physical risks; legal, regulatory and policy developments, 
including regulatory measures addressing climate change and broader sustainability-related issues; the development of standards and interpretations, including evolving requirements and practices in ESG reporting; the ability of the 
Group, together with governments and other stakeholders to measure, manage, and mitigate the impacts of climate change and broader sustainability-related issues effectively; risks arising out of health crises and pandemics; risks of 
cyber-attacks, data, information or security breaches or technology failures involving the Group; changes in tax rates or policy; future business combinations or dispositions; and other factors specific to the Group, including those 
identified in Standard Chartered PLC’s Annual Report and the financial statements of the Group. To the extent that any forward-looking statements contained in this document are based on past or current trends and/or activities of 
the Group, they should not be taken as a representation that such trends or activities will continue in the future. 

No statement in this document is intended to be, nor should be interpreted as, a profit forecast or to imply that the earnings of the Group for the current year or future years will necessarily match or exceed the historical or published 
earnings of the Group. Each forward-looking statement speaks only as of the date that it is made. Except as required by any applicable laws or regulations, the Group expressly disclaims any obligation to revise or update any forward-
looking statement contained within this document, regardless of whether those statements are affected as a result of new information, future events or otherwise. 

Please refer to Standard Chartered PLC’s Annual Report and the financial statements of the Group for a discussion of certain of the risks and factors that could adversely impact the Group’s actual results, and cause its plans and 
objectives, to differ materially from those expressed or implied in any forward-looking statements.

Non-IFRS performance measures and alternative performance measures

This document may contain: (a) financial measures and ratios not specifically defined under: (i) International Financial Reporting Standards (IFRS) (Accounting Standards) as adopted by the European Union; or (ii) UK-adopted 
International Accounting Standards (IAS); and/or (b) alternative performance measures as defined in the European Securities and Market Authority guidelines. Such measures may exclude certain items which management believes 
are not representative of the underlying performance of the business and which distort period-on-period comparison. These measures are not a substitute for IAS or IFRS measures and are based on a number of assumptions that are 
subject to uncertainties and change. For further information, please refer to Standard Chartered PLC’s Annual Report and the financial statements of the Group and, specifically in relation to adjusted net interest income and adjusted 
non-interest income, please refer to the footnote beneath the “Net interest income and non-interest income” section on page 6 of Standard Chartered PLC’s Q1’2026 results announcement.

Financial instruments

Nothing in this document shall constitute, in any jurisdiction, an offer or solicitation to sell or purchase any securities or other financial instruments, nor shall it constitute a recommendation or advice in respect of any securities or other 
financial instruments or any other matter.

Caution regarding climate and environment-related information 

Some of the climate and environment-related information in this document is subject to certain limitations, and therefore the reader should treat the information provided, as well as conclusions, projections and assumptions drawn 
from such information, with caution. The information may be limited due to a number of factors, which include (but are not limited to): a lack of reliable data; a lack of standardisation of data; and future uncertainty. The information 
includes externally sourced data that may not have been verified. Furthermore, some of the data, models and methodologies used to create the information is subject to adjustment which is beyond our control, and the information is 
subject to change without notice.
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