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UNDERSTANDING THE STRATEGIC POSITIONING OF MAYBANK, MALAYSIA’S LEADING FINANCIAL INSTITUTION, REQUIRES A
COMPREHENSIVE ANALYSIS OF ITS INTERNAL CAPABILITIES AND EXTERNAL ENVIRONMENT. THIS ARTICLE DELVES INTO MAYBANK'S
STRENGTHS AND WEAKNESSES THROUGH THE LENS OF THE V ALUE CHAIN ANALYSIS AND EXPLORES POTENTIAL STRATEGIC
OPTIONS VIA THE TOWS ANALYSIS FRAMEWORK. BY EXAMINING THESE FACETS, STAKEHOLDERS CAN BETTER APPRECIATE
MAYBANK’S COMPETITIVE ADVANTAGES AND AREAS FOR IMPROVEMENT WITHIN THE MALAYSIAN BANKING SECTOR.

OVERVIEW OF MAYBANK’S STRATEGIC POSITION IN MALAYSIA

MAYBANK, OFFICIALLY KNOWN AS MALAYAN BANKING BERHAD, IS THE LARGEST BANK IN MALAYSIA IN TERMS OF ASSETS,
MARKET CAPITALIZATION, AND CUSTOMER BASE. |TS EXTENSIVE NETWORK OF BRANCHES, ATMS, AND DIGITAL PLATFORMS
POSITIONS IT AS A DOMINANT PLAYER IN THE MALAYSIAN FINANCIAL LANDSCAPE. T O MAINTAIN AND ENHANCE ITS COMPETITIVE
EDGE, MAYBANK CONTINUALLY EVALUATES ITS INTERNAL ACTIVITIES AND EXTERNAL FACTORS AFFECTING ITS OPERATIONS.

V ALUE CHAIN ANALYSIS OF MAYBANK

V ALUE CHAIN ANALYSIS HELPS IDENTIFY PRIMARY AND SUPPORT ACTIVITIES THAT ADD VALUE TO MAYBANK'S OFFERINGS,
REVEALING ITS STRENGTHS AND \WEAKNESSES.

PrRIMARY ACTIVITIES

¢ INBOUND LOGISTICS: MAYBANK MANAGES A VAST NETWORK OF BRANCHES, ATMS, AND DIGITAL CHANNELS TO
FACILITATE CUSTOMER TRANSACTIONS. EFFICIENT SUPPLY CHAIN MANAGEMENT ENSURES TIMELY AVAILABILITY OF
BANKING PRODUCTS AND SERVICES.

e OPERATIONS: THE BANK EMPLOYS ADVANCED TECHNOLOGICAL INFRASTRUCTURE TO PROCESS TRANSACTIONS, MANAGE
ACCOUNTS, AND DELIVER FINANCIAL SERVICES SEAMLESSLY. ITS ROBUST I'T SYSTEMS ENABLE REAL-TIME BANKING AND

DATA SECURITY.

e OuTBOUND LOGISTICS: DELIVERY OF FINANCIAL PRODUCTS (LOANS, CREDIT CARDS, INVESTMENT SERVICES) IS OPTIMIZED
THROUGH DIGITAL PLATFORMS AND PHYSICAL BRANCHES, ENSURING WIDESPREAD ACCESSIBILITY ACROSS MALAYSIA.

o MARKETING € SALES: MAYBANK EMPLOYS COMPREHENSIVE MARKETING STRATEGIES, INCLUDING DIGITAL ADVERTISING,
SPONSORSHIPS, AND COMMUNITY ENGAGEMENT, TO ATTRACT AND RETAIN CUSTOMERS.

o ServICE: CUSTOMER SERVICE IS A PRIORITY, WITH CALL CENTERS, ONLINE CHAT, AND MOBILE APPS PROVIDING 24/7
SUPPORT, ENHANCING CUSTOMER SATISFACTION AND LOYALTY.

SUPPORT ACTIVITIES

® FIRM INFRASTRUCTURE: STRONG CORPORATE GOVERNANCE, STRATEGIC LEADERSHIP, AND MODERN I'T INFRASTRUCTURE



UNDERPIN MAYBANK’S OPERATIONS.

¢ HUMAN RESOURCE MANAGEMENT: THE BANK INVESTS HEAVILY IN EMPLOYEE TRAINING, TALENT ACQUISITION, AND
LEADERSHIP DEVELOPMENT TO SUSTAIN SERVICE QUALITY AND INNOVATION.

® TECHNOLOGY DEVELOPMENT: CONTINUOUS INVESTMENT IN DIGITAL BANKING PLATFORMS, CYBERSECURITY, AND DATA
ANALYTICS POSITIONS MAYBANK AS A TECHNOLOGY-DRIVEN BANK.

® PROCUREMENT: STRATEGIC PROCUREMENT OF TECHNOLOGY, SECURITY SERVICES, AND INFRASTRUCTURE ENSURES COST
EFFICIENCY AND OPERATIONAL RESILIENCE.

STRENGTHS OF MAYBANK REVEALED BY VALUE CHAIN ANALYSIS

BASED ON THE ABOVE, MAYBANK'S CORE STRENGTHS INCLUDE:

1. EXTENSIVE NETWORK AND INFRASTRUCTURE

- \X/ITH A WIDESPREAD PRESENCE OF BRANCHES AND ATMS, MAYBANK ENSURES ACCESSIBILITY FOR A BROAD CUSTOMER BASE
ACROSS MALAYSIA.
- |TS DIGITAL PLATFORMS FURTHER EXTEND REACH, CATERING TO TECH-SAVVY CONSUMERS.

2. ADVANCED DiGgITAL BANKING CAPABILITIES

- INVESTMENT IN INNOVATIVE TECHNOLOGY PROVIDES SEAMLESS ONLINE AND MOBILE BANKING EXPERIENCES.
- THE BANK’S DIGITAL TRANSFORMATION INITIATIVES HAVE IMPROVED EFFICIENCY AND CUSTOMER ENGAGEMENT.

3. STRONG BRAND AND CUSTOMER LOYALTY

- MAYBANK’S LONG-STANDING REPUTATION FOSTERS TRUST AND LOYALTY AMONG MALAYSIAN CONSUMERS.
- STRATEGIC MARKETING AND COMMUNITY ENGAGEMENT REINFORCE ITS BRAND PRESENCE.

4. SkiLLeD HUMAN RESOURCES

- A FOCUS ON TALENT DEVELOPMENT ENSURES HIGH-QUALITY CUSTOMER SERVICE AND INNOVATIVE PROBLEM-SOLVING.
- EMPLOYEE TRAINING PROGRAMS KEEP STAFF UPDATED WITH THE LATEST BANKING TECHNOLOGIES.

5. RoBusT Risk MANAGEMENT AND COMPLIANCE

- EFFECTIVE RISK ASSESSMENT SYSTEMS AND COMPLIANCE FRAMEWORKS SAFEGUARD THE BANK’S ASSETS AND REPUTATION.

W/ EAKNESSES OF MAYBANK IDENTIFIED VIA VALUE CHAIN ANALYSIS

DESPITE ITS STRENGTHS, MAYBANK FACES CERTAIN INTERNAL CHALLENGES:

1. HEAVY ReLIANCE ON TRADITIONAL BANKING CHANNELS

- ALTHOUGH DIGITAL BANKING IS GROWING, A SIGNIFICANT PORTION OF TRANSACTIONS STILL OCCURS VIA PHYSICAL BRANCHES,
INCREASING OPERATIONAL COSTS.



- TRANSITIONING CUSTOMERS FROM TRADITIONAL TO DIGITAL CHANNELS REMAINS A CHALLENGE.

2. HiGH OPerATING CoSTS

- MAINTAINING EXTENSIVE PHYSICAL INFRASTRUCTURE AND A LARGE WORKFORCE LEADS TO ELEVATED OPERATIONAL EXPENSES.
- COST CONTROL REMAINS AN ONGOING CONCERN FOR PROFITABILITY.

3. LEGACY SYSTEMS AND TECHNOLOGICAL LIMITATIONS

- SOME OUTDATED | T SYSTEMS MAY HINDER AGILITY AND INTEGRATION WITH NEWER DIGITAL SOLUTIONS.
- UPGRADING LEGACY INFRASTRUCTURE INVOLVES SIGNIFICANT INVESTMENT AND RISK.

4. LiMiTeD DIVERSIFICATION OF REVENUE STREAMS

- HEAVY DEPENDENCE ON RETAIL BANKING AND INTEREST INCOME EXPOSES THE BANK TO SECTOR-SPECIFIC RISKS.
- LIMITED DIVERSIFICATION MAY IMPACT RESILIENCE DURING ECONOMIC DOWNTURNS.

5. CusToMer DATA SecUrITY CONCERNS

- AS CYBER THREATS EVOLVE, SAFEGUARDING CUSTOMER DATA REMAINS A CRITICAL CHALLENGE.
- ANY BREACH CAN DAMAGE REPUTATION AND CUSTOMER TRUST.

EXTERNAL ENVIRONMENT ANALYSIS: TOWS FRAMEWORK FOR MAYBANK

THE TOWS MATRIX COMBINES INTERNAL STRENGTHS AND WEAKNESSES WITH EXTERNAL OPPORTUNITIES AND THREATS, GUIDING
STRATEGIC DECISION-MAKING.

OPPORTUNITIES

e GROWING ADOPTION OF DIGITAL BANKING AND FINTECH INNOVATIONS IN MALAYSIA
e EXPANDING FINANCIAL SERVICES TO UNDERBANKED RURAL AREAS
® PARTNERSHIP OPPORTUNITIES WITH FINTECH STARTUPS

e GOVERNMENT INITIATIVES PROMOTING DIGITAL ECONOMY AND FINANCIAL INCLUSION

THREATS

® |NTENSIFYING COMPETITION FROM DIGITAL-ONLY BANKS AND FINTECH FIRMS

STRINGENT REGULATORY REQUIREMENTS INCREASING COMPLIANCE COSTS

CYBERSECURITY THREATS AND DATA BREACHES

ECONOMIC FLUCTUATIONS IMPACTING LOAN DEMAND AND ASSET QUALITY



STRATEGIC RECOMMENDATIONS UsING TOWS ANALYSIS

Maxi-Maxi STRATEGIES (USE STRENGTHS TO ExPLOIT OPPORTUNITIES)

® | EVERAGE MAYBANK’S EXTENSIVE BRANCH NETWORK AND DIGITAL PLATFORMS TO EXPAND FINANCIAL SERVICES INTO
RURAL AND UNDERSERVED AREAS, ALIGNING WITH GOVERNMENT INITIATIVES AND INCREASING CUSTOMER BASE.

® UTILIZE STRONG BRAND REPUTATION AND CUSTOMER LOYALTY TO PROMOTE INNOVATIVE DIGITAL BANKING SOLUTIONS
IN COLLABORATION WITH FINTECH FIRMS.

® |NVEST IN CYBERSECURITY MEASURES TO SUPPORT DIGITAL EXPANSION WHILE SAFEGUARDING CUSTOMER DATA.

MINI-MaxI STRATEGIES (MINIMIZE WEAKNESSES BY EXPLOITING OPPORTUNITIES)

e UPGRADE LEGACY |'T SYSTEMS WITH MODERN, SCALABLE TECHNOLOGY THROUGH STRATEGIC PARTNERSHIPS, REDUCING
OPERATIONAL COSTS AND IMPROVING AGILITY.

® EXPAND DIGITAL CHANNELS TO REDUCE DEPENDENCY ON PHYSICAL BRANCHES, LOWERING OPERATIONAL COSTS AND
ENHANCING CUSTOMER CONVENIENCE.

® |MPLEMENT TARGETED TRAINING PROGRAMS FOCUSED ON DIGITAL SKILLS TO IMPROVE SERVICE EFFICIENCY AND REDUCE
COSTS ASSOCIATED WITH TRADITIONAL SERVICE CHANNELS.

MaxI-MINI STRATEGIES (USE STRENGTHS TO MINIMIZE THREATS)

® STRENGTHEN CYBERSECURITY INFRASTRUCTURE LEVERAGING MAYBANK’S TECHNOLOGICAL CAPABILITIES TO COUNTER
INCREASING CYBER THREATS.

e CAPITALIZE ON BRAND LOYALTY AND EXTENSIVE NETWORK TO RETAIN CUSTOMERS AMIDST RISING COMPETITION FROM
FINTECH AND DIGITAL-ONLY BANKS.

® ENHANCE RISK MANAGEMENT FRAMEWORKS BY INTEGRATING ADVANCED DATA ANALYTICS TO PROACTIVELY IDENTIFY AND
MITIGATE EXTERNAL THREATS.

MINI-MINE STRATEGIES (MINIMIZE W EAKNESSES AND AVOID THREATS)

® REDUCE OPERATIONAL COSTS BY GRADUALLY PHASING OUT OUTDATED LEGACY SYSTEMS AND AUTOMATING MANUAL
PROCESSES.

o DIVERSIFY REVENUE STREAMS BEYOND RETAIL BANKING, SUCH AS CORPORATE BANKING AND WEALTH MANAGEMENT, TO
BUFFER AGAINST ECONOMIC DOWNTURNS AND REGULATORY PRESSURES.

® ENHANCE CYBERSECURITY PROTOCOLS AND INVEST IN STAFF TRAINING TO PREVENT DATA BREACHES AND MAINTAIN
CUSTOMER TRUST.



CoNcLUSION

MAYBANK’S STRATEGIC SUCCESS HINGES ON ITS ABILITY TO LEVERAGE ITS INTERNAL STRENGTHS LIKE EXTENSIVE
INFRASTRUCTURE, DIGITAL INNOVATION, AND BRAND REPUTATION WHILE ADDRESSING WEAKNESSES SUCH AS HIGH OPERATIONAL
COSTS AND LEGACY SYSTEMS. THROUGH A METICULOUS APPLICATION OF V ALUE CHAIN ANALYSIS, THE BANK CAN IDENTIFY
INTERNAL EFFICIENCIES AND AREAS FOR INVESTMENT. SIMULTANEOUSLYI EMPLOYING THE TOWS FRAMEWORK ENABLES MAYBANK
TO CRAFT STRATEGIC INITIATIVES THAT CAPITALIZE ON EXTERNAL OPPORTUNITIES AND DEFEND AGAINST THREATS. BY
CONTINUOUSLY REFINING ITS STRATEGIC APPROACH, MAYBANK CAN SUSTAIN ITS LEADERSHIP POSITION IN MALAYSIA’S DYNAMIC
BANKING LANDSCAPE, ENSURING LONG~TERM GROWTH AND RESILIENCE.

Keyworbps: MayeBank, VALUE CHAIN ANALYSIS, TOWS ANALYSIS, MALAYSIA BANKING SECTOR, MAYBANK STRENGTHS,
MAYBANK WEAKNESSES, STRATEGIC MANAGEMENT, DIGITAL BANKING, COMPETITIVE ADVANTAGE, BANKING STRATEGY MALAYSIA

FREQUENTLY ASkeD QUESTIONS

\WHAT ARE THE KEY STRENGTHS OF MAYBANK IDENTIFIED THROUGH V ALUE CHAIN
ANALYSIS?

MAYBANK'S KEY STRENGTHS INCLUDE A ROBUST DISTRIBUTION NET\WWORK, ADVANCED DIGITAL BANKING CAPABILITIES, STRONG
BRAND REPUTATION, EXTENSIVE CUSTOMER BASE, AND EFFICIENT OPERATIONAL PROCESSES, WHICH COLLECTIVELY ENHANCE ITS
COMPETITIVE POSITION IN MALAYSIA.

WHAT WEAKNESSES DOES MAYBANK EXHIBIT ACCORDING TO ITS VALUE CHAIN
ANALYSIS?

X/ EAKNESSES INCLUDE POTENTIAL OVER-RELIANCE ON TRADITIONAL BANKING CHANNELS, LIMITED INTERNATIONAL PRESENCE
COMPARED TO GLOBAL COMPETITORS, AND VULNERABILITIES IN CYBERSECURITY THAT COULD IMPACT CUSTOMER TRUST.

How cAN TOWS ANALYSIS HELP MAYBANK LEVERAGE ITS STRENGTHS TO CAPITALIZE
ON OPPORTUNITIES?

TOWS ANALYSIS ENABLES MAYBANK TO ALIGN ITS STRENGTHS LIKE DIGITAL INNOVATION AND STRONG BRAND EQUITY WITH
OPPORTUNITIES SUCH AS EXPANDING DIGITAL BANKING SERVICES AND ENTERING NEW MARKETS, THEREBY ENHANCING GROWTH AND
COMPETITIVENESS.

\W/HAT INTERNAL WEAKNESSES SHOULD MAYBANK ADDRESS TO MITIGATE THREATS
IDENTIFIED IN TOWS ANALYSIS?

MAYBANK SHOULD FOCUS ON UPGRADING CYBERSECURITY MEASURES, DIVERSIFYING ITS INTERNATIONAL OPERATIONS, AND
MODERNIZING LEGACY SYSTEMS TO REDUCE VULNERABILITIES AND BETTER RESPOND TO COMPETITIVE THREATS.

IN WHAT WAYS CAN MAYBANK UTILIZE TOWS ANALYSIS TO DEVELOP STRATEGIC
INITIATIVES FOR GROWTH?

MAYBANK CAN USE TOWS TO FORMULATE STRATEGIES SUCH AS LEVERAGING ITS STRONG CUSTOMER RELATIONSHIPS TO

PROMOTE NEW DIGITAL PRODUCTS, OR USING ITS OPERATIONAL EFFICIENCIES TO ENTER EMERGING MARKETS WHILE ADDRESSING
INTERNAL \WEAKNESSES.



\WHAT ARE THE MAIN CHALLENGES MAYBANK FACES WHEN APPLYING V ALUE CHAIN AND
TOWS ANALYSES, AND HOW CAN THEY OVERCOME THEM?

CHALLENGES INCLUDE ACCURATELY IDENTIFYING CORE COMPETENCIES AND EXTERNAL OPPORTUNITIES, AND ALIGNING STRATEGIC
ACTIONS ACCORDINGLY. MAYBANK CAN OVERCOME THESE BY CONDUCTING COMPREHENSIVE DATA ANALYSIS, INVOLVING CROSS-
FUNCTIONAL TEAMS, AND CONTINUOUSLY MONITORING MARKET TRENDS.

ADDITIONAL RESOURCES

MAYBANK'S STRENGTH AND W/EAKNESS USING V ALUE CHAIN ANALYSIS. TOWS ANALYSIS OF MAYBANK IN MALAYSIA.I
W ANT

IN THE COMPETITIVE LANDSCAPE OF MALAYSIA’'S BANKING SECTOR, MAYBANK STANDS AS A DOMINANT PLAYER WITH A RICH
HISTORY AND EXTENSIVE NETWORK. T O SUSTAIN ITS LEADERSHIP POSITION AND NAVIGATE THE DYNAMIC FINANCIAL
ENVIRONMENT, A COMPREHENSIVE UNDERSTANDING OF ITS INTERNAL AND EXTERNAL FACTORS IS ESSENTIAL. THIS ARTICLE DELVES
INTO MAYBANK'S STRENGTHS AND WEAKNESSES THROUGH THE LENS OF V ALUE CHAIN ANALYSIS AND FURTHER EXPLORES
STRATEGIC OPPORTUNITIES AND THREATS VIA TOWS ANALYSIS. BY DISSECTING THESE ANALYTICAL FRAMEWORKS,
STAKEHOLDERS CAN BETTER COMPREHEND HOW MAYBANK LEVERAGES ITS CORE COMPETENCIES AND ADDRESSES VULNERABILITIES
IN A RAPIDLY EVOLVING MARKET.

UNDERSTANDING MAYBANK’S VALUE CHAIN ANALYSIS

THe VALUE CHAIN ANALYSIS, DEVELOPED BY MICHAEL PORTER, PROVIDES A SYSTEMATIC APPROACH TO IDENTIFYING PRIMARY
AND SUPPORT ACTIVITIES THAT CREATE VALUE FOR A FIRM. FOR MAYBANK, THIS FRAMEWORK AIDS IN PINPOINTING AREAS OF
COMPETITIVE ADVANTAGE AND POTENTIAL INEFFICIENCIES WITHIN ITS OPERATIONAL STRUCTURE.

PRrIMARY ACTIVITIES

1. INBoUND LoGISTICS

MAYBANK'S EXTENSIVE BRANCH NETWORK AND DIGITAL PLATFORMS ENABLE EFFICIENT MANAGEMENT OF CUSTOMER DATA AND
TRANSACTION PROCESSING. |TS PARTNERSHIPS WITH VARIOUS PAYMENT SERVICE PROVIDERS AND ROBUST SUPPLY CHAIN
MANAGEMENT FOR BANKING PRODUCTS CONTRIBUTE TO STREAMLINED OPERATIONS.

2. OPERATIONS

THE BANK INVESTS HEAVILY IN TECHNOLOGY INFRASTRUCTURE, ENABLING EFFICIENT TRANSACTION PROCESSING, RISK
MANAGEMENT, AND CUSTOMER SERVICE. ITS CORE BANKING SYSTEMS SUPPORT A WIDE RANGE OF FINANCIAL PRODUCTS, FROM
PERSONAL BANKING TO CORPORATE FINANCE.

3. OuTBOUND LOGISTICS

\WHILE TRADITIONAL OUTBOUND LOGISTICS ARE LESS RELEVANT, MAYBANK'S DISTRIBUTION CHANNELS INCLUDE PHYSICAL
BRANCHES, ATMS, ONLINE BANKING, AND MOBILE APPS, ENSURING TIMELY DELIVERY OF SERVICES TO CUSTOMERS ACROSS
MALAYSIA AND ASEAN.

4. MARKETING § SALES

MAYBANK EMPLOYS A COMPREHENSIVE MARKETING STRATEGY THAT COMBINES DIGITAL MARKETING, COMMUNITY ENGAGEMENT,
AND PERSONALIZED SERVICES TO ATTRACT AND RETAIN CUSTOMERS. |TS LOYALTY PROGRAMS AND FINANCIAL ADVISORY
SERVICES ADD VALUE TO THE CUSTOMER EXPERIENCE.

5. SERVICE

POST-SALE SERVICES SUCH AS CUSTOMER SUPPORT, FRAUD PREVENTION, AND FINANCIAL ADVISORY REINFORCE CUSTOMER



TRUST AND SATISFACTION. MAYBANK'S INVESTMENT IN DIGITAL CUSTOMER SUPPORT AND SELF-SERVICE OPTIONS ENHANCES
SERVICE DELIVERY.

SuUPPORT ACTIVITIES
1. FIRM INFRASTRUCTURE

STRONG LEADERSHIP, GOVERNANCE, AND STRATEGIC PLANNING UNDERPIN MAYBANK'S OPERATIONS. | TS COMMITMENT TO
SUSTAINABILITY AND DIGITAL TRANSFORMATION INITIATIVES ARE EMBEDDED WITHIN ITS CORPORATE INFRASTRUCTURE.

2. HUMAN RESOURCE MANAGEMENT

MAYBANK EMPHASIZES TALENT DEVELOPMENT, DIVERSITY, AND EMPLOYEE ENGAGEMENT TO MAINTAIN HIGH SERVICE STANDARDS
AND INNOVATION CAPACITY.

3. TECHNOLOGY DEVELOPMENT

SIGNIFICANT INVESTMENTS IN CYBERSECURITY, A|, DATA ANALYTICS, AND FINTECH COLLABORATIONS BOLSTER MAYBANK'S
TECHNOLOGICAL EDGE.

4. PROCUREMENT

THE BANK'S PROCUREMENT PROCESSES FOCUS ON ACQUIRING ADVANCED TECHNOLOGICAL SOLUTIONS, FINANCIAL PRODUCTS,
AND STRATEGIC PARTNERSHIPS TO ENHANCE OPERATIONAL EFFICIENCY.

STRENGTHS OF MAYBANK REVEALED THROUGH V ALUE CHAIN ANALYSIS

A) EXTENSIVE BRANCH AND DIGITAL NETWORK

MAYBANK’S WIDESPREAD PHYSICAL PRESENCE ACROSS MALAYSIA AND SOUTHEAST ASIA OFFERS UNMATCHED ACCESSIBILITY.
COUPLED WITH A ROBUST DIGITAL PLATFORM, THE BANK CATERS TO A BROAD CUSTOMER BASE, FROM TRADITIONAL TO DIGITAL
SAVERS.

B) ADVANCED TECHNOLOGY INFRASTRUCTURE

INVESTMENTS IN FINTECH, Al, AND CYBERSECURITY HAVE POSITIONED MAYBANK AS A TECHNOLOGICALLY ADVANCED
INSTITUTION. ITS DIGITAL BANKING PLATFORMS, SUCH AS MAYBANK2U, ARE AMONG THE MOST USER-FRIENDLY AND SECURE IN
THE REGION.

c) STroNG BraAND AND CUSTOMER LOYALTY

A LONGSTANDING REPUTATION BUILT OVER DECADES FOSTERS CUSTOMER TRUST. LOYALTY PROGRAMS AND PERSONALIZED
FINANCIAL SOLUTIONS FURTHER STRENGTHEN CLIENT RETENTION.

D) DIVERSIFIED PRODUCT PORTFOLIO

FROM RETAIL BANKING, CORPORATE FINANCE, IsLaMIC BANKING, TO ASSET MANAGEMENT, MAYBANK’S DIVERSIFIED OFFERINGS
REDUCE DEPENDENCY ON A SINGLE REVENUE STREAM.

E) STRATEGIC REGIONAL PRESENCE

MAYBANK'S OPERATIONS EXTEND BEYOND MALAYSIA INTO NEIGHBORING ASEAN COUNTRIES, PROVIDING REGIONAL
DIVERSIFICATION AND ACCESS TO EMERGING MARKETS.

\WEAKNESSES OF MAYBANK IDENTIFIED VIA V ALUE CHAIN ANALYSIS



A) OVER-RELIANCE ON TRADITIONAL BANKING CHANNELS

DESPITE DIGITAL INVESTMENTS, A SIGNIFICANT PORTION OF REVENUE STILL DEPENDS ON BRANCH BANKING, WHICH INCURS HIGHER
OPERATIONAL COSTS AND FACES DECLINING FOOT TRAFFIC.

B) LEGACY SYSTEMS AND TECHNOLOGICAL GAPS

SOME CORE SYSTEMS ARE LEGACY-BASED, LEADING TO OPERATIONAL INEFFICIENCIES, SLOWER INNOVATION CYCLES, AND HIGHER
MAINTENANCE COSTS.

C) OPERATIONAL COMPLEXITY

MANAGING A VAST NETWORK ACROSS MULTIPLE COUNTRIES INTRODUCES COMPLEXITY IN COMPLIANCE, OPERATIONAL
CONSISTENCY, AND INTEGRATION OF REGIONAL SUBSIDIARIES.

D) CUSTOMER SERVICE CHALLENGES

\W/HILE DIGITAL PLATFORMS ARE ROBUST, SOME CUSTOMERS REPORT DELAYS IN SUPPORT CHANNELS, INDICATING ROOM FOR
IMPROVEMENT IN SERVICE RESPONSIVENESS.

£) ExPosURE To ECONOMIC AND REGULATORY Risks

REGIONAL EXPANSION EXPOSES MAYBANK TO GEOPOLITICAL TENSIONS, CURRENCY FLUCTUATIONS, AND EVOLVING REGULATORY
LANDSCAPES THAT CAN IMPACT PROFITABILITY.

TOWS ANALYSIS: STRATEGIC OPPORTUNITIES AND THREATS FOR MAYBANK IN MALAYSIA

BUILDING UPON THE INTERNAL STRENGTHS AND WEAKNESSES IDENTIFIED, TOWS ANALYSIS OFFERS A STRATEGIC FRAMEW ORK
FOR MAYBANK TO CAPITALIZE ON OPPORTUNITIES AND MITIGATE EXTERNAL THREATS.

STRENGTHS-OPPORTUNITIES (SO) STRATEGIES

- LEVERAGE DIGITAL INFRASTRUCTURE FOR MARKET EXPANSION: USE ADVANCED DIGITAL PLATFORMS TO PENETRATE
UNDERSERVED SEGMENTS IN MALAYSIA AND ASEAN, EXPANDING CUSTOMER BASE EFFICIENTLY.

- ENHANCE CUSTOMER LOYALTY VIA INNOVATION: BUILD ON STRONG BRAND LOYALTY BY INTRODUCING INNOVATIVE FINANCIAL
PRODUCTS SUCH AS FINTECH PARTNERSHIPS, GREEN BANKING, AND PERSONALIZED FINANCIAL PLANNING.

- ReGIONAL DIVERSIFICATION FOR GROW TH: UTILIZE REGIONAL PRESENCE TO TAP INTO EMERGING MARKETS’ GROWTH,
ESPECIALLY IN ASEAN/ LEVERAGING EXISTING INFRASTRUCTURE AND BRAND RECOGNITION.

W/ EAKNESSES-OPPORTUNITIES <\X/O) STRATEGIES

- MODERNIZE LEGACY SYSTEMS: INVEST IN UPGRADING CORE BANKING PLATFORMS TO BOOST OPERATIONAL EFFICIENCY AND
SUPPORT INNOVATIVE OFFERINGS, THEREBY REDUCING HIGH OPERATIONAL COSTS.

- ENHANCE DiGITAL CUSTOMER SUPPORT: ADDRESS CUSTOMER SERVICE DELAYS BY DEPLOYING Al-DRIVEN CHATBOTS AND
OMNICHANNEL SUPPORT SYSTEMS, IMPROVING SATISFACTION AND RETENTION.

- STREAMLINE REGIONAL OPERATIONS: SIMPLIFY MANAGEMENT STRUCTURES AND STANDARDIZE PROCESSES ACROSS COUNTRIES
TO REDUCE COMPLEXITY AND ENSURE COMPLIANCE.

STRENGTHS- THREATS (ST) STRATEGIES

- STRENGTHEN CYBERSECURITY MEASURES: PROTECT DIGITAL ASSETS AGAINST ESCALATING CYBER THREATS BY INVESTING IN
CUTTING-EDGE CYBERSECURITY INFRASTRUCTURE.



- DIFFERENTIATE THROUGH SERVICE QUALITYZ USE BRAND LOYALTY AND DIVERSIFIED OFFERINGS TO WITHSTAND COMPETITIVE
PRESSURES FROM FINTECH ENTRANTS AND NEW BANKING MODELS.

- STRENGTHEN RISk MANAGEMENT: ENHANCE REGIONAL RISK ASSESSMENT FRAMEWORKS TO MITIGATE GEOPOLITICAL AND
REGULATORY UNCERTAINTIES IMPACTING OPERATIONS.

\WEAKNESSES- THREATS (W T) STRATEGIES

- CosT OPTIMIZATION INITIATIVES: REDUCE OPERATIONAL COSTS BY CONSOLIDATING REDUNDANT PROCESSES AND LEVERAGING
DIGITAL AUTOMATION, HELPING COUNTERACT DECLINING MARGINS.

- Focus oN Core MARKETS: LIMIT EXPOSURE TO HIGH-RISK REGIONS OR MARKETS WITH UNSTABLE REGULATORY
ENVIRONMENTS, FOCUSING ON MALAYSIA AND STABLE ASEAN ECONOMIES.

- REGULATORY COMPLIANCE UPGRADES: INVEST PROACTIVELY IN COMPLIANCE SYSTEMS TO AVOID PENALTIES AND
REPUTATIONAL DAMAGE FROM REGULATORY LAPSES AMID TIGHTENING POLICIES.

CONCLUDING INSIGHTS

MAYBANK’S JOURNEY AS MALAYSIA’S LEADING BANK IS MARKED BY NOTABLE STRENGTHS ROOTED IN ITS EXTENSIVE NETWORK,
TECHNOLOGICAL INVESTMENTS, AND DIVERSIFIED OFFERINGS. HO\WEVER, THE BANK FACES CHALLENGES STEMMING FROM LEGACY
SYSTEMS, OPERATIONAL COMPLEXITY, AND THE DISRUPTIVE FORCES OF FINTECH AND DIGITAL BANKING. THROUGH DILIGENT
VALUE CHAIN ANALYSIS, IT IS EVIDENT THAT MAYBANK’S ABILITY TO INNOVATE, STREAMLINE OPERATIONS, AND ADAPT
REGIONALLY WILL DETERMINE ITS SUSTAINED SUCCESS.

THE TOWS ANALYSIS UNDERSCORES THE IMPORTANCE OF LEVERAGING EXISTING STRENGTHS TO CAPITALIZE ON REGIONAL AND
TECHNOLOGICAL OPPORTUNITIES, WHILE PROACTIVELY ADDRESSING WEAKNESSES AND EXTERNAL THREATS. STRATEGIC
INITIATIVES SUCH AS DIGITAL MODERNIZATION, REGIONAL EXPANSION, AND CUSTOMER-CENTRIC INNOVATIONS WILL BE PIVOTAL
IN MAINTAINING MAYBANK’S COMPETITIVE EDGE.

IN AN ERA WHERE FINANCIAL SERVICES ARE RAPIDLY TRANSFORMING, MAYBANK’S AGILITY AND STRATEGIC FORESIGHT WILL BE

CRUCIAL. BY ALIGNING INTERNAL CAPABILITIES WITH EXTERNAL MARKET DYNAMICS, MAYBANK CAN CONTINUE TO THRIVE AS
MALAYSIA’S BANKING STALWART AND A FORMIDABLE REGIONAL PLAYER.
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