
BY KENNY CHEE

T HE DBS systems-break-
down debacle last month,
which crippled its con-

sumer-banking services for
hours, left many customers reel-
ing and also feeling that a per-
sonal touch was lacking in the
handling of the matter.

Furthermore, the Monetary
Authority of Singapore (MAS)
on Wednesday censured the
bank and said that it expected
DBS “to take steps to improve
its customer-communication
process and ensure timely com-
munication with stakeholders
with immediate effect”.

Looking at the sequence of
events might shed light on why
MAS made such a statement.

The ATM, credit-card and
Nets payment and online-bank-
ing services broke down as a re-
sult of an incorrect procedure
that was repeatedly applied by
DBS’ vendor, IBM.

At 3am on July 5, DBS was
informed and both parties tried
to remedy the problem. It was
only from 6.30am that DBS be-
gan to communicate the prob-
lem to its staff. By then, com-
plaints were streaming in and
netizens began to gripe.

DBS set up a Twitter account
to inform customers about the
disruption, with the first tweet

appearing at 9.21am.
That night, DBS chief execu-

tive Piyush Gupta said that the
bank regretted what had hap-
pened. He apologised the next
day in a statement and later said
that the bank could have raised
the alarm earlier among staff.

He said the bank took respon-
sibility and that the disruption
was due to an error on IBM’s
part in a routine exercise.

Several things appeared to
have gone wrong, compared
against best practices advocated
by public-relations firms.

Ms Grace Zhou, managing di-
rector of GraceZhou Public Rela-
tions, said that possible inter-
nal-communication issues could

have prevented DBS from being
more proactive about communi-
cating information on the service
disruption to customers.

“DBS should have come for-
ward to take more responsibility
then for the breakdown. The
bank should let people know
that it is sincere about address-
ing the issue,” she said.

Mr Adrian Heng, the honor-
ary secretary for the Institute of
Public Relations of Singapore,
said that many firms fail to real-
ise that it is necessary to build
up goodwill with their custom-
ers before a crisis happens.

“If they successfully build a
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MR BILL Gates and MrWarren
Buffett think that fellow Ameri-
can billionaires should donate
most of their vast fortunes to
charity – and they revealed on
Wednesday that 40 are set to do
just that.

“Forty of the wealthiest fami-
lies and individuals in the US
have committed to returning
the majority of their wealth to
charitable causes,” said a state-
ment released by The Giving
Pledge (www.givingpledge.org).

The Giving Pledge, an-
nounced just six weeks ago, is
the brainchild of Microsoft mo-
gul Gates and investment guru
Buffett, who want to convince
the richest people in the country
to give 50 per cent or more of
their fortune to charity.

As of Wednesday, the group
included CNN founder Ted
Turner, New York Mayor
Michael Bloomberg, Oracle
co-founder Larry Ellison and
Hollywood director George Lu-
cas, as well as Mr Buffett and
Mr Gates.

Mr Buffett said they simply
started working their way
through Forbes magazine’s list
of 400 US billionaires who, be-
tween them, have an estimated
net worth of US$1.2 trillion
(S$1.6 trillion).

“We probably called some-
where between 70 and 80 peo-
ple on the Forbes list. It was a
very soft sell, but 40 signed up,”
the chief executive of invest-
ment firm Berkshire Hathaway
told reporters in a conference
call. “We’ve made a terrific
start.”

The idea is to squeeze moral-
ly, not legally, binding pledges
from the super wealthy. There
will be no group decisions on
how money is spent or when.

Instead, club members are to
set an example by funding phi-
lanthropic pet projects, such as
health, education and the arts –
and preferably sooner rather
than later.

“You don’t have to wait to die
to give it away,” said Mr Bloom-
berg, a media entrepreneur and
major philanthropist, whose
worth is estimated by Forbes at
US$18 billion.

“It never made a lot of sense
to me why you’d want to change
the world for the better and not
be around to see it,” he added.

Almost everyone on the list
are self-made tycoons, such as
Mr Bloomberg, and are worth
about US$1 billion, or far more.

A few represent longer-
established fortunes, including
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TECH MAGNATE: Microsoft
founder Bill Gates, 54.

BILLIONAIRES’
CHARITY CLUB

MISSING FROM
LIST: SOROS
Investor George
Soros, who has a
reported net worth
of US$14 billion
(S$18.9 billion), is
among some notable
absentees from the
Giving Pledge list.

MEDIA MOGUL: CNN
founder Ted Turner, 71.

FUND BOSS: Soros Fund Ma-
nagement chief George Soros, 79.

INVESTOR: Berkshire Hath-
away CEO Warren Buffett, 79.

FILM PRODUCER: Lucasfilm
founder George Lucas, 66.
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DBS crisis management: What
happened to personal touch?
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