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About Standard Bank

is one of the four major banks operating out 

of South Africa.

is the largest of the four by Asset Value 

(Rm1,296,819) and Earnings (Rm14,150).

was established in 1862 and is currently147 

years old.

is one of the most recognised brand names 

in South Africa.

is a public company listed on the 

Johannesburg Stock Exchange (JSE).

is 20% owned by the largest bank in the 

world, International Commercial Bank of 

China (ICBC).

Standard Bank ... 

* figures as at Dec 2008.
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Where we are in the world

is represented in 17 countries on the African Continent (with over 6000 

points of representation), and in 21 countries abroad.

employs around 50,000 people world wide, of which 34,944 are based in 

South Africa.

Standard Bank ... 

* figures as at Dec 2008.
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Personal and Business Banking

Personal and Business Banking provides 

banking and other financial services to individual 

customers and small to medium sized 

enterprises in South Africa, the rest of Africa, and 

Argentina. 

PBB contributes around 34% of the Standard 

Bank Group’s earnings.

The centralised Operations area consists of just 

under 5000 people, and is responsible for all 

aspects of operations within Personal and 

Business Banking.

A Performance Measurement Capability within 

Business Operations is responsible for the 

measurement of people and process.

Standard 

Bank

Personal & 

Business Banking

Business 

Operations

Performance 

Measurement
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The journey of SUE

The challenges we faced in Business 

Operations in 2005.

What we did to address them.

The tools that supported our solution.

Where we are today.

Questions.

This presentation will cover the following :
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The challenges we faced ...

In 2005 we faced major challenges in 

the way we ran our operations.

Silo based and product centric operations.

Massive duplication.

No single view of customer.

Large number of processes.

Processes that catered for exceptions.

Poor measurement systems.

Excessive error, rework and waste.

Checkers checked the checkers.
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Things needed to change …

So we looked for companies that were doing it right ...

... and challenged our own thinking at the time; that Banking 

and Manufacturing were two very different industries.

http://www.standardbank.co.za/


In spite of the sceptics …

http://www.standardbank.co.za/


We embarked on a journey.

White Belt training.

Yellow Belt training.

Green Belt training.

Black Belt training.

http://www.standardbank.co.za/


2005 yielded fantastic results …

Six Sigma initiatives realised hard 

savings of close to R60 million

but we faced a new set of challenges

• No common process repository

• No version control

• No standards

• Little governance

• Poor measurement systems

and we were getting stale …

http://www.standardbank.co.za/


So when traction started slipping …

Simplicity … Urgency … Excellence

… we branded and re-launched the beast!

http://www.standardbank.co.za/


… we went back to basics …

Standards

Process Mapping.

Scorecard Building.

User Management.

Governance

Infrastructure.

Development.

Testing.

Production.

Change Control.

Enterprise

Architecture

Measurement

Framework.

Methodology.

Definitions.

Standards.

Behaviour.

http://www.standardbank.co.za/


… and found a tool …

Implemented in Personal & Business Banking Operations as part of an 

Integrated Performance Management pilot project (2007/2008).

http://www.standardbank.co.za/


Process Guide

Level Function 3 – click through to Level 4 Process. Level 4 Process – click through to Level 5 Activity. 

Level 5 Activity – click through to Level 6 Work Instruction. Level 6 Work Instruction. 

http://www.standardbank.co.za/


Scorecard

Business Operations C@PS Documents . Alignment of Purpose, Mission, 

Vision and Values to Success Factors and Objectives.

http://www.standardbank.co.za/


Scorecard

Kaplan and Norton style Balanced Scorecards implemented down to all 

management levels.

http://www.standardbank.co.za/


Scorecard

Summarised Dashboards of Key Performance Measures .

http://www.standardbank.co.za/


Scorecard

RAG status of all measures showing actual values, targets, scores and 

banding table information on a single view.

http://www.standardbank.co.za/


Scorecard

Drill down functionality into additional detail, with interlinked scorecards 

across multiple models.

http://www.standardbank.co.za/


Again, the results were great …

Six Sigma initiatives in the Operations 

space banked hard savings of over R90 

million in 2006, R130 million in 2007, 

and R158 million in 2008. 

Processes.
Mapped to a standard.

Stored centrally.

Visible to the users.

Performance Measures.
Aligned to Objectives.

Realistic and Achievable.

Talked about daily.

http://www.standardbank.co.za/


To cut a long story short …

WBI

Import

System Design

Publishing

Interface

Cost Perform

Process Guide

Balanced Scorecard

FactViewApproved by Enterprise Architecture, but not yet implemented.

Existing Process Tools.

QPR Portal

L1 – L5 Process.

Work Instructions.

Collaboration.

Document Management.

COMMON

STANDARD

HYBRID

MODEL

http://www.standardbank.co.za/


to keep the enthusiasm going …

Simplicity … Urgency … Excellence

… we re-branded and re-launched a second time!

http://www.standardbank.co.za/


Questions …

Questions

http://www.standardbank.co.za/

