@ Standard Bank

ase study

V1

V4




@ Standard Bank

9
.

® ® 0 O

About Standard Bank

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 currentlyl47
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).

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

Standard Bank ...

G IS represented in 17 countries on the African Continent (with over 6000
points of representation), and in 21 countries abroad.

G employs around 50,000 people world wide, of which 34,944 are based in
South Africa.

* figures as at Dec 2008.
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Personal and Business Banking

G Personal and Business Banking provides
banking and other financial services to individual

customers and small to medium sized Standard
enterprises in South Africa, the rest of Africa, and Bank
Argentina. !

G PBB contributes around 34% of the Standard I
Bank Group’s earnings. Business Banking

G The centralised Operations area consists of just
under 5000 people, and is responsible for all

: s Business
aspects of operations within Personal and Operations
Business Banking. :

G A Performance Measurement Capability within
Business Operations is responsible for the Performance
Measurement

measurement of people and process.
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The journey of SU

This presentation will cover the following : /' ’
y
G The challenges we faced in Business ’
Operations in 2005.
G What we did to address them. ‘
G The tools that supported our solution. ]
G Where we are today. /
G Questions.
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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.

99299990

Checkers checked the checkers.
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Things needed to change ...

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

RS

BOEFING® TOYOTA

CAT' SM

.. and challenged our own thinking at the time; that Banking
and Manufacturing were two very different industries.

M

MOTOROLA
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() Standard Bank In spite of the sceptics ...
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We embarked on a journey.

Green Belt training.

Black Belt training.
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@Standard Bank 2005 yielded fantastic results ...

,‘r'

;3'

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 ...

... we branded and re-launched the beast!

Simplicity ... Urgency ... Excellence
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... we went back to basics ...

N R
Standards Governance
Process Mapping. Infrastructure.
Scorecard Building. Development.
User Management. Testing.
_ Y, Production.
Change Control.
N J
- h X
N
: Framework.
Entgrprlse Methodology.
Architecture Definitions.
Standards.
Behaviour.

- J
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QPR

Quality. Processes. Results.

Implemented in Personal & Business Banking Operations as part of an
Integrated Performance Management pilot project (2007/2008).
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Standard Bank

Scorecard

QPR Portal - Gaydon, John J (A138416) - Microsoft Internet Explorer provided by Standard Bank
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[ Model ] @ Business Operations - 2009

Branch Operations
Business Process Manager
Cash Services

Change Management
Channel Development
Finance

Fraud Risk & Loss Manage
Human Resources
Integrated Processing
Procurement & Logistics M
Specialised Shared Service
Template

b Scorecards

-

| Mavigator  Analysis ' Reports

[ «-Back ][ Print ] [ Bookmark ][ Add to Basket ][ Actions ]

Measures

External CEBS

Supplier Satisfaction
Survey

Business Partner
vey

Heart Beat
Management System
Audit

Invocom / Production
meeting Audit
Individual 360
Employment Equity
Six Sigma Training

Role related /
competence Training

POW Project Delivery
6 Sigma Project
Delivery

Lean Engagement
Project

Operating Model
Project

Risk Management
Framework

Unit Integrate the
BankRoll Ups
+Staff Costs
*Recoverable Costs
*BEE Procspend

“Ops Cost to Income

Objectives 2009 Bus Ops C@PS

Focus on the Customer.

1. Achieve a consistent customer experience in conjunction with our
internal and external business partners in line with agreed
requirements.

2. Simplify tomeetagreed across

3. Improve customer data integrity within business rules atall data
capture points.

4. Interface with core customers and business pariners in support of
business partner initiatives.

Focus onour People

1. Create an environment where people;
*  Are competent, engaged and led with a clear purpose.
*  Feelvalued, respected andinvolved.
* Do meaningful work.
* Feelthattheir contributionis fairly measured, recognised
and rewarded.
* Trust Leadership.
*  Sfriveto continuously improve.
2. Successfully ransform.

Integrate the Bank

1. Plan, design, build and implement an integrated operations model
thatis aligned to agreed P & BB operating model
2. Buildasustainable, scaleable and transportable end-to-end
processing capability based on common components (where
appropriate) that will facilitate straight through processing,
standardisation and automation
Manage the operation according to Lean Manufacturing principles.
= Produce with zero defect
«  Create thinking People
+  Continuous improvement
4. Ensure implementation of Risk Management Framework.

w

Optimize Economic Profit,

Increase economic value added by.
- Decreasing Operational Risk (PBB - big Ops component)
- Deliveragainst Budget
- Reducing Fraud Losses
- Optimise Ops Cost — better Gost to Income Ratio.
Manage risk proactively.

P Actions

Success Factors
Focus on the Customer.

Having a distinctive customer value
propositionand applying a clear model for
retaining and growing life-time customers by
sustainably providing them with financial
services that make a real difference tothem.

Focus on our People.

Organisational design; Building instititiona
arrangements that inspire and enable
Standard Bankers. People; Havinga
compelling employee value proposition and
deploying, developing and retaininga
relevant pool of talent thatis inspired,
motivated and involved in enhancing and
delivering our customer centric strategy with
legitimate authority. Develop Standard
Bankers who deliver great results whilst
living the Vision and Values.
Transformation; Embeddngan innovative
culture that s responsive to and anticipates
change and transformation to optimise the
opportunityin the market and to make a real
difference tothe envirorment inwhichwe
operate

Integrate the bank.

Run the Bank: Aligning processes, systems,
distribution channels, technology, operationa
areas, risk management framework, risk
appetite, people and procuctsto ensure the
desired customer experience in a
sustainable way.

Transform the bank; Implementing the
chosen core banking system (SAP) and
having best in class systems and
standardised processes where scalability
andtransportabiltty are particular features.
Govemance: Followinga clear governance
model and structure that enables our
customer centric sirategy through disciplined
and mandated resource allocation,
monitoring and control

Optimise Economic Profit.

To maximise profit (adjusted for risk) ina
sustainable manner, through quality growth,
the effective utilisation of resources and
optimisation of costs.
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Values Purpose 2010

Serving our
Customers

x5

Growing our
People

Ui Bupn:

Working in
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|dwig

Delivering to
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Shareholder
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Being
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ELEl
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Respecting
eachother
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Upholding
the highest
levels of
integrity
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Integrated Performance Management

"-_-} Local inkranet

Business Operations C@PS Documents . Alignment of Purpose, Mission,
Vision and Values to Success Factors and Objectives.
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@ Standard Bank
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Kaplan and Norton style Balanced Scorecards implemented down to all

management levels.
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Summarised Dashboards of Key Performance Measures .
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RAG status of all measures showing actual values, targets, scores and
banding table information on a single view.
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Drill down functionality into additional detail, with interlinked scorecards
across multiple models.
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Again, the results were great ...

@ Standard Bank

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.
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To cut a long story short ...

Approved by Enterprise Architecture, but not yet implemented. FactView
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to keep the enthusiasm going ...

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

Simplicity ... Urgency ... Excellence
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