
Build on the field experience to identify and imple ment levers of 
operational efficiency for a national mortgage bank  

Financial institutions’ 
competitiveness remains a topical 
issue. 

Banks’ incomes are vulnerable 
assets due to the high volatility of 
interest margins and low commission 
rates. Moreover, with a significant rise of 
the level of risk and a regulation getting 
more and more strict, especially on 
equities, financial balances are 
destabilized.
In this context, our client decided to 
initiate a program of operational  
efficiency and simplification to address a 
voluntary redundancy plan, ambitious 
targets of production, and increase the 
overall client satisfaction level.  

A collaborative approach was 
launched in order to build on field 
experience. 

The project was conducted in a 
“LABORATOIRE” mode, boarding 165 

participants over a period of 5 months. 
The project scoping with members of 
the executive committee of the bank 
allowed to structure the work. Three 
types of workshops were conducted 
addressing complementary issues : 

- 69 workshops with  operational 
employees to find levers of efficiency 
and customer satisfaction

- 15 workshops with managers  to find 
levers of efficiency and assist them in 
supporting their colleagues in the 
experimentation 

- 4 workshops with executive directors 
deepening levers identified in 
previous workshops and finding more   
disruptive one.

Overall, 160 different levers were 
identified and 30% of them were tested 
on the field. Breakthrough ideas were 
investigated with expert from the head 
office. 

The collaborative approach allowed to 
extend a powerful momentum that 
spread beyond the 165 initial 
participants. 

At the end, 26 programs were structured 
and dedicated project teams identified 
to monitor the implementation. 

A transformation plan was built at 
the end of the project. 

In addition to the overall momentum 
generated during this project, a 3 years 
transformation plan was formalized to 
address the ambition of the bank in 
terms of productivity and customer 
satisfaction Finally, the 
“LABORATOIRE” spirit is now 
embedded within managerial practices. 


