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Abstract

It is not easy to identify the real low performers amo ngst all
banking branch offices. The truth is often hidden, an d the
Involved branch managers have a lot of perfectly fitte d
explanations.

With the purpose of identifying the real low perform ers, branch
offices were benchmarked within different important a reas.
During the identifying process, the lowest ranked branc h offices
were picked out for a thorough analysis with the purpo se to find
the reasons behind the low performance.

The core reason for identifying low performers is to he Ip the
Involved managers and employees to improve performance by
utilizing benchmarking with high performers.
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Background, scope and processes
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Background/Scope

Large profitability differences between household branches and
branch offices identified based on existing manageme nt
reporting and Balanced Scorecard.

A part of the Lean- and Future Branch processes in Norde a

Needs for improved profitability amongst the low perform ers
"decided” in Nordic Banking Norway executive managem ent.

A total process decided in Nordic Banking Norway exec utive
management to:

— Identify low performer candidates by using existing benchmarking of Key
Performance Indicators (KPI's) and Performing Indic  ators (PI's)

— Analyse root reasons for low performance
— Initiate actions for improved performance
— Follow up on decided and agreed initiatives
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Different processes

Responsible:

ldentify low performers through benchmarking

Management decision — who are low performers

Find root reasons for low performance

Action plan — moving from low performance

Follow up on action plans
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Updated benchmarking — new low performers?
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Management

Business Support

Branch Managers

Planning & Control

Business Support

Planning & Control
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Nordic Banking Norway
Household distribution
through:

— 124 Banking offices
— Netbank

— Contact centre
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What is a low performer?

When aiming for increased
profitability, a wish is that all
branches and banking offices
perform better than average.....!!

The definition of a low performer
IS more or less a “floating”
definition. The lowest 25%
performers are in low performer
selection. AVERAGE PERFORMERS (50%)

During the identification process
Initial average performers can be

moved down and initial low LOW PERFORMERS (25%)
performers can be moved up.
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Method for selecting Low Performers
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Method for selecting Low Performers

Number of defined Low Performers was set to 25% of the total
number of branches in each Regional Bank (at thattim e three
Regional Banks in Norway)

Derived from the rank/score of several KPIl and Pls

Based on the assumption that the present BSC reflec  t the real
underlying drivers for performance

The final pick of Low Performers was decided inthe e  xecutive
management group for each Regional Bank
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Ranking based on KPIs and Pls

Activity — customer meetings

Sales — gross sales of volumes weighted with earnings
Product use — product range amongst customers

Financials — excl. elements the units have little in  fluence on
Customers — share of Gold customers

Volumes/balances — business volumes per man-year

Resources — share of customer responsible appointments
(man-year)

Manual transactions — efficiency (transactions per Te ller)
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Example: Customers — share of Gold customers

Gold customers  |prPBA |pr FTE Bhare of PBA Rank Gold customers PrPBA [Pr FTE Bhare of PBA Rank
Banking office J T 680 264 39 % 1 Banking office AA 355 203 57 % 24
Banking office D 550 | 275 50 % 2 Banking office | 350 | 210 60 %| 25
Banking office AB 548 219 40 % 3 Banking office AL 340 204 60 %| 26
Banking office A 535 398 74 % 4 Banking office V. 335 201 60 %| 27
Banking office O 530 212 40 % 5 Banking office A A\/G | 304 152 50 %| 28
Banking office 4 490 218 44 % 6 Banking office A— 301 198 66 % 29
Banking office j FIIGH | 488 | 203 60 % 7 Banking office L 299 | 179 60 %| 30
ga” ::!”9 Olf]f!ce ‘éV gg 22 i‘; 2;0 g Banking office AN 207 | 148 50 %| 31
anxing ortice 0 Banking office AK 286 172 60 %| 32
322 t:zg 22::22 g j;‘i ;g‘; g; 2;0 i‘i Bankingofficez | 283 151 53 %| 33
0 : 3 A
Banking officeH Y| 420| 212 50 %| 12 Banking office AJ 2821 193 68 %) 34
Banking office F | | a19| 230 s700] 13|  |Banking office M 27 185 67 %) 35
Ban king office N 412 | 161 0% 14 EEIINITE) G e > 2621 161 62 %| 36
Ing ottl Banking office AF 260 192 74 % 37
Banking office Y 411 168 41 % 15
Banking office | a1 | 274 67 %| 16 Banking office Luglyeiyya 223 | 134 60 %] 38
: —~ 1 AVG Banking office 222 180 81%| 39
Banking office | 394 262 67 % 17 ) 9 )
- s 0 Banking office AD 217 163 75 % 40
Banking office G 388 228 59 % 18 : :
Banking office AC 385 | 217 56 %| 19 Banking office AQ 2151 143 67 % 41
Ban klng office K 381 201 53 % 20 Ban klng office AP 186 118 63 % 42
Banking office Al 367 188 51%| 21 Banking office AG 164 109 67 %] 43
Banking office S 362 217 60 % 22 Banking office AR 23 11 50 % 44
Banking office AE 359 180 50 % 23 Banking office AS 19 13 67 % 45
PBA Personal Bank Advisor
FTE Full Time Employee
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Ranking summary from P&C
Product | Finan- | Cust- | Vol- |Resour- | Manual
KPI/PI Activity PBales use cial Jomers Jumes | ces trans. |Score Rank
Banking office A 30 4 1 10 4 1 3 4 57 1
Banking office B 25 12 3 5 16 3 6 6 76 2
Banking office C 22 10 8 2 10 5 15 7 79 3
Banking office D 14 1 12 11 2 4 33 30 107 4
Banking office E 4 16 28 21 17 12 6 5 109 5
Banking office F 19 3 18 4 13 10 27 15 109 6
Banking office G 6 20 5 7 18 23 25 20 124 7
Banking office H 42 2 2 1 12 2 32 45 138 8
Banking office | 26 26 9 13 25 15 16 9 139 9
Banking office J 1 6 23 25 1 7 45 31 139 10
Banking office K 9 17 10 8 20 9 30 37 140 11
Banking office L 2 38 11 12 30 8 16 29 146 12
Banking office M 33 7 7 14 35 32 6 13 147 13
Banking office N 7 19 21 27 14 16 44 18 166 14
Banking office O 12 11 17 16 5 25 42 39 167 15
Banking office P 3 13 34 32 36 34 14 1 167 16
Banking office Q 10 27 15 31 11 19 24 33 170 17
Banking office R 18 21 6 24 9 18 39 38 173 18
Banking office S 29 29 35 3 22 17 16 28 179 19
Banking office T 39 22 31 19 39 29 1 2 182 20
Banking office U 24 8 20 20 38 37 16 20 183 21
Banking office V 13 15 39 35 27 30 16 12 187 22
Banking office W 38 18 24 36 8 13 33 19 189 23

HIGH

AVG
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Ranking summary from P&C
Product | Finan- | Cust- | Vol- JResour- | Manual

KPI/PI Activity Pales use cial |omers|umes | ces trans. |[Score Rank

Banking office X 40 34 43 15 7 20 16 14 189 24
Banking office Y 8 5 26 40 15 27 41 34 196 25
Banking office Z 17 25 19 23 33 6 29 44 196 26
Banking office AA 23 28 4 28 24 24 26 40 197 27
Banking office AB 20 23 29 33 3 22 42 27 199 28
Banking office AC 37 30 32 18 19 21 28 17 202 29
Banking office AD 31 33 27 26 40 40 2 3 202 30
Banking office AE 36 32 25 6 23 11 33 41 207 31
Banking office AF 34 41 13 29 37 35 4 20 213 32
Banking office AG 32 14 14 41 43 43 6 20| 213 33
Banking office AH 28 9 33 34 29 28 12 42 215 34
Banking office Al 44 31 22 9 21 14 31 43 215 35
Banking office AJ 35 39 40 22 34 33 5 11 219 36
Banking office AK 21 40 30 37 32 38 16 10 224 37
Banking office AL 43 43 42 17 26 36 16 8 231 38
Banking office AM 16 36 37 30 6 31 40 36 232 39
Banking office AN 15 35 16 38 Sl 41 33 32 241 40
Banking office AO 5 42 38 43 28 26 33 35 250 41
Banking office AP 27 37 36 39 42 42 13 16 252 42
Banking office AQ 45 24 41 42 41 39 6 20 258 43
Banking office AR 11 45 45 44 44 45 33 20 287 44
Banking office AS 41 44 44 45 45 44 6 20 289 45

> | AVG

g o
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Final pick of Low Performers for further
analysis and actions

The first phase analysis was presented for the executi ve
management group for each Regional Bank

Discussions, much related to how the list matched th e
managers own assessments.

Final list was decided
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Final list after executive management decision

Product | Finan- | Cust- | Vol- |Resour- | Manual

KPI/PI Activity Pales use cial Jomers jumes | ces trans. |Score Rank

Banking office P 3 13 34 32 36 34 14 1 167 16
Banking office W 38 18 24 36 8 13 33 19 189 23
Banking office Z 17 25 19 23 33 6 29 44 196 26
Banking office AD 31 33 27 26 40 40 2 3 202 30
Banking office AE 36 32 25 6 23 11 33 41 207 31
Banking office AH 28 9 33 34 29 28 12 42 215 34
Banking office Al 44 31 22 9 21 14 31 43 215 35
Banking office AJ 35 39 40 22 34 33 5 11 219 36
Banking office AM 16 36 37 30 6 31 40 36 232 39
Banking office AP 27 37 36 39 42 42 13 16 252 42

Other defined low performers (from P&C) removed due to:

— Already initiated process due to low performance or local management
changes

— New established Branch/Banking offices (< 3 yearso  Id)

New defined low performers (not identified by P&C) at the list due
— Big changes in performance

— Specific challenges
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Further process towards identified Low
Performers

Further analysis resulting in separate reports for the c hosen
units

Step 1 — support to local management and needed initi  atives
and actions

Evaluation/Follow-up

Step 2 - consequences
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Further analysis in the chosen units

On site studies and interviews

Collection of additional data for a more thorough ana lysis
— Local market information
— Customer satisfaction surveys (existing)
— Employee satisfaction surveys (existing)
— Employee competence

— Work methods and organisation compared with standar ds in Future
Branch 1)

Findings presented in separate report for as-is situati on

DA common Nordic programme for new standards and met hods for the work in Bank offices
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“Step 17 initiatives

Based on as-is a number of initiatives are suggested to reach a
wanted “Future state”

“Future state” is mutually agreed goals between local and

central management for where the unit should be withi n1l1-2
years
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Evaluation and Follow-up

Evaluation is based on an update of the benchmark re  port,
which identified suggested Low Performers in the firs t phase

Further actions and other consequences based on the o utcome
of the evaluation
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Summary and Learning Points
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Thank you.

Edvard Klev & Eivind Alergd
Nordea



