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Creating efficiencies by driving consistency across a 
bank’s African operations
By partnering with BSG, a leading South African retail bank could significantly enhance 
their customer experience by establishing a single-view target operating model (TOM) 
for their home loans business across Africa. 

Improving customer 
experience through 

the creation of a 
single-view TOM for 

the African home loans 
operations of a South 

African retail bank.

• Consistent and improved 
efficiencies across their African 
home loans business, to assist in 
driving the strategy to unify global 
operations

• A single-view TOM to integrate and 
transform current operations for 
home loans across Africa

• A partner to define, develop and 
execute the TOM

• Standardise processes, products 
and channels to drive an enhanced 
customer experience

• Develop a single-view regional TOM 
to allow for functional alignment 
between the bank’s African 
operations and its global head office 

• Rationalise and collapse management 
spans and layers (where necessary), 
while pursuing right-shoring and 
consolidation opportunities

• Standardisation of processes, 
products and channels leading to 
improved turnaround times and 
increased transactional volumes

• Reduction of waste from 
unnecessary management spans 
and layers

• Improved governance and controls 
resulting in reduced losses 
associated with fraud

BS
G

20
16

A0
90



© BSG 2016. All rights reserved. www.bsg.co.za

  Engagement Overview

As part of a strategy to unify its global operations, the client needed to move to 
a single-view TOM for its African home loans operations. BSG was mandated to 
lead and manage the change programme, including managing the interface with 
other consulting partners. Acting as a single point of contact for the bank, BSG 
could liaise with various consulting partners to ensure the development and 
implementation of an optimised TOM.

  Solution

In order to enhance their customer experience, the bank determined they needed 
an optimised TOM for the home loans business. BSG finalised the TOM updates, 
aligning the optimised TOM to the business case created for home loans; with the 
project team using the services model versus the interactions view as a lens to 
review the optimised TOM.

Partnering with a third party to validate and complete the design of the optimised 
TOM and undertake delivery of the detailed analytical requirements, BSG also 
defined an execution roadmap and supported the transition to operational status, 
including the transfer of knowledge to the bank’s people in key roles. 

With specific reference to the home loans environment, BSG’s approach provided 
a service to Pan-African countries via Shared Services, by allowing processing to 
occur in one geographic location i.e. South Africa. 
Leveraging current efficiencies in the South African environment, BSG was able 
to design a TOM that led to improved turnaround times and volumes in terms 
of application processing and improved governance and controls – leading to a 
reduction in losses caused by fraudulent activity. 

BSG recommended systems and processes be standardised across the African 
region for a more consistent customer experience. Additionally, the staff 
complement in South Africa was increased to handle the additional volumes, with 
a platform created to allow for home loans processing to happen in the region.

  BSG making a difference

By designing and implementing a TOM to facilitate improvements in operational 
efficiencies, such as a reduction in turnaround times and an increase in 
transactional volumes, BSG ensured the client was able to deliver an improved 
experience to its customers. The implementation of the single-view, region-wide 
TOM also resulted in improved governance and controls, which in turn led to a 
reduction in losses caused by fraudulent activity.
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Jurie Schoeman – Chief Executive Officer
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