Advisory

Natsuko Hara

At a glance

A global retail bank with over 4,500 branches
in 60+ countries transferred its Tech
Function into a central Hub structure and a
third party Service Provider. Objective:
Enhance security, innovation and operational
efficiency. The Organizational Change
Management (OCM) approach included a
tech-enabled strategy, ensuring minimal
disruption, high adoption, and a smooth shift

to a governance-based Tech operating model.

Key characteristics

People centric OCM approach with
tech-/Al-eabled tools to foster
adhoc and global communication.
Enhance Change Leadership
capabilities of leaders for sustaina-
ble success post transformation.

XLA

Experience Level Agreement
to measure sentiments and
Change Readiness

DAT

Digital Adoption Tools to
simplify trainings with
reduced efforts
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OCM CASE STUDY

Global Tech Transformation

CHALLENGES v

The decentralized Tech operations led to inconsistent service quality,
rising costs, and limited scalability across global branches. Internal Tech
teams faced role uncertainty as infrastructure transitioned to a vendor-
led setup and SRE-based delivery model. Role ambiguity, cultural shifts,
ways of working and loss of purpose and belonging were key themes.

OCM APPROACH v

The OCM strategy focused on three parts: (1) Overarching OCM, (2)
OCM for the Tech organization and (3) OCM for the Retail Bank
branches. Critical success factors included three main components:

Activate Tech and
Business Leadership as
proactive Change

Role-based training
and enablement at
point of relevance to
enhance performance

Intelligent adhoc
communication for
multilingual, multi-
Leads cultural audience

BENEFITS v

Benefit One

Minimal disruption to core Banking operations. Seamless
change execution across 4,500+ branches with zero
downtime to customer-facing services.

Benefit Two

High adoption and role clarity. Internal Tech and Business
teams transitioned confidently into governance-focused roles,
supported by targeted enablement and digital tools.

Benefit Three

Sustained performance through behavioral change. Adoption-
focused KPlIs, sentiment tracking, reinforced learning ensured
long-term sustainable success and continuous improvement.



