Achieving sustainable
transformational change for
the business and customer.



“The definition of
insanity is doing
the same thing over

and over again and
expecting a different
outcome”




IN THIS SESSION

> Lessons in achieving sustainable change
> Gaining buy in: staff, management, customers

> Techniques to improve market share
and customer satisfaction



“When a management
team with a reputation for
results tackles a business
with a reputation for

bad economics, it’s the
reputation of the business
that remains intact”
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Burning platform
Pace, agility, tenacity
and BIG KAHUNA'S
Clear vision

End game approach

Leader-led
The right people




Clear rationale for change...

Business performance

Culture change

Business growth

“Be really clear” about the need for change




CASE STUDY:

NZ POST A BURNING PLATFORM

> Unprofitable Retail offer

> A “channel” trying to be a “business”
> Confusing product range

> Staff capability

> Ineffective franchise model

> Cross organisational challenges
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“Brightest and best people” only

Operational Front-line from day 1
Choose the right methodology

Consider placement & no "BAU”
Invite stakeholders into the camp

Revolution needs constraints




THE PROCESS

> Create red & blue teams

> Subversive role

> Always have alternatives to preferred strategy
> The "What if"...create a clear counter factual

> “Fail fast”...mistakes will happen



> Pace & agility

> Creativity, test, learn, retest
> 80/20 is better than 100%

> Quick results build credibility

> Not everyone’'s opinion is equal!
> Brand it!

> Urgency, urgency, urgency...




PREFERRED STRATEGY

Simple is not always best but best is always simple
Must be constantly evaluated

Must be owned & communicated by the CEQO

Don't develop competing business plans

Don't re-litigate
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Get to know your stakeholders intimately



Deliver accessible
exemplary sales and
service to our custormers
- a paradigm shift in 13
experience

Take control of
our future - make
bold choices to reduce
distribution costs by
$20m over 3 years
without reducing
access

Be a great place
to work - offer our
staff a substantially

improved career path
and better working
environment

Operate a sustainable,
flexible, high performing
channel - that can better

support our current and

emerging needs

Give New Zealanders
the bank network
they want - and realise
an $86m revenue
upside by 2015

Radically simplify
product and service
experiences for
customers - use smart
technology and reduce
cost and complexity
in our business

Support the
culture change in our
organisation - a new way
of delivering great
group projects



Research shows 60%-80%
of change projects fail to
deliver & 30% leave the
organisation in a worse
state than it was prior to
the change!

“The road to hell
1s paved with good
intentions”
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Define Customer Value
Data, Data, DATA!

Clear & Simple
Propositions

Test, and retest

Brand and message




Define Target areas
Focus on process and tech

Refine Op Model
on customer

Critical measures
Feedback

Map customer journey
- new state

Integrate disparate
businesses




SPRINT - RAPID TEST & LEARN

Format strategy
refinement

e

Format concept Rapid prototyping Trial planning & Trial format
development functional brief footprint design

Channel branding
strategy



PILOT IN MARKET

Paraparaumu




Optimisation and making incremental changes is
a viable strategic choice - but is often used to avoid
real transformation

Never allow the fundamentalists to run away with
the programme

Stakeholders don't have to agree with every strategic
element - but they do have to endorse it




Stakeholders need “information” and “decision-making”

forums with agenda’s and time-critical decisions flagged
— take absence as approval

Communication is no substitute for advocacy




BUSINESS TRANSFORMATION
= THE LESSONS




Right People

Leader-led and it's not a Democracy

Engage Stakeholders and Customers




Thanks for
listening.

Steve Ferguson
GENERAL MANAGER TRANSFORMATION & DELIVERY

X steve.ferguson@kiwibank.conz [ facebook.com/KiwibankNz Y @KiwibankNZ



	Slide Number 1
	Slide Number 2
	Slide Number 3
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Slide Number 20
	Slide Number 21
	Slide Number 22
	Slide Number 23
	Slide Number 24
	Slide Number 25
	Slide Number 26

