
Problem
Lack of transparency, ownership and control of a 
cross-functional process

Solution
Designed and implemented a performance 
dashboard

Developed and optimized key performance
indicators

Result
Reduced process defects from 36 to 25 percent in 
the immediate term

Established end-to-end visibility and unprecedented 
coordination between departments

The Problem
The Private Banking division of a major European bank 
needed a framework for establishing transparency and 
ownership of its end-to-end mortgage process. In addition, 
the organization had realized that its performance was 
not aligned with business goals and customer satisfaction 
targets.

Knowing this, an improvement team was formed to generate 
an end-to-end process view of the mortgage business, 
with emphasis on the competencies required for meeting 
business needs and customer expectations.

The Solution
The bailiwick of the solution revolved around developing a 
performance dashboard with its associated Key Performance 
Indicators (KPIs). With this in place, the mortgage function 
could make its process manageable and controllable from 
end to end. The dashboard and KPIs also allowed the team 
to identify relevant internal and external metrics that could 
be improved via focused process changes.

Also, the new dashboard served as a problem-solving tool 
whereby different KPI settings could be simulated to show 
different cause-and-effect relationships in the value chain, 
ultimately showing how best to optimize the entire process. 

Finally the dashboard served a monitoring function 
displaying the performance of the mortgage process over 
time, comparing it to the expected performance and 
enabling corrective actions against deviations from targets. 
Such monitoring and corrective action established process 
ownership throughout the process from end to end.

Specifically, solution elements included:

The ability to drill down from the strategy to the process 
level.

The review and allocation of KPIs on a high level in four 
dashboard fields: market profile, financial performance, 
process quality performance, and risk. 

Visibility into the measurement details of each KPI 
down to the regional level, with defined traffic lights to 
determine major deviations.

Simulating different KPI settings (mortgage cases) to get 
optimized results.

The Results
The key immediate result from the new dashboard was the 
reduction of credit protocol change defects after the first 
approval, from 36 to 25 percent. More improvements are 
sure to soon follow.

Additionally:
All relevant KPIs are available on the manager’s desktop 
at a glance, allowing visible control of the process and 
the financial performances.

An end-to-end, multiple-department view of the process 
is available now for the first time, establishing excellent 
collaboration and coordination between these various 
divisions. 

The dashboard was implemented in just 10 weeks. 
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Problem Solved.
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