
The Challenge
Credit Suisse launched a process 
improvement initiative in its Private Banking 
operations in Zurich, Switzerland. The 
initiative, called “operational excellence,” 
or OE used Lean Sigma as the core 
methodology. Within two years, the success 
was so great that CEO Oswald Grübel 
mandated a companywide deployment of 
OE, to include Investment Banking, Asset 
Management and Shared Services.

Faced with the challenge of crossing 
global and divisional lines, Credit Suisse 
re-evaluated the approach it had used 
in Private Banking to ensure its global 
initiative was a success. To make the OE 
program scalable, Credit Suisse required a 
cost-effective solution that would allow it 
to develop more practitioners in less time 
and expand the reach of the OE philosophy 
throughout each of its business units. The 
critical success factor was in transforming 
OE into “business as usual” across the 
entire organization. 

The Solution
Credit Suisse partnered with BMGI to 
develop a financial services-specific hybrid 
learning solution, which combined eLearning 
modules and a new approach to classroom 
education. This new blended learning 
concept was designed to reduce time spent 
in the classroom, improve retention of key 
concepts and develop practitioners in a 
more cost-effective manner. The eLearning 
modules could also be leveraged to expand 
program awareness among bank employees 
across the globe.

Blended Learning
Working together, Credit Suisse and BMGI 
created a hybrid program that would 
maximize the use of classroom time 
and develop practical application skills. 
Basic concepts would be demonstrated 
through self-paced eLearning courses, 
while classroom time would be reserved 
for practical application, discussion of 
advanced topics and project mentoring.

Credit Suisse leveraged a combination 
of BMGI’s existing eCourses and custom-

developed content to create the suite of 
eLearning modules. BMGI’s team of project 
managers, instructional designers and 
program architects planned and configured 
the courses to deliver the content in an 
engaging, interactive way.

The resulting hybrid program is an 
educational experience that allows students 
to explore learning on their own while 
maintaining the structure of a traditional 
class. Schedules are provided to keep 
students on track between classroom 
sessions, and techniques such as quizzes and 
exercises ensure that learning is understood 
and retained. Instructors are able to 
use classroom time to discuss relevant 
application of the tools and assist students 
with their projects.

Results
Credit Suisse launched the first hybrid 
learning session just five months after the 
project began, and has developed almost 
200 practitioners using the new approach.

OE-expert candidates now spend only 
10 days in the classroom, focusing 
their efforts on application and project 
results. Relationships between master OE 
coaches and project leaders have improved 
dramatically, becoming more collaborative 
and creating a sustainable development 
program.

In addition, Credit Suisse has extended 
the OE program to reach deeper into the 
organization in a shorter timeframe. Using 
a subset of the eLearning courses, the OE 
team developed “OE at the Desktop,” which 
has delivered a consistent OE awareness 
message to 13,000 employees across the 
world.
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Problem Solved.

Summary
Industry

Financial Services

Annual Revenues
€67.5 Billion

Worldwide Employees 
44,800 

Program Goals
Expand the reach of Operational 
Excellence (OE) within the 
organization.

Develop expert problem solvers 
in a more effective manner, 
focusing on delivering business 
results.

Communicate the benefits of OE 
to employees in a cost-effective, 
interactive manner.

Create renewed excitement 
around the OE program.

What the Future Holds
With a revitalized program, Credit 
Suisse continues to develop more 
effective change agents across the 
company.

The awareness course has been 
delivered to retail outlets across 
the globe, and as the modules 
are translated into multiple 
languages, it will continue 
to reach a greater number of 
employees. 

Credit Suisse continues to 
leverage its investment to find 
new applications for its suite of 
eLearning courses.

Hybrid 
Program 
Results


