
Process-Centric Culture in a Large Financial Institution

USE CASE: DIGITAL TWIN OF AN ORGANIZATION



The Company is a large financial institution which provides a range of banking services including 
consumer, business and institutional banking and wealth management services. They also 
engage in financial services, including lending, deposit taking, payments services, investment 
portfolio management and advice, superannuation and funds management, insurance services, 
leasing finance, general finance, interest rate risk management and foreign exchange services. 
They employ over 30,000 people.

BACKGROUND

“The Holocentric platform is flexible 
and allowed us to build the library 

the way we need it – we incorporated 
our approach to change and have the 
option to expand further into other 

domains of the business, for example, 
information architecture, systems 
architecture, strategy execution, 
project and business outcomes”
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The Company lacked an enterprise-wide 
view of their change initiatives.  Limited 
standardisation and an absence of links to the 
underlying business requirements resulted in 
inefficiencies across projects and an inability to 
identify derived benefits.  A lack of visibility of 
where initiatives touched the operating model 
was resulting in projects claiming each other’s 
benefits and significant cost implications 
through uncoordinated efforts. 

To gain control of the situation and standardise 
a project’s targeted outcomes, a process 
mapping tool was introduced with over 
100,000 process maps created.  Instead of 
helping the cause, this resulted in only 5% 
being useable and the Company struggled to 
identify how they all connected holistically. In 
effect, this program added to the complexity 
the Company was facing.

 

Following this failed attempt to introduce 
control, a definitive list of challenges evolved to 
accurately understand the overall issue.  These 
challenges were:

• Reducing the cost of change through 
simplification, standardisation and reuse

• Increasing company agility through re-use 
and reducing the time for implementation 
by developing a design led approach to 
projects, enterprise capability roadmaps and 
domain blueprints

• Enabling an embedded, integrated process-
centric culture that would deliver a process 
eco-system, clear process ownership and 
governance

• Improved value from investments through 
enterprise operating models, common 
business designs, embedding business 
architecture capability, project benefits 
protected throughout lifecycle, identification 
of synergies and opportunities for re-use

THE ISSUE

“It makes investment decisions more effective 
and transparent. We can easily assess if a 

change program has met the expected quality 
standards. We can ensure that projects have 
considered its impacts on all aspects of the 

business”
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A project Team was created and tasked with addressing the challenges by:

To execute its mission, the Team needed to facilitate the creation of a common business operating 
model across the enterprise – a model that contains not just process and responsibilities, but glues 
them to other components of the business including documents, risks, controls, business rules, 
systems and regulatory obligations facilitate the sharing, monitoring and reuse of operating models 
for improvement and Business Transformation.

A TEAM CHALLENGE
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Reducing the cost of change:

• Directing focus on the portfolio and project delivery lifecycle

• Reducing rework and duplication of effort

• Increasing the speed and quality of change from design through to 
implementation

• Enabling the maintenance of accurate and up-to-date current state operating 
models

Increasing Company agility by:

•  Enabling the visualisation and traceability of people, process and technology to 
facilitate the design of target operating models

•  Improving the speed, depth and accuracy of business analysis at all levels 
through standardisation and quality control

•  Improving the speed and quality of decisions by enabling effective communication 
of complex environments and the impact of changes on existing risks, controls 
and regulatory obligations

•  Identifying opportunities to simplify



The Company engaged Holocentric to deploy 
their Business Management System as a Digital 
Twin of the Organisation (DTO) delivering a 
process-centric operating model with extensions 
to support the creation of a process-centric 
library with extensions to support several 
complementary architectural dimensions 
including: 

The DTO enables the Company businesses to 
communicate procedures, risks and controls, 
and to perform continuous improvement. It also 
delivers Transformation Programs that have 
reduced risk and increased chances of success as:

• It guides programs through the enterprise 
project execution framework and to meet the 
enterprise quality standards

• It allows them to visualise and build towards 
the target state more effectively

• It helps them to consider impacts of change 
on not just technology, but also people, risks 
and compliance

• It is effective in transitioning the business from 
current to target state

They reduced costs by reusing current state 
models in the business and models duplicated in 
other programs.

Technology

THE SOLUTION
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Business 
Requirements

Information people Regulation

Operational Risk

Process mining analysis techniques and tools can be used 
to understand the actual behaviour and performance of 
business processes

Design business 
improvements and their 
impacts on people, 
processes and systems  
- simulate the future

Monitor performance 
against KPI’s using 
digital intelligence



The DTO helped the Company comply with 
new FATCA regulations across its local 
and international businesses. By creating a 
baseline future state model and then reusing 
and tailoring it for each of their locations, they 
were able to reduce the cost of complying 
with new regulation, while still meeting the 
specific operational needs of each of the many 
businesses. The future state model also allowed 
them to create training and guidance to facilitate 
the change transition.

They embarked on a program of work to 
document their existing onshore and offshore 
processes in order to facilitate communication, 
training and to identify areas for optimisation. 
By working in the DTO, they identified areas of 
the business that were previously thought to 
be unrelated, but are in fact interdependent or 
duplicate.

SPECIFIC BENEFITS

“The DTO is successful because it provides a 
holistic framework to manage knowledge and 
change – it incorporates all of the necessary 

business components (e.g. process, technology, 
risk and compliance) that people need to consider 
in order to reach the right outcomes and provide 

value to our customers”
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There has been and will continue to be 
challenges for the Company as they bring 
together siloed parts of the organisation to 
work together, increase awareness of the need 
for business architecture, commit to building 
a common business operating model and 
increase the skill level of practitioners (process & 
business analysts) to build high quality models.

However, the Company is optimistic about 
the future of its DTO as it provides a strong 
foundation to build a process centric culture 
and improve the communication of complex 

business models and increase workforce 
engagement.  The Company plans to merge 
the operating model with information and 
technology architecture, enabling detailed 
understanding of connections between 
operational processes, enterprise applications 
and information.

The Company has established a strong 
partnership with Holocentric and continues to 
develop the DTO to meet its strategic needs.

THE FUTURE

CONCLUSION

The Company resoundingly believes their Digital Twin of the Organisation 
(DTO) and Holocentric’s enabling Business Management System have 
been a success. The result is enhanced visibility of interrelated project 
deliverables and a reduction in project costs where duplicate effort is 
identified. Increased agility and improved value from investments through 
re-use, reducing time to implementation via a design-led approach, 
enterprise capability roadmaps and domain blueprints.
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We are here to help organisations improve performance. 

We recognise that to improve performance, organisations must understand 
how people, process and technology come together to satisfy client 
needs, meet regulatory obligations and achieve business outcomes. 

To implement and sustain change, organisations must not only define it, 
they must embed the change into the DNA of the organisation, so that it is 
fully implemented and effective.

The DNA of an organisation makes it unique. It defines what you do and 
why you do it, aligning strategy to execution to help people achieve.

People need to be empowered and engaged to be effective, with a natural 
thirst for knowledge and high performance. 

We appreciate different perspectives. The world isn’t flat, yet without 
collaboration and communication, one individual can only see as far 
as their own horizon.


