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!��Value Driver Capability CSF Alignment Level 1 Level 2 Level 3 Level 4

Capture and Reuse IP
Access to trusted experts / /
Protect intellectual assets
Synergistic work
Consensus and Decisions
Communication of timely and relevant information /
Sense and Repond /
Authoritative Source of Information
Information Digitization /
Point-of-Interest Computing
Leveraging CommunitiesPartnering

Intellectual Asset 
Capitalization

Innovation and 
Transformation

Leveraging Communities
Managing Relations

Workflow Digitization /
Process Orchestration
Information Orchestration
Governance & Compliance
Reporting and Analysis
Cost/Benefit Measurement
Change Tracking
Auditing
Managing Expertise
Just in Time Training /

Partnering

Planning and 
Delivery 

Excellence

Agile Human 
Capital
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Cluster Capability CSF Alignment Level 1 Level 2 Level 3 Level 4

E-Mail � �
Instant Messaging � �
Voice � �
Unified Messaging � �
Broadcasting (Audio/Video) � �
Conferencing (Audio/Video/Web) � � � �
Calendaring � � �
Tracking � � �
Notification � �
Routing � �
Content Store � �

Communication

Coordination

Content Store � �
Publishing � �
Indexing � �
Delivery � � �
Archiving � �
Authoring / �
Transformation � � �
Approval Workflow � �
Collaborative Decision Making � �
Discovery / �
Presence � �
Search � �
Personal portals / �

Content 
Management

Information 
Creation

Information 
Access
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Process Smart Multi-Channel Customer Forms

Process Description
Customers access online forms but have no access to assistance should they require it.

Most Important Collaborative 
Capability Groups Find and Leverage Trusted Experts, Managing Relations, Workflow Digitisation

Summary of Primary Collaborative 
Capability Requirements Basic Standardised Rationalised Dynamic

Find & Leverage Trusted Experts x x

Managing Relations x x

Workflow Digitisation x x

Summary of Current Situation
Customer applications may not be completed due to an inability to complete a form online. This 
may result in a lost opportunity or drive customers to more expensive channels.

Summary of Desired Situation

Allow greater process flexibility through the use of multichannel smart forms. This allows the 
customer to fill in a form on the web either partially or completely and allow representatives in the 
branch, call centre, or mobile bankers to access that form and support it’s completion. The 
customer experience should be further enhanced by providing the ability to build presence 
awareness and access to expertise into the various forms.

Value and Key Performance 
Indicator

•Enhanced Customer Engagement
•Increased Cross Sell

Workflow Digitisation x x
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Process Smart Forms for Product Bundling

Process Description Enhanced Cross Selling is desirable and product bundles are a method of achieving this. Processes for the 
delivery of products are still separate with separate applications required for each.

Most Important Collaborative 
Capability Groups Information Digitisation, Workflow Digitisation, Process Orchestration

Summary of Primary Capability
Requirements Basic Standardised Rationalised Dynamic

Information Digitisation x x

Workflow Digitisation x x

Process Orchestration x x

Summary of Current Situation
Process inefficiency, information duplication and re entry are the norm for completion of a Product Bundle 
the application process. This degrades the customer experience and lowers the productivity of staff. 

Summary of Desired Situation

Utilise Smart Forms to rationalise and reuse the information required to complete the process of a product 
bundle. Enhance the workflow to enable scanning of hardcopy supporting documentation electronically in 
the branch and support the decomposition of the process to deliver information and scanned supporting 
information to each sub process electronically and without the need for bag delivery to a central 
processing facility.

Value and Key Performance Indicator

•Enhanced Customer Engagement
•Increased Cross Sell
•Improved Close Rates
•Compressed Process Cycle Times
•Improved AML compliance
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