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ESTABLISHING AGILITY AT THE BANK

What we’ll talk about today:
• Typical challenges our client was facing

• Improvements they were looking to 
achieve

• Approaches we took to transform the 
business

• Aligning to the Agile journey taken by IT

• Enabling continued transformation

• Summary and final questions



THOUGHTWORKS

25 
years 41

offices

14 
countries

5000+
people

#1 in 
Agile CD

We are a group of passionate individuals and a software solutions leader with technology at our core. 
Over time we’ve grown to incorporate an experience design practice and organisational 

development capability to help our clients to build solutions loved by their customers, as well as 
helping to grow and exercise the organisational muscles that embed successful innovation. 

• Our mission is to better humanity through software and help drive the creation of a 
socially and economically just world. We bring together the most capable, driven 

and passionate people. We call ourselves “ThoughtWorkers”



THE DISCLAIMER

“This story is based on actual events. In certain cases 
incidents, characters and timelines have been changed 

for dramatic purposes. Certain characters may be 
composites, or entirely fictitious.”



ARRIVING AT THE BANK
A journey into the unknown



LARGE BANK

Global Systemically Important Bank (GSIB)

• Under increasing scrutiny from financial 
regulators

• Failing regulatory & compliance reporting 
systems

• Staff under ever-increasing stress

Initial “Discovery” identified a need for change 

• People, Process and Technology

People

Process

Technology



FIRST 6 WEEKS

High expectations, new people, new 
sector, new environment, new culture… !

• Learn fast and discover what we could 
actually achieve

Problems were resulting in: 

• €M discrepancies, with delayed reports

• Lots of overtime and unhappy staff

But, we found some root causes, facilitated 
their removal, and made a difference



WHAT CAME NEXT?

What we didn’t know was…  we were 
being tested!

We passed because “you’re not like 
other consultancies” 

• Invited to help in other areas

Our team needed to grow

• Trusted advisors and change 
agents



ALIGNING WITH ‘AGILE’ IT
Finding a collaborative approach



IT WERE ALREADY ON AN ‘AGILE’ JOURNEY

They had invested in: 

• Comprehensive method 
documentation 
OVER a working approach

Now they were demanding the 
business “just do it”

• No training, no context tailoring, 
forced collaboration, no 
continuous improvement, … 

As planned, it wasn’t going to work

Agile



AGILE HOPES AND FEARS

How did the 
business feel 
about this? 



START LIGHT, GET IT RIGHT

• We preferred to start with 
one business team

• Build their working 
relationship with IT

• Establish some 
fundamental practices

• Focus on collaboration



KEY APPROACHES

• Change Leaders 
– Joint Business and IT team

• Shared Training 
– One message for everyone

• Facilitated Agile Events 
– Establishing good habits

• Visual Planning 
– Kanban Change Board

• Transparent Working 
– Jira backlog and progress board



ACHIEVED OUTCOMES

Improved Collaboration 

Agreed prioritisation of 
solution changes

Much reduced “essential” 
guidance

Continuous Improvement

Regular solution releases And we had some fun! 



WAYS OF WORKING – THE JOURNEY

How do I request a change?1

Agile Target Operating Model
3

One Way of Working across all applications 
5

Journey continues with Coach Community
6

Initial Improvement Process2

New capabilities – Training & Coaching
4



BUSINESS 
TRANSFORMATION

Adopting an Agile mindset



A ROAD TOWARDS OPERATIONAL EXCELLENCE

Vision:  Enable internal change to empower, retain and develop 
workforce while improving efficiency and quality alongside 
operational stability

• Stop Firefighting

• Improve Data Quality

• Ensure Regulatory Compliance

• Agile Ways of Working

• Work / Life Balance

• Employee Satisfaction



INITIAL KICK-OFF WORKSHOP

2-day event

30 stakeholders

7 ThoughtWorkers



KICK-OFF WORKSHOP OUTCOMES

A collaboratively agreed vision with a clarified set 
of initiatives



APPROACHES KEY TO SUCCESS

Fresh Start Transparency Feedback

Workshops Visual 
Management

Continuous 
Improvement

Checkpoint

Showcases for every 
initiative

“Bells of success” 
board illustrated 
progress

Ensuring 
sustainability in ways 
of working

Retrospectives held 
regularly for all 
teams

Value driven mind-
set

Cross-team 
collaboration

Visualisation of work 
for transparency

A designated area 
for collaboration

Goals and aims: 
Aligning on a 
common vision

“Shoot for the moon” 
sessions

Agile Benefits and 
Concerns

Dependencies and 
expectations

Refresh



“BELLS OF SUCCESS BOARD”



EXAMPLE OUTCOME

22

Q4
• Unclear roles & 

responsibilities
• Technical 

issues
• Time pressure
• High stress 

levels

Q1
• Clear roles & 

responsibilities
• Technical 

problems 
solved

• Lots of time
• Low stress 

levels

Incident

Incident

Incident

Incident



AGILE ENABLERS
What we put in place to enable change



AGILE ENABLERS

• Empowerment

• Culture change

• SMART goals

• Transparency

• Visual ways of working

• Enabling through Pairing



COMMUNITIES

Coach 
Community

Retrospective 
Community

Lean Coffee

Step Change 
Initiatives



COLLABORATION HUB

26

BEFO
RE

A
FTER



COLLABORATION HUB
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Business 
Transformation 

Guide

Dependency 
Map

ThoughtWorks
Planning

“Bells of 
Success”

Transformation 
Initiatives

IT Agile 
Alignment

Transformation 
Planning



OUTCOMES
What changed? 



IN THE CLIENT’S OWN WORDS… 

You changed 
the way we think

Business and IT 
are talking and aligned

We now deliver end-2-end 
with an Agile team

We’ve an enabled 
coach community

Provided reusable 
processes and techniques

Created a 
Retrospective culture

Initiatives are goal-driven
with clear KPIs

Our visual planning is 
seen as “inspirational”

We have started to 
break down the silos

We now know how to use PostIts!



SUMMARY

• We enabled a cultural change across business and IT

• Lean and Agile practices are key to their new-found success

• “I’ve never learned and developed so much whilst working 
with consultants before!”

• Questions? 



THANK YOU!
Dee Wauchope - @DeeWauchope

Julian Holmes - @JulianHolmes


