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General Approach

Our operational excellence approach in trust operation 
is based on the following five levels:

Common Terminology helps to establish a com-��
mon view on the existing processes

Transparent processes are a prerequisite for consis-��
tent measurability

Process ownership steers the output of processes ��
across different organisational units

Alignment of processes leverages identified pro-��
cess improvement potentials

Process improvement aims to establish a process ��
for strategic process innovations

Trust advisory and operations have to deliver an excellent offering to their demanding clients. Faced with expo-
sure to different legal systems, broad variety of involved parties and complex trust products on one hand and 
missing transparency on processes, different policies and procedures on the other hand, trust operations must 
meet many challenges.

Arthur D. Little has developed methods to optimise and improve the Trust operations and therefore to increase 
efficiency and effectiveness.
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Our operational excellence approach will be adapted to 
your specific situation by the following 4 steps:

1. Event Analysis

The Event Analysis identifies core processes via analy-
sis of frequency and time effort. It determines which 
processes have to be reviewed more closely and gives 
inputs for further analysis.

2. Process Review

The Process Review gives an overall understanding of 
processes and identifies possible improvement 
potentials.

Process architecture��

Differences in process execution��

Redesign documentation to a single format��

Centralization / Decentralization��

System Requirements��

3. Stakeholder Analysis

The Stakeholder Analysis identifies the biggest gaps to 
customer needs and therefore gives an overview of 
improvement areas.

4. Improvement Actions / New Operating Model

The Stakeholder Analysis is followed by a definition of 
concrete Improvement Actions. Quick wins are real-
ized immediately. Bigger improvement actions are 

partly integrated in a new operating model which 
describes the new organisation for trust processes.

Figure 1: Different levels of operational excellence
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Different levels of Operational Excellence

In order to achieve ideal operations on a global level, different degrees of process orientation / 
process maturation are to be achieved

1 Operational Excellence in Trust Operations – Different levels of Operational Excellence

 Establish a common terminology on processes and activities 
 Establish common denomination of processes and events

 Make processes transparent, comparable and measurable
 Establish common understanding of what processes are

 Establish global process ownership to measure and steer the process
 Identify improvement potential and drive integration across different organizational units

 Summarize similar functions in one organizational unit in order to leverage potential economies of scale
and to further enable mutual learning

 Implement major process improvements, set base for system implementation

 Establish a culture and a process for continuous improvement and process management such as TQM,
Six Sigma, etc

 Establish a process for strategic process innovations
 Implement best practices and regularly benchmark processes
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Figure 3: Stakeholder Analysis
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Your expected benefits

The described application resulted in the following ben-
efits at other companies:

Process improvements through elimination of red-��
undancies and interfaces

Tools for continuous improvement processes��

Risk objectives and implementations of mitigation ��
procedures in processes

Increase in efficiency and therefore customer ��
satisfaction
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Ideal Operating Model for Trust NB Process

3 Findings NB Trust – Ideal operating model for Trust NB Process
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Figure 2: New Operating Model
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About Arthur D. Little

Arthur D. Little, founded in 1886, is a global leader in 
management consultancy; linking strategy, innovation 
and technology with deep industry knowledge. We 
offer our clients sustainable solutions to their most 
complex business problems. Arthur D. Little has a col-
laborative client engagement style, exceptional people 
and a firm-wide commitment to quality and integrity. 
The firm has over 30 offices worldwide. With its part-
ners Altran Technologies and Cambridge Consultants 
Ltd, Arthur D. Little has access to a network of over 
16,000 professionals. Arthur D. Little is proud to serve 
many of the Fortune 100 companies globally, in addi-
tion to many other leading firms and public sector 
organisations. For further information please visit 
www.adl.com
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Our Experts

Are you interested in our competencies and experi-
ences? Please contact:
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