
Work Management Model 

In one of the sample processes, the FTE requirement was 
calculated using work driver approach and input volume was 
equated to work driver volume. FTE requirement using this 
methodology helped release capacity to the tune of 13%. 

The potential yield across offshore processes was in a range 
of 15 to 30%. 

 

 

 

 

 

The Client is a European Banking Giant. It is one of 

the largest investment banks. 
 

The Situation 

Until now banking industry was more concerned in 
getting the dollar savings by outsourcing; productivity 
and transformation were the natural enhancements to 
that thought. As times move on, the question which the 
business head would be asked is - where he would like to 
spend the investment dollars on the table to ensure that 
when new products come along or capacity needs to be 
enhanced due to volumes? 
 
Client processes transitioned from onshore are currently 
outsourced based on ‘rule-of-thumb’, particularly in the 
area of resource allocation. Most probably than not, the 
ratio of outsourced to onshore Full Time Employee (FTE) 
is 1.2:1 or 1:1. An example of ‘rule-of-thumb’ used for 
FTE requirement calculation is the fact that historically 
increase/decrease in headcount has been linear to the 
volume trend. This has resulted in abrasions on the 
desired utilization levels of resources.  
 

The model was deployed across more than 105 sub 
processes, spanning more than 2000 work drivers across 
securities, derivatives, specialized processing group (SPG) 
and data management businesses of the investment bank. 

The Solution 

Wipro helped the client to develop work management 
model for all the offshore processes. Wipro team adopted 
a capacity model exercise based on work drivers 
(dependent on technical platforms, organizational 
structure and product line / geography) and attempted to 
emerge with dependencies which led to increasing people 
in an outsourced model or intervening technically to 
improve the technical spend. 
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The Benefits 

Workforce panning and management: Provides an accurate 
mechanism to balance work demand and assignment of 
resource. Initially this can only be done retrospectively but with 
information provided at process level and real-time intra-day 
workforce management will be possible. 
Managing staffing and budgets: Provides an objective, agreed 
and accurate measure of staffing, volumes, and productivity for 
review and forecasting 
Supporting business case development for projects: Increases 
understanding of what input factors are driving outputs – 
increases accuracy of estimate of business benefits – leading to 
improved ROI through better project selection. Allow “what-if” 
scenario analysis. 
Tracking and validating business benefits: Allows accurate 
tracking of before and after process performance against 
targeted metrics at project level. This will apply at project level  
but at incremental process execution 
Supporting continuous improvement: Identifies process 
improvement opportunities through identification of processes 
that report consistently high utilisation and volume spikes and 
high levels of variance. 

The work driver capacity model provides unique 
opportunities of resource right sizing in the 
exception management world. It provides an 
approach which can be utilized when projecting 
future work load, especially in an environment 
where there is little information available on 
how capacity requirements will change with 
changes to input. It allows a more scientific way 
to assess whether the outsourcer can actually 
give the kind of savings offered rather than put 
the bank operations at risk and blindly push the 
FTE count down. 


