Case Study

g2 Business Services
Hillington Park Innovation Centre
| Ainslie Road

Glasgow

G52 4RU

WEB-BASED PERFORMANCE MANAGEMENT SOFTWARE

http:/lwww.g2bs.com/

TEL: 0141 585 6482
FAX: 0141 585 6301

The Royal Bank of Scotland

The Royal Bank of Scotland Group is one of the world’s leading
financial services providers and one of the oldest banks in the UK.
Following the takeover of National Westminster Bank in 2000, the
Group has continued to grow its business around the globe and, in
addition to its strong UK presence, it has offices in Europe, the USA
and Asia. By the end of 2002, it was the second largest bank in Europe
and the fifth largest in the world by market capitalisation.

In the UK the Royal Bank’s branch network spans the nation
and boasts a pedigree of great variety and distinction. Its history is
very much the history of banking in the British Isles over the past four
centuries, as the Royal Bank can trace its roots back to the sixteenth
century through the amalgamation of more than 200 private and
joint stock banks which comprise its past and present constituents.

Business Need - The Excel Headache

The complex RBS property portfolio (circa 3,300 buildings) was being
measured using spreadsheets for multiple locations & services and a
more integrated solution was sought. We wanted to get the
performance analysts, analysing not compiling data and we needed
real time data retrieval, trending and comparison capabilities to
improve our understanding and to guide both operational and
improvement activities with comprehensive reporting and faster
communication.

We wanted to better understand how different components
in this complex structure correlated and of course we wanted to
determine value in service levels to RBS.

Solution

g2-Metrix® Performance Management Solution. A secure hosted
web-based application that is customised to suit the end user. With
online access and the ability to input data from multiple sources and
at different user levels g2-Metrix® was deployed to complement the
g2BS approach to performance management.

g2-Metrix® was developed to remove the costly
administrative burden with a view to using precious human resource
time on performance analysis with the technology taking care of the
data collection, calculations and reporting. Through g2-Metrix® a
web-based software platform now exists which is focused on FM
performance management to help manage FM both operationally
and strategically working towards understanding the value in service
levels to an organisation. The reporting suite offers live and historic
information which feeds Automated Service Reports and Exception
Reports. Action Email capability allows faster response to real issues
from the application itself.
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Results

The administrative burden has been greatly reduced and our
resources can now focus on performance. There is improved visibility
and sharing of information with added functionality of trending,
benchmarking and comparison. We are better able to manage
exceptions and to correlate different components. There is much
better Flexibility within our team and we are facilitating a real culture
change within RBS.

In a more tangible sense we have saved time and cost,
reduced risk in the operation and improved motivation across our
team and the stakeholders in this strategic process. The most
important aspect of this approach is that it is self funding.

Customer Testimonial
“Our perception: Its simple to use very relevant and does what it says
on the tin!”

- Alan Green, RBS Group Property



