
MANAGING THE  
COMPLEXITY OF HYBRID: 

3 imperatives  
for managers in 
the future of service 
operations



F inancial institutions are emerging from a turbulent time 
of change to find a new world of work replacing the 
traditional on-site, in-branch operations of the past.  
Any role employees can perform virtually is shifting to the 

cloud, fragmenting and sometimes completely relocating teams into 
a virtual environment. Even banks and financial services institutions 
that are calling employees back on-site are extending work-from-
home initiatives and it’s clear that hybrid work is here to stay.

While banking executives have been clear that they prefer their 
workforce on-site four or five days per week, hybrid work offers 
employees welcomed flexibility. This brings new challenges to 
managers as they struggle to balance the demands of their bosses 
and their direct reports. If banks don’t address this divide, they stand 
to lose employees, become less productive, and see morale wane 
among workers.

This change comes as financial institutions become more complex 
and transparent, and are pressed to operate faster, with fewer errors 
and lower costs. 

“The world of operations has seen profound structural changes, 

including the complexity and expectations of both customers and 
individuals inside the organisation,” said Richard Jeffery, chief 
executive officer at ActiveOps. “Managers who rely on physical 
presence to manage and motivate can’t magically manage  
remotely, but they also can’t ignore the powerful engagement and 
productivity benefits that remote work brings to many employees 
in banking operations.”

“Managers are under a ton of pressure 
right now. If organisations don’t think 
about how to retain and support 
managers, then, unfortunately, 
managers are going to leave — and the 
consequences of high manager turnover 
are significant and complicated.”

JANE LAMBERT  
APAC General Manager at ActiveOps
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https://www.spglobal.com/marketintelligence/en/news-insights/latest-news-headlines/us-banks-close-200-branches-open-101-in-may-64946686
https://www.forbes.com/sites/jackkelly/2021/08/04/wall-street-banks-that-demanded-workers-to-return-to-their-offices-may-have-to-change-their-plans-due-to-delta-variant/?sh=6a7299b87356
https://www.forbes.com/sites/jackkelly/2021/08/04/wall-street-banks-that-demanded-workers-to-return-to-their-offices-may-have-to-change-their-plans-due-to-delta-variant/?sh=6a7299b87356
https://www.bloomberg.com/news/articles/2021-05-04/bank-bosses-want-a-return-to-office-underlings-aren-t-so-sure


Adjusting to this new reality won’t happen overnight. But improving 
the data and information managers use to make decisions is 
a critical component for doing so successfully, wherever their 
employees are based. Financial institutions can achieve this by 
embracing management process automation (MPA), which enables 
them to collect valuable workforce performance data to support 
managers in navigating the divide and empowering them to be 
leaders today and in the digital future.

Here are three ways MPA allows financial institutions to 
support their managers where it really counts: 

What is Management 
Process Automation 
(MPA)? 

Management process automation, or MPA, does 
exactly what its name implies – it automates 
various management processes. Just as robotic 
automation is saving time and increasing 
efficiency in operations, MPA reduces the 
burden on managers of gathering and analysing 
information, and helps them use that data to make 
better decisions. The result? Managers operate 
more efficiently and effectively.
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Banks and financial services companies 
that move quickly to support their 
managers in the new world of work have 
strong potential for success, including: 

• Improving productivity.

•  Retaining in-demand talent who
understand the company culture.

•  Avoiding burnout — for managers
and employees.



BENEFIT  NO.  1

MPA provides data that sharpens operational 
management decisions enterprise-wide  
During times of disruption, the foundations of certainty and safety  
can crumble unless carefully maintained. Companies need MPA 
to support managers with systems, processes and data that raise 
performance and, in turn, reduce the stress and pressure on managers 
themselves. Without data to help them understand how they’re  
tracking, managers are essentially “driving down a road in the fog,”  
said Jane Lambert, APAC general manager at ActiveOps. 

“An organisation that can provide consistency in language, deliverables, 
tools and processes empowers its managers to see ahead clearly and 
with confidence,” Lambert said. “And with tools that automate data 
collection, managers can improve their forecasting and make better 
decisions, removing the uncertainty from their planning process.” 

Using MPA, institutional data becomes …

•  Forward-looking, allowing institutions to forecast and plan
appropriately, with confidence in the data.

•  Precise, allowing institutions to make optimisation decisions and
move work and capacity across complex supply chains in real time.

•  Consistent, allowing institutions to optimise capacity and
work across centers and geographies using the same ratios,
calculations and measures for productivity and use.

For example, when managers have tools that give them the data they 
need to monitor staff performance and productivity, they can more 
easily collaborate with one another and loan out resources without 
fearing they’ll put themselves in a bad position. In one case, a manager 
may feel better about lending out their most productive staff member to 
another department when the data shows the time period is likely to be 
relatively quiet for them.
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“Workplace stress is a massive issue 
for all organisations, preventing them 
from reaching their full potential. 
Managers are well-positioned to  
remove stress and uncertainty from  
the work environment.”

RICHARD JEFFERY  
Chief Executive Officer, ActiveOps  



BENEFIT  NO.  2

MPA enables consistent, 
high-caliber management 
from all leaders
All too often, companies leave it to managers to develop their 
skills and to manage the way they think is best. While this allows 
some managers to thrive, it introduces an imbalance of work and 
capacity across the organisation. When managers use their own 
methodologies, they hinder collaboration. The resulting  
performance variability and additional friction wastes as much  
as 16% to 22% of time paid.

Consistency in performance is especially critical as managers 
contribute remotely and across different teams or departments. 
In silos, it’s normal for processes and systems to vary by location. 
But the modern enterprise must exploit and leverage capabilities, 
capacity and technologies across wider supply chains. To do so, 
institutions must upgrade the systems managers use to organise  
and orchestrate their work and resources.  
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“Software doesn’t manage people; 
people manage people. The 
software provides the platform and 
tools to make it possible.”

RICHARD JEFFERY  
Chief Executive Officer, ActiveOps  



Formalising development and training in professional operations 
management gives managers the frameworks and tools they  
need to navigate the many new situations that come up during  
periods of disruption. With MPA, they can implement a digital solution 
that ensures the process is automated where it can be, is efficient  
where it can’t be automated and — perhaps most importantly — is 
actually followed.

“Managers may have the most accountability to the most people  
within the organisation,” Lambert said. “They are not only  
responsible for delivering against cost, quality and service, but they  
also have customer outcomes and staff to manage. Treating their role as 
a formal business process — one they document and standardise across 
all departments — removes the pressure on individual managers to do it 
all themselves.”

By providing structure, institutions can make the process larger than 
the preferences or capabilities of individual managers. This makes 
enterprises more robust, more performance-driven and better equips 
them to adapt to changing priorities and pressures.
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“Many of the tools a manager relies  
on to understand their team’s status in 
normal circumstances, like impromptu 
conversations, body language and 
moods throughout the day, simply 
don’t have a video equivalent. Data 
fills the gap in the flow of information 
so managers can identify important 
moments for conversations when they 
otherwise might be flying blind.” 

STUART PUGH  
Chief Customer Officer at ActiveOps



BENEFIT  NO.  3 

MPA cultivates the management skills and  
operations culture needed for true optimisation

Managers play a key role in engaging employees and preventing 
voluntary turnover. But if managers are to have any effect, they must 
build a baseline relationship and sense of connection with employees 
and support them in meaningful ways. For example, a Culture Amp 
survey evaluated nearly 150,000 managers with over 2.5 million 
employee ratings across 2,700 companies and found three key  
factors that would make a direct report more likely to talk with their 
manager if they were considering whether to leave the company:

• Showing a genuine interest in their career.

• Providing regular feedback on how they’re performing.

• Genuinely caring about their well-being.

However, in financial services, many managers move into  
management because of success in a technical or specialist role. 
For that reason, they receive very little formal training, coaching or 
upskilling to prepare them to build communication and trust with 
employees. This missing context represents significant potential  
value for managers and their organisation. 

Companies can use MPA to fill this gap. Deploying MPA requires that 
managers buy into promotion as the "way-of-managing" and that the 
organisation’s culture embraces sharing skills and resources. 
Managers in organisations that use MPA receive the necessary 
coaching and development opportunities to achieve their full potential 
as effective, inspirational leaders, with the support of accreditation and 
benchmarks against which they can measure their growth and 
potential.  

“Our data shows a strong link between 
managerial effectiveness and team 
performance. Effective managers can 
inspire people to contribute above and 
beyond the contractual relationship,  
and it’s these voluntary contributions 
that lead to good ideas, innovation and 
long-term commitment.”

STUART PUGH  
Chief Customer Officer at ActiveOps
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CONCLUSION 

Empower managers to  
bring an end to uncertainty
Financial services and banking institutions are working hard to 
continue to deliver outcomes for customers, including a seamless digital 
experience and high-quality customer service resolutions. As the 
financial services landscape continues to evolve, the method of 
developing and often delivering those outcomes must also change. The 
more insight financial institutions can have into how and where the work 
is being done, the better — for managers, employees, executives and 
customers alike. 

Fortunately, the solution is already here. The last few years has seen 
tremendous upheaval, yet these recent times might just provide the 
ultimate push of digital transformation for the new world of work, 
allowing order to come out of chaos. More resilient managers will 
support a stronger workforce, driving deeper employee engagement 
and attachment to the institution. The result is a more agile and 
productive workforce in a world where we can’t know what’s coming 
next. 

“The digital transformation journey is not just about the data you 
collect — it’s about the confidence you have in the data you collect,” 
Jeffery said. “True insight into your operational data means the end of 
uncertainty for your managers and your organisation as a whole.”
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ActiveOps helps organisations turn operational 
management from a guessing game into a  
game-changing source of efficiency and value. Our 
workforce optimisation software and the Active 
Operations Management (AOM) Method – provide  
real-time employee productivity and workforce 
management technologies for a 360° view of your 
operations – both digital and human.  

With more than 20 years’ experience managing complex 
operations in labor- and knowledge-intensive industries 
such as banking and insurance, ActiveOps enables 
managers to transform productivity, secure employee 
wellbeing, and create a platform for confident, constant 
transformation and market leadership. 

A Management  
Process Automation 
Software Company

LEARN MORE

https://activeops.com/lp/mpa.html

