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BANK LOBBY / FRONT HALL
POSITION OUTSOURCING 

The Assignment
Our client is a provincial bank operating in the increasing sophisticated banking sector.   
Banking customers have increasing expectation for high-quality customer service, which 
has resulted in many of the state owned and provincial banks to consider their lobby operations 
as an essential element in their client attraction and retention strategy.    As the first point of 
contact for customers, the lobby team plays an important role in making a strong first impression.    
The lobby is the first point of contact which tends to leave a lasting impression with customers.  
Given the scope of inquiries, the employees need to be well versed in the full range of bank 
products and the staff members require extensive training.  The bank also had well established   
However the breadth and scope of the lobby positions, makes them hard to define, and for 
bank employees, the positions are not highly regarded or well compensated, so experience 
high staff turnover and are difficult attract qualified talent.  

The Solution
LeaderHR organised a specialised project team to determine the bank’s operating model 
and processes.   The project team worked closely with the bank to map the scope of service 
for the lobby team and responsibilities of each different role.  They then established the 
specific job duties and performance requirements.  The jobs were then aligned with the 
banks internal management and evaluation system.   Working with its well established 
talent pool and recruitment channels, LeaderHR was able to attract sufficient talent to staff 
the various bank lobbies.   Using the banks existing service standards, core values and 
training tools as a base, LeaderHR prepared a comprehensive training package tailored to 
the specific lobby roles, the training was then rolled out across the network.  A performance 
assessment system was implemented to ensure a high service quality was maintained. 

The Result
The outsourced solution provided a stable and consistently training team of professionals 
operating in all the Bank’s lobbies.  With a strong customer centric service being offered by 
the lobby teams, the bank was able to work on upgrading their service offering with a focus 
on maximising client satisfaction.  More effective service being given in the lobby lead to an 
increase in the efficiency in the window / teller service and an over increase in customer 
satisfaction.  
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