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Co-operative Bank of Kenya
smooths Microsoft 365 transition
with effective change management

Bl:?@ CO-OPERATIVE BANK

We are you

Co-operative Bank of Kenya Limited
was founded in 1965 and is listed on
the Nairobi Securities Exchange. They
provide personal and business banking
services to more than 9.8 million
customers and have KES 774.1 billion
in total assets. With more than 5,880
employees and over 210 branches

in Kenya, the bank has a nationwide
footprint and extensive reach in rural
and semi-urban areas.
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Since 1965, Co-operative Bank has been a trusted name in Kenya's
banking sector, offering a wide range of financial products for
individuals, companies and co-operatives.

Challenged by inflexible on-premises email, storage and
collaboration capabilities, they partnered with NTT DATA to adopt
Microsoft 365 as their platform of choice. Leveraging Microsoft
Teams, Exchange Online and SharePoint, they're now able to
seamlessly communicate and share documents.

The Microsoft 365 platform has also allowed them to improve
document versioning, reduce the need for on-premises storage,
and enhance the overall experience for both customers and
employees.
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We have enhanced our collaboration
capabilities and reduced our
on-premises storage demand.”

Kevin Judah
Head of Technology and Enterprise Systems, Co-operative Bank of Kenya
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Co-operative Bank of Kenya

Business need

Moving collaboration to the next level

As one of the leading banks in East Africa, Co-operative
Bank of Kenya prides themselves on delivering an
exceptional customer experience. To provide this they
needed to ensure that close on 6,000 employees,
across the country, can communicate effectively.

With collaboration being critical to the bank's
performance, they were looking for a solution
to enable teamwork irrespective of where their
employees were.

The bank was also looking to move from an on-
premises email solution to one that would resolve their
storage challenges and support their vision of greater
collaboration across the organization.

They also needed to maintain consistent document
versioning, ensuring that all their teams were working
on the same documents, eliminating the potential for
confusion and duplication of work.

With these requirements front of mind, they decided to
move to Microsoft 365 and partnered with us to enable
a smooth transition and efficient change management.

Solution

Delivering a comprehensive change-
management process

The move from a fragmented collaboration and
document-sharing environment to Microsoft 365 was
instrumental in enabling the bank to support remote
working when this became a necessity during the
COVID-19 pandemic.

At the start of the process, they identified effective
change management as being critical to success of
the project. Working together, we developed a change-
management process focused on three key areas:
awareness, desire and knowledge.
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Building awareness required a combined effort from both
teams to make all employees aware of the migration and
the impact it would have on their day-to-day work.

The endorsement of Co-operative Bank's executive team
was critical to establishing the importance of the initiative
to the future of the organization.

Once the awareness stage had kicked off, we worked
closely together to showcase the capabilities of the new
platforms so that teams would be enthusiastic about
using them and incorporating them into their workflows.
The executive team immediately embraced the platform,
moving all briefings to Microsoft Teams, and the human
resources team used Teams as a key communication tool
around COVID-19.

We also created different scenarios for each department
to further showcase the benefits that the migration
would deliver.

The final step in the process was ensuring effective
knowledge transfer to Co-operative Bank’s teams.
Working closely with their change and project
management teams, we held several sessions to enable
all employees to take full advantage of the tools they now
had at their disposal.

In addition, we deployed Microsoft Teams Direct Routing
to enable the customer care team to handle customer
queries while their team members worked remotely.
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Co-operative Bank of Kenya

Outcomes

Rapid and widespread adoption

With access to a full suite of collaboration and communication tools, Co-operative Bank could accelerate their digital
transformation journey and take advantage of the features and capabilities of cloud-based solutions.

Effective collaboration, anywhere

With the move to a cloud-based collaboration solution, employees are now able to securely connect to their
colleagues and find information, whether they're in the office, at home or on the road. The rapid update of
Microsoft 365 across the organization opened the door to greater teamwork and innovation.

Greater IT efficiency

Leveraging the power of Microsoft 365 has enabled Co-operative Bank’s IT teams to focus on core IT systems,
reducing the need to maintain and support their collaboration environment and the infrastructure that was
previously required.

A new standard for meetings

Microsoft Teams saw significant adoption, with the vast majority of employees being quick to use it as their primary
meeting tool. This has allowed them to expand the reach of their teams, including colleagues from across the country
in the decision-making process.

Visit nttdata.com to learn more.

NTT DATA is a $30+ billion business and technology services leader in Al and digital

infrastructure. We accelerate client success and positively impact society through

responsible innovation. As a Global Top Employer, we have experts in more than

70 countries. NTT DATA is part of NTT Group. @ NTTDQATtAa
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