
 

 

The business environment is dynamic and ever changing.  A businesses operations processes (inputs, 
transformation processes and outputs) must therefore be contingent in order to respond to 
change.  The Australian finance industry is no different.  The operations processes of banks such as The 
Commonwealth Bank (CBA), National Australia Bank (NAB), Westpac as well as the Bank of Australia and 
New Zealand (ANZ) can be seen to be affected by a myriad of influences, most notably in recent times; 
technology, environmental sustainability corporate social responsibility and government policies.  In 
order for the Banks of Australia to thrive they must respond to these influences whilst meeting the 
needs of employees, investors, consumers and the environment by implementing strategies.  These 
include; technology, outsourcing, performance objectives, global factors, inventory management, and 
new product development.  Businesses in the finance industry must respond to these influences on the 
operations process to ensure they can obtain and sustain a competitive advantage in terms of price and 
quality. 

Technology continues to be a crucial element of the operations processes of Australian 
Banks.  Technology influences a business’ operations processes in terms of inputs, transformation 
processes and outputs.  One way technology impacts the bank’s inputs in through the ease of 
sequencing and scheduling using computer based scheduling software.  Moreover it impacts on outputs 
in terms of new services banks can provide.   Currently all Australian Banks use a level of existing 
technology in their outputs, internet banking and contactless payments (PayPass).  However another 
strategy used to manage technological advancements is by introducing leading edge technology, such as 
“Apple Pay”.  ANZ is the first of the Big Banks (CBA, NAB, ANZ, Westpac) to team with Apple and provide 
the service.  Apple Pay is a new level of contactless payments, consumers can use their Apple IPhone, or 
a Smartwatch to pay for purchases (ANZ Mobile Payments 2017).  ANZ can be seen to respond to this 
influence by implementing the strategy of new service design and development as well as technological 
advancements.  However technology delivers high set up costs, thus it may impact on financial and 
psychological costs as the business changes its operations processes to become more capital 
intensive.  Due to the speed of technological advancements “leading edge technology” will eventually 
become “existing technology” thus the banks will have to continually innovate and adapt to ensure the 
technological impacts do not cause their operations processes to become outdated. 

Furthermore a constant concern for businesses in all industries is that of environmental sustainability, it 
is a continuous task for managers to balance operations processes with practices that do not interfere 
with access to resources for future generations.  Environmental sustainability impacts on the banks 
operations processes through inputs, transformation processes and outputs.  An example of the impact 
on inputs is the need to use sustainable products, this can impact on quality and costs of the 
inputs.  NAB has responded to this growing demand for environmentally friendly operations, by 
implementing strategies to both inputs and the transformation process.  The bank has reduced its paper 
usage by 20% since 2015 (NAB – Corporate responsibility – “environment” 2017), it has lowered the use 
of this input through technological advances including increases in the accessibility of online banking 
and mobile banking services.  Moreover, it has adapted its transformation processes to ensure they are 
able to divert 54% of their waste from landfill (NAB – Corporate responsibility – “environment” 
2017).   These responses have impacted on NAB’s operations as they have had to change and adapt in 
order to become increasingly environmentally friendly.  This can lead to financial and psychological costs 
as the business manages resistance to change. The response to the influence is example of the strategy 
of performance objectives as NAB accounts for environmental sustainability as a part of key 
performance indicators [KPI].  The influence of environmental sustainability has caused the banks 
business environment to constantly change.  Thus they respond through strategies such as KPI’s in order 
to ensure they hold a competitive advantage. 



 

 

  

 A business’ main priority is to increase revenue in order to return greater profits.  However, all 
businesses have a corporate social responsibility (CSR) that goes beyond simply making a profit.  That is 
to promote open and acceptable business practices that respect people, society and the environment. 
CSR impacts heavily on the operations processes (inputs, transformation processes and outputs) of the 
finance industry in terms of the use of outsourcing, the standard of services provided as well as what the 
banks do with their profits.  Commonwealth Bank responds to all of these impacts in the company’s 
most recent “welcome change” campaign.  CBA has aimed to shed light on the positive impacts they 
have on its direct customers and the wider society.   An example of this is CBA’s use of the strategy of 
outsourcing to balance profits and maintain an accessible service.  CBA has stated that they “have one of 
the most well trained and diverse workforces in the country” (Commbank “Welcome Change” 2017), 
this is because they do not outsource their customer service to overseas call centres, rather their call 
centres are located all over the country in Brisbane, Newcastle, Sydney, Melbourne, Launceston and 
Hobart (Commbank “Welcome Change” 2017).  By doing this they ensure customers gain the best 
possible advice, whilst employing Australians.  However due to the influence of CSR, the operations 
processes of the banks such as use of outsourcing can be seen to be impacted by financial and 
psychological costs. Managing outsourcing is just one response to the influence of corporate social 
responsibility, it addresses social and community concerns as well as manages financial concerns.  Banks 
respond to CSR in order to manage change effectively and ensure just operations processes. 

Furthermore, a major influence on the finance industry is that of government policies.  Government 
policies constantly change and thus impacts on the operations processes and procedures the business is 
obliged to follow.   In the most recent Federal Budget, the Turnbull Government imposed an increase in 
taxes charged to the big banks, totalling to $6.2 billion over four years (Scott Morrison - 2017).  This levy 
has impacted on Westpac’s operations processes in terms of inputs, transformation processes and 
outputs due to an increase in costs.  The increase in costs has limited business growth, leading to the 
reform being labelled a “tax on [business] growth” (Westpac Media Release 2017).  One response 
Westpac can take is for the banks to raise fees, thus passing on the costs to consumers, however this 
will impact heavily on consumer demand and limit the banks competitive advantage.  Therefore 
deciding on the strategy to respond to this influence with will likely come down one of the banks key 
performance indicators; cost.  Due to increased costs in the form of taxes, the Big Banks such as 
Westpac must monitor other costs in providing their services and aim to lower them whilst not 
sacrificing quality, speed, dependability, flexibility or customization.   Westpac may look toward 
lowering costs by increasing technology and becoming less labour intensive.  Government policies are 
dynamic and unavoidable they impact heavily on multiple areas of the operations processes.  They are a 
challenging but crucial influence for the banks to respond to. 

In the dynamic and vibrant business environment businesses face multiple influences that impact on the 
operations processes of inputs, transformation processes and outputs.  In the finance industry 
influences such as technological advancements, environmental sustainability, corporate social 
responsibility and government policies impact heavily on the operations processes.  Banks such as CBA, 
NAB, Westpac and ANZ must be proactive in responding to these influences by using many strategies, 
these include developing and introducing new services such as leading edge technology, constantly 
monitoring key performance indicators, as well as managing outsourcing to balance financial benefits 
with community concerns.  Banks, like all businesses must respond to influences in the business 
environment as they impact on the banks competitive advantage, revenue, image and the ultimate 
business goal profit maximisation.  

https://www.commbank.com.au/about-us/opportunity-initiatives/opportunity-from-good-business-practice/our-approach-to-diversity.html#diversity
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