Turning Policy Into Consistent Action

Across the Bank

How Bank of Sydney partnered with Guident to deploy Scout, bridging the critical
execution gap between static governance frameworks and frontline operational

reality.
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For most policy-driven financial
institutions, the primary governance
challenge is no longer  whether
comprehensive  documentation  exists.
Instead, it is maintaining consistent
operational application across teams,

legacy systems, and complex customer
interactions at scale.

Operating in a dense regulatory ecosystem, modern
banks navigate hundreds of changing policies,
procedures,
corporate policy defines organizational intent and

and shifting product rules. While

core systems of record faithfully capture ultimate

transaction outcomes, neither layer naturally
ensures that daily, frontline operational decisions

stay uniformly aligned in practice.

This structural friction frequently creates a familiar
set of enterprise exposures: inconsistent decision-
making across siloed teams, a heavy reliance on
individual interpretation, operational delays, and a
dependence on "ribal knowledge." Recognizing
these hidden drivers of compliance and operational
risk, the Bank of Sydney actively sought a way to
embed consistent operational clarity directly within
the flow of live work.

The Structural Challenge

Like many highly regulated institutions, the bank

faced an environment where policies and
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governance frameworks organically distributed

across multiple departments and disjointed

platforms. Over time, maintaining alignment
becomes increasingly difficult. Frontline teams are
routinely forced to interpret abstract compliance
standards in the moment, increasing handling times
and introducing human variability into customer

workflows.

The core roadblock was not a failure of technology
or a lack of clarity in policy design. Rather, it was
the absence of a dedicated operational layer
execution

engineered to  explicitly

consistency at scale.

support

"Governance is increasingly being
measured through active operational
behavior, not simply through static,
documented frameworks."

The Solution: Scout

To resolve this friction, Bank of Sydney introduced

Scout, an operational guidance platform
engineered by Guident. Scout acts as an intelligent
intermediary layer sitting directly between high-level
governance policy and frontline technical execution.
Instead of requiring employees to

files or

navigate
fragmented rely on slow escalation

pathways, Scout dynamically translates policy rules
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into contextual, step-by-step guidance as workflows
happen.

This capability completely flips the traditional
paradigm. Underneath Scout's
operational architecture is Guident's foundational
model: Instruction — Guidance — Action —

execution

Record. By guiding actions dynamically, the
platform guarantees that every operational decision
is backed by clear explainability and pristine
compliance traceability.

A PHASED, MEASURED ROLLOUT

* Phase 1: High-Impact Use Cases — Isolated

high-priority ~ processes  where

and decision

operational

complexity variance posed

immediate risk.

- Phase 2: Policy Mapping — Restructured
complex, text-heavy procedures into structured,
actionable digital interpretation pathways.

* Phase 3: Frontline Activation — Embedded
real-time decision support smoothly into active,
live workflows for operational staff.

- Phase 4: Governance Analytics — Provided
leadership with real-time dashboards tracking
policy adherence trends and friction points.

Measurable Business Impact

The transition yielded immediate, measurable
operational improvements across several critical

banking vectors:

Standardized Decisioning: By replacing subjective
human interpretation with structured guidance, the
bank
variability. Frontline execution became uniform

significantly =~ compressed  operational

across channels, systematically neutralizing

reliance on tribal knowledge.

OPERATIONAL STRATEGY BRIEF « MAY 2026

Accelerated Cycle Times: Staff no longer lost
hours searching through siloed documentation or
waiting on formal compliance escalations. This
newfound clarity immediately translated into shorter
handling times and faster, more confident customer
service delivery.

Defensible Governance: For the first time,
leadership gained explicit, real-time visibility into
exactly how policies are being interpreted and
executed on the ground. This comprehensive

traceability  drastically  reduced  compliance
exposure and enhanced institutional audit
readiness.

Friction Reduction: Eliminating procedural
ambiguity  significantly decreased operational

overhead. Teams spent fewer hours correcting

downstream errors, reworking inconsistent

outcomes, or clarifying complex rules.

Strategic Outlook

By implementing Scout, Bank of Sydney did not
take on the disruptive risk of replacing its legacy
core infrastructure. Instead, it successfully installed
the missing layer connecting strategy to action. The
initial rollout has established a robust digital
foundation, positioning the bank to scale its
operations confidently without a proportional spike

in operational inconsistency.

As the rollout naturally expands into more complex
decision environments, the organizational value
compounds. Ultimately, this successful deployment
highlights a profound macro shift occurring across
the broader financial services landscape: moving
from merely documenting compliance to verifying
active, operational adherence. In highly regulated
markets, the ultimate risk is rarely what is written—it
is what actually happens on the floor.
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