
CUSTOMER SUCCESS: 
MITIGATING OPERATIONAL RISK AT THE LARGEST 
CONGLOMERATE IN SRI LANKA
John Keells Holdings PLC (JKH) is Sri Lanka’s largest listed conglomerate 
in the Colombo Stock Exchange. From managing hotels and resorts in 
Sri Lanka and the Maldives to providing port, marine fuel and logistics 
services to IT solutions, manufacturing of food and beverages to running 
a chain of supermarkets, tea broking to stock broking, life insurance and 
banking to real estate, they have made their presence felt in virtually 
every major sphere of the economy. Since their modest beginnings as a 
produce and exchange broker in the early 1870s, they have been known to 
constantly re-invent, re-align and reposition themselves in exploring new 
avenues of growth. JKH is a full member of the World Economic Forum, 
and having issued Global Depository Receipts on the Luxemburg Stock 
Exchange, they were the first Sri Lankan company to be listed overseas.
 
Forestpin is a Sri Lankan startup that helps companies detect data entry 
errors, data manipulation and detect fraud. Forestpin takes streams of 
transactions such as payments, purchase orders, sales orders from IT 
systems and runs each transaction through a series of tests to determine 
and highlight outliers. In most cases the outliers warrant a data correction 
or process change. The strength and uniqueness of the product is the 
constantly evolving tests based on mathematics and statistics, some of 
which are proprietary. Forestpin has one patent pending from the United 
States Patent and Trademark Office.

JKH has over 70 business units across 7 industry sectors. Each business 
unit has its own C level reporting to sector heads and group level heads. 
Group Business Process Review (GBPR) has oversight of all businesses 

within the group and are responsible for the facilitation of internal and 
external audits, process improvements and financial and operational 
compliance for the group. There are millions of transactions which take 
place on a daily basis and visibility to outlier transactions most often only 
happened at an audit based on a sample of data.   

Forestpin was first introduced to Mr. Druvi Sirisena who was the Head 
of the Group Business Process Review team at the time by Mr. Hisham 
Nazeem who headed the IT governance and risk control team at Strategic 
Group Information Technology. At the time they had been exploring and 
pitching different products to the senior management team, and decided 
to go ahead with a proof of concept with Forestpin as they felt it was the 
closest fit to address their operational risk in comparison to the other tools 
available. Purchase orders, invoices and payments were to be analyzed 
for 3 hotels and 1 manufacturing entity were included in the scope for the 
proof of concept. 

The results from the proof of concept were presented to management 
and there was wide acceptance across the group that Foresptin would 
benefit the business units and the group to have visibility to their outlier 
transactions as and when it happens. This would provide the opportunity 
to take action to avoid any financial loss which could take place.  

Implementation included 43 business units across all sectors which were 
currently on their core ERP systems. On phase 1 Forestpin would analyze 
6 common datasets which included purchasing, accounts payable, 



accounts receivable and financials across the group and 10 industry 
specific datasets for phase 2. A request from the business units were to 
include a workflow with the alerts sent as it would benefit them to have a 
history of what actions was taken on the alerts. This was a feature which 
would benefit the product offering and Forestpin decided to implement, 
with a future plan of implementing machine learning to improve the quality 
of alerts sent over time.  

Completion of phase 1 with rollout and training for the entire group was 
completed in September 2016. Daily alerts are sent to each business unit 
on the previous days outlier transactions. This process has highlighted 
data entry errors, areas of improvement in process and known issues. 
GBPR initiated a bi-weekly newsletter which is sent to the top tier in the 
group regarding the most influential alerts. 

Phase 2 was initiated in October 2016 and is nearing completion for the 
business specific datasets. The leisure sector is addressing risk areas in 
terms of goods receipts, high value discounts and invoice cancellations. 
Whilst the Retail sector is addressing risk areas in terms of stock variance, 
wastage, error log and sales refunds. POS information and stock ageing is 
also in the pipeline for Retail. Claims, policies, repayments and customer 
complaints are in the pipeline for Insurance.

Strict processes have been implemented within the group to ensure 
response, investigation and closing of the alerts sent are done within 2 
working days. This is possible as Forestpin provides visibility across the 
entire hierarchy of the organization. Considering only the human errors 
identified and corrected across the group through Forestpin, return on 
investment was achieved within a few months (Assuming the mistakes 
happened undetected). 
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