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To maintain its competitive position in the banking industry,
Citic Ka Wah Bank Limited (CKWB) has adopted the Total Quality
Management model to excel in its operations. CKWB has shown
its determination and significant achievements in the criteria since
being presented the Certificate of Merit of the HKMA Quality Award
3 years ago. Furthermore, CKWB has successfully implemented
customer centric operations which has been well integrated into its
business routines.

CKWB has established a clear vision and mission statement which is
well-focused on its position in the banking industry. This statement
together with its seven core values have been fully deployed within
the company.

The senior leaders have given great support and dedication to
create an environment for empowerment and motivation which in
turn fosters learning, innovation and organization agility. A well-
structured governance system is in place and an ethical culture is
institutionalized to ensure full compliance with legal and professional
standards and stakeholder expectations are met.

The senior leaders, focusing on strong vision and direction, use
the Strategic Planning Process to ensure long term sustainability.
Potential blind spots are identified by seeking inputs from employees
at different levels early in the strategic plan analysis process. The
Objective Alignment Workshop is conducted to generate the
Alignment Matrix and action plans.

CKWB has systematically identified its market segments and tailored
contact and communication mechanisms to fulfill specific customer
requirements and enhance customer relationship.

Service Quality Unit has been established to settle complaints
within 14 days against the 1-month standard set by the Hong Kong
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Monetary Authority. Apart from capturing the customer satisfaction
and dissatisfaction, CKWB has collected benchmarking data against
competitors.

(KWB has adopted a balanced scorecard approach to measure
and monitor key organizational performance. The performance
measures are deployed throughout the organization in the form of
service pledges and individual performance targets through the
Objective Alignment Process. Benchmarking, competitive analysis,
and market survey data are conducted on a regular basis to support
decision making and innovation.

CKWB has identified four key aspects of positive work
atmosphere —cooperation, initiativeandinnovation,empowerment
and organizational culture are promoted. A fact base evaluation
approach is adopted to encourage clear measurements in Key
Competencies and Core Values.

Comprehensive Training Need Analysis at different levels of
employees is conducted which covers the business needs,
organization needs and individual needs. Empowerment and
openness are encouraged through the participation of Quality
Improvement Teams, Comment Programme and the bank-wide
Staff Opinion Survey.

The key value creation processes together with their key
requirements are identified according to market segments and
assigned to a Product Owner who ensures that the plans are carried
out accordingly, while the support processes pertinent to the
business environment are clearly defined with input from various
approaches from internal users. For each of these processes, Service
Pledges and KPIs are set up to monitor their delivery.

Workflow management has been adopted to optimize service
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delivery and minimize overall costs. "BE QUICK" and "BE WISE"
teams are established for continuous improvement.

CKWB has exhibited a very good trend results in financial return
and assets which are better than the tier 3 & 4 banks. There was
a consistent growth in new product and service, number of retain
banking customers, total deposit balance and total trade loan.

The satisfaction rating for customer focused results as reflected
through ~ "Mystery ~ Shopper Programme" outperformed its
competitors.  The customer satisfaction level from Transactional
Service Survey was in an increasing trend and outperformed other
banks.

Staff opinion survey showed employees satisfaction improved in
all attributes. The total learning days and participants increased
with improved participation rate of staff communication events.
The "BE WISE" improvement projects have demonstrated a
cultural change in quality and service improvements.

Satisfactory performance in fiscal accountability, regulatory and
legal compliance was observed. This is evidenced by the number of
litigation cases which has remained to be zero since 2002.
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