25

CITIC Ka Wah Bank Limited (CKWB) is a full-service commercial bank
that offers retail banking, wholesale banking and treasury services
to a diversified client base in Greater China and in the US. We are
a wholly-owned subsidiary of CITIC International Financial Holdings
Limited, which in turn is majority-owned by the CITIC Group.

By providing value-creating financial solutions to define and exceed
both the wealth management and international business objectives
of our Greater China and overseas customers, we aspire to be the
best PRC Asian regional bank, with the best international standards
and capabilities.

We currently have 30 branches in Hong Kong. In China, we have
branches in Shanghai, Beijing and Macau, as well as a wholly-owned
finance company - China International Finance Company Limited
(Shenzhen). We also have overseas branches in New York and Los
Angeles.

“Thinking outside the box” and “breaking new grounds” are creeds
that underpin our drive for innovation and service excellence. We
commenced our journey towards Total Quality Management as
early asin 2000 by adopting the world-renowned Malcom Baldrige
Management Model. With strong management commitment and
support, we nurture the quality culture at all staff levels through
various improvement initiatives, such as the “BE QUICK” (Business
Excellence & Quality in CITIC Ka Wah) programme launched in
2003.

CKWBiis dedicated to maximizing stakeholder satisfaction. Our vision,
mission and core values are developed to create exceptional values for
all of our stakeholders — including customers, employees, business
partners and shareholders — and they serve as guidelines for all
business units and departments in establishing their own objectives
and priorities.

We also take to heart our corporate social responsibility, and
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continuously support a wide range of donation and sponsorship
programmes, focusing particularly on youth leadership development
as well as giving help to needy groups.

Our Senior Management regularly reviews and formulates our
business priorities and strategies through an integrated Strategic
Planning Process. Long-term strategies are translated into mid-
and short-term goals with full involvement of all departmental
managers. Business plans and strategies are cascaded from the
corporate level down to the individual level for developing their
functional objectives and action plans. We implement the Objective
Alignment Process to ensure our staff's individual development and
personal goals are aligned with CKWB’s business goals. CKWB's
Performance Management System and Key Performance Indicators
areincorporated in theindividual performance review and monitoring
process.

We have strong disciplines to systematically target a diverse range
of customer and market segments to whom we aim to continuously
offer exceptional value-added solutions. Our product and service
strategies are developed and adjusted according to results from
continuous listening and learning mechanisms such as Mystery
Shoppers Programmes, Transactional Service Surveys and Customer
Satisfaction Surveys.

We also tailor products and services according to the defined
characteristics and requirements of specific customer groups. A
good example is our CITICfirst Wealth Management offering whose
unique value proposition is to bring private banking services to mass
affluent customers at the retail banking level.

We strive to build and maintain long-term relationships with our
customers. Various communication channels are in place to keep
regular contacts with customers. Customer feedback and responses
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are regularly reviewed at our Customer Voice Committee Meetings
and Branch Service Meetings.

Balanced Key Performance Indicators are put in place to keep track of
our operational performance and to ensure quality service delivery.
Various Management and Functional Committees are formed to
review and monitor business performance, risk, internal controls and
market environment and to develop respective improvement plans.
We also employ extensive benchmarking to conduct comprehensive
comparative analyses for our market positioning and service
enhancements.

Our staff can access the Bank’s policies and procedures, company
news and share best practices through our document library.

Our people are the most important asset of CKWB. A close-loop
Performance Management System (PMS) is adopted and integrated
with the Objective Alignment Process. Regular communication
forums such as Staff Engagement Surveys, CEO Chat Rooms, Executive
Forums, Team Building Workshops, etc are conducted to strengthen
our internal communications.

A variety of rewards and recognition schemes are in place
to recognize outstanding staff performances. A continuous
learning culture is promoted through extensive internal training
programmes and subsidies for external training programmes.
We also care about the work-life balance of our staff. Our Staff
Recreation Committee organizes sports and family activities
regularly during leisure time.

CKWBplacestremendousemphasisonadvanced processmanagement.
We define and prioritize our key value creation processes based on
customer impact, business efficiency and growth. Process owners are
assigned to ensure process effectiveness towards market changes.
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Process performance is closely monitored through a series of Service
Pledges of our key processes to maintain high-quality service
delivery. We have also implemented the Workflow Management
System and Quality Improvement Teams (QITs) to promote continuous
improvements.

Our business results have been encouraging with significant growth
in market share, total assets, profit attributable to shareholders, and
return on assets. Remarkable improvements in customer satisfaction
was registered thanks to our strengthened customer focus. The
monthly results of our Mystery Shopper Programme indicated that
we have outperformed our competitors for the third consecutive
year. The Transactional Service Survey results reflected an increase
in customer loyalty. Major advancements have been made in
operational efficiency, internal controls, employee satisfaction and
learning opportunities etc. A testimony to our achievements in
business quality management lies in the various awards presented
to us by several renowned professional organizations.

Looking ahead, CKWB is committed to continue our quality
management model as a means to deliver on our key objectives,
namely, to provide our customers with value-added banking and
financial services, to position ourselves as the best PRC Asian regional
bank with the best international standards and capabilities, and to
generate optimal returns for our shareholders through consistent
and healthy business results.
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