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CITIC Ka Wah Bank Limited
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CITIC Ka Wah Bank is a commercial banking organization with
more than 80 years of history in Hong Kong. It currently operates
34 branches in Hong Kong, two branches in the US and two
representative offices in China together with two wholly owned
financial subsidiaries based in Shenzhen and Hong Kong
respectively. The company aims to be a leading financial service
provider that brings exceptional value to its customers. The key
strengths of the bank are highlighted in the following categories:

Leadership

The vision, mission, core values as well as annual priorities are
clearly defined and communicated to staff at all levels in a highly
effective manner. The BE QUICK (Business Excellence & Quality
in CITIC Ka Wah) Programme launched in 2003 has been very
effective in further promoting quality concepts and creating an
environment of empowerment, innovation and organization
learning. The TOP Team (leadership of CITIC Ka Wah) is fully
committed to striving for excellence.

Strategic Planning

The bank adopts a systematic approach in strategic planning.
Long-term strategies are translated into mid-term and short-term
strategies with full involvement of all departmental managers.
Top management put significant emphasis on involvement of
key managers in the strategy development and deployment
processes. Key Performance Indicators are established to monitor
business performance.

Customer and Market Focus

The bank uses an effective and systematic apjproach to customer
segmentation; various tools are in place including extensive market
research programmes to understand customer requirements. This
highly dynamic and customer oriented organization automatically
reinforces customer relationship in many different ways. The company
has also been very successful in launching innovative products, which
also help to further reinforce long term customer relationships.

Measurement, Analysis, and Knowledge
Management
A good system is in place to collect management information
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and to keep track of and support the daily operation of the
bank. Well-defined Key Performance Indicators are in place and
extensive analysis is conducted in key result areas. Results from
such analysis are effectively communicated to different levels of
the organization to prompt improvement.

Human Resource Focus

Very effective bank-wide communication channels are
established, such as the Executive Forum, Extended Top
Team Gathering, and CEO Chat Room, to enhance two-way
communication with staff members. The Objectives Alignment
Cycle is a good tool to create alignment between the bank,
departments and individuals to ensure employees’ objectives
are aligned with the bank’s overall objectives.

The bank also puts a lot of emphasis on employee education,
training and career development.

Process Management

Specific owners are assigned to key business processes to ensure
that all implementation steps are carried out as planned, and in
cases Where changes are needed, that they be responsible to
initiate and manage subsequent changes based on new business
and/or customer requirements.

Quality Improvement Teams are in place to stimulate continuous
improvement. Internal service surveys are set up to solicit
feedback and ensure satisfactory service levels.

Business Results

Results from the monthly external Mystery Shoppers Programme
showed continuous improvement and that the company also
outperformed its major competitors. Customer base kept
expanding and the bank’s products & services won several
industry awards. The bank also achieved good financial results
in 2002 in terms of operating income, profit attributable to
shareholders and return on equity.

Employee satisfaction survey results also showed continuous
improvement from 1999 to 2003.
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