CITIC Ka Wah Bank Limited
PEEERTT

CITIC Ka Wah Bank (CITIC KA WAH) is a commercial banking
organization with over 80 years of history in Hong Kong which is a
wholly owned subsidiary of CITIC International Financial Holdings
Limited. CITIC KA WAH has 1,300 staff and operates 33 branches
in Hong Kong, two branches in the US. In the Mainland, the Bank
has two representative offices in Beijing and Shansghai, and a
wholly owned finance company, China International Finance
Company Limited (Shenzhen).

CITIC KA WAH starts its performance excellence journey in 1998
and deployed a Total Quality Management Model through
adopting the criteria of the Malcolm Baldrige National Quality
Award in 2000. With full support and commitment from the
management team and all staff members, CITIC KA WAH has
been successfully transformed to an innovative and progressive
financial services provider with unwavering focus on quality.

To fuel the momentum and drive for continuous improvement,
CITIC KA WAH revamped the quality model by establishing the
BE QUICK Programme in 2003. The acronym stands for ‘Business
Excellence & Quality in CITIC Ka Wah’. In September 2003, “BE
QUICK Ignition Assembly” was organized for all staff, aiming at
enhancing staff awareness and involving total participation in the
implementation of the universally acclaimed business excellence
model for management practice.

CITIC KA WAH’s promises and commitment for achieving
business excellence are embedded in its vision - 7o be a leading
financial services provider that brings exceptional value to our
customers.

Leadership

CITIC KA WAH is dedicated to maximizing the satisfaction of all
stakeholders, namely Customers, Employees and Shareholders.
Therefore, the Bank’s vision, mission, core values, strategies and
performance expectations were developed by balancing and
addressing the needs of our stakeholders with an ultimate goal
to create exceptional value for all. It serves as guidelines and
reference for all business units and departments in establishing
their own missions and priorities.
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Being an active and responsible member of the community is
integral to CITIC KA WAH corporate ethos. The Bank defines its
community service mission as to nurture Chinese youths who
are high achievers to become successful leaders who will be
in turn contribute to the Chinese communities. To further the
efforts in promoting a community service spirit within its people,
a Corporate Volunteer Team was formed to actively undertake
community service activities to foster and nurture youth
development.

Strategic Planning

The Senior Management regularly reviews and formulates its
strategic objectives and goals with reference to various external
and internal forces. Business plans and strategies are cascaded to
departments for developing their business objectives and action
plans. Performance Management System and Key Performance
Indicators are incorporated so that departmental and individual
performance could be reviewed and monitored.

Objective Alignment Workshops are organized to help staff
develop their own performance objectives that are vertically
and horizontally aligned with the Bank’s priorities as well as their
manager’s & peers’ objectives.

Customer and Market Focus

In view of the intense competitions and increasingly
sophisticated demands from the customers, CITIC KAWAH places
continuous efforts to initiate and develop various customer-
driven products and services to build and strengthen customer
relationship. The successful launch of the Superfirst Mortgage
Refinancing Programme, Home Switching Flexi-Plan for Negative
Equity homeowners and the NOW Integrated Account proved to
deepen customer loyalty and relationship.

Apart from constantly developing customer-driven products and
services, CITIC KA WAH has employed various services tracking
mechanisms to gauge customer satisfaction and dissatisfaction
level.

Based on the belief that “Complaint is a Gift”, CITIC KA WAH
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developed an automated on-line Complaint Management
System with stringent service standards and complaint handling
procedures for all branches and departments to follow so as to
ensure that all customer complaints are being handled promptly
and effectively.

Measurement, Analysis, and Knowledge
Management

To cope with the rapidly changing competitive landscape,
various Management and Functional Committees have been
formed to review business performance, risk, internal control,
market environment and develop respective improvement
plan. To keep current with business needs and directions, Key
Performance Indicators (KPI) are being regularly tracked and
reviewed by the management against market trend, as well as
preset business objectives and targets.

Comparative information of key competitors are timely
benchmarked and reviewed by the management for decision
and adoption of best practices. At CITIC KA WAH, best practices
and knowledge are being retained and shared through various
channels and systems.

Human Resource Focus

CITIC KA WAH has maintained all-embracing channels and
supporting programmes to ensure effective and open
communication among all levels of employees, including
Executive Forum, CEO Chat Room, Comment Programme, Staff
Opinion Survey, Annual Conference and Offsite Meeting, etc.

For employee performance management, CITIC KA WAH
developed the Objective Alignment Cycle which aims at
creating alignment between the Bank, the departments and the
individuals. This also helps nurture accountability and ownership
for results.

Employees, being one of the CITIC KA WAH major stakeholders,
are the most important assets. It is always the CITIC KA WAH’s
policy to maintain @ competitive compensation and reward
system for staff retention. On the other hand, the Bank offers
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a wide range of development programmes to ensure its
employees are well equipped to execute the business initiatives
and provide professional services. A minimum learning-day
commitment has been set for all employees, being five days for
management and sales staff, as well as three days for all other
staff. Quarterly Departmental Training Records and semi-annual
Individual Staff Learning Records are dispatched for review and
incorporation into the career development discussion of the
annual Performance Planning and Review exercise.

Last but not least, the Bank has created an environment for
empowerment and openness, which are key drivers for staff
performance.

Process Management

CITIC KA WAH has placed tremendous emphasis on developing
and maintaining key business and supporting processes that are
conducive to efficient and effective operational flow. During
the past few years, systematic methods to govern all processes
have been established. Service standards and pledges were
established which demonstrate the Bank’s relentless commitment
towards excellence, and key control steps were built to deliver the
most immaculate process outcomes. Key processes are regularly
reviewed and measured asgainst internal requirements and
external benchmarks to keep them up-to-date and competitive.
These key processes have become major components to keep
the business running smoothly, effectively and efficiently.

Business Results

To maximize the satisfaction of the stakeholders, CITIC KA WAH
has shown a consistent improvement in most of the KPIs such
as Operating Income, Pre-provision Operating Profits, Profit
Attributable to Shareholders, Return on Equity (ROE), Net Interest
Margin (NIM) and Asset Growth over the past three years. The
Bank’s annual report was bestowed the Bronze award in the
financial services category of the US Galaxy Awards 2003.

Also, CITIC KA WAH's relentless efforts to create customer value
have gained increased market recognition. These included the
2002 Hong Kong Retail Management Association — Customer
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Service Award and 2003 The Hong Kong Award for Services— EHKE ZEREREEFNCERSE

Innovation Award. CITIC KA WAH were also one of the top five AREF BIRBRRERBAEE +

finalists for the Asia Insurance Industry Awards 2003—Innovation RETER2NEBRKELELEER  ENE

of the Year. BERBOHER - KAKRPENERERE
BEERET -

In addiition, the Staff Opinion Survey recorded an encouraging
result that showed a significant improvement in employee’s
satisfaction from 1999 to 2003.

In recognition of the enduring efforts in caring for the community
and commitment to corporate citizenship, CITIC KA WAH was
awarded the ‘Caring Company Logo’ in December 2003 by the
Hong Kong Council of Social Service.

Conclusion

Throughout the quality journey to achieve business excellence,
it is proud to have the full support and commitment from the
Senior Management Team. Riding on strong leadership support,
CITIC KA WAH has embedded a systematic approach to initiate,
implement and reinforce the criteria of the Business Excellence
Model in all departments and all our staff.

BE QUICK journey is a never-ending journey. To embrace the
ever-changing operating environment and customer demands
and to achieve its vision of bringing exceptional value to all our
stakeholders, CITIC KA WAH shall strive for business excellence
and attain its quality vision “7o be the world class Mainland and
Hong Kong based bank in business excellence”.
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