2011 GSQC/VCQ Examiner Training

Assignment 1 Worksheets
TriView National Bank Key Factors Worksheet

P.1a Organizational Environment

Privately held bank: Applicant is a privately held bank in Raleigh, North Carolina with $6 billion in assets (considered a super-community bank); founded in 1973 by four Raleigh entrepreneurs.

Organization: includes a headquarters, DirectServe Center, Mortgage Division Building, Operations Center, and 47 branches in 15 communities for a total of 51 sites; plus a network of 1,400 ATMs.

Primary Business Propositions: Bring customers into the bank; build multiproduct relationships with customers to keep the dominant share of the wallet, and to develop loyal customers for life.

Product Offerings: The applicant’s main products are consumer, small business and commercial financial; delivered through a branch network, a phone center, and an online system with customer access 24 hours day/7 days week/365 days per year (24/7/365).

Service Offerings:  Services include Demand Deposit Accounts, debit cards, money market accounts, certificates of deposits, IRAs, securities services, financial planning services, insurance services, mortgages, HELOCs, credit cards, auto and student loans, safety deposit boxes online/mobile banking, lines of credit, equipment financing, commercial real estate financing, cash management, lock boxes, construction financing, term loans, account reconciliation.

Culture: The applicant considers itself to have a “consultative sales-oriented culture” in which associates are involved in sales and service. Trust Teams promote the culture of the organization, including a focus on its mission, vision and values.

Mission, Vision, and Values: (Figure: P.1-1)

· Mission – to provide customers with financial services and promote the growth and economic well-being of all the communities we serve. 

· Vision – To be recognized as the number one community bank in Legendary Service. 

· Values – Integrity: keeping our word and dealing honestly and transparently with all stakeholders to build trust; Customer-driven focus: providing Legendary Service; Management for results: relying on data and holding people accountable; Operational excellence: performing every process effectively and efficiently; Innovation: constantly striving to improve and implement the best ideas from anywhere

Brand: TriView . . . your bank family.

Core Competencies:  include “Legendary Service”: understanding and exceeding customer expectations; “Operational Excellence”: demonstrating process and performance discipline; and “Agility”: making and implementing decisions quickly. The applicant is developing a core competency in mergers and acquisitions.

Workforce Profile 

· Numbers: Applicant has 1,080 associates. 682 CSRs, Administrative 158 Staff, 157 Professional Staff, 83 Management. 92% of associates are full-time, 8% are part-time.

·  Education: 6% have graduate degrees, 22% have Bachelor’s Degrees, 53% have Associate’s Degrees, and 100% have a HS diploma. 78% of management has college degrees.

· Gender: 68% Female, 32% Male; Ethnicity: Caucasian 40%, African American 24%, Hispanic 26%, Native American 3%, Asian American 7%.

· Workforce Increase: 18% with acquisition of Widmark Mortgage

· Bargaining Units: No organized bargaining units.

Workforce Engagement Factors: Environment of empowerment (all), Opportunity for career progression/promotion/career path (all), Desire to serve customers (CSRs), Opportunity to contribute to TNB/local community/state/profession (professional and management staff).

Workforce Satisfaction Factors: job security, resources and skills to succeed, Competitive compensation and benefits, Ability to work on teams (CSRs, Admin); Physical safety and security (CSRs); Schedule flexibility (CSRs, Admin, Professional); Ability to invest in career, Challenging and rewarding work (Professional, Management).

Assets: Facilities include the headquarters, DirectServe Center, Operations Center, and Mortgage Division Building, all in Raleigh. Network of 1,400 ATMs augments 47 branches.

Member of FRS: TNB is a member of the Federal Reserve System (FRS) and transfers payments through the Automated Clearing House (ACH) and Fedwire System. TBN customers can access 500,000 ATMs throughout the world through Cumulus ATM Network System.

Operations Center: houses several banking systems that run in the data center (e.g. TriView Management Information System provides customer, account, financial information through software applications). Data warehouse has predictive modeling capabilities to help design products and services for different customer groups. Statement services outsourced to J-Pro Statement Services.

Regulatory Requirements: Regulated through Federal Financial Institutions Examination Council (FFIEC), Office of the Comptroller of the Currency (OCC), Federal Deposit Insurance Corporation (FDIC), Gramm-Leach-Bliley Act; Credit Card Accountability and Disclosure (CARD), Troubled Asset Relief Program (TARP) , the Rural Economic Advancement Program (REAP), the Bank Secrecy Act, consumer privacy regulations, the Check Clearing for the 21st Century Act (Check 21), the Fair Credit Reporting Act, the Community Reinvestment Act (CRA), and the Truth in Savings Act.  Follow compliance with state and federal Occupational Safety and Health Administration (OSHA) and Equal Employment Opportunity Commission (EEOC) requirements
P.1b Organizational Relationships

Organizational Structure: four founders involved as follows: CEO & Chairman of the Board, President, Treasurer/Chief Financial Officer (CFO) and Secretary and General Counsel. Executive Management Council (EMC) includes these partners and rest of senior management team. 

Governance: Governed by Board of Directors (BOD), responsible for selection of the CEO, effective governance of bank’s affairs, adoption and adherence of sound policies and practices.

Reporting: CEO reports to BOD, President reports to CEO, other EMC members report to the President.

Customers and stakeholders – Market: 15 communities of operation, segmented into 3 regions/primary market segments: Research Triangle Area (300 square miles of Raleigh, Chapel Hill, and Durham), the Winston-Salem/Greensboro/High Point area, and other growth communities.

Customer Segments and Requirements: Consumer (C), Small Business (SB), Commercial (CM); segmented by customer life cycles: Student, Young Professional, Mid- Career, Late Career, and Retired

· Requirements: security of deposits and information (C, SB), convenience to access accounts 24/7 (C, SB), responsiveness to information requests (All), accuracy of information and statements (All), timeliness of service with quick turnaround/short or no wait-time (All),  knowledgeable associates (C), advocacy for interests and issues in the community (SB, CM), confidentiality of business issues (SB, CM), low rates (CM), rapid approvals with quick turnaround (CM).

Stakeholder Requirements and Expectations: Regulators: proactive compliance with regulations, responsiveness to requests for information, timely and full access to information, appropriate risk assessment and mitigation. Shareholders: accurate financial records, transparency and objective decision making, appropriate risk assessment and mitigation, fiscally sound reputation, locally and nationally. Community: community investment, reputation as a good corporate citizen and community partner, proactive volunteer and financial support.

Key Suppliers: provide mail/telemarketing services, advertising, office supplies, check supplies, armored car cash services, disaster recovery back-up, customer research, associate engagement survey, online and other statement services, shared ATM network, securities, financial planning and insurance services, credit card services.

Supplier Communication and Management Mechanisms include monthly and semiannual meetings, contracts, purchase orders, partnership agreements, and participation in strategic planning, TNB TOE process and identifying innovation. Key supply-chain requirements include expertise, ROI, innovations, best value, on-time delivery and route maintenance, accurate orders, invoicing and transactions, safety and security, 100% and on-time recovery, flawless statements, timely reporting, value-add analysis, Legendary Service to customers and process innovation.

P.2a Competitive Environment

Competitive Position: Applicant is largest community bank in Raleigh; in first or second position in each of 15 communities, with a growth in market share each of the past five years.

Key Competitors: megabanks (CSSNCS), super-regional banks (North Mountain), midsize banks (J&L Community Bank), super-community (State Savings Bank), community banks (92), savings and loan (69), credit unions (at least 1 in each community), national credit card companies, mortgage companies, insurance companies, mutual fund companies.

Key Competitive Changes: include increased focus on customer satisfaction and loyalty; customers who are willing to trade off higher interest rates for security, peace of mind, and their confidence in local bankers; increased consumer deposits which are at an all-time high; and an increasingly regulated environment which could limit opportunities for innovation in products.

Success Factors: Applicant is well capitalized; has a hometown presence and image; promotes Legendary Service; has an engaged and highly satisfied workforce; has maintained a credit union feel with no-fee culture; develops innovative paperless processes that allow fast transactions; is agile with ability to take reasonable risks for its size and streamlined decision structure to make quick decisions.

Comparative Data Sources: include: Community Alliance of Bankers (CAB) - ROI; Bankers Alliance of America – asset classifications; Junovia Index – efficiency indices; Baldrige Award recipients – service benchmarks; Blooming & Flowers Solutions – IT metrics; DemoGraph Surveys – Legendary Service Metric, customer satisfaction/engagement survey, associate engagement survey; Financial Pulse Magazine Best Places to Work Survey – associate satisfaction/engagement.

P.2b Strategic Context

Strategic Challenges: 

· Addressing the many changes in banking regulations and more regulations coming in the future, meeting earnings targets while serving increasing numbers of customers using low-margin services, addressing the loss of public confidence in the financial industry in general; impact on customer confidence and expectations (particularly on local community banks), integrating the operations and workforce of Widmark into the applicant’s mortgage division, maintaining effective cost controls, meeting the need for more technical capacity and capability as online banking grows, meeting the need for flexible working arrangements as the industry moves from extended hours to a 24/7 operation, and meeting the human resource challenge of coinciding retirement wave and upturn in the market.

Strategic Advantages:

· Taking advantage of low-cost TARP funds (5%) through 2013, hometown bank with reputation for stability and integrity, resulting in increasing market share, numerous opportunities for mergers and acquisitions for banks with capital, loyal and stable workforce with low turnover despite difficult customers and cost reductions, process discipline and TOE focus to enable TNB to process transactions better than competitors at a lower cost.

P.2c PERFORMANCE Improvement System

TOE System: TriView Operational Excellence (TOE); includes CIP, Lean/Six Sigma and project management along with frequent reviews of process performance. Umbrella is Baldrige Criteria, applied since late 1990s.

Improvement Teams: Trust Teams identify and prioritize needed improvements; teams may use any of the available approaches, depending on the nature of the issue.

Continuous Improvement: Continuous improvement is defined as 5% improvement per year, resulting from systematic evaluation (annually) of core processes. 
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Item 5.2       Workforce Engagement
	List the 4–6 key business/organization factors that are most relevant to this Item.

1.

2.

3.

4.

5.

6.


	List approximately 6 of the most important strengths and opportunities for improvement (OFIs) for this Item in order of their importance to the applicant. Base these strengths and OFIs on the applicant’s response to the Criteria requirements and its key business/organization factors. Refer to figures when appropriate. 
· In the first column, record the numbers of the most relevant key factor(s).

· In the ADLI columns, check the process evaluation factors that your statement addresses: 

A = Approach

D = Deployment

L = Learning

I = Integration

· In the last column, record the Item reference(s) for the strengths and gaps/OFIs.
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	Feedback-Ready Comments (one strength, one OFI)
	Item Ref.

	Strength
	
	
	

	OFI

	
	
	


Scoring Range 


  0–5%

50–65%



10–25%

70–85%


30–45%

90–100%



Percentage Score:  %
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Item 7.3       Workforce-Focused Outcomes
	List the 4–6 key business/organization factors that are most relevant to this Item.

1. Workforce Profile 

· Numbers: Applicant has 1,080 associates. 682 CSRs, Administrative 158 Staff, 157 Professional Staff, 83 Management. 92% of associates are full-time, 8% are part-time.

·  Education: 6% have graduate degrees, 22% have Bachelor’s Degrees, 53% have Associate’s Degrees, and 100% have a HS diploma. 78% of management has college degrees.

· Gender: 68% Female, 32% Male; Ethnicity: Caucasian 40%, African American 24%, Hispanic 26%, Native American 3%, Asian American 7%.

· Workforce Increase: 18% with acquisition of Widmark Mortgage

· Bargaining Units: No organized bargaining units.

2. Workforce Engagement Factors: Environment of empowerment (all), Opportunity for career progression/promotion/career path (all), Desire to serve Customers (CSRs), Opportunity to contribute to TNB/local community/state/profession (professional and management staff)
3. Workforce Satisfaction Factors: job security, resources and skills to succeed, Competitive compensation and benefits, Ability to work on teams (CSRs, Admin); Physical safety and security (CSRs); Schedule flexibility (CSRs, Admin, Professional); Ability to invest in career, Challenging and rewarding work (Professional, Management)
4. Comparative Data Sources: include: Baldrige Award recipients – service benchmarks; DemoGraph Surveys – Legendary Service Metric, customer satisfaction/engagement survey, associate engagement survey; Financial Pulse Magazine Best Places to Work Survey – associate satisfaction/engagement.

5. Regulatory Requirements: Follow compliance with state and federal Occupational Safety and Health Administration (OSHA) and Equal Employment Opportunity Commission (EEOC) requirements
6.


	List approximately 6 of the most important strengths and opportunities for improvement (OFIs) for this Item in order of their importance to the applicant. Base these strengths and OFIs on the applicant’s response to the Criteria requirements and its key business/organization factors. Refer to figures when appropriate. 
· In the first column, record the numbers of the most relevant key factor(s).

· In the LeTCI columns, check the process evaluation factors that your statement addresses: 

Le = Levels

T = Trends

C = Comparatives

I = Integration

· In the last column, record the Item reference(s) for the strengths and gaps/OFIs.
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	1,2,3
	
	The applicant demonstrates beneficial

current levels and trends for associate

satisfaction in 3 of 4 workforce segments,

with positive comparisons to the

DemoGraph 75th-percentile benchmark.
	Current levels for management and

administrative staff are positive: 91% and 95%

satisfaction, respectively (Figure 7.3-1).

Improving trends for 3 of 4 workforce segments

from 2007 to 2010: management staff from 85% to 91%, professional staff from 83% to 88%, and

administrative staff from 88% to 94%.

All segments (except professional staff) exceed

benchmark performance from 2007 to 2010.

Aligned with success factor of engaged and

highly satisfied workforce.
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	Limited segmented data are provided in the

workforce results presented.
	Data are not segmented for:

Associate Engagement (Figure 7.3-2)

Training Hours per Associate per Year (Figure 7.3-5)

Vacancy Rate (Figure 7.3-6)

Absenteeism Rate (Figure 7.3-7)

OSHA TRR (Figure 7.3-8)

Number of Workers’ Compensation Claims (Figure 7.3-9)

Satisfaction with Training (Figure 7.3-3) segments out only former Widmark employees from applicant overall data.
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