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Our Vision, Mission and Brand Promise 

Our Vision
Uniquely Albertan: Outstanding people providing world-class solutions for Albertans.

Our Mission
To deliver unrivalled levels of service to our customers through engaged associates who 

enable our shareholder to enjoy a fair return.

Our Brand Promise: ATB Financial, Where there’s a way

At ATB Financial (ATB), we help our customers get it done. We care enough to 

understand their needs, identify alternatives, and find solutions.
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Message from the Chair / President and CEO

It’s an exciting time for Alberta—and for ATB Financial. Our roots in communities across the province give us a distinct 
competitive opportunity. We are determined to know more about our customers and about how business works in 
Alberta than everyone else. We understand the Alberta landscape and what makes this province thrive. That’s what 
makes ATB unique. And that’s the advantage we’ll build on over the next three years.

Being uniquely Albertan means that we have a strong commitment to our province and a responsibility to contribute 
to Alberta’s future. Our success means individual Albertans and businesses, large and small, have access to excellent 
financial solutions and a trusted source of financial advice. Our track record shows that we will stick by Albertans and 
Alberta businesses no matter what curves our economy faces or where their businesses might take them. We’re also 
poised to play a key role in developing Alberta’s potential as a global centre of business and finance. 

Our goal is to become the leading financial institution in Alberta. We’ve built this plan with the right combination of 
strategies and actions to make that goal a reality. It begins with a simple but compelling vision: 

Uniquely Albertan: Outstanding people providing world-class solutions for Albertans.

ATB’s business plan focuses our efforts on three strategic priorities:

•	 Making	ATB	the	place	to	work.	We	continually	seek	to	hire	and	train	outstanding	people	and	offer	them	the	leadership		
 and challenges that will keep them here. 

•	 Providing	world-class	financial	solutions	for	all	of	our	customers—individuals,	small	businesses,	and	big	enterprises		
 whose reach extends around the world.

•	 Maintaining	an	effective,	financially	sound	organization—disciplined,	ethical,	and	self-sufficient.

All of this starts with what we do best—combining our deep knowledge of Alberta with our commitment to helping our 
customers get it done. That’s at the heart of our brand. Where there’s a way, we’ll find it. 

Please join us at this most exciting time. 

Robert A. Splane,    Dave Mowat
Chairman of the Board    President and CEO
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uniquely 
albertan
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Our Strategic Direction
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Uniquely Albertan:
Outstanding people providing 

world-class solutions for Albertans



Benefiting Alberta and Albertans

Our business plan builds on the rich culture and history of ATB and unleashes the full power of a financial institution that 
is focused solely on benefiting Alberta and Albertans. Our business model is simple and reliable:

 

Our	associates	will	thrive	in	an	organization	of	engaged,	successful,	and	highly	skilled	people	who	are	passionate	about	
our	customers	and	empowered	to	find	solutions	for	them.	Our	customers	will	experience	an	organization	that	is	not	only	
expert in all aspects of financial services, but also cares about their needs and finds solutions. They will see this as a clear 
and distinct advantage in choosing and staying with ATB. Our shareholder will own one of Alberta’s premier service-
based brands that is financially and operationally independent and provides significant benefit to Albertans.

Our Strategic Priorities
The benefits we create will come through focus on our strategic priorities—the efforts that truly make us different in the 
eyes of Albertans.

1. Making ATB the Place to Work 

Our constantly improving work environment will attract and retain an outstanding team of people, who in turn will 
attract and retain customers who seek our expertise and understanding of Alberta. Of all the strategies to be employed, 
building and retaining leadership will be our most valuable long-term investment. We will have the best of Alberta 
working for Albertans. 

2. Providing World-Class Financial Solutions for our Customers

We’ll deliver unrivalled service and products that meet the unique needs of Albertans—time and time again. Alberta has 
world-class business sectors and business people. We will match them with solutions of the same calibre, enabling them 
to thrive locally and globally. We will support Albertans as they expand inside and outside the province.

3. Maintaining an Effective, Financially Sound Organization

We will ensure a disciplined, financially self-sufficient financial institution. The best employees in Alberta will want to 
work	for	a	well-run	organization.	Albertans	will	want	to	do	business	with	a	sound,	ethical	financial	institution	that	delivers	
superior products and services at competitive prices.

Financial success 
and relevance=Proud, loyal, 

successful customers+Proud, capable, 
engaged associates

Financial success 
and relevance=Proud, loyal, 

successful customers+Proud, capable, 
engaged associates  
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At	the	foundation	of	our	plan	is	our	commitment	to	being	the	most	knowledgeable	and	inquisitive	organization	on	the	
subject of Alberta—its economy, its markets, its businesses, and its people—customers and non-customers alike. We will 
be not only attentive to our customers and our associates—we will also be inspired by them. In the end, no one will be 
better at understanding Alberta and Albertans than ATB.

Across all three strategic priorities, our core business transformation (“Core”) will provide functionality and agility—
increasing employee satisfaction, enhancing the customer experience, and improving our efficiency. Core is a multi-
year umbrella program centred on replacing our core banking system. It will manage a number of supporting projects 
designed to initiate a radical transformation in the way ATB does business. By installing a modern, efficient, and flexible 
set of tools, we will enable our associates to use their talent and time more efficiently and focus more of their day on the 
most rewarding aspect of their work—delivering faster service and better value to our customers.  

Our strategic priorities further reinforce our brand promise (ATB Financial, Where there’s a way) to understand our 
customers’ needs, identify alternatives, and find solutions. 

ATB will remain committed to our strong role in communities across the province, through volunteering our time to 
community projects and events, supporting important causes and charities, and maintaining high standards of ethics. 
We	will	seek	out	ways	to	focus	our	activities,	expand	our	profile,	and	use	our	organization’s	competencies	and	resources	
to support communities and our province as a whole. 

6



better Value to 
our customers
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Our Management Business Plans— Lines of Business

Personal and Business Financial Services (PBFS)

PBFS encompasses 158 branches and 134 agencies across five regions with approximately 3,200 employees. We are a 
combination of many sub-businesses including retail financial services, cards, and business and agriculture financial 
services. Our channel diversity extends beyond the branch network to telephone banking, our Customer Contact Centre, 
direct sales, Internet banking, and mortgage brokers. Our focus is on all retail customers and business and agricultural 
customers with borrowings of less than $2 million.

Strategic Priorities and Key Supporting Initiatives

We will contribute to the success of ATB by providing a superior experience for customers, offering our customers 
products and services of value, and employing highly developed, efficient processes. Our strategy focuses on five key 
areas.

1. Our Customers: In-depth knowledge of customers to enhance service delivery. Our service delivery will be based  
 on a customer-focused business model. We aim to deliver effective customer experiences that enable us to deepen  
 the relationship we have with our customers.  We will understand Alberta and the needs of Albertans better than our  
 competitors. 

2. Our People:  Leaders in the industry. We rely on associates to deliver the right service to our customers. Our success  
 depends on dedicated and loyal associates who believe in our business.  We offer training programs that help new  
 and existing associates be more effective and learn strong leadership skills. We will continue to provide competitive  
 compensation programs and effective people programs.

3. Our Service Channels:  Integrated and world-class. We’ll deliver customer service through a variety of integrated  
 channels based on customer preference. Our associate channels (branch/agency, direct sales, Customer Contact  
 Centre) will focus on knowledge- and advice-based service, while our technology channels will provide effective and  
 efficient transaction processing. 

4.  Our Products and Services:  The financial institution for retail, business and agriculture clients. We aim to 
  be number one in the Alberta marketplace for retail, business and agriculture customers.  For all of our products  
 and services, we will distinguish ourselves through fully trained associates, consistent credit decisions, a   
 competitive product offering, and Alberta-based decision making.
  
5.  Our Processes and Policies:  Business transformation through Core.  We will continue to invest in technology and  
 process improvements to streamline activities and increase capacity. Implementation of the new Core system in 2011 
  will increase processing capacity, provide the opportunity to deliver new products and services, and make our   
 business plan goals attainable.
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Corporate Financial Services (CFS)

As a key part of this business plan, CFS will build a presence significant to local and global commerce. Our suite of 
financial products, combined with depth of intellectual capital, will bring new life to industry and commerce.  We will be 
enabled by world-class technology solutions to serve our markets. We will be actively sought by the best in the market for 
our capabilities, expertise, and wisdom. We will be respected and admired by our peers. We will take pride in ourselves 
and in those we serve. The best and most talented people will seek us out for employment, and businesses will want to 
work with us. Our people and our clients will believe we have contributed to their success.

Strategic Priorities and Key Supporting Initiatives 

Our strategies encompass the “human capital model,” which allows CFS to support and enable motivated individuals to 
meet their personal goals while implementing the business’s strategies. Key supporting strategies of this overarching 
model will be as follows over the next three years:

1. Create a supportive and nurturing environment to attract and retain the best people. We will continue to   
 enhance our team’s leadership skills through effective training and mentorship. We will also promote the ATB CFS  
	 brand	as	a	highly	responsive	organization	that	continues	to	attract	more	of	Alberta’s	top	companies.

2. Employ a team that attracts and retains the best customers in Alberta. Our goal is to continue to deliver world- 
 class service and focus singularly on the needs of our customers.

3. Develop world-class technology, products, and capabilities that satisfy customers’ needs wherever they   
 conduct their business. We will develop and acquire capabilities in markets that reflect the strength of our province’s  
 economy.

Investor Services (ATBIS)

ATBIS’s business plan builds on demonstrated successes since the launch of Investor Services over five years ago.
The focus will continue to be on:

•	 Providing value to clients through quality advice
•	 Developing	the	right	plan	for	the	client	and	using	diversified	portfolios	to	achieve	the	goals	set	out	in	the	plan
•	 Attracting	and	retaining	advisors	aligned	with	the	ATBIS	value	proposition
•	 Focusing	on	quality	ongoing	service	leading	to	strong	customer	satisfaction	and	retention

Strategic Priorities and Key Supporting Initiatives 
Our “drive for number one” plan sets out the key strategies necessary to take ATBIS to the next level in meeting our goals. 
These include:

1. Build the best team in Alberta. ATBIS will continue to grow our number of advisors, ensuring management depth to  
 support significant growth, and strong specialists and support staff. We will attract quality people aligned with the  
	 ATBIS	value	proposition	and	invest	in	coaching	and	training	to	maximize	their	potential.
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2. Benefit Albertans across all market segments. We will deliver our investor services in a way that best suits each  
 market segment.

3. Provide world-class advice and solutions. We will take an already strong advisory/product offering to the next level.  
 Clients and industry studies show that clients value advice, with over 85% of Canadians using advisors to help them  
 invest.

Supporting the Lines of Business

The efforts	and	expertise	of	our	strategic	support	business	units	stretch	across	the	organization	and	are	integral	to	the	
success of the lines of business strategies. Our model for strategic support is built on two fronts: strong central functional 
teams with subject matter expertise and embedded partners that focus on and remain intimate with the business area 
they support. The embedded resources leverage the knowledge base of the central functional teams, and serve as trusted 
advisors and valued members of the management teams within the business. Our key strategic support business units 
include:

Corporate Communications and Stakeholder Relations
Credit and Asset Management
Facilities, Real Estate, and Procurement
Finance and Operational Risk
Human Resources
Information Technology and Service Delivery
Internal Audit
Legal and Corporate Compliance
Marketing
Treasury and Global Financial Markets
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people, tools, 
and solutions

11



Our Business Highlights

History
•	 Established	September	29,	1938
•	 Independent	board	of	directors	established	in	1996
•	 Provincial	Crown	corporation	since	October	8,	1997

Quick Facts
•	 4,800	associates
•	 660,000	customers	
•	 158	branches	and	134	agencies
•	 $23.3	billion	in	assets
•	 $19.6	billion	in	loans
•	 $17.8	billion	in	retail	and	business	deposits
•	 $4	billion	in	investments	managed	through	ATB	Investor	Services
•	 Named	one	of	Alberta’s	top	35	companies	to	work	for
•	 Received	honourable	mention	in	Alberta	Venture’s	awards	for	the	Best	Workplace	for	Volunteerism	and	Community		 	
 Involvement, the Best Workplace for Working Parents, and the Best Workplace for Millennials
•	 Awarded	Outstanding	Corporation	award	in	the	Edmonton	Philanthropy		Day	celebrations
•	 Provided	over	$674,00	in	charitable	donations,	over	$1	million	in	corporate	sponsorships,	$1.1	million	in	fundraising	for		 	
 charitable causes, and countless volunteer hours
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Our Contribution to the Community

AT ATB Financial, both corporately and with associates, we put our commitment to the communities 
where we live and work into action through both our time and money. Every year, associates give back 
by actively volunteering in community-based fundraising projects. We will continue to do so over the 
next three years.  

Here is where we gave of our time and money in 2007:   

Corporate Fundraising
Alberta’s United Way associations 
Stollery Children’s Hospital Foundation and Alberta Children’s Hospital 
 Foundation through the “Teddy for a Toonie” provincial initiative
STARS Air Ambulance
Habitat for Humanity – Calgary and Edmonton
Edmonton Christmas Bureau

Festivals and Events
Edmonton International Street Performers Festival
Grande Prairie Street Performers Festival
Ponoka Stampede
Calgary Stampede
Big Valley Jamboree
Red Deer CentreFest
Lethbridge Dragonboat Festival

Sports
Edmonton Grand Prix 
Edmonton Oil Kings
ATB Financial Classic
Spruce Meadows
Edmonton Eskimos
Calgary Stampeders
Telus Open
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teddy for a toonie 
campaign
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Our Performance Targets

  FY09 FY10 FY11

Financial

 Return On Investment (ROI) 0.81% 0.81% 0.82%

Market/Customer

 Customer Satisfaction (TRi*MTM Score) 85 86 87

Employee Engagement*

 Employee Engagment Survey Score 71-73 72-74 73-75

*Within	our	planning	period,	we	aim	to	achieve	and	maintain	the	level	of	Best	Employers,	putting	ATB	Financial	among	the	top	organizations	in	Canada.
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® ATB Financial is a trade name/registered trademark of Alberta Treasury Branches.


