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messAGe from DAve mowAt 
presiDent & ceo

aTB’s business plan for 2011 – 2015 is all about aTB getting 
better and better. More relevant to albertans. Keenly focused 
on our customers. Deeply connected to communities. More 
nimble and able to anticipate and adapt quickly. With the 
right tools and technology in place.

underlying all that is our unwavering commitment to put 
people first – our associates, our customers, and communities 
across the province. 

at the end of the day, it’s about being relevant – to our 
customers, to our associates, to communities and to 
albertans. That’s why aTB was established more than 70 years 
ago, and it’s more important today than ever.

Dave Mowat 
President and CeO
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UniqUely AlbertAn

aTB Financial has been, and continues to be, uniquely albertan. We were established more than 70 years ago to serve 

albertans and to be there when people need us. and that essential purpose has not changed even though alberta today 

is a very different and constantly changing place.

To fulfill our purpose of serving albertans and meeting their financial needs, we will maintain our deep connection to the 

province and continue to be a uniquely albertan financial institution. and by doing that, we will be increasingly relevant 

to albertans – a place they’re proud of and a financial institution they trust.

The result is a paradox that defines the uniqueness of aTB and what we aspire to be.

	 •	 	We have a big bank’s world-class expertise and capability. Our customers count on us to deliver outstanding 

products and services and the advice they need. We’re constantly adapting … listening to what our customers say, 

anticipating changes in the business world, and building brilliantly simple solutions.

	 •	 	We have a small bank’s commitment to and connection to Alberta communities and customers. We’re deeply 

connected to alberta communities. That’s what distinguishes aTB, and we’re proud of that connection. We pride 

ourselves on understanding albertans and alberta because this is the only place we do business. Decisions about 

how we manage aTB, the products and services we provide, the branches we build, and the communities we 

support are all made in alberta.

	 •	 	We have a passion and a purpose to earn Alberta’s pride. Whether they’re customers or not, our goal is to make 

albertans proud of aTB and the contribution we make to alberta.

Put those elements together and it means aTB will be as expert as any big bank, as caring as any small one, and here to 

do albertans proud.
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DreAm

We’re changing our world by putting people first and making dreams come true.

some companies have vision statements. aTB is focused on a dream. Changing our world speaks to the ability to be bold 

and to think big, to not be constrained by conventional wisdom, and to understand that aTB makes a difference to our 

customers and our province. Putting people first simply underlines how we do things at aTB. Harnessing the power of 

people whether it is with our associates or our customers is the root of aTB’s success. and making dreams come true is our 

understanding that there is a lot more to banking than transactions – it is about getting results and creating value for 

customers, associates, and albertans. We get that, and we’re proud to be albertans’ partner to get there.
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GoAls

aTB’s business plan is focused on achieving three important goals:

	 •	 	To be number one in every market we choose – it’s a bold goal. Many companies could glibly say they want to be 

number one. But at aTB, we deliberately choose to operate in four lines of business – Retail Financial services, 

independent Business and agriculture, Corporate Financial services, and investor services.  We pride ourselves on 

understanding the alberta marketplace and our customers. and we believe strongly that we can take that 

understanding, combine it with great people, sophisticated tools and processes, add our deep connection to 

communities, and use that unique combination to be the leader in every market we’re in. 

	 •	  To be the place to work – Many companies say they are great places to work – some even live up to the promise. at 

aTB, we want to take that one step further. For people who work in any aspect of the financial services industry, we 

want to be known as the place they want to work … where they can work with people who are leaders in their field, 

be part of a symphony of specialists, where they can make a real difference for their customers, and a place where 

their ideas can help shape the future of a company and the decisions we make.

	 •	  To be loved and respected by Albertans – it might sound strange for a financial institution to talk about being 

“loved.” Who actually loves their bank? But there is no better word for it. if we achieve that paradox of having all the 

sophistication and expertise of a big bank combined with the passion and connection to customers and their 

communities, we believe that more and more albertans will be proud of “their aTB” and want to do business with a 

financial institution that’s uniquely albertan.
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strAteGy

as a business, aTB’s strategy is grounded in four key pillars.

Leadership
When albertans think about financial services they likely think it’s all about money. But, in reality, it’s all about people and 

relationships. Our success depends on strong relationships with our customers and our associates. and that begins with 

outstanding leadership at every level of the organization. Beginning in 2010, aTB will launch an expanded focus on 

leadership, starting with identifying the unique attributes that define leadership at aTB and taking steps to infuse 

outstanding leadership skills across the organization.

Innovation
Change is a constant in our lives. The province is changing, communities are changing, and most important, the needs 

and expectations of our customers are constantly changing. By focusing on innovation, our aim is to stay ahead of the 

curve, to anticipate new opportunities to serve our customers and to adapt quickly to changing circumstances.

Process
With our new Core banking system, aTB will have a robust and flexible banking platform to replace many of our outdated 

and inefficient processes. The benefit comes not only in providing streamlined and efficient processes but also in better 

access to the information necessary to meet high standards and compliance requirements. Most importantly, having 

consistent and reliable processes in place means our associates can spend their time serving our customers without 

worrying about confusing processes and paperwork.

 

Understanding
We pride ourselves on understanding our customers and understanding albertans better than anyone else. The challenge 

is to take data and information and transform that into insights and action. it’s not just about measuring more things, it’s 

about having an organizational bias to be curious and inquisitive, to seek answers and understanding, and to use insights 

to drive action and guide our decisions.
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vAlUe

aTB’s four strong lines of business – Retail Financial services, independent Business and agriculture, Corporate Financial 

services, and investor services – are focused exclusively on bringing value to aTB’s more than 670,000 customers. 

Highlights of the strategies for each of the lines of business are as follows.

Retail Financial Services
after feeling the impact of the economic downturn in 2009-10, Retail Financial services (RFs) anticipates a modest 

recovery in 2010-11 and steady growth over the term of this business plan. Five strategic priorities are at the heart of the 

RFs business plan:

	 •	 Supporting	the	Core	initiative	throughout	the	process	of	replacing	ATB’s	outdated	banking	system

	 •	 Transforming	RFS	to	maximize	the	potential	benefits	of	the	new	banking	system	once	it	is	in	place

	 •	 	Building	 strong	 and	 effective	 leadership,	 using	 ATB’s	 leadership	 attributes	 to	 re-position	 the	 role	 of	 branch	

managers

	 •	 	Instilling	strong	associate	engagement	and	allowing	us	to	deliver	unparalleled	customer	service	through	dedicated	

and loyal associates

	 •	 	Improving	 the	 customer	 experience	 by	 refining	 ATB’s	 brand,	 implementing	 innovative	 sales	 and	 services,	 and	

developing deeper understanding and insights about our customers

Independent Business and Agriculture
The independent business and agriculture market in alberta represents a terrific opportunity for aTB. aTB has always 

served independent businesses and the agriculture industry, but by creating a new line of business targeted specifically 

at this market, independent Business and agriculture (iB & ag) aims to deliver the best business and agriculture offering 

in alberta. Four key strategies underlie their business plan:

	 •	 Retain,	attract	and	inspire	great	associates

	 •	 Understand	our	customers	and	unleash	their	potential

	 •	 Be	prudent	in	running	the	business

	 •	 Provide	a	fair	return	to	ATB’s	overall	business
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Corporate Financial Services
at the heart of the economic downturn, Corporate Financial services (CFs) was able to capitalize on the global credit 

crunch and the retreat of financial institutions from the alberta market. as a result, CFs saw very strong growth in 2009-

10. looking ahead, we expect competition for business customers to be fierce as optimism returns to the marketplace. 

The CFs business plan will continue to focus on:

	 •	 Employing	a	team	of	specialized	experts	that	attracts	and	retains	the	best	customers	in	Alberta

	 •	 	Developing	world-class	technology,	products	and	capabilities	and	taking	full	advantage	of	the	new	capabilities	our	

Core banking system will provide

	 •	 Creating	a	supportive	and	nurturing	environment	to	attract	and	retain	the	best	people

Investor Services
The goal of the aTBis business plan is for investor services to become world-class at understanding clients and helping 

them realize their dreams. The past year was one of the most difficult in history for our customers, but aTBis continued 

to outperform the mutual fund industry and surpassed $5 billion in assets under management in 2009-10. There are four 

cornerstones to the aTBis strategy:

	 •	 Relevance	–	Touching	the	lives	of	more	Albertans	than	we	do	today	and	expanding	our	customer	base.

	 •	 	Simplicity	 –	 Launching	 a	 new	 Wealth	 Management	 Foundation	 technology	 platform	 to	 simplify	 the	 lives	 of	

associates, reduce time-consuming paperwork, and allow associates to spend more time with customers.

	 •	 Mastery	–	Using	training,	coaching	and	research	to	continually	improve	the	skills	of	our	financial	advisors

	 •	 Sustainability	–	Significantly	increasing	the	return	on	investment	to	ATB

Strategic Support Units
Working behind the scenes, aTB’s strategic support units partner with and support the lines of business in delivering on 

aTB’s promise to our customers, associates and our shareholder by:

	 •	 Helping	ATB	get	ready	for	the	new	Core	banking	system	and	making	sure	the	full	benefits	are	achieved

	 •	 Ensuring	that	ATB’s	growth	comes	with	sound	financial,	business,	risk	management	and	governance	practices

	 •	 Developing	refined	measures	to	assess	productivity,	efficiency	and	key	success	factors

	 •	 Enhancing	ATB’s	reputation	as	an	outstanding	Alberta	company

	 •	 Reinforcing	our	commitment	to	communities

	 •	 Attracting	and	retaining	outstanding	associates
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initiAtives

With alberta’s growing and changing economy, standing still is not an option. aTB is continually adapting to and 

anticipating changes in the marketplace, in our customers’ needs and expectations, and in the priorities of our 

shareholder. Our goal is to be a nimble and flexible organization, ready to respond with innovative approaches and 

solutions that are unique to the alberta marketplace.

as part of this business plan, a number of critical initiatives are underway.

Core
aTB’s Core banking system is outdated and no longer able to meet our customers’ or our company’s needs. in april 2008, 

aTB launched a major initiative to replace the old system and implement a completely new banking system – the first of 

its kind in north america. While the project has proven to be more complex and bigger than we anticipated, plans are in 

place to implement the new system in april 2011. With the new banking system in place, aTB will have a solid foundation 

for future success.

Role of the branch manager
Branch managers play a critical role in connecting aTB to customers, to associates and to communities. Work is underway 

to re-define the role aTB’s branch managers play and build an even stronger leadership team in branches across the 

province.

Branch of the future
The days of lining up for service or looking across the counter at a customer service agent could be numbered. aTB 

continues its commitment to our extensive branch network and is looking to the future with new designs for the 

branches we build. each new branch is customized to the community it serves and provides a brand new experience for 

our customers.

ATB Connect
using high definition video conferencing and leading edge technology, specialized financial advisors from our investor 

services line of business can be instantly connected to customers in remote locations across the province rather than 

having to wait until a financial advisor travels to their community.
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commUnity

aTB’s deep connection to communities and to our province is part of our Dna. each year, aTB contributes millions of 

dollars to a wide range of community causes and sponsors events that are part of the fabric of the province. But aTB’s 

commitment extends well beyond cutting cheques. Our associates spend countless hours volunteering in their 

communities or raising funds to support the united Way or aTB’s Teddy for a Toonie campaign in support of the stollery 

Children’s Hospital in edmonton and the alberta Children’s Hospital in Calgary.

Whether it’s a series of concerts to celebrate up and coming alberta musicians (the aTB-sponsored untapped alberta 

series), a partnership with the art Gallery of alberta, the lethbridge Dragonboat Festival or the Grande Prairie street 

Performers’ Festival, albertans can count on aTB to be involved. 

as part of this business plan, aTB will expand its presence and profile in communities through a combination of earned 

media, sponsorships, donations and community presence. Whatever we do and whatever we support, our objective is to 

tell alberta’s stories and celebrate those stories at our We are alberta website (www.wearealberta.ca). Work is also 

underway to implement aTB’s Corporate social Responsibility policy, including an environmental strategy to reduce our 

carbon footprint.
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nUmbers

Fiscal Year 2009 2010 2011 2012 2013

Customer satisfaction 88 88 88 88 88

employee engagement 78 78 78 77-79 77-79

Return on average assets (%) 0.93 0.62 0.61 0.74 1.05



®Registered trademarks of Alberta Treasury Branches


