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“ Today’s ATB Financial  
is expert and caring.  
It’s brilliantly simple,  
and uniquely Albertan.”

–Dave Mowat, President and CEO
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Message from the President & CEO

This business plan for 2012 – 2016 will see ATB taking the next steps 
towards implementing the strategies we introduced in last year’s plan. 
After three years of focusing relentlessly on building and implementing 
the new banking system, it’s now time to move quickly to capitalize 
on the benefits for our company, our associates, and most of all, 
our customers. We’ll raise the volume on our presence in Alberta’s 
communities and our outstanding expertise and reach more and  
more Albertans.

It’s an exciting time for ATB. Alberta’s economy continues to be strong, in spite of 
volatility around the world. The new banking system will enable us to create innovative 
products for our customers. New people are in place in key leadership roles in ATB. 
With all of that combined, we’re ready to channel our energies into what we love the 
most – and that’s serving customers, growing our business, supporting communities, 
and becoming one of the most productive and innovative financial institutions in the 
country. It’s time for ATB to take the next step.

Dave Mowat
President and CEO 
May 30, 2012
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Guided by ATB 2.0

Making dreams come true. 

Achieving three ambitious goals: to be number one in the markets we choose,  
to be the place to work, and to have Albertans love and respect us. 

Focusing on four pillars: leadership, innovation, process and understanding. 

Showing Albertans that we’re as expert and sophisticated as any bank, but we’re  
also caring and connected people they can count on. 

Those are the key directions introduced in last year’s business plan and they’ll continue 
to guide us as we follow through on this year’s plan.

“Making dreams come true”…. it doesn’t really sound like a statement from the 
stereotypical bank, but that’s exactly what harnessing the powers of a financial 
institution can do for people and for a province. What makes this dream exciting is 
that it gives purpose to our organization and challenges all of us to use the unique 
characteristics of ATB and Alberta to “change the world.” What makes it even more 
powerful is that this dream, executed successfully, will deliver financial results that  
will make Albertans proud they own ATB.

The dream sets the aspiration. The three goals answer the question: what does 
successful execution look like? And the four strategic pillars—leadership, innovation, 
process, and understanding—provide direction to the organization for how to get 
there, ensuring the strategy is understood, owned, and executed on at every level 
and in every part of the business. 

And it all comes together to define the uniqueness of ATB and the paradox of a 
financial institution that is as expert as any big bank, as caring as any small one,  
and here to do Albertans proud.



Dream
We’re changing our world by putting  

people first and making dreams come true.

Goals
#1 in every market we choose

The place to work

Loved by Albertans

Strategic Pillars
Leadership          Innovation          Process          Understanding

Expert and Sophisticated & Caring and Connected

Paradox
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Strategy

Within the context of ATB 2.0, and building on the capabilities of our 
new banking system, this business plan has us taking the next steps in 
executing on our key strategic themes and achieving results that create 
value for customers, associates, and Albertans.

Elevating 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. Outstanding and inspiring 
leadership that builds strong relationships with our customers and our associates is 
critical to our success. The focus on infusing outstanding leadership skills—what it 
takes to be a leader at ATB—will span every level and area of the organization, but 
the primary focus will be on expanding the leadership role of our branch managers, 
making them the face of ATB and go-to leaders in the financial industry and in 
their communities

Realizing the full potential and benefits of our new banking system.  
Now that the new banking system is implemented, it’s time to devote the same energy 
and commitment into maximizing the full potential of our investment. We will leverage 
the capabilities of the new system,   not only to improve productivity and streamline 
processes but also to use the nimbleness of the new system to create real value for our 
customers and help set ATB apart from the competition.

Raising the volume and building ATB’s reputation.  
ATB is a well-respected financial institution with a deep connection and commitment 
to communities across the province. Moving forward, we will implement a deliberate 
strategy to “raise the volume” on ATB’s brand and reputation with the ultimate goal of 
attracting more customers, increasing our market share, and having more and more 
Albertans feel proud that they own ATB.

Rebuilding our HR function. 
People are at the heart of our business and key to our success. While many of our 
Human Resources programs and initiatives have helped create a very positive culture, 
making ATB the place to work requires innovative new approaches. The goal is to take 
our HR functions and programs to the next level, focusing on leadership, supporting 
the lines of business, attracting people who are exactly the right fit for ATB,  
and building an outstanding culture that incorporates all the very best of ATB.
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Elevating innovation.    
The banking business is changing quickly and so are the expectations of our 
customers. Customers are looking for new applications that make banking easier and 
quicker, expanded online services, and the ability to get their banking done anytime, 
anywhere, with people they trust. Our new banking system gives us the foundation for 
moving quickly and customizing services for our customers without the cumbersome 
processes and huge lead time we faced in the past. Innovation at ATB will push the 
boundaries of what’s possible—turning great ideas into brilliantly simple solutions  
for our customers in all four lines of business.

Meeting high regulatory standards.    
Good regulators and high standards of regulation make good financial institutions. 
We’ve seen that in spades as the Canadian banking system is consistently held up as 
a model for the rest of the world. As ATB grows and its services become even more 
diverse and complex, having a strong and capable regulator will be vitally important 
to ATB and to our owner. We will continue to work closely with our regulator to ensure 
that ATB meets the same high standards as other Canadian financial institutions.

Improving productivity and efficiency.  
With the combination of new tools, a strong reputation, and skilled people, we believe 
there is opportunity to increase the value to our customers and to achieve significantly 
better financial results. Our new banking system will certainly help us achieve gains 
in productivity and efficiency, but it will also take efforts across the organization to 
transform how we do things today. We’ll expand our use of key metrics and measures 
to assess not only financial results, but also our strategies, programs, and initiatives  
to ensure they are achieving the intended results.



“ It’s all about trust. It makes no 
difference if my clients are buying 
a piece of machinery or investing 
$1 million with me. They just 
want to deal with someone  
they feel comfortable with.”

–Scott Fleischhacker, Financial Advisor, Leduc
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Creating Value in Our Lines of Business

Across ATB, our associates are equipped with the leading-edge capabilities of the new 
banking system, but more importantly, they are energized and ready to move forward 
with what they love to do—building relationships and making a difference to our 
customers and our Alberta communities. Retail Financial Services is taking important 
steps to get closer to customers and meet their unique needs.  Business and Agriculture 
will reach more and more Alberta-based businesses and agriculture producers by 
converting ATB’s knowledge of the Alberta marketplace into deeper relationships  
and flexible customized solutions. Corporate Financial Services is well positioned  
to continue growing the business and serving the changing needs of our corporate 
clients through new products and comprehensive sales and marketing programs.  
And ATB Investor Services now has enough scale to boldly take the next steps towards 
becoming market leaders and accelerating its profitability.

All of this reflects ATB’s unwavering commitment to serving the needs of Albertans  
and our customers—like we’ve done for nearly 75 years.

Retail Financial Services
Retail Financial Services (RFS) will implement strategic initiatives that will benefit more 
and more Albertans. Recent leadership restructuring brings all levels of RFS leadership 
closer to our customers, recognizing the unique needs of rural and urban markets, and 
moving ahead with key business priorities. This change combined with the stabilization 
of ATB’s new banking system sets the stage for progressive next steps  
in our business plan.

Becoming the place to work.  
We will move beyond our initial pilot project to position every branch manager to be 
the vital connection to all our lines of business and the face of ATB in communities 
across the province. We will also increase our focus on the growth and success of our 
associates through progressive role-designs that increase capabilities and provide 
associates more control over their careers. We will incent and reward performance, 
increase the relevance of employee recognition programs, and improve the outcomes 
and returns from our learning and development programs.
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Convenience for our customers.  
We will take steps towards becoming the most convenient place to bank in Alberta 
through our integrated branch and channel strategies. We will improve the hours and 
days of business in our branches and contact centers, while simultaneously offering 
new electronic banking channels. ATB Connect will expand and will serve as a starting 
point to increase accessibility and access to expert advice for more customers.  
New products and solutions will be introduced to create more value for our customers. 
RFS will target more client segments within our markets, including cultural markets, 
and the business will launch a high-net-worth offer with private banking capability  
that suits Alberta. 

Maintaining operational soundness.  
Risk management and regulatory compliance will be a key to the success of RFS as 
we more closely integrate the functions of compliance, regulatory risk, operational 
efficiency and business performance. We will maintain balanced profitable growth 
and sustainable balance sheet strength through increased emphasis on productivity, 
capacity utilization and operational excellence. 

Business and Agriculture
Business and Agriculture (B&Ag) is dedicated to the success of independently owned 
and operated small- and mid-sized businesses, as well as agricultural ventures of all 
sizes across Alberta.  As ATB’s newest line of business, we are now firmly established 
and taking next steps to differentiate ourselves. We will build deeper relationships 
with our clients and the markets we serve, identifying niches where we will dominate 
in the marketplace and make a meaningful impact to Alberta’s business and 
agriculture community.

Innovative solutions.  
To reach more and more Alberta-based businesses, we will convert our unique 
knowledge of Alberta into flexible, innovative solutions catered to our clients’ specific 
needs and their success. Our centres of expertise will enable us to develop and 
launch leading-edge and unique solutions that are timely to market and of a calibre 
unmatched in the marketplace.
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Growth financing.  
We will prudently yet innovatively support our Alberta business clients in their plans 
for growth, restructuring, or even transitioning ownership to future generations  
of Albertans.   

Associate value proposition.  
We will achieve a powerful associate value proposition, making ATB Business and Ag 
bankers the best in the business. We will support, empower and reward our associates 
in roles that enable them to build deep and lasting relationships and prosper with 
their clients.

Productivity and results.  
Business and Agriculture’s plan for improved productivity is centred on measurable 
standards, supported by strategic initiatives in sales management, compensation, 
performance management, business development and customer relationship 
management. These strategies will position us to achieve our targeted growth and 
make a more meaningful impact on small and mid-sized businesses and agriculture 
customers in Alberta.

Corporate Financial Services 
Corporate Financial Services (CFS) is poised to continue growing the business and 
serving the changing needs of our clients and the marketplace. Leveraging our unique 
client-centric service model, combined with the capabilities of our banking system 
and comprehensive sales and marketing programs, we will introduce new products 
and increase our visibility in the marketplace. The strategic priorities of this business 
plan include: 

Lead change in Alberta by moving from relevance to significance:  
CFS is a unique and respected leader among lenders in corporate banking. We will 
preserve this earned reputation by continuously upgrading our service and the 
capabilities of our team. Building on the success of our energy practice, our next 
steps will be to continuously expand product offerings, drive our capacity to lead 
syndications, and formalize our capability for secondary loan trading. CFS will become 
the significant player in all markets we choose to serve.
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Expand the CFS presence in Alberta:  
Today CFS has earned a significant market share in the energy and petroleum and 
forestry sectors, as well as select sub-sectors in the real estate market. In this business 
plan we take the next steps toward attaining those same levels of market share in 
other chosen industry sectors.  Our relationship-management teams will achieve 
consistent growth through a targeted sales approach, leveraging our data-analysis and 
understanding of Alberta-based corporations, focusing on those potential customers 
who meet our credit-quality standards and fit with our target markets. 

Actively develop our business:  
Consistent with our value of nurturing innovation and driven by a focused hiring 
strategy, we will expand our product offerings of capital solutions, cash management, 
derivative products, and currency trading to achieve our growth targets. Expansion of 
our products and capabilities will not only increase the number of new clients, but will 
also enable CFS to more fully satisfy the needs of our existing corporate clients.  

Leverage technology in the new banking system:  
Our technology strategy is to be the leader in deploying and integrating new 
technologies. ATB’s new banking system will allow us to provide better customer 
service, closer interactions with clients, better processes, more efficient use of 
technology, and improved engagement of CFS teammates. Planned enhancements 
to cash management technology and new technology to support loan-origination 
decisions will further improve our productivity, customer satisfaction, and profitability.  

ATB Investor Services
ATB Investor Services (ATBIS) is committed to understanding and helping people 
become better investors. Over the past ten years we have built an outstanding team of 
advisors, touched the lives of more and more Albertans, and established a tremendous 
track record with the performance of our Compass portfolio. Going forward, the ATBIS 
plan has two foundational pieces – produce more while consuming fewer resources. 
Our Mastery strategy is the key driver in dramatically increasing productivity, enabling 
our advisors to achieve market growth and make clients happier in the process. 
Concurrently we will launch a number of efficiency initiatives to automate or streamline 
our work. Together, these two fundamental strategies will increase client loyalty and 
generate sustainable profits in all market conditions.
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Produce more by developing a Mastery culture.  
Over the past decade ATBIS has grown in relevance to Albertans and now has enough 
scale to take the next steps towards becoming market leaders. The Mastery strategy 
can achieve the goal of market leadership and set new standards in quality and client 
loyalty. Our focus on advisor selection and development means we have a strong team 
of ideal advisors who have their clients’ best interests at heart. Our Mastery strategy 
leverages the power of our internal partnerships, creating opportunity to provide 
wealth management services to more and more clients across all of ATB’s lines 
of business. 

Use less by improving efficiency across ATBIS.  
We will design a low-cost, high-quality advisory solution for the average Albertan, 
leverage technology to automate manual work, and apply lean manufacturing 
methodologies to standardize processes. These initiatives will reduce costs while 
freeing up more time for our advisors to spend with clients. Efficiency benchmarks 
and targets will set the standards and our associates will be empowered to make 
good decisions.
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Strategic Service Units supporting Our Lines of Business

ATB’s Strategic Service Units work behind the scenes, partnering with and supporting 
the lines of business in delivering on ATB’s promise to our customers, associates  
and Albertans by:

Stewarding the integration of strategy across the organization

Measuring and monitoring ATB’s key success factors and ensuring the full benefits  
of our investments (e.g., the new banking system) are achieved

Providing specialized subject-matter expertise, information and advice

Focusing on leadership and providing outstanding services to ATB associates

Accelerating multi-line initiatives and strategies

Championing and supporting an innovative culture that creates value for our customers

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

Raising ATB’s profile and enhancing our brand and reputation as an outstanding 
Alberta company

Reinforcing our commitment and connection to communities across the province
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Measuring How We Make a Difference

ATB will measure our progress in achieving our goals using the following key metrics:

Market share.  
We will tangibly increase market share, year in, year out. While our goal is to be number 
one in the markets we choose, we see this as a measure of relevance as more Albertans 
choose to become ATB customers—it’s not just about believing that bigger is better.

Employee engagement.  
The best employees drive the best business and attract customers. We’ve shown that 
ATB is one of the best places to work, not only in Alberta but in all of Canada, and we 
will continue to build on that foundation. Our goal is to more tangibly understand the 
link between engaged associates and increased market share to ensure we convert our 
engagement into results.

Reputation and loyalty.  
In an industry where the trust of our customers, our owner, and the market in general 
is essential to success, understanding and building our reputation is critical. As we 
approach our 75th anniversary, our goal is clear: to expand on our roots and build 
a broader and deeper reputation as a successful part of the unique and changing 
business landscape in the west, a financial institution that people want to be part of, 
and one in which Albertans feel real pride.

The common denominator will be a deeper understanding of the causal relationship 
of these factors to our financial results—results that will be reflected in a risk-adjusted 
return on capital (RAROC) that compares favourably with other financial institutions 
across Canada.
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#1 in every market 
we choose

Loved and respected 
by AlbertansThe place to work Results

Market
Share

Employee
Engagement

Reputation 
& Loyalty

Risk 
Adjusted
Return on

Capital

We have recently completed in depth analysis for each of the key metrics and have 
established meaningful definitions and calculations that will drive insights to how  
we are performing against our strategic goals.

Performance Objective Measure 2011 Baseline 2012 Target
Market Share (1)

Product Dollar Value 9.0% to be determined
Customer – Personal 14.3% to be determined
Customer – Business 24.0% to be determined

Employee Engagement 69 79

Reputation Index (2)

General Public 32 32
Business Community 43 43

Customer Advocacy Index – Loyalty (3) 47 47

Risk Adjusted Return on Capital 9.0% 10.4%

(1)  The market share metrics are currently under development to measure ATB’s share of the Alberta market. ATB will have three market share 
metrics: one combined product dollar-value metric for personal and business loans and deposit products; and two customer market share 
metrics – one personal and one for business.  

(2)  The reputation index score is based on a survey of Albertans and Alberta businesses conducted in late February/early March 2012. The score 
represents the percentage of Albertans who have a positive opinion about ATB minus the number who have a negative opinion. ATB’s scores  
are comparable with other financial institutions. This is the first reputational survey conducted by ATB and, in future, it will be done annually.

(3)  The customer advocacy index is a generated through customer surveys. Based on their responses, customers are categorized into one of four 
levels of customer loyalty: Detractors, Indifferents, Committeds, or Advocates. The scores are weighted to form the index score.

As we take the next steps in this business plan, all of these goals will come together 
to create an enterprise that delivers on the promise we have for the people of Alberta: 
ownership in a strong, and profitable financial services company that understands and 
serves their unique needs.



™ Trademarks of Alberta Treasury Branches.


