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Executive summary

Bank of St. Vincent and the Grenadines (BOSVG) a retail bank formally the National Commercial Bank was founded in June 1977 with a staff of 11 staff members. It was only after its acquisition by East Caribbean financial holding company (ECFH), a regional financial services group headquartered in Saint Lucia was the bank was rebranded Bank Of St. Vincent and the Grenadines (BOSVG) , with the tagline “the bank that gives me more”.  
The bank has since grown significantly boasting a staff complement of 173 with 7 locations, three of which are located on the grenadine islands of Bequia and Canouan and Union Island, and an exchange bureau at the Argyle International Airport. However on June 30th, 2017 the bank’s former parent company East Caribbean Financial Holding Company Ltd (ECFH) sold 31% of its shares in the bank to the government of St. Vincent and the Grenadines thereby giving up controlling interest. BOSVG’s principal activity provision of retail, corporate banking, and investment services.

This report focuses on what is the bank’s strategy for customer care using the strategic management tools of Porter’s five focuses to analysis customer value, SWOT  to derive the competitive analysis and VRIO framework to assess the industry analysis of the bank through its strategic plan for 2018-2020 “enhanced brand and customer value” to achieve this the bank outlined the following objectives strengthening customer value position and improving customer experience.  
Upon evaluation of the strategic plan by the management tools it was discovered that the strategy in use by BOSVG was improving customer  service through technology as the focus of the bank’s customer care was the improvement its online banking platform during the pandemic. Therefore to upgrade the customer care on a deeper level I recommended a strategy of diversification according to (Vaidya) is method of expansion or growth within a business this is done by launching a new product that identifies with new opportunities. There are three types of diversification concentric, horizontal, and conglomerate, however in this report we only focused on the first two. Concentric diversification, BOSVG’s particular form is described as technology related concentric diversification and horizonal diversification. This type of strategy will allow the bank to continue to deliver innovative customer care ensuring future resilience by encouraging market reach and create a sustained competitive advantage against a backdrop of a pandemic. 
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The COVID outbreak has forced many businesses to rethink their operating model according to Chief Economist Arun Singh in his (2020) interview. The Expert touted the reforms ushered in by the pandemic such as the in-person sales, large trade shows, and conferences all disappeared overnight to be replaced with wide-scale telemarketing, direct mail, and the development of what we now call digital customer engagement strategies.  In the Global banking outlook (2020), it was noted that the pandemic caused significant instability and high volatility within the global capital markets.  One area highlighted in the overall banking sector that was impacted the most was customer relationships and commercial models. The outlook emphasized that even the most branch-centric banks had to now understand the gaps in the provision of services, thereby accelerating their digital transformation. Bank of St. Vincent and the Grenadines (BOSVG) 
 like many banks globally has already started its digital transformation process however, COVID-19 accelerated any strategic plans it had previously devised.  Due to the sudden acceleration, an emergency project team was appointed to focus on creatively reshaping the organization’s strategic direction to ensure that the bank is not trailing its competitors within the financial sector. However, to reshape the strategic direction one must examine the bank’s current strategy and where it stands in comparison with its competitors. Recommendations resulting from the assessment can then be devised to secure a new way forward for innovative customer care, this will ensure future resilience as well as a sustainable advantage within our new post-pandemic landscape.   
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To chart a new way forward, creating avenues for innovative customer care we must first understand what we mean by customer care, hearing it for the first time one might think it has something to do with customer service and you would be partly right. However, customer care is more than the services provided by a single department. According to  (Alig, 2021) it is when a company treats customers with respect, and kindness and connects with them on an emotional level. (Alig, 2021) also stressed that this is not a customer service representation or the manager’s job but that of everyone on the team. (Kisielewska, 2022)  stated that customer care must never be confused with customer service as it goes beyond merely giving advice and support to customers. (Fontanella, 2021) further clarifies that customer service only satisfies the customer by answering questions, unlike customer care where the employees must actively listen and create a long-term, mutually beneficial relationship with customers.  
But where does BOSVG stands presently within its market and what is its current strategy?
Strategy is defined as rules for making decisions under conditions of partial ignorance, this was first proposed by Ansoff Hi in 1965 according to (Nickols, 2008), Alfred D. Chandler Jr highlighted that strategy is the determination of basic long-term goals and objectives of an enterprise as well as the course of action along with the allocation of resources to carry out the company’s goals. Harvard professor Kenneth Andrews (1980) “defined strategy as a pattern of decisions which formulates goals, objectives and produces policies and plans to achieve those goals as well as outline the economic contributions needed by its shareholders”  (Athapaththu, 2016).  Comparatively, Professor Michel Porter defined strategy on the bases of competition “ it a wide formula which helps the organization to compete, set goals and decide on what policies will be needed to carry out those goals (Athapaththu, 2016). Ultimately, when all the above definitions are taken into consideration similarities appear, showing that strategy means something different depending on who you asked and when you asked it, for some it is a plan, a rule, a pattern of decisions, long term goals and objectives or a ploy which can help an organization to avoid its competitors. 
To fully understand where BOSVG is in term of strategy we must analyse the company with the use of strategic management tools under the following categories industry analysis, customer analysis, and competitive analysis. 
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The strategic management tool best suited for this type of analysis is that of Porter’s five forces.  
But what is a strategic management tool, to understand this we must first look at what is strategic management. 
Strategic management according to (Sammut-Bonnici, 2015) “is defined as the process of evaluation, planning and implementation designed to maintain or improve competitive advantage”. (Kennedy) in his 2020 book on strategic management is described as action by executives, utilizing or allocating resources to implement major initiatives on behalf of stakeholders to improve the performance of the firm. (Maiti, 2021) provides a blended view stating that strategic management involves the formulation and implementation of significant goals and actions taken by the organization’s managers but went one step further by concluding that in considering the firm’s resources to be allocated an evaluation of the internal and external environment must be performed. 
This is done with the use of strategic management tools, according to (Afonina, 2015) are the frameworks used to develop strategy, (Conrad, 2020) states these are tools but also techniques that business leaders use to determine where their business is at present, where they want it to be in the future and which key metrics and initiatives they should track and pursue to achieve that target state.  
In BOSVG’s annual report of (2018) a strategic plan was outlined, the following were those that related to the bank’s strategy for customers or customer care, “enhanced brand and customer value” to achieve this the bank outlined the following objectives strengthening customer value position and improving customer experience. See Appendix 1.0
To assess the strength of custom value within BOSVG we must employ a suitable strategic management tool, in my deliberations the tool most suitable for the analysis was that of Porter’s five forces that focuses on competition in the industry, potential of new entrants into the industry, power of suppliers, power of customers, threats of substitute products. As we focus on customer care it is important to understand the power of the customer or the strength of the customer value.  
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Supporter of the strategic management tools such as (SCOTT, 2022) ,  believe that the model can be applied to any segment of the economy, (Hardvard Business School )  builds on this by stating that the analysis can help companies assess which industries to compete in and by extension how to position themselves for success, (Bruijl, 2018) notes that not only does the model allow this but it helps companies to understand which of the industry players hold the most power and will lead in terms of products and services by assessing the competition in the industry. 
While there are many others like the three theorists above who hold steadfast that Porter’s five forces model is this relevant today, there are those that are more critical of the model’s relevance such as (Ural, 2014) & ( Anjeela Khurrem et al., 2020) who believe that the model is outdated, primarily due to its limited applicability in ever-changing global context. (Dobbs, 2014) expands by identifying the following limitations, lack of depth, lack of strategic insight and Lack of structured analysis or quantitative measures are used in the application of the model. In spite many researchers still believe in the benefits of the model as of 2019 there were up to 57,000 citations according to ( Anjeela Khurrem et al., 2020). 
Porter’s Five Forces Model 
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The power of the customer: Under the Five forces model this refers to the power of the customers to influence price, services, and product development. To understand how much power the customer holds over the operations of BOSVG or the strength of customer value we must evaluate liabilities due to customers. This can be identified under deposits due to customer’s account this money is repayable on demand  (BOSVG, 2017) and shares held. 
 
	2017
	% 
	2018
	%
	2019
	%
	2020
	%
	2021

	745,782,313
	3%

	767,161,792
	19%

	910,319,763
	9%

	990,312,696
	9%
	1,081,376,200


Deposits due to customers 

BOSVG’s deposits has steadily increased over the last 5 year  with its peak in 2019 where the deposit rose by 19% over the amount held in 2018, this is a result of an increase in both individual and corporate customers such as credit unions moving their funds from other institutions as competitors such as First Caribbean International Bank (FCIB) and Royal Bank of Trinidad and Tobago ( RBTT) that announced that they would not be paying interest on deposit accounts and would introducing fees upwards of $25 monthly to keep these accounts opened, faced with this many clients absconded to BOSVG.   
However, this increase does not give the customer more power as it is the shortage of customers that increases the power held, at BOSVG the bank has more funds held in savings than the bank is currently utilizing. The Loan to deposit ratio (LDR)  seen in the 2021 report depicts this as of (2021)  the ratio was at 58.1% down from 81.13% seen in the 2017 annual report  (BOSVG, 2017) indicating that the bank has seen a significant reduction in the amount of loans disbursed in relation to the deposit held according to (Murphy, 2020) the ideal LDR is the of 80% to 90% as loans generate the highest rate of return meaning that 80 % of deposits should be lend to customers. 
Another way to assess the power of the customer/ value of customer is to assess how much shares the public has. At BOSVG the public has the smallest percentage at only 16% highlighting the general customer has the least amount of power.
Share breakdown: 
OWNERSHIP IN BANK OF ST. VINCENT AND THE GRENADINES LTD.AS AT 31/12/2020
	Government of SVG
	NIS
	ECFH
	The Public & Staff of BOSVG

	43.13% 

	20%

	20%

	16.87%



Therefore at BOSVG the strengthen of customer value is low to moderate, as the bank does not rely on the income interest gained form the loans to clients but from the banks investment income as seen in the (BOSVG, 2020) annual report  during the COVID pandemic the asset growth was mainly concentrated in the areas of Loans and Advances and investment securities, which grew by $37.9 million or 6.3% and $40 million or 49.6% respectively. The shareholders structure also shows the strengthen of the customer value is weak with the least amount of overall power being held by them at16.87%and therefore the direction of the bank will be controlled by the government agencies that hold the most shares. We now turn our attention to the competitive analysis under SWOT where we will look at the next strategic objective improving customer experience. 
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In the bank’s (2017) annual report it was noted that the Board of Directors has developed a three-year strategic plan for the period 2018 to 2020 that would guide the bank’s activities. This plan had key strategic themes of enhance brand and customer value through strengthening customer value proposition and improving customer experience. To enhance brand image BOSVG has been a key sponsor for national festivals and sporting events while also providing scholarships on an annual basis to its mortgage customers’ children.  During the pandemic the strategy of enhance brand and customer value through improving customer experience was tested. Below we will assess if the bank’s strategy for customer care holds any water.  But first we will take a brief look at SWOT’s background and Theorist’s point of view before the BOSVG analysis. 
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SWOT: The exact origins of research is unclear with some starting that it was first developed in 1960s by a management consultant named Albert Humphrey at Stanford research institute (Friesner, 2011), while others stat that the empirical basis of SWOT started in 1952 within the Lockheed’s Corporate development planning department (Richard Puyt, 2020), the concept was also attributed to Harvard researchers according to(Morrison, 2016). Despite this the concept of SWOT is an internal / external strategic management tool focusing on the organisations Strength, Weakness, Opportunities, and Threats. 
[bookmark: _Toc121086573]Theorist’s point of view on the strategic option “SWOT”: 
(Twyford, 2014), a support of the option championed that it was absolutely relevant in today’s business environment, stating that “SWOT gives each company no matter the size a starting point on the journey of stripping down and discovering, this he believes make the strategic tool relevant. (Charles W. L. Hill, 2012) develops the idea claiming that SWOT is not only still useful but it can be used to identify problems internally and externally within ones organization.  As late as 2017,  (Dergisi, 2017)  states that SWOT  “matches the organization’s resources and competencies against it competitors ”. However not everyone agrees with the previous theorist of SWOT’s usefulness, with authors such as (Aron, 2021) claiming that SWOT can only be helpful if you change the way you use it”.  Professor Roger Martin a strategic adviser and SWOT detractor argues that SWOT is a pointless exercise that leads to bad strategy and poor decisions, He states “SWOT analysis is a dreadful way to begin a strategy process”  (Anand, 2021). Despite the point of view of the previous theorist SWOT is still widely used today with many believing the strategic option to be useful in providing an internal analysis of the company. 
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	Strengths 
	Weaknesses

	Community outreach (see appendix 1.1) . 
· Online banking platform and Mobile App- that has individual customer profiles. 
Launch of D-Cash- the digital version of the EC dollar; enables users to send and receive money from their family members, friends or customers who live in the same country or in any other Eastern Caribbean country where DCash has been launched.  D Cash transactions are processed in real time, with no transfer fees during the pilot project as part of the bank’s I-Wallet.
· Talent Factory- HR policy of developing capabilities and competencies within the Bank includes a policy of zero percent financing with a refund on successful completion of their programmes
Creation of a Call Centre/Digital engagement centre  
· Setting goals for customer service enhancement as see in strategic plan 2018-2020 (plan continued into 2021 due to COVID pandemic) 
Cost leader as it relates to saving accounts fees ($3 vs $10 charged by competitor FCIB) among others. 
	Lack of live channels to speak directly with an agent, almost all contact must be made via telephone or automated channels to resolve simple issues as well as guidance when navigating website. 
· Centralization of services at headquarter. 
Difficulty in reaching personnel over the phone, customers are unable to reach departments extensions and are then redirected to a full inbox, this leaves the client without a resolution to the problem being experienced. 
· Staff lack knowledge of the new products and services outside their department as all calls about the online platform are directed to the I-Bank and customer service departments as other department are unable to assist. 

	Opportunity 
	Threats 

	Increased Social Media presents (see appendix 1.2). 
· Offering white glove service to corporate & high net worth customers, this is predictive engagement; proactive control of the customer relationship, the customer’s real and potential individual needs will be identified and solved before the customer thinks to reach out. Example: calling the client to collect a debit card/ credit card before they request. 
Intregation of a chat box with the present online banking services 
	Existing competitor, (FCIB/CIBC) and St. Vincent corporative bank, Republic Bank and 1st nation bank. 
· Entry of new more technologically superior competitor.
Impacts of COVID – enhanced expectation by customers and a move anyway from the traditional banking model of coming into a physical branch and having to wait long for service. Customers wish to do everything that is done at the branch using online resources. 




Like any institution BOSVG has strengths, weaknesses, opportunities, and threats to their customer care strategy. The greatest strength: Online banking platform and Mobile App. Weakness: lack of live channels to speak directly with an agent, or automated channel to resolve simple issues. Opportunity: Offering white glove service to corporate & high net worth customers, this is predictive engagement; proactive control of the customer relationship, the customer’s real and potential individual needs will be identified and solved before the customer thinks to reach out. Example: calling the client to collect or mailing a debit card/ credit card before they request one. Threat: Entry of new more technologically superior competitor. Before we decide if BOSVG’s strategy of improving customer experience is substantial one we must first put the bank’s greatest strength its online banking platform through the VRIO framework. But first we will take a brief look at VRIO’s background and Theorist’s point of view before the BOSVG analysis to understand why I choice it as the strategic management tool for industry analysis. 
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[bookmark: _Toc121086576]VRIO Background: 
VRIO Framework: Was developed by Jay Barney in 1991 in his book “Firm resources and sustained competitive advantage (Sridharan, 2022) and (Jurevicius, 2022). Originally this framework was called VRIN however after refining the framework in 1995 he named it VRIO   (Sydeek, 2020). VRIO framework is a strategic management tool used to analyse the internal resources and capabilities of the firm. 
 
[bookmark: _Toc121086577]Theorist’s point of view on the VRIO Framework:  Supporters of the framework such as (Grant R. Butler, 2014) the framework can be applied in assessing a board range of company resources to derive the sources of sustained competitive advantage. Another supporter Doctor Parth Sharma (Sharma, 2020) states that the differentiators and advantages you will identity will aid companies in how to approach the marketplace thereby informing all their strategic decision. Professor Barney states that (Hesterly, 2008) VRIO by serving as a consistent framework, it connects ideas and encourage understanding, not memorization of the strategy. However, not everyone has a favorable outlook on the use of VRIO framework such theorist includes ( Rita Geradles et al, 2019) who stated that the VRIO framework does not explore the relationship between different economic theories, another critic of the framework is that it is not suitable for smaller businesses as they find it difficult to identify the elements of VRIO (Usmaini, 2022).  In spite of the drawback, VRIO broad range makes it ideal to assess the customer care strengths uncovered by the SWOT analysis above. 
Do you control scare resources or capabilities?
Do you offer a resource that adds value for customers? 
Is it expensive to duplicate your organization’s resource or capability?
Does your company have organized management systems? 
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As identified through the SWOT above one of the bank’s greatest strengths was that of its investment in technology. The bank’s ongoing digitization resulting in the bank spending 1.5 million in 2019 (BOSVG, 2019). The resulting new online banking platform and Mobile App- has significantly enhanced self- service as one can spend e-transfers, request cheque books, pay bills and see account history to name a few. 
VRIO: Value, Rarity, Imitability and Organization analysis of BOSVG’s online banking platform: 
Value: Do you offer a resource that adds value for customers? 
Anaylsis: The new online banking plateform is indeed valuable with more self services such as bill payment, electronic funds transfers, wire transfer, cash request, international drafts  peer to peer transfer, ability to check balances and request cheque books. This plateform with its desktop and mobile app verison has greatly henced the availiablity of remote services allowing customer to conduct transactions from their homes as the pandemic forced most individuals to work from home. 
Rarity: Do you own something that’s hard to find yet in demand?
Anaylsis: The plateform is not rare if compared with many international banks, who all have launching online banking plateforms with Moblie apps, even some credit unions regionally and locally have launched apps. However, the sophistication of BOSVG online banking technology is far advanced compared to what is available on the local market from a indigenous bank. However, due to the pandemic the demand for remote services increased and BOSVG’s new platfrom was welcomed by its clients as it reduced their need to call and visit the bank.  
Imitability: Is it expensive to duplicate your organization’s resource or capability?
Anaylsis:  As noted earlier the bank spent 1.5 million on its new online banking plateform emphasizing the magnitude of the expense to have such a system. In addition a structure to govern the new plateform must be developed in March 2019 the IT Governance committee, a management comitte for IT was established (BOSVG, 2019). Their role is to have oversight of the IT activities of the bank, the committee rolled out 18 IT policies (BOSVG, 2019), such as IT security policy framework, EISP Cloud computing security policy , Cloud computing usage policy and password policy see full list in appendix 1.3. Apart from the IT Risk Assurance framework which the Board of Directors approved in 2020; but will only see implementation in 2021 (BOSVG, 2020), in 2020 the bank continued to adopt new policies for the strengthening of their IT governance structure with as cyber security policies (BOSVG, 2020)  the bank introducted 11 new policies 2 of which directed at cyber security ( ESIP cyber security policy & ESIP IT Serity policy ) and 2 other to support the new online banking ( Related transaction policy & Wire transfer policy) see others in appendix 1.4. Due to the aforementioned it is not only expensive but time comsuming. To imitate the bank’s online platefrom, as one would need large capital, time to invest in software development and policy design all of which can takes years.  Given that BOSVG’s plateform is valuable, rare , not imitatable, this indicates that the bank has a competitive advantage over competitiors who do not have online banking plateform as sophiticated. 
Organisation: Does your company have organized management systems, processes, structures, and culture to capitalize on resources and capabilities? 
Anaylsis:  BOSVG has continuously buildt up its management systems, processes and structures by implementing policies, coducting training for the board of directors in Governance of Enterprise IT in July 2020, this course covered the following areas Corporate Governance, Risk Management and the IT Organization, Cyber Resilience, Disaster Recovery and Business Continuity Planning. The training was facilitated by Mr. Sunil Sheen, Consulting Chief Information Officer of Xorion. In addition, The Board was also provided with a User Manual to assist in discharging its responsibilities relative to the Governance of Enterprise IT (BOSVG, 2020). Through the Human Resource Committee a new organisationa structure was adopted to aliagn the company’ objectives such as improved customer service through technology ( Online banking) . Given this BOSVG has achieved sustained competitive advantage under the VRIO framework where their star product online banking has attained all four components of the framework. 
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Upon concluding the three strategic management assessment to derive what is BOSVG’s present strategy on customer care it is not what was outlined in the bank’s strategic plan “enhanced brand and customer value” to achieve this the bank outlined the following objectives strengthening customer value position and improving customer experience. While through the Porter’s Five forces analysis we concluded that the customer power, influence, or value within the bank while important was weak to moderate as the public was the minority shareholder and the LDR Loan to deposit ratio demonstrates that  the bank does not rely on the income interest gained form the loans to clients solely but draws from the bank’s investment income as seen in the (BOSVG, 2020) annual report  during the COVID pandemic the asset growth was mainly concentrated in the areas of Loans and Advances and investment securities, which grew by $37.9 million or 6.3% and $40 million or 49.6% respectively. With this one the strengthen customer value was not in step with the data presented. 
The next strategic objective improving customer experience was tested through the SWOT and VRIO framework. Upon their completion we found that the bank's implementation of the Online banking platform, an accompanying app, the restructuring of the entire organizations staff, the creation of policies to govern the new platform, the training of directors in IT governance and millions of dollars spent during the process shows the banks commit to improving the customer’s experiences. In spite of weaknesses such as not having live channels to speak directly with an agent, almost all contact must be made via telephone or automated channels to resolve simple issues as well as guidance when navigating website. It can be determined that the Bank’s present strategy for customer care is improving customer experience through technology and call centres as other improvement such as offering white glove service to corporate & high net worth customers, this is predictive engagement; proactive control of the customer relationship, the customer’s real and potential individual needs will be identified and solved before the customer thinks to reach out. Example: calling the client to collect a debit card/ credit card before they request have yet to be introduced.  There is room for improvement in the customer care provided at the bank the following recommendations will help to reshape the present strategy at BOSVG filling in the gaps that can be seen through its weakness threats and opportunities. 
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While the online platform has provided significant improvement in customer care, while the world is slowly returning to normal, the way we do business has changed over the last two years due to the pandemic customers expect more from their banking institutions. Better, faster more personalized service to achieve this we must not stop at building a sophisticated platform and app we have to integrate a higher standard of customer care within them. Therefore, I recommend a strategy of diversification according to (Vaidya) is method of expansion or growth within a business this is done by launching a new product that identifies with new opportunities. It is a prominent approach used by large-scale business such as BOSVG only after extensive research and analysis. There are three types of diversification concentric, horizontal, and conglomerate, however we will only be focusing on the first two. Concentric diversification according to (Bhasin, 2020) this refers to the process of the company adding a new product to the existing product line in a same market due serving the same customer through the same distribution system.  The proposed integration of a chat box with the present online banking services is called technology related concentric diversification, this additional function will require additional system updates and possible additional staff if those in the digital engagement centre are unable to undertake the expanded task. Another area of concentric diversification would automated channels to resolve minor issues  as well as suggestion tabs to aid the customer in navigating BOSVG ‘s website. Horizontal diversification according to (Borad, 2021) first identifies what the customer needs in addition to what the company is offering, this can be done by market research on what customer want and the new trends in customer care to assess what other products they may be willing to buy while not departing from the company core business model. Implementation of white glove service to corporate & high net worth customers falls under this category of horizontal diversification. With white glove service becoming a new customer care trend, this involves predictive engagement of our corporate and high net worth customers by offering new and innovative services based on the type of business and the volume of transactions. The bank would need to track the customer activities over a period of time this can prove costly as additional resources would need to be given to build a data base of each of these client’s activities and speculate what they would need next. But once the technology is implemented the bank can identify and create new products and services that will keep these high net worth individual loyal “why go anywhere else, when we service all your banking needs” . Through the white glove service BOSVG has proactive control of the customer relationship, the customer’s real and potential needs will be identified and solved before the customer thinks to reach out. Example: calling the client to collect a debit card/ credit card before they request it. 
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Appendix 1.2: social media presents BOSVG vs CIBC/FCIB
	BOSVG 
	
	FCIB
	St. Vincent Corp Bank 

	Social media site 
	Late Post 
	Followers 
	Customer engagement 
	Late Post 
	Followers 
	Late Post 
	Followers 

	     Facebook 
	Dec 1st 2022
	7,051 
	1 like
1 comment 
	Dec 2nd, 2022, 
	36,460
	Dec 1st 
	3.3K

	     Instagram 
	Dec 1st 2022
	272
	1 like
1 comment
	Dec 2nd 2022
	22.5K
	Dec 1st 2022
	1,359

	       Twitter 
	Dec 2nd 2022
	788
	0 likes
0 comments
	Dec 2nd 2022
	2,811
	Feb 21, 2020
	22

	
Linked in 
	Never 
	204
	
	Nov 25,2022
	25,415
	Nov 18,2022
	20

	
YouTube 
	None 
	-
	
	Nov 2nd 2022
	4,384,102 
	Jul 17, 2020
	2,225

	
	
	
	
	
	
	
	








Appendix 1.3 IT Governance Committee approved policies:
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Appendix 1.4 New and Reviewed Policies 
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Appendix 2.0 Digital footprint 














Sourced (BOSVG, 2018)
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COMMUNITY OUTREACH

Over the course of 2018, the Bank actively supported a number of
community development initiatives mainly in the areas of youth
development and sports. One of these is the scholarship programme
for Secandary Schools and the Community Callege, which continues
to impact many families across St. Vincent and the Grenadines. Our
flagship project is the annual calendar dubbed ‘Generation Next’, now
inits 5th year. The Calendar continues to showcase the talented young
entians across many disciplines. It is a continuous reminder of the
promise and great potential that we possess as a Nation. As usual the
2019 edition of the calendar i featured on the pages of this report
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