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Question


Assessment 2: Reflective Workbook (2000 words in English)
Students will complete a Reflective Workbook in which they will include reflections on key moral principles and how they would usefully and successfully apply these to a commercial activity or enterprise of which they are familiar with (to the equivalent of 2000 words).

Your Reflective Workbook should include a description of the commercial activity or enterprise. Provide at least 3 key moral principles and explain how you would apply the principles to the commercial activity or enterprise to ensure effective results.
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Reflective Workbook


Bank is a financial institution that accepts deposits from public and creates a demand deposit while simultaneously making loans. Because banks play an important role in financial stability and the economy of a country, most jurisdictions exercise a high degree of regulation over banks. All economic activities will largely involve the financial institutions, one way or another. Thus, banks are required to have high standard of corporate governance, law abiding entities and the custodian of the people or businesses. With rapid development of e-commerce, use of internet and easy connectivity, a new type of financial institution is born, the virtual bank. A virtual bank is a bank that is established without physical branches and is primarily operated through internet and mobile devices. The customers will no longer like in the past, going to the bank to perform their banking transactions but merely through their mobile devices, tablets and computers to perform their banking transactions. When the customers wanted to contact the virtual banks, the communication channels are text messages through the virtual bank portal or mobile devices, telephone calls, emails etc. I am working as the marketing director in a newly setup virtual bank.

Integrity

Banks are the custodian of our monies and there are many laws and regulations governing the operations of banks. As banks hold the monies of all their customers, the banks operate in a highly regulated and supervised environments. The personnel involved in the banks must possess good personal characters in this highly regulated industry. Integrity of the personnel in banking industry is the most important key moral principal that the people must possess. The word integrity means the practice of being honest and showing a consistent and uncompromising adherence to strong moral and ethical principles and values.  In this highly regulated industry, the leaders and employees of our bank must perform their tasks with high integrity. This can be achieved if our leaders in the bank can govern the bank like Dr Wu’s ways of managing a company, treat the company like a “Home”. Home is place where the utmost love exists. Our bank must follow this model so that the leaders and employees can work hand in hand and create the homely environment to make our bank excel. 

To bring the concept of “home” into our bank, we must seek the wisdom of our ancestors. The “Guide of Being A Good Person”, the teachings of our Great Master, Confucius based on excerpts of the Analects must be taught in our bank. I will start sharing sessions on this Guide and with the help of those institutions that practice such good values with our team members. We need to implant the value of integrity through our sharing sessions into everyone in our bank and the importance of integrity. As a bank, we are the custodian of money of the public and if our bank has no integrity, nobody will put their money with us. Integrity comes from our mind and soul and if we treat our bank as our “home”, we will definitely strive hard to have a “home” that is successful.

As a newly setup virtual bank where we do not have any physical branch to serve our customers, how do we gain the trust of our customers? As the marketing director, we really need good road maps to establish ourselves as the virtual bank with high integrity and our customers can safely do business with us.

The demand of innovative solutions to banking needs has created the opportunity to have a virtual bank nowadays. As virtual bank does not have any physical branches and less workforce to serve a large pool of our customers, the cost of running a virtual bank will significantly reduce. The traditional brick and mortar banks usually have larger workforce and high cost of maintaining their branches. The traditional banks usually take advantage on their customers in order to cover their costs and achieve high profitability. As a virtual bank with high integrity, we must ensure that our bank does not take advantage of our customers by offering good products and services at a reasonable price where the customers can enjoy lower cost of performing banking with our bank. We always need to engage with our customers in all the social media platforms to propagate the message that as a bank with high integrity, we always strive to bring the lowest cost of performing banking and yet our qualities are not compromise. This has work well for the virtual banks as most of their customers enjoy lower cost of banking transactions and more and more customers are relinquishing their traditional brick and mortar banks and using the services of virtual banks. 

As virtual bank works on open banking platform where sharing of information between the banks and other stakeholders or suppliers on certain information of customers, the integrity of the bank is utmost important. As a bank, we possess a lot of private information of our customers and we are also the custodian of these information. We must handle our customers’ information with high integrity. We must not leakage our customers’ information in any way and we must have lots of control procedures with high level of security in place to prevent this from happening.

Honesty

Honesty is another key moral principle and crucial element to build a successful virtual bank. Even though people have long been engaging the traditional brick and mortar banks on their banking needs, these banks often do not disclose all facts to their customers especially the hidden charges on some banking transactions. We need to engage with our customers in all social media platforms to propagate the message and be transparent to the customers on whatever charges that will affect them. For instances of overseas remittances, our bank should charge the customers the spot exchange rates on overseas remittance and be transparent on the telegraphic charges to our customers. We serve our customers with honesty and must not have the so-called “hidden charges” to the customers. With honesty, customers believe that the virtual banks with innovations in their products and services, will be the financial institutions that they can believe and rely upon for their banking needs.

As a virtual bank that rely a lot on innovations of our products and services, we are able to provide solutions to customers on their financial planning such as evaluation of suitability of borrowings to the customers. This is a feature where our computer systems through its artificial intelligence (“AI”), will evaluate all the borrowing options that are available in the markets and recommend our customers the best borrowing options to them. Our bank will work with a lot of lenders in the market through collaboration in this field. In order to win the trust of our customers, we need to provide our customers the best borrowings scenario that will benefit them the most. We need to be honest with our customers by providing the best solutions to them and gain their trust instead of our profitability. With this, we are able to win more customers onboard as they can see our honesty and sincerity in serving them and bring the best to them. Innovations must come with honesty and we need to be truthful to our customers. To ensure the success of this service, we need to cultivate our employees with the teaching of our ancestors on the value of honesty. When they process the information for loan evaluation to customers, they must ensure that all relevant information are processed in the computer system so that honest opinion is being able to be generated from our AI for the benefits of our customers. 
Trust

Traditionally bank is a financial institution where everyone placed their trust in dealing with their finances. Most of these bricks and mortar banks have physical branches where customers perform their banking transactions daily. The customers can interact with the employees of the banks and relationship, trusts have been established over time. In order to gain the trust of the customers, our virtual bank must be able to have a reputation that the customers can put their trust on even without interacting personally with the employees of our bank. This is most challenging task for me as a marketing head of the virtual bank.

We need to build the trust of our people and customers that banking with us is safe and our bank is there to stay in long term. The trustworthiness of our bank starts with our people and not only the computer systems and its controls. Our leaders and co-workers need to establish the trust on each other.  Our bank is the custodian of the customers’ monies and our bank can only survive if we have the trust of our customers.
 
To establish trust, we need to have trustworthy leaders and employees in our organisation. We need to put in the emphasis on the importance of trusting each other. This is an important key moral principle that an organisation must have to succeed. We need to rely on the wisdom of our ancestors in building the trust in our organisation. The teachings of Great Learning, the Doctrine of the Mean, The Analects by Confucius are vital to our organisation. As profound by the Analects. "I do not know how a man without truthfulness is to get on”. The constant implant of our ancestors’ wisdoms like the teachings of Great Learning, the Doctrine of the Mean, The Analects by Confucius into our organisation through sharing sessions will create the trust culture of our organisation. Not only on going through classes, everyone also needs to adhere to these teachings and practice on constant basis in our organisation. I believe when everyone in the organisation has the trust on each other, we will be able to win our customers with our products and services that they can trust. 

We need our customers to trust us like we trust each other in our organisation. We will ensure that our customers’ needs and problems are quickly dealt with and always provide them the best solutions on our banking platforms. The response time to our customers is vital to creating a trust from the customers as they are able to solve their banking issues with a click of buttons etc.  I believe when the trust is established, more and more customers will recommend the use of our banking solutions and we can be the one of the most trusted virtual banks to the customers.  

Keeping promise

Keeping promise is another key moral principle that our bank must have. We need to honour all promises not only to our customers but to all employees and other stakeholders of our bank. We must ensure that all promises made by our bank to our customers are fulfilled and not a single promise is compromised. We must always keep our promises to our employees so that they will follow this good value to improve their productivity which will directly benefit our bank. 

Conclusion

To be a successful virtual bank that stays in the game for long term, our bank must strive for commitment to excellence in all aspects. Commitment to excellence is not measured only on the products and services alone or its profitability but also in area of integrity, honesty, trustworthiness and keeping promise to all stakeholders. A bank that has strong characteristics of integrity, honesty, trustworthiness and keeping promise will be a successful bank. We want to be the bank with high integrity, honest, trustworthy and keeping promise for the benefit of customers, happy and motivated working place for our employees and this will naturally turn into good profitability for our bank.
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