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We mark a proud and historic moment for Citizens
Bank. With the inauguration of our 200th branch
at in Diktel, Khotang, Koshi Province our network
now extends across 61 districts of Nepal. This
achievement reflects not only our expansion but
also the trust we have built with our customers
and the relentless dedication of every member of
the Citizens family.

As we celebrate this milestone, it 1s also important
to reflect deeply on the challenges that lie ahead.
I am equally thrilled to share that my journey as
CEO has now reached SIX incredible years
currently in the second year of my second term.
This journey has been defined by our shared
commitment to People, Process, and Performance.
It has been an honor to witness our evolution not
just as a bank, but as a catalyst for positive change
in the communities we serve.

The recently published Q3 2081/82 financials has
highlighted several critical areas that require our
immediate and collective action. The data is clear:

CEO'S MESSAGE

recovery is not optional-it 1s an urgent necessity.
We must honor our commitment to proactively
recover, restructure, and rehabilitate our assets
wherever required.

Additionally, the rise in loan loss provisions has
placed visible pressure on our profitability and
capital base. Therefore, we must prioritize reducing
high-risk weighted assets without delay. The path
forward lies in building quality assets, practicing
prudent lending, and implementing strict
monitoring mechanisms. It is also imperative to
take urgent action to grow our CASA deposits
and reduce our cost of funds. While it's
encouraging that our fee and trading income have
grown faster than the industry average, the overall
volume remains low. Each one of us must now
focus aggressively on increasing fee-based income-
whether through cards, remittance, trade finance,
or advisory services.

On this note, I want to remind everyone of the
power of belief-the Pygmalion Effect. It teaches
us that when we believe in each other's potential,
we achieve greater results together. Supervisors
believe in your teams. Teams believe in your
leaders. Let this positive belief system turn our
challenges into triumphs.

We also celebrated key cultural and internal
milestones. On Chaitra 1st, 2081, we marked
Employee Day, honoring the 10-year and 15-year
journeys of our dedicated staff. Likewise, we
celebrated Green Day, a tribute to nature and the
spirit behind our green logo a symbol of unity,
happiness, and the bright energy of spring. To
express my appreciation, I proudly wore a green
t-shirt at the office and enjoyed taking photos
with colleagues who joined in.

Let Citizens Bank be not just a financial institution,
but a source of pride for each and every one of us.
Together, we will recover stronger. Together, we
will build safer, smarter assets. Together, we will
elevate Citizens Bank to greater heights.
Thank you for your dedication, hard work, and
unwavering commitment.

The best chapters of our journey are yet to be
written and we will write them together.

Jaya Citizens Bank!
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As on Chaitra End, 2081 (As per Unaudited Financial Report)

EARNINGS PER SHARE MARKET PRICE PER SHARE

NPR 8.68 NPR 210.00

Amount in NPR

PROFIT AFTER TAX PROFIT BEFORE TAX OPERATING INCOME TOTALASSETS

961,893,696 | 1,348,670,474 | 5,976,294,001 | 235,912,345,739 |

As on Chaitra End, 2081/82

Deposit (Amount in NPR mio) Loan (Amount in NPR mio)
250,000
202,253 200,000 173,566
200,000 171,957 191,675 180,000 157,587
155,140 160,000 135,776 143,574
150,000 143,003 140,000 123,627
’ 120,000
92,185 100,000 81,283
100,000 80,000
60,000
50,000 40,000
20,000
2076/77 2077/78 2078/79 2079/80 2080/81 Chaitra 2076/77 2077/73 2078/79 2079/80 2080/81 Chaitra
End End
2081 2081

Number of Loan Accounts

49,401

Number of Deposit Accounts

1,879,345

ELECTRONIC BANKING USERS
CITIZENS BANK’S REACH

i A CER

Active Mobile Banking Users Active Internet Banking Users Active QR Merchants [ I ProvincesiCovered: 7 | BRaNcHes LI —
v .
665,316 81,218 32,805 AT Koshi 28 17 02
G2 Madhesh 29 24 06
& = L
ks % A

Bagmati 56 65 43

Active Card Users ) Gandaki 15 15 04
405,187 4,638 535 Wy Lumbini 51 32 13
. Karnali 11 07 02
=N ‘; Sudur Paschim 10 07 01
Active Remittance Users Active Demat Users Active Mero Share Users T Total 200 167 74
186,081 ALY 183,133
41

EMPLOYEE STRENGTH, TRAINING AND DEVELOPMENTS
REMITTANCE PARTNERS

sl Number of Trainings
103;7 g 206 BANK AFFILIATIONS
57.33% 42 67‘y Number of Employees’ 55
" o Participation CORRESPONDENT BANKS
1,464

Training Expenses
NPR 19,486,029.58
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Province wise Training Report

receiving transaction umoimi
= Conference through Fonepay QR

= Online Trainings

® In House Physical Training
o |Interaction

® Orientation Program

¥ Outside Trainings

= Seminar

= Overseas Training

= Workshop

The offer s valid tor o month (1st Baisokh ta 31st Baisokn) 2082
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The one thing that makes an organization "GREAT"

Disclaimer: The article is purely based on
individual research written for knowledge /opmion
sharing purpose, not in any way as suggestion,
appreciation or criticism. Any feedback or different
opinions are highly encouraged via mail to
paudelr28@gmail.com.

Ramesh Paudel

(Finance Department)

What's the secret that makes few

organizations thtive while others stay mediocre or barely sutrvive? This is the

foundational question upon which many theories, researches, & case studies on

management, leadership and strategy have been developed. Some point to visionary
leaders like Steve Jobs, Some to innovations like in IKEA /Netflix/Apple/Microsoft,
some to continuous impLovement rednliqum such as TOM and Kaizen in Toyota,
some to cusfomer service excellence as in Amazon/Starbucks/Disney /Quamr

Airways, & some others to resilience and discipline like in Jensen Huang's NVIDIA

& ],mue Dimon's JP Motgan Chase.

I used to be (& still I'm) intrigued by such Case Studies, during my MBA, on
successful organizations that were mediocre in the past. While trying to find the
reason for such an exemplary transformation, many factors used to come into pictute.
IHowever, I used to wonder if there could be one thing improving which, given right
strategy and resources at place, any organization could grow to become successful
and realize its vision. After few years of continuous study, research, observation and
few experiences across multiple disciplines, now I feel like T am getting the answer
(different opinions are highly appreciated) which T have attempted to share through
this article. No jatgons, just raw lessons from trenches.

The answer is not a magical wand nor is it an unheard secret. It is what we all know,

we all share, work with it the every passing moment of our work life, make an impact

to and be impacted by while thinking, feeling and taking decisions and actions in
workplace. I mean: the culture. Yes! The culture & it makes sense— as described
below.

Back to Basics: What is culture?

Culture is the common belief system of an organization at broad level & the common

belief system of a department or team at narrow: It shapes how people within an

organization think, behave, interact & work. It is unwritten and invisible yet deeply
rooted and very powerful enerey like the "DNA" that you can't see it directly but
vou can see its effects on everything from work effort, work output, communication

& work relationships to team work, productivity, employee engagement, & job

satisfaction.

In one-line, it's the common thinking held persistently by the members on how

they should behave in totality.

How does it work?

It works as an orgamization's operating system (OS). Just as a Smartphone's OS

determines whether apps run smoothly or crash, culture decides whether strategies,

leadership, and resources translate into results. A healthy OS-built on mutual trust

& respect, teamwork, openness, purpose, and goal alignment-turns individual efforts

into collective breakthroughs, like Microsoft's tevival under Satya Nadella. \ cortupted

OS-plagued by fear, silos, ego, blames, & resistance- crashes even the best plans, as

seen in Enron's collapse or Nokia's fall from dominance. In the sections ahead, 1'll

try to dissect the core "code" of culture: the beliefs and behaviors that silently shape

success, failure, or mediocrity:

1. Open vs. closed mind

Allow me to ask a simple question. The cup on your table, if it is already full with

tea/coffee, what happens if you try to pour more? Let alone more tea to enter, it

overflows probably spilling out some of what was inside before. That is exactly how

a closed mind works.

Notmally in many workplaces, people keep preconceptions such as "I already know
Vem]ung" "we've always done it this way", " If T share knowledge, I lose value/ pows er'
"management vs. employee mindset: Lhtmges/ improvement / suggestions 1s aot

out job, we should do it the way it has been done for years", >h’nlng some skills
or teaching something you know to others is like being superior”, " if T asked for
help, I will become inferior" " Asking questions/ or having different opinions are
disrespect”. These preconceptions make the cup full and reject changes, improvements,
creativity and innovation while maintaining status quo resulting in same task being
done in same manner for million years.
2. Purpose vs. Duty
Just a fun question: If we run on the treadmill for two hours, where do we reach?
Working with a clear purpose s like having a compass-it ensures every effort moves
in the rght direction. When people understand the "why" behind their work, they
feel motivated, take initiative, and contribute mean'mgﬁlll\' On the other hand,
treating work as mere duty-without understanding its purpose-leads to mechanical
effort, low engagement, and missed opportunities fori improvement. Purpose-driven
work fuels innovation and impact, while duty-bound work risks becoming routine
and directionless. Let's understand with an example:

Employee A (Purpose-Driven): Tom works in customer support, but he sees his

job as more than just answering calls. He believes that the purpose of his work is

to solve customers' problems and make their experience better. So, he listens patiently,

finds the best solutions, and even suggests improvements to the service team. s

a result, customers feel valued, and Tom finds satisfaction in his work.

Employee B (Duty-Focused): Jerry, on the other hand, sees his job as just answering

a number of calls for a set number of hours. He takes addressing customer as his

obligation, becomes frustrated with grievances, and avoids complex issues to keep

his work easy. Customers sense his lack of care, and he feels no connection to his
work-just waiting for his shift to end.

3. Fearvs. Trust

Fear-driven environments breed secrecy, hesitation, and resistance to change,

Employees fear making mistakes, speaking up, change, leading to missed opportunities

and stagnation. They stay in their comfort zones, prioritizing safety over growth. In

contrast, a trust-based workplace fosters openness, collaboration, and innovation.

Employees feel safe to share ideas, admit mistakes, and take calculated risks, knowing
they won't be blamed or criticized but supported. This trust unlocks creativity,
strengthens teamwork, and accelerates progress. And, trust- is a practice!

4. Goal Alignment

A 2019 Harvard Business Review article states, "Purpose (goal) is the key to
motivation-and motivated employees are the key to realizing your goal." When
employees see how their work aligns with the organization's larger objective-like
maximizing shareholdet’s wealth-they develop fecling of importance, sense of
purpose & feel connected.

For example, a frontline employee handling customer queries may see their role as
just answering questions. But when they understand that great service/customer
expetience builds customer trust, boosts retention, cross selling & repeat purchase,
along with enhancing bank's image through word of mouth ultimately increasing
business & thereby improving revenue/profitability & sharcholder's wealth, they
realize their contribution to the bank's success. Similatly, a risk analyst who ensures
loan quality isn't just assessing applications-they're protecting assets, reducing
defaults/ provisions, and therefore securing shareholder returns.

5. Teamwotk vs. Dominance

Team functions best when responsibilities are shared fairly. But in many workplaces,
an imbalance arises-some take on the bulk of the work while others remain disengaged.
This not only leads to exhaustion and errors but also fosters resentment, decreases
morale, and increases turnover. When a few carry the weight while others remain
passive, the enfire system suffers. True teamwork starts with fair allocation of tasks
among member and it thrives with mutual respect, collaboration and supporting
each other to achieve common goal.

6. Quality vs. Quantity

In Restaurant business, let's imagine a chef preparing 50 average meals vs. 10
exceptional ones. Which leaves lasting impact & repeat the customers?
While quantity may increase output, rushing compromises quality, leading to errors,
rework, and dissatisfied customers and the worker him/herself. A quality-focused
approach prioritizes effectiveness and value. It values doing things right over just
doing mote. Quality work may take a little longer, but it builds trust, enhances
reputation, and drives long-term success. For this, effective workload management
among members of the team & person-job-fit is essential.

7. Mutual respect vs. inferiotity /superiotity
A workplace built on mutual respect fosters collaboration, trust, and shared success.
When individuals appreciate and respect each other's strengths-regardless of any
factor-ideas flourish, teamwork strengthens, and everyone grows together.
In contrast, a superiority mindset dismisses others' contributions, while an inferiority
mindset leads to hesitation and self-doubt. Both limit potential and weaken the team.
True success comes when everyone feels valued, heard, empowered, & confident
to put forward their view. Respect isn't about status-it's about recognizing the unique
value each person brings.
8. "Know it all" vs. "learn it all"
A "know-it-all" mindset shuts the door to growth-people resist feedback, stick to
old ways, and fear being wrong, In contrast, a "learn-it-all" mindset keeps the door
opern, embmcmg curiosity, new ideas, and continuous learning while accepting
mistakes. When Satya Nadella took over Microsoft, he encouraged a shift from
proving intelligence to expanding it. Instead of competing to be the smartest in the
room, employees started asking, "What can I learnr" This mindset led to breakthroughs
in Al cloud computing, and open-soutce collaboration. More than just profits, it
created a culture where people felt valued, adaptable, and excited to grow together
(Source: Havard Business School Publications).

9. Change vs. convention

Take Nokia, once a mobile giant, but hesitant to adapt to the Smartphone revolution.
In contrast, Apple embraced change, reinventing mobile technology. The result?
One thrived, the other struggled. Change isn't about discarding tradition but improving
upon it. Growth happens when we ask, "Is there a better way?" instead of "This is
how we've always done it." This applies not only in grand or organizational level,
but also in divisional/departmental /unit/ individual level.

10. Blaming vs. problem solving

When things go wrong, there are two choices-point fingers or find solutions. Blaming
is easy; it shifts responsibility to others and make people feel safe. Problem-solving,
on the other hand, takes ow nership, focuses on solutions, and moves things forward.
A blaming mindset says, "It's the team's fault", "people ate slow", "that person/team
is like that" while a problem-solving mindset asks, "What went wrong, and how can
we fix it or help to fix it?" One creates tension, the other builds growth. The
difference? Blaming looks backward, problem-solving looks ahead. It is difficult to
apply than saying or just writing, but with practice, such habit can be developed.

Conclusion: Soft teengineering.

Culture is the invisible force that shapes success or stagnation. Nany organizations
have right strategy & tesources at place, but they're unable to realize their true
potential due to resisting inertia in the operating system. For this, a cultural
transformation is needed: what I like to call the soft reengineering. Unlike rigid
overhauls, it's about rewiring mindsets: fostering trust over fear, purpose over duty,
and collaboration over dominance. Organizations that master this transformation,
like Microsoft or Apple, don't just adapt-they thrive.

Extra:

Once an interviewer asked Steve Jobs, "how do you learn to run a company?" He
replies, "you know throughout the years in business, I found something which is T
always ask why you do things? And the answer you invariably get is oh! That's just
the way it's done. Nobody knows why they do what they do, nobody thinks about
things very deeply in DUSIEss. ....o.ovioinieniveniinin. if you are willing to ask a lot
of questions and work really hard, you can learn business pretty fast. It's not the
hardest thing in the world".
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VATSALYA NATURAL IVF

Narayanchaur, Nagal, Kathmandu
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