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Foreword

{National Norm of Standardized Financial
Services - Guidebook for Branches and Offices
of the Industrial and Commercial Bank of China}
is formulated on the basis of {Industrial and
Commercial Bank of China Requirements for
Standardized Services at All Branches and
Offices) and with reference to the experience of
its counterparts and other sectors. The normis in
compliance with the principle of integration with
banking practice, easy to memorize and
operate,being achieved through efforts, broadly
appreciated ,easily comprehended and under mass
supervision. It is to be implemented at all
branches and offices of the Industrial and
Commercial Bank of China (ICBC) and to be
broadly popularized among all financial
institutions in China after further improvement
on the basis of achievements and experience
gained from its test.

Comrade Deng Xiaoping once pointed out
that finance is the core of modern economy. With
the trend of economic globalization and the
development of China's socialist market economy,
finance plays a more important role in economic
and other social activities. When the impact of
the Asian financial crisis is deepening, the world
financial market is continuing its volatility, and
deep-seated problems in our economic life are
revealing themselves, further improving financial
work is of vital significance to reform,
development and stability of the financial industry
as a whole. Implementing the national norm of
standardized services is a specific measure to do



financial work well and also an important means
to strengthen ethical construction in the financial
sector. The aim is to substantially raise the quality
of financial staff and workers, to improve financial
services, to upgrade the creditability of financial
institutions, and to promote financial reform and
development so that the financial community can
do a better job in supporting China's reform,
opening-up and modernization drive.

We believe, through our joint efforts, plentiful
achievemnents will certainly be scored in offering
standardized services by financial institutions.
We strongly hope the broad masses of people in
the financial sector will concern and support the
standardization of services. We earnestly
welcome people in all walks of life to help and
supervise the financial sector in this respect.

Propaganda Department of the Committee on
Financial Work under the Central Committee of
the Chinese Communist Party

General Office of the Ethical Construction
Leading Group under the Committee on Financial
‘Work under the Central Committee of the Chinese
Communist Party

Propaganda Department of the Chinese Communist
Party Committee of ICBC

March 1999
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National Norm
of Standardized Financial Services

— Guidebook for Branches and Offices of
the Industrial and Commercial Bank of China

(8 Do's, 9 Don'ts, 10 Warrants)

1. Respect customers. Do not slight on and
talk back to customers nor make things difficult
for them. Warrant ethical words be spoken, with
welcome and good-bye said to customers coming
over and leaving the counter and giving them
answers whenever asked.

2. Make things convenient to customers. Do
not refuse to change damaged notes and coins or
accept fractional money, Warrant necessary
stationery including pens, ink. presbyopic glasses
and a notes discriminator be available to
customers. and an information desk be set up for
them.

3. Uphold creditability. Do not refuse or hold
over documents and bills without reason. Warrant
customers’ lawful rights and interests be protected
and their deposits and operations be kept
confidential. Warrant their accounts be settled on
time and interest calculated correctly.
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4. Provide quality and efficient services.
Do not conduct illicit operations. Warrant
customers be served in a quick and accurate
manner to save their time in preference to staff
members.

5. Open the office for business on time.
Do not open late or close early. Do not refuse
any business within business hours. Warrant
services be available unti} the time to close.

6. Keep poised and graceful. Man staff do
not keep heavy-beard and long-haired; lady
staff do not make themselves up heavily with
exaggerated ornaments. All staff warrant to be
neatly dressed with an employment card on
their chests and to behaviour themselves
politely.

7. Keep the environment clean. Do not
leave personal articles in the office.Warrant
announcement boards be put up in standard size
and good order with precise contents and
necessary substitutes, and everything be kept
tidy and orderly.

8. Take good care of all office facilities.
Warrant all of them be maintained and repaired
timely to keep them in good order and
operation at all times.
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1. Respect customers. Do not slight on and talk
back to customers nor make things difficult for them.
Warrant ethical words be spoken, with welcome and
good-bye said to customers coming over and leaving the
counter and giving them answers whenever asked.
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