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1.1

2.1

2.2

2.3

]
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3.2

Regarding the so-called “Q12” questionnaire to collect feedbacks from staff
members on their level of job satisfaction, please advise whether staff members
were asked to rate their level of satisfaction on the job requirement of achieving
certain sales revenue; if yes, what was the average score rated by the staff?
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2006 2007 2008 2009
BEHTREER 3.58 418 4.27 4.35
PAN E 3k 3.67 4.38 4.38 447
WER 3.60 4.36 4.21 427

Regarding the mystery shopper exercises conducted from 2004 to 2007,

{a) Please advise on the minimum score(s) (if applicabie) that the staff must
achieve in the exercises in order that they could be considered fit and proper
to engage in the sale of investment products.
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(b} Please provide relevant findings showing details of the best and the worst
performance identified in the mystery shopping exercises. (Personal data
such as names of individuals may be blacked out if necessary.)
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Out of the complaints received after the collapse of Lehman Brothers (i.e.

complainis from 2,775 customer accounis as mentioned in paragraph 44.2 of
W26(C)), please advise:

{a) the number of complaints related to the staff member with the highest number
of complaints; and

58

(b} the number of complaints related to the bank branch with the highest number
of complaints.
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4.1

5.1

5.2

5.3

Please inform the Subcommittee of the highest number of transactions successfully
completed by an individual sales staff member in a single day?
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In the periodic performance appraisal of sales staff, please advise on:

{a) the respective weighting of the four key aspects of performance, namely
financial performance (revenu'e target), compliance, service and people (team
work). If the weighting had changed over time, please give the details for each
period in chronological order; and
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2005 2006 2007

Sales Achievement $ERE 60% 50% 50%

Customer Services 25 iR 10% 20% 20%

Control & Compliance B3t K &5 30% 30% 30%
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{b) whether there had been cases in which any sales staff was terminated by
DBSHK for the reason that he/she had failed to achieve the revenue target.
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