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RUNDE FADSELSDAGE

85

7. oktober 1989

Pens. bestyrer Hans Bernhard Asmussen,
Nordre Afdeling/Arhus,

Skolevej 5, 8250 Ega

13. september 1989

Pens. kontorchef Henning Schmidt,
Udlands Afdelingen,

Blidahpark 32, 2900 Hellerup

5

23. september 1989

Pens. fuldmaegtig Mogens Mahrt,
Oplysnings Afdelingen

Oldenvej 3, 2830 Virum

9. oktober 1989

Pensioneret direktar Jergen E. Stener,
Falkoner Afdeling,

Rosenstandsvej 9 B, 2920 Charlottenlund

13. oktober 1989

Pens. assistent Ellen Christophersen,
Revisions Afdelingen,

Kajeradgade 24, 1.th., 3460 Birkered

14, oktober 1989

Pens. assistent Samuel Silfen, Revisions Afdelingen,

Hostrups Have 32, 1.th., 1954 Frederiksberg C

25. oktober 1989

Pensionist Helga Marie Petersen,
Fordelingscentralen,

Hammelstrupvej 25, 1.tv., 2450 Kebenhavn SV

4. december 1989

Pens. kontorchef Frode Christensen,
Grindsted Filial,

Blabeervej 13, 7200 Grindsted

13. december 1989
Fr. Lia Jensen, Ruds-Vedby

70

5. september 1989
Pens. Hans Leo Hansen, Fordelingscentralen,
Herby Fargevej 39, Harby, 4300 Holbask

10. oktober 1989

Pens. fuldmzegtig Henry Knud Jensen,
Vordingborg Filiai,

Platanvej 7, 4760 Vordingborg

11. oktober 1989
Pens. direkter, cand.jur. N.P. Bager, Aarhus Filial,
Park Alle 7, 3., 8000 Arhus C

19. oktober 1989

Pens. kontorchef Svend O. Dokkedal Petersen,
Roskilde Filial,

Bjernkaarvej 9, 8471 Sabro

5. november 1989
Pens. assistent Karen Petersen, Slagelse Filial,
Bredahlsgade 18 A, st.lv., 4200 Slagelse

15. november 1989
Pens. prokurist Axel Vinther-Jensen, Glostrup Filial,
Nybro Veenge 52, 2800 Lyngby

29. november 1989
Pens. fuldmaegtig Hans Hajsgaard, Viby Afdeling,
Ormslevvej 37, st.lh., 8260 Viby J.

31. december 1989

Pens. assistent Jytte Nielsen,
Investeringsomréadet/Fonds,

Strandvejen 271, st., 2920 Charlottenlund

13. september 1989
Berge O. Hansen, Teknisk Forvaltning

17. september 1989

Pens. fuldmaegtig Vikka Madsen,

Air Terminal Afdeling,

Heeghsmindeparken 13, st.tv., 2900 Hellerup

19. september 1989
Else Thomsen, Beholdningen

21. september 1989
Bestyrer Folmer Christiansen, Hgjbjerg Afdeling

28. september 1989
Prokurist H. Trolle-Christensen, UHB

5. oktober 1989
Assistent Arvid B. Maller, Aarhus Filial

5. oktober 1989
Esther Holme, Karup Filial

7. oktober 1989
Seniortekniker Svend Aage Olsen,
Teknisk Forvaltning,

17. oktober 1989

Pens. prokurist Erik H. Christensen,
Regnskabs Afdelingen,

Nordre Ringvej 113, 2600 Glostrup

18. oktober 1989

Pens. fuldmaegtig Tove Mikkelsen,
Direktionssekrelariatet,

Ordrupvej 55 A, 3.th., 2920 Charlottenlund

30. oktober 1989
Assistent Uffe Kjoller, Storkunder-Erhverv

14. november 1989

Pens. fuldmaegtig Ole Hannibal,
Beholdnings Afdelingen,
Kajeradvej 128, 3460 Birkerad

16. november 1989
Pens. filialdirekter Benl Solgaard, Naestved Filial,
Herman Bangs Vej 34, 4700 Naastved

21. november 1989
Assistent Elna Malgaard, Intern Revision

27. november 1989
Bankbetjent Knud Bjerkman, Beholdningen

29. november 1989
Pens. fuldmasgtig Holger Boserup, Kege Filial

22. december 1989
Assistent Inge Pedersen, Lilletorv Afdeling/Arhus

a0

4. september 1989
Azmat Ali Qadri, Posten

9. september 1989
Prokurist Ole Skjold, ArrangementsService

11. september 1989
Assistent Conny Meller Jensen,
Hovedbanegérd Afdeling

14. september 1989
Konsulent Kirsten Sir Lund,
Sc/Organisations-Service

17. september 1989
Alfdelingschef Keld Ulriksen,
ErhvervsCenter Nastved

17. september 1989
Fuldmzegtig Anne-Lise Bang, Privatkundeomradet

21. september 1989
Fuldmaegtig Wilhelm Rasmussen,
Gammeltorv Afdeling

17. oktober 1989
Assistent Rita Nielsen, InvesteringsService

17. oktober 1989
Bankbetjent Steven Jacobsen, Slagelse Filial

21. oktober 1989
Prokurist Ove Rygaard, Forsynings Afdelingen

24. oktober 1989
Assistent Marianne Pind Dunbar, Kultorv Afdeling

9. november 1989
Fuldmaegtig Kurt Martinsen, Brabrand Atfdeling

17. november 1989
Fuldmaegtig Ralf Mansson, Indkebsservice

17. november 1989
Bestyrer Edith Barsee, Redekro Filial

18. november 1989
Nattevagt Lars Verner Hansen, Teknisk Forvaitning,

19. november 1989
Assistent Kate Lindberg,
Store Kongensgade Afdeling

21. november 1989
Fuldmaegtig Kirsten-Inge Rygaard,
Hovedbanegard Afdeling

27. november 1989
Bestyrer Kaj Alfred Hansen, Dalum Afdeling

7. december 1989
Assistent Hanne Juul Jensen, Intern Revision/Arhus

15. december 1989
Fuldmeegtig Ena Bentzen, UHB

16. december 1989
Assistent Henni Steffensen, Leglen Afdeling

26. december 1989
Fuldmeegtig Louise Thissen,
Intern Revision/Senderborg

31. december 1989
Assistent Gerda E. Jensen, Frederikssund Filial
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ENGLISH SUMMARY

Page 2
The Fang Blend of Tourism
and Tradition

Ninety years ago, in the main street of
the town of Nordby, on the island of
Fang off the west coast of Denmark,
Copenhagen HandelsBank opened a
branch. In those days, shipping was
the basic industry. Today, it is tourism.
Vor Bank visited the branch at the
height of the season.

BY XENIA WIETH

The window overlooks the sea and the
beach. But Anne Marie Frost does not
have the time to enjoy the view. A
steady stream of customers besieges
the two cashiers throughout the day.
“We've had to do without holiday help
this summer,” she says, “and we cer-
tainly notice it. We're just too busy to
give our regular customers that extra
bit of service they’re used to. They ex-
pect the same reception as always, but
there simply isn’t the time.”

The Fane Branch has a staff of six,
two of them part-timers. It has been
the custom to send a helping hand
from the mainland during the tourist
season, but this year the powers that
be said “no”. Consequently, the staff
are hard pressed to serve the huge in-
flux of holidaymakers needing spend-
ing money - especially the ones left
high and dry because they have com-
pletely run out of cash.

“We have a lot of those — and they’re
very time-consuming. So are the cus-
tomers who want to cash a cheque but
have no identification. We ring to their
bank and give a description of the cus-
tomer. We’re usually able to help, but
it takes time.”

30,000 tourists

When the season is at its height in
June, July and August, the population
of the island increases ten-fold and the
branch handles six hundred customers
a day. Once the tourists have gone, the
volume of transactions is reduced by
two-thirds. Most people want to make
withdrawals, since there is no auto-
matic teller machine on the island.
This has been a good season for the
VISA/Dancard.

But the branch also has other custom-
ers: the regulars, who do not disap-
pear when summer is over. In its
ninety years on the island, the Han-
delsBank has gained a firm hold on the
market for both personal and business
customers.

28

“Our personal customers include
many ships’ officers,” the branch
manager, Simon Sendergaard, told
us.

“The island has always been a base for
seafaring men, and their particular
way of life, which involves long peri-
ods away from home, does of course
affect our business. We have numerous
elderly well-established clients and a
relatively large proportion of VIP
clients. Many of them are also share-
holders of the bank.”

Most of the bank’s business customers
on Fang are connected with the main
industry - tourism, which supports 70-
80 per cent of the island economy. The
list includes camping grounds, estate
agents and the local tourist office. But
there are also a few small industries
and one or two farmers. On the other
hand, fishermen are few and far be-
tween. No trawlers operate from Fang
nowadays. Because of the tremendous
difference in the tides (at low tide it is
possible to walk a good part of the dis-
tance to Esbjerg), the Fane fishermen
are now based at Esbjerg. Fang no
longer has a proper harbour - only a
ferry berth and a marina.

Neighbourly competitors

There is not much local competition.
Fang Savings Bank, which has been
on the island for over a hundred years,
and Den Danske Bank have branches
in Senerho on the southern point of
the island, as well as in Nordby.

“We take a very relaxed attitude to
competition. That’s the way it is in a
small community like ours,” Simon
Sendergaard told us. “We hold a meet-
ing with the other branch managers
each quarter to talk things over, and
none of us are particularly interested in
competing the pants off the others.
There is room for all three banks.”
Even so, the name of the game is get-
ting hold of new customers. This is not
SO easy in a community with a more or
less constant resident population.
However, from time to time, Fang is
host to large number of young people
attending the maritime and naviga-
tional colleges on the island. Copenha-
gen HandelsBank has developed good
contacts with these 16-17 year olds, and
each crop of students is offered the
chance of opening a Youth Account or
a Young Shareholder Account.

“If we get hold of them early, they may
keep up the client relationship even af-
ter they’ve finished their studies,” says
Sendergaard.

Clubman

He was not born on the island, but
came to Fang two years ago, after fif-
teen years with the Redekro Branch.
Simon Seondergaard made it a point
from the start to be a well-known face
in the local associations, which are
very active on Fane.

“It’s a good way of approaching new
customers,” he explained. Here, you
don’t turn over your financial affairs
to the first one that comes along.
Everybody knows everybody, and you
have to make sure your affairs are
handled confidentially. I am the treas-
urer of two of Fang’s biggest associa-
tions: the Fang Ball Club and the Fang
Hunting Club. We have two indoor
sports halls and a yacht club, you
know. Moreover, the bank has made a
donation to the new clubhouse by the
marina.”

But tourism in its various forms is the
real foundation of the economy. Inns
and hotels, ten camping grounds and
2,700 summer houses stand ready each
summer to accommodate the guests.
However, it is obvious that visitors —
whether from Denmark or nearby
West Germany - are not as free-spend-
ing as they were. Simon Sendergaard
puts it this way:

“There isn’t so much money around.
Even though we have a lot of visitors,
we’d like to see more being done to put
Fang on the map. We compete with
holiday resorts along the whole of Jut-
land’s west coast. It’s a mystery why the
local authority doesn’t do more to at-
tract the tourists,” he says.

Fixed link

But it has to be on Fano’s terms. While
the rest of the country has been busy
debating the fixed link across the
Great Belt, the inhabitants of our little
North Sea Island have been hotly de-
bating a bridge to the Jutland Penin-
sula. The present ferry between Es-
bjerg and Fane restricts the number of
cars that can come from the mainland.
It is not possible to make reservations,
and delays of three to five hours are
not unusual.

“On the other hand, a bridge can give
rise to a host of problems,” says Simon
Sendergaard. ‘““Too many day-trippers
could easily ruin the charm of the
place. Besides, I don’t think we’ve got
the money.”
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Gammeltorv Goes Corporate

After a six-month trial run, the staff of
the Corporate Business Centre at
Gammeltorv in Copenhagen are in no
doubt that the corporate centre con-
cept is the right one. More impor-
tantly, our customers agree.

BY PER BLICHFELDT

Unknown strengths have been re-
vealed. The pioneering spirit and hard
work have carried the day. An efficient
team has been welded together. And
the customers like the result.

Martin Nissen, general manager of
Gammeltorv Corporate Business Cen-
tre, 1s in no doubt that the decision to
establish corporate centres was a good
one, although he stresses that he can
only speak for Gammeltorv.

“Of course, reorganisation hasn’t been
easy, but we’re satisfied with the way
things have gone,” he says. “With very
few exceptions, our corporate clients
have been very pleased with the con-
cept. They’ve been even more pleased
to see that it works in practice. An im-
portant factor is geographical proxim-
ity to the customer. This has been rein-
forced by our new branch in Herlev,
which is a growth area. Our customers
out there warmly welcomed this move.”
Martin Nissen is emphatic about one
thing. “We would probably have
found it very hard going in the present
competitive climate if we had not had
a corporate business centre where ex-
pertise was concentrated, We’re situ-
ated in an area where the competition
for the attractive clients is unbelievably
hard. But thanks to the corporate busi-
ness centre, we're well-equipped to take
up the challenge.”

A glance at the centre’s organisational
chart shows that there is truth in Mar-
tin Nissen’s contention that we have
replaced the banking culture with a
sales culture. Sales and client-related
functions are in the majority, but admi-
nistration, case processing and, in parti-
cular, credit monitoring are also in focus.
A special control function has also been
introduced. To put it simply, it ensures
that cases are processed correctly - it
might be called a kind of quality control.
Another new departure is the assign-
ment of two officers for the sole pur-
pose of cultivating potential clients.
The centre also has a finance desk.
Both innovations have proved success-
ful.

“Calling on potential customers is far

from being a new idea,” says Hans
Erik Lausen, who is based at Herlev.
“But we have never done it in such a
systematic way. It is my only job, so
we’re now giving this activity the time
it takes.”

Benign neglect

And it does, indeed, take time. Hans
Erik Lauesen has to do his homework
thoroughly.

“We never go out to a client,” he says,
“unless we know in advance that he’s a
good prospect. We carry out an exten-
sive and systematic exercise in fact-find-
ing before we make a sales pitch in the
form of a letter. A potential customer
seldom reacts to a sales letter, but we
always follow up with a phone call.
This is the crucial phase. The prospect
will, as often as not, tell us that he is
satisfied with his present bank. Even
so, we usually end up by making an
appointment, and we are frequently
able to offer the client some services
that his present bank doesn’t provide.
Clients are often ‘neglected” when it
comes to forex or investment.”

How have you fared?

“We think we've done pretty well.
We’ve already brought a number of
customers completely into the fold,
and we have also persuaded several
others to use us as their second bank.
Apart from that, we have established a
reputation for being an active out-
ward-looking bank in this locality.”
“Qur good results probably also reflect
our good name as a powerful corpo-
rate bank. It makes a certain amount
of impression when you’re approached
by Copenhagen HandelsBank, I think
I can safely say. But I would also like
to stress our exemplary collaboration
with the regional offices, which refer us
to many prospects. Our co-operation
with, for instance, the Trade Finance
Centre and Investment Service is also
very fruitful. As a salesman, I find it vi-
tal to have strong organisation backing
me up.”

The finance desk

Hans Erk Lauesen mentioned that
many clients were neglected when it
came to foreign currency and invest-
ment. The Gammeltorv Corporate
Business Centre has also done some-
thing about that by setting up a special
finance service known as the finance
desk.

“Our job is to give support to our
three client groups.” explains Bent

Rasmussen, who is in charge. “Only our
major corporate clients used to get
their information direct from Money
Market and Foreign Exchange, but we
can now reach a much great number.
This gives us a chance to establish
closer relations between mid-market
clients and the centre, the main advan-
tage being that it increases our volume.
Working closely with clients in the
field of forex business also means that
their payments are tied to the bank.”
The finance desk is doing a roaring
trade. As Vor Bank went to press, the
finance function was six months ahead
of budget.

“We often accompany our consultants
on visits to clients. I have a definite
impression that we have taught the
clients to think in terms of currency
arbitrage and, at the same time, have
removed its cloak of mystery. Our
consultants have also become more
familiar with foreign exchange and sell
more currency products,” says Bent
Rasmussen.

On the investment side, the finance
desk acts for several of the big law
firms in the area. In collaboration with
the Investment Service, it trades in the
money deposited by clients or funds.

New culture

But the bank’s new structure has
brought many other benefits, insists
Martin Nissen.

“We are now well on the way to hav-
ing well-defined success criteria, and
that gives an enormous boost to moti-
vation,” he says.

“It is also a big advantage to do our
own pricing. We can now act quickly
without having to make and discuss
proposals, and this saves a lot of re-
sources. Credit decisions are also quick
and effective, because we have shorter
lines of communication.

In connection with our reorganisation
much attention has been given to the
credit review function. It is important
for this function to be strong and inde-
pendent of the sales function and the
everyday portfolio work, so as to allow
us a basis for really going out and sell
knowing that we have a high-quality
credit portfolio.”

Martin Nissen was full of praise for the
three-day seminar rounding off the
marketing, productivity and devel-
opment report on the centre. “Trade
report is an invaluable tool,” he says.
“We have drawn up an operational
plan expressed in figures and a sche-
dule for action. But the greatest benefit

Danskernes Histgtie



probably came from having our man-
agement group work on the report. It
has created a fantastic team spirit.
We’ve thrown bureaucracy overboard
and shortened the distance between
the various levels of our organisation.”
For Martin Nissen personally the re-
sult is that he has more or less aban-
doned his office to take to the field
with his troops.

“Only one small area still needs some
nursing, but we should come round to
that sometime this autumn: a more sy-
stematised co-operation with the regio-
nal units on the service given to our
clients, including the establishment of a
joint monitoring of competitors. Inci-
dentically, our co-operation with the re-
gion has on the whole been very satis-
factory, and we deem it vital that the re-
sponsible profit centres make our clients
look at the bank as one whole.

“I think we are well on the way to
achieving the goal we’re all striving
for: a change from a banking culture
to a sales culture. but the key word is
quality,” Martin Nissen maintains.
“Quality based on advice, service,
speed, efficiency and credit expertise.”

Page 9
Body Watching

Copenhagen HandelsBank was the
first financial institution in Denmark
to hire its own industrial physiothera-
pist. That was more than twenty years
ago. For the past five years, Helle
Giver has filled the job. She is one of
the most travelled members of our
staff. Vor Bank spent a day with her at
our Viborg Branch.

BY XENIA WIETH

How are you feeling? When you go
home in the evening, do you have a
headache, suffer from muscular ten-
sion, feel restless? If you can say yes to
any of this, it might be a good idea to
have a chat with the bank’s physio-
therapist. She can help you to find the
correct working posture, or make sure
you get af new chair - if that’s what is
needed. Or perhaps merely raise your
desk a few inches, so you can sit com-
fortably.

30

Helle Giver (46) is never short of work.
She travels fifty thousand kilometres a
year throughout the length and
breadth of Denmark visiting our
branches and helping the staff to the
best possible physical working envir-
onment. “Best possible” because fi-
nancial and practical considerations
sometimes rule out ideal solutions.
But a good working environment does
not have to cost a fortune in new furni-
ture and equipment. Helle Giver and
the affected staff are often able to find
a simple, inexpensive answer to a prob-
lem. For instance, Helle and Janne
Narskov of the Viborg Branch found
that, if she placed a sloping wooden
rest on her desk, Janne did not have to
bend over when counting notes and
she could avoid straining her neck and
shoulders.

Own clinic

Helle Giver joined the bank in 1983,
after having run her own clinic, with af
staff of five, on the island of Born-
holm. Her work at the clinic brought
her into contact with several branch
organisations and companies who
used her as a consultant. That was
around 1978, when legislation govern-
ing the working environment and in-
dustrial health services came onto the
statute book.

“I learnt the practice of ergonomics
(the adaption of tools and machines to
the needs of the human body - ed.) in
a hard school. On Bornholm, I dealt
with people who worked in quarries
and the fishing industry. You see a lot
of people with really back-breaking,
monotonous work,” she says.

When she saw from an advertisement
in a professional journal that Copen-
hagen HandelsBank was looking for
an industrial physiotherapist, she
jumped at the chance.

“I was attracted to the job, because it
was a permanent position with a big
company,” Helle continues. “I also
knew that Copenhagen HandelsBank
was the only bank with its own indus-
trial physiotherapist, so that must
mean they took the job seriously.
Other companies, including the banks
(with the exception of the National
Bank), rely on consultants and part-
time therpists from outside. But it’s a
big advantage to be on the staff, be-
cause you get to know how things are
done.”

Helle started her career at Ejby, but
moved to Aalborg when her husband
got a job at Aalborg Hospital. From

her base in Aalborg, she covers the
whole country - especially now that
the bank’s other industrial therapist
has left for new pastures.

Needs support

“One thing every industrial physioth-
erapist in a big company has to learn,”
says Helle, “is not to play nursemaid
to the employees. A lot of my col-
leagues make that mistake. They think
they’re supposed to rush round all the
time correcting the way people sit, and
so on. That doesn’t do any good. Peo-
ple have to come to me if they have a
problem. I can argue for a solution,
but I can’t change anything without the
support of the staff.”

Another important aspect is the co-
operation that takes place between our
physiotherapist and the bank’s security
groups. Every division and branch has
a security group consisting of a repre-
sentative of the staff and a representa-
tive of the local management. “An
alert security group that takes its re-
sponsibilities seriously is extremely
important,” explains Helle, ‘“and
generally I have no complaints. The
bank’s new structure has been a great
help, because the local head of admin-
istration is often the management re-
presentative in the group. It used to be
the branch manager, who frequently
had many other things besides the
working environment on his mind.”

Three problem areas

Helle says there are three problem
areas in a typical branch. First of all,
the cashier’s place of work is invaria-
bly badly designed from an ergonomic
point of view.

“The root of the problem is that the
display unit and the printer are large.
Cashiers have to turn around many
times in the course of a day to work
the printer and access the cash drawer.
And, of course, they forget to swivel
their chairs, seemingly preferring to
twist their spines. I often advise cashi-
ers to get rid of their chairs. If they
stand up, they are forced to move their
feet and walk around. That’s good for
the circulation. I've worked out that a
cashier takes at least eight steps per
customer, so it’s actually good exer-
cise,” says Helle.

“Another problem is the desks. the
steady influx of data processing
equipment takes up more and more
room. Many places, two people have
to share one big screen which isn’t po-
sitioned properly for either of them.
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It’s usually put in the middle, and the
result is a lot of twisting of the neck,
shoulders and back, as well as some
very awkward work postures. If there’s
a set of drawers under the desk and no
room for the person’s legs, we have a
real problem.”

The bank messengers constitute the
third problem - or rather the nature of
their work does. “They often have to
lift and carry heavy loads, such as
coins, but only a few branches have
ramps or chutes.”

Incidentally, Helle receives most re-
quests for help from female staff. “I
don’t have any immediate explana-
tion,” she says. “But it might be be-
cause they have the most monotonous
jobs.”

Body conscious

She notes that physical activity - in the
form of jogging, training, sport and so
on - has become very popular in recent
years. This makes people — especially
the young - more aware of their bod-
ies. Our new trainees make the ac-
quaintance of Helle within their first
few days at the bank.

“I do a couple of sessions on the intro-
duction course,” she says. “I tell them
about ergonomics and let them per-
form exercises on one another. And
I’'m always ready to go out and explain
how to improve the physical working
environment. I frequently receive calls
from branches that want me to give a
lecture for the staff. That’s another as-
pect of my work.”

Helle is emphatic about one thing. “I
treat everyone the same - even the
bosses. You know, there is no guaran-
tee that an executive chair fits the per-
son who has to sit in it.”

During the autumn, she will be start-
ing a project designed to “take the er-
gonomic temperature” of Copenhagen
HandelsBank. Six branches are in-
volved, and the resuits will be ready in
the new year. Helle Giver has also, in
collaboration with the Information
Department, written several brochures
on good and bad work postures var-
ious places in the bank. They will be
published shortly under the generic
title “Body and Job™.
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