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“After 40 years of evolved banking, TCC is proud to continue  

providing an unparalleled experience to an equally and discerning 

public. Together we are progressing toward achieving higher levels of 

performance in the future.”

– Jeffrey Howell

“Organizations that don’t evolve quickly don’t survive.”

– Steve Wells

THE EVOLUTION OF A BETTER WAY



Evolved Banking

Through sound leadership, we’ve developed an exceptional bank worthy of your business.
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“Our v is ion i s  focused on our community’s  future .”

Bil l  Enloe ,  CEO

Chapter  1

OUR EVOLV ING
RESOURCES



the  Evolut ion of  a  Better  Way

Committed to being a strong link in the sustainability chain, LANB is Creating a better way by 

supporting eco-friendly programs and building initiatives in our community. Our EcoSmart Loan 

Program is helping evolve sustainable development in New Mexico.

Sustainability

Launched on Earth Day 2006, the Bank’s EcoSmart Loan Program backs environmentally friendly 

activities such as pollution prevention, energy management, water reclamation/harvesting, green 

building, purchases of energy efficient vehicles and appliances, and green energy use (see Figure 1.1, 

opposite).

Lending More than a Hand 

During its first, and highly productive year, EcoSmart was the driving force in developing earth-smart 

solutions by dedicating $50 million to fund sustainable land development and construction projects 

that embrace the U.S. Green Building Council’s Leadership in Energy and Environmental Design 

(LEED) Certification program. By offering special loan pricing terms with loan origination fees  

reduced by half, below market rates and no other LANB loan fees, we originated over $14 million in 

environmentally friendly construction projects in 2006.

EcoSmart also promotes consumer responsibility of sustainability by dedication of $10 million in 

special financing to fund energy efficient vehicles and appliances, solar hot water heaters, water  

harvesting systems, plumbing fixtures that reduce water consumption, outdoor solar lights, and  

natural flooring. Special loan pricing terms feature a 1% reduction in posted interest rate, no other 

LANB fees, and extended terms for up to 8 years.

Walking the Talk

LANB not only encourages our customers to be environmentally conscious, we also have adopted 

environmentally responsible practices organization-wide. Our downtown Santa Fe office features a 

water harvesting system that is utilized to maintain the office’s landscaping, using a 25,000-gallon 

cistern to collect rainwater from the roof and parking lot. 

LANB is powering its offices with 90% green electricity in both Los Alamos and Santa Fe, and  

using hybrid company vehicles. In addition, we support “Keep Santa Fe Beautiful” and “Clean Up  

Los Alamos Day” through median adoption, participation in Clean Up Day and monetary donations.

the  GENESIS of  SUSTAINABILITY
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Community  Adaptat ion

FIGURE 1.1
Recently, we became one of the first companies in New Mexico to join the PNM Sky Blue program that allows 

residents and businesses to subscribe to New Mexico wind power for up to 90% of their monthly kilowatt usage. 

We encourage you to take a look at www.pnm.com/environment.

Evolve

Change

Grow

1.1 Our commitment to sustainability
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“We can only  be as  success ful  as  the communit ies  we serve .”

Bil l  Enloe ,  CEO

Chapter  3

ESSENT IAL
TRANSFORMAT ION



LANB prides itself in its continuous commitment to the community, providing loans to people who 

otherwise would not have access to financing in pursuit of their dreams. 

Strict Standards

Our efforts have earned LANB an “Outstanding” performance rating in Community Reinvestment 

from the Office of the Comptroller of the Currency (OCC).

Banks are evaluated in the three areas: lending, investment and service, and focuses on meeting the 

needs of low to moderate income individuals in the markets in which the bank derives its deposits.

Economic Reach

National banks are held to a standard of meeting the needs of an entire community through lending, 

investment and service. Banks are rated on how well they meet the needs of under served and  

low to moderate income consumers. Banks are also critiqued on their efforts and accomplishments in 

providing small business and commercial development loans. LANB has always been committed to 

serving the entire community and this is a place we believe we always put our best foot forward. We 

are very proud that in 2006 we were rated at the highest community reinvestment rating of  

“Outstanding.” Our desire has not been to stand out, but to be there for our communities. Sometimes, 

all a customer’s success takes is providing a helping hand.

This outstanding achievement was a result of:

1. Responsiveness within its assessment areas to credit needs, taking into account the number 

and amount of home mortgage, small business, small farm, and consumer loans;

2. Geographic distribution of loans among individuals of different income levels and businesses 

of different sizes, given the product lines offered by the bank;

3. Serving the credit needs of the highly economically disadvantaged in its assessment areas,  

low-income individuals, and/or businesses with gross annual revenues of $1 million or less;

the  DEVELOPMENT of  a  COMMUNITY

the  Evolut ion of  a  Better  Way
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Community  Adaptat ion
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4. Extensive use of innovative or flexible lending practices in a safe and sound manner to address 

the credit needs of low- or moderate-income individuals or geographies;

5. Leadership in making community development loans.

Approving upon the community

FIGURE 3.1
Enacted in 1977, the Community Reinvestment Act gives federal regulatory agencies the task of assessing every 

bank’s performance in helping to meet the credit needs of its community. The agencies assign a CRA rating to 

each bank based on its performance, and have the authority to approve or deny expansion activities based upon 

the bank’s record of performance in meeting these needs.

Star t

Finish



“Striv ing i sn’t  good enough.  You must  be better.”

Bil l  Enloe ,  CEO

Chapter  4

ACHIEVEMENTS



In the natural world, “finalism” is defined as an inherent trend toward a pre-ordained final goal, like 
the attainment of perfection. In the banking world, that’s what LANB continually strives to achieve. 
We are proud to be known as the best bank in New Mexico for quality.

Like molecular clockwork, the empirical facts that prove this spoke for themselves once again:

Exhibit A.
2007 New Mexico Ethics in Business Award, sponsored by The Samaritan Counseling Center,  
which honors companies that meet standards for ethical conduct, integrity, and social and civic  
responsibility beyond what is required by law or industry standards.

Exhibit B.
2006 Best of Santa Fe Awards by the Santa Fe Reporter for Best Bank or Credit Union to Handle 
Your Bucks, as voted by the more than 60,000 Santa Fe Reporter readers that commended LANB’s 
community involvement.

Exhibit C.
2006 Reader’s Choice Award by Los Alamos Monitor for Best Bank/Credit Union, Best Mortgage 
Lender, and Title Guaranty as Best Title Company, as chosen by more than 4,800 readers.

Exhibit D.
2006 Best Places to Work Award by New Mexico Business Weekly, which ranked LANB #3 in the state.

the  RESULTS of  PROGRESSIVE EVOLUTION 
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Box 4.1
Supporting evidence includes The Malcolm Baldridge National Quality Award which represents the  

ultimate standard in performance excellence. In recent years, LANB has been recognized for  

demonstrating through facts and data that it has (1) outstanding leadership and management  

systems in place and (2) continually seeks ways to improve value to customers and overall organizational  

performance. In the ensuing years, this success inspires TCC to maintain the highest standards for  

self-assessment, training, performance and business processes.

Innovation distinguishes between leaders and followers.

LANB has been scrutinized in the areas of leadership; strategic planning; customer and market focus; 

measurement, analysis, and knowledge management; human resource focus; process management; and 

results. In every area, the desire to excel is the lifeblood of the organization.

A Better  Way
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Exhibit A. Exhibit B.

Exhibit C. Exhibit D.

Quality can never be considered an accident. It is inevitably the result of intelligent and sincere effort, clear 

direction and skillful execution. It represents the wise choice among many alternatives.

FIGURE 4.1

4.1



“The customer may not  a lways  be r ight ,  but  they are  a lways  the customer.”

Steve  Wel l s ,  LANB Pre s ident

Chapter  5

CUSTOMER PERCEPT ION AND 
SURVEY RAT INGS



the  REWARDS of  UPWARD PERFORMANCE 
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Whether in Santa Fe or Los Alamos, LANB reaches levels that every organization desires in customer 
satisfaction. When it comes to maintaining and improving every aspect of customer service, we do not 
stand still; the status quo has never been part of our history. 

In a 2006 customer survey, evidence of the Bank’s commitment to grow and improve abounded.  
Specifically, we received high marks for:

1.  Responsiveness to customers

2.  Caring about the community

3.  Friendliness of staff

4.  Skills of the bank staff

5.  Variety of products and services

6.  Least amount of time waiting in line

7.  Ability to educate customers on the spectrum of services available

8.  Ease of obtaining a loan

9.  Competitive interest rates on savings accounts

The True Test: 
Our customers are more inclined to recommend LANB to family and friends than any other financial 
institution’s customers.

Customer Survey Information:             Los Alamos         Santa Fe

 Very Satisfied  84%  84% 

 Overall Satisfaction 99% 96% 

 Market Share  84% 14% 

 Cares about community 78%  80% 

 Most involved in community  85%  44%

After 43 years of service in Los Alamos and 8 years in Santa Fe, our challenge is to maintain our 
market share and expand our commitment to the communities we serve.

FIGURE 5.1
High quality service is an integral part of LANB’s corporate culture. Maybe that’s why LANB has the distinction 

of being the only financial institution in the United States to receive the highest honors for service quality. And 

for LANB’s customers, it translates into unprecedented customer satisfaction levels.

Customer Sat i s fact ion
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All too often these days, customer service is a marketing line. At LANB, success is rooted in exceeding the  

expectations of every customer. When it comes to maintaining and improving every aspect of customer  

satisfaction, we won’t stand still. From the day we opened our doors back in 1963, LANB has relentlessly focused 

on evolving the highest standards for New Mexico’s banking industry. We’ll continue challenging ourselves in this 

area during 2007 and beyond.

5.1  Satisfaction guaranteed

A. B.

C. D.
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