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AWARDS CATEGORIES 
GRB 2022 features a portfolio of over 80 awards to choose from:

 Product Innovation Awards

 Service Innovation Awards

 Digital Innovation Awards

 Frictionless & Omnichannel Awards

 Vendor Awards

 
Nomination Pack:
To request your Nomination Pack, please visit:
https://globalretailbanking.com/awards/
or contact awards@digitalbankeronline.com

 Technology Awards

 Marketing & Customer

 People & Employee Awards

  Country & Regional Awards 
 (Best Retail, SME, Digital Bank)



SUBMISSION GUIDELINES
RETAIL PRODUCT INNOVATION AWARDS

DIGITAL INNOVATION AWARDS 
We believe that digital innovation is fundamentally 
transforming how retail finance institutions are 
reaching out to customers and providing products 
and services. Digital innovation is improving the 
way in which banks interact and engage with 
customers in the most seamless and accessible 
way. Leading digital initiatives are built on ability 
to connect with customers with the right product 
sets and provide digital solutions in a fast, secure 
and consistent manner. Some of the metrics that 
could be applied across all the subcategories to 
enhance your submissions are:

•  How has your innovation addressed a 
business problem and contributed to the 
long-term strategic growth of the institution?

•  What is the rationale behind the use of a 
particular technology driving the innovation?

•  Has the innovation achieved its stated objectives 
and how are you measuring its success?

•  How has your innovation contributed to 
operational efficiencies?

•  What is the size of the technology investment 
and realised return on investment (ROI)?

•  Outline how this digital innovation has 
improved the function and performance of 
your institution and benefited your customers.

•  What is the degree of process automation 
and integration of systems?

•  How scalable is the innovation and what 
service enhancements are expected? 

•  Highlight distinguishing features as evidence 
of innovation in terms of new concepts, 
technologies or thinking.

We encourage samples of use-cases, case 
studies, marketing material or infographics for 
your innovation. Additional credit will be given 
for first-of-its kind or first-to-market innovation 
projects that are truly disruptive in nature with 
the potential to transform the financial services 
industry.

We believe that unique product features are what 
helps customers differentiate between various 
retail offerings and ensure stickiness in main bank 
relationships. New product development is built 
on innovation and it is the value-add that drives 
continued customer engagement and capture 
of share of wallet. Increasingly, customers will 
choose retail products that are tailored to meet 
their needs and solve pain points. These leading 
product initiatives are shaping the transformation 
of the industry and contributing to institutional 
performance. Some of the metrics that could be 
applied across all the sub-categories to enhance 
your submissions are:

•  Journey to introduce the product/service 
(challenge, opportunity, time to market, success)

•  Distribution model and ease of customer 
onboarding across all channels 

•  Acquisition capabilities through new customer 
sign-ups during the period in review

•  Number of active users, average sign-ups per 
month and overall growth in customer base

•  Incremental impact on market share 
following launch of the relevant retail product

•  Incremental impact on retail revenue and 
profitability per customer 

•  Degree of customer centricity of the 
innovation in new product/services features 
and value-add benefits

•  Impact on overall customer experience, 
satisfaction and advocacy

•  Total transaction volume and values of 
the nominated retail product/services 
e.g., deposits mobilised, size of financing, 
outstanding card balances etc.

•  Degree of automation, use of technology and 
digital capabilities powering the product/
service etc.

•  Bank’s internal success metrics and attainment of 
KPIs measuring business impact and outcomes

In addition, we encourage you to share sample 
use-cases, case studies, marketing material or 
infographics detailing your product innovation 
to substantiate your entry.



SUBMISSION GUIDELINES
TECHNOLOGY AWARDS 
We believe that technology has revolutionised 
how retail finance institutions operate and such 
innovation will continue to play an integral role 
in the strategic priorities of banks. Technology 
will shape customer engagement while open up 
new revenue streams and brand engagement 
opportunities. Effectively, technology is the 
engine that drives bank transformation for the 
benefit of customers and through automation, 
advanced analytics and re-engineering of 
operational processes banks are able to 
imagine, design and offer innovative products & 
services contributing to sustainable operational 
performance. Some of the metrics that could be 
applied across all the subcategories to enhance 
your submissions are:

•  The business case of using the particular 
technology in question.

•  What technical improvements has the use 
of this particular technology bought to 
the operations of the bank and how is this 
aligned with your overall technology strategy?

•  How have your customers benefitted from 
the use of this technology and what value 
creation has this produced for them?

•  What is the size of the technology investment 
and realised return on investment (ROI)?

•  Overall impact on customer satisfaction, 
recommendation and advocacy through its 
deployment.

•  Financial metrics in terms of budget 
allocated for research, development and 
implementation and cost overruns if 
applicable

•  What has been the quantifiable impact on 
the business through its implementation 
and have planned business targets been 
achieved?

•  How scalable is the technology initiative and 
what service enhancements are expected in 
the future? 

•  Demonstrate uniqueness of technology 
design, system functionality and level of 
integration across business verticals. 

Additional credit will be given to entries that 
demonstrate measurable business impact that 
has contributed to sustainable performance 
of respective institutions. Supplementary 
information can showcase technology 
architecture charts, simple technical designs etc.

Note: Vendors/Technology Service Providers can 
only participate along with/on-behalf-of a specific 
Retail Bank in this category.

VENDOR AWARDS 
We believe that vendors and technology service providers are instrumental in helping retail banks 
drive digital transformation, improvement in customer experience and enhancement of operational 
processes. Effective vendors can help retail finance institutions enhance their existing technology 
stacks through solution delivery and execution, platform and infrastructure development as well as 
expert advice on the application of emerging technologies. For this stream, we look at the ability of 
vendors to correctly assess the technical challenges faced by the bank, the execution of a particular 
technology solution to improve operations and workflows while helping the bank materially scale. 

To augment your submission, you may include information on the technical challenge involved, 
the productivity and process efficiencies realised as well measurable impact to the bank’s financial 
performance. Entries should also include information on the solution functionalities mapped against 
business issues as well as client testimonials on vendor efficacy. Highlight the distinguishing feature(s) 
of the solution that sets this collaboration apart from comparable initiatives undertaken by fellow 
competitors.



SUBMISSION GUIDELINES
SERVICE INNOVATION AWARDS 
We believe that service innovation transforms 
the way customers interact with banks. The 
pandemic has necessitated all retail players to 
both rethink and accelerate their various service 
propositions. As we transition to a new-normal, 
value creation and customer centricity remains 
at the core of all retail service engagements.
Some of the metrics that could be applied 
across all the subcategories to enhance your 
submissions are:

•  The ability of your institution to identify a 
service gap and address it meaningfully.

•  Having a clear value proposition that 
addresses unmet customer needs.

•  Demonstrate market disruption potential 
through significant market share capture or 
new customer segment acquisition.

•  Incremental impact on retail revenue and 
profitability per customer 

•  How has the service initiative contributed 
to new revenue streams and sustainable 
business model for the bank? 

•  Impact on overall customer experience, 
satisfaction and advocacy.

•  Uniqueness of service innovation as a first 
mover.

Service innovation should reflect efficient 
processes, faster turnaround time at reduced 
costs powered through innovation.  Services 
awards are not limited to interaction with 
just banking customers and we invite service 
innovation executed within the middle and 
back-office as well.

MARKETING AND CUSTOMER ENGAGEMENT AWARDS
We believe that our Marketing and Customer 
Engagement awards gives retail banks a 
chance to showcase the various touchpoints 
for client interactions, facilitate successful 
customer journeys and maintain stickiness. 
These interactions subconsciously stay with the 
customer thereby unconsciously generating 
brand affinity and goodwill. Moreover, it helps 
retail finance institutions build mind share, 
while becoming embedded in the customer 
lifestyle. Some of the metrics that could be 
applied across all the subcategories to enhance 
your submissions are:

•  In-depth view of the respective campaign and 
various media channels used by the bank 
to reach both new and existing customer 
segments

•  Outline objectives of the campaign, target 
audience and go-to market strategy.

•  Share information on the number of unique 
users, reactions, shares, comments across 
dedicated media platforms throughout the 
campaign.

•  Highlight impact on brand perception and 
recall based on the campaign.

•  The use of analytics to drive content led 
campaigns and position a product/service 
according to customer needs

•  Customer engagement and response to the 
campaign in terms of new sign-ups, increase 
in customer acquisition and affinity for the 
campaign.

•  Business impact from lead generation and 
conversion that resulted in an increase in 
volume and value of transactions  

Any supporting marketing material used for 
the campaigns is welcome. To differentiate 
between digital marketing and social media 
marketing please note that digital marketing will 
encompass conventional marketing initiatives 
via websites, apps as well as social media 
channels. However, when it comes to the “Best 
Social Media Marketing Initiative”, it is limited 
to traditional social media platforms such as 
Facebook, Instagram, Twitter, etc.
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FRICTIONLESS AND OMNICHANNEL AWARDS

PEOPLE AND EMPLOYEE AWARDS

We believe the bank of the future will be 
invisible and customers today crave for an 
experience that is seamless, fast and consistent 
in everyday banking situations and across all 
touchpoints. Best practices mandate minimal 
contact with the banking provider and where 
customer journeys are completed within a few 
clicks or less. This has become increasingly 
important in an era of fintech, neo-banks and 
challenger banks whose competitive advantage 
has been built around frictionless services. 
Some of the metrics that could be applied 
across all the subcategories to enhance your 
submissions are:

•  Proven channels that ensure minimal to 
no contact with the bank branch/manager, 
simplistic forms, avoiding multiple screens 
to make a payment or completing a form, 
helpful FAQs and virtual assistants to help 
customers. 

•  Demonstrated ability for customers to 
choose the channel of engagement and 
ability to switch without disruption or 
difficulty.

•  Uniqueness of the initiative, the customer 
pain-points it has addressed, how this 
innovation has resulted in improved 
customer experience will also be assessed.

•  Impact on customer experience and outcome 
for the retail business in terms of financial 
performance. 

•  Your submission(s) in this category will carry 
more weight by demonstrating reductions 
in the time taken to complete a process 
or transaction by a customer, the use of 
interactive dashboards in apps to understand 
transaction analytics, etc.

We believe that the most important asset of 
any institution are the leaders, executives 
and teams that comprise the organisation. 
Employees that are provided with the requisite 
platforms to grow, thrive and collaborate 
is what makes institutional achievements 
possible and “moon-shot” endeavours 
realisable. Furthermore, capacity building, 
talent development programmes and employee 
engagement activities fundamentally drive 
productivity and work experiences. Retail 
players that provide workplace environments, 
which are accommodating, encourage diversity 
and have performance-based reward schemes 
set the standards for professional excellence.
Some of the metrics that could be applied 
across all the subcategories to enhance your 
submissions are:

•  Documented achievements of outstanding 
individuals that have personally championed 
ground-breaking initiatives, which have 
had a measurable impact on the overall 
performance of their institution.

•  Clearly articulated vision, goals and objectives 
that have been instrumental in shaping the 
strategic direction of the business setting 
them apart from their peers in the industry.

•  Well-established track record of delivering 
results and ability to lead & develop high-
performing teams.

•  Retail employee engagement scores 
(if available), employee recognition 
programmes, staff physical health & mental 
well-being initiatives as applicable.

•  Impact on business performance, employee 
productivity and efficiency gains realised 
through staff skill development schemes.

•  Opportunities for external volunteer 
projects, sabbatical assignments, flexi-work 
arrangements etc.

•  Knock-on impact on quality of customer 
service delivered

Any supporting material can include examples 
of how business challenges were overcome by 
the nominated senior executive.
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We believe that institutions with effective 
digitally-based wealth offerings have developed 
strong propositions backed by robust execution 
capabilities and range of asset classes covered. 
Wealth management players are able capture 
share of wallet of emerging affluent/affluent 
customers while demonstrably registering 
sustainable growth over the period assessed. 
Importantly, the available digital tools enable 
customers to have a holistic view of their 
portfolio holdings as well as facilitate users 
to realise new investment opportunities in a 
timely and frictionless manner. Some of the 
metrics that could be applied across all the 
subcategories to enhance your submissions are:

•  Size of Assets under Management (AUM) and 
overall growth in the period under review

•  Fee structure and profitability of the business 
•   Depth and scope of product and service 

functionalities embedded on the platform
•  Well established technical capabilities to 

execute wealth advisory as needed

•   Number of active users, average sign-ups per 
month and increase in customer base

•   Overall customer experience, satisfaction and 
advocacy

•   Total transaction volume and values of flows 
on the platform

•  Realised market share of targeted customer 
segment(s)

•  Intuitive and customer-friendly UI/UX 
interface evidenced by user-design research

•  Application of advanced analytics and AI/ML tools 
•  Accessibility of RMs (particularly in hybrid 

settings)
•  Quality and timeliness of market information 

provided to users in aiding investment 
decision-making

Additional credit will be giving for number of 
functions such as experience analytics, personal 
wealth management and analysis tools, RM 
accessibility, calculators, market updates and 
trackers via the website and/or mobile app.

We believe that well established SME finance 
players have developed integrated platforms 
to service their SME clients, providing best-
in-class experience through tailored offerings 
and solutions. With an increased focus on 
digitisation, SME banking is fast transitioning 
to customer-centric engagement models that 
has become the norm across other verticals. 
Having a comprehensive SME product and 
service ecosystem is essential to power the next 
generation of businesses looking to expand and 
scale across different industries, markets and 
segments. Some of the metrics that could be 
applied across all the subcategories to enhance 
your submissions are:

•  Ease of customer onboarding and access to 
dedicated sector specialists

•  Size and growth of SME financing or deposits 
in the period under review

•  Contribution of best-in-class initiative(s) to 
total revenue

•  Impact on customer acquisition and growth 
in customer base

•  Incremental impact on market share following 
launch of product, service or initiative

•  Overall customer experience, satisfaction and 
advocacy

•  Level of banking integration with SME clients’ 
accounting and financial software

•  Facilitation of SME clients to beyond banking 
services

•  Flexibility of SME financing terms and speed 
of loan disbursement

•  Terms of pandemic response SME finance 
rescheduling scheme/programme

•  Application of technology, automation of 
processes and advanced analytics to better 
service SME customers

Additional credit will be given for uniqueness of 
the initiative that has addressed unmet needs 
particularly of small businesses and enterprises. 

DIGITAL WEALTH AWARDS

SME BANKING AWARDS
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COUNTRY AND REGIONAL AWARDS

BEST DIGITAL BANK AWARD 
We believe the best digital banks provide 
anywhere anytime banking facilities with a 
customer centric approach. Consideration will 
be given to those lenders that ensure a truly 
digital experience, providing customers with 
an end-to-end platform, which fulfils regular 
banking needs of customers without having to 
step into a bank branch. Some of the criteria 
and metrics to complete your submission are:

•  Digital onboarding process and UX, UI of the 
mobile banking app

•  Availability of basic banking functions such 
as savings, investments, insurance, loans, 
mortgages, etc on website and/or mobile app

•  Average number of customers onboarded 
per month and total active users.

•  24/7 banking services availability to 
customers including automated customer 
service functions such even helpful FAQs, 
virtual assistants, etc.

•  The digital bank should have reduced overall 
costs for the parent bank while automating 
most processes.

•  Average cost and profitability per customer 
•  Number of steps on open an account, apply 

for a debit or credit card, E-KYC

Additional credit will be giving for no. of other 
functions such as experience analytics, personal 
finance dashboard, budgeting and expenditure 
analysis tools, calculators and trackers, on 
website and/or mobile app.

ISLAMIC RETAIL FINANCE AWARDS 
We believe that Islamic retail finance has showed immense growth and traction across key markets 
in the Middle East, South East Asia and North Africa. Shariah compliant banking is fast proving to be 
a viable alternative to traditional lenders for those looking to bank based on Islamic principles. While 
the efficacy of Islamic banking propositions will be assessed using similar metrics to conventional 
institutions, additional considerations would be on Shariah governance encompassing internal 
controls and systems, effectiveness of the Shariah Supervisory Board and adherence to relevant 
standards and best practices across all verticals and functions. 

For submission guidelines, please refer to the Best Retail Bank Award.
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Financial Analysis:
Financial Highlights
• Retail Customer loans
• Retail Customer deposits
• Retail Revenue/Sales
• Retail Net Interest Income
• Retail Fee Income

Profit Financial Ratio Analysis and Capital 
Adequacy Ratios:
•  Retail Net Interest Margin: it reveals a bank’s 

net profit on interest-earning retail assets 
(such as car loans or home financing etc.)

• Retail Fee Income-to-Total Retail Revenue
•  Retail Loan-to-Asset Ratio: It is an indication 

of the level of income derived from loans and 
investments.

• Retail Loan-to-Deposit Ratio
•  Retail Cost-to-Income ratio and Retail Return 

on Equity 

Market share/ penetration: 
To assess a retail banks’ global/ regional presence, 
we will consider the below factors broadly:
• Customer growth across the region
• Branch and ATM network
•  The extent of retail banking regions in the 

market or region and diversity of products 
and services

•  Market share of select product lines including 
retail loans, deposits, credit card and wealth 
management

Digital Capabilities:
Digital transformation is changing the traditional 
rules of banking and customer interaction. The 
digital journey and maturity of a bank plays a 
key role in our evaluation process. Our judges 
will focus on metrics such as:
•  Active digitally users and the year-on-year 

growth of digital users for a minimum span of 
three years.

BEST RETAIL BANK AWARD
•  % of digital users onboarded in the year in 

review.
•  Extent of digitization in terms of products, 

services and platforms offered.
•  A specific product or service you want to 

showcase

Innovation:
A bank’s digital transformation journey 
should be augmented and supported by 
continuous innovation. While innovation to 
improve the customer journey is important; 
the bank’s operational infrastructure and 
legacy frameworks need to undergo constant 
upgrades and innovation too.

Our judges will consider:
•  The strategy behind the use of the particular 

technology used to innovate a certain 
product, feature, service or platform.

•  The reason and planning journey for innovation
•  Profitability of innovation (if applicable)
•   The effectiveness, scalability and agility of the 

innovation in question.
•  Disclosure of metrics used by the bank to 

judge the particular innovation
•  Testing of technologies to improve the bank’s 

offerings

Customer Experience:
Customer experience and satisfaction guide 
the strategy and functioning of retail banks. 
Differentiating your bank from others in customer 
experience is what our judges are looking for.
•  Product or services introduced or overhauled 

to improve CX
•  Provision of multiple channels for customer 

engagement
•  Availability of self-services options for basic 

banking needs.
• NPS
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BEST SME BANK
We believe that high-functioning SME banking 
institutions have progressed well in their 
digitisation and automation journey and have 
successfully introduced well integrated product 
and service platforms to support their SME 
customers. These banks are looking at new 
and faster ways to offer financing to cash-
starved SME clients, while maintaining the 
quality of their SME loan book. They are also 
providing specialist access to nurture and grow 
SMEs across markets, sectors and segments. 
Customer journeys are being redesigned to 
facilitate more inclusive ways of banking.
Some of the criteria and metrics to complete 
your submission are:

•  Total size and growth of cumulative SME 
financing and deposits

•  Total gross revenue and fee income 
generated by your SME banking business

•  Number and growth of SME customers in the 
period under review

•  Market share position based on SME 
financing and deposits

•  Percentage of digitally active SME customers
•  Degree of automation and digitisation of SME 

financing and digital onboarding
•  Cheque processing via ATMs or mobile 

banking
•  Quality of your SME loan book (NPL)
•  Extent of digitization in terms of products, 

services and platforms offered to SME 
customers.

•  SME customer experience, satisfaction and 
advocacy

•  Provision of beyond banking services and 
access to industry/sector specialists

•  Terms of pandemic response SME finance 
rescheduling scheme/programme

•  A specific product or service you want to 
showcase

Additional credit will be given to institutions that 
can highlight innovation initiatives that have 
had a measurable impact on the SME banking 
business.

JUDGING METHODOLOGY
Please contact our Lead Research Analyst for this program, Mobasher Kazmi at 
mobasher.kazmi@digitalbankeronline.com for comprehensive details on our judging methodology.
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