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FOREWARD
Dear Reader,

It is my pleasure to bring to you RISE – a briefing of the Middle East and Africa 
Retail Banking Innovation Awards 2021 (MRB21).

In the backdrop of overwhelming adoption of digital-led initiatives in 
such diverse and dynamic markets – where each country offers different 
opportunities and challenges, the need to understand how best to meet 
customers halfway and create value for the business remains the a pertinent 
question. 

Historically, the focus has been product and service differentiation among most 
financial service institutions. However, internet penetration and high mobile 
phone usage rates have allowed banks to tap into the previously unbanked. 
We at The Digital Banker believe new customer segments, rapid digital 
transformation and widespread innovation can dramatically change the way 
banks operate in these markets.

With the MEA Retail Banking Innovation Awards 2021, the goal was to identify 
and benchmark financial institutions that are innovating products and services, 
reinventing customer journeys, and implementing technological advancements 
all with customer needs and satisfaction at the core of its strategy. The 
submissions revealed that in a short span of time, the mandate for financial 
institutions witnessed a rapid shift where it became imperative to understand, 
acknowledge and deliver exceptional customer service and experiences through 
innovative business models.

We hope you enjoy RISE and we look forward to seeing you at many of our 
upcoming Awards, Virtual Events and Training Seminars planned for 2022.

Nirav Patel
The Digital Banker 
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ABSA MAURITIUS: 
EXEMPLIFYING THE NEXT-GEN 

DIGITAL STRATEGY  

Sandeep Mohapatra, Director - Digital Transformation and Technology, Absa Bank (Mauritius) 
Ltd spoke to Nirav Patel, CEO, The Digital Banker, about pushing digital boundaries

What sets you apart from your 
competitors in this year’s award win?
We started everything with ethnographic 
research and talked to more than 2,000 
people in Hong Kong, aimed at understanding 
customer behavior in a wider perspective, not 
just their financial lives. We defined over 80 
jobs-to-be-done in the market. We developed 
our value proposition and product/service 
offerings on top of the customer insights. 
Our bank is living with the customers - every 
single screen or a new feature we plan to roll 
out is tested with customers and optimised 
with their feedback.

What are some of the plans/strategies in 
the near future for your award winning 
initiative(s)?
The self-service concept is in line with 
our bank’s transformation journey and 
its aim to reinvent customer experience 
in a phygital environment by creating 
humanised, frictionless and delightful 
customer experiences while allowing us 
to serve at lower costs. We want to move 
away from branches as transaction hubs 
and focus human energy on how to create 
new relationships, deliver specific high value 
transactions or physical interactions and 
experiences that can complement a digital 
banking core. In true complementary fashion, 
emerging digital technologies such as AI 
will be integrated into a physical network 
to augment physical experiences and make 
services faster, secure, convenient, and 
round-the-clock. The idea is to keep enriching 
our digital channels and introduce self-
service across customer touch points, make 
them multi-lingual and interlace emerging 
technologies across our digital assets. 

Speak to us about some of the key 
highlights in your institution’s digital 
transformation journey in 2020-21?
Last year, we took a big leap in digital 
transformation with the launch of Abby: an 
AI powered smart digital banking assistant 

in the form of a humanoid robot which has 
since been extended into a digital kiosk-
based banking platform at all Absa Mauritius 
branches. The objective was to introduce 
a revolutionary way of self-service banking 
24/7. Abby was subsequently introduced 
on WhatsApp, the most popular social 
messenger in the world. Absa was yet again 
the first and only bank in Mauritius to provide 
WhatsApp Banking, allowing Absa customers 
to transact safely and at their convenience, 
while enabling non-Absa customers to 
chat with Abby to obtain information about 
products and services. Abby is also stitched 
into our unique digital onboarding platform 
powering Digital KYC, AI enabled Chat and 
Co-browsing. The Absa Digi Account brings 
the best of emerging technology like face 
recognition, natural language processing, 
data analytics, optical character recognition, 
robotic process automation and business 
process modelling to provide a joyful 
customer experience. 

What are some of the key mandates with 
regard to retail banking innovation that 
you and your team aim to fulfil in the next 
two years?
Our digital transformation strategy seeks 
to use data and technology to simplify and 
personalise customer experience, automate 
our processes, improve our risk and control 
mechanisms, while reducing costs and 
creating new opportunities for growth. 

The Strategic imperative of our Digital 
transformation strategy is based on 5 key 
pillars:
•  Reorient around the customer / Be 

customer obsessed
•  Streamline processes and improve 

organisational efficiency
•   Invest in emerging, agile and scalable 

technology
•  Using data and analytics to personalise 

services and improve decision-making
•  Embed the culture of ‘digital-first’ mindset 

within the organisation and not just in the 
Digital and Technology function

Finally, what objective did your institution 
aim to accomplish by participating at MEA 
Retail Banking Innovation Awards 2021?
The prestigious MEA Retail Banking 
Innovation awards reinforces our belief in 
the ambitious digital transformation journey 
we have embarked on. We are honoured 
and humbled to have been recognized at 
an industry level on a global stage which 
certainly gives us a lot of credibility amongst 
our peers and customers. It reflects that we 
as a team are ready to do things differently, 
to deliver disruptive and game changing 
capabilities that gets things done for our 
customers.
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ADVERTORIAL

In ADCB’s case, things have changed dramatically since the pandemic 
hit.  From the way they do their professional work to attending to 
daily responsibilities to planning and managing finances, ADCB 
has been pushed to adopt digital technologies. E-commerce and 
contactless payments have also increased significantly.

In Egypt, ADCB-E went from being last in the market to being a fierce 
fast-moving player in the game. With a new release every two weeks 
on the mobile/internet banking application, it’s an impressive feat that 
now, ADCB-E is one of the fastest moving banks in Egypt. 

In addition, ADCB-E allows its customers to open TDs and CDs in 
seconds and apply for loans 
or credit cards. It is also on track to launch bill payments – such as 
electricity, phone, gas, and internet – that can be seamlessly managed 
through digital banking. 

Truly deserving of industry recognition, ADCB was recently honoured 
at the Middle East & Africa Retail Banking Innovation Awards 2021 
organised by The Digital Banker. Among the awards it received 
include:

• Winner, Outstanding Digital Acceleration in response to COVID-19
• Winner, Best API Initiative
• Winner, Best Frictionless Credit Evaluation
• Winner, Digital Lending Product of the Year

“Despite the pandemic, ADCB has accelerated the shift to online 
banking. ADCB-E, in particular, has successfully migrated 58% of its 
bank transactions to digital and the progress continues. ADCB-E’s 
initiatives throughout the pandemic has enabled it to be one of the 
organizations that focus on what truly matters while continuously 

While many organisations enter a panic mode as 
soon as a crisis hits, Abu Dhabi Commercial Bank 
(ADCB) used it as an opportunity to further accelerate 
its digital transformation. It is a given that Covid-19 
has accelerated consumers’ use of digital banking, 
including those who were less digitally savvy. With 
a strategic mindset, this major digital shift can result 
in business benefits, as well as the ultimate safety of 
all parties involved. The remote means of interaction 
eliminated any threat of contagion.

ensuring its stakeholders’ safety,” said Nirav Patel, Managing Director 
at The Digital Banker during the awards ceremony.

Building Digital Ecosystems
ADCB’s digital road map identifies Ecosystems as one of the main 
pillars of growth and transformation, which is a distinct shift away 
from the traditional ‘Product’ approach many banks take.

In line with this strategy, ADCB identified the Mortgage home 
buying journey as its first foray into Ecosystems. To do this, the Bank 
partnered with the region’s leading property portal, Bayut, to launch 
the ADCB Dream Home Platform that helps prospective home buyers 
on Bayut get access to ADCB’s instant pre-approvals and other user-
friendly tools for a seamless home buying experience using a unified 
digital platform. The exclusive co-branded platform aims to provide 
consumers flexibility, speed and simplicity while ensuring security and 
accuracy of the Pre-approval process.

Innovative Digital Lending Product
Previously, Credit Card Loan (CCL) was available to all ADCB credit 
card customers primarily through remote channels such as the 
bank’s contact centre. In Jan 2021, an innovative lending service 
was launched on ADCB’s mobile banking app offering frictionless, 
effortless, and ‘instant’ advantages 
to its customers. With zero paperwork or human interaction and with 
just six (6) taps on the app, an ADCB account holder can have ready 
access to funds in as little as 10 seconds. The loan amount will be 
credited to their bank accounts instantly. 

While it’s seamless for customers, the team at ADCB has put in a 
lot of effort to make this happen. The deployment of the project was 
done in two stages:

Backend Automation – A holistic transformation was undertaken 
wherein back-end processes were automated (straight-through 
processing) leading to a significant reduction in processing TAT 
from 1-2 days to as low as 7 seconds. Customers opting to receive 
disbursed funds to a non-ADCB bank account were able to receive 
funds through the country’s interbank fund transfer system (UAEFTS).

Frontend Simplification – Coupled with back-end automation, the 
front-end user journey was enhanced with the availability of the 
lending facility on the bank’s mobile banking platform. Customers 
were able to log in on the ADCB Mobile app and have their credit card 
loans approved in real-time and funds made available to them in less 
than 10 seconds, in as high as 95% of all disbursements.

ADCB: CRISIS IS NO EXCUSE FOR 
DIGITAL TRANSFORMATION
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ECOBANK NIGERIA: 
REINFORCING DIGITALISATION 

TO EMPOWER CUSTOMERS

Olukorede Demola-Adeniyi, Head, Consumer Banking, Ecobank Nigeria Limited spoke 
with Nirav Patel, CEO, The Digital Banker, about augmenting digital channel and building 

strategic relationships

What sets you apart from your 
competitors in this year’s award win?
As a pan African bank with footprint across 
35 countries in Africa, we leverage our wide 
network in serving our customers with 
our wide range of innovative products and 
services. Ecobank is a customer focused 
bank with staff motivated to satisfying the 
customer.

What are some of the plans/strategies in 
the near future for your award winning 
initiative(s)?
In the nearest future, we plan to extend 
our products to a larger customer segment. 
Strategic partnerships will be formed to 
ensure we actively target customers for the 
EFEI and NSF loans.  We will also continue to 
build and make an excellent array of products 
and services available to our customers and 
help them reach their financial goals.

Speak to us about some of the key 
highlights in your institution’s digital 
transformation journey in 2020-21?
Ecobank is a pace-setter when it comes to 
digital transformation in Nigeria’s banking 
industry as well as Africa’s. Some highlights 
include the seamless eNaira integration 
with our platform, digitizing our salary 
advance, increasing customers’ access to 
the products and our 100% online account 
opening platform amongst others. Ecobank 
also has a multi country/language MobileApp 
that can be used by customers across 
various countries with a single download.  
Our various digital payment and collections 
platforms also brings convenience to the daily 
running of customers’ businesses

What are some of the key mandates with 
regard to retail banking innovation that 
you and your team aim to fulfil in the next 
two years?
As a fast paced bank, we are constantly 
innovating our processes to ensure 
customers’ ever changing needs are met 
as well as achieve our corporate objectives. 
Some of the key mandates we will be 
fulfilling in the nearest future include 
having a fully digitized loan platform to ease 
accessibility and use of our products. We 
will also be growing our agency banking 
network in order to reach the unbanked and 
underbanked in Nigeria.

Finally, what objective did your institution 
aim to accomplish by participating at MEA 
Retail Banking Innovation Awards 2021?
Finally, what objective did your institution aim 
to accomplish by participating at MEA Retail 
Banking Innovation Awards 2021?
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ABU DHABI COMMERCIAL BANK 
- EGYPT: SPEARHEADING DIGITAL 

TRANSFORMATION IN EGYPT

Mr. Ihab ElSewerky, Managing Director and CEO, Abu Dhabi Commercial Bank – Egypt 
speaks to Nirav Patel CEO, The Digital Banker about the bank’s award winning initiatives.

What sets you apart from your 
competitors in this year’s award win?
Abu Dhabi Commercial Bank - Egypt (ADCB) is 
only one year old. However, during its 1st year, 
the bank was able to proudly write a success 
story. The bank has defined its ambition to 
become the most preferred bank in Egypt 
for its customers, by achieving customer 
relationship excellence and setting new 
standards in digital banking, while augmenting 
the development of the Egyptian society. 

The bank embarked on strategic 
transformative and restructuring journey, 
relying on world class technologies and 
skillful expertise to allow a fast penetration 
and growth in an already organized 
and competitive market. This strategic 
transformation is on track to achieve a 
quantum leap with the launch of state-of-the-
art products and services.

What are some of the plans/strategies in 
the near future for your award winning 
initiative(s)?
ADCB Egypt received four awards, out of 
which two focused on the digital aspects - 
“Best Digital Transformation Program” and 
“Outstanding IT Transformation. Therefore, 
we will continue to pursue the set path to 
achieve digital leadership. Through 2021, 
ADCB was able to boost its electronic 
infrastructure and launched ultramodern retail 
and corporate digital services including online 
services, mobile app, wallet and chatbot. Very 
soon, ADCB will be the 1st bank in Egypt to 
allow accounts to be opened digitally thus 
offering our customers the best of both 
worlds: the digital remote services and the 
traditional brick and mortar banking. 

The bank was also awarded “Best Graduate 
Employment Program” for its ADCB Academy, 

a unique initiative to support the future of 
promising youth by developing their skills and 
knowledge to secure their career path in the 
banking sector. ADCB Academy is an ongoing 
initiative, and we are keen to nurture it with 
new training courses and methodologies.

Finally, we aim to play an important role in the 
development of the community and create 
shared-value and a sustainable impact. ADCB 
has pioneered the integration underbanked 
society into the banking system. For this, 
we were awarded “Best Financial Inclusion 
Initiative”. This is just the beginning, as we 
are planning to launch the first product for 
differently able members of the society with 
both - financial and non-financial benefits.

Speak to us about some of the key 
highlights in your institution’s digital 
transformation journey in 2020-21?
I always say that numbers speak for 
themselves. The number of users utilizing 
the bank’s digital services has substantially 
increased by 320% since September 2020, 
whereas the percentage of transfers and 
payments through digital channels has risen 
by 50%.

These impressive stats are a result of the 
various digital solutions provided by ADCB 
Egypt following a friendly omnichannel model 
for the convenience of its customers.

What are some of the key mandates with 
regard to retail banking innovation that 
you and your team aim to fulfil in the next 
two years?
Our ambition is to become the most 
preferred bank in Egypt for our customers. 
So, our commitment and focus are on 
building quality relationship and providing 
outstanding digital solutions. 

Therefore, the bank is working on 2 levels: 
first, bringing the expertise of Abu Dhabi 
Commercial Bank Group, third-largest banking 
entity in UAE with its innovative digital banking 
services; second, offering the best available 
e-solutions to our customers. Recently, ADCB 
Egypt launched the first instant Artificial 
Intelligence based fraud management process 
across all the digital banking channels. This 
will allow more digital transactions and offer 
enhanced security to our customers.

As for banking relationships, we are 
constantly looking at our customer journey, 
introducing ongoing enhancements, new 
services, and loyalty scheme to ensure a 
healthy long-term relationship. 

Finally, what objective did your institution 
aim to accomplish by participating at MEA 
Retail Banking Innovation Awards 2021?
These awards culminated the bank’s 
continuous efforts to be the most preferred 
bank in Egypt, thus putting ADCB Egypt on 
the path of success since its launch in the 
Egyptian market last year. The awards are a 
strong start and an impetus for the bank and 
its team to continue to progress, especially 
in light of the current economic climate. The 
presence of a robust banking system further 
supports the growth of banks while actively 
protecting consumers and the economy.
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ACCESS BANK: RELENTLESS 
PURSUIT TO BECOME THE GATEWAY 

TO AFRICA

Chioma Y. Afe, Group Head, Group Retail Marketing & Analytics spoke with Nirav Patel CEO, The 
Digital Banker, on how the bank is fulfilling its ambition

What sets you apart from your 
competitors in this year’s award win?
Simply put, it is our brand promise of “More 
than Banking”. We have consistently applied 
this across our service delivery and banking 
operations to excite our 42 million customers 
and ensure that we not only meet their 
existing needs but anticipate opportunities 
to delight and serve them further. We strive 
to find and solve their pain points, and this is 
visible from the innovative lifestyle enhancing 
products and services we provide, our impact 
focused business engagement sessions with 
our MSME customers, and our partnerships 
with complementary businesses to provide 
them with a breadth of information and 
services.

What are some of the plans/strategies in 
the near future for your award-winning 
initiative(s)?
We intend to go a step further with our direct 
marketing initiatives for instance, by offering 
More rewards to our loyal customers. 
We will continue to focus on targeted 
communication to our customers, ensuring 
we deliver relevant messaging to them and 

unique offers that not only drive increased 
transactions across all our digital channels, 
but also solve problems for our customers.

We anticipate that more customers will 
continue to look for branchless banking 
services and self-service platforms to transact 
and our mobile app – AccessMore, will 
continue to serve as our best and largest real 
estate with over 2million active customers 
consistently transacting on it. We intend 
to intensify our efforts to migrate more 
customers onto this innovative platform. We 
will build more partnerships that provides 
access to relevant services for our customers 
via the app while ensuring the customer 
experience remains seamless and exciting.

Speak to us about some of the key 
highlights in your institution’s digital 
transformation journey in 2020-21?
Access Bank’s focus on growth in the 
retail banking segment is centred around 
transforming its digital platforms by a 
offering seamless omnichannel experience 
and unparalleled customer service. We 
consistently strive to simplify our product and 
digital channel portfolio and enable customer 
journeys to reflect the desire for simple, 
reliable, and transparent banking services that 
is available remotely via digital platforms. In 
the last 5 years, we leveraged technology 
including analytics, cloud computing, artificial 
intelligence, machine learning and robotics 
process automation to reform business 
operations and drive performance. As a 
bank that continually sets the pace, we have 
ensured customers always enjoy unrivalled 
experiences across all our banking and 
service channels. 

We have consistently delighted customers 
with a suite of fast, convenient, and safe 
digital services such as our USSD banking 
code (driving financial inclusion for un/
underbanked Nigerians) and our cutting-
edge mobile banking app, AccessMore. Our 
revolutionary mobile app was developed in 
2020, to deliver on the needs of existing 

users as well as newly acquired customers 
with a suite of unique features such as: local 
and international flight booking, dashboard 
theme personalization, interactive & targeted 
promotional messages, intuitive beneficiary 
selection, and of course a more rewarding 
banking experience with Access Rewards.

With the fusion of technology and people, 
the bank continues to deliver stellar service 
to customers across its various countries of 
operation; riding on our promise of delivering 
Speed, Service, Security and Sustainability, 
we also have designed a customer support 
platform that offers 24/7 support via email, 
text, live chat, WhatsApp, voice call and an 
interactive presence on various social media 
platforms. 

What are some of the key mandates with 
regard to retail banking innovation that 
you and your team aim to fulfil in the next 
two years?
Access Bank is recognized as one of the 
most innovative financial institutions in Africa. 
In our journey to be the gateway to Africa, a 
key mandate for us is fulfilling our ambition 
to grow our customer base to 100million 
customers across Africa, bank one in every 2 
Nigerians and provide a touchpoint for every 
500 Nigerians to access safe and secure 
banking services.

This will be done via a consistent expansion 
of our digital platforms, partnerships with 
complementary businesses including 
FinTechs and an investment in new verticals 
that liberate payments and lending solutions 
to meet the needs of not just our Nigerian 
customers but customers across Africa as 
well. 

Finally, what objective did your institution 
aim to accomplish by participating at MEA 
Retail Banking Innovation Awards 2021?
Finally, what objective did your institution aim 
to accomplish by participating at MEA Retail 
Banking Innovation Awards 2021?
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ADVERTORIAL

Among the most successful programmes the Bank launched is its 
Multiplier Effect (ME). Emirates NBD’s Multiplier Effect framework 
is a modern solution to understanding changing customers’ needs, 
predicting their future requirements, combining these with revenue 
potential and communicating the next best product or service through 
their most preferred channel. 

The three pillars of the ME are - propensity, profitability, and 
personalization.  This concept provides a holistic framework in 
shaping the next best opportunities for the bank by enabling the 
prediction of customers’ needs with utmost accuracy while also 
maximizing the bank’s revenue thereby propelling them to the next 
stage of evolution.

But it doesn’t stop there. Emirates NBD is also smartly using 
technology and customer intelligence to realize noble concepts such 
as “personalisation at scale” and “customisation in all aspects of 
life.” 

These efforts by Emirates NBD have been recognised at the 
recent Middle East & Africa Retail Banking Innovation Awards 2021 
organised by The Digital Banker where they won the awards, Best 
Customer Centric Business Model, Best Data Analytics Initiative, Best 
Social Media Marketing Initiative and Credit Card of the Year. 

“Emirates NBD has adopted a state-of-the-art approach in delivering 
value to its customers. Leveraging artificial intelligence, data analytics 
and machine learning, the Bank has been able to meet changing 
consumer demands and facilitate value creation like never before,” 
said Nirav Patel, Managing Director at The Digital Banker during the 
awards ceremony.

Fighting Money Laundering through Data Analytics
Money laundering and financing of terrorism have been topics of 
great concern for regulatory authorities and financial institutions, 
worldwide. According to McKinsey, up to USD 2 trillion is laundered 
annually through the global banking system, which roughly translates 
to 2-5% of the global GDP. However, identifying and assessing 
risks associated with money laundering is a tedious process further 
complicated by a host of legacy issues, regulatory requirements, and 
subject sensitivity. 

To deal with such complexity, regulatory authorities advise banks and 
financial institutions to adopt risk-sensitive approaches in identifying 
ML/FT risks. 

Without a doubt, data is one of the greatest assets 
of any organisation, particularly so in banks. For 
Emirates NBD, data is being leveraged in such a 
way that it adds value to both the customers and the 
business. Predictive analytics, for example, is one 
area that presents huge opportunities and one that 
Emirates NBD is truly good at. 

To tackle this issue, Emirates NBD has developed a scientific risk 
rating methodology where vast amounts of data from various 
systems were combined and analysed to design a statistical scoring 
framework that addresses the risk assessment requirements at 
different stages of the compliance lifecycle. 

Application Scorecard
As the name suggests, the application scorecard assigns a score 
to the customer at the time of acquisition based on information 
captured in the application form and other documents collected 
from the customer at the time of onboarding. The score reflects 
the compliance risk associated with the customer at the time of 
onboarding. The 150 attributes available at onboarding were used 
to create composite features which are more powerful predictors of 
customer behaviour. 

For instance, the initial deposit was combined with industry risk 
to compare the deposit amount of a customer with their peers in 
the same industry. If the deposit is not in line with the industry 
peers, the customers were penalized while assigning the score. A 
combination of raw and composite attributes was then used to design 
a multivariate scoring framework. Once each customer application is 
entered into the system, it goes through this framework that assigns 
a final score based on multiple scoring attributes. 

Behaviour Scorecard
A Behaviour scorecard is used to assess the compliance risk of 
existing customers. Compliance risk of existing customers can be 
better gauged by assessing their behaviour/relationship with the 
bank post onboarding. For this reason, multiple factors related to 
account/transaction behaviour were analysed along with the static 
attributes. Attributes such as the amount of cash deposits, annual 
turnover, amount/frequency of transactions in high-risk countries, 
unsatisfactorily closed alerts from other transaction monitoring 
systems were added to the model. Many composite attributes were 
also defined. For instance, a customer’s total amount of transactions 
was compared with their industry peers to identify outlying patterns. 
A variable that combines the number of alerts and transactions in 
high-risk countries was also incorporated into the modelling base. 
500+ raw attributes and ratios covering all aspects of a customer’s 
relationship were added to the modelling base and Logistic regression 
was used to formulate a final modelling equation that assigns a 
behaviour score for every customer based on final model attributes. 

All the models were vetted by KPMG, a third-party consultant prior to 
implementation. To ensure that the models meet global standards and 
are fit for use, KPMG was brought in to independently evaluate the 
models. Models were evaluated quantitatively and qualitatively and 
found to be fit for use.

Personalisation at Scale
“Personalization at Scale” is one of the key pillars of the 5R 
Marketing Strategy at Emirates NBD (Right Customer, Right Channel, 
Right Time, Right Offer and Right Message). To deliver the ‘Right 
Message’ that would resonate with its audience, various elements of 
digital communication had to be understood and personalized for NBD 
Emirates’ customers.

EMIRATES NBD: CUSTOMER 
INTELLIGENCE IS THE IMPETUS 
FOR VALUE CREATION 
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To achieve this, the Bank combined its marketing messages with an 
industry-leading machine learning platform PERSADO, to create more 
than 350 variations of its creative assets and effectively reach out to a 
wider customer base with relevant messaging. 

Prior to this initiative, a key challenge for the Bank was to effectively 
add a personalized touch that would resonate with its audience’s 
myriad interests.

Upon implementation, the team had seen a significant uptick in its 
performance metrics. For example, CTR (click-through rate) was up 
43% while leads registered a 68% increase. These figures were 
complemented by a drop in CPC (cost per click) and CPL (cost per 
lead). 

And while personalisation works for Emirates NBD’s advantage, 
partnership also works well in equal measure. 

In partnership with Visa’s Digital Benefits Platform, the Bank has 
launched the Emirates NBD Flexi Visa Credit Card. The card was 
launched keeping in mind the constantly evolving needs of the 

customer. The main differentiation of this product is that Emirates 
NBD, along with Visa, utilises a range of APIs to integrate with benefit 
providers. 

By integrating merchants with APIs, the Bank can offer a wide 
range of benefits with real-time eligibility checks. Cardholders just 
need to select their benefits on the product portal and when they 
choose to use a benefit, they just need to swipe their card or type 
in their card number on the merchant’s website. The APIs will check 
if the cardholder has selected the benefit and allow access if so - a 
seamless process that many customers appreciate. 

While the product is still in its early stage, key indicators are quite 
encouraging. Approximately 70% of the cards are spend active and 
have an average monthly spend of $ 2,200, which is already 1.2x 
more than the similar card variant. 

Driven by changing consumer demands and an intense focus on 
personalisation, Emirates NBD is astutely carving a niche in the 
industry as a bank that can provide customisation in all aspects of its 
customers’ life.
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ABSA RETAIL AND BUSINESS 
BANKING: ACCELERATING 

INNOVATION THROUGH AI ADOPTION

Nirav Patel, CEO, The Digital Banker spoke with Riaz Patel, Lead – Digital PMO, Absa Retail and 
Business Banking about fostering a creative and innovative environment at Absa

What sets you apart from your 
competitors in this year’s award win?
Our innovation vision in Absa Digital is quite 
simple: To foster creativity in each of us and 
use it to improve our world. It is this vision 
that propelled us to take on many innovative 
projects that helps create great customer 
experiences to satisfy our customers’ needs. 
The Absa Abby Virtual Assistant and the 
Digital Mortgage Loans capability were both 
honoured at this year’s Middle East & Africa 
Retail Banking Innovation Awards. However, 
the decision to embark on these journeys 
was not in pursuit of industry recognition, but 
rather grounded in our strategy of customer-
oriented values. We believe that this 
obsession with our customers sets us apart. 

What are some of the plans/strategies in 
the near future for your award winning 
initiative(s)?
Absa Abby forms part of our broader strategic 
plan to consolidate our AI efforts towards a 
unified roadmap using a single architecture. 
We will be focusing on scaling the solution 
across other digital channels and expanding 
the knowledge base to help our customers 
with even more queries.

With our Mortgage capability, we will 
continue to build a holistic home ecosystem, 
showing up for homeowners and supporting 
them throughout this journey.

Speak to us about some of the key 
highlights in your institution’s digital 
transformation journey in 2020-21?
The Covid-19 pandemic had a devastating 
impact on the South African economy, which 
resulted in many Absa customers suffering 
job losses or pay reductions. Additionally, 
social distancing measures prevented many 
customers from visiting branches for their 
day-to-day banking tasks.

In response, Absa sharpened its focus on 
digital transformation. Mobile channels saw 
~25% growth in active users, freeing up 
frontline colleagues to serve customers’ 
high-empathy queries. Absa was honoured 
as the Best Bank in Dispute Resolution by 
the South African Ombudsman for Banking 
Services (OBS), noting a 36% decline in OBS 
complaints vs the year before. This was in 
part driven by Absa’s efforts to minimise 
digital banking fraud, including the market-
first Digital Fraud Warranty. Absa also 
introduced its Payment Relief Programme, 
for which we were recognised as one of six 
banks globally for outstanding performance 
during the global health crisis. Our work 
from home initiative ensured our employees 
had all the necessary tools required to work 
remotely, whilst we invested in providing 
valuable training, counselling and mindfulness 
programmes to ensure physical and 
psychological health during this time. From a 
community perspective, we have contributed 
over $1 million to the Covid-19 Solidarity 
Fund, a government initiative to help our 
country. 

Absa also introduced multiple new digital 
innovations and features this year including 
our award-winning Absa ID facial biometric 
solution for peace-of-mind customer 
identification and verification; Absa 
Advantage, our innovative loyalty programme 
that rewards customers for making smarter 
financial choices; Apple Pay, QR Payments, 
Garmin Pay and Fitbit Pay to enable 
contactless payments. 

What are some of the key mandates with 
regard to retail banking innovation that 
you and your team aim to fulfil in the next 
two years?
Our priorities are to continue growing our 
digital offerings while improving customer’s 

end-to-end digital banking experiences. 
Besides the various innovations launched this 
year, we have an exciting pipeline of digital 
features and end-to-end enhancements 
underpinning our digital vision and key 
success criteria. Our leadership team 
supports a creative environment that 
encourages and motivates teams and 
individuals to be innovative. 

Finally, what objective did your institution 
aim to accomplish by participating at MEA 
Retail Banking Innovation Awards 2021?
Our objective was to assure our customers 
of our world-class digital banking experiences 
delivered with market-leading security 
systems. The MEA Retail Banking Innovation 
Awards is testament to these capabilities, 
and we are honoured to be recognised.
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THOUGHT LEADERSHIP

As a technology partner of the global financial service sector, can 
you throw some light on what are the potential areas for reforms 
in the Middle East banking sector? 
Middle East region’s financial services sector has been evolving at a 
rapid pace. Due to growing diversity in financial products, services, 
and enhancing of regulatory requirements, banks and financial 
institutions across the region are investing significantly to shore up.

As a technology provider of some of the largest banking & financial 
institutions, we believe in reforms related to:
•  Implementing policies and IT infrastructure that positively impact 

access of finance to SME sector, thereby increasing penetration 
rates

•  Developing robust credit risk assessment and governance 
mechanisms 

•  Easing licensing requirements to encourage competition from 
foreign banks are key to long term growth of ME banking sector.

Retail banks are continuously challenged by new entrants and 
emerging fintech. As a technology partner of FIs, what are some 
of the inevitable themes that retail banks must adopt to remain 
competitive?
I agree! Retail banks are increasingly being challenged by a 
combination of neo banks and non-traditional participants. In the post-
COVID world, customers’ need, and expectations continue to grow 
and traditional banks find it rather difficult to remain competitive and 
relevant.

We see 3 broad themes playing out in the retail banking sector 
within GCC – Consolidation, Digital Transformation, and Regulation. 
Technology investments are the key to address needs across all 
these 3 themes. Digital Transformation redefines the relationship 

The emergence of new technologies, the rapid 
expansion of the banking ecosystems and an 
enriched focus on innovation are creating challenges 
and opportunities in banking. Further, consumers 
are  constantly on the look-out for improved 
essential financial services and also seek renewed 
and seamless experiences. In a bid to manage all 
these opportunities, challenges and expectations, 
technology partners are paving the way for banks 
to reach the pinnacle of digital servicing. In this 
interview, Vineet Shukla, Associate Vice President & 
Head – Middle East Business at HCL Technologies, 
discusses reforms in banking operating models, 
what the future of banking looks like and how HCL 
Technologies is set to  digital transformation in 
Middle East.

between customer and retail bank and will play a critical role to banks’ 
long-term success and sustainability. Banks are embracing next-gen 
technologies to enable profitable growth and future agility, as well 
as find ways to substantially reduce the cost of operations through 
automation.

The focus has shifted to differentiating customer experiences 
and building a digital ecosystem to support a multitude of 
customer needs. As an enabler, how can you help your clients 
approach this shift?
Digital disruptions are forcing banks to rethink operating models. 
Today, banks are trying to reinvent themselves. They are reimagining 
and rewiring their businesses using new technologies. At HCL 
Technologies, we remodelled our offerings a few years ago based 
on a strategy that we call as Mode 1-2-3 Strategy. We leverage this 
approach to ensure that banks grow in line with disruptions in the 
ecosystem and rapidly changing customer dynamics.

•  Mode 1 is our core services – infrastructure, applications, BPO, and 
engineering services – offered with a unique differentiator called 
DRYiCE, which is the industry leading autonomics platform

•  Mode 2 is our experience-centric or outcome oriented digital 
services enabled by a foundation of cloud and security

•  Mode 3 is our products and platform business, creating innovations 
enabled by creative partnerships

An integral part of our next-gen Mode 2 and 3 businesses is the 
partnership ecosystem that we have with technology companies, 
who are at the forefront of cutting-edge technology and digital 
innovation, cutting across application modernization solutions, product 
functionality enhancements, and automation and AI.

We also invest in co-innovation labs with banks, working with them 
on emerging technologies for applied innovation. 

The experience, learning, and artefacts of all the above are combined 
as business solutions or value propositions in every engagement of 
ours for our valued clients to approach this shift.

Overall, our focus is on helping our clients achieve benefits of digital 
transformation at scale and in an agile manner. Additionally, we 
leverage our strong capabilities in finding and developing digital talent, 
and help our clients leverage this through our global delivery models.

How is your company positioned to help banks and other 
financial service providers approach the evolving needs of digital 
natives?
As I mentioned earlier, for us, digital is a journey into fundamental 
business transformation that begins with reimagining existing 
business processes and user experiences. Our team of design-
thinkers and industry-process experts combines deep knowledge 
of business processes with user-centred design principles to truly 
visualize the potential of digital technology. And more importantly, 
post the visualization phase, we offer a strong execution capability to 
help banks achieve benefits of such digital transformation at scale.

HCL TECHNOLOGIES: 
HELPING BANKS DRIVE NEXT-GEN 
DIGITAL TRANSFORMATION FROM 
THE GROUND UP
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Our best-in-class FENIX framework – which is an industry aligned 
execution framework that helps organizations rewire their core DNA 
to realize digital transformation objectives – is the key component of 
such transformation journeys of digital natives. 

In terms of digital growth and transformation, what are some of 
the technological advancements that are here to stay and why 
should banks waste no time in adopting them, if they haven’t 
already?
We see the banking industry slowly developing into ‘Lifestyle Banking’ 
and we believe that some of the technological advancements that 
banks should waste no time in adopting are:
•  Banking the ecosystem, which means involving collaboration with 

Fintechs and embracing new technologies
•  Omni-channel banking for seamless customer interactions across 

any touchpoint
•  Open and connected banking through APIs, which allow tapping 

into third party capabilities to add real value to their offerings
•  Agile & DevOps adoption and move to cloud-native agile 

infrastructure, resulting in reduced operational costs and quicker 
time to market

•  Leveraging data for growth. Understanding customer insights and 
leveraging those insights for contextual banking

 
What are your plans and ambitions for ME? How is HCL 
Technologies set to grow and differentiate itself in the region?
Over the years, we have built a strong platform with a local presence 
that helps us deliver value engagements within the region, leveraging 
both our local and global delivery models.

We have refocused our expansion plans in Middle East since 2018. 
We are one of the fastest growing IT service providers in the region, 
positioned as a ‘Leader’ in GCC Region Digital Services RadarView 
Report by Avasant for 2020-21.

Over the last 3 years, we have signed several IT Managed Services 
contracts with marquee clients in the region where we are 
modernizing and managing their end-to-end technology operations, by 
leveraging our next generation IT operating model, which has AI and 
automation capabilities at its core.

We see a growth trajectory for us in Middle East markets and we 
continue to position ourselves as a transformation-centric partner with 
a skin-in-the-game approach, delivering business outcomes. 

We have built a strong local delivery capability comprising of both 
local and global talent, and we continue to invest in localization of our 
service delivery in Middle East.

Also, strong governance, executive focus, and commitment, 
underpinned by values of Trust, Transparency & Flexibility, and 
an ethos of ‘Relationship beyond the Contract’, sets us apart and 
differentiates us in the region.
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BANQUE MISR: BUILDING A ONE-
STOP-SHOP FOR SME CUSTOMERS

Nirav Patel, CEO, The Digital Banker spoke with Ihab Dorra, Head Of Branches & Retail Banking, 
Banque Misr about transforming SME banking

What sets you apart from your 
competitors in this year’s award win?
Banque Misr introduced unique products 
and services to customers in the Egyptian 
market that enhanced our online/ digital 
presence. For example, BM pioneered the 
first digital loan – SME Express & SME 
Express Islamic - enabling SME customers 
to grow their business with access to funds 
in a seamless and transparent manner within 
only 5 days. The product achieved the largest 
portfolio for SME customers since its launch; 
whereby SME Express achieved EGP 13.976 
bn granted to 13.4K loans; and SME Express 
Islamic achieved EGP 667.7 M to 527 loans 
(Murabaha). Additionally, the new flagship 
BM online provides dozens of digital services 
including online booking - introduced for the 
first time in Egypt, to allow customers to 
complete their transactions in a time-efficient 
manner without waiting at branches.

What are some of the plans/strategies in 
the near future for your award-winning 
initiative(s)?
As per BM’s vision, we aim to take the lead 
in digital banking and focus on providing the 
best customer experience, introduce state-of-
the-art products, boost the bank’s profitability 
as well as digitalize customer journeys and 
improve financial inclusion. We started our 
journey by launching the first digital loan – 
SME Express and aim continue on this path 
by introducing numerous digitalized products 
and services.

This is coupled with sponsoring Fintechs, 
targeting youth and niche segments and 
supporting merchants to build up their mobile 
application, website and customized payment 
flows.

By focusing on on-boarding, strategic and 
prominent key account merchants will gain 
more trust, resulting in positively impacting 
BM’s brand positioning and bring in more 
targeted merchants.

Tell us about some of the key highlights 
in your institution’s digital transformation 
journey in 2020-21?
BM Transformation Office launched in 
late 2019 is built on 4 main pillars: Culture 
Transformation to be the overarching tool that 
creates the required healthy transformation 
and a unified culture. Branch Transformation 
is working on automating branch processes 
and migrating of financial and non-financial 
transactions to self-service banking, which 
does not require human intervention. Through 
Capability Building, we are working to create 
world-class tech talent to cater to the needs 
for our digital factory and help make our 
success story with the launch of Egypt’s first 
Digital Academy. The Digital Factory is the 
main unit that will reimagine/reinvent banking 
in Egypt for the years to come. 

Some of BM’s key highlights through 2020-
21 are the effectiveness of our business 
functions, our customers’ experience as 
well as the bank’s profitability. First, with the 
introduction of the idea of working in cross-
functional teams, an agile way of working 
and design thinking approach led to notable 
positive impact on business functions and 
employee performances. Second, by making 
customer experience our top priority, we 
began to revamp all customer journeys to 
provide a distinctive customer experience. 
Finally, with the launch of our digital products 
and services we took lead in the market. Of 
these, SME Express loan and SME Express 
Islamic; were the first in the Egyptian market 
to enable SME customers to acquire loans in 
a seamless transparent manner within just 
5 days. With BM’s mobile app - BM online, 
customers can complete their financial 
transactions in a seamless and secure way 
with just a few clicks. It also catered it several 
new services such as online booking for 
branch visits, making payments and among 
others. In addition to this, we launched BM 
chatbot, WhatsApp for Business and other 
digital channels to support our customers.

What are some of the key mandates with 
regard to retail banking innovation that 
you and your team aim to fulfil in the next 
two years?
BM’s key mandate is to continue its 
transformation journey and lead the market 
with state-of-the-art digital products and 
services that provide the best customer 
experience, while also facilitate secure 
financial transactions. This will help maximise 
the bank’s profitability. Further, we aim to 
add value proposition for digital lending 
to merchants, sellers, and customers, 
introduce BNPL to the market, facilitate 
cash in and cash out over POS, capitalize on 
IPN and share the solution with onboarded 
merchants, invest in potential fintechs, 
facilitators and aggregators, and implement 
blockchain solutions.
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FCMB: REVITALISING SME 
BANKING IN NIGERIA

First City Monument Bank (FCMB) Limited’s Oluremi Agboola, Head, SME Assets and 
Augustine Ibelegbu, SME Product Asset Strategist, spoke with Nirav Patel, CEO, The Digital 

Banker on its award winning initiatives. 

What sets you apart from your 
competitors in this year’s award win?
FCMB has a track record of servicing the 
SMEs in Nigeria . FCMB SME team is 
very SME conscious and have recently 
launched three initiatives which includes: 1) 
SheVenture 2) Renewable energy and 3) An 
SME online community platform, Business 
Zone. We have trained over 11,995 SMEs 
in the year. We have collaborated with DFIs 
to avail Credit Guarantees for over 211 
customers who have shortfall on adequacy of 
collateral. 

Further, we integrated our SMEs via an online 
SME community, Business Zone: made up 
of  over 1,127 Merchants (those who have 
services to sell); we also have over 11,842 
non-merchants (users registered to engage 
with the propositions of merchants) on 
Business zone.

What are some of the plans/strategies in 
the near future for your award-winning 
initiative(s)?
Broadly speaking, we want to continue to 
increase our market share in the industry; 
we want to improve customer experience; 
ensure efficient service delivery and strong 

advisory service; increase customer deposits; 
we want to increase our loan sales as well 
as improve our loan to deposit ratio. We also  
seek to increase our collaborative relationship 
with DFIs and CBN to avail more low cost 
finance.

Speak to us about some of the key 
highlights in your institution’s digital 
transformation journey in 2020-21?
Of the total SME loan portfolio, our digital 
business loan (SME Quickloan) contributed 
70% in terms of count and 20% in term of 
value in 2020. We have embedded innovation 
that allows new-to-bank SME customers to 
be eligible for loan with FCMB.

We have automated our lending to SME for 
any amount capped below N50m, with no 
collateral. This has ensured speed to service 
and ease of debt financing to SMEs. We 
are further improving our SME Quickloan to 
Version 2 to improve capabilities and lend 
via the mobile and web channel. We have 
automated our invoice discounting and supply 
chain financing products. Also we are in the 
process of digitising our detail analysis credit 
and the process is due for launch by first 
quarter next year.

What are some of the key mandates with 
regard to retail banking innovation that 
you and your team aim to fulfil in the next 
two years?
The mandates are; improve NPS (Net 
Promoter Score) from customers at large, 
improve profitability, non-interest income and 
average lending yield, accelerate play in SME 
and agriculture, invest in digital innovations 
and build capacity of SMEs, win in emerging 
markets, implement a holistic 360 degree 
SME engagement model and improve 
value chain and collaboration with DFIs and 
FinTech.

Finally, what objective did your institution 
aim to accomplish by participating at MEA 
Retail Banking Innovation Awards 2021?
We want to continue to position FCMB as a 
beacon of hope for SMEs in Nigeria, Africa 
and the world at large.
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NATIONAL BANK OF EGYPT: 
EMBRACING DIGITAL 

TRANSFORMATION TO CREATE A 
SEAMLESS CUSTOMER EXPERIENCE

What sets you apart from your 
competitors in this year’s award win?
NBE is the oldest commercial bank in Egypt 
with the largest customer base in the 
market. NBE has the largest ATM network 
coverage, branches, POS with the largest 
market share as mentioned; Branches: 
16.7%, ATMs: 29.6%, POS (inc. payment 
facilitators): 38.9%, Credit Cards: 33%, Debit 
Cards: 29.6% and Prepaid Cards (inc. payroll): 
53.2%.

What are some of the plans/strategies in 
the near future for your award-winning 
initiative(s)?
NBE seeks to be a pioneer in the banking 
sector in promoting “Financial Inclusion” 
in Egypt in line with the vision of the Egypt 
and CBE and within the framework of its 
efforts. NBE aims to promote a culture 
of digital inclusion for around 50% of its 
customers by 2023. The bank also aims to 
integrate sustainability through its activities 
and increase its profitability by diversifying 
the bank’s portfolio and reducing total 
costs. Moreover, NBE seeks to expand its 
digital platforms to gain positive customer 
experience & achieve its broader goal of 
having a “Customer Centric” organization, 
some of NBE strategies are:- 
•  Provide access points specifically in the 

most remote areas to attract more of the 
population to the banking sector. 

•  Introduce sustainable finance (Products 
and services, Climate& green investment 
reporting, Measurement, Incentive) 

•  Improve customer experience with 
ChatBots and AI powered virtual assistants 

•  Offer tailored made products and solutions 
for each segment including digital solutions 

Speak to us about some of the key 
highlights in your institution’s digital 
transformation journey in 2020-21?
NBE always sets well studied plans in its 
digital transformation strategy, which is

clearly evidenced through its permanent 
development of its digital product package 
to support financial inclusion. It is  one of 
the most important pillars and helps to cope 
with the direction of the state and the central 
bank of Egypt. NBE has upgraded its legacy 
technology infrastructure so that the bank can 
digitize most of its financial services. 
•  NBE launched its second and third versions 

of “Al-Ahly Net” late last year which 
includes:

 •  NBE’s new package of services for 
the first time includes facilities for 
undertaking money transfers between 
local accounts using the IBAN system. 
Additionally, customers can make 
transfers to electronic wallets through the 
ACH network, with the ability to make 
payments through the Fawry electronic 
payment service.

 •  The bank has provided various quick, 
easy and safe bank card services. The 
new services include facilities to activate 
and cancel credit cards and payroll cards. 
This comes in addition to the re-issue of 
new passwords for cards, and request 
facilities for the card’s re-issuance 
through the Al-Ahly Net and Al-Ahly 
Mobile applications. 

•  NBE launched its mobile application “Mobile 
Banking” in early 2020 to enhance the 
principle of dealing with the bank anytime 
and anywhere effectively and safely.

•  NBE was the first to launch electronic 
service branch in the Egyptian banking 
sector now available in 36 branches. 

•  NBE was the first to launch QR code 
payment service via its electronic wallet 
“Phone cash” in early 2020 in order to 
enhance the culture of digital payments. 

•  NBE launched the first bus branch in Egypt 
and the Middle East to enhance the bank’s 
role in financial inclusion and increase 
awareness, with a total of 6 bus branches 
in Egypt.

What are some of the key mandates with 
regard to retail banking innovation that 
you and your team aim to fulfil in the next 
two years?
In the coming years, in line with our strategy 
and CBE direction, NBE aims to enhance 
and enable a seamless digital customer 
experience through Al integration, chatbots, 
RPA and big data analytics. NBE aims to 
create a customer-centric organization to 
lead the market into financial inclusion with 
expansion of non SWIFT remittances to fund 
various types of accounts / cards / wallets 
and also to integrate ESG into core business 
activities.
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HONOUREES OF MIDDLE EAST & 
AFRICA BANKING INNOVATION 
AWARDS 2021

Technology Awards

BEST AI 
INITIATIVE

BEST APPLICATION 
OF IOT

BEST CHATBOT 
SERVICE

WINNER WINNERWINNER

CONSUMER FINANCE 
PRODUCT OF THE YEAR

DIGITAL LENDING 
PRODUCT OF THE YEAR

BEST PAYMENT MERCHANT 
SERVICES OF THE YEAR

WINNER WINNERWINNER

BEST RPA 
INITIATIVE

WINNER

17RISE - AN EXCLUSIVE BRIEFING OF THE 2021 MIDDLE EAST & AFRICA RETAIL BANKING INNOVATION AWARDS WINNERS



HONOUREES OF MIDDLE EAST & 
AFRICA BANKING INNOVATION 
AWARDS 2021
Vendor Awards 

OUTSTANDING CLOUD 
OFFERING

WINNER

Digital Innovation Awards 

EXCELLENCE IN DIGITAL 
INNOVATION

BEST DIGITAL 
TRANSFORMATION 

PROGRAM

OUTSTANDING 
DIGITAL ACCELERATION IN 

RESPONSE TO COVID-19

WINNER

HIGHLY ACCLAIMED

WINNERWINNER
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HONOUREES OF MIDDLE EAST & 
AFRICA BANKING INNOVATION 
AWARDS 2021

EXCELLENCE IN DIGITAL 
WEALTH MANAGEMENT

OUTSTANDING DIGITAL 
INNOVATION IN SME 

BANKING

WINNERWINNER

BEST DIGITAL PAYMENTS 
INITIATIVE

WINNER

BEST DIGITAL FINANCIAL 
INCLUSION INITIATIVE

WINNER

BEST PURE-PLAY DIGITAL 
CURRENT ACCOUNT

BEST DIGITAL BANKING 
INITIATIVE

BEST API 
INITIATIVE

WINNER WINNERWINNER

HIGHLY ACCLAIMED
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HONOUREES OF MIDDLE EAST & 
AFRICA BANKING INNOVATION 
AWARDS 2021
Service Innovation Awards 

BEST FINANCIAL 
INCLUSION INITIATIVE

BEST CUSTOMER CENTRIC 
BUSINESS MODEL

BEST PAYMENTS 
INNOVATION

WINNER WINNERWINNER

Frictionless Awards 

OUTSTANDING CLIENT 
ONBOARDING & ACCOUNT 

OPENING

BEST DIGITAL 
ACCOUNT OPENING

OUTSTANDING IT 
TRANSFORMATION

WINNER WINNERWINNER

BEST DATA ANALYTICS 
INITIATIVE

OUTSTANDING CUSTOMER 
SERVICE TRANSFORMATION

BEST FRICTIONLESS 
CREDIT EVALUATION

WINNER WINNERWINNER

20 RISE - AN EXCLUSIVE BRIEFING OF THE 2021 MIDDLE EAST & AFRICA RETAIL BANKING INNOVATION AWARDS WINNERS



Marketing & Customer Engagement Awards 

BEST LIFESTYLE 
APP

OUTSTANDING DIGITAL 
MARKETING INITIATIVE

BEST SOCIAL MEDIA 
MARKETING INITIATIVE

WINNER WINNERWINNER

Omni-Channel Awards 

BEST ATM 
INNOVATION

BEST MOBILE 
BANKING

OUTSTANDING RESPONSE 
TO COVID-19, BRANCHLESS 

BANKING

WINNER WINNERWINNER

HONOUREES OF MIDDLE EAST & 
AFRICA BANKING INNOVATION 
AWARDS 2021
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People & Employee Awards 

BEST GRADUATE 
EMPLOYMENT PROGRAM

WINNER

CEO OF THE YEAR 
– EGYPT

MR. IHAB ELSEWERKY

Managing Director & CEO,
Abu Dhabi Commercial 

Bank- Egypt

WINNER

CEO OF THE YEAR 
– QATAR

MR. BASSEL GAMAL

Group Chief Executive 
Officer,

Qatar Islamic Bank

WINNER

BEST CSR 
INITIATIVE

WINNER

HONOUREES OF MIDDLE EAST & 
AFRICA BANKING INNOVATION 
AWARDS 2021
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Country and Regional Awards 

BEST RETAIL BANK 
– EGYPT

BEST RETAIL BANK 
– QATAR

BEST DIGITAL BANK 
– UAE

WINNER WINNERWINNER

BEST DIGITAL BANK 
– EGYPT

BEST DIGITAL BANK 
– QATAR

BEST DIGITAL BANK 
– KSA

WINNER WINNERWINNER

BEST SME BANK 
– NIGERIA

WINNER

HONOUREES OF MIDDLE EAST & 
AFRICA BANKING INNOVATION 
AWARDS 2021
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A FEW WORDS FROM 
OUR HONOUREES
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