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From  
The  Editor

Dear Readers,

Adjudged by most as a year of caution, the banking industry heading into 2020 was set to work towards adopting 
and implementing a digital approach through various projects and initiatives, while keeping a close eye on 
financial performance, creditworthiness and asset quality as most developed economies showed significant signs 
of slowing down. In addition to managing operational aspects of the banking business, on the regulatory front, 
global and regional banking regulatory bodies were still fragmented. Disruptions – be it technological, economic or 
geopolitical, had forced banks to reassess their current business proposition and embrace an agile and inclusive 
framework.

With concerns and pressure mounting on the banking industry, the unforeseen disruption to global health brought 
the world to a standstill like never before. The global health crisis – Covid-19 – resulted in most severe measures 
such as lockdowns and restriction of trade being implemented by most, if not all countries at some point during 
the first half of the year, thereby ravaging economic activity. In these challenging times,  the banking industry 
transformed itself at the fastest pace yet. Right from implementing internal process efficiencies to enhancing 
its customer services, banks especially have provided the much needed critical support and funding, which has 
enabled numerous businesses to sustain operations.

The Global Retail Banking Innovation Awards 2020 (GRB 2020), our largest awards program to date, witnessed 
450+ submissions from banking institutions and financial services providers across the world. The Global Retail 
Banking Innovation Awards 2020 is a testament to how the banking industry has evolved in a short span of just 
three years. Our flagship program in its first year in 2018, focused on retail banking products and how banks were 
on the path to becoming frictionless. In just a short span of time, the mandate for banks and our assessment 
programs witnessed a rapid shift to largely incorporate technology and digital award categories, which received 
astounding submissions from participating worldwide institutions. 

We hope you enjoy the 2021 Q1 issue of The Digital Banker and we look forward to seeing you at many of our 
upcoming Awards, Events and Training Seminars. Flick to the back cover of this edition to view our 2021 calendar! 

 

Sincerely,

Nirav Patel
MD, Asia Pacific
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Leadership and The Age of
Women in Power

Due to the coronavirus pandemic, the year 2020 has been one of the most 
unpredictable periods in business and governance.  It was also the year when it became 
evident that power, just like wealth, could become a transformative tool to effect 
positive change.

One area where this swift change in power is 
apparent is among the women of influence on 
the world stage. For centuries, women have 
been discriminated against and not given equal 
opportunity to amass power. But in recent times, 
the tides have changed in favour of women. It is 
interesting to note that the pandemic’s impact on 
society’s social and economic cohesion has largely 
been managed, thanks to outstanding leadership by 
many notable women leaders across the globe.   

The most influential women worldwide are 
continuously working hard to ensure that their 

various areas of responsibilities continue to thrive 
during and after the pandemic. They are doing this 
by wielding all the political and economic power at 
their disposal to address society’s most pressing 
needs. 

The pandemic has also necessitated a change in 
outdated power structures and systems that society 
has adopted for years. For females to continue 
assuming leadership positions and long-lasting 
progress, there is a need for equitable distribution 
of opportunities as the world makes its recovery 
efforts.
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Jane Fraser
President, CITI &
CEO, Global Consumer Banking
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Women Leaders on the Rise 
There is no question that one of this year’s most 
historical events has been the election of Kamala 
Harris as the Vice President of the United States 
of America, first woman ever to be elected into 
this office. She went through a rigorous process 
to become the first woman to win the vice 
presidential ticket and the first African-American to 
become the president’s running mate. She was also 
in charge of the second-largest justice department 
in the United States, where she perfumed beyond 
reproach. 

Women have also infiltrated and achieved 
incredible feats in other male-dominated areas 
in 2020. Jane Fraser rose to one of the most 
admirable positions at Wall Street, and she’s now 
gearing up to become head of Citi in February.

A seasoned CEO, Jane Fraser has spent the last 
seven years providing exemplary leadership, first 
as CEO of the U.S. Consumer and Commercial 
Banking and CitiMortgage and more recently as 
CEO of Citigroup Latin America before taking over 
the reins as CEO of Global Consumer Banking 
in 2019. During her tenure in Latin America, Citi 
underwent a significant restructuring of operations 
and substantial investment in technology and 
digital capabilities was made in Mexico. Citi in 
more recent times has undertaken significant 
steps to transform its products and services, in 
the process building a digital ecosystem which 
fosters collaboration with companies such 
as Zelle and Google in the US. In her current 
remit, she is responsible for retail banking and 

wealth management, credit cards, mortgage and 
operations and technology in 19 markets.

Just recently, Jane Fraser was adjudged CEO of the 
Year at the Global Retail Banking Innovation Awards 
2020, hosted by The Digital Banker.

Amongst a plethora of criteria, Jane’s shortlisting 
was mainly attributed to her impressive service 
and leadership, under which Citi has undergone 
an impressive digital and physical transformation, 
synonymous with highly competitive customer 
satisfaction rankings. The Digital Banker’s panel of 
judges also takes into consideration the consumer 
bank’s overall financial performance, growth, digital 
journey and other key attributes.

Equally notable is Christine Lagarde who, in 
November 2019, became the first female head 
of the European Central Bank. The bank controls 
the single currency and monetary policies of 
the 19-member nations of the Eurozone. In the 
past, Christine Lagarde was also the head of the 
International Monetary Fund, an organisation 
consisting of 190 countries, which ensures the 
stability of the international monetary system.

As the global crisis hits an unprecedented scale, 
women leaders continue to rise above the challenge 
and stare down the enemy from the frontlines. 
Karen Lynch became the C.E.O. of Global Healthcare 
giant CVS. She is now the first woman to run the 
biggest S&P 500 company.  Meanwhile, Emma 
Walmsley is leading one of the most extensive 
Covid vaccination efforts as head of GSK. Using 
her leadership role at UPS, Carol Tome is also 
spearheading the safe delivery of billions of doses 
of vaccine.

Image: NumenaStudios / Shutterstock.com

“Jane Fraser rose 
to one of the most 
admirable positions at 
Wall Street, and she’s 
now gearing up to 
become head of Citi in 
February.”

https://www.forbes.com/sites/samanthatodd/2020/12/08/from-ana-botn-to-anne-finucane-these-are-2020s-most-powerful-women-in-finance/?ss=powerwomenlist&sh=198fa6624ce7
https://www.forbes.com/sites/samanthatodd/2020/12/08/from-ana-botn-to-anne-finucane-these-are-2020s-most-powerful-women-in-finance/?ss=powerwomenlist&sh=198fa6624ce7
https://www.nytimes.com/2020/11/17/business/christine-lagarde-european-central-bank.html
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Women Leaders in Political Stage 
While political leaders worldwide struggle to revive 
their nation and economies from the effects of 
the pandemic, female leaders are showing results 
worthy of applause.
 
Sanna Marin, the Prime Minister of Finland and the 
world’s youngest head of government has devised 
tough measures to curtail the spread of the virus in 
Finland. In New Zealand, Jacinda Arden was swift in 
ordering a lockdown that stunted the virus’s spread 
both in the first and second waves. The president of 
Taiwan, Tsai Ing-Wen, also implemented the most 
effective pandemic response in the world ever since 
the coronavirus pandemic started.

In Germany, Angela Merkel led a science and 
wellness-focused pandemic control effort that 
favours her country’s citizens, not minding the cost.

Despite the challenges of populism in Europe, 
Markel took charge of the liberal West and exerted 

her influence against the AfD in Germany.  She has 
shown outstanding leadership in managing the 
pandemic and has pioneered the establishment of 
the E.U. recovery fund. 

Thus far, these women’s efforts will, for a long time, 
serve as a template for leadership across the world, 
especially during times of crisis. Furthermore, these 
leaders have demonstrated that gender balance will 
benefit the world a great deal. 

Image: Alexandros Michailidis / Shutterstock.com

“The pandemic 
has necessitated a 
change in outdated 
power structures and 
systems that society 
has adopted for years.”
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One of the largest and most complex separations in the banking sector began in March 
2016 when Absa Group Limited began its separation journey from Barclays PLC. What 
then ensued is a massive transformation that birthed a new purpose, a new brand, 
and a new strategy for the company. Absa Group Limited is listed on the Johannesburg 
Stock Exchange (JSE) and is one of Africa’s largest diversified financial services groups, 
with a presence in major markets across the continent and around 40,000 employees. 
Clearly, the move that had transpired just three years ago has allowed Absa to 
become a self-sufficient bank of the future, enabling it to own and control its systems, 
processes and infrastructure across the continent to best serve the needs of its 
customers.

Africa’s Best Retail Bank: Absa’s 
digitally led initiatives bring 
possibilities to life

For these reasons and scores of others, it comes as 
no surprise that Absa Regional Operations, Absa 
Group Limited was adjudged Winner, Best Retail 

Bank - Africa at the recent Global Retail Banking 
Innovation Awards 2020 (GRB Awards) by The 
Digital Banker. Known as the world’s leading and 
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most definitive Retail Banking awards program, it 
recognises cutting-edge banks that blend the best 
technology with a service-oriented mindset to raise 
the bar in consumer banking. Judging this year’s 
best of the best in retail banking are trusted experts 
from companies such as KPMG Digital Village, 
Imaginarium Advisors, EY and Forrester. 

“Digital has been an impetus to a wave of 
innovations, both in front-end and back-end, which 
has allowed Absa and its regional operations to 
flourish as a leading and digital-first African financial 
services group. Inspired by the continent and the 
people it serves, they deliver customer experiences 
that are seamless, convenient and safe to use – and 
for that, they truly deserve to win this award,” said 
Nirav Patel, Managing Director at The Digital Banker 
during the awards ceremony. 

Vimal Kumar
Chief Executive – Retail & Business Banking, Digital and CX 
Absa Regional Operations, Absa Group Limited

‘Africanacity’: The distinctly African 
ability to always find a way to get 
things done
The Absa Regional Operations (ARO) is known 
to overcome every challenge with authenticity, 
ingenuity, positivity and creativity. They call it 
‘Africanacity’, and they embrace it fully well. 

One of the most notable examples of this happened 
during the COVID-19 pandemic when ARO reached 
out across all its territories in Africa to assist 
customers and communities with solutions to best 
navigate the economic impact of the health crisis. 
In addition, the bank also contributes extensively to 
local social relief efforts.

Just recently, the Bank’s Kenyan subsidiary also 
committed to plant 10 million trees in various parts 
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of Kenya to boost the forest cover to 10 per cent. 
Currently, the country’s tree cover is believed to 
be at 7.2 per cent. This program aims to assist the 
Kenyan government in combating the effects of 
climate change and unemployment.

For Absa, creating opportunities for its customers 
to make their possibilities come alive is a mission 
always supported by action. By creating seamless 
experiences that engage and delight, the team has 
proven its steadfast commitment to living up to its 
ideals. 

ARO: Digital to the core 
In 2019, the Retail and Business Banking teams 
set out a new strategy to pursue further growth.  
'Digital' was at its core and this has extended 
not only to new products and services but in 
areas such as back-office operations and banking 
administration. 

Perhaps unknown to many, a huge number of 
people across Africa cannot be reached or serviced 
by traditional brick and mortar banking channels. 
Seeing the pressing need of the market and the 
value it can offer, ARO collaborated with innovative 
partners such as technology platform provider, 
JUMO, and a mobile network operator, MTN, to 
provide loans via mobile in Zambia and Ghana, to 
the largely unserved and underserved customers. 
Through these products, many customers who 
would have had no access to finance because of thin 

credit files and were unable to save due to onerous 
onboarding requirements, can now formally borrow 
money. This has greatly contributed to driving 
financial inclusion across Africa. 

To this day, ARO’s commitment to delivering 
seamless and innovative solutions to all its 
customers across Africa never stops. Across 
its African markets, ARO has about two million 
customers with varying needs and preferences. 
Given the size of its customer base, the challenge is 
to aggregate and analyse data to facilitate swift and 
accurate decision-making. To this, ARO has turned 
to its C360 data analytics platform, which helps 
Absa anticipate the changing needs of its customers 
through predictive modelling and multifaceted data 
science approaches.

Currently, the Bank has over 20 systems in 10 
African markets with no integration between them, 
while disparate reporting mechanisms and intensive 
manual reporting processes further complicate any 
measurement or evaluation. As a result, relationship 
managers, who are key to serving customer journey 
and experiences, are unable to execute real-time 
delivery of products or service offerings as they 
were reliant on retrospective customer insights. 

The design and subsequent deployment of the 
web-based C360 data analytics platform have 
enabled the Absa to convert data into customer 
insight as part of its customer-centric approach. The 
deployment of the KAI Conversational AI Platform 
enabled Absa customers to engage with the bank, 
with human-like conversations over digital channels 
including such public web and WhatsApp. 

This impressive feat of achievement has yielded 
a 30% year-on-year growth for digitally active 
customers while total digital volumes including 
mobile banking, internet banking and Hello Money 
increased to 41%. 

In a post-COVID-19 world, Absa is well-positioned to 
reach greater heights. Through its digital products 
that are designed to meet the needs of its existing 
customer base, and its ability to provide an access 
point for a large number of unbanked customers in 
Africa, there is no limit to what Absa can accomplish 
in years to come.  

“Absa Regional 
Operations (ARO) is 
known to overcome 
every challenge with 
authenticity, ingenuity, 
positivity and 
creativity. They call it 
‘Africanacity’, and they 
embrace it fully well.”
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Al Hilal Bank: Leading the way 
through simplified banking

It is no easy feat to create a digital bank of the future able to meet exacting consumer 
demands while transforming its business processes. But this is exactly what Al Hilal 
Bank, an Islamic bank headquartered in Abu Dhabi, has been able to achieve through 
its philosophy of “simplified banking.” Offering Shari’ah-compliant retail banking, 
treasury and wealth management solutions across the United Arab Emirates, its strong 
focus on UAE nationals makes Al Hilal a trusted name in this region. Recently, Al Hilal 
introduced an innovative digital on-boarding experience through its mobile app, Ahlan 
– a first-of-its-kind app in Islamic Banking offering simplicity and convenience like no 
other. 

Having been awarded Best Digital Account 
Opening, Middle East at the recent Global Retail 
Banking Innovation Awards 2020 (GRB Awards) by 
The Digital Banker further solidifies its stature as a 
bank that leads the way. 

Running on its third year now, the GRB Awards 
is touted as the world’s most authoritative Retail 
Banking awards program, fusing cutting-edge 
technology with a service-oriented mindset to 
raise the bar in consumer banking. With more than 

Image: Sophie James / Shutterstock.com
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200 nominations for various awards categories, 
this year’s winners are carefully adjudicated by a 
distinguished panel of judges from companies such 
as KPMG Digital Village, Imaginarium Advisors, EY 
and Forrester. 

“Ahlan, Al Hilal Bank’s mobile banking app has 
redefined the concept of digital account opening 
by enabling new-to-bank (NTB) customers to open 
new savings account instantaneously with the bank 
in just 3 simple steps.  Ahlan not only reduced Al 
Hilal’s cost of new-to-bank acquisition but also 
helped transform its sales channels,” commented 
Nirav Patel, Managing Director at The Digital Banker 
during the awards presentation.

Ahlan: Simplified banking for a digital 
world 
Ahlan was created with a vision to redefine new-to-
bank customer on-boarding experience. With Ahlan, 
UAE residents can open a bank account instantly 
from anywhere without having to visit the branch 
or provide their documents offline for verification. 
Through 3 simple steps of 1) providing personal 
information, 2) documents scanning and 3) delivery, 
customers can instantly open a savings account and 
start their banking journey with Al Hilal. 

The process has been designed from the ground 
up with simplicity and intuitiveness to ensure that 
customers across all segments can use the app 
with ease. The most advanced technology has been 

deployed to ensure that minimum information is 
required to be manually fed by the customer as the 
app has been made capable to capture maximum 
information from the scanned documents using 
tools like MRZ scanner and visualiser. 

Functionalities like API integration is used to ensure 
regulatory guidelines are adhered to, and the 
customer is acquired as per the Bank’s policies and 
guidelines. During the delivery of the debit card, 
the customer’s Emirates ID (a chip-enabled card 
provided by the government to every UAE resident), 
is checked through a tablet device, which is 
linked to the Emirates ID authority for real-time 
verification. Only upon the successful verification 
does the account gets activated.

Through its sheer simplicity and unquestionable 
value to customers, Ahlan has been a tremendous 
success receiving an overwhelmingly positive 
response so far, with over 80% of NTB customers 
currently on-boarded through this channel. In 
addition, with over 22% of customers sourced 
through Ahlan being UAE nationals, this channel 
has been proven to contribute significantly to the 
Bank’s business objectives. Also, over 75% of all 
accounts acquired through Ahlan are funded within 
the first 30 days. 

Indeed, the concept of digital onboarding has 
redefined the acquisition business model of 
Al Hilal Bank. Judging from its recent slew of 
achievements, its vision to enhance the Ahlan app 
to cater to customers across its entire lifecycle – 
from childhood to retirement – is very much within 
reach.   

“With Ahlan, UAE 
residents can open a 
bank account instantly 
from anywhere 
without having to visit 
the branch or provide 
their documents 
offline for verification.”
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Banco Sabadell implements 
innovative digital identification 
solutions for its clients

Recognition of this amazing feat of innovation 
came as Banco Sabadell was declared Winner, 
Best e-KYC at the recent Global Retail Banking 
Innovation Awards 2020 (GRB Awards) by The 
Digital Banker. The prestigious Retail Banking 
awards program, which is now in its third year, 
received more than 200 nominations for various 

awards categories. On the panel of judges voting 
for this year’s outstanding organisations that 
raise the bar in consumer banking are industry 
veterans renowned for their integrity and 
unbiased opinions from companies such as KPMG 
Digital Village, Imaginarium Advisors, 11:FS, EY and 
Forrester.

Banco Sabadell, a leading Spanish banking group, has taken a proactive approach 
to accelerate its digital transformation and improve user experience. Through a 
partnership with Onfido, an identity authentication and verification company, Banco 
Sabadell has implemented artificial intelligence and facial biometrics capabilities to 
identify and onboard clients remotely.
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“Banco Sabadell has 
taken a proactive 
approach to 
accelerate its digital 
transformation 
initiatives to 
strengthen its 
customer relations.”

“Looking to overhaul and digitise its banking 
experience, Banco Sabadell has partnered with 
Onfido to transform its KYC process. Onfido’s 
technology has made it possible for Sabadell to 
implement an instantaneous and fully digital identity 
verification process by using biometric identification. 
The team’s efforts to accelerate end-to-end digital 
processes have been absolutely incredible,” said 
Nirav Patel, Managing Director at The Digital Banker 
during the awards ceremony.

Committed to digitisation and 
innovation
Banco Sabadell has been focusing on strengthening 
the relationship with its digital customers by 
launching new features and functionalities in its 
digital channels to meet their increasing demands. 
The combination of the Covid-19 pandemic and the 
exponential adoption of technology by customers 
in Spain has spurred efforts to deliver end-to-
end digital processes and self-service capabilities. 
Banco Sabadell is also scaling up its organisational, 
methodological, and technological capabilities to 
improve productivity, improve user experience and 
enable partnerships on a large scale.

The Bank has developed new ways of working with 
agile methodologies and user testing capabilities, 
which have reduced the time required to analyse, 
develop, and deliver solutions for its customers. 
Furthermore, to provide customers with financial 

management resources and optimise the process for 
carrying out transactions remotely, it has simplified 
and improved the most frequently used features of 
its mobile app, thus enhancing its customers’ user 
experience. A recent example is the introduction of 
merchant logos in transaction records shown in the 
mobile app.
 
Banco Sabadell – through InnoCells, its digital 
innovation hub – combines in-house innovation with 
external capabilities, actively participating in the 
innovation ecosystem. Collaborating with startups 
on a large scale allows it to complement its value 
proposition, accelerate its time to market and offer 
its customers new features and functionalities. The 
partnership with Onfido is a clear example and, in a 
complex environment overshadowed by the current 
pandemic, has enabled the Bank to roll out new 
remote identification and authentication capabilities 
to offer its customers a faster and fully digital 
registration process.

Onfido’s technology is designed to complete the 
document verification process and confirm that 
the identity document sent by users matches their 
face, using facial biometrics. This ensures that 
the individual submitting the identity document 
is its rightful owner and is physically present 
at the time they are identified. Moreover, the 
technology eliminates the need to send additional 
documentation and makes the process significantly 
faster for the customer and Banco Sabadell.

As part of the Bank’s firm commitment to expanding 
its offering of digital services, self-service features 

Image: MTMSEVILLA / Shutterstock.com
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are now available to customers on digital channels, 
thanks to improving and digitalising processes that 
had, until now, required customers to use other 
channels (branch network, telephone service, etc.).

Banco Sabadell has selected Onfido, out of several 
digital onboarding providers, for its excellent fraud 
detection engine and the ease with which it can be 
integrated into the Bank’s digital channels. Now that 
it has been integrated into Banco Sabadell’s security 
platform, it is ready to be rolled out to the Bank’s 
other business processes, as it can  be used as OCR 

technology, comparing selfie photographs and selfie 
videos against customers’ official documents to 
verify their identity, thus meeting the regulatory and 
statutory requirements of the various processes that 
are to be digitised.

Moreover, the integration of Onfido’s technology 
into Banco Sabadell’s systems has paved the way 
for other noteworthy internal projects, including 
new, 100% digital customer onboarding system, or 
fully digital processes (e.g., change of mobile phone 
number, PIN, etc).

“Banco Sabadell combines 
internal innovation 
with collaboration with 
startups to add to its value 
proposition and accelerate 
its time to market.”
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Bank One Mauritius: Making credit 
cards a source of customer delight 

Innovation is a core tenet of Bank One Mauritius (Bank One) allowing it to accomplish 
many firsts in the Mauritian market over the years. Led by a professional with over 
16 years of international exposure in the Retail Banking segment, Bank One seeks 
to offer differentiated and best-in-class products and services that challenge the 
status quo in the domestic Retail Banking market in Mauritius. In particular, its credit 
card products offer the best value for customers in the domestic market. A constant 
source of customer delight, Bank One credit cards provide a solid pillar of support to 
the company’s bottom line. Having been adjudged Winner, Credit Card of the Year at 
the recent Global Retail Banking Innovation Awards 2020 (GRB Awards) by The Digital 
Banker comes as no surprise anymore. 
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Recognised as the world’s most authoritative 
and transparently judged Retail Banking awards 
program, the GRB Awards recognises trailblazing 
banks that blend cutting-edge technology with 
a service-oriented mindset to raise the bar in 
consumer banking. Making it through is a feat in 
and of itself, with adjudication panel that includes 
industry luminaries known for their credibility 
and unbiased judgment from companies such as 
KPMG Digital Village, Imaginarium Advisors, EY and 
Forrester. 

“As a pioneer of best-in-class products and services, 
Bank One seeks to offer a differentiated experience 
to its domestic Retail Banking market in Mauritius. 
Underpinned by the strength of its operations, 
and a clear objective to revamp and transform the 
credit card segment, Bank One launched a unique 
value proposition encompassing contactless credit 

cards with cashback and free-for-life offers,” said 
Nirav Patel, Managing Director at The Digital Banker 
during the awards ceremony. 

In a statement, Shehryar Ali, Head of Retail 
Banking at Bank One Limited, Mauritius said: “We 
are delighted to receive the award for the “Credit 
Card of the Year 2020”! It is a proud moment for 
Bank One and I congratulate our entire team on 
achieving this impressive feat. Our incomparable 
cashback offering, social and environmental 
contribution via the contactless feature and zero 
annual fees* have certainly enhanced our unique 
value proposition. We are committed to further 
developing our payments menu with the ultimate 
objective of enriching the greater ecosystem and 
making payments contribute to our social and 
environmental well-being”.

Mr Shehryar Ali also emphasised the importance of 
its customer’s safety saying, “Since the pandemic 
and the lockdown in Mauritius, we have witnessed 
an accelerated rate at which the migration is taking 
place between cash and card payments. At Bank 
One, contactless transactions have grown by over 
400% since March 2020. The health and safety 
of our customers are of paramount importance 
to us and that is the reason why we trebled our 
contactless limits. I think that it is only a matter of 
time before Mauritius becomes predominantly a 
cashless society.”

Shehryar Ali
Head of Retail Banking
Bank One Limited, Mauritius

“As a pioneer of best-
in-class products 
and services, Bank 
One seeks to offer 
a differentiated 
experience to its 
domestic Retail 
Banking market in 
Mauritius.”
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Keeping Customers Safe with 
Contactless Cards
In 2019, Bank One launched a series of initiatives 
that revitalised its credit card offering, boosting 
its market positioning and making it the preferred 
card of many Mauritians. 

The adoption and usage of contactless payments 
have increased multiple times as more and more 
customers discover the security, convenience 
and time-saving benefits of using them as 
their preferred mode of payment for in-store 
transactions. Users of contactless payments also 
found their exposure to COVID-19 reduced with 
the elimination of physical cash or traditional 
POS transactions which require longer interaction 
and physical contact at checkout. Indeed, the 
COVID-19 crisis has been a 'wake up call' for 
consumers, businesses/merchants and banks for 
the need of having digital payments solutions in 
place.

In Mauritius, there has been a significant increase 
in digital on-boarding and online payments during 
the lockdown period leading to trial and adoption 
of digital payments. Notably, digital users had an 
advantage of not being exposed to contamination 
through the handling of cash, using ATMs or making 
traditional card payments by using keypads at 
merchants. 

The adoption of contactless payments has 
increased manifold as more customers discover the 
security, convenience and time-saving benefits of 
using contactless cards as a mode of payment for 
in-store transactions. Many users have recognised 
that their exposure to COVID-19 can be reduced by 
eliminating physical cash or POS transactions, which 
require longer interaction and physical contact at 
checkout. Indeed, the COVID-19 crisis has been a 
'wake-up call' for many customers and businesses 
on the need of having digital payments solutions in 
place. 
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Bank One has been among the few elite banks in 
Mauritius offering contactless payments option. 
It also has the highest contactless payment 
thresholds on the island at MUR 3,000 per 
transaction and MUR 6,000 daily.

Hassle-free Cashback that’s Free-
For-Life
Solidifying its unique positioning in the market, 
Bank One also launched the first Cashback Credit 
Cards in Mauritius that allows customers to get 
a monthly Cashback when they pay with their 
Bank One VISA Credit Cards. Unlike other card 
loyalty programs, the Cashback program does 
not require cumbersome processes to claim for 
gifts and rewards. The Cashback is calculated 
automatically and credited to the customer's 
monthly credit card bill. In addition, it’s free-for-
life! 

Bank One’s Cashback and Free-for-Life benefits 
are among the best rewards program anywhere 
in the world. It is also the only bank in Mauritius 
to apply a reward system on all its credit 
card categories – from Classic to Infinite. The 
peculiarity of Cashback is that no customer 

“Bank One has been 
among the few elite 
banks in Mauritius 
offering contactless 
payments option. It 
also has the highest 
contactless payment 
thresholds on the 
island at MUR 3,000 per 
transaction and MUR 
6,000 daily.”

intervention is necessary. Hence, there is no need 
for customers to accumulate points, fill out forms or 
wait for gift vouchers. The customer simply uses his 
credit card wherever he wants – be it in Mauritius, 
online or while travelling and, at the end of the 
month, the Cashback is automatically credited on 
his credit card account statement. 
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Taipei Fubon Bank: Optimising 
Wealth Management Through 
Data Analytics 

The dramatic growth of the fintech sector has been on full display over the past couple 
of years. Industry estimates put the global fintech market to grow at a CAGR of around 
20% between 2020 and 2025. This dramatic improvement in fintech innovations has 
been embraced by Taipei Fubon Bank, making it an important pillar in its growth 
strategy. Currently, Bank has 4.60 million regular account holders and more than 
400,000 wealth management customers with access to over 700 financial consultants. 
To effectively manage its different wealth management segments, Taipei Fubon Bank 
turned data analytics to streamline the data search process and optimise its decision 
making to a level where it can bring the greatest impact.  

It is only fitting that Taipei Fubon Bank has been 
awarded Winner, Best Data Analytics Initiative 
at the recent Global Retail Banking Innovation 
Awards 2020 (GRB Awards) by The Digital Banker. 

Recognising cutting-edge banks that blend the best 
technology with a service-oriented mindset, GRB 
Awards is the industry’s most authoritative retail 
banking awards program. This year’s distinguished 
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panel of judges includes industry veterans known 
for their integrity and unbiased adjudication 
from companies such as KPMG Digital Village, 
Imaginarium Advisors, EY and Forrester. 

“Taipei Fubon Bank continues to promote and 
apply cutting edge technologies to product 
management, client journey monitoring, client 
relationship management, and the tracking of 
client spending patterns. Its accomplishments 
in data analytics are truly one of a kind. Digital 
innovation is clearly embedded in Fubon’s 
corporate DNA,” said Nirav Patel, Managing 
Director at The Digital Banker during the awards 
presentation. 

Strengthening performance and 
customer stickiness
Fubon ventured to create a dynamic online 
sales support system and management 
dashboard called “Dynamic Minority Report – 
Sales Dashboard”, that provides tools needed 
to manage financial consultants and optimise 
the wealth management client base. It compiles 
massive amounts of Bank data into an interactive 
data visualisation interface that gives managers 
at all levels the information they need through a 
company computer – and even a mobile phone 
– to quickly set strategies and manage their 
businesses, anytime, anywhere. 

Working with the help of customer relationship, 
product and channel department resources, 
the team came up with a system that provides 
interactive indicators to eliminate blind spots in 
managing performance. A mobile phone version 
of the performance monitoring system has been 
developed for managers to stay on top of branch 
activity. Ultimately, the weekly and monthly 
business review meetings of the past have 
been streamlined into daily or real-time checks 
of information on client journeys in different 
dimensions. 

The Dynamic Minority Report – Sales Dashboard 
system also enabled users to set different 
levels of authorisation, so that managers at 
varying levels of the organisation can get access 
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“The dramatic improvement 
in fintech innovations has 
been embraced by Taipei 
Fubon Bank, making it an 
important pillar in its growth 
strategy.” 
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to specific ranges of information they need to 
manage and adjust their strategies accordingly. 
This 360° interactive model for sharing information 
contributed to Taipei Fubon Bank’s growth in assets 
under management, loans under management, total 
revenue and the number of high-net-worth clients in 
the first half of 2020 despite the challenges brought 
about by COVID-19.

Sterling results 
The results are nothing less than stellar. The real-
time monitoring capability of the online sales 
support dashboard made it possible to observe 
changes in how financial consultants manage their 
client relationships and strengthen performance 
and customer stickiness. After the system was 
introduced in the early part of 2020, the Bank 
experienced significant growth in 1H 2020 in the 
following areas (YOY):   

• Assets Under Management: Up 8.9 per cent  
• Loans Under Management: Up 7.6 per cent
• Total Revenue: Up 2.9 per cent 
• Number of High Net Worth Clients: Up 5.8 per 

cent 

As results and performance can be observed in 
real-time through the dashboard, if any data point 
trends lower, the online sales support system reacts 
immediately, triggering an actionable response. In 
addition, the information in different dimensions 
can be called up at any time, dramatically reducing 
the time needed to check information and generate 

statements, resulting in much more robust decision-
making capabilities. 

This phenomenal outcome only strengthens the 
fact that the role of data is changing in the era of 
big data and digitisation. Once used in a supporting 
role to review or check operating results, data has 
now become an integral part of the decision-making 
process. Taipei Fubon Bank’s Dynamic Minority 
Report – Sales Dashboard helped generate valuable 
real-time data in Taiwan’s financial services sector 
and empowered managers to develop data-driven 
wealth management business models.

“As results and 
performance can 
be observed in real-
time through the 
dashboard, if any 
data point trends 
lower, the online 
sales support system 
reacts immediately, 
triggering an 
actionable response.”
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Digital with a Human Touch: How 
Standard Chartered excels in 
end-to-end digital banking 

Bagging the greatest number of awards and numerous accolades at the Global Retail 
Banking Innovation Awards 2020 (GRB Awards) by The Digital Banker, Standard 
Chartered proved once again that it is a leader in its field. Employing a data-driven 
approach into product development and research, matched with a 360-degree 
understanding of client needs, Standard Chartered continuously delivers enriching 
experiences to its customers all year round. Among the coveted awards bagged by 
Standard Chartered this year include: 
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• Retail Banker of the Year, Asia - Vicky Kong
• Winner, Best AI Initiative
• Winner, Best Digital Banking initiative
• Winner, Best Digital Financial Inclusion Initiative
• Winner, Outstanding Client Onboarding & 

Account Opening
• Winner, Best Self-Service Banking
• Winner, Best Digital Bank Singapore
• Winner, Best Digital Bank Taiwan
• Winner, Best Digital Bank Pakistan
• Winner, Best Digital Bank Africa
• Winner, Best Digital Bank Hong Kong
• Winner, Best Islamic Retail Bank - Global
• Winner, Best Islamic Retail Bank – Malaysia
• Winner, Best Islamic Retail Bank – Pakistan
• Winner, Best Islamic Retail Bank – Bangladesh
• Highly Acclaimed, Best Mobile Banking

“Standard Chartered is one of the largest and 
fastest-growing banks in the world. It offers best 
in class services to its customers across all lines of 
banking, allowing it to expand significantly in the 
major markets it serves. For Standard Chartered, 
the key has always been “digital with a human 
touch.” The team’s passion for implementing new 
digital capabilities while simplifying its customers’ 
digital banking activities is a true game-changer,” 
said Nirav Patel, Managing Director at The Digital 
Banker during the awards ceremony.  

Outstanding digital initiatives across 
Asia and beyond 
Standard Chartered employs a proactive approach 
to using technology to deliver a seamless client 
experience. In Hong Kong, they launched MyRM, a 
new chat function within the SC Mobile banking app 
that allows clients to connect with its relationship 
managers through messaging, co-browsing and 
conferencing within a secured environment to 
discuss wealth management solutions.  Its user-
friendly wealth management platform enables 
clients to make investments and buy insurance 
round-the-clock. Within its Mobile Unit Trust 
platform, the Bank has a shortlist of the best 
performing, most popular and high-dividend funds 
so clients can easily assess products best suited for 
them. 

Meanwhile, in Taiwan, an initiative called ‘SC 
Keyboard Banking’ was launched. Utilising the 
keyboard of a client's mobile phone to make 
payments, the Keyboard Banking function has since 
become the first-ever keyboard-based social media 
payment gateway in Taiwan, enabling users to send 
money and view their account balances without 
having to logout from messaging apps.

In addition, with customers’ high stickiness to social 
media, Standard Chartered has been able to use 
LINE as new client acquisition and communication 
channel. In Taiwan, LINE has an existing 21 
million monthly active users with 91.3% market 
penetration. Standard Chartered’s official LINE 
account has provided a new avenue to approach 
customers. Any person who is interested in a 
product or service can be directed to the application 
page within a click. LINE’s account binding function 
enables personalised services for clients including 
inquiries on credit card statement and reward 
points without having to log in to  mobile banking 
separately.

Similarly, in Pakistan, going heavy on digital also 
helps streamline internal processes. Using its 
‘eOPS’ facility (otherwise known as electronic 
operations facility), it allows the Bank to store all 
client applications and documents electronically, 
removing the dependency on physical documents 
and eliminating scenarios of misplaced or damaged 

“For Standard 
Chartered, the key has 
always been “digital 
with a human touch.” 
The team’s passion 
for implementing new 
digital capabilities 
while simplifying its 
customers’ digital 
banking activities is a 
true game-changer.”
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documents. Moreover, as the systems are well 
integrated, the entire exercise of moving physical 
documents to back-office operations team has 
now been made redundant, saving precious time 
and effort of company employees. This capability 
has greatly improved staff efficiency resulting in 
quicker turn-around-time of service delivery to 
clients.

Moving over to Africa, Standard Chartered 
launched its first pure digital bank in Côte d'Ivoire 
in 2018 and completed a multi-market roll out 
this year across 8 additional markets in Africa 
including Uganda, Tanzania, Ghana, Kenya, 
Botswana, Zambia, Zimbabwe and  Nigeria. 
The Bank has invested heavily in the research 
and development of products that align with its 
customers’ fast-paced and digitally connected 
lives. For example, the end-to-end technology that 
the team deployed in its digital banks in Africa was 
developed in-house. The goal was to design state-
of-the-art products that provide its users with 

the right balance of functionality and capability 
to meet their banking needs. That goal has been 
successfully achieved. 

Making headway in Islamic banking 
Standard Chartered Saadiq offers the complete 
range of Shariah-Compliant financial solutions 
to clients in Asia, Africa, and the Middle East. The 
Bank offers unmatched digital solutions resulting 
in greater client convenience and satisfaction. By 
offering a complete range of Shariah-Compliant 
products – from credit cards to financing and 
wealth management solutions – the Bank has 
been able to expand its Islamic banking footprint 
on a global scale.

Recently, in Malaysia, Standard Chartered Saadiq 
Berhad (SCB) launched a Shariah-compliant 
proposition called ‘Halal360’ to support local 
businesses to thrive within the global eco-system. 
The most attractive feature of this proposition is 
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the financial incentives offered by SCSB for halal 
businesses in Malaysia. All initiatives are focused 
on growing Islamic banking businesses and 
provide exceptional customer experience. 

Retail Banker of the Year, Asia - 
Vicky Kong
On a bigger scale, Standard Chartered truly excels 
as a team. But individually, some people show 
consistently exemplary performance that moves 
the needle when it comes to retail banking. One 
of them is Ms Vicky Kong. Awarded  Retail Banker 
of the Year for Asia, Vicky Kong is the Regional 
Head of Wealth Management, GCNA and Global 
Head of Wealth. 

In one of the most turbulent years for Hong Kong, 
first with the protests and later with Covid-19, 
Vicky Kong, helmed the retail banking operations 
at Standard Chartered Hong Kong. During this 
period, SC Hong Kong’s retail operations and 
digital usage grew significantly as a result of 

various initiatives meant to enhance customer 
experience. In the first nine months of 2020, the 
Bank’s unit trust transactions via digital channels 
increased more than two-fold and transaction 
volumes for foreign exchange were up almost 50% 
year-on-year.

“Employing data-
driven approach 
into product 
development and 
research, StanChart 
continuously delivers 
enriching experiences 
to its customers all 
year round.”
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How StanChart Malaysia Used 
Social Media to Amplify Wealth 
Management 

Wealth management is a form of financial planning that provides bespoke solutions to 
a wide range of clients – from the affluent to the high-net-worth or even ultra-high-net-
worth. As such, it has always been a high-touch business, where customer engagement 
is usually conducted via personal meetings and face-to-face interactions. However, in 
recent years following the rapid growth in social media  usage by the general public, 
there has been an ongoing shift in the demographics of affluent and high-net-worth 
individuals towards embracing digital platforms and social media in keeping with this 
trend. 
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Given this new reality, Standard Chartered Bank 
Malaysia Berhad had launched their Facebook 
Live initiative in 2019, with the goal of expanding 
its reach to tap into this new breed of affluent 
and high-net-worth base. Easily, this initiative has 
provided an accessible avenue for customers to 
obtain relevant educational content on wealth 
management and planning. 

Just recently, Standard Chartered Bank Malaysia 
Berhad was awarded Winner, Best Social Media 
Marketing Initiative at the Global Retail Banking 
Innovation Awards 2020 (GRB Awards) by The 
Digital Banker. This exceptional recognition is a 
vote of confidence in StanChart Malaysia’s ability 
to execute such an ingenious idea and turn it into a 
fruitful reality. 

Known in the industry as the world’s most 
authoritative and transparently judged Retail 
Banking awards program, the GRB Awards 
gives honour to the industry’s high achievers, 
whose initiatives blend innovative technology 

with a service-oriented mindset to raise the bar 
in consumer banking. Judging this year’s select 
winners in retail banking are well-respected 
adjudicators from companies such as KPMG Digital 
Village, Imaginarium Advisors, EY and Forrester.

“Standard Chartered rolled out the Facebook 
Live initiative to build awareness around wealth 
management and engage with clients further. By 
organising monthly Facebook live sessions between 
January to December 2019, Standard Chartered had 

“Standard Chartered 
has pioneered 
Facebook Live 
streams on wealth 
management topics.”



32   The Digital Banker | Awards Issue

enabled its customers and audience to have direct 
access to financial experts, broadening its reach and 
increasing its visibility in the wealth management 
space,” said Nirav Patel, Managing Director at The 
Digital Banker during the awards virtual gala.   

Social Media and Wealth Management
The fact that social media is such a powerful 
engagement medium is already a given in this day 
and age. What’s more interesting though is the 
rapid rise of live video streams on these platforms 
- by going live on such platforms, brands can 
project authenticity in their messaging and draw 
its audience into deeper engagement. Presenting a 
video live sends a message to the target audience 
that the brand is open, transparent, and receptive 
to feedback. 

Standard Chartered has pioneered Facebook Live 
streams on wealth management topics in January 
2019, with the main objective of educating, updating 
and providing real-time access to financial experts 
on topics relating to wealth management and 
planning. To name a few, some of the notable 
themes covered in these streams are:

• Global Market Outlook 2019
• The China Growth Story
• Asian Multi-Asset Investing
• Goal-Based Investing

Through its launch, it has provided an easy and 
convenient way to access financial advice from the 
Bank’s esteemed guest speakers, via the web or 
mobile devices anywhere, anytime. Furthermore, 
clients can participate in live sessions through the 
interactive comment section, or even re-watch the 
stream at a later time based on their convenience. 
This initiative has allowed StanChart audiences to 
have an unimpeded way to express their views, 
offer feedback and come up with suggestions. 

It has also been proven beneficial for the business 
as it allowed StanChart to access the world’s largest 
online audience through a platform they use every 
day, which enables good customer engagement 
and helps in building brand equity and customer 
trust. Also by leveraging on the built-in analytical 
capabilities of Facebook to measure a video’s 
performance, the Bank has created a new avenue to 
attract and acquire new customers. 

Throughout 2019, this initiative successfully 
garnered 545k reach, 131k views and 5.1k 
engagement. As this is still an ongoing initiative, the 
team continues to learn and adopt better ideas to 
improve future video content.

“By going live, 
brands can project 
authenticity in their 
messaging and draw 
its audience into 
deeper engagement.”
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Standard Chartered Malaysia: 
Offering smart wealth solutions to 
build sustainable trust

For a number of years now, Standard Chartered Wealth Management in Malaysia has 
been investing in areas that matter deeply to its customers. Understanding that every 
client is unique, it aims to make quality advisory accessible to its clients. Its value 
proposition is based around what StanChart calls the SMART Wealth Management 
framework. The SMART framework focuses on areas which include Solutions, Market 
insights, Advisory, Relationship management and Technology to help StanChart gain 
a good understanding of what its clients want and how to help them achieve their 
financial goals.

This laudable strategy did not go unnoticed and 
just recently, Standard Chartered Wealth Malaysia 
has been conferred the award Winner, Best Mass 
Affluent Banking Offering at the Global Retail 
Banking Innovation Awards 2020 (GRB Awards) by 
The Digital Banker. 

“The SMART Wealth Management framework by 
Standard Chartered Bank is truly world-class. 
Through this framework, clients benefit from 
personalised and comprehensive advisory services 
delivered by a team of expert. In addition, they 
also enjoy transactional convenience offered via 
digital and remote transactional capabilities. By 
leveraging on technology, the bank has been able to 
deploy a robust digital investment platform, making 
StanChart Wealth Malaysia a trusted advisor to its 
clients nurturing a sustainable relationship with its 
clients,” said Nirav Patel, Managing Director at The 
Digital Banker during the awards virtual gala.   

The SMART Framework 
At the heart of StanChart’s SMART framework is the 
bank’s expertise in offering personalised investment 
advisory services to its clients across the footprint. 
As the industry shifts towards a more personalised 
approach to advisory services, the Bank’s 
relationship managers are being supported by a 

panel of internal wealth management specialists 
able to provide bespoke solutions that are further 
optimised by technology. 

The Bank’s investment philosophy starts with 
the idea that diversity of perspectives, views and 
decision-makers are crucial when it comes to 
countering many of the decision-making biases 
all investors face. StanChart gathers as many 
views as possible from leading investment banks, 
independent research houses, central banks, asset 
managers and international organisations such 
as the IMF, World Bank and Bank of International 
Settlements before arriving at a particular 
conclusion or recommendation. 

The team uses deep research and data analytics 
to perform adequate market and product due 
diligence. This is supplemented by products that are 
responsive to the peculiar needs of the market. For 
example, StanChart’s Asset Transfer programme is 
a solution that lets clients pool their investments 
under one roof, enabling them to get a 360⁰ view of 
their holdings. This product caters to the need for 
account aggregation services where one-stop shop 
for wealth management is in high demand. 

StanChart’s SMART framework is further fortified by 
the bank’s strength in its technological capabilities. 
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StanChart, of late, has been investing heavily in 
digital capabilities offering its clients seamless 
access to their investments and other holdings with 
the bank.

One such example is StanChart’s SmartGoals, a 
digital investment platform that allows clients to 
take up investment products for as low as RM400, 
without the need to physically visit a bank branch. 
This first-of-its-kind platform is available through 
both the SC Mobile smartphone app and Standard 
Chartered online banking website.

Instead of trading investment products, the idea 
behind SmartGoals is to get people to think about 
their financial goals and then help them craft a 
path towards achieving them. As the platform is 
intelligent enough to understand the client’s risk 
tolerance and return preferences, it can offer a 

diversified portfolio of mutual funds tailored to 
those preferences.

For clients who favour access to more DIY options 
and prefer to trade within their own portfolios, 
StanChart has also recently launched its SmartDirect 
platform which offers one-touch access to more 
than 200 mutual funds available in as many as 5 
different currencies. The bank is also committed 
to fulfilling the foreign currency needs of its clients 
and to that end has also recently launched LiveFX, a 
client-facing FX trading platform.

Lastly, in addition to its transactional capabilities, 
SC Wealth Malaysia has been one of the first banks 
in Malaysia to leverage on video conferencing 
capabilities within the government-imposed 
lockdown period, allowing them to reach out to 
clients without the need for physical interaction. 

“At the heart of StanChart’s 
SMART framework is the 
bank’s expertise in offering 
personalised investment 
advisory services to its 
clients across the footprint.”
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This, combined with its breadth of digital 
capabilities, has allowed  SC Wealth Malaysia to 
reach out to clients and continue servicing them 
throughout the turbulent times arising from the 
global Covid-19 pandemic.
 

Personal, effortless, and safe 
By truly understanding clients’ needs – even 
in times of crisis – StanChart has been able 
to respond with initiatives that make wealth 
management easier for its clients. The SMART 
Wealth Management framework has benefited 
clients through:

• Personalised and comprehensive advice - 
clients get personalised services from their 
Relationship Managers who are supported by 
a team of wealth specialists that help clients 
create short and long-term financial strategies 
suitable for their needs or preferences.

• Technology - cutting-edge platforms such as 
SmartGoals, SmartDirect, and LiveFX enable 

clients to seamlessly act on StanChart’s expert 
investment advisory capabilities.

• Safety and convenience - both digital and 
remote transactional capabilities have enabled 
clients to access wealth management offerings 
from anywhere, anytime at the comfort of their 
own homes especially during the COVID-19 
restricted movement period.

“The idea behind 
SmartGoals is to get 
people to think about 
their financial goals 
and then help them 
craft a path towards 
achieving them.”
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Qatar Islamic Bank: Accelerating 
Digitisation to Attract New 
Customers

For several years now, Qatar Islamic Bank (QIB) has been steadily scaling up its digital 
banking services, ensuring that its customers adopt the new digital banking methods 
and significantly reduce reliance on traditional banking services. This extraordinary 
foresight to strengthen its digital capabilities has served QIB well not only in normal 
times but more importantly, in times of crisis. In the midst of the COVID-19 pandemic, 
QIB has managed to significantly reduce customers’ reliance on face-to-face services 
made through physically visiting its branches. With an Accelerated Digitisation of 
Banking Services, the Bank has contributed to ensuring the safety of its customers 
and has allowed them to bank safely from home, while having all their banking needs 
fulfilled remotely.

Just recently, in recognition of its outstanding 
digital innovation, Qatar Islamic Bank was 
awarded Winner, Best Digital Bank of the Year 
- Qatar, Best Retail Bank of the Year - Qatar 

and Outstanding Client On-boarding & Account 
Opening - Middle East at the recent Global Retail 
Banking Innovation Awards 2020 (GRB Awards) by 
The Digital Banker. 
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Globally acclaimed as the most authoritative 
and transparently judged Retail Banking 
awards program, the GRB Awards recognises 
trailblazing banks that are leading with digital 
innovation, product development, service delivery, 
customer-centricity and customer experience. 
Making it through is a feat in and of itself, with 
adjudication panel that includes industry experts 
from companies such as KPMG Digital Village, 
Imaginarium Advisors, EY and Forrester. 

“QIB embarked on a bank-wide transformation 
program with the primary objective of improving 
and simplifying the customer experience, 
modernise the bank’s offerings and introduce 
an agile methodology to continuously deliver 

innovative features to attract new customers. 
Robust profitability and a stable financial 
performance were underpinned by large scale 
transformation, which significantly increased digital 
sales and reduced the cost to the bank,” said Nirav 
Patel, Managing Director at The Digital Banker 
during the awards virtual gala.
 
For its part, QIB Group CEO Bassel Gamal said: “We 
are pleased to be recognised for our innovation 
and outstanding performance in servicing all our 
customers. QIB has developed its own repertoire 
and know-how in offering the best products and 
services to existing and potential customers, and 
we are proud that our customer-centric approach is 
now a reference not only in Qatar but in the region 
as well.

“QIB will continue implementing its long-term 
strategy where the customer comes first, and we 
are always dedicated to offering the best, fastest, 
and most trusted banking products in Qatar.”

5-Minute Digital Onboarding Process
Over the past 2 years, QIB has excelled in 
welcoming new segments of the community to its 
extended network of customers in Qatar. Its new 
digital onboarding process allows customers to 
open accounts in a fast, simple, and convenient way 
from anywhere in the world in only 5 minutes. 

The new solution makes it easier for prospective 
customers to scan and submit identification 
documents, such as passports and ID cards, without 
any need to type the required personal information. 

“The new solution 
makes it easier 
for prospective 
customers to scan and 
submit identification 
documents, such 
as passports and ID 
cards, without any 
need to type the 
required personal 
information.”
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This is made possible by OCR technology that allows 
the platform to read the necessary information 
from scanned documents. All the customer has to 
do is to confirm the information displayed on the 
app. 

Along with an added Live Chat feature, the 
new solution also offers customers a smart 
authentication process and an integrated 
identification system to analyse biometric 
information and help eliminate fraud as it is linked 
to Qatar Central Bank and Qatar’s Ministry of 
Interior databases. In addition, the documents are 
checked against global compliance databases for 
blacklisted customers. Using this technology, QIB 
is now able to validate the documents provided by 
the customers and cross verify them with their selfie 
image taken through the journey.

Digital Innovations to Bank Safely 
At the onset of the COVID-19 pandemic, QIB 
introduced a number of new features as part of its 
Bank Safely from Home campaign. As a result, it has 
seen accelerated digitisation of banking services 
since March 2020, which enabled both retail and 
corporate customers to use the Mobile and Internet 
Banking channels to remotely complete their daily 
banking needs. 

QIB has introduced major digital services on its 
Mobile App, updated its Internet Banking Portal, 
and launched a new Corporate Mobile App for its 
corporate customers. Consequently, the Bank has 
not only seen unprecedented demand of its digital 
services, but it has also helped anchor the culture of 
adopting digital banking services across customer 
channels, a practice that has carried on even after 

the recent lifting of the government restrictions.
QIB was also the first bank in Qatar to introduce 
a digital Instant Credit Card solution via its Mobile 
App late in 2019, giving customers the opportunity 
to get a full-digital approval on a credit card that will 
be ready for use within just a few hours. Moreover, 
QIB was the first bank in the region to introduce 
Instant Finance (One Click Financing), the fastest 
and fully digital way to obtain personal financing in 
Qatar in 5 mins. 

For SME’s, QIB has accelerated the Digitisation 
of SME Financing, and QIB’s SME/WBG Financing 
was introduced as a parametrised financing and 
automation of standard credit applications that 
significantly reduced the “time to yes” to 80% and 
“time to money” to 50% for SME’s. In addition to 
being one the first banks in Qatar to introduce 
corporate mobile app (QIB’s Corporate App), the 
Bank has also implemented a total revamping of 
its corporate internet banking platform to offer 
automated features for corporate customers on the 
levels of payments, transfers, bulk upload of salary 
files, liquidity management, and positive pay, post-
dated cheques, in addition to FD and CD account 
opening and other services. 

With initiatives such as Instant Finance (One Click 
Financing), a complete digital onboarding solution, 
digital Instant Credit Card and SME financing, 
the bank has utilised digital channels to reach its 
customers effectively.

“QIB was the first 
bank in the region 
to introduce Instant 
Finance (One Click 
Financing), the fastest 
and fully digital way 
to obtain personal 
financing in Qatar in 5 
mins.”
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Best Retail Bank in Singapore: 
OCBC puts customers at the heart 
of business

Over the past couple of years, the banking experience has been redefined by the rapid 
advancement of digital innovations. Similarly, OCBC Bank continues to evolve to meet 
the changing needs of its customers. With customer-centricity at the heart of OCBC’s 
consumer banking business, it has stayed true to its mission to improve both customer 
experience and product offerings that deliver maximum value than ever before. At the 
same time, the Bank continues to invest in physical touchpoints, recognising that many 
of its customers still prefer an offline banking experience.

Image: TY Lim / Shutterstock.com

For continuously raising the bar in service 
excellence, OCBC has received numerous 
industry accolades – and this year is no 
exception. At the recent Global Retail Banking 

Innovation Awards 2020 (GRB Awards) by The 
Digital Banker, this exceptional mettle has once 
again been proven when OCBC bagged the 
following awards:
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• Winner, Best Retail Bank Singapore
• Winner, Excellence in Digital Innovation
• Winner, Excellence in Digital Wealth 

Management
• Winner, Automobile Lending Product of the 

Year
• Winner, Digital Lending Product of the Year

Having built a trusted consumer franchise in 
Southeast Asia over the past 87 years, OCBC 
continues to deliver service excellence and 
reliability. With its digital capabilities, OCBC’s 
banking services are accessible 24/7. This 
enables the Bank to better support its customers 
especially in the current environment where 
various restrictions are being strictly implemented. 
OCBC’s cutting-edge mobile banking app continues 
to serve as a bank in the customer’s pocket, 
supporting them with their banking needs every 
step of the way. 

“Customer-centricity is at the heart of OCBC’s 
consumer business. The Bank “Stays True” to 
its customers and is continuously improving its 
product offering. OCBC’s digital platform enables 
a bank-in-the-pocket experience for its customers 
and allows them to enjoy a seamless omnichannel 
experience. The bank’s profitability is also beyond 
question. The investments made by the bank to 
redefine its banking experience have significantly 
improved customer satisfaction and made banking 
fuss-free,” said Nirav Patel, Managing Director at 
The Digital Banker during the awards ceremony.  

OCBC leads in Singapore and beyond
One of OCBC’s core strengths is its ability to 
harness the latest technological advancements 
to enhance its omnichannel proposition. With a 
strong offline network in place, the Bank’s focus 
has been to deliver a seamless digital experience 
that goes beyond the usual norms, making them a 
confident leader in Singapore and other markets 
it serves. Some of OCBC’s most notable initiatives 
include: 

Simplified car loan, home loan and renovation 
loan application process: With a streamlined 
process, car, home, and renovation loan applicants 

can complete the entire process digitally. OCBC 
recognises that the loan application process can 
be a stressful experience for customers, especially 
during these uncertain times. To that end, OCBC 
has launched the first-in-the-region digital car 
loan application process which features instant 
approval and online acceptance within 60 seconds. 

Alternate mobile login option: OCBC is the first 
bank in Singapore to enable the use of SingPass 
Mobile, a secured application used widely by 
residents for government-related matters, as an 
alternative login for its mobile banking application. 
By doing this, customers have one less password 
to remember. 

HealthPass by OCBC app: OCBC launched its 
health and wellness app to help customers with 
safe and affordable access to doctors in the 
pandemic. The app is the first in the market which 
provides access to both general practitioners 
and specialist doctors, and has over 100 wellness 
offerings, offering customers a holistic approach 
to health. With HealthPass, OCBC helps customers 
protect their fundamental wealth – their health.

STACK platform: The multi-partner loyalty 
platform allows customers to consolidate their 
points from multiple rewards programmes in one 
place. It boasts two key features – points exchange 
and marketplace. The point exchanges enable 
real-time conversion of points from one rewards 
programme to another. The STACK marketplace 
allows customers to use their reward points from 
the participating partners to redeem for deals 
across F&B, shopping, travel and entertainment. 

“Even as OCBC 
strengthens its digital 
infrastructure, the 
Bank has remained 
committed to boost its   
offline offering.”
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Enhanced in-person banking 
experience 
Even as OCBC strengthens its digital infrastructure, 
the Bank has remained committed to boosting its   
offline offering, recognising that a large segment of 
its market continues to prefer an in-person banking 
experience. 

One of the important initiatives is the launch of the 
next-generation ATMs, which allows customers to 
self-serve for most of their frequently performed 
transactions. One new feature activity is the cheque 
encashment service that allows customers to 
instantly encash cheques, for up to a maximum of 
$30,000 in a single cheque, simply by depositing 
them in the ATM machine.

In addition, OCBC is the first in Singapore to avail 

the QR code cash withdrawal function, which 
reduced the time taken for cash withdrawal at 
ATMs from 80 seconds to under 45 seconds. It 
also has the added benefit of enhanced security 
via biometric authentication. 

Also, earlier this year, OCBC launched an 
industry-first SORA-based mortgage. To date, 
$350 million worth of SORA-based mortgages 
has been disbursed, which represents 
approximately 40% of the average monthly 
mortgage sales. 

With all its digital and in-person initiatives, OCBC 
continues to be well ahead of the curve. Even 
during difficult times such as the COVID-19 
pandemic, it has remained steadfast in its 
commitment to stay true to its customers. 

“OCBC’s digital 
platform enables a 
bank-in-the-pocket 
experience for its 
customers and allows 
them to enjoy a 
seamless omnichannel 
experience.”



42   The Digital Banker | Awards Issue

CIMB THAI Bank: Digital-led bank 
delivers value through memorable 
moments

CIMB THAI Bank demonstrates its digital transformation not just in its products and 
services but also in its marketing strategy. As part of CIMB THAI’s transformation into a 
digital-focused bank, the team has launched a brand-new mobile app, CIMB THAI Digital 
Banking app, in the latter part of 2018 to replace the web-based legacy CIMB Clicks 
platform. Then in July 2020, it launched a digital savings product that has caught the 
attention of many Thai customers for its uniqueness and fun vibe. The campaign is so 
successful it became a hot topic on social media and boosted account openings during 
the campaign period. 
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As such, it comes as no surprise that CIMB THAI 
Bank has been conferred the award Winner, Best 
New Product Launch and Outstanding Digital 
Marketing Initiative at the recent Global Retail 
Banking Innovation Awards 2020 (GRB Awards) 
by The Digital Banker. This exceptional accolade 
recognises CIMB THAI’s excellent achievements 
in the area of digital innovation and customer-
centricity.    

Known in the industry as the world’s most 
credible and transparently judged Retail Banking 
awards program, the GRB Awards gives honour to 
the industry’s best in business, whose initiatives 
blend top-notch technology with service-oriented 
mindset to raise the bar in consumer banking. 
Judging this year’s select winners in retail banking 
are impartial adjudicators from companies such 
as KPMG, Digital Village, Imaginarium Advisors, EY 
and Forrester. 

“CIMB THAI Bank places strong emphasis on 
customer experience as it pursues its digital 
transformation initiatives. By coming up with 
programs that excite its customers while offering 
maximum banking convenience at the palm of 
their hands, the Bank has been able to make 
digital a catalyst of value,” said Nirav Patel, 
Managing Director at The Digital Banker during 
the awards ceremony. 

‘Chill D’ Savings Account: CIMB THAI 
Bank’s first truly digital product 
Since 2018, CIMB THAI has been undergoing a 
digital transformation journey to spur further 
growth of its  Consumer Banking arm. Pivoting 
towards digital presents CIMB THAI Bank with a 
compelling opportunity to compete with larger 
Thai banks that have a bigger branch networks 
and customer reach. Thus, CIMB THAI Digital 
Banking app was born. The new mobile app 
offers user friendly interface, with more features 
compared to its predecessor. Since then, it 
has gained traction among its users, with fund 
transfer increasing from about 1,000 in Jan 2019 
to more than 170,000 in Jan 2020. 90% of fund 
transfer transactions and more than 50% of 
mutual fund subscriptions are now performed 

via the digital app. Moreover, 80% of those 
mutual fund subscriptions have ticket sizes below 
THB50k, further validating CIMB Thai’s strategy 
of using digital channels for the mass affluent 
segment.
 
As part of its efforts to acquire new customers 
and further enrich the features of the new digital 
app, CIMB THAI Bank launched a digital savings 
product called ‘Chill D’, which is a play on a 
common Thai slang, “Chill Chill”, which means, to 
relax. 

The ‘Chill D’ Savings Account is the Bank’s first 
truly digital product, with three key propositions 
that make it unique and special: 

1. Zero fees - everything is free including Chill 
D debit cards with no annual or sign up 
fees, zero FX fees, and free unlimited cash 
withdrawals at any banks’ ATM machines. 
This means that customers have the widest 
choice of ATM networks to choose from, at 
no additional cost to them. 

2. Attractive interest rate - the Chill D Savings 
offers a maximum interest of up to 2% p.a., 
which is the highest in the market. This is 
particularly attractive in the current low-
interest rate environment. 

3. Convenience - clients no longer have to 
go to a bank branch to open an account. 
They can open an account via CIMB THAI 
Digital Banking app for only 5 minutes and 

“CIMB THAI Bank 
launched a digital 
savings product called 
‘Chill D’, which is a play 
on a common Thai 
slang, “Chill Chill”, 
which means, to relax.”
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authenticate at any 7-Eleven stores nationwide 
with more than 13,000 locations. Using a 
similar concept as the no-fee ATM withdrawal 
strategy, by leveraging on 7-Eleven’s extensive 
store network across Thailand, CIMB THAI 
Bank made it even easier for customers to 
authenticate their account opening.

The primary target audience of the ‘Chill D’ 
campaign are those within the age range of 25 to 
35 years old, the so-called Gen-Ys, with an average 
monthly income of around THB30k. This segment 
has grown up with a digital lifestyle, and are avid 
consumers of multiple media channels and digital 
platforms. 

Based on these characteristics, the Chill D marketing 
campaign was heavily focused on social media, 
while being supplemented by traditional platforms 
such as video advertising on mass transit systems, 
posters and banners on buildings and billboards. 

The digital marketing campaign proved to be 
successful and helped boost take-up of both the 
CIMB THAI Digital Banking app as well as the ‘Chill 
D’ product. Average daily new registrations of the 
CIMB THAI Digital Banking app increased by approx. 
12%. Meanwhile, the number of ‘Chill D’ savings 
accounts increased by an astounding 34% after 
the launch of the ‘Chill D’ campaign based on latest 
available data

“The number of ‘Chill 
D’ savings accounts 
increased by an 
astounding 34% after 
the launch of the ‘Chill 
D’ campaign based on 
latest available data.”
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HSBC Malaysia: Eliminating 
Friction in Foreign Currency 
Transfers

HSBC is one of the largest and most recognisable banking institutions in the world, 
with operations in 64 countries and territories and millions of customers across 
its businesses. Leveraging on the strength of its global footprint, HSBC Malaysia is 
pushing the boundaries of innovation to deliver maximum customer convenience. Its 
24/7 Foreign Currency Transfers with real-time foreign currency conversion, allows 
customers to link HSBC accounts in multiple countries and transact within a single 
online banking experience. By transcending the limits of geographical borders and 
location, the team had been able to provide seamless online channel capabilities, 
helping HSBC Malaysia reach out to local and international customers at a scale never 
been achieved before.

Image: Abdul malik bin madrasah / Shutterstock.com
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Having been bestowed the award, Winner, Best 
Frictionless Customer Relationship Management
at the recent Global Retail Banking Innovation 
Awards 2020 (GRB Awards) by The Digital Banker 
only proves that HSBC Malaysia is relentless when 
it comes to providing the best experience for its 
customers. 

Known in the industry as the world’s most 
prestigious and leading Retail Banking awards 
program, the GRB Awards gives honour to the 
industry’s cream of the crop, whose initiatives blend 
the best technology with service-oriented mindset 
to raise the bar in consumer banking. Judging this 
year’s select winners in retail banking are notable 
experts from companies such as KPMG, Digital 
Village, Imaginarium Advisors, EY and Forrester. 

“HSBC Malaysia’s passion to meet the increasing 
demands of its customers is truly admirable. 
Through GVGT, the team had been able to remove 

customer’s restriction on a fixed transaction 
schedule by empowering customers to conduct a 
global transfer from anywhere in the world, 24/7. 
This initiative is a significant step towards achieving 
the Bank’s goal if making banking cost-effective and 
personalised for its customers,” said Nirav Patel, 
Managing Director at The Digital Banker during the 
awards ceremony.

Faster transfers. Seamless experience.
HSBC Malaysia’s 24/7 Foreign Currency Transfers 
with Real-Time Foreign Currency Conversion 
leverages on the strength of HSBC’s established 
experience and ubiquitous presence in all corners 
of the world. The 24/7 foreign currency conversion 
service helps customers save more as they can buy 
and sell currencies at favourable rates, anytime. 

With Global View Global Transfer (GVGT), customers 
with HSBC accounts in multiple countries or 

“The 24/7 foreign 
currency conversion 
service helps 
customers save 
more as they can buy 
and sell currencies 
at favourable rates, 
anytime.”
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territories can easily link their accounts and 
transfer funds between these accounts. As a 
result, it enables customers to have a single 
view of all their Global HSBC accounts. Once 
customers have linked their accounts together, 
they would be able to conduct instant Global 
Transfer, seamlessly. They can also set up 
future or recurring transfers to manage future 
transactions.  

On top of this great initiative, HSBC Malaysia 
has also launched Global Transfer Friends 
and Family (GTFF) where customers can make 
instant transfers to friends and family with HSBC 
accounts. Some of the most notable features of 
GTFF include: 

• Ability to perform instant transfers to 22 sites 
• Exclusively available to Premier and Advance 

customers
• Instant transfer to overseas HSBC third party 

personal accounts and;
• Waiver of fees waived for Premier customers
• Global Transfer fee is also waived for Advance 

customers effective 7 Dec 2020
• HSBC Malaysia customers will be able to 

receive instant fund transfer from other GTFF 
enabled sites (Hong Kong, Singapore, Vietnam

The successful rollout and implementation of 
HSBC Malaysia’s full suite of cutting-edge Global 
Transfer capabilities make it a top contender for 
customer experience leadership. The real-time 
foreign currency conversion with the ability to 
hyper-personalise foreign exchange rates down 
to customer-level is a clever manoeuvre to reward 
the Bank’s most loyal customers. From a business 
point, the upside is equally impressive with foreign 
exchange contribution increasing by 28% compared 
to the previous year (2019). There has also been a 
notable increase in Global accounts opening across 
key markets such as Australia, Canada, China, 
France, Greece, Hong Kong, India, UK and USA. 

“With GVGT, customers 
with HSBC accounts in 
multiple countries or 
territories can link their 
accounts and transfer 
funds between these 
accounts.”
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Wave Money: Advancing Greater 
Financial Inclusion in Myanmar 

Covering more than 91% of the country, Wave Money is the largest mobile financial 
services provider in Myanmar. It has pioneered mobile financial technology in 
Myanmar and has played a pivotal role in the country’s digital transformation. The 
financial institution’s digital wallet, WavePay, is a super app that meets the lifestyle 
needs of digital natives in rapidly urbanising Myanmar while helping advance greater 
financial inclusion among the unbanked population in the countryside.

Image: MICKIE.K / Shutterstock.com

WavePay offers a convenient, secure, simple and 
reliable way to remit and receive money, pay utility 
bills and loans, top up mobile services, shop online 
as well as pay at physical checkout counters. 

It is also the digital wallet of choice among 
government, non-government organisations, 
humanitarian agencies and cause-oriented groups 
in Myanmar.
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Recognising this exceptional feat, Wave Money 
has been awarded Winner, Best Digital Wallet 
of the Year and Winner, Best Mobile Payments 
Service at the recent Global Retail Banking 
Innovation Awards 2020 (GRB Awards) by The 
Digital Banker. Widely acclaimed as the world’s 
most authoritative and transparently judged 
Retail Banking awards program, the GRB Awards 
recognises revolutionary financial institutions 
that blend innovative technology with a service-
oriented mindset to raise the bar in consumer 
banking. This year’s panel of adjudicators includes 
industry luminaries known for their integrity and 
unbiased judgment from companies such as 
KPMG Digital Village, Imaginarium Advisors, EY 
and Forrester.

“WavePay is a digital wallet that meets the 
lifestyle needs of digital natives in Myanmar. 
During this COVID-19 pandemic, through its 
“WavePay It Forward” campaign, Wave Money 
was able to help government, NGOs and 
humanitarian agencies securely mobilise and 
disburse emergency funds to vulnerable sectors. 
In 2020, Wave Money moved an equivalent of 
11.5% of Myanmar’s GDP just on remittances, 
a true testament of the impact and the scale 
of its operations,” said Nirav Patel, Managing 
Director at The Digital Banker during the awards 
ceremony.

Helping vulnerable sectors through 
the “WavePay It Forward” campaign
Technology has helped transform many 
businesses and organisations. For Wave Money, 
technology can be a force for good. As part 
of its community outreach, it initiated the 
“WavePay It Forward” campaign, with the aim 
to help vulnerable sectors during the COVID-19 
pandemic. Governmental organisations, 
humanitarian agencies and corporate entities 
have teamed up with Wave Money and leveraged 
WavePay to effectively deliver cash assistance 
for social security payments, loans for farmers, 
emergency funds for garment workers, and cash 
relief for street vendors. Wave Money has waived 
all service fees related to the disbursements of 
these funds.

“Digitally-delivered financial assistance is an 
efficient crisis response. It saves time and 
resources for development organisations and 
government. Wave Money’s support for a number 
of COVID-19 humanitarian programmes and 
our own ‘WavePay It Forward’ fund-raising is in 
line with our mission to create a fairer future 
for Myanmar through financial inclusion. More 
importantly, it is in line with what every one of us 
believes -- that technology is a force for good. “ 
said Brad Jones, CEO of Wave Money.
Myanmar’s Social Security Board, the Myanmar 
Agricultural Development Bank (MADB), the Myan 
Ku Fund project of the European Union, multi-
sector fund-raising campaign “I Do Nation”, and 
Free Cash Program for the Needy (FCPN) project 
are among those that used WavePay free-of-
charge. In parallel, Wave Money has also run a 
public donation platform through WavePay to 
raise funds for Myanmar’s National Level Central 
Committee on Prevention, Control and Treatment 
of COVID-19. Also, Wave Money successfully 
launched the campaign #StayStrongMyanmar 
which consolidates all active programmes 
and community support for sectors adversely 
affected by COVID-19 and their digital platform, 
as the trusted channel for COVID-19 relief 
government and NGOs fund disbursements, 
was responsible for channelling direct subsidies 
to 300,000 beneficiaries. In total, the 2020 
transactions channelled through the donation 

“With a vision to 
greater financial 
inclusion, Wave Money 
has brought the 
benefits of financial 
services to millions 
of Myanmar citizens 
who were previously 
unbanked and 
underserved.”
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and disbursement channels to those severely 
affected by the COVID-19 pandemic reached 32 
billion kyat (US$ 24 million).

Using WavePay, millions were able to transfer 
money and make daily payments and financial 
transactions in the comfort and safety of their 
own homes. Wave Money has processed more 
than US$ 24 Million in disbursements and 
emergency relief to at-risk sectors since the first 
wave of COVID-19 hit Myanmar.

 
Greater financial inclusion benefits 
millions of Myanmar citizens 
With a vision to greater financial inclusion, Wave 
Money has brought the benefits of financial 
services to millions of Myanmar citizens who 
were previously unbanked and underserved. 
For example, in 2015, less than 20% of the 
population had access to formal financial 
services. Since then, this number has grown by 
leaps and bounds.
In 2020 alone, Wave Money moved a total of 
12 trillion Myanmar kyat (US$ 8.7 Billion) in 
remittances which is equivalent to about 11.5% 
of Myanmar’s gross domestic product (GDP). 

During the same period, total disbursements from 
government, humanitarian and non-government 
sectors also grew to more than 32 Billion Myanmar 
kyat (US$ 24 Million).

From mobilising and disbursing funds for COVID-19 
relief to sustaining lives and livelihoods through 
trustworthy money transfer and electronic 
payment, indeed, Wave Money is a testament to 
the far-reaching social impact of fintech.

“In 2020 alone, Wave 
Money moved a total 
of 12 trillion Myanmar 
kyat (US$ 8.7 Billion) 
in remittances which 
is equivalent to about 
11.5% of Myanmar’s 
gross domestic 
product (GDP).”

Image: BalLi8Tic / Shutterstock.com
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Finastra’s core banking platform, 
an accelerator of growth and 
innovation

It has been several months into the Coronavirus outbreak, and the world is still reeling 
from its impact. Different institutions and sectors are feeling the impact in multiple 
ways, and the financial markets are no different. Financial institutions have had to 
adopt new processes to deliver their customer services and it looks like these processes 
will remain even after the pandemic has passed.

The world of consumer banking is currently 
undergoing a massive shift. Driven by the explosion 
of new technology, market changes and the far-
reaching impact of the pandemic, retail banks are 
forced to compete in an environment with thin 
margins and tough regulations. As such, banks need 
to have an extremely agile and flexible platform that 
enables them to fend off competition and accelerate 
growth. Finastra’s Fusion Essence 2020 responds 
to all these market challenges. Partnering with 
Microsoft Azure for cloud enablement and Power 
BI for data analytics, this comprehensive solution 
helps banking institutions optimise cost, mitigate 
risk and continually meet the changing needs of 
customers.

Just recently, Finastra was awarded Winner, Best 
Core Banking Software Suite at the recent Global 
Retail Banking Innovation Awards 2020 (GRB 
Awards) by The Digital Banker. The prestigious Retail 
Banking awards program, now on its third year, 
received more than 200 nominations for various 
awards categories. Judging this year’s winners are 
notable leaders who help raise the services bar in 
consumer banking. They represent companies such 
as KPMG, Digital Village, Imaginarium Advisors, EY 
and Forrester. 

“Finastra unlocks the potential of people and 
businesses in finance, creating a platform for 
open innovation. Fusion Essence 2020 is a next-

generation core banking platform that forms the 
foundation for Finastra’s digital suite of applications. 
With all key banking services built-in, including 
mobile and internet-first digital access, the solution 
helps banking customers drive growth, innovation 
and security, making it an invaluable solution in 
today’s highly competitive environment,” said Nirav 
Patel, Managing Director at The Digital Banker 
during the awards presentation.  

Next-generation core banking 
platform 
Fusion Essence 2020 is a next-generation core 
banking platform that forms the foundation for 
Finastra’s digital suite of applications. All the key 
banking services such as party, accounts, deposits, 
loans and payments are built-in, with a rich set of 
web services that boost business functionality. This 
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translates to high levels of STP because the solution 
is delivered with pre-configured processes aligned 
to banking best practices. The solution also includes 
optional components such as Islamic banking, teller, 
and analytics using Microsoft’s Power BI. 

Fusion Essence is an advanced core banking 
system that is digital to the core, customer-centric, 
and cloud-enabled for next-generation banking, 
covering retail and commercial banking whether 
conventional or Islamic.

• Available with pre-integrated digital 
engagement capabilities for mobile, internet 
and branch to drive a superior frictionless and 
tailored customer experience to support banks’ 
go-to-market campaigns.

• Seamless 24x7 capability removing the 
operational risk and cost of more legacy 
solutions.

• Multi-entity, multi-currency, multi-lingual, multi-
time zone, one central source of operation 
thereby reducing support and running costs.

• Has inbuilt standard banking processes and 

workflows to streamline operations, increase 
STP and reduce the cost of ownership. 

• Includes a workbench and product launching 
capability; reducing time to market for new 
products by over 50% and putting the bank in 
control; avoiding increased vendor costs.

This next-generation banking platform has been 
recognised as a leader amongst retail banking 
solutions. “The Forrester Wave™: Digital Banking 
Processing Platforms Q3 2020” report illustrates 
that Finastra is leading the way by combining next-
generation technologies with extensive business 
capabilities. It has also been recognised by Gartner 
in its Global Retail Core Banking Magic Quadrant 
saying, “No other core banking vendor has market-
leading digital channels integrated with the core.”

Success with Digital Banks and 
Neobanks in Asia 
Finastra’s Fusion Essence Cloud is revolutionising 
banking across Asia. TONIK, the first licensed 
digital-only bank in Southeast Asia, has selected 

“Finastra unlocks the 
potential of people and 
businesses in finance, 
creating a platform for open 
innovation.”
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Fusion Essence Cloud to power its end-to-end core 
banking capabilities. The move supports TONIK as 
it launches its retail deposit and customer loans 
services, giving it agility and the ability to scale 
quickly – and further revolutionise banking in the 
Philippines

The key proposition for digital banks is providing 
a customer experience that traditional banks 
struggle to offer. This requires modern, cloud-native 
technology that facilitates innovation whilst future-
proofing investment. Fusion Essence Cloud enables 
TONIK to benefit from a low cost of entry into the 
market, ease and speed of deployment, and the 
ability to increase business volumes and diversify its 
product set cost-effectively.  

Greg Krasnov, Founder & CEO at TONIK, said, 
“The banking sector in the Philippines is ripe for 
digital disruption. The country has high internet 
usage, the majority of Filipinos are unbanked and 
research shows half of the people who do have 
bank accounts would be interested in switching to a 
neobank.”

On the other hand, Yoma Bank in Myanmar 
upgraded its Fusion Essence solution to enable 
them to leverage open APIs and collaborate with 
third parties, enhancing customer experience with 
a 7% increase in bank’s gross profit in one year. The 

“Fusion Essence is 
an advanced core 
banking system that 
is digital to the core, 
customer-centric, and 
cloud enabled for next 
generation banking, 
covering retail and 
commercial banking 
whether conventional 
or Islamic.”

suite of new digital banking offerings enabled Yoma 
Bank to reach out to more customers, increase 
its market share and make Yoma Bank a truly 
nationwide bank.

Other Fusion Essence users have also expanded 
their branch network, increased profit by business 
quarter, doubled transaction processing speed 
across all channels and reduced time taken to 
complete end-of-day processing.
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ING Bank’s retail proposition in 
the Philippines, a model for 
Southeast Asia?

As fast-growing economies such as Philippines battle Covid-19, distinct trends shaped 
the country’s latest framework introduced to speed-up large scale adoption of digital 
channels across their financial services system. For one such banking institution – ING, 
synonymous with the word “digital transformation” this was a welcome news as the 
bank had already introduced its “first all-digital retail banking platform” way back in 
2018. With an existing presence in the market, the bank witnessed major growth in 
account openings and number of transactions due to the global health crisis. Mohamed 
Keraine, Head of Retail, Philippines and Head of Retail Development, Asia, remarked 
that “the pandemic highlighted the growing importance of accessibility to banking 
services and ING Philippines was positioned to reach out to existing and new customers 
and  provide simple, easy and convenient banking services.”

Mohamed Keraine
Head of Retail, Philippines and 
Head of Retail Development Asia
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ING's proposition in the Philippines
ING Philippines became the first bank to offer end-
to-end electronic onboarding of the customers via 
the mobile phone, when it launched the ING Save 
Account in November 2018. Remarkably, it was the 
first bank savings product where all the transactions 
carried out by its customers were via the ING mobile 
app. In addition to this, the bank's proposition 
offered customers a high interest rate on their 
savings compared to the market standards and also 
made transferring funds from ING to other banks 
free of any charges. In 2020, ING Philippines further 
expanded the range of digital services by rolling 
out features such as electronic bank statement 
generation and adjustable daily transfer limit 
features on its mobile app to offer its customers 
transparency and full control of their finances at 
all times. The bank also introduced its payment 
account – 'ING Pay', which further augments its 
seamless, instant and effortless proposition where 
customers pay their bills and purchases.

To sum it up, Mohamed Keraine says, “Filipinos 
are increasingly becoming aware of the need to 
build their savings and keep an emergency fund, 
thereby raising the financial literacy in the country. 
To support this, ING aims to build robust digital 
capabilities and propositions to further propel 
the speed of digital adaption for banking services 
among Filipinos.”

Customer Experience – A part of ING’s 
DNA
At ING, customer experience (CX) is the starting 
point of everything. While aware that there is little 
to differentiate one bank's products from another, 
ING banks on its customer experience to set it 
apart. Mr Keraine remarks, "ING's CX Principles are 
instilled in the way the bank develops and designs 
its products. The CX Principles consists of making 
banking 'Remarkably easy', 'Refreshingly smart' 
and 'Surprisingly personal' for our customers." To 
demonstrate its effective CX, Mr Keraine tells us 
how customers can simply deposit a cheque by 
taking a picture of it.

Customer experience will further be shaped by 
advanced technology like AI which will dramatically 

change the way humans interact with computers.  
ING believes that to create a differentiating 
customer experience, banking products and 
solutions must have four characteristics – instant, 
personal, relevant and seamless, and the bank 
believes that AI has the ability to fulfil these 
characteristics as it enables smarter decision 
making.

Embracing the digital ecosystem 
approach
ING is cognizant of the emergence of the several 
“super apps” which are taking over the financial 
services space and hopes that these apps will 
continue to challenge the incumbent banks and 
players. Partnerships between banks and fintechs 
represent a symbiotic relationship with one 
bringing agility, creativity, entrepreneurship, while 
others offer a strong brand, a large client base 
and financial expertise. Addressing the growth of 
BigTechs and fintechs, Mr Keraine emphasises on 
ING's collaborative approach and illustrates how 
ING in Germany collaborated with Amazon to offer 
loans to eligible sellers – mainly small and medium-

“ING believes that to 
create a differentiating 
customer experience, 
banking products and 
solutions must have 
four characteristics 
– instant, personal, 
relevant and 
seamless, and the 
bank believes that AI 
has the ability to fulfil 
these characteristics 
as it enables smarter 
decision making.”
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sized enterprises (SMEs) – through Amazon's seller 
portal.

Is South-east Asia a potential “Growth 
Market” for ING Bank?
In the first half of 2020, South-east Asia and other 
parts of Asia witnessed a tectonic shift in the way 
regulators and central banks were quick to build 
and adopt guidelines to further spur the banking 
and financial services digital transformation in their 
respective markets. This nod by the regulators 
saw active participation and new players, bringing 
different perspectives and solutions to the retail 
banking customers in the region. As an incumbent 
in some of Asia's key markets, Mohamed Keraine 

remarked, "South-east Asia continues to be an 
attractive region with its large, growing population 
that is highly receptive to adopting digital solutions 
that can address their current pain points in areas 
like instance in transportations, e-commerce, food 
and even financial services." Furthermore, internet 
usage in Southeast Asia (SEA) is on the growth 
trajectory in this region, the future looks optimistic 
ING's customer-centric, mobile-first proposition has 
the ability to cater to dynamic customer behaviour 
patterns. In his closing remarks, Mohamed 
Keraine says that "ING Philippines has witnessed 
encouraging results as app downloads and sign-ups 
doubled year-on-year", this being a testament to 
how ING Philippines was prepared ahead of time to 
face a situation such as the global health crisis.
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Vicky Kong Reinvents Wealth 
Management for the Digital Era in 
Hong Kong

In one of the most turbulent years for Hong Kong – first with the protests and later 
with Covid-19 – Vicky Kong, Regional Head, Wealth Management, Greater China and 
North Asia & Global Head, Wealth Proposition, helmed the retail banking operations 
at Standard Chartered Hong Kong. During this period, SC Hong Kong’s retail operations 
grew significantly after spearheading important digital initiatives and ensuring client-
friendly banking services via digital platforms. In this riveting interview, Vicky shared 
some of the most notable developments in wealth management today, the impact of 
virtual banks in Hong Kong and the importance of reinvention in today’s digital era. 
Here are the excerpts of our interview.
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TDB: In your experience as Head 
of Wealth Management, what are 
some of the notable changes that 
are here to stay?

Vicky Kong: With the help of technology 
advancement, a lot of new banking 
capabilities and platforms become possible.  
Clients are now used to the convenience 
and flexibility in doing banking transactions 
and they are expecting not just a delivery 
of service but an enjoyable, no-hassle and 
instant client experience.  The line between 
banking and their day-to-day lives will just 
get more and more integrated.  Our clients 
will demand better services and more 
personalisation.  This change in expectation 
is just the beginning and the bar will keep on 
rising.  As a banking partner to our clients, 
other than giving them trust and meeting 
a request, we need to have the ability and 
insights to keep improving ourselves and stay 
relevant.

TDB: 2019 was a turbulent year 
for Honk Kong. Yet, it was 
also one of the years where 
Standard Chartered Hong Kong 
implemented a number of 
successful digital initiatives and 
capabilities in its retail business. 
Can you shed some light on the 
strategy you and your team 
adopted here?

Vicky Kong: We have one strong belief 
behind all digital initiatives and capabilities, 
that is Human.  Digital is more than 
technology.  While machines and technical 
know-how will form the foundation for 
everyone, human element and client-centric 
design is the differentiator that sets us apart 
from the others.  Ultimately, at the centre of 
every initiative, it lies our client interest and 
the reason for our existence to serve the 
clients.  That is our passion and that is why 
our clients put their trust on us.  

Vicky Kong
Regional Head, Wealth Management, Greater China and 
North Asia & Global Head, Wealth Proposition
Standard Chartered Hong Kong
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Standard Chartered launched the first in Hong 
Kong cardless cash withdrawal service, “QR Cash” 
in 2019, to allow customers to use our mobile 
app to get cash directly at our ATM.  Along with 
the launch of Faster Payment System (FPS), we 
launched a real-time payment service called “Scan 
& Pay” to help customers manage their day-to-
day money transfer needs.   Partnering with a 
fintech company, we rolled out our first artificial 
intelligence-enabled virtual assistant “Stacy” which 
complements our existing servicing channels and 
allows customers to get access to us anytime 
anywhere.   In the midst of COVID, we launched 
a new remote servicing platform called “My RM” 
which connects our relationship managers and 
wealth advisors to the clients through video 
conferencing and co-browsing.

On the wealth management front, our clients can 
easily and round-the-clock use our online and 
mobile to do transactions on time deposit and 
foreign exchange, mutual fund, securities trading, 
as well as insurance.   They can get information 
about our house views, the behaviour of other 
investors while at the same time reap their 
membership rewards.  

With all these, “faster, simpler and more fun” is 
what we want our clients to experience through 
banking with us.  

2019 was a year that many of our digital initiatives 
were put to the test.  Transactions as simple as 
money transfer or as sophisticated as wealth 
management investment were all enabled at our 
digital platform and clients had the choice to do 
it remotely or face-to-face at branches.  They are 
the results of our digital investment in the past few 
years and it proves to us again the importance of 
staying ahead and sticking to our strategic digital 
agenda.  
   

TDB: Stan Chart’s digital customer 
base has grown drastically with a 
substantial increase in transactions. 
This growth is significant, even 
timely as several virtual banks begin 
operations in Hong Kong. How does 
this change things for the bank and 
its business model? 

Vicky Kong: We are very glad to see that our 
clients adopt very well our digital capabilities and 
that is evident by the substantial increase in the 
digital adoption across all client segments.  The 
continual change in client behaviour, as well as 
the joining of new entrants, are the catalyst that 
pushes us forward to continue our digitisation 
journey.  The ways we look at client experience, 
design the end-to-end client journey and organise 
ourselves with agility are never the same as 
before.  On one hand, we co-create and reinvent 
our processes to adapt to the evolving client 
expectation.  On the other hand, we embrace our 
biggest assets, namely our franchise and people 
behind our over 160 years in the market, to create 
an unparalleled experience for our clients.  We 
strongly believe that we are very well-positioned 
and have what many others are envious of.  

TDB: Could you talk to us about some 
of the initiatives introduced in your 
tenure and how important is it to 
keep reinventing in today’s digital 
era?

Vicky Kong: There are many and let me name a 
few, ranging from simple banking transactions to a 
holistic coverage of wealth management services. 

“While machines 
and technical 
know-how will form 
the foundation for 
everyone, human 
element and client-
centric design is the 
differentiator that 
sets us apart from the 
others.”
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TDB: The buzz around wealth 
management has increased multi-
fold. Now, more than ever there 
is increased awareness around 
wealth management, creation and 
its democratisation. In your current 
role, how do you see this space 
expanding and how much of a role will 
technology have to play here?

Vicky Kong: In the past, the relationship between a 
client and a bank can be only transactional.  Clients 
expect banks to complete transactions for them. 
Technology is to ensure security and correctness.  
Nowadays, the relationship has evolved and lifted 
up.  We as a bank are to create an experience for 
the clients along with the fulfilment of their needs.  
Technology is the enabler to help us achieve, and 
more importantly, our clients will be more selective 
and will only choose banks that know what they 
want, when and how they want to be engaged. 

 
TDB: In your current role, what are 
some of the exciting trends we can 
expect to see in wealth management? 
Can you elaborate on how you plan to 
strategise wealth management and its 
proposition to deepen client relations 
and augment customer journeys?

Vicky Kong: Artificial Intelligence and data 
analytics will be the game-changer and transform 

the future wealth management landscape.  The 
prevalence of Robo-Advisors as well as personalised 
investment services will become the new norm to 
engage clients and help manage their portfolios.   
Competition in the simple wealth management 
products such as foreign exchange, securities 
trading and general insurance will become much 
more intense than before because virtual banks will 
start offering them.  For Standard Chartered Hong 
Kong, who has always been a key player in offering 
wealth management service and serving the affluent 
and emerging affluent client segments, we strive 
to provide full-range capabilities and services 
to our clients covering their needs in different 
life stages, starting from saving money, growing 
wealth, protecting health and family, all the way to 
legacy planning and transferring wealth to the next 
generation.  We aim to be our clients’ long-term, 
holistic and trusted wealth management partner 
and handhold them along the journey.

“Artificial Intelligence 
and data analytics will 
be the game-changer 
and transform 
the future wealth 
management.”

Image: Saranya Phu akat / Shutterstock.com
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RETAIL PRODUCT 
INNOVATION AWARDS

WAVE MONEY
WavePay is a digital wallet that meets the lifestyle needs of 
digital natives in urban Myanmar while also advancing greater 
financial inclusion among the unbanked rural population. 
It currently serves more than 24 million customers with its 
network covering more than 89% of the country.  During this 
COVID-19 pandemic, through “WavePay It Forward” campaign 
government, NGOs and humanitarian agencies efficiently and 
securely mobilised and disburse emergency funds to vulnerable 
sectors. Between January 2020 to August 2020, Wave Money 
moved an equivalent to 7% of Myanmar GDP just in remittances 
which represented a 19% increase from the same period last 
year.

Best Digital Wallet 
of the Year

Best Digital Wallet 
of the Year,
Middle East

QATAR NATIONAL BANK
Qatar National Bank in collaboration with Ooredoo launched 
the biggest e-wallet in Qatar. With continuous enhancements 
to the features offered, the e-wallet has catered to needs of 
individuals in every financial segment. Features such as prepaid 
credit recharges, fee payments, bill payments with an option 
to transfer funds locally as well as internationally have made 
banking cost-effective, simpler and faster. 

BEST DIGITAL WALLET OF THE YEAR

BEST DIGITAL WALLET OF THE YEAR, MIDDLE EAST
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RETAIL PRODUCT 
INNOVATION AWARDS

CATHAY UNITED BANK
Creating a pocket of exclusive funds to meet customers’ needs, 
Cathay United Bank launched the digital Revolving Loan. Keeping 
in mind agility, efficiency and user experience, the revolving loan 
can be obtained by filling the application in just three steps and 
approval being granted in as little as 5 minutes. Other features 
such as interest being charged only on the withdrawn amount, 
available credit line recovery after repayment have helped the 
bank gain market share – where 78% of applications came from 
first time customers.

Best New Product 
Launch of the Year

Credit Card
of the Year

BANK ONE LIMITED
As a pioneer of best-in-class products and services, Bank One 
seeks to offer a differentiated experience to its domestic Retail 
Banking market in Mauritius. Underpinned by the strength of 
its operations, and a clear objective to revamp and transform 
the credit card segment, Bank One launched a unique value 
proposition encompassing contactless credit cards with 
cashback and free-for-life offers. 

BEST NEW PRODUCT LAUNCH OF THE YEAR

CREDIT CARD OF THE YEAR
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RETAIL PRODUCT 
INNOVATION AWARDS

SIAM COMMERCIAL BANK PCL
Siam Commercial Bank’s “PLANET SCB” card adds a new 
dimension to debit cards by facilitating foreign currency 
exchange for retail customers, at competitive rates which 
are available 24 hours. Planet SCB successfully acquired over 
200,000 cardholders in only one quarter with top up amount 
more than THB 6.3 billion. With features such as spending 
tracker and ability to convert Thai Baht to the required 
currencies to complete e-commerce transaction, Planet SCB card 
is a market disruptor.

Debit Card
of the Year

Mortgage Product
of the Year

STANDARD CHARTERED BANK
JERSEY BRANCH
Standard Chartered Bank, Jersey Branch embarked on a journey 
to improve its mortgage offering for its affluent clients from 
Asia, Africa and Middle East looking to diversify their wealth - 
typically via real estate investments.  The 18month program 
involved rolling out sequentially a number of product enablers 
with respect to client eligibility for the product, loan borrowing 
and repayment terms, and in more recent unprecedented times 
in 2020, how can the bank support clients. The product was well 
received with a steady increase in referrals and healthy financial 
results.  

DEBIT CARD OF THE YEAR

MORTGAGE PRODUCT OF THE YEAR
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RETAIL PRODUCT 
INNOVATION AWARDS

UNITED OVERSEAS BANK LIMITED
UOB Stash Account is a simple and easy way to reap a higher 
interest rate through simply having incremental monthly 
average balance. New campaigns launched in 2019 - “Stash It, 
Cash In” and in 2020 - “Cash Out, Play On” have allowed the 
bank to innovate its deposit scheme via cash rewards thereby 
inculcating the habit to save among its customer base. The 
simple product with no lock in period aims to make it easier for 
clients to understand and have the flexibility in their financial 
decisions.

Best Savings Account

Best Savings Account

UNITED OVERSEAS BANK (THAI) PCL
UOB Thailand’s V Care Savings offers a hybrid saving and 
protection solution to support its customers. With this savings 
account, customers will enjoy a free personal accident insurance 
coverage, 10 times of deposit balance, up to a max amount of 
10 Million THB. A positive customer response to V Care Savings 
resulted in portfolio balance growth by 10 times as of July 2020.

BEST SAVINGS ACCOUNT
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RETAIL PRODUCT 
INNOVATION AWARDS

UNITED OVERSEAS BANK LIMITED
The KrisFlyer UOB Account is a one-stop solution that empowers 
the bank’s clients to earn accelerated bonus miles quickly and 
easily. Bridging the gap between spending and earning miles, 
the account allows customers to earn both base and bonus 
miles. No conversion fee is charged as the miles are directly 
credited into the KF membership account. 

Best Current Account

Excellence in 
SME Banking

MAYBANK SINGAPORE
Transitioning from product-led to segment-led growth 
strategies, Maybank SME Banking transformed its services to 
boost its relationships among the SME sector and bring about 
a digital impact. Working with over 20% of Singapore’s SMEs, 
Maybank introduced initiatives such as automated SME bank 
loan applications, attractive interest rates, investment solutions 
for SMEs who have idle funds with the bank and FX services 
for small ticket size hence staying true to the bank’s mission of 
humanising financial services.  

BEST CURRENT ACCOUNT

EXCELLENCE IN SME BANKING
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RETAIL PRODUCT 
INNOVATION AWARDS

TMRW BY UOB
Launched in Thailand and Indonesia, TMRW by United 
Overseas Bank (UOB) was born to deliver a Simple, Engaging 
and Transparent experience to ASEAN’s digital generation. 
TMRW is differentiated by its unique engagement strategy and 
data-driven business model. We offer innovative tools from 
personalised insights to gamified savings.

Best Bank 
for Millennials

Loan Off ering
of the Year

RCBC BANKARD
The Bayanihan Balance Conversion Program is RCBC Bankard’s 
Payment Program Assistance for financially vulnerable 
cardholders which allows them to convert payment of their total 
outstanding balance to a maximum installment payment term of 
36 months. Since its launch, a total of 18,914 credit cardholders 
have availed of the Bayanihan Balance Conversion Program.

BEST BANK FOR MILLENNIALS

LOAN OFFERING OF THE YEAR
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RETAIL PRODUCT 
INNOVATION AWARDS

OCBC BANK
OCBC Bank launched OCBC Instant Car Loan with the aim 
of delivering fast, simple and secure value proposition to its 
customers. With a complete end-to-end digital process, the loan 
can be approved in just 60 seconds with MyInfo feature also 
includes KYC, credit decisioning, loan shell creation and various 
other processes all occurring concurrently. OCBC Instant Car 
Loan has clocked in more than $160mil worth of car loan sale.Automobile Lending

Product of the Year

Business Model 
of the Year

ING BANK, CZECH REPUBLIC
By implementing a harmonised retail banking strategy fully 
focused on increasing customer-interaction, improving 
customer-satisfaction and increasing sales while delivering 
a scalable retail banking platform, ING Bank, Czech Republic 
transformed itself to a 100% Digital Bank. The transformation 
included over 57 applications including core banking, channels, 
call center, CRM and marketing systems being migrated to 
a private cloud resulting in 25% growth in business. This 
transformation project and business model also prepared the 
bank to face COVID-19 better especially from a digitalisation 
aspect.

AUTOMOBILE LENDING PRODUCT OF THE YEAR & DIGITAL LENDING 
PRODUCT OF THE YEAR

BUSINESS MODEL OF THE YEAR
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RETAIL PRODUCT 
INNOVATION AWARDS

KEPT BY KRUNGSRI, BANK OF 
AYUDHYA PCL
Kept by Krungsri - a digital banking initiative, launched a-one-
of-a-kind digital savings account with wallet like features to help 
customers maintain a healthy financial discipline to achieve 
long-term financial stability. With a complete digital onboarding 
process and features such as Kept account for daily budget 
management and “Grow” account which earn higher interest 
rates among others, this unique product onboarded 50,000 new 
customers in just three months with an average balance per 
customer amounting to 230,000 Thai Baht.

Deposit Product
of the Year

Micro Finance
Product of the Year

ABSA REGIONAL OPERATIONS, 
ABSA GROUP
As a leading pan African financial services provider, Absa 
partnered with Jumo and MTN in Zambia and Ghana to launch 
micro loans on mobile. The differentiating aspect of this 
innovative product is that loans are disbursed based on wallet 
activity of customers instead of traditional credit assessment 
thus broadening financial inclusion and  promoting responsible 
credit behavior. To date, a total of 300,000+ customers have 
accessed finance through these partnerships and over $70 
million has been disbursed.

DEPOSIT PRODUCT OF THE YEAR

MICRO FINANCE PRODUCT OF THE YEAR
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RETAIL PRODUCT 
INNOVATION AWARDS

CENTRAL THE 1 CREDIT CARD, GENERAL 
CARD SERVICES LTD.
One of the best co-branded credit card available in Thailand, 
Central The1 Credit Card (CT1), transformed some of its features, 
enhanced customer services and quickened the process of 
approval and issuance of credit card for its customers. These 
new features attracted an average of 12,000 new customers 
applying for the credit card every month. Personalised 
recommendation driven by data analytics and mining tools, 
ensures that CT1 continues to outpace the Thailand’s Credit Card 
Industry by significant proportions.

Retail Payment
Product of the Year

Outstanding response to 
COVID-19, SME Loans

STERLING BANK
Understanding the vital importance of nation building and 
serving its fast growing SMEs, Sterling bank took quick and 
efficient steps to help its SME customers. By adopting a 
customer focussed approach, the bank introduced moratoriums 
extending up to 4 months, halted rental repayments for existing 
loans and also enabled widespread financial inclusion by 
providing financial aid to new-to-bank SMEs.

RETAIL PAYMENT PRODUCT OF THE YEAR

OUTSTANDING RESPONSE TO COVID-19, SME LOANS
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TECHNOLOGY 
AWARDS

DANSKE BANK
With a forward-thinking mindset, Danske Bank leveraged open 
banking to support new customer demands and stay ahead 
of competition. By launching payment initiation, Danske Bank 
in partnership with Nordic API Gateway, enables to customers 
to make payments and transfers between their own accounts 
across several different banks right from Danske Bank’s Mobile 
Bank. With this innovation, Danske Bank is becoming the 
preferred banking interface allowing its customers to manage 
their finances across banks in one place.

Best Open Banking 
Initiative 

Best AI Initiative

STANDARD CHARTERED (GROUP)
Standard Chartered’s Global Business Services team developed 
an E2E AI capability to automate Retail Cheque Clearing Flow. 
The solution offers a scalable centralised automation of blind 
data entry, technical verification and signature verification 
which are predominantly human intensive processes at most 
banks thus improving consistency and enhanced processing 
throughput. With this solution, the team aims to provide at least 
50% of cost reduction via automation.

BEST OPEN BANKING INITIATIVE

BEST AI INITIATIVE
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TECHNOLOGY 
AWARDS

NATIONAL AUSTRALIA BANK
National Australia Bank’s chatbot service - the NAB Virtual 
Assistant (VA) is an essential channel for retail customers and 
it currently handles 150,000 simple queries per month across 
its digital platforms: the NAB app, Internet Banking, and Voice 
Assistants. NAB also implemented an advanced AI content 
management platform that enabled changes to the VA content 
which could be implemented within minutes, allowing VA to 
quickly respond to product and service changes, including 
COVID-related product changes implemented by NAB. In the 
midst of the pandemic, VA grew by 192% to meet 60% overall 
growth in inquiries that NAB was facing.

Best Chatbot Service

Best Chatbot Service

STANDARD CHARTERED BANK 
FOUNDATION SERVICES AND 
TECHNOLOGY STRATEGY (FSTS)
To provide end to end support across applications used by 
Retail & Consumer Banking, Chatbots using Unified Secured 
Framework were deployed with a goal of offering Self Service 
Capability to the internal customers/stakeholders and reducing 
the number of repetitive queries handled by SRE teams. As on 
Jul’20 YTD, 5.3k Chatbot hits have been recorded YTD and 1.5k 
repeated user queries estimated to be addressed through bots.

BEST CHATBOT SERVICE
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TECHNOLOGY 
AWARDS

NATIONAL DEVELOPMENT BANK PLC
National Development Bank’s strategic move in the adoption of 
RPA technology in its processes such as monitoring of customer 
loan covenants, handling complaints, extracting credit reports 
of customers among others has reduced manual hours and 
increased efficiency across many services. The outcomes have 
been all positive, such as elevated efficiency levels, greater job 
satisfaction for the team and an improved cost of income ratio 
of 37%, an industry best, and enhanced profitability. Best RPA Initiative

Best RPA Initiative

KRUNGSRI CONSUMER 
With the key objectives of increasing productivity and enhancing 
customer experience SMART-UP 360 RPA Model - an advanced 
‘scale up’ RPA was implemented at Krungsri Consumer. This 
model represents the integration of RPA, Digital Workflow, and 
OCR technology to automate end-to-end processes. A total of 
56 processes are now operated by robots with over 3.3 million 
robot transactions replacing the work by human amounting to 
over 154,000 hours to date.

BEST RPA INITIATIVE



The Digital Banker | Awards Issue   73

VENDOR 
AWARDS

FINASTRA INTERNATIONAL FINANCIAL 
SYSTEMS PTE LTD
Finastra unlocks the potential of people and businesses in 
finance, creating a platform for open innovation. Fusion Essence 
2020 is a next-generation core banking platform that forms the 
foundation for Finastra’s digital suite of applications. With all 
key banking services inbuilt, including accounts, deposits, loans 
and payments, the workflow is easily configurable with rich set 
of web services and high levels of STP aligned to banking best 
practice. The solution also includes optional components such 
as Islamic banking, teller, and analytics using Microsoft’s Power 
BI. Through its open, secure and reliable solutions, Finastra’s 
customers are empowered to accelerate growth, optimise cost, 
mitigate risk and continually evolve to meet the changing needs 
of their customers.

Best Core Banking 
Software Suite

BEST CORE BANKING SOFTWARE SUITE
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DIGITAL INNOVATION 
AWARDS

OCBC BANK
Money management all-in-one app - OCBC Mobile Banking 
provides customers with the essential tools to have control of 
their finances. Introducing a wide array of useful tools such 
as money insights – to know and track your cashflow, savings 
goal, budgeting and actionable insight – a tool which provides 
financial literacy, advisory as well as cross-sells, OCBC has 
enabled customers to manage their money in a fuss-free 
manner. So far, 1 million customers have received 7 million 
insights monthly, with the bank’s AI engine identifying Covid-19 
related trends thereby further identifying unique insight for 
customers.

Excellence in 
Digital Innovation

EXCELLENCE IN DIGITAL INNOVATION

EXCELLENCE IN DIGITAL WEALTH MANAGEMENT

Excellence in Digital 
Wealth Management

OCBC BANK
Designed with the young investor in mind, RoboInvest makes 
investing a breeze with a low entry of just US$100. Customers 
can register and start investing in less than 5 minutes and can 
choose from 33 portfolios, like Gen Z or Future World, and 
fund their portfolio directly from the account of their choice. 
RoboInvest has resulted in democratising wealth for young 
Singaporeans with high-quality wealth solutions at a fraction of 
the cost.
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DIGITAL INNOVATION 
AWARDS

BEST DIGITAL TRANSFORMATION PROGRAM

Best Digital 
Transformation 
Program

MAYBANK PHILIPPINES, INC. 
Maybank2U – Maybank’s online banking facility and iSave – a 
fully digital savings account has enabled Maybank Philippines to 
become an advocate of financial inclusion. Maybank’s journey to 
transform digitally has enabled customers to transfer funds real-
time, pay bills to over 150 billers, maintain time deposits, eForex 
conversions among other via its online banking facility.
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DIGITAL INNOVATION 
AWARDS

Outstanding Digital 
Acceleration in
response to COVID-19

STANDARD CHARTERED BANK 
FOUNDATION SERVICES AND 
TECHNOLOGY STRATEGY (FSTS) 
Continuing to lead way with ‘Disrupting through Digital’, 
Standard Chartered Bank’s ‘Global Flexi’ seamlessly enabled 
transaction processing ‘from home’ for its clients, front-line staff 
and operations – ensuring safety and business resilience during 
COVID-19. Implemented in 3 weeks across 16 markets and 
380 critical processes, this solution enabled front-line staff to 
upload critical client email instructions into digital workflow for 
processing thereby taking another step in ‘digitising paper flows.’

OUTSTANDING DIGITAL ACCELERATION
IN RESPONSE TO COVID-19

Outstanding Digital 
Acceleration in
response to COVID-19

AMBANK GROUP MALAYSIA 
AmBank is proud to be the pioneer in offering the cutting edge 
and innovative solution via Application Programming Interface 
(API), first in the industry that enable non-face-to-face customer 
acquisition for businesses in Malaysia.  Our success in providing 
a seamless experience to end users through a secured platform 
with real-time and accurate information has proven to help 
our customers in their online acquisition during the Movement 
Control Order (MCO) by triple up the account opening from 
50,000 in January to 145,000 by Oct 2020. This platform is now 
a catalyst and enabler for innovation in e-Payments, delivering 
a quantum leap in value proposition and convenience for 
consumers and businesses.



The Digital Banker | Awards Issue   77

DIGITAL INNOVATION 
AWARDS

Outstanding
Digital Innovation 
in SME Banking

CIMB BERHAD 
CIMB’s Amazing Customer Experience (ACE) - a leading 
commercial lending platform aims to delight SME customers 
and transform the way they interact with the bank’s Relationship 
Managers for their commercial financing and advisory needs. 
Features of ACE include fully and semi-automated credit 
approval on a case-by-case basis, an all-digital application 
process, usage of OCR-NLP to automate data population adding 
a new dimension to SME banking.

OUTSTANDING DIGITAL INNOVATION
IN SME BANKING

Best Digital Market
Entry Strategy

KASIKORNBANK PCL 
Digital adoption in wealth management solution has gained 
momentum. To ride this wave, a 3-party consortium between 
KASIKORNBANK, Lu International and Robowealth, introduced 
the Finvest app - an investment marketplace application for 
local investors at any investment stage with access various 
investment products and asset types with no boundaries. 
KASIKORN through Finvest aims to eliminate the restriction of 
wealth management previously reserved for affluent individuals.

BEST DIGITAL MARKET ENTRY STRATEGY
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DIGITAL INNOVATION 
AWARDS

Best API Initiative

UNITED OVERSEAS BANK LIMITED 
UOB strives to provide its customers with innovative yet secured 
payment options that enable customers to make payments in 
a simple, easy and quick way. With its Fitbit Pay and Pay-with-
Points API, UOB has made banking experience frictionless for its 
customers by integrating digital services into their purchasing 
and billing paying journey.

BEST API INITIATIVE

Best Automated
Chatbot Initiative

NATIONAL AUSTRALIA BANK 
National Australia Bank’s chatbot service - the NAB Virtual 
Assistant (VA) is an essential channel for retail customers and 
it currently handles 150,000 simple queries per month across 
its digital platforms: the NAB app, Internet Banking, and Voice 
Assistants. NAB also implemented an advanced AI content 
management platform that enabled changes to the VA content 
which could be implemented within minutes, allowing VA to 
quickly respond to product and service changes, including 
COVID-related product changes implemented by NAB. In the 
midst of the pandemic, VA grew by 192% to meet 60% overall 
growth in inquiries that NAB was facing.

BEST AUTOMATED CHATBOT INITIATIVE
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DIGITAL INNOVATION 
AWARDS

Best Digital Financial 
Inclusion Initiative

STANDARD CHARTERED
(WEALTH AFRICA) 
As a leading international banking group with over 50-year 
history in some of the world’s most dynamic African markets, 
Standard Chartered Bank offers its African customers 
unparalleled wealth specialist capabilities. The bank supports 
clients and companies by providing market leading investment 
and insurance solutions via digital channels to drive the creation 
of wealth across the region.

BEST DIGITAL FINANCIAL INCLUSION INITIATIVE

Best Digital
Sales Initiative

CIMB BERHAD
Set to redefine customer experience, and exponentially grow 
its customer base via digital channels, CIMB increased its CASA 
acquisition via digital channels by 43% in just 3 months. It’s 
Online-to-Branch account opening process, allows customer 
to start their journey with the bank by filling up e-form, before 
completing KYC process at the branch. By completing part of the 
process online, the waiting time at the branch has reduced by 
62% from 8 mins to just 3 mins.

BEST DIGITAL SALES INITIATIVE
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DIGITAL INNOVATION 
AWARDS

Best Pure-Play Digital 
Current Account

MAYBANK MALAYSIA 
As a digital-first bank, Maybank provides its business banking 
customers ultra-convenient banking services in Malaysia. This 
current account can be opened from anywhere and customers 
can access a host of banking solutions that can support their 
operational demands and meet expansion needs as soon as 
they activate their accounts. The solutions are available to new 
as well as existing customers right from MSMEs to sole and non-
sole proprietors. Since the launch of over 21,000 new-to-bank 
accounts have been opened with 73% account activation rate.

BEST PURE-PLAY DIGITAL CURRENT ACCOUNT

Best Digital 
Payments Initiative

MAYBANK MALAYSIA
This one-of-a-kind payment initiative is a e-wallet in Malaysia 
which merges both e-wallet functions and mobile banking 
features, enhancing payment service capabilities that include an 
in-app virtual Visa debit card, QRPay contactless payments and 
seamless money transfer functions. Total transactions to date 
stand at 21 million with a record 91% users actively using this 
e-wallet to carry out day-to-day transactions.

BEST DIGITAL PAYMENTS INITIATIVE
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SERVICE INNOVATION 
AWARDS

Best Financial 
Inclusion Initiative

SIAM COMMERCIAL BANK PCL
Siam Commercial Bank launched its on-demand wage access 
option for salaried employees, called “MeTang”, through 
the SCB Mobile Application. This payroll innovation allows 
salaried employees to receive their pay instantly without 
waiting for scheduled paydays. MeTang enables employees 
deal with financial emergencies and manage personal finance 
needs based on their fixed income. Over 60% eligible salaried 
employees have used “Me Tang” accessed via SCB EASY App and 
THB 16 million loans have been approved.

BEST FINANCIAL INCLUSION INITIATIVE

Best Customer Centric
Business Model

KASIKORNBANK PCL
To foster a customer-centric model in its products and services, 
KBank collaborated with Grab to make lending more accessible 
and easier thereby eliminating informal debt with brutal 
interests. With the K PLUS App, this initiative has successfully 
converted informal debtors into formal debt. The response 
rate to this initiative stood at 70% with loan booking witnessing 
exponential growth all the while enhancing Thailand’s financial 
inclusivity.

BEST CUSTOMER-CENTRIC BUSINESS MODEL
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SERVICE INNOVATION 
AWARDS

Best Mass Affl  uent 
Banking Off ering

STANDARD CHARTERED BANK 
MALAYSIA BERHAD (WEALTH)
The SMART Wealth Management framework by Standard 
Chartered Bank uses a combination of solutions, market 
insights, advisory, relationship management and technology 
to gain a good understanding of what clients want and 
support them in achieving their financial goals. By leveraging 
on technology, the bank has deployed a digital investment 
platform, an investment pooling solution to augment a client’s 
transactions.

BEST MASS AFFLUENT BANKING OFFERING

Best Payments
Innovation

SIAM COMMERCIAL BANK PCL
To help customers make the payment anywhere in the world 
faster, cheaper and more reliable, Siam Commercial Bank 
embedded RippleNet - an advanced remittance using Blockchain 
technology, into its mobile banking application. With this 
initiative, 4 main currencies; SG, USD, GBP, EUR and 12 corridors 
will enhance the process of inbound and outbound remittances 
by reducing time, increasing transparency and security of 
transaction.

BEST PAYMENTS INNOVATION
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SERVICE INNOVATION 
AWARDS

Outstanding 
Innovation Program

TAISHIN INTERNATIONAL BANK
Taishin Innovative Finance Lab focuses on customer services 
and understands how FinTech integrates in a customer’s daily 
business. Taishin combines innovative finance with cross-
industry technology application to further enhance its digital 
finance ecosystem for its customers to provide superior service 
while optimising customer experience. With the foundation of 
Taishin Innovative Finance Lab, the bank strengthens merchants’ 
competitiveness while establishing customer-centricity to its 
innovative solutions.

OUTSTANDING INNOVATION PROGRAM

Outstanding Financial 
Inclusion in response 
to COVID-19

MAYBANK MALAYSIA
In response to COVID-19, Maybank’s online banking platform 
assisted customers to apply for moratorium options and 
payment holidays in an efficient and quick manner. The bank 
personalised the process for its customers by identifying 
customers whose loans were eligible for the said moratorium. 
The customers then, just need to select their eligible loans and 
confirm with a TAC. Since inception, Maybank has processed 
more than 249,000 applications for both retail customers and 
SMEs.

OUTSTANDING FINANCIAL INCLUSION
IN RESPONSE TO COVID-19



84   The Digital Banker | Awards Issue

FRICTIONLESS 
AWARDS

Outstanding Client 
Onboarding & 
Account Opening

STANDARD CHARTERED (GROUP)
Standard Chartered Bank has transformed client onboarding 
and account opening journey by focusing on its clients’ 
satisfaction at every touch point. This best in class, state of the 
art digital onboarding solution offers instant, error free and 
compliant account opening across a range of products including 
savings, deposit, card and personal loan. With features such as 
anytime, anywhere engagement using mobile devices enabling 
capabilities like e-KYC, facial recognition and liveliness, Video 
KYC and instant approvals, Standard Chartered’s account 
opening and onboarding ensures a digital journey.

OUTSTANDING CLIENT ONBOARDING & ACCOUNT OPENING

Outstanding Client 
On-boarding & Account 
Opening, Middle East

QATAR ISLAMIC BANK
QIB introduced the new Digital Onboarding process - a seamless 
service to further augment customer experience, thereby 
allowing prospective customers to start a relationship with the 
bank by opening their accounts in a fast, simple and secure 
way. The feature allows customers to enjoy anywhere anytime 
banking and be onboarded in just 5 minutes. In 2020, over 82% 
customers opened an account with QIB through the Digital 
Onboarding feature.

OUTSTANDING CLIENT ONBOARDING & 
ACCOUNT OPENING – MIDDLE EAST



The Digital Banker | Awards Issue   85

FRICTIONLESS 
AWARDS

Best Digital 
Account Opening

ZA BANK
As the 1st Virtual Bank in Hong Kong, Za Bank’s primary 
objective is to provide a greater digital banking experience 
which is interactive, engaging and efficient. Za Bank’s account 
opening features brings to reality the simplest and most 
convenient way to start a banking relationship. A new customer 
can open an account with Za Bank anytime in just 6 steps, with 
1 smart phone, 1 HKID card and 1 selfie in just under 5 minutes, 
thereby revolutionising customer experience with effective 
implementation of technology.

BEST DIGITAL ACCOUNT OPENING

Best Digital 
Account Opening, 
Middle East

AL HILAL BANK
Ahlan, Al Hilal Bank’s mobile banking app has redefined the 
concept of digital account opening by enabling new-to-bank 
customers to open a new savings account instantaneously with 
the bank in just 3 simple steps.  Over 80% of the bank’s new-to-
bank customer have been acquired through Ahlan which not 
only reduced the cost of new to bank acquisition but also helped 
transform sales channels.

BEST DIGITAL ACCOUNT OPENING, MIDDLE EAST
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FRICTIONLESS 
AWARDS

Best e-KYC

INNOCELLS BY BANCO SABADELL
Looking to fundamentally transform and digitalise its banking 
experience, InnoCells by Banco Sabadell, enlisted Onfido’s help 
to transform its KYC process. With Onfido’s technology, Banco 
Sabadell can now instantaneously verify customer identification 
via biometric identification, resulting in a 100% digital 
identity verification process for its clients. The e-KYC solution 
guarantees robust protection against fraud, with an annual 
verification acceptance rate of 90%. This solution is designed to 
be extrapolated to all online customer registrations for other 
products, services or any customer sign-up processes.

BEST eKYC

Best App for 
Customer Experience

ZA BANK
ZA Bank is Hong Kong’s first virtual bank. As a leader in the 
FinTech space, the bank believes technology can make banking 
services interactive, secure and convenient. The bank’s seamless 
user experience and ability to manage all banking transactions 
from one app has redefined the banking experience in many 
ways. Za Bank’s innovative products and services have earned 
trust and confidence, allowing it to cross HK 2.4 billion of 
deposits as of 30 June 2020.

BEST APP FOR CUSTOMER EXPERIENCE & 
BEST FRICTIONLESS CUSTOMER EXPERIENCE
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FRICTIONLESS 
AWARDS

Outstanding 
IT Transformation

ABSA REGIONAL OPERATIONS,
ABSA GROUP
Given the size of Absa’s Separation Programme from Barclays 
PLC, technology and innovation were the cornerstone for 
ensuring a seamless banking experience.  The separation 
programme involved upgrading the core banking infrastructure, 
enhancing scalability, flexibility and agility, while also 
undertaking the single largest data and system migration in 
Africa. Further, customers in nine countries were migrated to an 
all new online banking platform with minimal interruption thus 
enhancing customer experience and widespread engagement 
through greater stability and an upgraded user interface.

OUTSTANDING IT TRANSFORMATION

Best Automated 
Advisory Service

UNITED OVERSEAS BANK LIMITED
Bond Explorer is a first-of-its-kind bond portfolio analytical 
and comparison tool that comprises of many first-to-market 
functionalities such as online bond factsheets, interactive 
interest rate sensitivity analysis, performance analysis among. 
It is a purpose-built digital advisory platform that allows UOB’s 
clients to make the informed and insightful decisions.  There 
was a significant increase of 146% incremental revenue of clients 
who used Bond Explorer’s recommendation to trade.

BEST AUTOMATED ADVISORY SERVICE
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FRICTIONLESS 
AWARDS

Best Self Service
Banking

STANDARD CHARTERED (MALAYSIA)
Standard Chartered Malaysia has transformed into a fully online 
retail bank by placing 100% of its retail banking services online 
and on its mobile app. Functions such as account opening and 
onboarding, payments, funds transfers, card management and 
customer profile management-- everything a retail banking client 
needs can now be done online. As a journey, this is a significant 
milestone and many firsts for the market. 

BEST SELF SERVICE BANKING

Best Self Service 
Banking

TAISHIN INTERNATIONAL BANK
With a goal to innovate and improve self-service banking, Taishin 
Bank transformed its ATMs with features such as card-less 
and facial recognition withdrawal, optimised fund transfer and 
applied marketing tools such as personalised recommendation 
to further increase product sales and engage with customers. 
With this solution, customer satisfaction now stands at 95.2% 
and product sales grew by 23%.
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FRICTIONLESS 
AWARDS

Best Self Service 
Banking, Middle East

QATAR NATIONAL BANK
Qatar National Bank strives to enhance its digital capabilities to 
fulfill customer requirements and provide convenient banking 
solutions. To help improve the bank’s process efficiencies and 
manage resources effectively, Cardless Cheque Deposit to 
simplify the cheque deposit process at ATMs was launched. 
Further in 2020, QR Authentication via Mobile Banking and 
Contactless Authentication via QNB Contactless Card to facilitate 
simple and efficient banking.

BEST SELF SERVICE BANKING, MIDDLE EAST

Best Mobile 
Payments Service

WAVE MONEY
WavePay is a digital wallet that meets the lifestyle needs of 
digital natives in urban Myanmar while also advancing greater 
financial inclusion among the unbanked rural population. 
It currently serves more than 24 million customers with its 
network covering more than 89% of the country.  During this 
COVID-19 pandemic, through “WavePay It Forward” campaign 
government, NGOs and humanitarian agencies efficiently and 
securely mobilised and disburse emergency funds to vulnerable 
sectors. Between January 2020 to August 2020, Wave Money 
moved an equivalent to 7% of Myanmar GDP just in remittances 
which represented a 19% increase from the same period last 
year.

BEST MOBILE PAYMENTS SERVICE
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FRICTIONLESS 
AWARDS

Best Data Analytics 
Initiative

TAIPEI FUBON COMMERCIAL
BANK CO., LTD. 
Taipei Fubon set to optimise its wealth management business, 
arming its financial consultants right tools to make decisions 
that can have the greatest impact on its clients as well as 
the bank as a whole. The bank introduced a dynamic sales 
dashboard  – a data-driven decisioning enabling tool with real-
time checks such as performance indicators, observation of 
key products while  augmenting customer loyalty by engaging 
regularly with clients. This initiative led to an 5.8% y-o-y 
increase in number of high-net-worth clients and assets under 
management increased by 8.9% y-o-y.

BEST DATA ANALYTICS INITIATIVE

Outstanding Customer 
Service Transformation

UNITED OVERSEAS BANK LIMITED
UOB’s transformation of its customer experience and service 
across its branches in Singapore led to industry leading 
customer satisfaction levels. The holistic programme was built 
on foundations of strong customer insights, people development 
and cultural transformation to ensure that mindsets were 
aligned with skillsets and new hardware. Key outcomes of the 
transformation include, reduction by 74% y-o-y in complaints 
relating to branches and customer engagement rates on the 
real-time feedback platform increased 3500%. 

OUTSTANDING CUSTOMER SERVICE TRANSFORMATION
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FRICTIONLESS 
AWARDS

Best Frictionless 
Customer Relationship 
Management

HSBC BANK MALAYSIA BERHAD 
Leveraging on the strength of HSBC’s global footprint, HSBC 
Malaysia’s Global View Global Transfer – a 24/7 Foreign Currency 
Transfers with real-time foreign currency conversion, allows 
customers to link HSBC accounts in multiple countries and 
transact within a single online banking experience. Customers 
enjoy competitive real-time foreign exchange rate as well as 
personalised rates. With this, HSBC Malaysia aims to enhance 
its digital initiatives and make banking cost-effective and 
personalised for its customers.

BEST FRICTIONLESS CUSTOMER
RELATIONSHIP MANAGEMENT
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MARKETING & CUSTOMER 
AWARDS

Best Customer 
Relations & Brand 
Engagement Initiative

KASIKORNBANK PCL 
In an attempt to channel and engage Thailand’s digitally active 
Gen Z population, KBank’s collaborated with BLACKPINK 
and B.A.D-it platform, to raise awareness about its banking 
products and solutions. The collaboration with BLACKPINK on 
the B.A.D-it platform, increased the brand engagement and 
customer relations as registration on the platform crossed 
50,000, VDO views crossed 160 million with over 20 million 
engagements (likes, shares, comments).

BEST CUSTOMER RELATIONS & BRAND
ENGAGEMENT INITIATIVE

Best Lifestyle App

U CHOOSE, KRUNGSRI CONSUMER
UChoose, Lifestyle Super App’s latest features – the credit 
card, U Mall – an e-marketplace, U Insure – an online insurance 
channel, U Trend – a lifestyle and financial tips blog - gives 
customers the power to manage credit cards, make QR code 
payments, earn rewards, and avail lifestyle services in a matter 
of seconds. “UChoose” engages over 600,000 customers via 
promotions every month.

BEST LIFESTYLE APP
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MARKETING & CUSTOMER 
AWARDS

Best Customer
Loyalty Program

HSBC BANK (SINGAPORE) LIMITED 
HSBC Jade Passport offers seamless banking to Jade customers 
with a minimum investable asset of US$1million across 
three wealth hubs in Asia - Hong Kong SAR, mainland China 
and Singapore. Jade customers in these markets are able to 
establish connected relationships across all three markets 
without the hassle of maintaining 3 different accounts and 
opens up the Jade status and benefits that each market has to 
offer.

BEST CUSTOMER LOYALTY PROGRAM 

Outstanding
Digital Marketing 
Initiative

CIMB THAI BANK 
PUBLIC COMPANY LIMITED
CIMB Thai demonstrated its digital transformation not just in its 
products and services but also in its marketing strategy. For the 
launch of ‘Chill D’ Digital Savings account, CIMB Thai’s marketing 
campaigns featured 6 videos across social media channels and 
also partnered with influencers. The videos generated 30,000 
average views in just one month and influencers’ promotions 
gained over 1 million views. This boosted ‘Chill D’ Digital Savings 
account openings by 34%, with a spillover effect of increasing 
daily sign-ups to its mobile app by 12%, and social media 
followers by 1 million.

OUTSTANDING DIGITAL MARKETING INITIATIVE
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MARKETING & CUSTOMER 
AWARDS

Outstanding
Social Media Campaign

METROPOLITAN BANK & TRUST 
COMPANY, CONSUMER BUSINESS 
SECTOR 
Metrobank has effectively tapped the power of social media to 
reach the younger segment through curated content and by 
collaborating with 30 Social Influencers to launch three new 
credit cards. The social media campaign was a success as two of 
the three cards saw over 30% growth in card sign-ups.

OUTSTANDING SOCIAL MEDIA CAMPAIGN 

Outstanding 
Personalised 1:1 
Marketing Initiative

TAISHIN INTERNATIONAL BANK
Taishin analyses customer behaviour via real-time capabilities 
to design one-to-one personalised messages to engage with its 
customers, and  recommend products or services that meets 
customer needs. Currently the bank has achieved a turnover 
rate of 51% in specific marketing activity, with 45% increase in 
customer contribution. Customer satisfaction post personalised 
marketing increased by 27% while average product holding per 
customer also saw a jump.

OUTSTANDING PERSONALISED 1:1 MARKETING INITIATIVE
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MARKETING & CUSTOMER 
AWARDS

Best Social Media 
Marketing Initiative

STANDARD CHARTERED BANK 
MALAYSIA BERHAD (WEALTH) 
Standard Chartered Wealth Management employed the 
Facebook Live initiative to build awareness around wealth 
management and engage with clients further. From organising 
monthly Facebook live session between January 2019 to 
December 2019 to enabling customers/audiences to have direct 
access to financial experts, the wealth management team has 
broadened its reach and increased its visibility.  The monthly 
FB initiative has managed an impressive 545k reach, 131k views 
and 5.1k engagements.

BEST SOCIAL MEDIA MARKETING INITIATIVE 

Best New
Product Launch

CIMB THAI BANK
PUBLIC COMPANY LIMITED 
CIMB Thai demonstrated its digital transformation not just in its 
products and services but also in its marketing strategy. For the 
launch of ‘Chill D’ Digital Savings account, CIMB Thai’s marketing 
campaigns featured 6 videos across social media channels and 
also partnered with influencers. The videos generated 30,000 
average views in just one month and influencers’ promotions 
gained over 1 million views. This boosted ‘Chill D’ Digital Savings 
account openings by 34%, with a spillover effect of increasing 
daily sign-ups to its mobile app by 12%, and social media 
followers by 1 million.

BEST NEW PRODUCT LAUNCH
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MARKETING & CUSTOMER 
AWARDS

Best Product 
Innovation

RHB BANK BERHAD
A one-of-a-kind product, RHB introduced the RHB Motion Code 
Credit Card/-i which comes with dynamic CVV feature displayed 
on a mini screen in the card itself. Powered by a battery, the CVV 
changes every four hours protecting customers from credit card 
fraud. With this innovation, credit card sales grew by 39%. RHB, 
with this new innovation, is helping Malaysia become a digital-
first nation.

BEST PRODUCT INNOVATION
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OMNICHANNEL 
AWARDS

Best ATM Innovation

AU JIBUN BANK CORPORATION
A digital bank with no branches, au Jibun Bank in Japan has 
accelerated its service in 2020 by expanding its channels to 
encompass several ATM networks to provide the innovative 
services of ‘Smartphone ATM.’  With the ‘Smartphone ATM’ – a 
QR code-based solution which eliminates the use of plastic cash 
cards, customers can now withdraw/deposit cash at over 37,000 
ATMs nationwide.

BEST ATM INNOVATION
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OMNICHANNEL 
AWARDS

Best Mobile Banking

COMMONWEALTH BANK OF 
AUSTRALIA
The CommBank App has evolved from a simple and safe way for 
customers to service their everyday banking needs, to a hyper-
personalised, deeply engaging, smart money management tool. 
With over 6 million active users, the app provides access to a 
wide range of products and services such as instant transfers, 
cardless cash withdrawals from ATMs, proactive customer 
support via AI chatbot Ceba, expense tracker, budgeting tools 
among others alongside unparalleled actionable insights.

BEST MOBILE BANKING

Best Mobile Banking

STANDARD CHARTERED (MALAYSIA)  
Standard Chartered Malaysia has transformed into a fully online 
retail bank by placing 100% of its retail banking services online 
and on its mobile app. Functions such as account opening and 
onboarding, payments, funds transfers, card management and 
customer profile management-- everything a retail banking client 
needs can now be done online. As a journey, this is a significant 
milestone and many firsts for the market.
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OMNICHANNEL 
AWARDS

Outstanding 
Omni-Channel 
Integration

HSBC BANK (SINGAPORE) LIMITED
HSBC Wealth and Personal Banking Singapore has in place 
comprehensive Digital Wealth Transformation initiative to 
improve customer interaction by leveraging digital technology. 
With the introduction of Wealth Tablet, the bank digitised its 
wealth management processes with Adobe’s technology. This 
enabled an end-to-end digital experience allowing relationship 
managers to better serve their customers.

OUTSTANDING OMNI-CHANNEL INTEGRATION

Outstanding 
Omni-Channel 
Integration

DANSKE BANK  
Danske Bank’s focus on an omnichannel experience is embodied 
in delivering the best customer meeting journey. By developing 
an end-to-end flexible customer journey – rather than an 
isolated meeting booking service – Danske Bank has succeeded 
in both exceeding customer expectations and catalyzing its 
digital service model transformation for its advisors. Danske 
Bank has experienced a growth of 140% in number of online 
meetings held.
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OMNICHANNEL 
AWARDS

Outstanding 
response to COVID-19, 
Branchless Banking

INDUSIND BANK
Indusind bank believes in empowering customers digitally and 
hence identified opportunities to serve them better by enabling 
innovative solution such as Video KYC and Debit card-less 
transaction via mobile app which allowed customer to carry on 
banking functions as usual.  The bank saw over 70% customers 
using Video KYC process to complete their account opening 
which resulted in 5X growth in digital deposits since March 2020. 

OUTSTANDING RESPONSE TO COVID-19, 
BRANCHLESS BANKING

Best Internet Banking 
Initiative

MAYBANK MALAYSIA 
As customers increasingly use e-commerce platforms to 
shop, Maybank partnered with one of the largest e-commerce 
platforms in South-east Asia to introduce its co-branded Visa 
Platinum Credit Card. Customers – both new-to-bank and 
existing ones can complete a digital end-to-end process and 
receive their cards which offers a plethora of benefits. Maybank 
has approved over 11,000 applications since its launch.

BEST INTERNET BANKING INITIATIVE
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PEOPLE & EMPLOYEE 
AWARDS

Outstanding Staff  
Training, Learning & 
Development Program

UNITED OVERSEAS BANK LIMITED
In an environment where work is being transformed by 
technology and customer expectations, we are nurturing a 
mindset that is curious and open to new avenues of personal 
and professional growth. UOB’s trainings are part of our long-
term commitment to nurture talent and empower them to take 
control of their future.

OUTSTANDING STAFF TRAINING,
LEARNING & DEVELOPMENT PROGRAM

Best CSR Initiative

RCBC BANKARD 
RCBC Bankard developed a new online process whereby 
cardholders were empowered to help in the relief efforts in 
relation to Covid-19.  Removing the financial burden of charging 
donations through the card, RCBC Bankard encouraged 
its cardholders to redeem their rewards points in order to 
lend a hand to front liners, vulnerable communities, and 
underprivileged students.  As of the 2nd half of 2020, a total 
of 13,513,600 Reward Points was redeemed and donated to 
four beneficiary foundations and 5,033,200 reward points were 
redeemed and used to purchase 280 tablets to be donate to 
three beneficiary foundations.

BEST CSR INITIATIVE
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PEOPLE & EMPLOYEE 
AWARDS

Best Graduate 
Employment 
Program

UNITED OVERSEAS BANK (THAI) PCL
The UOB (Thai) Management Associate Program is a part of 
UOB’s strategic endeavor to attract the best in class graduates 
and equip them with sound understanding of business practices. 
The program is designed to develop talents for UOB global 
leadership positions. With continuous support provided right 
from the recruiting stage to development process, the program 
is designed to find bright young minds to drive a sustainable 
business plan while remaining competitive.

BEST GRADUATE EMPLOYMENT PROGRAM

Best HR Strategy, 
Egypt

BANQUE MISR 
Inspired by the bank’s strategic objective and built on 4 pillars 
- organisational effectiveness, safe environment, sustainability 
and growth, Banque Misr’s HR Strategy aims to cultivate a 
positive work culture which translates into productivity at work 
and customer friendly attitude among its employees. Banque 
Misr’s strategy has resulted in just 0.001% turn over and less 
than 0.0007% resignations.

BEST HR STRATEGY, EGYPT
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PEOPLE & EMPLOYEE 
AWARDS

CEO of the Year

JANE FRASER, CEO OF CITI
GLOBAL CONSUMER BANKING
A seasoned CEO, Jane Fraser has spent the last seven years 
- first as CEO of the U.S. Consumer and Commercial Banking 
and CitiMortgage and more recently as CEO of Citigroup 
Latin America before taking over the reins as CEO of Global 
Consumer Banking in 2019. During her tenure in Latin America, 
Citi underwent significant restructuring of operations and 
substantial investment in technology and digital capabilities 
was made in Mexico. Citi in more recent times has undertaken 
significant steps to transform its products and services, 
in the process building a digital ecosystem which fosters 
collaboration with companies such as Zelle and Google in US. 
In her current remit she is responsible for retail banking and 
wealth management, credit cards, mortgage and operations and 
technology in 19 markets.

CEO OF THE YEAR
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PEOPLE & EMPLOYEE 
AWARDS

Retail Banker 
of the Year

VICKY KONG, REGIONAL HEAD OF 
WEALTH MANAGEMENT, GCNA 
AND GLOBAL HEAD OF WEALTH 
PROPOSITION AT STANDARD 
CHARTERED BANK
In one of the most turbulent years for Hong Kong - first with the 
pro-democracy protests and later with Covid-19, Vicky Kong, 
helmed the retail banking operations at Standard Chartered 
Hong Kong. During this period, SC Hong Kong’s retail operations 
grew significantly in light of newly implemented customer 
experiences with the launch of real-time client on-boarding via 
digital channels, renewed wealth and FX platforms, SC QR Cash 
cardless cash withdrawal, SC Keyboard fully integrates with the 
mobile app.  In the 1st quarter on 2020, under her leadership, 
the bank introduced a personalised wealth management tool 
- My RM which facilitates easy and real-time access to latest 
market information and allows clients to interact with their 
relationship managers remotely. She spearheaded these digital 
initiatives, thus ensuring a client-friendly banking services via 
digital platforms.

RETAIL BANKER OF THE YEAR, ASIA
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COUNTRY AWARDS
(ASIA)

Best Retail Bank
Thailand

KASIKORNBANK PCL
Leading the way with strategic partnerships, this bank has 
succeeded in embedding itself into the daily life of its customers. 
The bank has partnered with companies such as Grab and 
Lazada to foster financial inclusion through outstanding lending 
initiatives further committing to its ‘Better Together’ vow. 
Further the bank has augmented its customer’s journey by 
innovating its KYC process, credit card and introducing a Covd-
19 insurance policy via digital channels. The bank’s commitment 
to its customer remains evident, especially during Covid-19 as 
the bank has provided financial support amounting to 186,850 
million Baht to 297,800 retail clients to date.

BEST RETAIL BANK THAILAND

Best Digital Bank
Thailand

TMRW BY UOB
Launched in Thailand and Indonesia, TMRW by United 
Overseas Bank (UOB) was born to deliver a Simple, Engaging 
and Transparent experience to ASEAN’s digital generation. 
TMRW is differentiated by its unique engagement strategy and 
data-driven business model. We offer innovative tools from 
personalised insights to gamified savings.

BEST DIGITAL BANK THAILAND
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COUNTRY AWARDS
(ASIA)

Best Retail Bank
Singapore

OCBC BANK
Customer-centricity is at the heart of OCBC’s consumer business; 
the bank “Stays True” to its customers and is continuously 
improving its product offering. OCBC’s digital platform enables 
a bank-in-the-pocket experience for its customers and allows 
them to enjoy a seamless omnichannel experience. On the 
bank’s profitability front, revenue growth was underpinned by 
significant activity in the insurance and wealth management 
sectors. The investments made by the bank to redefine its 
banking experience have significantly improved customer 
satisfaction and made banking fuss-free.

BEST RETAIL BANK SINGAPORE

Best Digital Bank 
Singapore

STANDARD CHARTERED (SINGAPORE)
Standard Chartered Singapore has developed its digital banking 
capabilities with the mobile app as the pillar of their core 
strategy. Through data-driven research and understanding 
client needs, they have developed the SC Mobile App into a 
comprehensive and a powerful banking experience. Creating 
a bank-in-the-app, StanChart’s mobile app caters to all client-
centric daily transactional and servicing needs, while also 
engaging clients on their lifestyle needs and goals to create a 
personalised and enriching experience. Today, mobile banking 
users make up 80% of the bank’s total digitally active users.

BEST DIGITAL BANK SINGAPORE
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COUNTRY AWARDS
(ASIA)

Best Digital Bank 
Philippines

UNIONBANK OF PHILIPPINES
UnionBank is at the forefront of digital transformation and 
continues to trailblaze digital banking in the Philippines with the 
goal to empower its customers with world-class solutions. UBP 
has introduced several digital measures to enhance customer 
satisfaction, some of them being digital account opening, In-
App mobile cheque deposit, retail loans platform – which has 
reduced loan approval time to just 3 mins, in addition to fully 
upgrading its UnionBank Online App. To date, close to 80% of all 
UnionBank interactions with customers are now routed through 
digital channels.

BEST DIGITAL BANK PHILIPPINES

Best Digital Bank 
Indonesia

MAYBANK INDONESIA
M2U - a comprehensive digital banking initiative is available 
24/7 with various new features that makes banking experience 
simple, fast and convenient. The bank made substantial 
improvements to its mobile app and other digital platforms; 
transactions increased by more than 130% year-on-year as new 
accounts could be opened via smartphone anytime, anywhere 
to enjoy various transactional facilities such as bill payments, 
purchases, fund transfer, QR Pay, E-wallet top-up. Further, 
financial management tools and various lifestyle features were 
integrated in the mobile app. With its digital banking initiatives – 
M2U, Maybank Indonesia aims to continue humanising financial 
services and improve customer journeys.

BEST DIGITAL BANK INDONESIA
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COUNTRY AWARDS
(ASIA)

Best Digital Bank
Hong Kong

STANDARD CHARTERED (HONG KONG)
Standard Chartered Hong Kong upholds the core philosophy 
to focus on clients’ needs and deliver outstanding service 
to its clients, combining the best of human touch & digital 
experiences. Digital solutions such as the SC Mobile App, user-
friendly wealth management platform to make investments 
as well as buy insurance, the Mobile Unit Trust platform 
which allows clients to track high dividend yielding funds, and 
the Foreign Exchange platform, enables the bank to make 
continuous strides in exceptional client service. Over 61.2% 
of the bank’s retail customer base is digital active with 53% of 
clients’ service requests being fulfilled digitally.

BEST DIGITAL BANK HONG KONG

Best Retail Bank
Taiwan

TAISHIN INTERNATIONAL BANK
Taishin has demonstrated innovation and customer-centric 
values that have helped shape Taiwan’s banking industry as a 
whole while achieving profitability and continuous growth, and 
fulfilling its corporate social responsibility. Innovations such as 
facial-recognition based ATM cash withdrawal service, JKOPAY 
credit card, Richart Digital Bank, and A.I. application in wealth 
management has transformed customer interaction and made 
banking convenient, and safe its customers.

BEST RETAIL BANK TAIWAN
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COUNTRY AWARDS
(ASIA)

Best Digital Bank
Taiwan

STANDARD CHARTERED (TAIWAN)
Standard Chartered Taiwan provides a distinctive and seamless 
digital banking experience for customers. The bank’s digital 
proposition includes SC Keyboard Banking – a unique innovation 
allowing customers to make payments without leaving their 
messaging app, LINE Official Account & Chatbot Stacy for 
interactive and personalised services and digital co-lending 
partnership where customers can avail loans with just 5 data 
inputs. The bank aims to build an end-to-end digital bank 
complemented by a digitally-enabled ecosystem that seamlessly 
interlocks with external ecosystems.

BEST DIGITAL BANK TAIWAN

Best Digital Bank
Pakistan

STANDARD CHARTERED (PAKISTAN)
As the largest and fastest growing foreign bank in Pakistan, 
Standard Chartered  (Pakistan) offers best in class services to 
its customers across all lines of banking. The bank has adopted 
a multi-channel strategy to provide holistic solutions via online 
and mobile banking, Retail Workbench and digital branches. 
These solutions have resulted in 65% bank clients moving to 
digital channels with 85% of their financial transactions being 
processed digitally.

BEST DIGITAL BANK PAKISTAN



110   The Digital Banker | Awards Issue

COUNTRY AWARDS
(ASIA)

Best Retail Bank
Malaysia

MAYBANK MALAYSIA
In living up to their mission of “Humanising Financial Services”, 
Maybank constantly puts its customers first and provides 
holistic, end-to-end solutions for financial requirements of the 
customers. The bank’s financial performance has remained 
stable and its customers loans and deposits have demonstrated 
significant growth.  The bank rolled out widespread initiatives 
such as Sama-Sama Lokal, MAE e-wallet, a Marketlace and 
co-branded cards to financially empower the each and every 
member of their community.

BEST RETAIL BANK MALAYSIA

Best Digital Bank
Malaysia

MAYBANK MALAYSIA
At the forefront of providing customer-centric solutions, 
Maybank in today’s digital age continues to innovate and 
push the digital boundaries in pursuit of fulfilling customers’ 
needs. Starting from digital product applications and 
approval, innovative payment solutions for businesses and 
retail customers alike to financial literacy tools, an e-Wallet, 
marketplace capabilities, all these form part of the bank’s digital 
channels. Maybank’s digital active customer base stands at over 
67% today.

BEST DIGITAL BANK MALAYSIA
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ISLAMIC RETAIL 
FINANCE AWARDS

Best Islamic Retail
Bank – Global

STANDARD CHARTERED (SAADIQ) 
Standard Chartered Saadiq offers the complete range of 
Shariah-Compliant financial solutions to clients in Asia, Africa, 
and the Middle East. The bank offers unmatched digital solutions 
resulting in greater client convenience and satisfaction. A 
complete range of Shariah-Compliant products right from credit 
cards, financing solutions to wealth management solutions 
available via physical and digital channels augment Islamic 
banking’s footprint on a global scale.

BEST ISLAMIC RETAIL BANK – GLOBAL

Best Islamic Retail
Bank – Malaysia

STANDARD CHARTERED (MALAYSIA)
Standard Chartered Saadiq Berhad (Malaysia) is one of 
the leading Islamic banks in digital banking and a leader in 
financing the halal corridor opportunities; reinforcing its 
network strengths amongst key countries like Malaysia, UAE, 
Bangladesh, Pakistan, Saudi Arabia.  Recently, SCSB launched 
a Shariah-compliant proposition called ‘Halal360’ to support 
local businesses thrive within the global eco-system. The most 
attractive feature of this proposition is the financial incentives 
offered by SCSB for halal businesses in Malaysia. All initiatives 
focus on growing Islamic banking business and provide 
exceptional customer experience.

BEST ISLAMIC RETAIL BANK – MALAYSIA
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ISLAMIC RETAIL 
FINANCE AWARDS

Best Islamic Retail
Bank – Pakistan

STANDARD CHARTERED (PAKISTAN) 
Standard Chartered Bank (Pakistan) Ltd. is one oldest and 
largest international bank in Pakistan. It is the first international 
bank to be awarded an Islamic banking license and open an 
Islamic banking branch under the brand name “Saadiq” and 
is also the only Shariah compliant credit card provider in the 
country. Standard Chartered Saadiq is committed to deliver the 
best client service and products by leveraging its best in class 
digital banking platform making banking easy and accessible for 
its clients.

BEST ISLAMIC RETAIL BANK – PAKISTAN

Best Islamic Retail
Bank – Bangladesh

STANDARD CHARTERED 
(BANGLADESH)
Standard Chartered Bank Saadiq Offers wide range of Sharia 
compliant Islamic Banking solutions, some of them being 
contactless & EMV compliant Cards, Saadiq Premium banking 
solutions for the affluent and digitally savvy clients, upgraded SC 
Mobile app. The bank believes in building modern solutions to 
provide seamless Islamic Banking Service.

BEST ISLAMIC RETAIL BANK – BANGLADESH
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COUNTRY AWARDS
(MIDDLE EAST)

Best�Digital Bank
of the Year 2020,
Qatar

QATAR ISLAMIC BANK
Qatar Islamic Bank has succeeded in scaling up its offerings 
of digital banking services, ensuring its customers adopt the 
new digital banking methods, and significantly reduce reliance 
on traditional banking services. With initiatives such as Instant 
Finance (One Click Financing) – a fully digital personal financing 
which can be availed in 5 mins, a complete digital onboarding 
solution, digital Instant Credit Card and SME financing, the bank 
has utilised digital channels to reach its customers effectively. 
Digital sales for all digital initiatives saw accounted for over 80% 
of total sales.

BEST DIGITAL BANK OF THE YEAR 2020, QATAR

Best�Retail Bank
of the Year 2020,
Qatar

QATAR ISLAMIC BANK
QIB embarked on a bank wide transformation program with the 
primary objective of improving and simplifying the customer 
experience, modernise bank’s offerings and introduce agile 
methodology of continuously delivering new innovative 
features to attract new customers. Robust profitability and a 
stable financial performance were underpinned by large scale 
transformation, which significantly increased digital sales, 
thereby reducing cost to bank.

BEST RETAIL BANK OF THE YEAR 2020, QATAR
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COUNTRY AWARDS
(MIDDLE EAST)

SME Bank 
of the Year 2020, 
Egypt

BANQUE MISR
Banque Misr supports Egypt’s untapped SME sector – a key 
component of UN’s Sustainable Development Goals, with 
full suite of lending, cash management and other financing 
activities. Banque Misr’s SMEs banking solutions is tailored 
to accommodate a variety of needs and has supported over 
420,000 micro, small and medium enterprises significantly 
enhancing employment rates, poverty reduction, sustainable 
social development and economic growth across the country.

SME BANK OF THE YEAR 2020, EGYPT
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COUNTRY AWARDS
(AFRICA)

Best Retail Bank
Africa

ABSA REGIONAL OPERATIONS, 
ABSA GROUP
With operations across the continent, Absa delivered seamless 
customer experience and convenient and safe to use digital 
banking solutions through multiple touch-points. The Customer 
360 tool, a web platform using technology to generate insights is 
one of the innovations that drives financial inclusion initiatives. 
As a leading provider of financial services in Africa, Absa takes a 
holistic approach to deliver seamless and innovative solutions to 
all its customers.

BEST RETAIL BANK AFRICA

Best Digital Bank
Africa

STANDARD CHARTERED (AFRICA)
Standard Chartered in Africa has grown exponentially since 
launching its digital bank proposition – SC Mobile App in 
multiple markets.  Through this proposition customers have 
access to 70 banking services and the facility to open new 
accounts and be on-boarded in less than 15 minutes. Delivering 
on its vision - ‘digital with a human touch’, Standard Chartered 
Africa’s proposition ensures an end-to-end digital journey while 
effectively engaging with customer from fast-growing markets.

BEST DIGITAL BANK AFRICA
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COUNTRY AWARDS
(ANZ)

Best Retail Bank
Australia

COMMONWEALTH BANK OF 
AUSTRALIA
As one on of the main financial institutions in Australia, 
Commonwealth Bank of Australia has a strong customer base 
of 17.4 million customers with 7 million active digital customers. 
As the banking industry faces tough competition, CBA’s strategy 
is to prioritise retail and business banking via lending initiatives 
and be the best in digital.  Further, to support its customers 
in the pandemic, the bank has approved more than $555 
million in loans for small and medium businesses through the 
Government-backed SME Guarantee Loan Scheme, helping more 
than 6,500 customers. 

BEST RETAIL BANK AUSTRALIA
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COUNTRY AWARDS
(EUROPE)

Best Retail Bank 
Europe

ING BANK
One of the largest banks in Europe, ING Bank has grown to 
embrace and implement a digital approach across its retail 
banking segments. Focused on increasing customer-interaction, 
improving customer-satisfaction and increasing sales, the bank 
was able to achieve a 25% growth in business. In some markets 
in Europe, ING decommissioned a significant number of legacy 
systems and branches thereby embracing branchless banking 
and digital channels.

BEST RETAIL BANK, EUROPE
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COUNTRY AWARDS
(ASEAN)

Best Retail Bank
in ASEAN

UNITED OVERSEAS BANK LIMITED
Present in 8 out of the 10 ASEAN countries, UOB has a strong 
fold-hold in the region through extensive regional connectivity, 
market and customer tailored banking products and solutions 
all the while investing in people and technology for the long 
term. The bank’s financial indicators remained stable supported 
by higher net interest income and increased activity in wealth 
management business. UOB’s omni-channel approach and 
ability to foster partnership with emerging and fast-growing 
services providers has yielded a multi-fold increased in customer 
satisfaction.

BEST RETAIL BANK IN ASEAN

Best Digital Bank
ASEAN

TMRW BY UOB
Launched in Thailand and Indonesia, TMRW by United 
Overseas Bank (UOB) was born to deliver a Simple, Engaging 
and Transparent experience to ASEAN’s digital generation. 
TMRW is differentiated by its unique engagement strategy and 
data-driven business model. We offer innovative tools from 
personalised insights to gamified savings.

BEST DIGITAL BANK ASEAN
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Disclaimer: Please note that we do all we can to ensure accuracy and timeliness of the information presented herein but errors may still 
understandably occur in some cases. If you believe that a serious inaccuracy has been made, please email nirav@digitalbankeronline.com. 
This report is provided for information purposes only. The Digital Banker accepts no responsibility whatsoever for any direct or indirect losses 
arising from the use of this report or its contents.
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Virtual Summit
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Summit & Awards 2021
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6 August

27 August
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7 July

Call for entries

Submission deadline
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24 March
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Employee Experience
Awards 2021
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2021 Awards & Event Calendar

THE
DIGITAL 
BANKER

The Digital Banker’s awards are 
the benchmark of innovation and 
excellence for the worldwide banking 
industry. 
 
They are a testament of the 
pioneering efforts banks and their 
professionals are driving to make 
financial services available anytime, 
anywhere and for everyone.


