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We work towards promoting financial inclusion by
providing our customers with the products and services
they need. We continuously seek to upgrade our
technologies, using innovative thinking and input from
our customers.

Product & Service
Responsibility

In this chapter, we highlight the different ways we used
technology and an innovative mindset, digitising our
products and services in order to protect our customers.

Policies
- Complaint Management Policy
- Customer Protection Policy
- White Paper on People with Disabilities

Awards & Recognition
- Best Credit Card in the Middle East - Marriott Bonvoy
World Mastercard Credit Card, Best API and Open
Banking Implementation in the Middle East, and Best
Process Automation Implementation in the Middle East
at The Asian Banker Middle East and Africa Regional Awards
- Best use of Digital Marketing and Social Media at the 35th
annual global Retail Banker International Awards

1. Customer Experience
2. Customer Satisfaction
3. Empowering our
Customers
4. Customers with
Disabilities
5. Green & Social
Banking
6. Technology &
Innovation
7. Privacy & Security

Customer Experience
Customer Engagement
Driven by our two core organisational values: “customer focus” and “service excellence”, we are devoted to making our
customer’s lives easier, building long-lasting relationships and helping them on a journey towards financial success.
Our employees serve customers in alignment with Emirates NBD’s Customer Service Charter, which consists of eight
customer-centric elements:
We will provide
customers with easy
access to banking,
by ensuring that our
services are always
available

We will always
treat our
customers with
respect

We will understand our
customers’ financial
needs, so as to offer
them solutions that will
help them achieve their
financial aspirations

Service Charter Commitment

We will be
transparent
about our
services
and charges
We will provide
our customers
with simple
and convenient
banking

We will treat
our customers’
requests with
importance
and ensure
timely responses

We will keep our
customers’ personal and
financial information
We will be fair in
confidential
all our interactions
with our customers
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Ensuring a high level of customer engagement is one of our top priorities, as it enables us to improve in accordance with
our customer’s needs and expectations. To achieve this, our Customer Experience Function is dedicated to developing our
engagement methods and creating touchpoints, encouraging customers to get in touch, give feedback, request information
or raise complaints.
Customers can request
information through
Our Branches

Customers can send
requests through
Our Branches

Our Branches

Call Centre

Call Centre

Website

Online & Mobile
Banking Platforms

Online & Mobile
Banking Platforms

Relationship
Managers

Relationship
Managers

Central Bank

Our customers were served in a business-as-usual manner, despite the restrictions caused by the pandemic. We received
a lot of appreciation from our customers and were able to meet their requests without any disruption.
Voice of the Customer (VOC)
Our Voice of the Customer (VOC) programme is our main source for evaluating our service performance. We engage
monthly with our customers and take into consideration their experiences and perception of the Bank. We reach them
via social media, phone, website, ATM machines and face-to-face conversations.

Customers can raise
complaints through

Call Centre

Customer Satisfaction

Net Promoters Score (NPS)
The Net Promoter Score (NPS) measures customer satisfaction and reflects the impact of our efforts to provide an excellent
experience for our customers. The NPS groups customers into three categories, as follows:

Promoters
(score 9 - 10)

Social Media
Channels

Passives
(score 7 - 8)

To best assist our customers we need to understand what motivates them. To do so, we have created the following
two initiatives:

Detractors
(score 0 - 6)

Customer Journey
Mapping
This process provides an
overview of a customer’s
journey with a certain product
or service. Interaction points
are identified and amended
to ensure a seamless
customer experience.

Emirates NBD

Status

Better Together
Community
A community platform
that engages customers
in our various
co-creation, beta testing
and mystery shopping
programmes.

% Detractor

% Passive

% Promoter

NPS Score

2018

16

29

55

39

2019

13

29

58

45

2020

15

27

57

42

Year

% Detractor

% Passive

% Promoter

NPS Score

2018

26

39

35

9

2019

18

32

51

33

2020

19

28

53

34

Emirates Islamic

Status
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Service Centres by Tanfeeth
Customer experience is built into the DNA of Tanfeeth and our goal is to continue to raise the benchmark for customer
service across the region for delivering an exceptional customer experience.

Building for the Future
To align with UAE Vision 2020, we implemented the following action points to help us pave the way for the future of our business:

Digitisation

Smart channel
campaign
framework

Promote self
service

Drive proactive
services

Skillset review
and mapping

Detailed service
forums

Improving phone
call and email
responses

Convergence
for efficient and
effective teams

Formation of
Emirates Islamic
service desk

Developing
cross-skilled
workers

Customer Experience Month
During the first week of October every year, Customer Service Week is celebrated internationally. To highlight the level
of importance we give to customer service, we run this celebration internally for the whole month of October. In 2020, adamant
that the pandemic should not hinder this celebration, we held it virtually, with more than 13,500 employees participating.

Marketing & Labelling (103-1), (103-2), (103-3)

Status

No. of
appreciations
received

No. of employees
recognised through
on-the-spot and
weekly awards

No. of
employees
attended CX
conferences and
workshops

No. of
participants
in the weekly
quizzes

No. of
ideas received
from customers
through
#YouMakeUsBetter

2018

2018

2018

2018

2018

723

400

628

3,171

246

1,788

300+

600+

5,000+

200

2020

2020

2020

2020

2020

2019

3,193

2019

500+

2019

1,576

2019

11,767

To make sure our customers are well informed about the products and services they sign up for, we communicate
transparently with them, ensuring our marketing and labelling efforts are never misleading nor open to misinterpretation.
If a customer finds our marketing campaigns confusing, misleading or inappropriate in any way, they are encouraged
to raise their concern via our customer engagement channels. If such an instance occurs, our Complaints Management
Function immediately investigates the issue and takes necessary action. During the investigation, the team responsible
for the inaccurate or unclear content takes responsibility for addressing the issue and, if necessary, reaches out to the
customer to explain what steps will be taken to prevent such incidents from happening again.

Social Media

2019

1,723

9

~1.9

Live show episodes
on
#SustainabilityNow

Million
followers

To know more about our customer experience month, read the case study developed by Forrester: Amplifying CustomerCentricity With CX Month At Emirates NBD.
We use various methods to increase the knowledge of our employees and assure the satisfaction of our customers, including:

Customer Service Academy

Collaborated
with

47

influencers
in 2020

In 2019, we launched our Customer Service Academy,
a video-based learning platform to train our employees
on our TOP Service Model (Trust, Ownership and Personal
Touch). The training programmes are offered to six
different roles across the Bank: Call centre operators, sales
teams, service team, outbound sales support team and
service leaders. To date, more than 5,000 employees have
completed this 20-minute refresher training programme.

Recognised as
being a socially
devoted brand
in the UAE by
Social Bakers

We celebrated
several events,
including
International Day
of Sign Languages
and the Global
Accessibility
Awareness Day

Ranked

21st
globally, according to
the Financial Brand’s
Power 100 Global
Financial Institutes
Social Media list

Launched
our podcast
channel

Throughout the pandemic, our online presence served as a powerful tool in raising awareness and sharing information
on how to stay safe.
As most of our customers could not go to our branches, opening an account with us can now be completed on our website.
We have made the process of updating Know Your Customer (KYC) documents completely digital and user-friendly.
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Examples of our 2020 campaigns include:

Online & Mobile Support

Staying Close to our Customers

Security Awareness Campaigns

We launched a number of
campaigns to increase the online
and mobile banking adoption.

We asked our Private Banking
customers to share how they
were keeping themselves inspired
during these challenging times by
sharing their stories in a video.

To keep our customers alert,
and help them secure their
accounts, we ran several security
awareness campaigns.

The following
measures were put in
place for our different
customer groups.

Retail Loan Customers
- Retail loan customers placed on unpaid leave could
request a waiver of interest for three months.

Empowering our Customers

- Customers with personal loans, auto loans or
mortgages could apply for a one-month repayment
holiday with zero fees.

Supporting our Customers Financially

- First time home buyers could benefit from a 5% increase
in the Loan-To-Value (LTV) and no processing fees.

Building resilience among our customers was a key theme
woven through all of our response efforts.

- To support our loan customers impacted by temporary
pay revisions, we offered debt restructuring programmes.

Under the guidance of government directives and in
alignment with other UAE-based banks, Emirates NBD and
Emirates Islamic announced a series of relief measures to
support our customers.

- Credit card holders could get a six-month interest-free
instalment plans for school fees and groceries.

We gave loan instalment deferments to roughly a third of
our retail loan book, as well as offering zero percent card
instalment plans on school fees and grocery payments. We
refunded all cancelled travel bookings that were originally
booked on our cards. Finally, all ATM cash withdrawals
were made free across the country.

Business Banking Customers
- Business Banking customers with working capital
facilities who were impacted by COVID-19 were
encouraged to contact their relationship managers
to discuss an optimal financial solution.

Customers who wanted to request a loan deferment could
call a dedicated call centre line, send an email or request
one from our website. We also enabled customers to sign
up for a new account and redeem their card reward points
on our website.

Wholesale Banking Customers

Small Business Customers
- Small business customers who have merchant/
equipment loans or business vehicle loans and were
impacted by the pandemic, could apply for a
three-month repayment holiday with zero fees.
- We reduced the monthly minimum balance required
for basic business banking to AED 10,000.
- We slashed trade tariffs, and the process was simplified
to provide easy access to Letter of Credits and
guarantee services.
- We reduced the charges on our digital platform.
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- We enabled business continuity for our customers
through regulatory compliance, process changes, product
launches and targeted customer outreach. Plus, our
interconnected digital solutions received a phenomenal
response from our customers.

Wealth Customers
- We put in place a video-based engagement model.
Using this, our relationship managers, investment
advisors and wealth specialists could conduct joint calls
with our customers to provide advice and assistance.
- We conducted our first virtual investment outlook
event. Our Chief Information Officer (CIO) broadcasted
podcasts on a weekly basis to provide customers with
market updates and guidance.
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Deferrals During the Pandemic
The UAE Central Bank was proactive in addressing the downturn in the market through a Targeted Economic Support
Scheme (TESS) of AED 50 billion under Zero Cost Funding (ZCF) to enable banks to provide relief to their customers. The relief
was predominantly in the form of instalment deferrals until 2021, post validating proof of impact such as unpaid leave,
reduction in salary and drop in business turnover.

Our Disability Friendly Branches

In response to the market downturn due to COVID-19:

The transformation happens in three phases:

Our Disability Friendly Branches (DFB) aim to facilitate the financial inclusion of people with disabilities. We are transforming
our branches to create a more accessible environment and offer customers with disabilities an inclusive banking experience,
in alignment with the Dubai Universal Design Code, which outlines the easy transformation of branches.

43
We offered interest-free deferrals of three-month
instalments. The total value of instalments deferred
from April 2020 until December 2020 stands at AED
9.2 billion assisting over 103,000 customers.

Emirates Islamic stayed true to its core Shari’a
principles, offering relief measures to its Retail, Business
and Corporate Banking customers that were facing
difficulties as a result of the pandemic. Emirates
Islamic assisted over 40,000 customers with instalment
deferments to the value of AED 2.3 billion.

Phase 1

In 2020, 62% of our branches
became more accessible and 29%
of branches were equipped with
assistive technologies.

Enabling accessibility features for our
customers with physical disabilities
2020

For more information, please refer
to our list of Disabilities Friendly
Branches.

Phase 2 & 3
Partnerships
We aim to bring value to our customers in
every aspect of their lives. To help businesses
thrive throughout a time of unrest, we secured
partnerships that enable us to bring maximum
value. These partnerships include:

Enabling accessibility features for our customers
with visual & hearing impairments

Property start-up Urban launched an innovative platform
that brings the entire property rental journey online.
Through this partnership with Emirates NBD, landlords will
receive an upfront payment for a year’s rent while tenants
benefit from a customised rental loan.

Products & Services
Our state-of-the-art technology and trained employees
are committed to making our banking experience easy and
convenient for our customers with disabilities.

In partnership with Dubizzle, we launched a first-of-its-kind
auto loan buyout product, AUTOSWAP, to facilitate the
exchange of used cars. While Dubizzle manages the entire
selling process, AUTOSWAP solution enables car owners with
existing loans to sell their cars without having to settle their
loan. This solution not only helps people in critical situations
sell their cars, it helps the environment by reducing the
number of new cars on the road.

For more information on our programmes and initiatives
to empower our customers with disabilities please refer
to our 2019 sustainability report.
Awareness
As part of our advocacy campaign for people with disabilities, we shared video content and conducted a webinar promoting
the important role of assistive technology in enhancing the lives of people with disabilities. These posts were aligned with
global events and observances celebrated by the United Nations, as follows:

Emirates NBD and Emirates Islamic partnered with
food delivery and e-commerce to facilitate the lives of
our customers while protecting them from potential
exposure to COVID-19.

Empowering our Customers with Disabilities
At Emirates NBD, we aim to enhance the lives of all our customers by innovating and diversifying our financial services
in a way that is inclusive. Our values align with the United Nations Sustainable Development Goals (SDGs), UAE Vision 2021
and the ‘My Community’ initiative. We are focused on driving social and financial inclusion in the communities which
we operate.
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Global
Accessibility
Awareness Day

Accessibility
& Inclusion
Highlights

International
Day of Sign
Languages

World Sight Day

COVID-19
ASL Video

International Day
of People with
Disabilities

Promoting
digital access
and inclusion
of people with
disabilities and
impairments.

Spreading
awareness of
banking services
and products
that are designed
with our
customers with
disabilities
in mind.

Raising
awareness
of the different
assistive
technologies
that can be used
by a person
with hearing
impairments
to facilitate
their banking
experience.

Creating
awareness
about visual
impairments
and how Braille
banking services
offered by
Emirates NBD
provides more
freedom to bank
independently.

Ensuring that
everyone in the
community,
including people
with disabilities,
stays safe and
positive.

Showing support
and commitment
towards people
with disabilities
and showcasing
our efforts for
accessibility
and inclusion.
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Offering Green & Social Banking Choices

To engage with our customers during lockdown, we launched the Liv. @Home initiative. This included:

We understand that our efforts to align with the Sustainable Development Goals (SDGs) will have more impact if we include
our stakeholders on the journey. Therefore, we help our customers make sustainable decisions in their daily life by offering
them green and socially responsible banking choices.

Online Shopping Discounts
We partnered with a range
of organisations to offer our
customers deals for online
shopping and across various
lifestyle pillars.

Activities
We launched a series of live
and recorded events on social
media with over 3.5 million
reach, 600,000 views and
15,000 interactions. The events
helped our customers to learn
new skills, including recipes,
workouts and dance moves.
Green Home Loans

Green Auto Loan

RTA Credit Card

We present our customers
special offers on eco-friendly
homes, certified by the Green
Business Certification Institute
(GBCI) in the UAE.

We launched the Green Auto
Loan, which offers reduced
prices on select electric and
hybrid cars.

To reduce carbon emissions
from cars, Emirates Islamic
encourages the use of public
transport with its RTA Credit
Card. Thanks to an embedded
chip, this 2-in-1 card can be
used for daily purchases and
as a NOL Card across the RTA
transit network.

Scholar Plus Loan
The Emirates NBD Scholar Plus Loan is a programme for those seeking financial support
for university education, either in the UAE or overseas. This programme is in line with
our commitment to develop the UAE’s human capital by making higher education more
accessible. The Scholar Plus Loan enables parents of prospective students to fund studies
at their institution of choice. The loan is also available for customers who plan to join
part-time courses while remaining employed, helping them further their knowledge and
advance their career.

As part of our efforts to offer green products to our customers, we offer the following paperless accounts:

Incentivising our Customers to Save
We encourage our customers to set aside savings to ease unexpected burdens. Over the years, we have helped our
customers to develop good savings habits through our products, including:

E-Savings Account
Emirates Islamic customers can access their accounts
and statements via online platforms without the need
to print any paper.

Liv. Bank
Liv. is our unique digital-only lifestyle bank that ties in with the
needs and interests of the UAE’s millennial customers.

Liv. Bank
Since its launch, our Liv. account has received multiple international accolades and served over 418,000 customers.
This year, we expanded to Saudi Arabia alongside launching a fully digital Liv. Credit Card. We continued to encourage our
customers to save by advocating our Goal Saving Account and promoting Liv. as a salary transfer account with a Chance
to Double Your Salary campaign. We also selectively introduced Liv. Personal Loans to assist our customers with any
unexpected financial costs they might incur.

38,600 Customers
SAR 29.3 Million Liabilities
Balance
Liv. in KSA

More than 800 Cards
Requested

78,000 Goal Accounts
Opened

Liv. Credit Card

Liv. Goal Saving Account
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Fitness
Account

This account allows customers to earn
higher interest on their savings account
based on their balance and level of
physical activity.

Kunooz
Savings
Account

Emirates Islamic’s Kunooz Savings Account
is one of the most popular saving schemes
in the UAE. It highlights our contributions
to sustainability, encouraging customers to
save for a brighter future while promoting
sustainable products such as Tesla vehicles.

Smart S@ver
Account

Save. Win.
Drive.
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This account is an online
savings account that helps
customers to manage their
savings entirely online.

This account allows customers
to increase their chance of
winning a car the more they
save. The account is available to
individuals, UAE nationals and
businesses.
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Privacy & Security (103-1), (103-2), (103-3)

Technology & Innovation

Safeguarding the privacy and security of our customers has always been of vital importance in the banking sector. At
Emirates NBD, we have always implemented global and national security standards throughout the entire Group, as we
understand the weight of responsibility that comes with holding sensitive financial information.

We consider technology and innovation to be a priority and a strategic tool that enables us to deliver
a better banking experience to our customers. The events of 2020 elevated the need for innovative
technology to enable our customers to continue accessing our products and services during quarantine.

Our Global Security Framework was created to structure our cybersecurity activities
Developing a holistic
understanding of which
systems, assets and data
require protection

Taking action to detect security
events through effective
planning and mitigation
practices in order to build and
maintain cyber resiliency

Protect

Respond
and cover
Implementing appropriate
safeguards through the
organisation’s threat and
risk management process to
ensure continuity of services

Data

Examples of our innovative banking products and services are detailed below.

Detect
Implementing appropriate
processes and tools to cut the
time required to identify the
occurrence of security events
and anomalies

Identity

SmartSCF

Visa Flexi

SmartSCF is a platform
that offers businesses
a set of integrated,
automated tools
designed to enhance
and simplify their supply
chain collaborations,
while optimising working
capital and reducing
transaction costs.

Smart Pass

The card provides
customers with the
opportunity to customise
features to complement
their lifestyle. This
allowed us to encourage
customers to use
contactless payment.

As part of the Bank’s long
lasting commitment to
safe, secure banking,
we launched the Smart
Pass. It is a soft token
generator that allows
customers to authorise
digital transactions using
highly secure encryption
standards.

Voice Banking
Through Emirates NBD
Skill on Alexa
We enabled Voice
Banking by launching
Emirates NBD Skill on
Amazon Alexa. Alexa
is specifically helpful
to visually impaired
people as it works
on voice commands,
enabling people to bank
easily through
Emirates NBD Skill.

Contactless Payment
Contactless payments are the future of making safe, secure and risk-free transactions, a technology that has been of great
value throughout the pandemic. We endeavour to increase its use once again through an engaging cross platform campaign.
In this campaign, customers can win prizes every time they use contactless payment methods.
Supporting our Customers Through Digital Platforms
We have optimised the digital journey for our customers, enabling them to access our products and services from the
comfort and safety of their homes. During this time, we put emphasis on communicating useful features that would enable
them to bank virtually.

For more information on our policies and framework, please refer to our 2019 sustainability report.
Cyber Resiliency
The pandemic was an opportunity to rethink our priorities, improve defences around our valuable digital assets and boost
cyber resiliency across our technology ecosystem. Stringent measures were put in place to secure our assets as employees
began to work from home.

We continually ensure that our employees are well
informed about how to stay safe and vigilant with
COVID-19 cyber-attacks.

We effectively allocated resources towards systems
and products that pose the highest risk and those our
customers value the most, thereby aligning our cyber
strategy with critical business priorities.

Chat Banking WhatsApp

Mobile Banking

Online Banking

Communication for
a better customer
experience

Using your mobile phone to
bank from the comfort of
your home

Getting the most out of the
banking experience from
your computer

During this time, having robust cybersecurity measures in place remained an enabler of success for new products, business
growth, innovation, customer trust, profitability and other vital objectives.
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As well as being able to request credit cards or personal loans, our customers now have access to more digital features, including:

Direct
Remit

Block or
Unblock
your Card

Voice
Banking

Cheque
Books

Paying
your Bills

Telegraphic
Transfers

Mobile
Money
Transfer

Corporate Customers
We developed a strategy with three pillars, identifying how to remain accessible to our Corporate customers:
Product Launch
/ Enhancements

Customer
Business Support

Process Changes

- BusinessONLINE - Omnichannel
platform that delivers a full suite
of cash management, trade finance and
liquidity management solutions to all
our corporate customers.
- smartCollections - Contactless Export
trade collections.
- smartGuarantees – Online platform
to manage trade guarantees helped
to reduce the transaction time by 80%.
- smartTrade – Online submission
of invoice discounting and factoring
documents.

- Electronic transfer and
payroll instructions
through Self-Serve and
General Correspondence
module.
- Onboarding via digitally
signed emails for
smartBUSINESS and
smartTRADE.
- Enabled developers and
body corporates to send
online instructions.

- Zero charges for new
smartTRADE activations.
- Significant reduction
in fees for transaction
processing and handling.

We also launched several initiatives, such as onboarding and training teams to assist customers on our digital platforms.
Since February 2020, over 70% of our corporate customers are active on our digital platforms.
Emirates Islamic
Emirates Islamic has prioritised technology and innovation over the past few years. Highlights from 2020 include:

Launch of
Interactive
Teller Machine
We enabled sales and new onboarding through our digital and online platform, which helped us to reduce our carbon
emissions by saving paper through digital processes.

Products & Services

Reduced branch
charges

Paper Saved (Kg)
WhatsApp

Penetration

Accounts

55%

1,990

Credit Cards

26%

732

Personal Loans

92%

1,717

Our subscriber
base increased
by 50%

First fully digital
branch

Digital
Adoption
Digital adoption
increased to
71% among our
subscribers

Private Banking Customers
To support our Private Banking customers, we put the following initiatives in place:

You can learn more on the role we have played throughout the pandemic, through our podcast “What does COVID-19 mean
for the future of banking?”

Skype & Microsoft Teams

Retail Wealth customers

Syncova

Our investment advisors
reviewed the portfolio of our
Private Banking customers via
online communications such as
Skype or Microsoft Teams.

We built an in-house tool for our
Retail Wealth customers (new and
existing) to simplify the overall
order request for our advisory and
execution only trades.

Syncova is our new wealth platform
that calculates Loan-To-Value
on securities across asset class
(Equities, Bonds, Funds, ETF’s and
structure products)
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Mall of the
Emirates Digital
Branch
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Apple Podcast

Castbox
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