
Sustainability at RAKBANK

RAKBANK has seen considerable change over the last 3 years, 
putting us in a strong position to welcome 2020 as a Bank and to 
support our valued stakeholders as an entity. Our Annual Report 
highlights the success of our 2018-2020 Strategy, displaying 
clear profit and growth for RAKBANK. We continued to prioritise 
our core operations of Personal and Business Banking to support 
our customer base, including all sizes of SMEs. The preparation 
for our 2020 Strategy continues this focus, whilst we also work 
to diversify our asset mix and reduce our exposure to risk. Our 
2020 Strategy is underpinned by our goal to ensure effective and 
sustainable practices.

To ensure RAKBANK can deliver on commitments to valued 
stakeholders, we have initiated changes to improve all company 
processes. These changes have manifested in the form of 
hiring the right people to guarantee efficient, talent-oriented 
operations and initiatives. In addition, digital transformation 
across many areas of the business are making processes more 
efficient while simultaneously ensuring a yearly reduction in paper 
usage. Changes, such as these, are supported by improvements 
across multiple areas of governance and risk management and 
are driven by our focus on building customer relationships.

We at RAKBANK know that strategies and commitments carry 
little weight without a meaningful assessment of our operations. 
Financial markets have seen an increase in the application of 
sustainability in recent years due to substantial evidence that 
institutions who implement sustainable practices are beginning 
to outperform the market across the most heavily-weighted 
sectors. As such, we believe that long-term growth and 
sustainability at RAKBANK relies on tightening our focus in key 
areas across our operations. 

To ensure our focus is applied to topics material to the banking 
sector, our stakeholders and our business, we have consulted 
several national, international and sector specific guidelines. 
This process ensures that the Bank discloses key data that is 
of relevance to its audience and will enable us to build on our 
sustainable achievements year on year.

At the regional level, we aligned ourselves with the core values 
of both the UAE National Vision 2021 and the Abu Dhabi 
Economic Vision 2030, alongside the ADX ESG guidelines. On an 
international scale, we have aligned our vision and operations 
with the United Nations Sustainable Development Goals (SDGs) 
and we have adopted the Global Reporting Initiative (GRI) 
Standards to guide the development and presentation of our 
material, topics and final report.

Every sector has both positive and negative impacts on the 
society in which it operates. For this reason, we also incorporate 
sector specific guidance into our sustainability approach. 
Our focus is aligned with sector-specific guidance from the 
Sustainability Accounting Standards Board (SASB), developed for 
the financial sector. We consulted the WFE ESG Metrics of the 
World Federation of Exchanges and the United Nations Principles 
for Responsible Banking. We also conducted a thorough 
stakeholder analysis to ensure our final material topics are 
appropriate to all RAKBANK activities.

The activities surrounding these material topics will position 
RAKBANK as a bank that has experienced considerable change 
in recent years, implementing departmental verticals with 
well-placed experts to specialise in, and branch out into, new 
areas whilst maintaining an overlap in functions to foster shared 
institutional knowledge and creativity. At the same time, the Bank 
is focusing on moving a large number of its functions to digital 
formats. These changes will be complimented by an approach 
that prioritises sustainability to further bolster our internal 
operations and value for stakeholders.

GROWING WITH INTENTION
RAKBANK’s sustainability focus is to achieve continual, stable 
financial growth and attract investment by continuing to 
diversify our sources of income, maintaining low costs and high 
operating efficiency. This must be done while ensuring adequate 
capital reserves to absorb losses, continue operations, and 
meet obligations in the event of adverse operating conditions. 
This means offering innovative products, services, and tools 
that generate added value for the Bank and its customers, 
while driving a more diversified financial market that addresses 
collective challenges and provides opportunities for a more 
inclusive economy

We will do this whilst 
implementing expertise 
in our core departments 
while maintaining a flow 
of ideas across functions; 
underpinned by digital 
change to support speed, 
efficiency and customer 
service.

Number of digital transactions 
are consistently above

30%
over the last three years
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A Bank to Trust (Governance)

Governance is a cornerstone of sustainable business in the finance sector, and RAKBANK is always working to be a bank to trust. We 
conduct our business with transparency, accountability and integrity by maintaining the highest standards of corporate governance, and 
lead in instituting preventive measures to eliminate any form of bribery, corruption, and financial crime including money laundering, 
terrorism financing, and fraud.

BOARD OF DIRECTORS

H.E. ENGINEER SHEIKH SALEM AL QASIMI, DIRECTOR
H.E. Sheikh Salem Al Qasimi is a member of the Executive Council of the Government of Ras Al Khaimah. 
He is also Chairman of the RAK Department of Civil Aviation, a member of the General Civil Aviation 
Authority, founder and Chairman of the UAE Fencing Federation, Member of the UAE Olympic Committee 
and Chairman of the Arab Fencing Council, and Chairman of Ras Al Khaimah National Travel Agency 
(RANTA).

Committee membership: Nomination & Remuneration Committee, Audit Committee, Risk Committee

H.E. MOHAMED OMRAN ALSHAMSI, CHAIRMAN
H.E. Mohamed Omran Alshamsi has 35 years of experience with Etisalat, retiring as 
Chief Executive Officer and Chairman in 2012. He is currently Chairman of the Board of 
Directors for Ras Al Khaimah Properties Company, Chairman of the Board of Trustees 
for the American University in Ras Al Khaimah, and Chairman of the Board of Trustees 
of RAK Medical and Health Science University.

Committee membership: Nomination & Remuneration Committee

H.H. SHEIKHA AMNEH ALQASIMI, DIRECTOR
As Chairman of the Investment and Development Office (IDO), the strategic investment arm of the Emirate of Ras Al Khaimah in the United 
Arab Emirates (UAE), Sheikha Amneh Saud Al Qasimi is responsible for optimising the investments of the Emirate. She also serves on the 
boards of several of the IDO’s portfolio companies. Prior to her role as Chairman of the IDO, Sheikha Amneh was a member of Goldman 
Sachs’ Investment Strategy Group in New York, where she focused on identifying tactical asset allocation opportunities in emerging market 
currencies and equities. Sheikha Amneh earned an MBA from the Stanford Graduate School of Business and a Bachelor of Science degree in 
Business Administration from the American University of Sharjah.

Committee membership: Strategy Committee, Audit Committee, Risk Committee
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MR AHMED ESSA AL NAEEM, DIRECTOR
Mr Ahmed Essa Al Naeem has over 39 years of experience with the Ras Al Khaimah government. He 
is the former Chairman of Ras Al Khaimah’s Electricity and Water Authority, General Manager of RAK 
National Oil Company, and RAK Gas. He is also a former member of the Ras Al Khaimah Municipal 
Council and the Ras Al Khaimah Chamber of Commerce and Industry and Agriculture and has held 
additional posts in a number of ministries. Mr Al Naeem is currently Chairman of RAK Trade Centre, 
Al Naeem Mall, Al Naeem City Centre, and Khalifa Mall. Additionally, he is Vice Chairman of RAK 
Insurance and Director of Majan Printing.

Committee membership: Board Insiders Trading Committee, Nomination & Remuneration Committee

MR. RAJAN KHETARPAL, DIRECTOR
Mr Rajan Khetarpal has 36 years of banking experience with Indian and UAE Banks in Corporate 
and Commercial Banking, Project Finance, Debt Capital Markets, and Risk Management. Mr 
Khetarpal was Deputy General Manager and Head Global Debt Capital Markets in Emirates 
NBD and later the Bank’s General Manager of Risk. Mr Khetarpal was also the Chief Integration 
Officer and CEO Designate for Emirates NBD Egypt.

Committee membership: Credit Committee, Strategy Committee, Board Insiders Trading Committee

MR SALEM ALI AL SHARHAN, DIRECTOR
Mr Salem Ali Al Sharhan worked in Emirates Telecommunication Corporation (ETISALAT) for 
23 years until May 2011 as Group Chief Financial Officer, during this time he represented the 
company in many of international telecom companies Boards. At present, Mr. Al Sharhan is 
the Chairman of RAK Insurance Board, Board member of Dubai International Financial Centre 
(DIFC), Member of the Board of Trustees of American University of Ras Al Khaimah as well as 
Member of Board of Trustees of Ras Al Khaimah Medical & Health Science University. Mr. Al 
Sharhan holds a BSc in Accounting and Business Administration from United Arab Emirates 
University, UAE.

Committee membership: Credit Committee, Strategy Committee, Audit Committee

MR KANTIC DASGUPTA, DIRECTOR
Mr Kantic Dasgupta is a highly qualified risk management professional with extensive banking 
experience across all aspects of Risk Management including Credit, Market and Operational 
Risk. Before joining RAKBANK as a Board member, Mr Dasgupta spent around 2.5 years as 
Adviser and Consultant on Risk to Abu Dhabi Islamic Bank, a role that included the oversight of 
strategic issues and where he was the Chairman of the Governance and Risk Policy Committee. 
Mr Dasgupta came to the UAE in 2007 following his appointment as CRO for Mashreq 
Bank. Prior to that, he spent a long and successful career with Citibank spanning multiple 
geographies and a variety of senior roles in Risk Management.

Committee membership: Risk Committee, Credit Committee 
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From L-R:

Venkat Raghavan
Chief Compliance Officer

Lina Yahya
Associate Director of Service 
Excellence

Frederic de Melker
Managing Director of Personal 
Banking

Rahul Oberoi
Managing Director of Wholesale 
Banking

Saleh Ali Saleh
Director of RAK Business

Zeina Sammakieh
Company Secretary

Jean Pierre Le Roux
Managing Director of Financial 
Institutions Group and 
International

Geoff Stecyk
Chief Operating Officer

Deepak Majithia
Chief Financial Officer

EXECUTIVE MANAGEMENT 
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From L-R:

Ahmed Yousef
Chief Human Resources Officer

Nicola Thompson
Chief Internal Auditor

Mahadevan Radhakanthan
Chief Credit Officer

K.S. Ramakrishnan
Chief Risk Officer

Peter England
Chief Executive Officer

Ghalia Bushnaq
General Counsel

Abdul Karim Juma
Director of Islamic Banking

Dhiraj Kunwar
Managing Director of Business 
Banking

Vikas Suri
Managing Director of Treasury
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Committees

BOARD COMMITTEES 
The Board of Directors regularly reviews the Bank’s performance, where the Bank is made up of 6 committees. Additionally, 86% of the 
Board seats have been occupied by independent directors.

Committee Description
Minimum 
Frequency Meetings held Members

Credit Committee

Provides oversight of the risk management 
framework for controlling credit risk arising from 
the businesses undertaken by the Bank’s units; 
reviews Credit Policies and Product Programmes 
that govern the Credit portfolios, and approves 
credit facilities in accordance with the laid down 
credit authority; reviews and approves Credit 
grading methodology for the Bank.

Weekly 31 meetings held

Mr Salem Ali Al 
Sharhan (Chairman)

Mr Rajan Khetarpal

Mr Kantic Dasgupta

Strategy Committee

Reviews the developments and trends shaping the 
future of the industry to align the Bank’s strategy 
and positioning accordingly and reviews the 
Bank’s 3 year strategic plan. Reviews and approves 
strategic proposals relating to the expansion of 
the business in terms of organic growth and/
or acquisitions, distribution, and new lines of 
business.

Quarterly 5 meetings held 

H.H. Sheikha Amneh 
Al Qasimi (Chairman)

Mr Salem Ali Al 
Sharhan

Mr Rajan Khetarpal

Nomination & 
Remuneration 
Committee

Reviews the structure, size, composition, and 
performance of the Bank’s Board; develops and 
sets the Bank’s remuneration framework covering 
Board members, CEO, management and staff; 
reviews and approves the Bank’s policy on staff 
grading and the remuneration structure.

Half-yearly 3 meetings held

H.E. Mohamed 
Omran Alshamsi 
(Chairman)
 
H.E. Engineer Sheikh. 
Salem bin Sultan Al 
Qasimi

Mr Ahmed Essa Al 
Naeem

Audit Committee

Oversees, monitors and reviews financial 
statements and accounting policies, functioning 
of internal audit, and the relationship with external 
auditors for the Bank and its subsidiary companies; 
receives and reviews regulatory inspection reports 
from UAE Central Bank and other regulators.

Quarterly 8 meetings held

H.E. Engineer Sheikh. 
Salem bin Sultan Al 
Qasimi (Chairman)

H.H. Sheikha Amneh 
AlQasimi

Mr Salem Ali Al 
Sharhan  
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EXECUTIVE MANAGEMENT COMMITTEES
The Bank runs 5 Executive Management Committees, attended by the Chief Executive Officer along with relevant business and 
departmental heads. All Executive Management Committees sit monthly, with the exception of the Business Continuity Management 
(BCM) Committee, which sits on a quarterly basis.

Committee Description
Minimum 
Frequency Meetings held Members

Risk Committee

Oversees the Bank’s risk management framework, 
specifically relating to Market Risk, Liquidity Risk, 
Credit Portfolio Risk, Operational Risk, Compliance 
and Internal Control, IT and Information Security 
and Legal Risks including the significant policies 
and practices used in managing these risks for the 
Bank and its subsidiaries.

Quarterly 5 meetings held

H.E. Engineer Sheikh. 
Salem bin Sultan Al 
Qasimi (Chairman)

H.H. Sheikha Amneh 
AlQasimi

Mr Kantic Dasgupta

Board Insiders 
Trading Committee

Assists the Board of Directors in prohibiting 
insiders' trading and setting measures to maintain 
the confidentiality of the Bank’s information and 
data, in addition to overseeing the maintenance 
of the insiders register and submission of periodic 
statements and reports to the market.

Yearly 1 meeting held

Mr Ahmed Essa Al 
Naeem (Chairman) 

Mr Rajan Khetarpal

Committee Name Description Reports to

Group Management Committee
The purpose of the Committee is to assist the CEO and other management 
members in fulfilling their responsibilities with respect to the oversight of the 
Bank‘s strategic and other initiatives, business performance, and market analysis.

Board Strategy 
Committee 

ALCO
Sub-committee of the Board with the purpose of assessing, proposing, 
authorising and reviewing key financial aspects pertaining to liquidity, 
investments, interest rate and foreign exchange (FX) sensitivity.

Board Credit 
Committee 

Management Risk Committee
Mandated to support the implementation of an effective risk management 
process and meet Basel requirements.

Board Risk 
Committee 

Project Governance Committee
Executive forum that governs the overall functioning of Information Technology 
Division in RAKBANK. 

Board Risk 
Committee 

Management Credit Committee

Primarily manages credit risks of the Bank (Personal Banking, Business Banking, 
and , Wholesale Banking including Trade Finance and Treasury related asset 
portfolios) through review and approval of Credit Policies, Investment Policy, 
Product Programmes (PPGs), and approves or recommends individual or group 
credits within the authorities delegated.

Board Credit 
Committee
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RESPONSIBLE PROCUREMENT
We believe that ethical business extends beyond our own 
operations, and is impacted by our suppliers. For this reason of 
directly impacting the ecosystem and in turn SMEs, our efforts of 
being a leading SME Bank in the country is also translated when 
selecting potential vendors and suppliers; in fact, approximately 
68% of our vendors are SME’s. Irresponsible procurement 
produces unnecessary risk for the business, which we take 
seriously and combat via the Bank’s strict procurement process 
and guidelines. 

ISLAMIC BANKING GOVERNANCE
RAKislamic (the Islamic window of RAKBANK) offers a complete 
range of Sharia-compliant financial solutions to Personal, Business 
and Wholesale Banking customers. The Division is regulated by 
the Central Bank of the UAE and Higher Sharia Authority (HSA). 
Its activities are supervised by an independent Internal Sharia 
Supervision Committee (ISSC). The Bank has undertaken a range 
of measures to continually enhance governance of its Islamic 
business and to ensure complete Sharia compliance. 

All Islamic asset and liability products are offered through the 
Islamic Banking platform. Sharia governance is carried out under 
the guidance of the 3 member ISSC, which meets periodically 
and provides guidance to the business. ISSC undertakes Sharia 
supervision of RAKislamic business, activities, products, services, 

contracts, documents, and code of conduct. It ensures RAKislamic 
compliance with the resolutions and standards issued by the HSA.

ISSC member’s issue Fatwas (Sharia pronouncements) for all 
products and services offered to certify compliance with the 
principles of Sharia. These include approving product structure, 
the underlying Islamic contract, Sharia documentation, 
operational process flow and all associated product literature. The 
product Fatwas issued by the ISSC are published on our website 
and displayed at RAKBANK branches. 

The Bank’s Islamic Banking business operates in accordance 
with Islamic Financial Services Board (IFSB) and Accounting and 
Auditing Organisation for Islamic Financial Institutions (AAOIFI) 
standards and guidelines. Islamic Banking Division works closely 
with Dar Al Sharia Legal and Financial Consultancy Company (DAS) 
for day-to-day support and assistance on Sharia-related matters. 
DAS conducts regular audits to ensure compliance with Sharia 
regulations and guidance.

To ensure transparency and a clear distinction between our 
conventional and Islamic business, we maintain separate sets 
of product-specific terms and conditions, legal documentation, 
application forms, and service and price guides. A separate tariff 
board is displayed at branches and Islamic features are embedded 
within all transaction documentation.

Board Credit
Committee 

Management
Credit

Committee 

Board Risk 
Committee 

Board 
Committees 

Management
Committees 

Sub
Committees 

Board Audit
Committee 

Board Strategy
Committee 

Board 
Nomination & 
Renumeration
Committee 

Board 
Insider Trading

Committee 

Management
Risk

Committee 

Group
Management
Committee 

Board of Directors 

Project 
Governance
Committee

Assets &
Liabilities

Committee

IFRS9 Steering
Committee

Information
Security

Management
Forum (ISMF)

Investment
Committee 

BCM Steering
Committee

Fraud 
Management
Committee
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The Bank’s Treasury segment manages Islamic liquidity and asset 
liability funding distinctly for the Islamic Banking division.

RAKislamic is a proud member of the Islamic Banking Committee 
of the UAE Bank Federation, formed by the Central Bank of the 
UAE, which represents all Islamic banks and windows in the 
country. 

RISK MANAGEMENT
RAKBANK’s Board and Management believe that an effective 
risk department is vital to achieving the Bank’s strategic growth 
objectives in a sustainable manner. The Bank has adopted 
international best practice of 3 layers of defence in shaping the 
Bank’s Risk Governance structure.  RAKBANK uses consistent risk 
management framework at all levels of the organisation and 
across all risk types. 

Our Risk Management Policies sets out governance and structures, 
responsibilities and processes in monitoring, managing and 
mitigating the risks we accept and incur in our activities. Further 
the Risk Management function is independent of the risk taking 
functions in line with the guidelines of the UAE Central Bank and 
consistent with our model of 3 lines of defence. 

I. Risk Management Framework
The Board Risk Committee endorses the Bank’s overall risk 
management strategy and appetite, providing the necessary 
direction concerning risk management measures undertaken by 
the Bank. Executive accountability for continuous assessment, 
monitoring and management of the risk environment and 
efficacy of risk management procedures sits with executive-
level committees (the Management Risk Committee and the 
Management Credit Committee). Various risk functions are 
centralised under an independent risk division headed by the 
Chief Risk Officer (CRO) who reports to the Board Risk Committee. 

Credit risk
The Bank has implemented appropriate policies, procedures and 
systems for the Retail, Business Banking, Wholesale and Cross 
Border lending businesses to ensure credit exposure is acceptable.  
The Bank has implemented scoring models for a number of retail 
portfolios to better manage the portfolio risks. 

In the Retail lending business, credit risk is managed through 
appropriate front-end sales and credit underwriting processes 
as well as back-end operational and collection processes. 
Appropriate product programmes defining customer segments, 
underwriting standards and security requirements are rolled 
out to ensure consistency in underwriting and the on-boarding 

process. The Retail credit portfolio is monitored centrally across 
products and customer segments. For Wholesale exposures, 
credit risk is managed by identifying target market segments, 
structured credit approval processes and robust post-
disbursement monitoring and remedial processes. 

Market risk
Market risk and Treasury mid-office functions operate 
independently of the Treasury front-office, for effective risk 
management and control under the leadership of the CRO. The 
market risk governance framework includes a Board-approved 
market risk policy and actively tracked market risk limits, in line 
with extant regulations and internal policies. Risk is undertaken in 

Head
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the book within the limits of the investment and trading policies 
of the Bank and its overall risk appetite. Market risk policy ensures 
that all limit breaches, concentrations and other relevant risks are 
reported to Management and the Board on a timely basis. 

Enterprise risk
Liquidity risk is managed by Treasury under the guidance of the 
Asset and Liability Committee (ALCO) in accordance with UAE 
Central Bank regulations and the Bank’s internal guidelines. 
Treasury operates a formal and robust liquidity risk management 
framework that ensures sufficient liquidity, including a cushion of 
unencumbered, high quality liquid assets to withstand a range of 
stress events. The Bank monitors its liquidity ratios on a daily basis 
and has internal triggers to prompt appropriate management 
action when required. In addition, the Bank uses stress testing and 
scenario analysis tools for measuring liquidity risk and evaluating 
the Bank’s short-term liquidity position.

Enterprise Risk Management (ERM) unit that is within the Risk 
Division has implemented a bank-wide policy that covers the 
Bank’s financial risk (Liquidity risk, Interest rate risk, Modelling risk) 
within the Board’s risk appetite framework. This also includes 
performing the ICAAP and stress testing process for internal and 
regulatory purposes.

ERM perform a continuous monitoring of all management actions 
through risk appetite and escalates any breach of the Board’s risk 
appetite

Operational risk and business continuity 
Within the Risk Management Department, a dedicated 
Operational Risk Management (ORM) team establishes the ORM 
framework and policy for the Bank, under the guidance of the 
Management Risk Committee and the CRO. The team ensures 
that the ORM framework, policy and processes are consistent with 
the risk profile of the Bank and wider regulatory requirements.

The Bank regularly reviews and strengthens the ORM framework, 
mindful of changes in the risk and regulatory landscape. The 
framework incorporates a revised methodology for identification, 
assessment, monitoring and mitigation of operational risks. 

Compliance risk
Regulatory compliance continues to be an important area of 
focus for the Bank’s Board and Management. The Bank maintains 
a zero-tolerance approach with regard to any regulatory breach. 
An independent Compliance function oversees the compliance 
risk management framework and procedures across the Bank. The 
Compliance function is also responsible for actively mitigating Anti 
Money Laundering (AML) and sanctions risks, apart from reviewing 
the regulatory landscape and issuance of internal policies. The 
function is staffed by qualified professionals, with workshops 
conducted at periodic intervals to maintain and enhance 

compliance discipline across the Bank. The Bank has made 
significant investments in surveillance technology and successfully 
implemented customer and name screening modules.

Information Technology risk
The Bank operates an independent Information Security (IS) 
function under the CRO. The IS team proactively monitors the 
cyber threat landscape and orchestrates controls to mitigate 
technology risks. The IS practice of the Bank is supported by a 
24x7 Security Operations Centre, which monitors and responds to 
information security threats. RAKBANK’s IS team was recognised 
and awarded ‘Best Security and Risk Management Project’ at the 
Asian Banker Awards 2017 and ‘International Business Excellence 
Award 2017’ for Information Security. 

Fraud risk
The Bank’s Management and Board recognise that proactive 
fraud risk management is an integral part of RAKBANK’s overall 
risk management strategy. The Bank has set up focused units 
to address, prevent, detect and respond to all aspects of fraud. 
In 2017, RAKBANK implemented an industry-leading fraud risk 
management solution to augment its fraud prevention and 
detection capabilities.

Internal Controls
The Internal Controls unit is responsible for approval of the Bank’s 
operating procedures. Internal Controls ensure consistency 
and effectiveness of operating procedures, customer signed 
request forms and internal checklists for products, operations 
and processes. The unit also acts as the central repository for Risk 
Acceptance approvals.

II.  Credit Function
The Bank operates a centralised model for the credit 
management functions of both the Retail, Business banking, 
Wholesale, Cross Border lending businesses, independent of the 
Operations and Business departments.  The Credit unit is headed 
by Chief Credit Officer who reports directly to the Chief Executive 
Officer.

The Credit Underwriting unit is responsible for recognition and 
management of credit risk at transaction level. The Bank has 
implemented appropriate policies, procedures and systems for 
the lending businesses to ensure credit exposure is acceptable 
and the Underwriting Units ensure that risk procedures are 
adhered to in a manner that is consistent with the framework set 
out in the policies and product programmes that comply with 
regulatory norms. The Bank has a structured limit application 
for the evaluation of credit risk, which requires analysis under 
various risk categories. The credit is assessed by quantifying the 
credit quality of counterparties in terms of its graded structure, 
capturing changes in risk profiles as and when they occur and 
providing management with an effective tool to monitor the 
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credit portfolio. Furthermore, the Bank uses Moody’s Risk Analyst 
System for rating individual obligors for the Business banking and 
Wholesale bank portfolios.

The Board Credit Committee oversees credit management 
measures, which includes portfolio, sectoral and customer-level 
reviews. In addition, the Committee reviews the quality of assets 
and health of large borrower accounts and borrower groups. 

III.  Compliance Function
Compliance risk is acknowledged as one of the most critical 
sustainability risks at RAKBANK. The Board and Management have 
established a zero tolerance to breaches of compliance policies. 
The function is an independent second line of defence function. 

In line with the Central Bank of UAE’s regulations and standards 
on Compliance the Chief Compliance Officer reports directly to 
the CEO and has unrestricted access to the Board Risk Committee. 
The function works closely with the CRO to set the Compliance 
risk appetite and presents the Compliance risk updates at every 
Board risk Committee. The Chief Compliance Officer is also the 
registered Money Laundering Reporting Officer of the Bank with 
the regulators and drives the Anti Money Laundering and Counter 
Terrorism and Sanctions practise of the Bank.  

In recent years the Bank has invested significantly in best in class 
compliance systems and human capital.  The Compliance team 
has established appropriate policies and procedures that are 
adopted and incorporated in the standard operating procedures 
of the Bank.

RAKBANK’s AML-CTF and Sanctions framework was assessed as 
‘Fully Compliant’ by the Central Bank of the UAE in 2018 and this 
assessment was maintained in 2019. 

IV.  Internal Audit Function
Group Internal Audit (GIA) completes the “3 lines of defence” 
model for the Bank. As the third line of defence, GIA is an 
independent function, with a mandate to protect the assets, 
reputation and sustainability of the organisation. The Chief 
Internal Auditor (CIA) reports directly to the Board Audit 
Committee, which oversees the functioning of GIA. The Board 
Audit Committee, in addition monitors the appropriateness and 
integrity of the published financial statements of the Bank and 
its subsidiaries, approves the terms of engagement of External 
Auditors and receives and reviews regulatory inspection reports 
from the UAE Central Bank and other such regulators.
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Developing our workforce

Our workforce is the frontline of our success 
and an integral part of our operations. 
To build RAKBANK into a sustainable 
institution for the future, we are working to 
assemble an exceptional workforce through 
attracting, developing and retaining the 
most talented individuals. We also aim 
to inspire our people to achieve their full 
potential and deliver against our strategic 
objectives while also remaining mindful of 
our commitment to increase Emiratisation. 
Our total headcount at RAKBANK stood at 
3,900 employees as at 31 December 2019, 
with a female to male ratio of 37:63.

Our objective is to attract talent, and 
to nurture that talent to serve both our 
employees and the business for a strong 
future. A key focus of our workforce 
development is to encourage a creative 
work culture and maintain high levels of 
talent retention. RAKBANK is proud to offer 
a women-friendly environment, with higher-
than-sector average board diversity and 
flexible working schemes where possible to 
help employees manage a healthy work-life 
balance. The positive impact of the Bank’s 
employee diversity clause is demonstrated 
by the return of all female staff to work after 
their maternity leave has ended.

We are also working towards supporting 
the nation’s goal of effective Emiratisation. 
We ensure strict adherence to the 
nationalisation points system of the Central 
Bank, to guarantee that local talent has 
equal opportunities to enter the workforce 
and, critically, is adequately supported 
in their career development. Our focus 
on Emiratisation at RAKBANK has proven 
successful, meeting and exceeding the 
targets set in place by the Central Bank of 
the UAE.

The process of upgrading our HR systems 
was also initiated and a number of new 
people development programmes, including 
the Management Associate programme, 
Individual Education Plan, and Tatweer, have 
been successfully rolled-out over the years. 
Such programmes now consider more long-
term objectives, and are less concerned 
with simply investing in jobs, but investing 
in careers. Several of our new KPIs include 
transforming our developmental frameworks 
around recognition, engagement, systems, 
talent and Emiratisation. 

We managed to deliver a higher level of 
cross-functional training and movement 
of employees within the Bank, which 
resulted in a transfer of resources from 
business functions into the talent space. 
This will reinforce the ability of HR to better 
understand the resourcing requirements for 
our business units and contribute additional 
value-added support. 

In line with enhancing talent and optimising 
costs, the Bank signed a partnership with 
Wipro in 2018 to provide offshoring and 
automation of back office operations and 
IT projects. Ultimately, this has created a 
shift in roles whereby approximately 50 
staff members have made the decision 
to join the WIPRO team since the project 
was implemented. In addition, 112 
staff members have been retained and 
transferred to other departments, which led 
to enhancing their skillsets and broadening 
their knowledge of different areas within the 
Bank.

 

Our total headcount at 
RAKBANK stood at 3,900 
employees as at 31 December 
2019, with a female to male 
ratio of

37:63
Our focus on Emiratisation at 
RAKBANK has proven successful, 
as meeting and exceeding 
the targets set in place by the 
Central Bank of the UAE
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Similarly, a robust Employee Engagement survey has been 
embedded into our work culture with the objective of further 
understanding the experience of our employees at the workplace 
and where the Bank can extend its support when needed. 
Rebranded and revamped in 2019 as SOUWTI, with the slogan 
‘My Voice Matters’, the feedback and opinions are collected 
confidentially and lay the foundation for a more efficient 
workplace. 

Corporate wellbeing is another priority for RAKBANK, and 
employee wellness is one of our primary focus areas. We 

currently drive an initiative: Afia – Arabic for ‘wellness’ – grounded 
in encouraging our staff to adopt healthier lifestyles in a 
challenging and fast-paced business world. The wellbeing of our 
employees is paramount, and their health and safety measures 
encompass national and international best practices, which are 
clearly articulated within the Human Resources policy.

The HR division was actively involved in various events and forums 
throughout the year. A notable achievement was winning an 
award for the Best Human Resources Function from the Chartered 
Institute of Personnel and Development.
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Simply better customer experience

Our customers are at the heart of everything we do, and we 
strive to deliver an outstanding customer experience. We do this 
by exceeding their expectations in product and service provisions 
to become a trusted financial institution of choice. This also 
includes our promise to ensure confidentiality and privacy of our 
customers’ information in accordance to established industry 
standards governing RAKBANK and all our employees, for which 
the Bank has aligned its security policy with industry standard 
ISO 27001 and guidelines published by NESA (National Electronic 
Security Authority).

We work diligently to go above and beyond our basic regulation 
requirements. In line with the Central Bank requirement of closing 
a complaint within 7 working days, we aim to resolve all customer 
complaints within 4 working days. We consistently endeavour 
to reduce the turnaround time of resolving our customer 
complaints, even alongside the substantial process changes of 
the last 3 years.  

We successfully met our target of resolving complaints and 
initiating improvements in processes across the Bank. Although 
we have seen an increase in the number of overall complaints, 
where over 19,055 complaints were closed, our target was 
to maintain the resolution time for these complaints without 
impacting the quality and root analysis of the issues raised. The 
average handling time of complaints currently stands at 5.8 
days, due to the high volume and dependency on other units to 
respond to complaints, including recently migrated processes. 
Likewise, 38% of the overall complaints were closed within 4 
working days and 70.5% were resolved within 7 working days. We 
are now working with all our stakeholders to implement an “Error 
Free” environment during 2020 whilst reaffirming our aim to 
resolve customer complaints within 4 working days.

The Voice of Customer programme (VOC) is an interactive 
approach utilised in gathering customer feedback and data 
management for reports. Currently, we are in the final stages 
of selecting the right systems to be able to effectively scale 
the VOC programme in becoming an instantaneous tool for 
feedback, while also reaching out to customers across the Bank. 
Additionally, performance dashboards are available across the 
Bank, and non-financial internal targets and benchmarking 
standards are set across the teams in 2020. 

The Bank’s goals have evolved from not only monitoring and 
measuring the service standards of frontline channels and 
collecting customer feedback, but have driven the deployment 
of non-financial KPIs by introducing Customer Experience Score 
Cards. This places the ownership and accountability of driving 

38%
of the overall complaints were 
closed within 4 working days 

The average handling time of 
complaints currently stands at 

5.8 days
Customer 

Service
Charter

We’ll respond to 
any concern within 

1 working day

We’ll resolve your 
query within 4 
working days

If not satisfied, 
we’ll inform you of 
escalation options

We’ll always deliver 
professional and 

timely service

Help us to serve you 
better by providing 

your valuable 
feedback

Our promise to you

• Service Excellence
• Accessibility
• Security
• Compliance
• Sustainbility
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services in the hands of the staff within their business teams. The 
year 2019 laid the foundations for rolling out the first phase of 
Score Cards across the Business Banking frontline staff, and a pilot 
run was implemented across the branches to report individual 
and team performance. Based on the results and its efficacy, the 
strategy will be rolled out in branches during the first quarter of 
2020, and other frontline channels like RAKelite, Bancassurance 
and the Direct Sales teams. This will make RAKBANK staff 
more aware of their service performance and foster positive 
interactions when servicing our customers. 

The Bank developed a quick product reference guide led by the 
Product teams and was published internally with the intention 
to further assist all the staff when interacting with existing 
and potential customers alike. This has not only boosted staff 
knowledge and awareness, but has also improved overall services 
and sales.

Furthermore, the theme for 2019 was to boost consistent 
services across the Bank, and this was achieved via an interactive 
E-Learning Module on ‘Customer Service Standards’, rolled out 
as a mandatory learning to all the staff. This was followed by 
engaging Service Roadshows across our branches and Business 
Banking teams to check service standard awareness across the 
Bank.

For the fourth consecutive year, the Branches and Inbound Credit 
Card teams at RAKBANK were successfully certified in 2019 as per 
the ISO Annual Surveillance Audits, thus adhering to the Quality 
Management system and processes, and further aligning with the 
ISO standard 9001:2015v.

Moreover, RAKBANK embraced the Dubai Quality Award 
framework that has been delivered and set by the Dubai 
Economy Department, which revolves around providing a 
holistic framework for organisational excellence. In 2018, the 
Bank received the Dubai Quality Appreciation Award (DQAA), 
which played an important role in shaping our Service Excellence 
policies. For the past 2 years, RAKBANK has been working 
consistently toward the Dubai Quality Award (DQA), influencing 
the Bank’s service excellence targets and KPIs that are in line with 
our strategy. These include highlights, structures, improvements 
and a roadmap, covering all business units.  

Customer experience is fundamental to RAKBANK’s structure, 
as we endeavour to ensure that the customers enjoy a seamless 
experience at every touch point. The continuous process of 
reviews and feedback to all stakeholders have been successfully 
implemented. All KPIs demonstrated both quantitative and 
qualitative performance achievements, and the reports have 
been regularly escalated to their respective departments. The 
KPIs to resolve complaints with accuracy have been met and 
exceeded by increasing overall productivity. 
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Community support

Community development is a significant 
concern of sustainable development. 
We support the prosperity of the 
communities in which we operate investing 
a considerable sum per employee on 
initiatives aimed at enhancing people’s 
well-being. This is achieved by engaging 
responsible local suppliers, and by ensuring 
we contribute to raising financial literacy so 
that consumers can make informed financial 
decisions.

FINANCIAL LITERACY 
AND INCLUSION
Financial literacy is an essential part of 
ensuring our community members can 
access the banking products that they 
require in a safe and meaningful way. 
Engaging and educating all members of 
society is a priority for RAKBANK as part of 
its community support commitments. In 
addition, we offer transparent information 
on our website for important disclosures 
that customers must be made aware of 
concerning topics such as security tips and 
details on VAT.

COMMUNITY 
DEVELOPMENT 
INITIATIVES
A strong theme woven into the fabric of 
RAKBANK is that ‘life is a journey’. This 
applies equally to those we support with 
finance as to those we help through 
philanthropic and social engagements. 
While we are recognised as the UAE’s 
leading lender to SMEs, we see our 
partnership with them as going beyond 
simply finance. Hence, we have worked hard 
to develop more holistic relationships with 
these businesses over the years. In 2019, 
we took this to a new level with SMEsouk, 
as well as signing several new partnerships 
with professional service providers to help 
those striving to create or grow a business. 
Such partners included Mastercard who, 
through their Simplify Commerce platform, 
advise companies developing and managing 

e-commerce. This ethos also lies behind 
why we are finding new ways to gear our 
personal lending towards families, and not 
just individuals. As in any country, families 
and SMEs are the basic building blocks of 
the UAE, and we are proud to support them 
on their own unique journeys.

Our community support programme 
continued to comprise a wide variety of 
activities. These range from 50 of our 
employees planting Ghaff trees, the national 
tree of the UAE, to clean up initiatives in our 
home emirate of Ras Al Khaimah. Teams 
from the Bank also took part in fundraising 
activities, including the Dubai Holding 
SkyRun up the Jumeirah Emirates Towers, 
in support of the Al Jalila Foundation and 
the Walkathons organised by the Thumbay 
hospital. 

Similarly, a team from RAKBANK played 
in a charitable football competition run 
by the Al Noor Training Centre for people 
with disabilities, as well as the UAE Banks 
Federation’s football tournament. The 
Bank’s footballers won the competition and 
donated their winnings, in the form of a 
cash prize, to our designated charity: the 
UAE Red Crescent.

RAKBANK’s INDIMAJ initiative, which provides 
employment opportunities at the Bank 
for UAE residents who identify as ‘people 
of determination’, continued throughout 
2019. The aim of INDIMAJ is to make 
social challenges in the workplace simpler 
and easier for individuals with disabilities, 
and is facilitated partly through support 
from therapists, as well as mentors within 
the Bank. Another project we supported 
under the umbrella of inclusiveness was 
with the Al Jalila Foundation’s Ta’aluf’ 
programme. It aims to counsel parents (as 
well as those interested in the special needs 
education sector) on coping with children of 
determination and teaching them life skills 
as they develop and mature.

We support the prosperity of 
the communities in which we 
operate investing a consider-
able sum per  

employee 

on initiatives aimed at enhancing 
people’s well-being

we supported projects under 
the umbrella of inclusiveness 
with the Al Jalila Foundation’s 
Ta’aluf’ programme 
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Preservation of natural resources

Climate change is both the driving force behind, and biggest 
challenge to, sustainability across all sectors of industry and 
society. At RAKBANK, we take the need to support national and 
international efforts to preserve natural resources in areas that 
we have influence very seriously. The first step involves assessing 
and disclosing how our resources are deployed so that we can 
continue to reduce our impact in meaningful ways.

Through the significant structural and process changes at 
RAKBANK over the past 3 years, we have seen substantial changes 
in resource use. For example, as a result of our digitisation 
efforts, we are seeing a year on year drop in paper usage by 
more than 50%. Similarly, the total energy consumption has 
gone down by 5.12% over the last 2 years. The Green House Gas 
emissions (CO2e) by RAKBANK amounted to 25,982.96 tonnes 
of Gigajoules (GJ) for 2019 and the GHG intensity equals to 7.10 

tons of GJ per employee for 2019. The energy consumption of 
the Bank comprises of electricity, petroleum and diesel for both 
headquarter buildings in Ras Al Khaimah and Dubai Silicon Oasis.

Furthermore, this year the Bank invested in a water filtration 
system and a grey water treatment plant where we successfully 
managed to recycle 1,092,414 gallons of water in both of our 
headquarters in 2019. In addition, the Bank has completely 
eradicated single-use plastic across all its premises.

Our commitment for the next year is to engage with ESCO’s 
(Energy Service Company) to review possibilities of further 
optimising the Bank’s energy consumption, and to draft an official 
Environmental Policy and establish a Sustainability Committee. 
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