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2018 ESG Highlights
13%

increase in earnings per share, from
SAR 5.61 in 2017 to SAR 6.34 in 2018

No. 1

distribution network in the
Middle East by number of
branches, POS, ATMs and
remittance centres – helping to

65,000+

total training days – equal to
3 days of training per employee

SAR 4.9 billion

in financing for small, medium

and micro enterprises, accounting
for 2.11% of total finance on

increase financial inclusion

balance sheet

3.7 million

96%

active digital platform users

Saudisation rate

75

social responsibility
programmes in 22 cities

93%

of total procurement was from
local suppliers in the Kingdom
of Saudi Arabia, supporting local
economic development

2,904

volunteer employees who donated
over 14,000 hours of their time to
support local communities

Digital:
Manual ratio

2018 - 56:44
2017 - 49:51
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30%

growth in female customers
during the last 3 years

1.5

kilowatt hours saved each year
through LED implementation
at branches
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our stakeholders with the highest standards of

INTRODUCTION

values and business strategy. We want and need to

business risks and opportunities facing the Bank and

be a better bank for our stakeholders, and to work

its stakeholders. In a changing world, it is our duty as a

collaboratively with them to address some of the world’s

leading bank to rise and meet the standards expected

most difficult challenges, including a changing climate.

of us. There are a host of new and emerging ESG issues

Greater corporate transparency is another expectation.

on the table – from climate change and natural resource

Around the world, the call for more openness and clarity

depletion to financial inclusion and human rights – and

around corporate plans, practices and performance has

stakeholders are looking to organisations like ours to help

increased exponentially, particularly in the ESG landscape.

find solutions.

We have heard this from our stakeholders as well.
While our commitment to investor transparency has been

Around the world, the call for more
openness and clarity around corporate
plans, practices and performance has
increased exponentially, particularly in
the ESG landscape.

corporate and personal ethics. Care for Society is

longstanding, we recognise that we must be better in
communicating our ESG plans, targets and performance.
We are committed to addressing this as we move towards
our aspiration to become a sector leader in ESG. Our
inaugural ESG report is the first step to achieving this. Our
2018 Annual Report to Shareholders, published earlier this
year, also provides enhanced ESG disclosure.
We believe our future success is intertwined with the

another example of a core value focused on

Our leadership team is responsible for both maintaining

We are therefore deepening our commitment to

well-being of our stakeholders and the world around us.

contributing towards a better tomorrow.

the deep-rooted legacy of our values while also building

addressing our most material ESG topics. These issues

Al Rajhi Bank is adopting a fresh approach. We are taking

on them for future generations. We are taking decisive

have multiplied in number and complexity in recent years,

the necessary steps to build on the resilience of the Bank

steps to achieve that ambition, through both our ‘ABCDE’

and that requires us to take a strategic and multi-faceted

and making a tangible difference in improving wider

Back to Basics Strategy and our ESG agenda, which are

approach to understanding and managing them.

environmental and social outcomes. We are excited about

intrinsically linked.

Throughout this report, stakeholders can learn about the

the bright future ahead.

wide-ranging initiatives we have already implemented,
The banking industry is transforming as evidenced by new

along with the plans and goals we have established

Steve Bertamini

technologies being harnessed and ultimately how services

for coming years. These include our aspirations to be

Chief Executive Officer

are delivered to customers to enhance their customer

an employer of choice, to provide a superior customer

experience, Al Rajhi Bank is engaged in its own journey

experience and be a digital banking leader, and to

of change – one that will complement and contribute to

heighten the positive impact we make in society, including

Saudi Arabia’s Vision 2030. During the year under review,

through proactive environmental stewardship and

we accelerated our transformation, continuing to deliver

community involvement.

APPENDICES

A range of ESG matters have factored into
our decisions and actions over the past
year, including how we evaluate business
risks and opportunities facing the Bank and
its stakeholders. In a changing world, it is
our responsibility as a leading bank to rise
and meet the standards expected of us.

superior returns for shareholders while enhancing our
customer and staff engagement.
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STRATEGY

Our work in these areas is aligned with our corporate

and actions over the past year, including how we evaluate

SOCIAL

Transparency which translate to dealing with all

A range of ESG matters have factored into our decisions

ESG Report 2018

GOVERNANCE

The first of our core seven Values is Integrity &

We believe our future success
is intertwined with the wellbeing of our stakeholders
and the world around us.
Al Rajhi Bank is adopting
a fresh approach. We are
taking the necessary steps
to build on the resilience of
the Bank and achieve positive
impacts that make a tangible
difference in improving
wider environmental
and social outcomes.

ENVIRONMENT

Message From Our CEO
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INTRODUCTION

banking principles, Al Rajhi Bank Group consists of

over nine million customers, the Bank serves the largest

seven subsidiaries in addition to the Bank. Four of

customer base in the Kingdom, processing the payrolls

these subsidiaries are situated in the Kingdom while

of over 50% of government employees. Handling an

three are located overseas. Together, the Group

average of 172 million transactions per month and over

provides clients with innovative financial products

a million remittances, the Bank partners with over 200

and services that combine Islamic values with modern

correspondent banks in around 50 countries. Al Rajhi

commercial requirements.

To be a trusted leader delivering innovative financial

Largest Islamic Bank
worldwide

solutions to enhance the quality of life of people everywhere.

By assets and market

Bank is among the top 10 employers in the Kingdom and

capitalisation

the largest employer in the financial sector.

No. 1 retail bank
in the Middle East

Net income (SAR Bn.)

To be the most successful bank admired for its innovative
service, people, technology and Shariah compliant products,
both locally and internationally.

Our Values
Integrity and transparency
Being open and honest while maintaining the highest
standards of corporate and personal ethics
A passion to serve
Anticipating and addressing customer needs to deliver results
that go beyond expectations

In retail deposits and income

15

effective and efficient solutions
Modesty and humility
Being humble in thought, word, and deed

No. 1 Distribution
network in the
Middle East

32.90
10

5

No.1 in banking
transactions
in the KSA

10

2017

2018

0

2017

2018

Increase: 12.90%

Improved: 120 bps

Total assets (SAR Bn.)

Total capital adequacy ratio (%)

4 of 10 transactions in KSA
400
343

Defining, differentiating, and reinforcing excellence in people

Brand Power Score

365

30
23.30

300

20.20

20
200
10

100
0

Increase: 6.40%

08

31.70

20

0

Meritocracy

Contributing towards a better tomorrow

30

ATMs and remittance centres

No. 1 Bank brand
in the KSA

Care for society

9.10

By number of branches, POS,

Innovativeness
Nurturing imagination and fostering creativity for better results

40
10.30

Solution oriented
Helping the customers achieve their objectives through

Cost to income ratio (%)

GOVERNANCE

Our Mission

ENVIRONMENT

Comprised of meticulous adherents to Islamic

to meet the needs of its diverse customer groups. With

ESG Report 2018
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Our Vision

Al Rajhi Bank provides a range of products and services

SOCIAL

Founded in 1957, Al Rajhi Bank is the second largest bank by assets in the Kingdom of
Saudi Arabia, and the largest Islamic bank in the world.

STRATEGY

About Al Rajhi Bank

2017

2018

0

2017

2018
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Our Business Strategy
The Bank’s 2020 strategy, first formulated in 2015, is

The Bank aims to achieve these objectives through the

designed to build new capabilities and ensure sustainable

execution of its “ABCDE – Back to Basics” plan, which

growth amid a rapidly changing economic environment.

is composed of five key pillars: accelerate growth to

Through this strategy, we are growing our product and

outperform the competition, become the employer of

customer portfolio, diversifying sources of funding,

choice in the sector, enhance customer focus, achieve

expanding delivery channels, enhancing customer and

digital leadership, and improve execution excellence.

employee engagement, migrating customers to online
channels and streamlining internal processes.
A key enabler for Saudi Arabia’s Vision 2030 is the
development of a thriving financial sector that
underpins and nurtures private sector growth, supports
the formation of an advanced capital market, and
promotes financial responsibility among residents.
Delivering on these ambitions is a core objective of the
strategy of Al Rajhi Bank.

ABCDE – Back to Basics Strategic Plan
A

B

C

D

E

Accelerate
growth

Become
employer of choice

Customer
focus

Digital
leadership

Execution
Excellence

Grow mortgage,
private sector,
affluent, ladies
and Tahweel

Engaged
workforce

Smartly expand
channels
and formats

World-class
compliance

Enhance SME
and corporate
capabilities

Expand development
and training
programmes

Empower
frontline

Digitise customer
journeys

Enhance
IT infrastructure

Enhance
International
presence

Strengthen
diversity

Align organisation
to customer
advocacy

Migrate customers
to self-service
channels

Centralise
and automate
operations

Improve yields

Enhance employee
value proposition

Install and embed
NPS across the Bank

Innovate in
payments

Strengthen risk
infrastructure

Exceed industry

Higher engagement

Most recommended

Best in class

Deliver

12

Update value
propositions
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INTRODUCTION

Our Value Creation Model

Stewardship
Stewardship

Strategy
Strategy

Monitoring
Monitoring
and Evaluation
and Evaluation

Activities
Activities

Outputs
Outputs

Financial
Financial
capital
capital

ValueValue
delivered:
delivered:

Accelerate
Accelerate
growth
growth
Improve
Improve
portfolios
portfolios
in key in key
customer
customer
segments
segments

CuttingCutting
edge knowledge-based
edge knowledge-based
intangibles
intangibles
and tangibles
and tangibles
ownedowned
and controlled
and controlled
by the by
Bank
the Bank

Investor
Investor
capitalcapital
Loyal investor
Loyal investor
base nurtured
base nurtured
and and
rewarded
rewarded
through
through
sound sound
governance
governance
and ethical
and ethical
business
business
practices
practices

Customer
Customer
capitalcapital
Trust and
Trust
loyalty
and loyalty
earnedearned
by putting
by putting
the customer
the customer
at the heart
at the of
heart
all we
of all
do we do

SoundSound
financial
financial
intermediation
intermediation
Grow mortgages,
Grow mortgages,
retail, retail,
derived:
derived:
SME and
SMEcorporate
and corporate
banking
banking ValueValue
Profitability,
Profitability,
shareholder
shareholder
loyaltyloyalty
and business
and business
portfolio
portfolio
growthgrowth

ValueValue
delivered:
delivered:
Employer
Employer
of choice
of choice
CreateCreate
a performance-driven
a performance-driven
cultureculture
where where
the customer
the customer
comescomes
first first

Empower
Empower
frontline
frontline
and embed
and embed
NPS across
NPS across
the Bank
the Bank

Employee
Employee
capitalcapital
An innovative
An innovative
team of
team
achievers
of achievers
drivendriven
by a passion
by a passion
to serve
to serve

SocialSocial
and Environmental
and Environmental
capitalcapital
A license
A license
to operate
to operate
earnedearned
through
through
our contribution
our contribution
towards
towards
financial
financial
inclusion
inclusion
alignedaligned
with Vision
with Vision
2030 2030

14

Professional
Professional
development
development
and and
a motivating
a motivating
work culture
work culture

ValueValue
derived:
derived:

A dedicated
A dedicated
and empowered
and empowered
workforce
workforce

ValueValue
delivered:
delivered:
Customer
Customer
focus focus
Provide
Provide
greatergreater
convenience
convenience
and and
security
security
in customer
in customer
offering
offering

Improve
Improve
customer
customer
touchpoints,
touchpoints,
products
products
and services
and services

Business
Business
partner
partner
capitalcapital
A bedrock
A bedrock
of market
of market
confidence
confidence
and and
financial
financial
stability
stability
through
through
exemplary
exemplary
stewardship
stewardship

ENVIRONMENT

Institutional
Institutional
capitalcapital

Impact
Impact

ShariaSharia
compliant
compliant
products
products
and and
services
services
via wide
vianetwork
wide network

Move the
Move
Bank
thetowards
Bank towards
becoming
becoming
the leading
the leading
DigitalDigital
Bank in
Bank
the region.
in the region.

Be an integral
Be an integral
playerplayer
in the in the
development
development
of a thriving
of a thriving
ValueValue
derived:
derived:
financial
financial
sector sector
and a key
and a key
StrongStrong
brand brand
value, value,
customer
customer
enabler
enabler
of the Kingdom’s
of the Kingdom’s
Vision Vision
patronage,
patronage,
and market
and market
leadership
leadership
2030 by2030
offering
by offering
services
services
to
to
support
support
privateprivate
sector sector
growth.
growth.

ValueValue
delivered:
delivered:

DigitalDigital
leadership
leadership
ExpandExpand
digitaldigital
channels
channels
and migrate
and migrate
customers
customers
to self-service
to self-service
banking
banking

SOCIAL

StrongStrong
book value
book of
value
the Bank
of the Bank
reflecting
reflecting
profitability
profitability
and and
asset quality
asset quality

Outcomes
Outcomes

GOVERNANCE

Inputs
Inputs

Stakeholders
Stakeholders
and Materiality
and Materiality

Sustainable,
Sustainable,
convenient
convenient
banking
banking
Introduce
Introduce
new and
new
improved
and improved options
options
digitaldigital
banking
banking
options
options

Valued
Valued
derived:
derived:

Brand Brand
value and
value
market
and market
leadership
leadership

ValueValue
delivered:
delivered:
Execution
Execution
excellence
excellence
ExploreExplore
and execute
and execute
measures
measures
to improve
to improve
operations
operations

Enhance
Enhance
IT infrastructure,
IT infrastructure,
centralise
centralise
and automate
and automate
operations,
operations,
and strengthen
and strengthen
risk infrastructure
risk infrastructure

ESG Report 2018

Smoother
Smoother
systems
systems
that facilitate
that facilitate
better better
customer
customer
serviceservice

ValueValue
derived:
derived:

APPENDICES

Operating
Operating
Environment
Environment

STRATEGY

Vision,
Vision,
Mission
Mission
and Values
and Values

Cost savings
Cost savings
and improved
and improved
stakeholder
stakeholder
confidence
confidence
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Banking is a business of responsibility. Financial

Specifically, the policy articulates our commitment

As a leading bank, our activities touch many people,

We engage with our key stakeholder groups in a variety

responsibility and broader social responsibility. At Al

towards:

businesses and aspects of society. That means we have

of ways. It is vital for us to communicate effectively and

Rajhi Bank we take both these obligations seriously. We

1. Our internal environment (workplace)

a responsibility to ensure we understand and respond

regularly with them. Open dialogue is key to learning

work diligently to be a well-managed, well-disciplined

2. Employees

to the evolving needs and interests of our stakeholders.

and improving, which is why we have teams dedicated

institution that protects people’s money from a fiduciary

3. Customers and shareholders

We consider stakeholders as those individuals or entities

to interacting with stakeholders and responding to the

perspective and enables customers and businesses to

4. Communities and society

who are materially impacted by the Bank’s activities or

issues and concerns they raise. This engagement informs

those who can impact the Bank by their actions, opinions,

the Bank’s ESG agenda, which encompasses issues most

attitudes or perceptions.

relevant to the Bank and its stakeholders (for details, refer

to live up to our societal duties so that we foster economic

ESG Management and Disclosure

and community prosperity.

While a range of ESG matters have always been integrated
in our decision-making, including how we evaluate

These responsibilities dictate our commitment to

risks and opportunities, we must rise up to the evolving

environmental, social and governance (ESG) practices.

standards expected of us. That means constantly

We have initiatives and programmes in place across

working on new and existing initiatives to ensure we

these pillars, to deliver on our ESG ambitions, which are

are addressing the most relevant issues concerning our

underpinned by the strong foundation of our core values

stakeholders and our business. It also means we need

and standards.

to do a better job of communicating our management

to the next section).

ENVIRONMENT

achieve their financial goals. At the same time, we strive

Key Al Rajhi Bank stakeholder groups [102-40]
Investors
The
Environment

STRATEGY

Our ESG Approach

INTRODUCTION

How We Listen
to Stakeholders

Customers

approaches, targets, performance and progress around
material ESG issues.

SOCIAL

Our Core Values are the heart and soul of Al Rajhi Bank,
giving us a platform on which to achieve current and
long-term ESG goals. Complementing these values, our

We aim to improve ESG disclosure by:

Policy on Social Responsibility, established in 2014

•
•

Disclosing the most relevant KPIs while

and their families, local communities and the broader

embracing non-financial reporting standards such

society in which we operate.

as GRI and SASB
•

Society and Local
Communities

Key ARB
stakeholder
groups

Setting relevant targets and priorities to help create
value and demonstrating, through this ESG Report and
our Annual Report, how the Bank plans to fulfill them

Environmental

GOVERNANCE

sustainable development and the well-being of employees

Increasing transparency on how the Bank
manages its ESG issues

and last updated in 2018, outlines how we contribute to

Business
Partners

We have started to develop targets and benchmarks in
several areas to drive and evaluate our progress.
There is a dedicated team overseeing the Bank’s ESG

Governance

Social

with colleagues across the organisation to help identify

Government
Authorities

and prioritise ESG issues, explore opportunities for
improvement, and validate data for reporting.

APPENDICES

agenda. This team acts as a central resource and works

Employees

Regulators

16
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Forms of Engagement [102-42] [102-43] [102-44]

Investors

Customers

Principal means of engagement

Subjects of engagement

• General Assembly Meeting
• Extraordinary General Meetings
Interim financial statements
• Annual report
• Investor presentations
• Press releases
• Announcements made on the
Saudi Stock Exchange and the
Bank's corporate website
• Investor conferences

• Strategy

• Branches

• Price

• Service centres

• Ease of access

• ATM network

• User-friendliness

• Online banking

• Banking hours

• Corporate website

• Specialised needs

• Financial statements of the Bank
and the Group plans, prospects,
and forecasts
• Shareholder returns
• Governance
• Risk management

• Print and electronic media
• Social media
• Customer satisfaction surveys
• Customer visits
• Net Promoter Score (NPS)

Employees

•
•
•
•
•
•

Induction programmes
Development of key performance
indicators (KPIs)
Individual career development plans
Meetings
Staff societies and volunteerism

• Performance standards
• Career plans
• Training and development
• Corporate values
• Corporate strategies and plans
• Trends in banking
• Saudisation
• Remuneration and benefits
• CSR programmes

Society and Local
Communities

• Education

• Financial inclusion

• Youth and employment

• Affordable financing for
disadvantaged segments and
community empowerment

• Microfinance for women
• Programmes for SMEs
• Assistance to needy and vulnerable

18

• Assistance for disadvantaged and
vulnerable groups

ESG Report 2018
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There are numerous ESG issues, risks and opportunities

Our materiality assessment includes:

We seek to create a sustainable future and in turn

that demand our attention. We focus on those that matter

•

Corporate planning exercise

contribute to the UN’s Sustainable Development Goals.

most to our stakeholders, directly relate to our business

•

Analysis of emerging global and local trends

and are areas where we feel we can make a positive

•

Review of industry issues and developments

•

Meetings with stakeholders and feedback received
from multiple engagement channels

are always evolving, which is why we conduct a

We have identified 15 key areas highlighting current

regular materiality assessment. This helps us monitor,

priority ESG issues, which are the focus of our

track and analyse ESG issues and the interests of

forward-looking strategy and programmes, as well

stakeholders, both external and internal.

as this report. The results of our latest assessment are

Environment

Social

Governance

• Managing Our
Environmental
Impact ....................... 24

• Sustainable
Finance ...................... 29

• Corporate
Governance ...............58

• Customer
Experience ................ 28

• Managing Risk ......... 62

shown in the table below:

1

Sustainable Finance

Page 29

Responsible Customer Relations

Page 31

Digital Leadership

Page 34

Financial Inclusion

Page 38

Engagement and Wellbeing

Page 42

Talent Development

Page 44

Diversity and Inclusion

Page 48

Compensation and Benefits

Page 50

Community Investment

Page 53

Responsible Procurement

Page 56

Corporate Governance

Page 60

Managing Risk

Page 64

Integrity and Transparency

Page 67

Data Protection and Cyber Security

Page 70

Material topics are those that significantly affect the Bank’s ability to create value over the short, medium and long term, having a significant impact on the opinions, attitudes,
and perceptions of stakeholders. Material topics are defined by their relevance and significance, where the latter is a function of the magnitude of their impact and the probability
of occurrence.

Sustainable
Development
Goal

SOCIAL

Discussion in Report

GOVERNANCE

Material ESG Topic

How
Al Rajhi Bank
is contributing

• Responsible Customer
Relations .................... 31
• Digital
Leadership................. 34

• Integrity and
Transparency ............ 65
• Data Protection and
Cyber Security .......... 68

• Financial
Inclusion .................... 37
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ESG Pillar

We understand that ESG matters and expectations
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impact. These are considered our most material topics .
1

INTRODUCTION

The ESG Issues
That Matter Most

STRATEGY

Al Rajhi Bank’s Contribution
to the UN Sustainable
Development Goals

03

Environment
Managing Our Environmental Impacts
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Managing Our
Environmental Impacts
Al Rajhi Bank is committed to addressing environmental challenges
and meeting the sustainability goals outlined in Vision 2030. We aim to
better understand, manage and reduce our operational impact on the
environment, consequently protecting the planet for future generations.

Management Approach

2018 Highlights

As a responsible financial institution, we are mindful of

•

Throughout the year we have upgraded our new office

the impact of our decisions and operations and recognize

space by replacing legacy fluorescent tube lights with

our role in the transformation towards a sustainable

LEDs. This has been carried out through not only the
head office but also all branch network

community. We aim to reduce the Bank’s carbon footprint
and provide transparency in our performance.

•

Adjusting air condition temperature to save power and
be more energy efficient

Another important way we demonstrate a balanced,
responsible approach to banking is through our lending
and investment activities. As the world’s leading Islamic

2019 Priorities

banking institution, we provide ethical screening and are

•

In 2019, we plan to initiate a pilot solar energy

now incorporating broader ESG factors into consideration

project in our Sulaimaniyah branch. Upon

through our lending and investing activities. We have

successful implementation of the pilot project, we

procedures in place which assess environmental risks and

plan to roll out the technology to approved Retail

ensure products we fund do not have a negative impact on

Group Branches

the environment (please refer to the Sustainable Finance

•

to measure and disclose our climate risks

section for more details).
In 2018, we worked hard to create a culture of energy

•

Implement Environmental Management System.

•

Engage employees in environmental awareness
and training sessions

conservation. The Bank’s energy consumption is managed
by the Al Rajhi Development (ARD) Team, who closely
monitor our energy data to identify trends, compare

Participate in the Carbon Disclosure Project (CDP)

•

Reduce energy, water and paper consumption
across Al Rajhi Bank locations

against benchmarks, and support long-term capital
upgrades to our facilities. Through our efforts we have
identified several projects that will lead to energy and
monetary savings including CYLON controls, a more
efficient HVAC system and stricter schedules when it
comes to regulating zone temperatures.

24
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General Manager
Retail Banking Group
Al Rajhi Bank

Operating the largest retail banking business in the
Middle East, Al Rajhi Bank serves over nine million

INTRODUCTION

A customer needs to demonstrate consistently good

Responsible Lending

payment behaviour over a period of 12 months before the

As a world-leading Islamic bank, responsible finance is

exposure is no longer considered to be credit-impaired or

embedded in our decision-making. Our financial solutions

in default.

are designed to be Shariah-compliant, so we apply strict

Over 550 branches
Largest distribution network in the Kingdom

standards pertaining to credit evaluation and financing

2018 Highlights

and we look to avoid funding projects that may pose

•

Al Rajhi Capital retained its position as the leading
broker on Tadawul and expanded its market share

negative environmental or social risks for the Bank.

No.1 in ATMs
No.1 in Branches

to 20.3% from 19.6% in 2017. Our Asset Management

Top market share across key products

No.1 in Personal loans
No.1 in Auto loans
No.1 in Mortgages

Prior to granting credit facilities, we conduct a credit

business also expanded significantly with total AUMs

risk assessment that incorporates statistical risk

(Assets Under Management) increasing 40% to

models and other evaluation tools. Employees involved

SAR 38 billion

in lending engage with clients in our loan portfolio and

Presence and branches
Customers: 9+ million
Branches:

•

The number of corporate and institutional banking

oversee their compliance with requirements stipulated

customers increased significantly, from 4,792 in 2017

in our agreements and transactions. Given the

to 7,890 in 2018. We saw the value of our loan portfolio

growing importance of ESG issues, going forward we will

grow, along with the amount of lending and project
finance activities that integrate ESG factors

work to integrate broader ESG evaluations into our
lending processes.

•

In May 2018, SAMA issued the Responsible Lending
Principles. The main objective of these regulations

customers. Our vision is to be a trusted leader delivering

Financial Help in Challenging Times

is to shift consumer behaviour towards savings and

innovative financial solutions to enhance the quality of

The Bank renegotiates loans to customers facing financial

mortgage finance and away from consumer finance.

life of people everywhere.

difficulties. Under the Bank’s forbearance policy, loan

The regulation calls for tighter DBR (Debt Burden

forbearance is granted on a selective basis if the debtor is

Ratio) restrictions across all products, especially

currently in default or if there is a high risk of default, there

auto leasing, in addition to the introduction of an

to anticipate the needs of our customers, help them

is evidence that the debtor made all reasonable efforts to

affordability module that includes consideration of

achieve their objectives and deliver results that go

pay under the original contractual terms and the debtor is

external obligations. Following their introduction,

expected to be able to meet the revised terms.

Al Rajhi Bank reviewed and assessed the regulations

beyond their expectations. With our people and digital
systems increasingly geared towards providing a superior
customer experience, the Bank is on a clear trajectory
towards meeting its customer advocacy goals.
Our ongoing commitment and focus on caring for
customers through the delivery of high-quality products
and services has been recognized through numerous
prestigious awards from institutions including Euromoney,
Global Finance, Banker Magazine and The Asian Banker.
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Saudi Arabia
551

Jordan
10

Kuwait
2

Malaysia
18

Customer deposits (SAR Mn.)
2018 – 293,909
2017 – 273,056

Increase: 7.60%

Female customers
Growth of 30%over the last three years

Awards

“#1 Bank Brand in KSA” (Brand Power Score)
“#1 Bank Brand in KSA” (Brand Power Score)
“Broker of the Year” (Euromoney Global Investor)
“Best Provider of Shariah-compliant Funds” (Global Finance)
“Real Estate Investment Firm of the Year”
(Euromoney Global Investor)

to ensure our lending practices are in full compliance
The revised terms usually include extending the maturity,
changing the timing of profit payments and amending
the terms of loan covenants. Both retail and corporate
loans are subject to the forbearance policy. Forbearance
is a qualitative indicator of a significant increase in credit
risk and an expectation of forbearance may constitute

APPENDICES

Solution oriented with a passion to serve, we work hard

STRATEGY

Over 3.6 million digital banking customers

Management Approach

ENVIRONMENT

Saleh Alzumaie

2018 Achievements

SOCIAL

We always offer unique and
innovative services in line
with customers’ expectations
and ambitions, to better serve
the community and facilitate
daily life.

Sustainable Finance

GOVERNANCE

Customer Experience

evidence that an exposure is credit-impaired/in default.

ESG Report 2018

29

2019 Priorities

4,421

Value of loan portfolio
(SAR million) *

58,129

4,792

to measure and increase customer satisfaction.

7,890
•

59,196

60,578

Continually promote and improve the NPS scheme
Integrate Live Chat to the Bank’s communication
channels to help more clients, deliver fast service
in real-time and enhance overall customer
experience.

17,913

16,785

17,912

*Note: for a breakdown of loans by sector, please see the

Management Approach

We have programmes and appropriate mechanisms

Customer Focus Strategy

in place that help both existing and future customers

With the ambition to be recognised as the most

to develop their knowledge, skills and awareness to

recommended bank in the Kingdom of Saudi Arabia,

appropriately understand basic risks, and assist them in

we place a strong focus on being a customer-centric

making informed and effective decisions. We also have a

organization, so that we deliver what is best for our

process in place that directs them to obtain appropriate

stakeholders. We strive to create an environment where

assistance when required.

STRATEGY

2018

•

Corporate and
institutional banking
customers

Lending and project
finance that integrates
ESG factors
(SAR million)

2017

customers not only benefit from our products and services,
but function as loyal ambassadors who advocate Al Rajhi

Our Awareness and Advisory Function works alongside

Bank to others. By empowering customers we can build

the Branch Network and Learning and Development

healthier customer relationships, earn new clientele and

departments to train the Bank’s employees on principles

maintain the Bank’s growth.

of service culture, including benefits and risks associated

Appendix for our ESG Performance Tables.

with products offered. This supports and encourages
To help build the right culture of advocacy within Al Rajhi

government and non-government initiatives and non-

Bank, we educate employees on elements of the customer

profit programs in spreading financial awareness in local

experience. We have an Employee Code of Conduct,

markets regarding safety measures when conducting

Client Charter and Banking Consumer Protection

banking transactions to avoid the dangers of phishing and

Principles, which together articulate our commitment

scamming activities inside or outside the Kingdom.

to responsible business and safeguarding customer
Through our Service Ambassadors programme, we aim

to professionalism, fair and equitable dealing (with

to train branch employees to better serve customers.

extra attention extended to those with low income,

A minimum of one employee in each branch is trained to

little education and special needs), disclosure and

be the source of educational awareness to his/her peers

transparency, privacy protection, and financial education

and customers. We also conduct branch employee surveys

and awareness.

to determine knowledge gaps and identify targets for
GOVERNANCE

interests. The principles include our commitment

ENVIRONMENT

2016

SOCIAL

Corporate and
Institutional Banking

INTRODUCTION

Responsible
Customer Relations

APPENDICES

future awareness campaigns.
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We introduced a customer experience training

For real-time measurement, we use the Medallia

responsible for improving customer experience. The team

programme and booklet for front-line staff in

platform, which allows us to view our NPS scores

based on their feedback is crucial to our success. We

harnesses wide ranging insights to identify potential

branches. During the year, 980 employees from

through a live dashboard. The insights are shared

listen to our customers and monitor our progress through

improvement opportunities in collaboration with internal

different branches participated in 70 training sessions.

with business units to ensure everyone has access

multiple channels, including:

stakeholders and facilitates launching and tracking

The curriculum is designed to educate them about

to customer feedback and can act where necessary.

service improvement initiatives as part of an annual plan.

different components of the customer experience and

A portion of the KPIs we use in evaluating the

the way it is measured

performance of retail banking staff is based on the

We created an online dashboard containing real-

monthly NPS score.

2018 Highlights

promote Al Rajhi Bank to other friends and colleagues.

•

During the 2018 financial year, the Bank maintained

time customer experience metrics. The platform can

We have embedded NPS metrics and improvement

its leading position in terms of branch and ATM

be accessed by executive management and relevant

into our balanced scorecards for the Bank

networks and remittance centers across the Kingdom,

Voice of Customer programme: We implement

by focusing on increasing its market share in deposits.

tools and processes to capture and consolidate

Through this wide network, customers have access

feedback from customers on their experiences with

to the entire range of financial products and services

us, across any channel. The insights help deepen our

in current accounts, personal loans, auto loans and

understanding of customers and pinpoint where we

mortgages

need to invest further time and effort to bolster the
•

•

•

The Bank registered a 10% growth in its NPS score and

Bank’s products and services

achieved the second highest NPS score in the country,

Customer complaints: We strive to provide error-

versus the number seven bank position in 2015. We

free services; however, issues sometimes occur. In

also increased overall customer satisfaction by 62%
between 2017 and 2018

such instances, we are committed to addressing
them quickly and positively. Our Contact Centre aims

•

We maintained our leadership in social media,

business function heads
•

programs that cover customer product safety issues
Customer
Satisfaction

2016

2017

2018

Overall customer
satisfaction (%)

N/A

+29%

+62%

the customer’s satisfaction. We have procedures in

most notable process improvements include reducing

Several years ago, we embarked on a journey to

place to receive and settle customer complaints, which

customer ATM claims, streamlining insurance for cars

transform our customer service culture. At the time,

are monitored by SAMA. We also use a predictive

and real estate assets, and reducing turnaround time

we felt it was too transaction-oriented and not aligned

complaints system harnessing big data technology to

for credit approvals and ancillary services

with our aspirations towards sector leadership.

We launched 12 new products in 2018, including

Customer feedback confirmed this.

resolve customer issues proactively

•

•

and point-of-sale financing for SMEs – to meet evolving

We began taking decisive action to increase our

Our Customer Experience Council is responsible for

client needs

customer focus and the engagement of customers with

2018

3,554

4,587

31,058

15,119

0
Base

the Bank. As part of this effort, toward the end of 2015
we started using the Net Promoter Score (NPS) survey

with Al Rajhi Bank’s “Customer Focus” strategy. Chaired

resolved over 204,000 complaints. We conducted a

programme to help measure and drive progress.

•

by the CEO.

root cause analysis of customer complaints across all
Al Rajhi Bank products and addressed the issues with

Initially, we measured customer experience metrics

•

product owners

for 100 retail branches and six different banking

The Bank’s emphasis on customer centricity requires

transactions. Since 2017, we have been implementing a

the Bank’s customer focus strategy; designing and driving

“state-of-the-art” customer relationship management

custom-designed NPS scheme to identify customers as

a culture of advocacy including customer awareness

tools. During the year, we empowered our call centre

“promoters”, “passive” or “detractors”, through both

programmes; monitoring and reporting on experiential

agents with tools that provided a comprehensive

online and offline customer surveys. Today our NPS

and operational service metrics; monitoring complaints

360-degree view of customer needs, enabling us to act

programme spans customer touchpoints across

trends and resolution performance; and action planning

swiftly to fulfil customer requests or address issues

all business units, with feedback collected from our

and implementing service improvement changes.

2017

20

7.8 million calls, 1.4 million service requests and

•

2016

40

In 2018, our Contact Centre received more than

Department. Its responsibilities include: contributions to

2015

60

prioritizing bank-wide improvement initiatives, in line

Supporting the Council is our Customer Experience

42%

Detractors

Responsibilities
•

34%

80

securitisation, supply chain financing, FX forwards,

reviewing issues affecting the customer experience and

21%

100

Case study

New levels of insight
into the customer experience

inquiries and requests and to resolve complaints to

14%

%

In 2018, the Bank provided 9 different training

We continued to improve our customer service. The

ranking first on Twitter, YouTube and Instagram.

to respond promptly and accurately to customer

Net Promoter Score (NPS)

ENVIRONMENT

•

to measure how satisfied and likely a customer is to

Passive

Promoters

2019 Priorities
Further improve service delivery and customer
experience
Continue to monitor key customer experience
metrics, including customer satisfaction, NPS and
complaints
•

Expand NPS survey to encompass new segments
and channels

retail, commercial, corporate, Tahweel and Contact
Centre operations.
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biannual external study is commissioned by the Bank

GOVERNANCE

Net Promoter Score (NPS) programme: This

APPENDICES

•

•

INTRODUCTION

The Bank has a dedicated Service Improvement team

Listening to our customers and improving our service

STRATEGY

Listening and Learning

33

INTRODUCTION

Management Approach

Among our offerings:

As part of our retail expansion strategy, we have adopted

The banking sector is transforming into a digital industry,

•

The innovative Al Mubasher app features a host of

a new layout for each branch designed to enhance the

Exponential jump in retail banking
customers using digital services

and Al Rajhi Bank is at the forefront of this change. We are

services such as bill payments and the ability to

customer experience and entice them to try out and

Active users for Al Mubasher retails, the Bank’s

committed to pioneering digital banking by leveraging the

apply for products, as well as the latest advancements

experience digital banking. We are also establishing

internet banking service for retail customers,

latest technologies to provide customers with the highest

in security technology. We continually enhance

an innovation centre in our new facility and will be

exceeded 2018 targets

quality services and value.

the app with performance upgrades to improve

expanding the level of customer input in both the design

user experience

and prioritisation of new features and products. The

The ASRAA self-service machine is a one-of-a-kind

feedback and suggestions from customers have

“Back to Basics” strategic plan, and we remain focused

“smart booth” with innovative solutions for customers’

enhanced our ability to increase conversion to digital

on strategically expanding channels, digitising customer

banking operations and transactions. Through the

channels and functionality

journeys, migrating customers to self-service channels,

machine, customers can renew their banking cards,

and exploring innovations in payment methods. Each year

print check books and six-month account statements,

2018 Highlights

we introduce new solutions to grow our digital footprint

make transfers and perform other activities. It is the

•

and enhance customer experience, and we see consumer

largest self-service network in the Middle East in terms

or desktop. The number of active retail users of the

of availability and diversity of services

Bank’s Al Mubasher online platform grew by 64%

Al Rajhi Bank has the largest ATM network in the

during 2018 to 3.6 million, while active corporate users

Kingdom, with more than 4,100 ATMs located

grew by 12.8% to almost 40,000. In terms of point-of-

throughout the country

sale (POS), we captured 18.9% of the value of POS in

engagement continue to grow. Today, 56% of customer
transactions are performed digitally.

•

2.0

The four themes for 2018 and our achievements at a glance

In 2018, 25% of transactions were made on a mobile

4.0

2017

enhancements. The integration of the Al Rajhi Bank

Regulatory and
compliance
Retail
Corporate

34

11
2

Digital
Leadership

3

We signed an agreement with WhatsApp last year

New digital
channels

10

4

2.0

2

to launch the Kingdom’s first verified WhatsApp

4.50

3.6 Mn.

2.50

Business platform. The new platform consolidates

Retail

1

communication with customers, who can now access

SME

1

our customer service teams via WhatsApp to send their

PWS

2

inquiries at any time. This is part of our omni-channel
programme, designed to enhance other Contact Centre
channels to deliver a seamless experience across
touch points

4.0

3.00
3.50

2018
APPENDICES

Retail

3.00

We continued to accelerate our mobile banking

innovations designed to enrich customer experience.

1

2.2 Mn.
3.50

mobile application with WhatsApp is among many

Customer
satisfaction

2.50

4.50

the Kingdom, up from 16.3% in 2017
•

ENVIRONMENT

Active users – Mubasher

SOCIAL

•

GOVERNANCE

Digital leadership is one of the five pillars of the Bank’s

STRATEGY

Digital Leadership

Cost reduction and
revenue generation
Retail

9

Corporate

3

PWS

1
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•

Active users – eCorporate

Tahweel Al Rajhi, the Remittances arm of the

of understanding with the Ministry of Information

kiosks (ASRAA) during the year – considered a record

Bank, launched the Tahweel app during 2017.

Technology and Communication (CITC) to provide

even by global standards. These kiosks provide

Customers using this app reached 279,509 in

an ‘electronic signature’ service. The service allows

customers with around the clock banking services. In

number by the end 2018

customers to add their signatures to documents

In cooperation with the National Center for Digital

electronically, without the need to print or visit a

Certification, in 2018 the Bank signed a memorandum

branch in person

The Bank installed a total of 230 24-hour, self-service

2018, we enriched the kiosks with new capabilities.

•

•

For example:

35,184

draft checks instantly at any self-service kiosk. This

Transactions by Type

2016

2017

2018

2019 Target

is a step to decrease the need to withdraw large

Number of online transactions

61,965,980

65,944,698

66,413,848

69,000,000

amounts of cash when purchasing cars, paying

Number of mobile transactions

132,632,730

199,210,144

363,291,508

460,000,000

Number of telephone transactions

51,656,334

77,864,385

100,601,353

130,000,000

Number of ATM transactions

480,372,581

522,648,546

561,622,349

559,133,565

Number of branch transactions

97,149,319

83,494,308

57,004,207

39,000,000

school fees or making other payments that require

37,000

large amounts of money

38,000

◌◌ We introduced new fingerprint identification

2017

personal information using their fingerprint,

technology that allows customers to update their

The Bank installed 20 interactive teller machines
(ITMs), making Al Rajhi Bank the owner of the largest
such network in the Kingdom. ITMs allow customers

35,000

to communicate with remote tellers through video and

36,000

audio as they perform various banking transactions.
This high-tech solution provides customers with easy
and convenient options

39,588

37,000

•

•

Continue to explore innovative opportunities and partnerships in the FinTech industry

•

Expand use of robotics in our operations

•

Focus on process automation, technology platforms and digital channels to enhance customer experience and
provide a seamless banking service

•

Relocate new data centre with minimum interruption to operations

We added a richer array of options within our
ATM network, such as foreign currency exchange,
enabling a broader spectrum of banking services

38,000

outside branch hours

2018

•

Online remittance
numbers on the rise
Active users – Tahweel

We implemented a trial of artificial intelligence

Case study

(AI) and voice recognition technologies across our

‘Tanfeeth’ Programme connects government systems with banks

customer call centres. Additionally, robotics was

As part of the Saudi Vision 2030, Al Rajhi Bank has been selected to participate as one of the pilot banks to work with

expanded to improve the efficiency of back office

the Saudi Arabian Monetary Authority (SAMA) on an ambitious programme – the “SAMA Tanfeeth” Project – to help

transactions. Our digital leadership is now well

modernise government technology systems and integrate them with the Kingdom’s banks.

established in the sector due to significant and early

•

100,000
350,000 279,509 150,000

200,000

The programme was launched in early 2019 and will empower government entities by digitising their processes.

processing over 22,000 transactions daily

Through the initiative, the Ministry of Justice, for example, will improve the efficiency and execution of court cases:

We received Tier 4 certification for our data centre and

several manual processes will be automated, and through a new, secure technology infrastructure, judges will have

were the first bank in the Middle East to achieve this.

access to a framework of procedures for handling cases, among other services and benefits.

This facility underpins our digital banking services
•

300,000

adoption of robotic tools. We have introduced 253 bots

In alignment with the Bank’s strategy and contribution

The Bank is proud to support the objectives of Saudi Vision 2030, which focuses on harnessing modern technologies

towards Saudi Vision 2030, to engage with technology

and e-government applications in addition to upgrading the level of government services in a way that improves the

and achieve a cashless society, we introduced

efficiency of administrative procedures, improving overall quality and speed.

APPENDICES

39,000

2019 Priorities

SOCIAL

40,000

ENVIRONMENT

without having to visit the branch
•

customers to online account opening. By fully

250,000

automating the account opening process, we provided

2018

experience and service standards, while enticing

an attractive new option that enhances customer
potential customers to apply

36

GOVERNANCE

39,000

Saudi Arabian market, enabling customers to print

36,000

STRATEGY

◌◌ We launched a check printing service, a first in the

35,000
40,000

INTRODUCTION

Corporate banking customers
increase interest in digital
banking services

ESG Report 2018
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INTRODUCTION

We are dedicated to driving greater financial inclusion

SMEs can sometimes have difficulty accessing financing

to launch a second branch in the country after

and pushing the boundaries of financial accessibility.

to support their operations. The Saudi banking industry

local regulations on foreign banks were lifted. Our

We believe that affordable, accessible and relevant

stands to benefit from significant growth opportunities

collaboration with one of the local banks to provide

financial products and services are important to ensuring

in the SME sector. To better support the SME sector, the

ATM access to our customers is a one-of-a-kind project

that diverse people and businesses benefit from the

Bank created the Micro, Small and Medium Enterprises

in Kuwait, providing customers with a wider network

financial system.

Committee to support SAMA requirements and provide an

to access our banking services. We also launched

overall boost to the market. Al Rajhi Bank has a number of

Ijara and Murabaha mortgages to better serve our

•

Al Rajhi Bank became the first foreign bank in Kuwait

Underserved and disadvantaged groups

offerings targeting SMEs and we are committed to helping

We offer products and services that deliver specific

them access much-needed capital and other services to

social and economic benefits for consumers, including

launch and/or expand their operations. As part of our

a result of market conditions, our focus on the sector

underserved and disadvantaged populations. For

contribution towards Saudi Vision 2030, we are increasing

remained a key initiative for the year. We merged

example, the Bank is the leading issuer of payroll cards

the Bank’s support for SME growth by facilitating various

our SME business with Retail Banking to leverage

in the Kingdom. This product aims predominantly to

lending programmes and providing more funding for

our existing branch network for enhanced customer

assist lower-paid workers. Our growing number of digital

the sector.

service and identified key geographical concentrations

2018 Highlights

the financial system.

•

While our SME business results flat-lined in 2018 as

•

for its business segments, and the launch of POS

70% of households in the Kingdom are protected from

to accommodate the needs of diverse customer

financing and digital solutions. The eSME app was

impactful reforms, primarily due to the support of Citizen

segments. New account types include the citizen

launched at the end 2018 and is our latest offering for

Accounts. The program will support Saudi household

account, family account, escrow account and

this important customer group. The eSME app offers

virtual accounts

a range of features including bill payments, transfers

Over the past three years, we have increased the

and payroll functionalities.In 2018, Al Rajhi Bank

number of female customers by 30% with the

signed a renewed agreement of cooperation with the

We are also focused on becoming a more gender-inclusive

introduction of five additional dedicated ladies’

Kafala Programme for funding Small and Medium-

bank, by improving our outreach to women, opening value

sections and branches, bringing the total dedicated

sized Enterprises (SMEs)

opportunities for them and removing barriers they may

sections and branches for women to 157 as of

face in doing business with us, whether as customers or

December 2018, cementing the Bank’s distribution

Building on the previous partnership and demonstrating

as suppliers.

network as the largest in the Kingdom

the Bank’s commitment to amplifying support for SMEs,

With the Kingdom’s recent shift to provide ladies with

the new agreement increases our funding for SMEs and

greater autonomy, the Bank launched the Selective

widens the range of beneficiaries to enterprises operating

Credit Card exclusively for women. The first of its kind

in areas targeted by Vision 2030, including tourism,

in the Kingdom, this card offers our female customers

businesswomen and emerging enterprises.

•

500,000 +

700,000+

1,000,000+

•

Revamp SME business and widen share of the SME
market, with greater emphasis on healthcare,
education, tourism, services, transportation and
communication sectors

•

Launch specific and targeted lending products
for SMEs

Our SME unit enhanced its one-stop-shop concept with

customers to enable a broader set of services

•

Payroll cards

2019 Priorities

of SMEs for better customer reach
the development of comprehensive credit programmes

positive growth across higher expenditure thresholds.

2018

customers in Kuwait
•

We extended the types of accounts available to

spending through to 2020, which is predicted to maintain

2017

2

Monetary value in terms of net sales (for products) or number of transactions or
customers (for services)

GOVERNANCE

unprecedented opportunities to access and benefit from

2016

APPENDICES

banking solutions are providing such workers with

Monetary
value2 of
products
and services
designed
to deliver a
specific social
benefit (SAR)

distinction and privacy while providing exclusive offers
and discounts at retail outlets
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Small and Medium-sized Enterprises (SMEs)

SOCIAL

Management Approach

ENVIRONMENT

Financial Inclusion
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Employer of Choice
For our employees, we must
continue being the employer
of choice – providing them
with the career development
opportunities they need to
excel. It is only when they are
truly engaged that our
employees are able to
anticipate and meet the
banking needs of our
customers, and be
empowered to act in our
customers’ best interest.
Stefano Paolo Bertamini
Chief Executive Officer, Al Rajhi Bank
With more than 12,700 employees across our organization,
becoming the employer of choice in the industry is one of
the Bank’s key priorities.
Driven by this goal, we are focused on building
a competent, diverse and engaged workforce – one that
can rise to current and future challenges in a rapidly
changing environment, while demonstrating our
“We Live Our Values” philosophy.
Our efforts to date are proving successful. For the third
consecutive year, in 2018 Al Rajhi Bank was recognised
as the Best GCC Employer Brand (Employer Branding
Institute). And, for the second year in a row, the Bank was
named the Most Preferred Banking Employer for Saudi

2018 Achievements
Total staff strength
2018

12, 732
2017 -13,077

Saudisation rate
2018

96.0%
2017 -91.8%

New staff recruited
2018
over 725
2017 - 672

Number of training hours
2018
Over 65,000
2017 - 64,000

Learning and development
Al Rajhi academy
• School of leadership • School of Banking

Accolades
GCC Best Employer Brand Award for Best Graduate
Programme amongst KSA Banks.

Employee function
2017
0.2% executives
2.8% employees engaged in control functions
12.4% employees engaged in risk taking activities
2018
0.2% executives
3.0% employees engaged in control functions
12.6% employees engaged in risk taking activities

Graduates (UNIVERSUM).
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INTRODUCTION

Engagement and Wellbeing

management, so that we become the preferred

a high level of wellbeing and enthusiasm for the work

destination for candidates.

60

they do. Staff who are emotionally committed to the Bank
and our ongoing success ultimately stay longer, bring

To foster the physical and mental well-being of our team

our brand values to life and give our customers a better

members, we work diligently to provide a positive health

banking experience.

and safety culture. Various policies and procedures are
offices, and we encourage general employee wellness

range of initiatives. These include recognition awards,

by organising informal team-building events, Ramadan

promotions, and volunteering opportunities to make a

family activities, childcare support, gym discounts, a

difference in the community. We also promote a culture

best-in-class fitness centre at Al Rajhi Bank head office and

of open communication with all employees to assess

operations centre, among other initiatives.

engagement levels and identify areas that require further
attention. Communication channels include “pulse”

2018 Highlights

surveys (held annually), focus group discussions, an HR

•

increase from 59% in 2016. We made considerable

(TAWASUL), and annual roadshows and town halls.

progress in strengthening engagement over the past

0

easy-to-use procedures for employees located anywhere

Retaining our best people is an ongoing priority, so

to raise concerns about their workplace. This is supported

we are pleased that we recorded significantly lower

by a formal Grievance Policy detailing our commitment to

attrition in the high-performer category, where the

through a transparent process to protect their rights and to

•

achieve fair solutions.

For the third year in a row, in 2018
Al Rajhi Bank was awarded
“Best Work Environment in the GCC”
by the Global Human Resources Council,
as well as “Best Head of HR in the GCC”.

•

2018

New state-of-the-art buildings
cater to employee needs
Completed in 2018, Al Rajhi Bank Tower is our new
head office building, standing out in Riyadh’s ever-

6.0

its ultra-modern amenities include:

4.5

•

Educational and administrative areas

•

Break out areas for team collaborations

•

Natural lighting and open office spaces, along with

changing skyline. Catering to employee needs,

1.5
0

a fully-catered dining area and recycling stations
2015

2016

2017

2018

Overall Turnover
%
15

•

A gym and exercise facility with the
latest equipment

•

A mosque

•

A medical unit

Additionally, construction of our new North Ring

Overall employee turnover increased from 7.10% in

12

2016 to 9.93% in 2018. This was mainly due to mutual

9

technology teams, was finalised last year. The complex

separation schemes. The regrettable resignation rate

6

includes our Tier 4 data centre, distinguishing Al Rajhi

was well below target

3

Bank as the first bank in the GCC to achieve Tier 4

We maintained a low employee absentee rate, at 3.4%

0

(compared to 3.2% in 2016)
•

2017

3.0

turnover rate was just 1.5%

hearing each and every grievance raised by employees,

2016

%
7.5

action plans
•

Case study

High Performers Turnover

three years and continue to implement agreed
To create a fair work environment, we have adopted

46

20

Overall employee engagement score rose to 60%, an

newsletter, our online employee communication portal

60

59

40

in place to mitigate safety risks in our branches and
We strive to nurture an engaged workforce through a

STRATEGY

recognize the importance of having employees with

%

Road Complex, which houses our operations and

certification. Full migration to the new data centre is
2015

2016

2017

2018

scheduled for 2020 and will provide us with a worldclass infrastructure ensuring resilient risk, security and

We continued to enhance HR solutions and
deliverables to meet employee expectations and

compliance controls. Together the new buildings will

make our teams feel valued. For example, we

2019 Priorities

contain more than 3,000 employees and offer state-of-

launched “SAHL”, a new generation HR services

•

Continue to enhance employee engagement

the-art facilities.

mobile application that is integrated with the Bank’s

•

Reduce overall regrettable voluntary turnover,

HR systems. SAHL provides employees with greater

with special attention on retaining high

Watch the video for a viewing tour of the facilities.

Over the past three years we have designed and

convenience and flexibility in using and requesting HR

performers in key positions

https://www.youtube.com/watch?v=inYCZMgn-KQ

implemented a large-scale transformation programme,

services anywhere, anytime on their mobiles

42

ENVIRONMENT

employee engagement and human resource

SOCIAL

As the largest banking employer in the Kingdom, we

Engagement Score (%)

GOVERNANCE

consisting of more than 20 projects aimed at enhancing

ESG Report 2018
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Management Approach

As the blue-chip Islamic bank, it is critical for us to ensure
a pipeline of world-class talent and provide our people

Develop Talent

with professional development opportunities that will
inspire them to build a long-term career with us.

Cater to Graduates

To find and attract top talent, we leverage recruitment

Plan for Succession

specialists, an on-boarding team and an automated
on-boarding process, as well as our own graduate

INTRODUCTION

Learning team to make sure the Bank is investing in

Academy, an in-house, state-of-the-art training facility.

bridging the gaps between the identified successor and

We also partner with 20 different educational and training

his/her future targeted role.

institutions, such as Harvard and London Business
Schools, in order to support external skill development

Performance Management

and joint training programmes for staff.

Our Performance Management System helps guide and
monitor each employee’s progress toward individual,

Succession planning at Al Rajhi Bank is focused on

department and Bank goals. It consists of three main

meeting the following objectives:

phases as shown below. All staff have an opportunity to

•

Identifying critical positions within the Bank that

discuss their growth during the mid-year and end-of-year

have a significant impact on its financial and

performance review and career development discussion.

control functions

Dedicated career development paths exist for each job

Characterizing the status of these positions (filled/

family, enabling discussion around careers.

•

vacant) and the availability of in-house successors and

Strengthen Leadership

programmes that have been rated as the best among
all financial institutions in Saudi Arabia, according to

Drive Performance

UNIVERSUM. We select candidates using best-in-class
selection methodology, including an online ability test
and a motivational interview followed by a fully-fledged

including through our newly established Al Rajhi Bank

their preparedness for selected roles
•

Proactive development strategies with respect
to building the strength of the bench in
succession planning

•

Thematic development programme: This 12-month

assessment centre approach to recognise the best

journey is focused on building domain-specific

Saudi graduates from different national and

capabilities. To date, we have rolled out five thematic

international universities.

interventions based on business requirements focused
and Transformation and Change Management. Upon

to provide the necessary knowledge foundation and

graduation, the participants take up roles within their

skills for young Saudi talent to navigate today’s complex

respective business or functional areas

banking environment. There are two types of programmes:
•

3

Graduate development programme: This 18-month

Once on board, new recruits are nurtured by Al Rajhi

journey includes classroom learning, rotation with

Bank’s Talent Council to ensure that they have the

business and control functions, mentoring and

best possible experience with us, and that we offer an

coaching, and involvement in our CSR initiatives.

environment that brings out their abilities. The Talent

The programme has had six successful runs so far,

Council – which is chaired by our CEO – reflects our

including a female graduate development stream

commitment to developing strong Saudi leadership. The

that was launched in 2018 (refer to the Diversity and

Council plays a critical role in identifying, developing,

Inclusion section for more information)

nurturing and mobilising the Bank’s Saudi talent,

Evaluate performance
with evidence
Identify areas for
development

Evaluate
performance
with evidences

ESG Report 2018

Beginning of the year
Setting objectives with
timelines and targets
Fill and sign
the final
appraisal form
for the year

Fill and sign the final
appraisal form
for the year

Performance
management
cycle

Conduct mid
year review and
performance
discussion

including for leadership roles.

44

Identifying
areas for
improvement
(training)

End of the year

Development and Succession Planning

1

Setting
objectives with
timelines and
target

on Corporate Banking, SME, IT, Business Analyst
Launched in 2015, our graduate programmes are designed

ENVIRONMENT

Recruit the Best

development initiatives engineered by our Talent and

SOCIAL

The HR Pipeline

Recruitment

The identified successors undergo a variety of

wide range of professional development opportunities,

GOVERNANCE

Management Approach

We invest heavily in employee education and offer a

Ongoing
monitoring,
coaching and
feedback

2

Middle of the year
Ongoing monitoring,
coaching and feedback
Conduct mid-year review
and performance discussion

45
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Establishing sustainable core talent management practices is an integral
part of our 2020 HR Strategy and a key driver for achieving the Bank’s
aspirations for becoming the industry’s employer of choice.

STRATEGY

Talent Development

•

related matters. With one of the largest banking

Saudisation ratio to 96% by the end of 2018
•

staffing needs, we adopted a succession policy that

procedures and regulatory guidelines. Standardised

covers competencies and functional succession. The

Control and Risk Governance KPIs are included in all

promotion of Saudisation is an additional benefit of
the policy
•

As a leading bank, we identify and foster
talent from an early age. Developing Saudi
youth capabilities benefits the wider
economy and is a key pillar in supporting
the Saudi Vision 2030.

60
55%
45

45%

In April 2018, we launched a first in the Bank’s history: a comprehensive in-house training facility, the Al

the GCC Best Employer Brand for Best Graduate

Rajhi Bank Academy.

Programme among banks in Saudi Arabia

The Academy is designed to develop the business and leadership capabilities of our employees and meet the goals of Al
Rajhi Bank’s 2025 strategy to be the industry’s employer of choice. Housed in a special building, the Academy has two
arms: the School of Leadership and the School of Banking.

Saudisation trend
%

School of Leadership

100

For Al Rajhi Bank to grow sustainably, we need to ensure a strong and vibrant leadership pipeline, and that is the
goal of the School of Leadership. Programmes include the Executive Leadership Programme (helps experienced
executives hone their skills), a People Management Curriculum (develops employees who manage staff), a Transition
Management Programme (prepares individuals at each transition stage of their career journey) and a 360-degree

40

assessment.

20

School of Banking

0

The School of Banking develops domain- and role-specific skills and grants certifications, including:
2014

2015

2016

2017

2018

Break down of 2018 training days
Nos
3000
0

Head offcie

Branches

2018 Highlights
•

We recruited over 725 new employees during 2018,
with 55% of them taking positions in our branches and
the rest in head office roles. Through our dedicated
graduate programme, we have inducted over 150

Case study

recognized by the Employer Branding Institute as

30
15

Build world-class talent management practices

Building strong business leadership

60

%

Continue developing our people

•

For the third consecutive year, the Bank was

80

Recruitments 2018

•

To help meet the Bank’s immediate and future

HR maintains strict control and adherence to all policies,

relevant employees’ scorecards.

2019 Priorities

ENVIRONMENT

workforces in the Kingdom, it is of critical importance that

In line with Vision 2030, we increased the Bank’s

INTRODUCTION

Saudi competence in the banking sector

•

Treasury and FI Certification

•

Corporate Banking Credit Risk Certifications

•

SME Credit Risk Certification

•

Retail Branch Manager Certification

•

Certified Compliance Officer Certification

•

Certified Auditor Certification

SOCIAL

within HR covering audit, risk, compliance and SAMA-

We launched the ‘Al Rajhi Bank Academy’ to develop

STRATEGY

•

A dedicated Governance Unit has been established

2400

Additionally, the School of Banking runs the Bank’s six graduate development programmes for students in their final

1800

GOVERNANCE

HR Governance

stages of graduation.

1200
600
0

•

introduced in 2015

In 2018, the majority of training conducted was for

During 2018, we expanded development and training

compliance and governance courses for all employees.

programmes and delivered more than 65,000 training
days to employees, up from 64,000 the previous year
and double the 2015 figure. Training covered different
areas including technical, regulatory, leadership and
personal effectiveness

46
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graduates to the Bank since the programme was

RBG network dedicated learning
RBG network coaching
Control and governance (Mandatory) related learning
Management and leadership
Graduate development related learning
Technical learning
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INTRODUCTION

Diversity and Inclusion

Rajhi Bank. An important factor in being an employer
of choice is that we strive to have a gender balance that

•

To support the long-term retention of our female

The percentage of female employees grew by 6.2% in

staff, we introduced a nursery allowance programme

and values. For example, our Employee Code of

2018, and today women comprise approximately 14%

during 2018. Women can use the funds to help pay for

Conduct outlines expected behaviours, including staff

of our employee population. While women remain

childcare costs, enabling them to balance their work

reflects today’s global marketplace. Our commitment to

interactions and respect for others, and we have a

underrepresented in our workforce, most notably

diversity and inclusion is integral to fostering successful

grievance handling system to address any incidents of

in senior management positions, we are making

relationships with customers and other stakeholders.

workplace discrimination or harassment. We offer a

progress: between 2016-2018, we increased overall

women and help them advance their careers to

parental leave policy: female employees are entitled

female representation by 32%

becoming the leaders of tomorrow. The programme

and personal responsibilities
•

We launched the “She” programme to empower

We believe all our employees should be valued for who

to 70 days maternity leave and male employees receive

To attract and increase the intake of female talent

consists of a comprehensive education scheme, a

they are as individuals and have equal opportunity to

three days paternity leave

into our organization, we launched our first dedicated

combination of on-the-job-learning and one-on-one

Measuring our progress to find areas for improvement

Female Graduate Development Programme. With

training sessions. The programme helps women

classroom training, e-learning and hands-on learning

develop leadership qualities and overcome the
obstacles they may face in the workplace.

excel. To create an inclusive culture and diverse workforce,

•

•

we are prioritising the following areas:
Beyond our operations, we are supporting a more

during work, the programme is designed to help

commitment to an inclusive work environment

inclusive society. Our community investment programmes

female graduates gain valuable work experience in

Growing the number of female employees in our

ensure diversity in groups that benefit from these

various Bank roles and receive coaching from leaders

workforce, while providing them with opportunities

programmes, including the differently-abled, orphans,

within the Bank. The first round of candidates included

2019 Priorities

to advance towards management positions. We

the unfortunate and those with special needs. For more

15 young Saudi women from a range of different majors

•

Create a stronger diversity and inclusion framework

have implemented structured career paths, learning

information, refer to the Community Investment section.

In addition to the technical and governance training

•

Increase representation of female employees

•

and development initiatives, and special benefits to

that female employees complete at the Bank, in 2018

support our female employees in building their career

we expanded management and leadership training for

with the Bank. There is more we need to do to gender

high-potential women

across the Bank

balance our organization and cultivate a pipeline
of future female leaders, and plans are in place to
achieve these ambitions
GOVERNANCE

•

Running communications campaigns to reinforce our

APPENDICES

•

STRATEGY

•

ENVIRONMENT

2018 Highlights

initiatives in place to support our diversity goals

•

SOCIAL

Having strong programmes, policies and training

Strengthening diversity is a heightened priority for Al

Management Approach
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Variable compensation is aligned with good corporate

benefits are essential to attracting, retaining and

governance practices and includes claw back and

equitably rewarding top talent.

holdback arrangements

To ensure consistency and comparability, we have

Fixed
compensation
(SAR’000)

Cash
(SAR’000)

Shares

Executives

17

31,515

18,352

35,712

Employees engaged in risk-taking activities

1,460

391,876

57,459

15,818

developed an Employee Value Proposition and

In line with the SAMA Rules on compensation practices,

Employees engaged in control functions

463

146,484

32,964

15,534

compensation policies and practices on a differentiated,

both the incentive plans and the bonus plans (including

pay-for-performance-and-potential model that is linked to

the deferred bonus) are approved by both the Chief Risk

Other employees

11,592

1,876,868

197,110

18,360

the Bank’s and the individual’s performance and market

Officer and the Board of Directors. Risk factors are an

Total

13,532

2,446,743

305,885

85,424

pay position.

integral part of the balanced scorecard for performance

Accrued fixed compensation in 2018

---

148,136

---

---

management of senior executives.

Other employee costs

214,570

---

---

2,809,449

305,885

85,424

The key pillars of our compensation framework are:
1. Governance – Board of Directors oversight

We offer all employees a full spectrum of benefits, such

2. Policies and procedures

as education allowances, travel allowances and best-in-

3. Compensation structure and incentive schemes

class medical insurance. The Bank grants free shares to its
senior employees who are seen as valuable human assets.

Our compensation package is built towards rewarding

This helps to ensure the long-term commitment of these

performance while encouraging behaviours that support

employees. Granting of shares is based on the approval of

Bank values, our risk management framework and

the Board of Directors following their recommendation by

compliance with regulatory requirements. Our total

the Nomination and Remuneration Committee.

components:

2018 Highlights

•

•

Further integrate Performance
Management culture

We paid SAR 3.2 billion in salaries and benefits to

•

Our Human Resources Group completed a self-

standard guaranteed payments for housing, transport

assessment review of the Bank’s compensation

and 13th and 14th months, known at Al Rajhi Bank as

incentive schemes against SAMA rules and FSB

Ramadan and year end payments

standards. The Nomination and Compensation

Variable compensation is paid either on a monthly,

Committee conducts regular reviews to monitor
effective implementation of the Compensation Policy

quarterly, half-yearly or annual basis, depending on
the business group, product type or seniority and

Strengthen Employee Value Proposition (EVP)

•

previous year

to the Kingdom’s banking sector. Other fixed

•

•

our workforce, up slightly from SAR 3.17 billion the

seniority, experience and skills, which is benchmarked
compensation includes the Kingdom of Saudi Arabia’s

2019 Priorities

GOVERNANCE

Fixed compensation includes basic salary, reflecting

13,532

•

For more details and results related to nomination and

individual performance. For head office and other

compensation of the Board members and Executive

support functions, variable pay is mainly in the form

Management, please see pages 96-100 of Al Rajhi

of an individual annual performance bonus and is

Bank’s 2018 Annual Report

APPENDICES

compensation approach comprises fixed and variable

Gross total

STRATEGY

Providing competitive compensation and meaningful

Number of
Employees

ENVIRONMENT

(to encourage employees to have a longer-term view).

SOCIAL

Management Approach

INTRODUCTION

Compensation
and Benefits

based on seniority and individual performance. For
senior staff, at least 40% of their bonus is deferred

50

ESG Report 2018

51

We know that the strength of our business relies on the wellbeing of
the communities in which we operate. That’s why supporting them has
always been a part of our ethos.

Volunteer
employees

health, housing and social services.
In a changing world in which people and communities
address pressing issues including a climate change, public
health and sustainable development, our community

2,288

616

Male
volunteers

our communities by supporting 75 social responsibility

disadvantaged segments of society. We also partner with

programmes in 22 cities throughout the Kingdom

the public sector to help improve the services it delivers.

of Saudi Arabia. Programmes supported included:

Employee volunteering is a growing part of our community

programmes for low-income people, the disabled

work. Volunteering embodies Saudi society and culture,

and the blind

Female
volunteers

75 social
responsibility
programmes
in 22 cities

amplifying our volunteer efforts in community service.
And, we are exploring ways to evaluate and support local
partners in meeting ESG criteria.

•

We are immensely proud of the active participation

of public interest. Over the past three years we have

of our employees in community efforts. Nearly 3,000

significantly increased the interest and engagement of

of our people banded together, volunteering over

employees in community service and have set a goal of

14,000 hours last year – up from 5,753 hours in 2017 – for

achieving 50,000 volunteer hours by 2020. The volunteer

various community initiatives across our footprint

efforts of the Banks’ employees align with Saudi Vision
2030, which pays special attention to volunteer work and
aims to reach a million volunteers by 2030.

focus has become ever-stronger.
We are boosting our community investments. We are

In 2018, we continued to make a positive impact in

to providing relief and support for marginalised or

which encourage cooperation and solidarity for the sake

2,904

different areas of community life, including education,

•

ENVIRONMENT

2018 Achievements

collaborating with non-profits and governments to support

2018 Highlights

We contribute to a range of programmes geared

environmental initiatives; food banks; and

We believe in contributing towards a better tomorrow,
and throughout our history we have demonstrated this by

Management Approach

Towards the end of each year, we develop a Corporate
Social Responsibility (CSR) plan that details our
community investment goals and activities for the year
ahead, including employee volunteering work. The plan
is reviewed and approved by the Head of Corporate

In cooperation with Benaa, the
Charity Association for Orphans Care
in the Eastern Region, last year we
helped restore 10 houses and furnish
20 homes for orphans.

SOCIAL

‘Care for society’ is one of the Bank’s seven core values.

INTRODUCTION

Community Investment

STRATEGY

Strengthening
Our Communities

Communications, Chief of Marketing and the CEO. We

2,900

Volunteer
hours by
female

Volunteer
hours by
Male

measure the effectiveness of our community investments

•

As part of our CSR programme for 2018, we

through various methods, including feedback we receive

developed a comprehensive programme for

from customers, employees and community organisations

International Volunteer Day and International Day of

and positive coverage in local newspapers.

Persons with Disabilities. Several volunteer activities
were organized for female employees in six cities

Total
volunteer
hours

across the Kingdom, including Jeddah, Makkah,

GOVERNANCE

11,215

Madinah, Al-Ras, Hail, and Al-Jawf. The programme

14,115

included a number of activities held in collaboration
with the Disabled Children’s Association in the
visited the organization’s facilities where they learned
about wheelchair etiquette and how to interact with
disabled persons
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aforementioned cities. Al Rajhi Bank volunteers

Our people made a positive community impact in

Education and participated in international health
events, such as World Kidney Day and Childhood
Cancer Day, to elevate public awareness of important
health issues

In January 2019, Al Rajhi Bank
was honored at the Forum of Saudi Banks
and Social Responsibility under Vision 2030,
held at the Disabled Children’s
Association in Riyadh.
•

Taking a leadership role in increasing financial

10,000

0

initiatives, serving different segments of Saudi

Autistic patients around the Kingdom will benefit

society. Here are some examples:

from a major community investment and partnership

Employees participated in our month-long blood donation

initiated by the Bank in 2018.

campaign last October, in cooperation with hospitals in

1,655
2016

2018

Our “Cultural Front” Campaign restored and beautified

of SAMA, to sponsor the creation of an Autism

various public spaces in the Kingdom. The Bank’s

Excellence Centre, which aims to help people with

employees were happy to volunteer in the campaign,

autism by offering world-class care and support.

helping to paint walls and revamp schools.
Our funding spans five years (2018-2022) and will be

•

Continue to support our communities

•

Achieve 50 cumulative hours of employee

Employees showed considerable enthusiasm for our

used to improve services given to patients, empower

volunteering by the end of 2020

‘winter gifts’ programme, which provided necessities

healthcare staff through training and knowledge

Execute financial literacy programmes at

such as clothing and blankets to the less fortunate across

sharing, and create a data base for autistic students.

Riyadh universities

the Kingdom. Volunteers from the Bank helped pack and

The new centre will serve all autistic patients across

Finalize major Al Rajhi Bank-sponsored projects

distribute the gifts.

the Kingdom.

•
•

Riyadh, which benefitted 750 students. Additionally,

with government agencies: the Cardiac Centre with

we participated with other Saudi banks to enhance

the Ministry of Health (Alrass city); the Therapy

Al Rajhi Bank employees volunteered to make and

financial literacy and sponsored a ‘little trader’

Centre with the Ministry of Housing (Turaif city);

distribute “Ramadan Food Baskets” in 10 regions of

programme to impart financial knowledge among

and the Autism Excellence Centre with the Ministry

the Kingdom.

Focusing on strengthening the Bank’s role in society,

Al Rajhi Bank signed an agreement with the Ministry of
Labor and Social Development, under the supervision

2017

2019 Priorities

younger demographics
•

effort to champion the Bank’s social responsibility

Qassim, the Eastern Region, Madinah and Hail.

education programmes during the year, including
raising financial awareness at 35 secondary schools in

5,735

5,000

literacy among the communities within which
we operate, we undertook a number of financial

14,115

Case study

Investing in the Autism
Excellence Centre

2018 – in many ways. They donated their time and

15,000

INTRODUCTION

Al Rajhi Bank volunteers make
a difference

Employee Volunteering (hours)

of Labour
•

Finalize provision of 222 housing units to

we adopted a Policy on Social Responsibility. It

disadvantaged people across the Kingdom, in

outlines our commitment to being socially responsible

collaboration with the Ministry of Housing

STRATEGY

and high schools in cooperation with the Ministry of

ENVIRONMENT

We supported anti-smoking programmes at secondary

SOCIAL

•

and contributing to the sustained development and
improvement of our communities
Our community investment activities were
GOVERNANCE

profiled in 88 different news publications, helping
to promote public awareness of the important
causes we supported

APPENDICES

•
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INTRODUCTION

Management Approach

Our Business Operations and Support department is

We launched a Supply Chain Financing (SCF) solution

manage products, disputes, fraud and other risks that

As a large organization with operations across the

responsible for managing all suppliers and service

for our corporate customers. It refers to facilities

may result in non-payment by the buyer. SCF offers

Kingdom and in several international locations, Al Rajhi

providers for the Bank in terms of contracts, purchase

that are based on a receivables purchase agreement

benefits including strengthening relationships with

Bank relies on hundreds of suppliers to support its

orders and invoices.

with the client, which allows the Bank to be the sole

clients and suppliers while minimizing risks across the

owner of the receivables due from buyers. Purchases

supply chain and contributes to Vision 2030’s goal of

are made on a structured basis, allowing the Bank to

supporting private sector growth

purchases ranging from IT equipment to office supplies.

2018 Highlights
•

We engaged with more than 350 suppliers last year

Supporting local suppliers is a priority: more than 90% of

with total procurement spending reaching SAR 2.45

our procurement spend is on Saudi businesses. We are

billion, which is down from SAR 3.04 billion in 2017

Supply Chain

2016*

2017

2018

Supporting national and community economic

Total number of suppliers engaged

n/a

432

358

development, approximately 93% of our procurement

Total procurement spending (SAR billion)

n/a

3,042,168,387.51

2,451,134,507.06

Total number of local suppliers engaged

n/a

344

300

also committed to supplier diversity, including female-

•

owned enterprises and SMEs.

spending in 2018 (SAR 2.28 billion) was on local
Starting in 2017, we began formally tracking supplier

suppliers in Saudi Arabia, in line with the target for the

data. Prior to this time, it was not carried out via

previous year (94%)

Procurement spending on local suppliers (SAR billion)

n/a

2,866,311,638.47

2,282,493,989.31

While the total number of suppliers we worked

Percentage of spending on local suppliers

n/a

94%

93%

tracking to including additional information and

with was lower in 2018, we increased the number of

Total number of women-owned suppliers engaged

n/a

27

30

performance indicators.

women-owned suppliers – 30 in total, up from 27 the
previous year – reflecting our commitment to increase

We endeavour to work with suppliers that share Al Rajhi

the diversity of vendors with whom we collaborate. We

Bank’s values and commitment to responsible business.

also developed plans to expand our supplier business

Our major vendor agreements require basic minimum

with SMEs, which will be a priority going forward

standards and stipulations for doing business with us.

•

Execution excellence is a key pillar of Al Rajhi Bank’s

Currently, we do not evaluate specific ESG risks in the

Back to Basics strategic plan, and one of the ways we

Bank’s procurement decision-making or formally

are achieving that is by centralising and automating

measure the environmental and social impacts of our

various operations, including our procurement

procurement practices.

activities. Last year, as an example, we automated

*The Bank began formally tracking supplier data in 2017, hence information for prior years is not available.

SOCIAL

•

2019 Priorities
•

Track and increase the number of SME suppliers to
support Saudi Vision 2030

•

Train procurement staff on relevant ESG issues to
consider in decision-making
GOVERNANCE

systematic methods. We will continue to expand this

our procurement cycle for greater efficiency and

56

better performance
•

The Procurement team worked closely with groups
across the organization to promote paper reduction
initiatives (e.g., using electronic forms versus paper
versions). The team also helped source multi-function
printers for various departments, to replace older, less
environmentally friendly printers currently

APPENDICES

We recognize the positive influence we
have as a major purchaser of goods and
services, and we will therefore explore and
implement ways to drive enhanced ESG
performance throughout our supply chain.

ENVIRONMENT

operations. Each year we spend considerable sums on

•

STRATEGY

Responsible Procurement

in operation
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05

Governance
Corporate Governance
Managing Risk
Integrity and Transparency
Data Protection and Cyber Security

60
64
67
70

INTRODUCTION

To assist new Board members, an “Introduction Pack”

Authority’s (SAMA) Corporate Governance Principles

has been developed containing information on the

corporate governance practices. For further detail,

for banks operating in Saudi Arabia and the Capital

financial and legal aspects of the Bank and other details

see the ‘Corporate Governance’ chapter of

Market Authority’s (CMA) Corporate Governance

needed to perform Board duties. The Nomination and

Al Rajhi Bank’s 2018 Annual Report (pages 86-111).

Regulations in addition to adopting general

Compensation Committee is mandated to develop training

international best practices

plans for Board members on relevant subjects including

Our market leadership, continued profitability and

•

The Bank has a policy to guide nomination and

the regulatory, financial and economic aspects pertaining

long-term stability depend on the foundation of robust

•

membership of the Board of Directors, as well as

to the Bank and its operating environment, as part of the

and effective corporate governance. We are committed

a policy for remuneration and compensation of

induction programme.

to promoting high standards and evolving best practices

Board members Such policies provide a detailed

in corporate governance and have sound policies and

approach for determining remuneration paid to

Corporate Governance Framework

procedures in place that reflect this commitment, while

Board members, Board committees and the

Our Corporate Governance Framework is based on

Audit and Compliance Committee

five Board committees – the Executive Committee,

Al Rajhi Bank sets its values and standards of

Nomination and Remuneration Committee, Governance

Elements of our approach include the following:

behaviour expected from employees and members

Committee, Risk Committee and Audit and Compliance

•

Good governance begins with our diversified

of the Board of Directors through a Code of Conduct2

Committee. The framework is supported by Level 1

helping us live up to our corporate values.
•

and balanced Board of Directors, who lead and

(see Integrity and Transparency section for

and Level 2 Management Committees. This structure is

Abdullah bin Sulaiman Al Rajhi

strategically direct the Bank while continually

more details)

underpinned by a series of governance enablers that

Chairman

reviewing and evaluating its performance and

Recognizing the evolving nature of governance matters

are vital to ensuring that prudent and effective controls

Al Rajhi Bank

responsible management. The Board of Directors are

and market expectations, the Board regularly reviews

are in place for clarity and discipline of good corporate

responsible for outlining the values and standards to

and updates the Bank’s governance practices and

governance: corporate values, organization design,

ensure the Bank and its shareholders’ interests are

supporting materials. The Board welcomes feedback

policies and procedures, the Bank’s authority matrix

protected. The Board comprises 11 members elected by

from all stakeholders as valuable input for enhancing

and effective communication.

the Ordinary General Assembly every three years. Any

corporate governance

member may stand for re-election after completing his
or her term in accordance with the Bank’s regulations.
•

•

2

https://www.alrajhibank.com.sa/en/investor-relations/documents/code_of_
conduct.pdf

Al Rajhi Bank has a comprehensive Board self-assessment
process that evaluates three levels of performance:

The Bank has a comprehensive Corporate

Board of Directors performance; Board committees’

Governance Manual1 and articulated charters for

performance; and Board members’ performance.

Board Committees and Management Committees.

STRATEGY

Al Rajhi Bank applies the Saudi Arabian Monetary

Note: This section provides a brief overview of our

ENVIRONMENT

Management Approach

SOCIAL

The Bank is fully aware
of its responsibility to be
sustainable in running
every aspect of its business.
Our governance structure
helps the Bank to balance
the interests of multiple
stakeholder groups as we
focus our energies on
value creation.

GOVERNANCE

Corporate Governance

These documents are reviewed annually to ensure
they remain relevant to developing industry conditions
and regulations
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https://www.alrajhibank.com.sa/en/investor-relations/documents/corporate_
governance_manual_english.pdf
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Credit
Committee

Asset and
Liability
Committee

MSME
Committee

matrix according to regulatory requirements

Business
Continuity
Management

Audit & Compliance
Committee

Retail Risk
Committee

Risk
Management Compliance
Committee
Committee

contributing to the Kingdom’s small business sector,

Shariah compliance both within the Kingdom and beyond.

by creating another management committee: the

The responsibility for constituting the Shariah Board and

Micro, Small and Medium Enterprises Committee

approving its regulation lies with the General Assembly.

•

of Interest Policy to further clarify guidelines for

comply with the Shariah Board’s resolutions.

dealing with Related Party Transactions. This policy
is considered to be a major part of the Corporate

2018 Highlights
•

Governance Framework and constitutes an essential

In 2018, we continued to focus on strengthening our
rigorous demands of local and international

Procurement
Committee

Remedial
Committee

Operational Risk
Committee

Information
Security Steering
Committee

Fraud Control
Committee

Updating the Related Party Transactions and Conflicts

In addition, it is compulsory for all Bank departments to

part of the Bank’s culture for enhancing transparency,

governance framework and meeting the increasingly

L2

Compliance with SAMA requirements with regard to

their expertise and guidance, we are able to ensure

responsibility, and fair principles in its dealings
•

Examining 300 subjects including the Bank’s products,

regulators. As a result of regulatory updates in 2018, by

investment and financing agreements, contracts,

the Ministry of Commerce, Capital Market Authority

models and inquiries by the Shariah Board. During 38

and the Saudi Arabian Monetary Agency (SAMA), we

meetings held in 2018, the Shariah Board issued 1,170
resolutions and 627 audit standards

Board Level Committees

L1 Management Committees

L2 Management Committees

Sharia

Al Rajhi Bank’s Board of Directors

2016

2017

2018

Number of members

11

11

11

Executive members

0

0

0

Non-Executive members

11

11

11

As per SAMA definition

36%

45%

73%

As per CMA definition

64%

36%

36%

As per SAMA definition

4

5

8

As per CMA definition

7

4

4

As per SAMA definition

7

6

3

As per CMA definition

4

7

7

0%

0%

0%

Percentage of Board seats occupied by
Independent1 Directors

Al Rajhi Bank’s Governance Practices at a Glance

Independent members of the Board of Directors

Corporate Governance
Manual and Supplement

Code of Conduct

Independent Directors

Non-Independent members of the Board
of Directors

Director Orientation
and Continuing
Education

Percentage of Board seats occupied by women
1

Annual Board
Performance Evaluation

Executive
Compensation and
Remuneration
Standards

Nomination and
Membership Policy

Policy on Related
Party Transactions
and Conflicts of
Interest

An Independent Director is one who, apart from receiving Director’s remuneration, does not have any other material pecuniary relationship or transactions with the company,
its promoters, its management or its subsidiaries, which in the opinion of the Board would interfere with the exercise of independent judgment in carrying out the responsibilities
of a Director. In other words, an Independent Director has no material relationship with the company, either directly (as an employee) or as a partner, shareholder or officer of an
organization that has a relationship with the company.

2019 Priorities
•

Continue sustaining open channels with shareholders and other stakeholders as they provide valuable input for
enhancing corporate governance

Whistleblower
Policy

62

Succession
Planning

Stakeholder
Communication and
Feedback Channels

Oversight of
ESG-Related Risks
and Issues

STRATEGY

Risk
Committee

•

INTRODUCTION

amended the Bank’s Delegation of Authorities (DOA)

years. We have an independent Shariah Board, comprising

ENVIRONMENT

Project
Portfolio
Committee

compliant banking services has been robust for the past 30

SOCIAL

High
L1 Management
Committee

Governance
Committee

the charters of several Board committees. We also

notable scholars who are specialists in this field. Through

Board of Directors

Nominations &
Compensation
Comittee

Executive
Committee

amended our Corporate Governance Manual and

Al Rajhi Bank’s commitment to providing Shariah

GOVERNANCE

Sharia Board

Shariah Group

•

Align with best practices in governance in terms of internal and external impact

•

Develop and expand on policy targets to manage risks associated with Insider Information

•

Plan training for Board members with reputable training organisations

ESG Report 2018
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Shareholders Assembly

INTRODUCTION

Managing Risk
The Bank’s Internal Capital Adequacy Assessment Process

the Bank is immune from risks resulting from speculative

(ICAAP) covers the Bank’s risk management framework,

environment, we are exposed to a variety of risks –

operations such as hedging, options, forward contracts

detailing its risk appetite, risk management approach,

including financial, liquidity, market, credit, security

and derivatives.

and primary risk controls. Reviewed by the BRMC and
approved by the Board, the ICAAP is submitted to SAMA

We established Risk Appetite Statements at business
line level, foreign branch level and subsidiary level

•

For our international branches, we created new risk
rating models to guide credit decision making

•

For our performance on risks related to corruption,

any banking business, and these risks are an inevitable

Risk Culture

on an annual basis. Similarly, the BRMC reviews and

consequence of participating in financial markets. The

Our Risk Appetite Statement Framework serves as a

provides recommendations on the Internal Liquidity

Bank’s aim is to achieve an appropriate balance between

common basis for consistent development, management

Adequacy Assessment Plan (ILAAP). These are submitted

Credit rating

risk and return and minimise potentially adverse effects

and communication of the Risk Appetite Statement across

to the Board and, upon approval, are submitted to

on the Bank’s financial performance.

the Bank and provides the structure to manage evolving

SAMA annually.

Rating agency

risks. It helps ensure consistency and transparency in

Short term

S&P

BBB+

A-2

risk management and strategic decisions and, in turn,

Our Annual Report provides detailed information about

Fitch

A-

F1

promotes a strong “risk culture” within the Bank. Our

our risk management practices.

Moody’s

A1

P-1

Capital Intelligence

A+

A1

risk culture requires that each Business Unit and each
employee of the Bank is accountable for identifying and

2018 Highlights

managing the risks embedded in their responsibilities. We

•

Strong Capital Adequacy Ratio (Tier 1) which stands

have incorporated risk-related KPIs into all performance

at 19.08% in 2018 notwithstanding the one-time

and incentive plans, and we provide wide-ranging risk-

Zakat payment and IFRS9 Provision Adjustment.

2019 Priorities

based skills training and certification.

Peer average stands at 18.40% for the financial year

•

•

Despite challenges in the economic climate, the

We focus on accurately identifying potential risks and the

managing risk. Risk management is performed by

position as the lowest across all banks in Saudi Arabia.

impact of such risks on the Bank’s value creation process.

the Credit and Risk Management Group (“CRMG”)

Furthermore, the overall Loan Loss Provisions (LLP)

This involves establishing risk thresholds based on the

under policies approved by the Board of Directors. The

Bank’s risk appetite. We have established detailed policies

CRMG identifies and evaluates financial risks in close

•

ratio is the highest across all banks in the Kingdom
•

risks, manage capital effectively and apply sustainable

•

Maintain a conservative risk appetite and reduce
credit concentrations

•

Continue to grow risk talent and enhance
risk culture

In 2018, we continued to receive strong credit ratings
from international rating agencies, with Moody’s

cooperation with the Bank’s operating units.

Continue to strengthen our risk infrastructure
and capabilities

Bank’s non-performing loan (NPL) ratio maintained its

Al Rajhi Bank has a strong framework in place for

Maintain a position of strong capital and
robust liquidity

ending 2018
Management Oversight

and procedures to help identify and analyse relevant

Long term

SOCIAL

In supporting our long-term value
creation plans; our risk management
practices regulate the entire customer
journey from onboarding to issuing
finance and providing reliable and
relevant products and services.

please see the Conduct and Transparency section

•

Support business group risk-taking growth

and S&P maintaining their ratings at A1 and BBB+

opportunities and help diversify revenue streams
within defined risk appetite

processes. We review our risk management policies and

The role of the Board Risk Management Committee

respectively. Fitch reviewed and downgraded

systems on an ongoing basis to reflect changes in markets,

(BRMC) is to support the Board of Directors in their role of

Saudi Arabia’s sovereign rating, which had the effect

products and emerging best practices.

overseeing the Bank’s performance in line with the Bank’s

of downgrading the Bank’s rating by one notch below

processes and further improve the robustness of

risk appetite. The risk management function operates

the sovereign

the Bank’s information security and disaster

In line with global standards, the Bank implemented

recovery infrastructure

within the regulatory framework set out by the Saudi

for improvement in all key risk areas, to reduce residual

Arabian Monetary Authority (SAMA).

risk and mitigate potential impacts, including ESG-related

•

Enhance credit delivery and management

the credit provisioning framework IFRS 9 and Internal

APPENDICES

The Bank has undertaken a range of projects and actions

•

Liquidity Adequacy Assessment Plan (ILAAP)

issues, even when such issues have not been historically
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GOVERNANCE

and environmental risks. Taking risk is a key factor in

•

STRATEGY

classified as ESG. Being Shariah compliant means that

Operating in a highly competitive and dynamic

ENVIRONMENT

Management Approach
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health and safety, hours of work and child labour
•

maintaining the highest standards of corporate and

environment where all employees understand and

personal ethics, wherever we operate.

protect human rights. Our commitment to human

sought to raise the level of credit risk skills and knowledge among our risk and business teams and to transform our

which sets out the Bank’s expected behaviours, and

Our conduct – as banking professionals and as an

in our Banking Consumer Protection Principles,

During 2018, our Risk Management and HR teams collaborated to develop a training solution and consulted with

organization – is one of the most important reputational

which includes our pledge to provide fair, faithful and

leading credit rating agency, Moody’s, on effective approaches. After several phases of programme design and

factors for our success and growth. We consider it

development, the final result was the creation of role-specific training pathways for risk and business staff involved in

essential that all employees maintain the highest ethical

credit-related activity.

standards and adhere to the highest standards across
all departments.

The multi-level, multi-certification training solution – delivered through the Al Rajhi Bank Academy’s School of

financially inclusive treatment of consumers
•

We provide employee training on human
rights matters

•

In our involvement and support for community
causes, we also aim to positively influence the

Banking – combines e-learning, instructor-led training and work-based learning designed to enrich credit and

The Code of Conduct1 applies to all employees, from

risk competencies.

the CEO to front-line staff across all operations, sets

human rights agenda

out guiding principles for our people and outlines

World-Class Compliance Framework

Results from the initial wave of training were positive:

our expectations on integrity, respecting the rules,

Compliance and financial crime risks have become

•

Managers who completed the programme are now more aware of adopting customized strategies for different

laws and regulations relevant to the Bank’s activities,

some of the most significant ongoing concerns for

credit situations and applying work-based learning skills to explore complex special situations

compliance with Shariah laws, protecting confidential

financial institutions in the Kingdom of Saudi Arabia,

Some managers indicated that overall training helped the credit operating transformation team in “moving from

information, handling potential conflicts of interest, and

where regulatory penalties have dramatically increased

being a problem originator to finding solutions”

professionalism in the work environment. All employees

since 2016 and the scope of regulatory focus continues

are expected to review and acknowledge understanding

to expand.

•

The programme has received external accolades, winning the award for “Leading Practices in HR Risk Management”

of the Code of Conduct on an annual basis, and testing

at the 2018 People First HR Excellence Awards.

is done to confirm their understanding. Any instances of

Al Rajhi Bank is committed to leadership in complying

misconduct can lead to termination of employment or

with all rules and regulations applicable within the

other disciplinary action.

Kingdom, as well as with by global standards and best
practices. The Bank’s Board of Directors and Executive

Human Rights

Management have set a vision for Al Rajhi Bank to build

Wherever the Bank operates geographically, we support

a “world-class compliance framework”, a goal that

fundamental human rights and aim to treat all employees,

is an integral part of the Bank’s strategy. We continue

customers, suppliers and community members with

to invest in state-of-the-art compliance systems,

respect and dignity.

technology-enabled processes and people, and take

1

66

ENVIRONMENT

rights is embedded in our employee Code of Conduct,
Code of Conduct

https://www.alrajhibank.com.sa/en/investor-relations/documents/code_of_
conduct.pdf

ESG Report 2018

a zero-tolerance approach to non-compliance with
regulatory requirements.
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SOCIAL

credit operating model. The programme seeks to mitigate the human risks associated with the Bank’s strategy.

Internal policies and practices help foster an

GOVERNANCE

One of the pillars of Al Rajhi Bank’s strategy is to grow our Corporate Banking business. To help achieve this, we have

standards, including for workplace issues such as

Bank and are fundamental to forging relationships
of trust. This means being open and honest while

We strictly abide by all applicable labour laws and

APPENDICES

Al Rajhi Bank awarded for
innovative approach to enhancing credit risk skills

•

Integrity and transparency are core values at Al Rajhi

STRATEGY

Management Approach
Case study

INTRODUCTION

Integrity and Transparency

Oversight

Whistleblowing

methodology. Using this solution, the Bank’s

Financial Crime is a specialised department within our

Our dedicated Compliance Group oversees compliance

To create and sustain an open and enabling culture within

customers and beneficiaries are screened on a daily

Compliance Group. It is responsible for combating:

controls and supports the Bank in interpreting and

the Bank – and help us deliver on our commitment to

•

Money laundering

implementing regulatory requirements. The Group Chief

build a world-class compliance framework – we have a

•

Terrorism financing

Compliance Officer (GCCO) leads the compliance function

Whistleblowing Policy. It encourages employees to speak

Management System, which contains our compliance

•

Financing weapons of mass destruction

and assists management in identifying and assessing

up and report improper behavior or any activity that

catalogue (library of regulatory requirements) and

•

Bribery and corruption

compliance issues and in guiding and educating staff on

violates the Code of Conduct or any of the Bank’s policies,

risk registers. This system was rolled out across the

•

Sanction and name screening

related matters. The GCCO has direct contact with the

procedures and instructions. All employees can access

Kingdom, our overseas branches (Jordan and Kuwait)

basis against sanction list updates
•

The Bank implemented an automated Compliance

Board of Directors and Chairman of the Board. In addition,

whistleblowing channels through which they can voice

As one of the biggest Saudi financial institutions and

he directly reports to the Board Audit and Compliance

concerns anonymously without fear of repercussions.

the world’s largest Islamic bank, we have developed

Committee, and to the CEO administratively. The GCCO has

robust Anti-Money Laundering (AML), Counter-Terrorist

oversight of the compliance programmes of the Bank’s

Transparency

inclusive of banking information required to be

Financing (CTF) and Sanctions frameworks. Read our

overseas branches (Jordan and Kuwait) and banking

We focus on providing timely and accurate performance

disclosed by SAMA and CMA regulations, was

Policy Statement on Anti-Money Laundering and

subsidiary (Malaysia).

results and strategic updates. We are proud of our sound

disclosed to shareholders

programme incorporates principles relating to Know Your
Customer (‘KYC’), customer identification and verification,
and identification of ‘Beneficial Owners’. We perform
enhanced due diligence (‘EDD’) procedures on customers
assessed as higher risk, including politically exposed
persons, and closely monitor customer transactions on
a continuous basis for suspicious activity. All employees,
including senior management as well as the Board of
Directors, receive AML /CTF training. Over the last four
years we have expended considerable effort to deliver
employee training and awareness programmes relating to
these areas: an average of 22% of all training delivered is
AML/compliance related.
Additionally, we have an Anti-Fraud Policy and an AntiFraud Framework, which covers all Bank functions,
processes and products. The policy articulates the key
requirements for ensuring financial fraud threats are
effectively identified, assessed and mitigated. Every

reputation for communicating with our investors in a

Banks and other financial
institutions face constant
challenges in today’s fastpaced international business
world. Al Rajhi Bank is
committed to abiding by
international best practice
in compliance by investing
in the technology, systems,
protocols and training
necessary to monitor
transactions, detect
suspicious activity and assist
regulators in enforcing
financial laws.

this responsibility far beyond the minimum regulatory

down on bribery and corruption in matters involving

requirements. We provide information to our investors

national security

by various disclosures through the investor relations

•

During 2018, we performed fraud risk assessment

section of our website, investor presentations, quarterly

covering all business functions, products and

disclosures and earning releases, earning calls and

channels. Any fraud risks assessed as high risk were

annual reports.

highlighted to each business function and action
plans were designed accordingly. The Fraud Control

Our stakeholders’ views are of paramount value to us.

Committee reviewed all major incidents, the root

Investors feedback is always considered and incorporated

cause analysis and improvement action plans to

into the Bank’s strategies for long-term value creation.

address deficiencies. We also conducted fraud

We register shareholders’ suggestions provided through

awareness sessions and other activities to

the General Assembly and notify the Chairman of any

enhance knowledge on potential fraud to Bank

suggestions to be presented at the next Board meeting.

staff and customers

In addition, there is an email address on our website
dedicated to receiving shareholder comments.

2018 Highlights
•

We continued to boost our compliance capabilities.
As of December 2018, we had 151 employees in the
Compliance Group, a growth of 147% year-over-year.
Compliance training and awareness campaigns were

Fraudulent
Transaction Activity

2016

2017

2018

Amount of fraudulent
transaction activity (total
value of account holder
transactions refunded to
account holders due to
fraud) (SAR million)

2.8

6.5

7.1*

enhanced and expanded across the Bank
In 2018, we introduced the latest version of the AML

*Cases under investigation excluded

to senior management, with information on the root

Abdullah Al Nami

Transaction Monitoring System, with improved visual

causes, operational lapses and fraud trends.

Chief Compliance Officer

analytics and case management features implemented

Al Rajhi Bank

in the Kingdom, Jordan and Kuwait. We also launched

2019 Priorities

a Robotics Process Automation solution and updated

•

2

https://www.alrajhibank.com.sa/en/about-us/documents/aml-statementaug-2017.pdf

Jordan and Kuwait)
•

Continue to focus on money laundering and
terrorist financing risks

our AML risk rating for all customers (Saudi Arabia,
•

Strengthen internal controls to mitigate fraud risks

We made major enhancements to our Sanctions
Programme, implementing the “Daily Delta Screening”

68

STRATEGY

Al Rajhi Bank received positive feedback from
SAMA for our contributions in assisting them crack

•

reported incident of fraud is investigated and highlighted

•

consistent, comprehensive and precise manner, taking

ENVIRONMENT

and industry best practice. Our customer due diligence

the Bank ensured that all material information,

SOCIAL

and periodically, in line with regulatory requirements

To retain shareholder trust and promote transparency,

GOVERNANCE

We assess customers’ AML risk at the on-boarding phase

and our subsidiary in Malaysia
•

ESG Report 2018
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Combating Terrorist Financing .
2

INTRODUCTION

Fighting Financial Crime

IT is a core business function of the Bank comprising

Steering Committee. Day-to-day monitoring is carried

employee access controls, advanced day-to-day

business strategies, financial, operational, regulatory and

out by the relevant IT, security and risk teams

business operations have grown in scope and complexity.

monitoring of our networks and physical facilities,

reputational implications. The IT Risk Policy adheres

Such growth is not without challenges. We endeavour to

and other controls

to SAMA guidelines and is applicable to all departmental

We began including IT security and cyber crime
scenarios in our Integrated Stress Testing Framework

We follow external security standards and best

staff (employed and contractual) in the Kingdom

concerning cyber risk. The Bank fully understands the

practices. These include ISO27001, a globally

of Saudi Arabia and the Bank’s overseas branches

focus, to ensure all our people are knowledgeable

magnitude of risks posed to online transactions and

recognised standard for information security, and

and subsidiaries.

about emerging privacy/security risks and the latest

is committed to the safety of our customers’ online

we run test procedures to ensure compliance with

transactions. We have established a robust IT Risk Policy

it. We also adhere to the PCI-Data Security Standard

The key areas of the IT Risk Policy are as follows:

to ensure security.

published by the Payment Card Industry Council

•

Employee education and awareness remained a key

regulations and best practices
•

We continued to focus on cyber security to maintain

Defining systematic processes for identification,

safe and secure services for customers, 24 hours a day,

Ongoing testing and assessment of our security

assessment and mitigation of current and emerging

and seven days a week. This strategy has enabled the

From financial records to personal identification, we

and privacy practices. We use tools and methods

threats, risk and vulnerabilities

Bank to mitigate and address cyberattacks with zero

handle a considerable amount of information. Our

to identify and report on security and privacy

Strengthening system reliability, resilience

impact on customers: in 2018, there were no customer

banking operations depend on maintaining a secure,

vulnerabilities. For example, we conduct “penetration

and recoverability

data security breaches identified or reported. During

confidential environment, which is why we take our

testing” periodically on our security systems and

Promoting communications of IT risks to all

the year, we launched 10 new programmes involving 17

responsibility for protecting customer data very seriously.

infrastructure, along with other types of assessment

concerned stakeholders

projects as part of our Cyber Security Framework; this

Remaining vigilant against potential threats is imperative
for maintaining the trust of our stakeholders.

•
•
•

With the rise of the digital economy, cyber threats pose

work will continue in 2019

Raising awareness of the Bank’s staff in a controlled
and systematic manner

•

To heighten public awareness, Al Rajhi Bank

an increasing risk for all businesses. We continue to

volunteers visited 35 schools in Riyadh to teach

We have robust privacy and security practices in place,

heighten our risk posture in this area while building the

The Credit and Risk Group, headed by the Chief Risk

students how to avoid financial fraud and the

which include:

Bank’s cyber security defenses on multiple fronts. We

Officer, oversees the Bank’s privacy and security risks

importance of privacy regarding their accounts and

•

Policies, standards and procedures to guide

also collaborate with governments, law enforcement

and controls.

financial information

employees. These include our Banking Consumer

and industry peers to share security intelligence and best

Protection Principles1, Employee Code of

practices in an effort to reduce cyber crime in society.

Conduct , Information Security Policy and Privacy

•

•

In 2018, we enhanced our security controls and

2019 Priorities
•

Continue to build the cyber resilience of

Policy. Our Information Security Policy applies to

Beyond our organization, we take steps to educate

successfully completed two SAMA programmes to

all employees, contractors, third parties and others

consumers about steps they can take to protect

update and boost our capabilities – the Security Issues

our organization by enhancing IT security

entrusted with the Bank’s information

themselves. For example, on our website we offer security

Remediation programme (dealing with information

capabilities and frameworks through compliance

An Information Security Committee that oversees

tips to consumers as part of our ongoing commitment to

security and business continuity issues) and the Cyber

the overall information security posture at the bank

safer banking. These include tips for online banking and

Security Framework implementation programme

and supports ARB’s information security initiatives,

shopping, ways to protect credit and debit cards, guidance

compliance and implementation

on overseas transactions, and more.

with SAMA security standards
•

Proactively manage the Bank’s Group Risk

The Bank implemented new risk appetite metrics for

Profile with clear strategic actions to mitigate

IT security, risk and Business Continuity Management

high risk IT issues. The Bank will prioritise

Annual training and awareness campaigns to educate

(BCM), for system testing, which are found in the

enhancing its Cyber Security and Disaster

staff and customers on their security and privacy

Group-wide Risk Appetite Statements

Recovery and BCM capabilities

responsibilities
1
2

2018 Highlights
•

2

https://www.alrajhibank.com.sa/en/documents/protect-the-client.pdf
https://www.alrajhibank.com.sa/en/investor-relations/documents/code_of_
conduct.pdf
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•

•

Each IT risk area has a specific strategic roadmap and
the implementation and oversight of these plans are

•

Implement Business Continuity Management (BCM)
as per the SAMA best practice framework

monitored by the Operational Risk Committee and IT

ESG Report 2018
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•

•

SOCIAL

•

•

GOVERNANCE

maintain pace with the needs of our customers, especially

•

STRATEGY

A strong security architecture consisting of firewalls,

The financial systems and networks supporting the Bank’s
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INTRODUCTION

ESG Performance Tables

Disclaimer/precautionary message:

Environmental

Social and Governance (ESG) Report covering the year

This report contains certain “forward-looking statements”

Sustainable Finance

2018. Last year, we embarked on a journey to strengthen

that express the way in which the Bank intends to conduct

our approach to becoming a more

its activities. Al Rajhi Bank has made every effort to

sustainable organisation.

ensure the report is as accurate and truthful as possible,

Total loans to companies in the
following sectors (SAR):

2016

2017

2018

however, forward-looking statements are based on

Manufacturing

16,212,769,364

15,973,599,730

16,037,315,384

Utilities & Energy

6,029,572,494

8,444,946,922

10,340,081,325

Retail Trade

3,887,217,834

6,045,043,784

6,530,784,540

assumptions made using currently available information

social and governance (ESG) performance, in line

that is subject to a range of uncertainties that could cause

with local and international priorities for sustainable

actual results to differ materially from these projected or

development, such as Saudi Vision 2030 and the UN

implied statements. Such statements are subject to risks

Wholesale Trade

5,683,083,134

6,460,979,444

5,992,122,684

Sustainable Development Goals.

that are beyond the Bank’s ability to control and therefore

Real Estate

3,534,314,305

4,755,115,997

6,213,063,542

do not represent a guarantee of future conduct or policy.

Investment Group

8,876,239,189

6,138,896,918

3,618,177,473

Construction

3,062,647,223

4,826,860,774

3,108,888,895

Our objective is to provide a detailed and balanced

Al Rajhi Bank assumes no obligation to publicly update

account of our ESG performance and progress, with a focus

any statements made in this ESG report and does not

on the most significant issues (“material topics”) based

guarantee the appropriateness, accuracy, usefulness or

Telecom & IT

4,036,218,264

3,198,539,868

2,927,002,753

on input from external and internal stakeholders. These

any other matter whatsoever regarding

Others

1,562,272,904

241,500,217

884,417,661

topics shape the content of this report.

this information

Mining, Quarrying, and Oil and Gas Extraction

1,227,808,992

1,236,055,227

1,624,693,255

Agriculture, Forestry, Fishing and Hunting

666,714,384

1,493,753,086

419,587,872

Reporting Scope and Boundaries
The report primarily covers our operations within

Feedback:

Other Services (except Public Administration)

1,188,984,178

939,460,400

1,153,956,340

Saudi Arabia, which represent the majority of our

We invite your comments on this report or any other

Transportation and Warehousing

811,053,853

923,180,841

827,438,214

business. In some cases, international units and

ESG aspects through any of the following channels:

operations are also referenced.

Website:

www.alrajhibank.com.sa

Administrative and Support and Waste
Management and Remediation Services

310,717,214

929,062,280

374,929,538

Email:

ir@alrajhibank.com.sa

Food Services

753,981,801

654,221,543

592,319,133

Educational Services

207,243,516

344,849,956

286,093,289

Accommodation

129,088,965

302,943,360

213,401,318

Health Care and Social Assistance

238,609,899

218,997,043

642,270,748

Public Administration

93,707,271

86,880,221

204,617,685

Professional, Scientific, and Technical Services

-

3,398,870

3,264,111

Arts, Entertainment, and Recreation

-

10,000

10,000

This report underscores our commitment to international

Telephone: +966118281457

best practice reporting. It has been prepared in

Twitter:

accordance with the “Core Option” of the Global Reporting

Facebook: @alrajhibank

Initiative (GRI) Standards and select key performance

LinkedIn:	https://www.linkedin.com/company/

indicators have been independently assured. Our GRI
Index can be found on pages 79-84.

@AlRajhiBank

alrajhibank
Instagram: @alrajhibank
Youtube:	https://m.youtube.com/alrajhibank

This report complements our Annual Report, which

SOCIAL

We intend to report annually on our environmental,

ENVIRONMENT

STRATEGY

Welcome to Al Rajhi Bank’s inaugural Environmental,

GOVERNANCE

About This Report

APPENDICES

provides more detail on our corporate strategy, financial
results, the performance of individual business lines,
corporate governance practices and risk management
processes. Unless stated otherwise, financial information
is reported as at 31 December 2018. Performance data
covers the Bank’s fiscal year, 1 January to 31 December.
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1,071

619

681

Age 18-30

867

512

546

Age 31-50

196

105

131

Age 51+

8

2

4

Male

842

424

516

Female

229

195

165

Employee Engagement and Wellbeing

2016

2017

2018

Employee engagement (target 65%)

46%

59%

60%

Employee absentee rate

2.8%

3.2%

3.4%

363

Employee turnover (voluntary and involuntary) (%)
(target= 10%)

6.90%

7.10%

9.93%

742

899

Employee turnover (voluntary and involuntary)

712

729

956

22,154

20,046

13,058

Age 18-30

343

313

424

Male employees

19,456

15,859

10,744

Age 31-50

312

308

403

Female employees

4,108

5,292

3,576

Age 51+

57

108

130

Average training per employee (days)

2.5

2.3

3.0

Male

567

622

824

Senior management employees

2.0

2.0

2.4

Female

145

107

132

Middle management employees

2.2

2.1

2.8

Senior management

18

32

21

Non-management employees

2.6

2.3

3.0

Middle management

38

61

49

Male employees

2.6

2.2

3.2

Non-management employees

656

636

886

Female employees

2.2

2.4

2.2

Contract staff

42

85

65

Average training per employee (hours)

20.3

18.1

23.9

Employee turnover (voluntary) (%)

5.38%

5.23%

6.96%

Number of attendees who completed at least one
e-learning course

10,664

12,509

31,307

Employee turnover (voluntary)

555

537

670

Number of e-learning training hours delivered

7,037

7,858

22,039

Age 18-30

273

241

332

Age 31-50

252

241

303

Employee Diversity

2016

2017

2018

Age 51+

30

55

35

Employees age 18-30

5,295

4,683

4,487

Male

432

447

553

Employees age 31-50

4,670

5,222

4,891

Female

123

90

117

Employees age 51+

355

358

250

Senior management

14

25

16

Male employees

9,157

8,995

8,308

Middle management

391

46

36

Female employees

1,163

1,268

1,320

Non-management employees

150

466

618

Female employees in middle management

11

15

15

Contract staff

30

29

25

Female employees in senior management

2

2

3

10,320

10,263

9,628

Full-time employees*

10,320

10,263

9,628

Senior management employees

169

157

160

Middle management employees

464

440

423

Non-management employees

9,687

9,666

9,045

Branch managers

649

624

592

Overall Saudization (nationalization KSA)

90.9%

91.76%

95.92%

Training

2016

2017

2018

Total training delivered (days) (target = 60,000)

79,398

64,462

65,181

Senior management employees

432

363

Middle management employees

978

Non-management employees
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STRATEGY

Total New employee hires:

Total workforce (excluding trainees, students and
outsourced staff) (target = 9,981)

ENVIRONMENT

2018

2018

SOCIAL

2017

2017

GOVERNANCE

2016

2016

APPENDICES

New Hires

Workforce Overview

INTRODUCTION

Social

77

Community Investment

2016

2017

2018

This report has been prepared in accordance with the GRI

Total number of employee volunteering hours

1655

5735

14115

Standards: Core option.

Number of participants in financial literacy
initiatives supported by Al Rajhi Bank

n/a

150

750

INTRODUCTION
STRATEGY

GRI Index

For the Materiality Disclosures Service, GRI Services
reviewed that the GRI content index is clearly presented

2017

2018

Total number of suppliers engaged

n/a

432

358

Total procurement spending (SAR billion)

n/a

3,042,168,387.51

2,451,134,507.06

Total number of local suppliers engaged

n/a

344

300

Procurement spending on local suppliers
(SAR billion)

n/a

2,866,311,638.47

2,282,493,989.31

Percentage of spending on local suppliers

n/a

94%

93%

Total number of women-owned suppliers engaged

n/a

27

30

and the references for Disclosures 102-40 to 102-49 align
with appropriate sections in the body of the report. This
service was performed on the English version of the report.
GRI Standard

Disclosure

Page number(s) and/or URL(s)

GRI 101: Foundation 2016
General Disclosures

ENVIRONMENT

2016*

Organizational profile
102-1 Name of the organization

*The Bank began formally tracking supplier data in 2017, hence information for previous years is not available.

Al Rajhi Bank

102-2 Activities, brands, products,
and services
102-3 Location of headquarters

SOCIAL

Supply Chain

Riyadh

102-4 Location of operations
102-5 Ownership and legal form
102-6 Markets served

https://www.alrajhibank.com.jo/en/
about-us/pages/default.aspx

GRI 102:
General Disclosures 2016

102-8 Information on employees and
other workers
102-9 Supply chain
102-10 Significant changes to the
organization and its supply chain

There were no significant changes
during the reporting period.

GOVERNANCE

102-7 Scale of the organization

102-11 Precautionary Principle or
approach
APPENDICES

102-12 External initiatives
102-13 Membership of associations
Strategy
102-14 Statement from
senior decision-maker
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103-1 Explanation of the material topic
and its Boundary
GRI 103:
Management Approach 2016

103-3 Evaluation of the management
approach

Stakeholder engagement
102-40 List of stakeholder groups
102-41 Collective bargaining
agreements
102-42 Identifying and selecting
stakeholders
102-43 Approach to stakeholder
engagement
102-44 Key topics and concerns raised
GRI 102:
General Disclosures 2016

GRI 202:
Market Presence

102-46 Defining report content and
topic Boundaries

103-1 Explanation of the material topic
and its Boundary
GRI 103:
Management Approach 2016

102-49 Changes in reporting

GRI 203:
Indirect Economic Impacts

103-1 Explanation of the material topic
and its Boundary
GRI 103:
Management Approach 2016

GRI 204:
Procurement Practices 2016

102-56 External assurance

103-1 Explanation of the material topic
and its Boundary
GRI 103:
Management Approach 2016

GRI 200 Economic Standard Series
GRI 205: Anti-corruption

205-2 Communication and training
about anti-corruption policies and
procedures
APPENDICES

103-1 Explanation of the material topic
and its Boundary
GRI 103: Management
Approach 2016

103-2 The management approach and
its components
103-3 Evaluation of the management
approach

Material Topics

Economic Performance

204-1 Proportion of spending on local
suppliers

Anti-corruption

102-54 Claims of reporting in
accordance with the GRI Standards
102-55 GRI content index

103-2 The management approach and
its components
103-3 Evaluation of the management
approach

102-51 Date of most recent report

102-53 Contact point for questions
regarding the report

203-2 Significant indirect economic
impacts

Procurement Practices

102-50 Reporting period

102-52 Reporting cycle

103-2 The management approach and
its components
103-3 Evaluation of the management
approach

102-47 List of material topics
102-48 Restatements of information

202-2 Proportion of senior
management hired from the local
community

Indirect Economic Impacts

Reporting practice
102-45 Entities included in the
consolidated financial statements

103-2 The management approach and
its components

STRATEGY

102-18 Governance structure

Page number(s) and/or URL(s)

Market Presence

102-16 Values, principles, standards,
and norms of behavior
Governance

Disclosure

103-2 The management approach and
its components
103-3 Evaluation of the management
approach

GRI 201:
Economic Performance 2016
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INTRODUCTION

GRI Standard

ENVIRONMENT

Ethics and integrity

Page number(s) and/or URL(s)

SOCIAL

Disclosure

GOVERNANCE

GRI Standard

201-1 Direct economic value generated
and distributed

ESG Report 2018
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GRI 300 Environmental
Standards Series

Page number(s) and/or URL(s)

GRI Standard

103-1 Explanation of the material topic
and its Boundary

103-2 The management approach and
its components

103-3 Evaluation of the management
approach

103-3 Evaluation of the management
approach

404-1 Average hours of training per
year per employee
GRI 404:
Training and Education 2016

404-3 Percentage of employees
receiving regular performance and
career development reviews

Employment
Diversity and Equal Opportunity

103-2 The management approach and
its components
103-3 Evaluation of the management
approach

103-1 Explanation of the material topic
and its Boundary
GRI 103:
Management Approach 2016

401-1 New employee hires and
employee turnover
GRI 401:
Employment 2016

GRI 405:
Diversity and Equal
Opportunity 2016

401-3 Parental leave

Human Rights Assessment

Labor/Management Relations

GRI 103:
Management Approach 2016

103-2 The management approach and
its components

GRI 103:
Management Approach 2016

402-1 Minimum notice periods
regarding operational changes

GRI 412:
Human Rights Assessment 2016

103-1 Explanation of the material topic
and its Boundary

Local Communities

103-2 The management approach and
its components
103-3 Evaluation of the management
approach

GRI 403:
Occupational Health and
Safety 2016

82

403-2 Types of injury and rates of
injury, occupational diseases, lost
days, and absenteeism, and number
of work-related fatalities

103-2 The management approach and
its components
103-3 Evaluation of the management
approach

Occupational Health and Safety

GRI 103:
Management Approach 2016

405-1 Diversity of governance bodies
and employees

103-1 Explanation of the material topic
and its Boundary

103-3 Evaluation of the management
approach
GRI 402:
Labor/Management
Relations 2016

103-2 The management approach and
its components
103-3 Evaluation of the management
approach

401-2 Benefits provided to full-time
employees that are not provided to
temporary or part-time employees

103-1 Explanation of the material topic
and its Boundary

ENVIRONMENT

103-1 Explanation of the material topic
and its Boundary

404-2 Programs for upgrading
employee skills and transition
assistance programs

SOCIAL

302-4 Reduction of energy
consumption

GRI 400 Social Standards Series

GRI 103:
Management Approach 2016

103-2 The management approach and
its components

STRATEGY

GRI 103:
Management Approach 2016

GOVERNANCE

103-1 Explanation of the material topic
and its Boundary

GRI 302: Energy

Page number(s) and/or URL(s)

Training and Education

Energy

GRI 103:
Management Approach 2016

Disclosure

INTRODUCTION

Disclosure

412-1 Operations that have been
subject to human rights reviews or
impact assessments
412-2 Employee training on human
rights policies or procedures

103-1 Explanation of the material topic
and its Boundary
GRI 103:
Management Approach 2016

APPENDICES

GRI Standard

103-2 The management approach and
its components
103-3 Evaluation of the management
approach

GRI 413:
Local Communities 2016

ESG Report 2018

413-1 Operations with local community
engagement, impact assessments,
and development programs

83

This publication complements our
Annual Report, which together form
part of our reporting suite – designed to
GRI Standard

Disclosure

Page number(s) and/or URL(s)

related to ESG and financial topics.

103-1 Explanation of the material topic
and its Boundary
GRI 103:
Management Approach 2016

103-2 The management approach and
its components
103-3 Evaluation of the
management approach

GRI 417:
Marketing and Labeling 2016

417-1 Requirements for product and
service information and labeling

Customer Privacy
103-1 Explanation of the material topic
and its Boundary
GRI 103:
Management Approach 2016

103-2 The management approach and
its components
103-3 Evaluation of the
management approach

GRI 418:
Customer Privacy 2016

84

provideinformation about Al Rajhi Bank’s
commitments, performance and achievements

Marketing and Labeling

418-1 Substantiated complaints
concerning breaches of customer
privacy and losses of customer data

0. In 2018 there were no complaints
concerning breaches of customer
privacy or loss of data

Connect with us:

@AlRajhiBank

