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4 CBD Sustainability Report

Message from the 
Chairman

Best Regards,

Humaid Mohammad Al Qutami
Chairman

I am proud to present CBD’s second annual sustainability 
report which showcases the Bank’s Environmental, 
Social and Governance (‘ESG’) practices, progress, and 
commitments for the future. 

As the UAE drives towards net zero emissions by 2050, 
and a successful hosting of the 28th Conference of the 
Parties (COP28) in 2023, all organizations in the UAE will 
play an active role in helping to showcase how the UAE 
is a global leader in sustainability.

The ongoing Dubai Expo 2020 has focused on ESG, 
emphasizing the themes of Sustainability, Mobility and 
Opportunity with resounding success. I am pleased to 
note that the UAE Sustainable Finance Framework 
2021-2031 has been published, setting the guidelines 
to drive progress towards the UAE’s sustainable 
finance priorities.  These key initiatives demonstrate 
the importance accorded to sustainability by the 
Government and the Rulers of the UAE.

As an organization that is backing the ambitions of our 
proud nation, CBD remains committed to operating its 
business in a sustainable manner, aligning with the UAE’s 
efforts towards sustainable development, empowering 
local communities and preserving the environment.

In 2021, CBD initiated an ESG transformation journey. We 
have consolidated ongoing and future environmental, 
social and governance initiatives under a common ESG 
Framework governed by an ESG Committee which is 
accountable to the CBD Executive Committee. We are 
proud of the progress made on these initiatives, but 
equally cognizant that there is much more to be done. 

Our report highlights some of our 2021 ESG 
achievements, but it is by no means exhaustive. Our 
commitments are continually evolving as we identify new 
ways in which we can contribute to this global challenge. 
With the introduction of our ESG Framework and ESG 
Committee, we have re-affirmed our commitments to 
sustainability.

Thank you to our shareholders, customers, employees 
and the communities we serve, for your loyalty and 
the faith you have shown in us. Now, more than ever, 
we feel that community collaboration and alignment is 
crucial to the sustainability of the planet for our future 
generations. As the UAE and the world slowly returns 
to normal after the Covid 19 pandemic, I look forward to 
more engagement with our customers and stakeholders 
as we drive our sustainability agenda.



5CBD Sustainability Report

Message from the
CEO

Sustainability remained at the heart of CBD’s business 
strategy and long-term planning during 2021. In 2021, 
we also initiated a comprehensive and more concerted 
ESG transformation journey. This journey involved 
consultation with an external strategy group for a refresh 
of our five pillar ESG Framework. Our ESG Framework 
sets out the key initiatives that we believe we must 
undertake as a responsible corporate organization. We 
firmly believe that every employee in the bank, and 
indeed every citizen and organization in the UAE, has a 
role to play in sustaining our future. 

Our ESG Framework is a key tool to ensure that we hold 
ourselves accountable to this goal. The revised pillars of 
our ESG Framework and our supporting principles are:

1. UAE Community

We are a local bank, backing businesses and residents of 
the UAE with our products and services.

2. CBD People

We promote Emiratization and a healthy, up-skilled and 
engaged workforce.

3. Financial Inclusion

We are default digital, all-inclusive and aspire to share in 
our customers’ success.

Dr. Bernd van Linder
Chief Executive Officer

4. Governance

We protect our stakeholders by taking accountability for 
risk management at a Board level.

5. Environment

We hold ourselves to account while supporting our 
society and our customers’ environmental ambitions.

Our ESG Framework is comprehensive but still 
evolving as we embark on our journey. Importantly, it 
is actionable. The first section of our report introduces 
our framework, the underpinning initiatives, our key 
successes so far and our commitments for the years 
ahead. The Framework is our first step in establishing 
and embedding our materiality matrix.

Our ESG initiatives are governed by an ESG Committee. 
The Committee is accountable to the Bank’s Executive 
Committee to ensure we deliver on our commitments. 
The Committee comprises of a cross-functional team 
of ESG agents from various departments within the 
Bank, including Product Development, Procurement, 
Customer Engagement, Human Resources, Enterprise 
Risk Management, Credit Risk and Corporate Social 
Responsibility. 

I am proud of our 2021 sustainability achievements 
and excited by what lies ahead in 2022 and beyond. It 
is an incredible time to be a part of this great nation, 
particularly as the UAE readies itself to host COP28 in 
2023. We are determined to play our part in driving the 
sustainability agenda and backing the ambitions of the 
UAE.
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Bank
Overview
CBD Profile
Established in 1969, Commercial Bank of Dubai (CBD) is one of the first banks operating in the United Arab Emirates. It 
was established as a joint venture between Commerzbank, Chase Manhattan Bank, and Commercial Bank of Kuwait, 
before evolving into a public shareholding company in 1982 when the Government of Dubai took in a 20% stake. 

Over the years, Commercial Bank of Dubai has built itself into a progressive and modern financial institution, led by a 
strong management team as well as a loyal and ever-increasing customer and correspondent base. Today, CBD is one 
of the leading banks in the United Arab Emirates and offers its customers a full range of retail and commercial banking 
products and services.

The Bank is listed on the Dubai Financial Market and is mostly owned by UAE Nationals, including 20% by the Investment 
Corporation of Dubai (‘ICD‘). 

Ownership
Structure

5%

6.37%

6.61%

6.95%

8.84%

10.51%
20%

35.72%

General Public

Government of Dubai*

Al Futtaim Private Co.

Orient Insurance PJSC.

Abdullah Hamad Al Futtaim

A W Rostamani Group

Ghobash Trading & Inv.

Al Majid Investments

*Investment Corporation of Dubai (‘ICD‘)
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Awards

Best Local Bank
in UAE

Best Innovation
Processes

Best Bank in Digital
Loyalty in UAE

Best Product Launch
in the Middle East

Best Customer
Experience

Best Innovation
in Retail Banking

CEO
of the Year

Best Transformational
GM of the Year

Best Mobile Banking 
Services

EMEA Finance Middle East
Banking Awards

Transformers Award

Union of Arab Banks

EMEA Finance Middle East
Banking Awards

Transformers Award

MEA Finance’s Banking
Technology Awards

EMEA Finance Middle East
Banking Awards

Transformers Award

MEA Finance’s Banking
Technology Awards

FEBRUARY 2021

APRIL 2021

MAY 2021

FEBRUARY 2021

APRIL 2021

JUNE 2021

FEBRUARY 2021

APRIL 2021

JUNE 2021

The challenges we faced as a society last year only inspired CBD to step up and find creative solutions for the problems 
we encounter as a society. Hence, thanks to our efforts in digital innovations and service excellence, we are humbled 
to have received the following awards during 2021:
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Most Innovative Bank
of the Year

Finfluencer
of the Year

Best Digital Transformation 
Implementation

Banker
of the Year

Outstanding Digital 
Transformation
in Trade Finance

Domestic Retail Bank
of the Year in UAE

Best Robo Advisory 
Investment Solution

Employee Engagement 
Champion

Excellence in Innovation
– Retail Banking

Consumer Finance Product 
of the Year in UAE

Best Commercial
Bank

Leaders in Fintech Awards

Finnovex Awards

MEA Finance Awards

MEA Finance Awards

The Digital Banker

Asian Banking & Finance Wholesale
and Retail Banking Awards

MEA Finance Awards

LinkedIn Talent Awards MENA

Finnovex Awards

Asian Banking & Finance Wholesale
and Retail Banking Awards

MEA Finance Awards

JUNE 2021

SEPTEMBER 2021

NOVEMBER 2021

NOVEMBER 2021

JULY 2021

SEPTEMBER 2021

NOVEMBER 2021

NOVEMBER 2021

SEPTEMBER 2021

SEPTEMBER 2021

NOVEMBER 2021
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Business
Overview
CBD Purpose - ‘Backing the Nation’s Ambitions’

CBD continues to focus on our franchise customers 
within Institutional, Corporate Banking and Retail 
Banking. A priority for the bank is to continue to deliver 
on a number of transformation programs focused on 
becoming “Default Digital“, leveraging investments made 
in Information Technology and our physical customer 
footprint.

Our strategic priority is to deepen relationships with 
key franchise customers, supporting their end-to-end 
banking needs. Whilst delivering on this goal, it is key 
to ensure continued growth across target customer 
segments are fully aligned with the bank’s risk appetite. 
In addition, as a cornerstone of the three-year strategy, 
we continue to drive our high-performing culture by 
investing in differentiated capabilities and building talent 
which offers great customer experiences and with a 
clear focus on Emiratization. 

Looking ahead, the bank expects to further expand 
its market share supported by stable and diversified 
funding, an increased share of non-funded income, 
improved digital adoption rates, reduced cost of risk, and 
maintaining asset quality with appropriate provisioning. 
The bank aspires to deliver returns that meet shareholder 
expectations. At all times risk culture and compliance 
with regulatory and community expectations remain 
central to our operating environment. 

CBD’s strong set of core values of Collaboration, 
Ownership, Delivery, and Excellence (‘CODE’) are 
embedded in its culture and will guide the bank now and 
in the years ahead.

WHOLESALE BANKING GROUP (‘WBG’)
The Wholesale Banking Group (‘WBG’) comprises mid-
size and large commercial clients as well as institutional 
clients. In order to deliver the planned growth in a 
sustainable and diversified manner, the Bank has an 
established dedicated Real Estate, Contracting and 
Manufacturing teams.

There are a number of product and specialist teams 
within WBG including the Debt Capital Markets, 
Syndication, Supply Chain Finance, and Asset-Backed 
lending functions and more broadly the Transaction 
Banking team. 

As part of our ‘Default Digital’ plan, CBD is focused on the 
continued implementation of various digital initiatives 
which enable the Bank to meet customers’ growing 
requirements, significantly reduce turnaround times and 
expand the digital footprint of our transaction banking 
products. 

The culture of service excellence and the adoption of 
innovative digital technologies has seen CBD ranked 
by wholesale banking customers as one of the best 
transaction banking service providers in the UAE. As a 
testament to this feedback, CBD won several awards 
from industry leaders.
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PERSONAL BANKING (‘PBG’)

CBD AL ISLAMI 

TREASURY

FINANCIAL HIGHLIGHTS 
The PBG business is responsible for supporting and 
servicing our retail and small and medium enterprise 
banking customers. The business provides a wide array 
of products and services to these customer segments 
including but not limited to credit cards, mortgages, 
personal loans, transaction and saving accounts, 
investment and wealth products.

The strategic focus remains on digital transformation.
CBD continues to enhance capabilities to provide 
customers with contactless banking solutions, migrating 
the majority of transactions from branches to alternative 
digital channels.

PBG has recently won several awards in recognition 
of the innovative products and services offered by the 
Bank.

CBD Al Islami provides a range of Sharia-compliant 
products and services, embraced with smart technology 
to empower customers to apply digitally for the instant 
issuance of Islamic credit cards, personal finance, 
multi-currencies, instant account opening, and instant 
remittances to various corridors.

The CBD Treasury business provides risk management 
and investment solutions required to meet customer 
needs across all segments of the bank. The function 
works closely with leading Fin-Tech companies to 
deliver market-leading product and service capabilities 
including risk management, remittance services, and 
investment product offerings to our customers.  

Commercial Bank of Dubai has delivered a net profit 
of AED 1,451 million for the year ended 31 December 
2021, up 29.5% year-on-year. The improved operating 
performance coupled with lower expected credit losses has 
contributed to the increase in net profit. Notwithstanding 
lower interbank interest rates, net interest income is up by 
10.1% compared to 2020 primarily from strong business 
growth and lower funding costs. The economic outlook 
and business confidence for 2022 remains positive for 
further performance improvement in the year ahead.

Operating income for the full year of 2021 amounted to 
AED 3,183 million, an increase of 6.9%. This is attributable 
to an increase in Net Interest Income (‘NII’) by 10.1% as a 
result of higher volumes and lower funding costs, and a 1.2% 
increase in Other Operating Income (‘OOI’) from increased 
business activities.

Operating expenses were AED 865 million, up 7.2% 
compared to the full year of 2020.  The cost-to-income 
ratio remains market leading at 27.18%.  

Total assets were AED 114.2 billion as at 31 December 
2021, an increase of 17.3% compared to AED 97.4 billion 
as at 31 December 2020. 

Net loans and advances were AED 76.4 billion, 
registering an increase of 17.1% compared to AED 65.3 
billion as at 31 December 2020. 

Customers’ deposits were AED 82.7 billion as at 31 
December 2021, representing an increase of 18.6% 
compared to AED 69.8 billion as at 31 December 2020. 
Low cost current and savings accounts (‘CASA’) constitute 
45.2% of the total customer deposit base, while the 
financing-to-deposits ratio stood at 92.4%. 

The non-performing loan (‘NPL’) ratio increased to 6.95%, 
up from 6.77% at the end of 2020. 

In accordance with IFRS9 accounting standards, the net 
impairment charge totaled AED 867 million for the full 
year of 2021. The headline coverage ratio was 62.59% 
and 119.53% inclusive of collateral for stage 3 loans up 
from 110.15% at 31 December 2020. As at 31 December 
2021, total allowances for impairments amounted to 
AED 4,024 million. 

The bank’s liquidity position remained robust with the 
advances to stable resources ratio at 88.00% as at 31 
December 2021 (Dec 2020: 86.33%), compared to the 
UAE Central Bank maximum of 100%. 

CBD’s capital ratios remained strong with the capital 
adequacy ratio (CAR) at 15.82%, Tier 1 ratio at 14.66% 
and Common Equity Tier 1 (CET1) ratio 12.13%. All 
capital ratios were well above the minimum regulatory 
thresholds mandated by the UAE Central Bank.
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ESG
Framework
Environmental, Social and Governance (‘ESG’) factors have become increasingly important considerations, especially 
over the last decade. At the World Economic Forum held last year, more than 60 leading global companies, accounting 
for a market capitalization of over USD 4 Trillion, pledged to adhere to a new set of ESG reporting norms. In November 
2021, the COP26 concluded with the agreement of the Glasgow Climate Pact, which called upon nations to phase 
down unabated coal power and inefficient subsidies for fossil fuels. These commitments highlight the seriousness 
with which governments and organizations around the world are aiming to address Climate Change and ESG to ensure 
a sustainable future for ensuing generations. 

CBD is firmly committed to the ESG cause and has initiated a comprehensive, ESG-oriented, transformation journey. 
This journey involved consultation with an external strategy group and a refresh of our five pillar ESG Framework and 
supporting initiatives, which are illustrated below. We look forward to evolving our ESG Framework in the upcoming 
year into an ESG Materiality Matrix symbolizing the banks’ business opportunities and stakeholders’ interests.

Local Sourcing
Do we obtain our 
supplies via local 

chains?

Philanthropy
Are we donating and 
volunteering at the 

local level?

Supporting 
Minorities

Do we support 
opportunities for all 
people including the 

vulnerable?

Sponsorships
Is the brand

reflected locally?

Customer Value 
Proposition

Are we backing the 
ambitions of all our 

customers?

Diversity & Inclusion
Do we consciously 

consider diversity & 
inclusion while recruiting 

new talent?

Wellness
How is the physical, 
mental, and financial 

well-being of our 
employees?

Employee 
Engagement

Do our employees 
possess multiple 
forums to engage 

and be listened to?

Learning & 
Development

Are training 
and upskilling 

readily available 
opportunities?

Digital Offering
Are our tech 

capabilities and 
digital applications 

best-in-class?

Segment-specific 
Products

Do we offer our 
products to a variety 

of population 
segments?

SME / Wholesale 
Lending

Do we actively 
promote and nurture 

entrepreneurship
and growth?

Customer Experience
Are we listening to 
our customers and 

ensuring that we are 
constantly improving 
customer journeys?

3 Lines of Defense
Do we have an 
informed and 

empowered first line 
of defense?

ESG as part of ERM
Does our corporate 

governance and 
risk management 
framework reflect 

sustainability 
matters?

Business Continuity
How resilient is our 
business to external 

shocks?

Anti-corruption 
(AML/CTF)

Do we have the 
right anti-corruption 
safeguards in place?

Environmentally 
Friendly Procurement
Are our procurement 

practices eco-
friendly?

Monitoring Internal 
Resource Use
Is the behavior 
of our staff, use 
of property and 

waste management 
sustainable?

Environment-
focused Products
Will our product 

catalogue attract 
green-savvy 
customers?

Sustainability-
themed Initiatives
Do our initiatives 

actively encourage 
‘thinking 

sustainably”?

Emiratization
Are we providing a 

place of employment 
that attracts, and 

develops UAE 
Nationals?

Financial Literacy
Do we go beyond 

guidelines to teach 
our customers on 
financial matters?

Oversight
Is our Board and 

Executive Committee 
providing ESG 

oversight?

ISO Certification
Do we possess 

official recognition of 
our green efforts?

UAE Community CBD People Financial Inclusion Governance Environment
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Detailed below are the five key pillars of the ESG Framework which will provide the roadmap for the bank on its 
sustainability journey along with some of our key achievements and ambitions for 2022 and beyond.

1. UAE Community

The year 2021 marked the occasion of the UAE’s Golden Jubilee and we congratulate the UAE’s wise leadership, its 
citizens, and residents on the nation’s remarkable journey over the past 50 years. 

Humanitarian Work in the UAE is a deeply ingrained value that the late Sheikh Zayed has instilled in every citizen and 
resident in the UAE to ensure that the country remains an oasis of goodness, giving and humanity. On the occasion 
of marking Zayed Humanitarian workday, CBD donated to 31 charitable, educational, research and training and 
rehabilitation centers for people of determination across the UAE. CBD has been organizing a “Back to School” initiative 
for several years to support those less fortunate in providing items for their children’s educational well-being and 
happiness at the start of the new academic year. This year, the initiative was held in CBD from 22nd of August until 5th 
of September, in affiliation with UAE Red Crescent. Bank staff and their respective families donated 24 boxes along 
with 20 Dubai Library vouchers. CBD staff also participated in the October Breast Cancer Awareness month campaign 
to raise awareness about breast cancer. In total, our staff contributed approximately 1,500 hours of volunteering work 
in the year 2021.

The initiatives CBD supports and sponsors also align with our locally focused purpose. CBD has been a regular supporter 
of the Jebel Ali horse racecourse for over 25 years and reaffirmed its support by sponsoring eight races in 2021. The 
sponsorship is part of CBD’s continued support of UAE Culture and sports heritage. Due to Covid restrictions, the CBD 
Run on the Palm could not take place in 2021. However, we look forward with anticipation to regathering our staff, our 
customers and other race participants from across the UAE for the Run on the Palm in March 2022.

As a local bank, we are focused on backing the businesses and the residents of the UAE. This gives us a direct line of 
sight of both our customers and suppliers. When selecting our suppliers, our procurement policies are defined to favor 
UAE companies. 

One of our strongest demonstrations of support for the UAE Community came in Q4 of this year, when we established 
our Digital Lab in the Dubai International Financial Center’s Innovation Hub. CBD has had significant, award-winning 
success by partnering with FinTechs over recent years. Our move into the largest FinTech ecosystem in the region is 
not only a statement of our FinTech partnering intent, but also reflective of our support for the global ambitions of the 
UAE in driving an ambitious innovation agenda.

2. CBD People 

Our people are what makes CBD the place it is. In 2021, our priority remained the safety and wellbeing of our people as 
the Global Covid-19 Pandemic continued. During our in-house clinic at the beginning of 2021, we administered more 
than 3,500 injections to more than 1,800 staff and family members. Later in the year, we partnered with “Be Strong”, a 
fitness and lifestyle organization, to conduct a month-long fitness and wellbeing campaign with in-depth discussions 
on the positive impact of exercise, meditation and diet. In addition, Be Strong also conducted several boot camps to 
get staff energized and motivated to adopt a fitness regime. In 2022, as part of an “Employee Assistance Program”, 
the bank is partnering with an external counselling and consulting service to offer bespoke counselling services to CBD 
employees. The program is aimed at promoting holistic health and achieving optimal wellness, leading to a positive 
impact both at work and in the personal lives of our employees.
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Our commitment to Emiratization is unwavering. By the end of 2021, UAE Nationals comprised 35% of CBD’s work 
force. In line with our drive to attract UAE National talent to the Banking sector, a number of initiatives were completed 
in 2021. These included:

Welcoming 40 fresh graduates into our “Tumoo7“ program, a graduate training program for UAE Nationals designed 
to help them develop their skills and capabilities to help them prepare for future leadership positions in the Bank;

Recognizing 14 UAE National women in senior roles across the Bank who have successfully completed the “UAE 
National Women Development Program 2021“, and

Supporting our UAE Nationals who completed the Tatweer program and the Future Proof Banker program.

We have continued to invest significantly in the development of all our employees’ skills and knowledge to increase 
the employability of all our staff. In 2021, despite the ongoing pandemic, the Bank conducted a total of 6306 learning 
initiatives - a 15% increase over the previous year.

We continued to measure our employee engagement to ensure that we are providing the optimum environment and 
culture for our employees to succeed and be happy. Every year we run a bank-wide employee engagement survey in 
which employees are provided an opportunity to give feedback on what is working well and what needs to improve. In 
2021, our employee engagement score was 74, which is in line with last year’s score. While we continue to measure 
ourselves through this internal process, it was particularly gratifying to be recognized this year by LinkedIn (a Microsoft 
company), who crowned CBD as an “Employee Engagement Champion“. This recognition from LinkedIn reflected the 
hard work and dedicated efforts of our staff in establishing and maintaining an engaging environment.

3. Financial Inclusion

The year 2021 saw the introduction of the Consumer Protection Regulation by the Central Bank of the UAE, a 
regulation which aims to ensure that banking customers are treated transparently and fairly in all interactions with 
their regulated financial institution. Consumer Education and Awareness is an important component of this regulation 
and one which CBD has been pioneering long before the implementation of the regulation. Throughout 2021 we ran 
a series of financial education webinars for our customers and prospective customers on topics such as succession 
planning, fraud prevention, data protection and smart investing.

Our partnership with NowMoney, the Dubai-based FinTech, flourished throughout 2021, enabling us to provide 
accounts and cards to low-income customers. Moreover, the launch of our Digi Accounts solution has made access to 
bank accounts for low-income workers easier than ever before. CBD was the first bank in the UAE to provide a solution 
to a partly un-banked audience with a free bank account, zero balance requirement, no minimum salary requirement, 
two free international transfers every month and much more. CBD became the first bank in the region to offer a 
robo-advisory investment solution. “CBD Investr“ is an innovative investment app powered by smart algorithms that 
actively manage investment portfolios to deliver optimal risk-adjusted performance. With a low minimum investment 
amount requirement of just $500, the CBD Investr app has democratized investments making investing accessible to 
low- and medium-income workers.

The Small and Medium Enterprise (‘SME’) sector is integral to the ongoing prosperity of the UAE economy. As such, 
this has been a sector where we have increased our focus in 2021, largely enabled by our partnership with the Dubai 
Economic Department. During the year, CBD extended this offering to several other Free Zones including JAFZA, DMCC 
and RAKEZ. In 2022, we plan to finalize our engagement platform for SMEs, aimed at providing a community for SMEs 
to share and realize their ambitions.
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In 2021, we expanded the utilization and prominence of our Net Promoter Score (‘NPS’) survey. The NPS score is a 
measure of customer advocacy and provides CBD with an understanding of how our customers regard CBD and its 
services. During 2021, we have established a baseline score for our NPS scores for customers across Retail, SME 
and Wholesale banking and will track and measure improvements on this critical measure. A key component of this 
goal is how well we listen to our customers. To this end we increased our listening power by extending our “Voice of 
the Customer” initiatives. One such focus area was the launch of a specific survey through our website and branches 
wherein customers can provide feedback to our Executive Management on how CBD is perceived in terms of how it 
supports the needs of vulnerable people (including people of determination).

4. Governance

The aim of the CBD Board of Directors is to protect the interests of all our stakeholders and promote the long-term 
sustainability of the Bank. In accordance with the Articles of Association for Commercial Bank of Dubai the formation 
of the Board of Directors is governed by the Federal Law No.8 of 1984 (as amended). The Board comprises of 11 
members who are elected through the General Meeting, for a term of three financial years. The formation of the 
Board of Directors takes into consideration the primary need to ensure that the Board and its Committees have 
the appropriate balance of skills, experience, knowledge of the Bank and independence of mind to enable them to 
discharge their respective duties and responsibilities. CBD’s Board provides strategic guidance, effective monitoring 
of management, adequate controls and sets the tone and culture of the Bank to enhance and ensure sustainable 
shareholder value. 

The protection of our customers, and compliance with the regulations of the Central Bank of the UAE remained a 
paramount priority in 2021. To this end, investments made into data, systems, and people more than doubled over the 
past few years. The strengthening of our digital capabilities and data analysis has helped us prevent frauds and online 
crimes. Our aim is to go beyond simple compliance and to take a more proactive stance to protect our customers and 
the Bank from incoming threats. To this end, in 2021, we announced a pilot collaboration with Dubai Police’s ‘Economic 
Center for Advanced Analysis’. 

Our “3 Lines of Defense“ framework remains robust. In 2021, we have bolstered our first line of defense to ensure that 
all our staff are more empowered and informed to identify and manage the risks inherent in their day to day activities.  
Continuous upskilling and training on risk culture awareness and compliance of the first line of defense, including 
seminars, incentives and reinforcement of the risk management policies continued to be a key focus.

Governance and social elements are already incorporated into our Enterprise Risk Management framework. In 2022 
we will commence the integration of our environmental elements to provide a more comprehensive sustainability 
focus which considers the evolving risk profile facing all enterprises in the midst of global warming and consequent 
climate-associated risks.
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5. Environment 

Environmental protection has long been a focus at CBD. As the UAE consciously shifts towards more diversified energy 
sources, this has provided CBD the opportunity to back the environmental ambitions of our customers. Some of the 
key projects that we have financed recently are listed below:

CBD financed a government entity which is undertaking the development of a 300,000 tons per annum multi-
fuel conventional based Waste-to-Energy (‘WTE’) facility and associated power substation in the UAE. The project 
will help the Emirate of Sharjah reach its ‘zero waste-to-landfill’ target and will help the UAE deliver on its goal of 
diverting 75% of solid waste from landfills.

CBD also financed a consortium of companies which has been tasked to build and operate the expansion of a major 
solar park in the UAE. The solar park is one of the world’s largest renewable projects based on an independent 
power producer (IPP) model.

Our environmental pillar is a key area for exploration and development throughout 2022. Our specific areas of 
exploration include the following:

Green product exploration – In addition to playing our part for the environment, we also see an opportunity in green 
funding. We have already commenced our review of the assets currently held on our books. Additionally, we see 
potential opportunities in green repos and green trade loans. Our green product exploration is further supported 
by an emphasis on sustainability as part of our employee innovation challenge. For the last number of years, we 
have had a fantastic uptake by our employees looking to compete in our employee innovation challenge. We plan 
to channel the energy from the challenge to ensure that the best sustainability ideas are shared by our employees 
and implemented in 2022.

Procurement framework – We will expand upon our procurement framework to ensure that, not only are we 
promoting local suppliers, but we are also promoting suppliers who have a demonstrable dedication towards the 
environment.

Internal “Reduce, Reuse, Recycle” drive – Between 2019 and 2021, we reduced our paper consumption by 47%. 
Additionally, our consumption of plastic water bottles reduced by 28%. But this is not enough. We will be introducing 
internal campaigns to reduce, reuse and recycle. Our first project for 2022 will see us lend our support to the “Dubai 
Can“ sustainability initiative, under the patronage of His Highness Sheikh Hamdan bin Mohammed bin Rashid 
Al Maktoum, wherein we will strive to eliminate the usage of plastic bottles in our offices and play our part in 
encouraging a “refill culture“.

Consideration of a suitable ISO Certification - We want to hold ourselves accountable for the impact of our internal 
practices. We will look for the most appropriate independent certification to measure ourselves against best practice 
in environmental management.

Our ESG Framework and all the underpinning initiatives are governed by an ESG Committee, made up of ESG executives 
from across CBD departments including Product Development, Procurement, Customer Engagement, Human 
Resources, Enterprise Risk Management and Corporate Social Responsibility.  The Framework is comprehensive 
but evolving as we are learning on our journey. Most importantly, it is actionable. The Committee is accountable to 
the Bank’s Executive Committee and ultimately the Bank’s Board of Directors for delivering the initiatives under the 
Framework. 2021 was a big year for CBD’s ESG drive. 2022 will be bigger.
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UAE COMMUNITY:
Responsible Procurement

As a local bank, we are focused on backing the businesses and the residents of the UAE. This gives us a direct line of 
sight of both our customers and suppliers. When selecting our suppliers, our procurement policies are defined to favor 
UAE companies. Thus, 97% of the vendors that we’re dealing with are local vendors.
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Corporate Social Responsibility Report

Stakeholders’ Engagement

Commercial Bank of Dubai PSC (‘CBD’) is part of a greater socioeconomic ecosystem and we recognize that we depend 
on robust relationships with all our stakeholders in order to deliver on our purpose of using our financial expertise to 
do good for individuals, families, businesses, and society.

Best practice requires a company to have a stakeholder engagement policy. Accordingly, this policy outlines CBD’s 
approach to engaging with our stakeholders.

Engagement is an integral part of developing an understanding of our stakeholders’ needs, interests, and expectations 
and assists the bank with strategic, sustainable decision-making.

Collaboration and regular interaction with all stakeholder groups are essential to the bank’s long-term resilience and to 
the effectiveness of our integrated sustainability approach. Stakeholder engagement is undertaken with a far broader 
aim than merely communicating ‘to’ various stakeholder groups. Rather, CBD considers its various stakeholders as key 
partners in its endeavors.

Stakeholder Engagement will be free of manipulation, interference, coercion, and intimidation, and conducted on the 
basis of timely, relevant, understandable, and accessible information, in a culturally appropriate format. It involves 
interactions between identified groups of people and provides stakeholders with an opportunity to raise their concerns 
and opinions (e.g. by way of meetings, surveys, interviews, and/or focus groups), and ensures that this information is 
taken into consideration when making project decisions.

Our Stakeholder Engagement is informed by a set of principles. These principles are the following

Commitment is demonstrated when the need to understand, engage and identify with the community is recognized 
and acted upon early in the process;

Integrity occurs when engagement is conducted in a manner that fosters mutual respect and trust;

Respect is created when the rights, cultural beliefs, values, and interests of stakeholders and neighboring 
communities are recognized;

Transparency is demonstrated when community concerns are responded to in a timely, open, and effective manner;

Inclusiveness is achieved when broad participation is encouraged and supported by appropriate participation 
opportunities, and

Trust is achieved through open and meaningful dialogue that respects and upholds a community’s beliefs, values, 
and opinions

Our key Stakeholders are our staff, clients, shareholders, regulators, and communities.

UAE COMMUNITY:
Our Social Investment
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Corporate Social Responsibility Pillars

The Board of Directors has the power to design, assess, and continuously revise the Corporate Policies, which contain 
the guidelines governing the conduct of the Bank and further develop the principles reflected in our Purpose, Vision, 
and Values and the other rules of the Corporate Governance system.

Our Corporate Social Responsibility policy is intended to promote  a culture of social responsibility within the 
organization, which contributes to the sustainable creation of value for our Stakeholders.

We contribute to the development of communities by promoting educational and cultural initiatives and also undertake 
initiatives to protect vulnerable groups.

Being a responsible organization is integral to our success and we are engaged on the issues that matter most to our 
Stakeholders. Our employees are guided by a common set of values that ensure we deliver on our goals while also 
helping to address local challenges.

We carry out our business enterprise and our own business model with the objective of sustainably creating value for 
society, customers, shareholders, and the communities in which we are doing business, providing high-quality service 
through innovation and maintaining awareness of the opportunities offered by the knowledge economy.

Our CSR objectives are the following (i) providing and raising awareness about preventive healthcare preserving 
and promoting sports (ii) investing in youth and encouraging them (iii) promoting education and cultural activities 
(iv) encouraging volunteering through social activities aiming to create livelihoods for people, especially those from 
disadvantaged sections of society and (v) promoting sustainable finance.

Supporting Sports, Culture and the Arts

At CBD, we aim to celebrate the uniquely beautiful culture of the UAE by embracing Emirati traditions and heritage, as 
well as supporting sports events and arts. The Dubai Plan 2021 envisions a city that is “vibrant and active, providing a 
rich cultural experience and globally distinctive entertainment outlets“.

The Bank sponsors many cultural activities across the UAE in order to promote and celebrate the UAE’s traditions and 
its art and culture. We are a key player in promoting sports and athleticism among the youth.
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CSR Initiatives 2021

In 2021, the bank undertook several initiatives reinforcing 
its  commitment as a responsible corporate organization.

In line with supporting the UAE government’s initiatives, 
the Bank donated to 31 charitable, educational, research, 
and training and rehabilitation centers for people of 
determination in the country.

Humanitarian Work is a deeply ingrained value in the 
UAE that the late Sheikh Zayed has instilled in every UAE 
citizen to ensure that the country remains an oasis of 
goodness, giving and humanity.

This approach, propagated by the late Sheikh Zayed, is 
best embodied by the keenness of the wise leadership 
of the UAE in leading the efforts in providing relief to 
various nations and countries during their time of need.

During the year, many of our staff visited various NGO 
organizations to support their objectives and purpose, 
including Al Jaleela Foundation and Al Noor Centre.

Over the past 26 years, CBD has been a long standing 
partner with the Jebel Ali Horse Racecourse, backing the 
UAE’s culture and sports heritage ambitions. In total, 
CBD has sponsored 8 races in 2021.

For the fourth consecutive year, CBD collaborated with 
UAE Red Crescent to organize the “Back to School” 
initiative, which aims to support those who are less 
fortunate, by providing them with the necessary items for 
their children’s educational well-being and happiness. The 
initiative was held from 22 August to 5 September 2021. 
With the support of the Bank’s staff and their families, 
CBD was able to collect 24 boxes along with donating 20 
vouchers from Dubai Library each worth AED 50.

In addition, CBD staff joined the October Breast Cancer 
Awareness month campaign to help in raising awareness 
about breast cancer and encourage women to go for 
regular screenings and seek medical care to help detect 
and treat the problem early.

In total, our staff contributed, approximately 1,500 
hours of volunteering work in the year 2021.
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CBD PEOPLE:
Our People

Our Employees are our most valuable asset as we 
continue to grow and transform our business. The 
promise to all of our customers is that we are the bank 
that is ‘backing your ambition’.  However, this promise can 
be truly delivered  only if we first back our employees by 
enabling, empowering and encouraging  them to exhibit 
the CODE values of Collaboration, Ownership, Delivery 
and Excellence in everything they do.

Further, we focus on innovation, learning and diversity, 
which helps us attract, develop and retain the right 
talent, and provide the foundation for the growth of our 
business.

This section brings together the interconnected ways 
we think about diversity and inclusion at CBD. It sets out 
our strategy to build and maintain a high performance 
culture enabling our employees to feel supported 
professionally and part of a community, providing 
equality of opportunity for talent at all levels and from 
all backgrounds to grow.

Our culture is guided by our four core values:

Our Values

Collaboration: “One Bank Together Now“
Ownership – What we say, we do
Delivery – We drive flawless execution through effective 
planning
Excellence – We win together through service excellence 

Employee Engagement

Coming out of a very challenging year for our employees 
in 2020, 2021 allowed for a return to more normal ways 
of working for our employees and the Bank alike.  The 
health and well-being of employees continued to be 
given the highest priority. 

The Bank’s employee engagement score remained at 
the same high level as in 2020.  Employees gave positive 
feedback on the continued handling of the pandemic as 
well as commenting favourably on other key measures 
including the vision and execution of the Bank’s strategy 
as well as the capability of the management and senior 
leadership team. 

The Bank won the “Employee Engagement Champion“ by 
LinkedIn Talent Awards MENA.  The award is presented 
to companies who have excelled at engaging with talent, 
creating an inclusive workplace, building a solid brand 

while encouraging learning and development, as well 
as focusing on employee retention. It also recognizes 
entities that demonstrate remarkable adaptability, 
innovation and creativity in the talent space.

Diversity & Inclusion

We believe that diversity in our workforce makes CBD a 
stronger business. To build and maintain Diversity, we 
create a culture that makes everyone feel included and 
supported, and provides equal opportunities for talent at 
all levels to grow.
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Overall Workforce and Nationality Concentration

Our Female Colleagues in Numbers

CBD

Nationality 2021

Number of Staff

Number of Staff

Number of Staff

Percentage

Percentage

Percentage

2019 20202020 2021 2019

UAEN
Indian
Pakistani
Egyptian
Jordanian
Others
Total

351
261
86
45
34

235
1012

300
288
93
62
47

258
1048

32%
27%
9%
5%
4%

24%
100%

319
271
85
48
38

234
995

35%
26%
8%
4%
3%

23%
100%

29%
27%
9%
6%
4%

25%
100%

Table 1: Total number of female employees in CBD and CBD Resourcing Services (‘CBDRS’) and % of female employees 
over the total CBD and CBDRS population

Table 2: Total number of UAEN female employees in CBD and % of UAEN female employees over the total CBD 
population

Female Employees

Female Emirati Employees

2019

2019

2020

2020

2021

2021

2019

2019

2020

2020

2021

2021

CBD
CBDRS

420
76

390
75

400
102

42%
24%

39%
22%

38%
24%

CBD 21%23%25%218228256
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Our Emiratization Approach

Talent Management

CBD is committed to building a performance management and development framework that will enable all employees 
to drive performance and realize their potential through their continuous learning and development, which in turn will 
help to build organizational capability.

Performance Management and Pay

At CBD we operate a performance based compensation approach. What this means is that employees are rewarded 
based on both their individual performance as well as their business unit.  Our performance-based pay includes bonus, 
incentives and recognition awards.

The performance management cycle:

Stage 1 – Planning through KPI setting as well as discussing and agreeing an individual development plan

Stage 2 – Mid-year review of performance is an opportunity to provide feedback, discuss areas of improvement and 
review KPIs, if required

Stage 3 – Year-end Assessment of performance to determine individual performance ratings of all employees

Employees who are assessed outside of Performance Management cycles are reviewed through the respective 
performance assessment schemes such as Sales Performance Management System, Collections Performance 
Management System, et cetera. These are managed on a monthly or quarterly basis in line with the type of the role/ 
business function.

At CBD, we align with the UAE Government’s strategy to increase the Emiratization rate within the Banking sector and 
support the country’s ambition to attract and develop UAE Nationals into this core industry. To support this ambition, 
we focus on the implementation of different learning and development programmes for our UAEN colleagues in order 
to support their career ambitions and back their ongoing professional development across the Bank.

2021UAEN Employees 2020 2019

UAEN in Top Management
(% UAEN of all Top Management)
UAEN Employees %
Expatriate Employees %

35%
65%

32%
68%

29%
71%

28% 27% 20%

Table 3: Percentage of Emirati Employees
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Our Total Reward Framework

At CBD, our Total Reward Framework comprises of cash remuneration as well as benefits and recognition. The 
rewards and recognition provided at CBD are commensurate with market benchmarks and are differentiated based 
on performance.

Remuneration Package:

Fixed pay includes basic salary and allowances, which are primarily determined by the market value of the job, the 
performance of the employee and the overall experience of the candidate.

In addition, there are other components of the remuneration package, including:

Our Recognition Programmes

Our recognition programmes have been an important tool during the pandemic to show our employees our appreciation.
 
At CBD we foster a work environment where employees are recognized for driving high performance and displaying
behaviours that align with our culture, demonstrating Collaboration, Ownership, Delivery and Excellence (‘CODE’).
 
The CODE Awards are given to recognise employees and Line Managers who demonstrate both personal drive and
positive behaviours aligned to CBD’s CODE Values.
 
SPOT Award is a program designed to enable Line Managers to nominate their employees for displaying good behaviour
and process enhancements instantaneously.

Full-Time Employee Benefits

Variable Pay: Bonus / Incentives
Non-Cash Benefits
Recognition Awards
Long Term Incentive Plan

End-of-Service Benefits
Health Insurance
Life Insurance
Financial Facilities
Enhanced Annual Leave
Maternity & Paternity

Paid Leave for Exams
Paid Leave for Volunteering
Flexible Hours
Working From Home
National Service

Reward & Recognition
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As part of our ongoing ambition to create a high performance organization, we launched flexible working hours across 
the Bank in 2020. In this context, we strongly believe that the quality of work and output delivered to our customers 
throughout the working day is more important than the number of hours spent in the office. Working days can 
therefore start from 7AM to 9AM and finish from 3.30PM to 5.30PM. This flexible approach remains unchanged after 
the working week changes announced by the Federal Government at the end of 2021.

Employees need to work 8.5 hours per day from the time they start work. We believe that flexibility in our working 
hours will allow employees to manage their work and personal lives in balance. Such flexibility can be provided only 
without inconvenience to customers and disruption to normal business, so all working arrangements must be agreed 
in advance with the relevant line manager and approved by the Department Head.

This arrangement does not apply to Branches, Contact Centre or any other roles where shift working is required and 
these patterns of work will remain unchanged.

Working from Home
During 2020, we introduced the remote working policy to ensure business continuity during emergency or crisis 
management situations like the Covid-19 pandemic. The policy is now used in conjunction with our flexible hours 
approach to enhance the level of flexibility offered to our employees. To avail of remote working arrangements 
employees will need to agree with their Line Managers and seek approval from Group Heads. This is applicable only 
if the job role of an employee allows them to have remote access whereby all technology and accesses required are 
available to perform their duties. Line Managers are expected to manage employee performance with clear measurable 
deliverables and communicate regularly with employees during the remote working period.

Wellbeing
We are committed to employee well-being and during 2021 CBD offered employee benefits that supported the mental, 
physical and financial health of our colleagues.

Physical Health

During 2020 we ran virtual training sessions with “Be Strong, Scientific Fitness“ to provide employees and their family 
members with a series of exercise routines to focus on their physical wellbeing while working from home. A number 
of virtual education sessions were also run to educate employees on a range of topics associated with physical well-
being. As we moved back into the office in 2021, the Bank ran the first ever “Deskercise“ session for all teams across 
Head Office and cross-fit sessions to encourage team members to stay active.

Health & Wellbeing e-learning on LMS

We introduced a dedicated Health & Wellbeing catalogue in 2020 and have continued to enhance its content through 
2021.  This e-learning is accessible to all employees and provides them with short virtual courses on health tips.

COVID-19 Safety Measures

Sanitizers, face masks and social distancing became a natural part of the office routine during 2021, together with daily 
office sanitization and partition shields for cubicles.  COVID cases were closely monitored by HR Business Partner’s and 
reported to Head of Human Resources & Head of Operational Risk on a weekly basis.

Wellness Communications and Campaign

Dedicated weekly Coronavirus communications that started in 2020, continued to be sent to all employees during 
2021 to provide them with relevant and updated information about Covid-19 as the pandemic continued to evolve. 
These included useful health and wellness tips to facilitate self-care.

Flexible Hours
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CBD is committed to supporting the continuous learning and development (L&D) of its employees to build organizational 
capability. Developing the overall competence of employees is an investment that drives both organizational and 
individual goals. The Bank is committed to facilitating learning and development interventions which enable all 
employees to drive performance and realize their potential. Ongoing learning and development of employees across 
the bank is essential for people to be successful.  

The learning and development principles are defined in the following diagram:

Learning Framework

The 70:20:10 learning principle is applied wherever possible. 70% of the learning is facilitated on the job through 
experiential learning, 20% through social learning and 10% through formal learning including e-learning. Social learning 
helps improve and reinforce formal and experiential learning.

Learning & Development

Relevance: Ensure alignment to the development needs identified by the
function and the strategic direction of the organization. Higher Engagement

Opportunities for Career Growth

Higher participation in learning activities

Sustainable infrastructure for facilitating learning

Empowerment: Drive ownership of individual learning by creating the
relevant support structure for employees and managers derive
maximum impact from the learning spend.

Access: Facilitate access, transparency and ease of usage for
the end user i.e. the employee.

Lean: Drive efficiency in operations, be quick in
response and nimble to requests for enhancement.

70
Experiential

Learning
Social

Learning
Formal

Learning

20 10

3Es EXPERIENCE EXPOSURE EDUCATION

Work-related collaboration
On-the-job performance support

Peer learning and coaching
Mentoring

Learning program support
High potential development
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L&D Coverage

Across the Bank in 2021 there was a 15% increase in number of learning initiatives attended by employees. These 
include In-house classroom, virtual trainings, EIBFS training programs, open sesame (digital library) training programs 
and other online learning programs.

Taking into consideration the overall population of the Bank the unique delegates increased by 5% from 2020, with a 
total of  94% of Bank employees partaking in development activities at CBD.

At CBD 6,306 learning initiatives were undertaken during 2021. The trend has continued with a much greater delivery 
through Virtual Trainings (106% increase from 2020) and a 75% increase of eLearning programs. This shift now appears 
to be the way forward for the delivery of training. Even though we expect a return to classroom trainings in the coming 
years, specifically for soft skills programs, there is no doubt the landscape has now changed as we utilize digital delivery 
methods more and more.

We continued to leverage our digital platforms such as the Learning Management System (Docebo) and MS Teams to 
deliver more learning solutions to the Bank’s employees.

Total L&D Coverage Unique Delegates &
Headcount8000

6000

4000

2000

0

2000
1500
1000

500
0

4845 5469
6306

No of programs attended by employees

2019 2020 2021

13901469
11961343 1259 1340

2019 2020 2021

No of unique delegates Total no. of staff 

Classroom

Concall

E-learning

On-the-Job Training

Seminar/Conference

Virtual Learning Training

Webinar

55%

0%

14%
0%

6%

24%

1%

2021 - Delivery Methods

Classroom

Concall

E-learning

On-the-Job Training

Seminar/Conference

Virtual Learning Training

Webinar
17%

13%

27%
30%

0% 3%

9%

2020 - Delivery Methods
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Learning Management System (LMS: Docebo) Platform Update

CBD’s Digital Library in partnership with Open Sesame saw a significant increase (233%) in usage compared to the 
previous year. We offered a number of interactive and informative eLearning modules across a range of categories 
such as Leadership, Communication, Decision Making, IT and Health & Wellbeing. 

As part of our continued compliance to regulatory requirements, all our employees undertake Mandatory eLearning 
Programs in areas such as Anti-Money Laundering, Fraud, Business Continuity Management and Information Security 
Awareness. In 2021 we achieved a 97% completion on all the programs. 

In partnership with the mobile based learning platform Knowingo, we launched our Consumer Protection Training on 
this innovative platform, significantly enhancing the user experience and retention of knowledge for our employees.

Digital
Library:
(Open

Sesame)

New
Mandatory
External E-

learning
Courses

Leadership
Summer
Series:

Webinar

New Internal
E-learning

Courses
Launched/
Platform Docebo

Learn (LMS)
Learning Management System (LMS)

EIBFS

Certifications

One of our key training providers is the Emirates Institute for Banking & Financial Studies (‘EIBFS’) and in 2021, our 
employees continued to access learning programs through EIBFS which was delivered via e-Learnings and virtual 
trainings to replace classroom trainings. Overall in 2021 we saw an increase of 17% usage of EIBFS programs.

To ensure employees at CBD remained up-to-date with industry standards, we certified a number of employees in the 
following specializations: PMP, International Compliance, CISI, CIPD, and ACAMs.

EIBFS Training Programs

EIBFS Training 

2019 2020 2021

545

465
437

600

500

400

300

200
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Emiratization Focused Learning & Development Programs

Tumoo7 Management Graduate Program:

Emiratization is a key focus and strategic objective for our Bank. To support this important objective, we run a number 
of programs for the development of UAEN talent within the Bank.

This is a unique structured program for fresh UAE graduates. The program is designed to equip the graduates with skills 
that will prepare them for seamless integration into a corporate role after university. Each graduate is assigned to a 
specific department where they undergo On-The-Job learning while simultaneously attending formal training courses 
for technical and soft skills. All participants are assigned a Senior Manager in the Bank who serves as their mentor to 
help them define their career path. A final presentation on product and process enhancement is the Capstone project 
for this program. All participants are evaluated at the end of 12 months to assess their readiness to move into an 
Assistant Manager position.

Womens Development Program: Launched in February 2021 for 14 UAEN Women at middle management level and 
above, completed in June 2021. This culminated with a TEDx style panel presentation to the CEO and the awarding of 
an ILM Certification. 

Accelerator Program:  Launched in October 2021 to develop aspiring UAENs who would like to take up more senior 
roles in the Bank. The program provides structured development activity and coaching.

Further Graduate Development: The new batch of graduates for 2021 were enrolled into the Certified Banking 
Operations Certification delivered by EIBFS in collaboration with Banking Institute of Hong Kong. The certification 
provides a springboard to acquire relevant banking knowledge.

Tatweer (mid-junior development program): Designed to provide professional development opportunities for existing 
UAEN employees. This program covered 3 major topics: Communicating with Impact, Understanding and Accepting 
Change and Teamwork and Collaboration. 

Future Proof Banker (mid-level development program): A customized program delivered in collaboration with EIBFS 
with the objectives of upskilling our existing UAEN employees. Topics included Emerging Technologies, Design Thinking 
Led Innovation and Social and Emotional Intelligence in a Disruptive Workplace. The program was supported by one-
to-one coaching that focused on helping participants apply their learning in the workplace. The program’s Capstone 
project culminated with a panel presentation identifying various innovative changes that can be implemented in the 
bank to keep pace with the digitally disruptive landscape. 12 employees bank-wide completed this program in 2021.

Tumoo7 -
Management

Graduate
Program

Next
Generation
Leadership

Program

Future Proof
Bankers for

Hi-POs

Professional
Certifications

Tatweer -
Mid-junior

Development
Program
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FINANCIAL INCLUSION:
Technology & Innovation

CBD was one of the first banks to start digitizing its 
services as it launched UAE’s first digital-only bank. 
This bold initiative is part of a strategy that has been 
in place for many years, with the aim of making digital 
technology the main driver of its business development. 
CBD maintains its image as a “default digital“ bank, with 
a large part of its projects focused on digital solutions 
with practical and fast functionalities that align with the 
needs of connected customers.
 
The successful transformation of CBD is the result of 
visionary governance of the transformation agenda, 
which is based on several pillars such as:

In order to continue investing in the future, positioning 
ourselves as the “the digital bank of now“, CBD initiated 
a series of transformational digital initiatives under 
the heading of “Direct from Customer“ or “DFC“. Under 
DFC, customer journeys were redesigned to provide 

The customer at the heart of the strategy: The 
cornerstone of any organization is its customers; and 
at CBD, we put the customer first in addressing their 
requirements, ahead of anything and everything else. 
We strive to build healthy and long-term relationships 
with our clients by identifying their needs and at 
the same time providing the best possible service 
experience for them.

A shared vision of “the digital bank of now”: In 
order to achieve the desired objectives together, CBD 
is multiplying its efforts to unite all teams around a 
common goal. Digital transformation is seen as a 
collective commitment where results will benefit 
everyone.

Agility and experimentation: In order to succeed in 
the digital transition, the Bank favours an agile and 
collaborative approach that embeds the different 
functions in the design of new solutions.  We 
experiment to perfect products and then offer them 
in a relevant way to the customers.

Partnership with Fintechs: In order to accelerate the 
innovation process, CBD quickly realized the benefits 
of partnering with fintechs as they offer agility and a 
more nimble approach while banks provide the scale, 
trust, regulation and customer base, making it a win-
win solution for the customer.

Open current and savings accounts real-time instantly 
using just their Emirates ID
Apply for personal loans and get money credited into 
their accounts instantly
Apply for credit cards and get virtual cards instantly
Perform various services instantly including cards 
activation, PIN change, cards blocking/ unblocking, 
supplementary cards application, and limit change

CBD has also launched the first of its kind CBD Digi 
account, an instant digital account with no requirements 
for minimum balance or salary transfer. The CBD Digital 
Account enables new-to-bank customers to open a 
CBD account instantly, in less than 3 minutes, at their 
convenience, anytime and from anywhere, and enjoy 
amazing rewards for their day-to-day banking. 

Positioned as ‘the UAE’s Most Rewarding Digital Account’, 
the CBD Digi Account offer customers a host of free 
banking services including free remittances with best 
in market exchange rates, free ATM withdrawals across 
the CBD ATM network, and a free cheque book, as well 
as an option to open up to 11 multi-currency accounts, 
including a Gold account. What’s more, customers do 
not need to maintain any minimum balance or transfer 
their salaries to open the account.

CBD has also extended the digital onboarding experience 
to Credit Cards and Personal Loans. Through these 
services, customers can instantly get a virtual credit 
card and a personal loan disbursed to their accounts in 
minutes. All these products can be instantly and digitally 
availed using just a smartphone and an Emirates ID.

Since the launch of the “Digi Accounts“ offering, CBD 
has witnessed an increase of new to bank customer 
sourcing by four times, 92% of which have come through 
digital channels. Remittance volumes have doubled 
and monthly spending across debit and credit cards 
have increased one and a half times. Overall Cost per 
Acquisition has reduced by 50% and the digital adoption 
rate is up to 81%.

CBD’s Digital Transformation fully digitized products and services to “New“ as well as 
“Existing“ customers without any paperwork or human 
interface. All customers can now:
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Since its inception in 1969, CBD has differentiated itself 
from competitors by being a bank by and for the family-
owned and managed businesses across all the Emirates 
in the UAE. Our team of highly qualified Relationship 
Managers offers a broad range of sophisticated financial 
solutions, backed by strong operations support and 
advanced technology, which enables us to understand 
and meet each client’s specific financial requirements. 
CBD provides its customers with bespoke, digital and 
innovative financial solutions through an unparalleled 
banking experience whilst providing them with the 
necessary support and advisory tools to grow their 
business.

CBD’s comprehensive range of innovative and 
highly sophisticated products and services, including 
payments, collections, and liquidity solutions, has helped 
organizations streamline their internal processes, 
mitigate risk and become more efficient. The solutions 
offered are based on the industry and clients’ specific 
requirements which meet their working capital needs. 

CBD has always been at the forefront of bringing banking 
innovations to the market. Over the past few years, CBD 
has expanded its payments and cash management 
range of solutions, which includes its market-leading 
online banking platform, iBusiness which is leveraged 
by over 10,000 clients to perform all their banking and 
sophisticated liquidity management and receivables 
management solutions. 

To make banking even more convenient for our wholesale 
banking customers, the Bank has introduced the 
“iBusiness“ Mobile Banking Application, which enables 
our clients to view and download account statements, 
view account summary and details, as well as allowing 
them to approve transactions instantly by scanning a 
QR Code. With a simple design and seamless banking 
experience, CBD’s iBusiness Mobile App is secure, easy 
to use, and provides wholesale banking customers with 
the opportunity to bank on the go. 

Commercial and Corporate Banking
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FINANCIAL INCLUSION:
Product & Services Responsibility

In engaging with our customers, the Commercial Bank of Dubai is committed to actively collaborating with extreme 
ownership in delivering flawlessly exceptional service encounters at every touchpoint. 

As a Bank, our obligations to our customers are elucidated in our Customer Charter and primarily covers 4 key 
assurances:

Our customers are our highest priority and the Bank has created various touchpoints for them to reach us. These 
channels allow our customers to inquire about products and services offered, to submit requests, to provide feedback 
and suggestions and if required to raise complaints.

Customer First – We will put a premium on our customers by providing courteous and prompt 
services with the objective of creating sustainable relationships, meeting and enhancing our 
customers’ financial goals. 

Innovative – We will consistently innovate to create solutions for convenient banking across all 
channels.

Trust – We undertake to maintain the privacy and confidentiality of the personal and financial 
information of our clients. Our bank upholds transparency in regards to the terms, conditions, 
fees, and charges of the products and services offered.

Responsive – We assure our customers that all queries and requests will be handled in an efficient 
and timely manner. Our customer feedback and suggestions are extremely important to us and 
we are committed to listening to you. 
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Our Information Channels Our Feedback Channels

Website – www.cbd.ae 

Mobile Banking

Online Banking

Online Banking

Mobile Banking

Branches – (https://www.cbd.ae/general/branch-
atm-locator)

Branches – (https://www.cbd.ae/general/branch-
atm-locator)

Branches – (https://www.cbd.ae/general/branch-
atm-locator)

Contact Center 
Retail customers - +971 600 575 556
Entity customers – +971 4 2112848
Islamic customers - +971 600 527 223

Contact Center 
Retail customers - +971 600 575 556
Entity customers – +971 4 2112848
Islamic customers - +971 600 527 223

Contact Center 
Retail customers - +971 600 575 556
Entity customers – +971 4 2112848
Islamic customers - +971 600 527 223

Email – customercare@cbd.ae

Relationship Managers (where applicable)

/cbduae

Chat with AYSHA, our virtual chatbot

Central Bank - www.centralbank.ae

Voice of Customer Program
In CBD, our Voice of Customer Program is designed to effectively listen to our customers so that we can capture and 
address feedback received at every touchpoint and onboarding experience.
 
In 2021, we expanded the utilization and prominence of our Net Promoter Score (‘NPS’) survey. The NPS score is 
a measure of customer advocacy and provides CBD with an understanding of how our customers regard CBD and 
its services. We have also established a baseline score for our NPS scores for customers across Retail, SME and 
Wholesale banking and will track and measure improvements on this critical measure. A key component of this goal is
how well we listen to our customers.
 
In addition to our NPS baseline, we have also identified specific customer journeys where we will measure our 
customers’ satisfaction. Throughout 2022, we will focus on customer journeys such as wholesale credit applications 
and complaint handling to improve the turnaround times on the processes that our customers tell us are the most 
important to them.

Our Transaction Channels
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GOVERNANCE:
Business Continuity

Business Continuity

Business disruption can happen at any moment and 
has the potential to significantly impact the ability of 
the Bank to serve its customers. The CBD Business 
Continuity Framework aims to ensure that the Bank is 
well prepared and has a robust recovery plan in place 
to deal with such difficult situations, ensuring that the 
organization can continue to function with as little 
disruption as possible.
 
The framework includes:

identification of mission critical tasks;
testing disaster recovery processes, with clear 
demarcation of roles and responsibilities, and
ensuring clear internal and external communication at 
the right time.

Managing COVID to Protect Society

In 2021, the world continued to be afflicted with the 
Coronavirus disease (COVID-19), which has been among 
the biggest threats to society, public health systems, 
and the world economy in the modern era.

However, CBD maintained its success in managing the 
threat to the Bank’s operating effectiveness and the 
health of its staff which continues to be in compliance 
with the guidance from the UAE government health 
authorities.

In Q1 2021, the Bank successfully hosted a vaccination 
clinic for its staff, their families, household members, 
all our support staff, and even other local businesses 
to support the vaccination drive, and to fully align to 
the Government’s strategy to combat the Coronavirus 
disease. By the end of 2021, 89% of staff were fully 
vaccinated against COVID-19.

The Bank has tirelessly driven its digital transformation 
programme to effectively and securely allow its 
customers to utilize and benefit from the Bank’s services 
remotely, and protect them from unnecessary exposure.
The feedback received from our customers, staff and 
other stakeholders has been very positive on how 
the Bank has managed this crisis and how it has kept 
everyone safe.

Moreover, the Bank has continued to send awareness 
messages to its customers about cyber threats, to 
help society protect itself from fraud. This initiative is 
doubly important as many fraudsters proliferate during 
vulnerable times.

During the COVID-19 crisis, criminals took the 
opportunity to change their attack vectors as society 
relied more and more on remote services. The Bank 
proactively sent awareness emails and SMSs, as well 
as posted messages on its social media to warn the 
public about the emerging threats. The Bank actively 
supports initiatives to raise society’s awareness to 
protect themselves and their funds, especially during 
challenging times.
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GOVERNANCE:
Privacy & Security

Our Approach

In this digital era of internet connectivity and enhanced 
online processing capabilities, CBD is at the forefront of 
making sure our customers are provided with the best 
protocols in safeguarding their interests against cyber 
threats.

CBD recognizes that digital transformation is essential 
in streamlining banking processes and accelerating our 
customers’ growth. This is why along with the innovative 
products and services CBD offers, we also reinforced our 
commitment to protecting our customers’ information 
online.

CBD requires personal, business, and financial 
information to serve our customers and provide them 
with the best banking experience possible, and we are 
holding this data to the highest international standards 
to ensure safety among our customers. This effectively 
maintained trust and confidence from stakeholders ever 
since CBD took the first step in digitizing its processes 
in the UAE.

Moreover, CBD enlists community support in keeping 
everyone safe from cyber threats. The Bank sends 
regular notices through email, SMS, and social media 
posts to keep the banking community, as well as our 
customers, up to date with the most recent threats 
floating around.

Such a holistic approach to data privacy and security 
positions CBD as both a leader and an active player in our 
collective fight against internet threats and fraudulent 
practices.

A framework of policies and protocols conforming to 
international data protection standards, both online 
and offline to ensure maximum security
Rigorous encryption and verification standards to 
ascertain the identity of an individual
Training and awareness-building among staff and 
employees
Regular risk assessments and compliance 
counterchecks to keep the integrity of the security 
measures

The information we store is protected by advanced 
technology and multilayered privacy safeguards 
appropriate to the sensitivity of the data. Some key 
features include:
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ENVIRONMENT:
Our Environmental Responsibility

Water Consumption

Over the past few years, CBD’s consumption and expenditure on plastic water bottles has reduced by 28%. However, we 
are cognizant that more needs to be done in this space. It is estimated that the average UAE resident consumes 450 
plastic water bottles per year. Our initial project for 2022 is focused on further reducing our usage of plastic bottle. We 
will lend our support to the “Dubai Can“ sustainability initiative, under the patronage of His Highness Sheikh Hamdan 
bin Mohammed bin Rashid Al Maktoum. CBD will be encouraging its staff to reduce using single-use plastic bottles by 
providing all staff with free reusable water bottles. CBD is also exploring options to install water stations across its Head 
Office and branch locations.
 
These initiatives aim to drive awareness about sustainability and encourage staff to build a sustainable future while 
contributing to conserving the environment.

Paper Consumption

As part of its continued efforts to reduce paper consumption, CBD has implemented a new Managed Print Service 
initiative and has managed to reduce the expenditure on paper by 47%. This has been done primarily by encouraging a 
move to e-statements and digital communication thereby minimizing paper consumption. Through the Managed Print 
Service initiative, the Bank has allocated dedicated printing areas where employees get access to the printing facilities 
using their CBD access card.

This initiative has helped the Bank in saving money as well as reducing the environmental impact by using more 
energy-efficient devices, thereby reducing paper waste and shrinking the carbon footprint associated with printing. 

CBD has also installed recycling bins across its Head Office and branches and has partnered with an environmental 
agency to collect the recycled items regularly, thereby helping in saving the environment and encouraging efficient 
recycling habits amongst staff.

Electricity Consumption

Over the past few years, the Bank has been focusing on reducing its electricity consumption with measures such 
as switching to LED lights and implementing auto sensors which turn off lights automatically after working hours. 
During 2021, the bank also changed several of its Branch signages to LED and has initiated a plan for all the remaining 
branches to be converted to LED in 2022.

As highlighted in our ESG Framework the environmental pillar is a key area for exploration and development throughout 
2022.

Some of the specific areas of exploration and focus during 2022 include the following:

Green product exploration to cater to the needs of an increasingly environmentally-conscious customer base

Procurement framework evolution to promote green vendors

“Reduce, Reuse, Recycle“ drive across our head office and branch network

ISO Certification to help measure CBD against international best practices, benchmarks and standards
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www.cbd.ae


