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Together we can help the environment
As part of NCB’s commitment to conservation, we are reducing the print-runs of all corporate  
reports. Many people have already indicated they prefer to receive digital versions. To view English 
or Arabic digital versions of our reports, please visit the ‘About Us’ Section at www.alahli.com.

Feedback  We welcome your comments on this report. 
These should be directed to corporatecomms@alahli.com 
or we may be contacted directly on +966 2 646 4288. 

Mixed Sources  All NCB corporate reports are printed 
using FSC certified papers, which are from well-managed 
forests and other controlled sources. www.fsc.org



Global Reporting Initiative Statement
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Custodian of the Two Holy Mosques
King Abdullah Bin Abdulaziz Al-Saud

HRH Prince Naif Bin Abdulaziz Al-Saud
 Crown Prince, Deputy Prime Minister and
Minister of the Interior
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Our Customers
Catering to the evolving needs of customers, 
we opened 11 new branches and Corporate 
Service Centers in 2011. All are designed to 
enhance the customer experience.

Several major project finance deals were 
secured in 2011, supporting the development 
of strategic industries such as mining, power, 
and contracting.  

QuickPay has become a vital channel for  
NCB. With 25 centers across the Kingdom,  
it extends financial inclusion to an under-served 
customer segment.

Our Environment 
Our new energy-saving program cut power 
consumption by more than 919,405 kW after 
just 12 months. It has reduced NCB’s carbon 
footprint and helped to heighten awareness 
among employees of the importance of using 
resources efficiently. 

We have now defined criteria for the 
procurement of environmental products and 
services, the first step in an ongoing effort to 
improve environmental standards and build 
on the Bank’s own environmental policies.

Our Business Partners 
Our new policy for business partners will  
raise sustainability capabilities internally  
and externally, and extend ever-greater 
opportunities for local Saudi suppliers. 

Our People 
Training programs to develop the skills of 
young Saudi job candidates were among the 
results of intensified recruitment campaigns 
and agreements with organizations such as 
Bab Rizq Jameel and the Human Resource 
Development Fund. 

Our Community
The AlAhli Entrepreneurs Support Project  
has been expanded to include interest-free 
financing for graduates of the AlAhli Small 
Business Program, helping to turn their small 
business ideas into reality. 

Two INJAZ-Saudi Arabia courses were 
exclusively sponsored by NCB and delivered  
to 4,163 students this year. 

Our Shareholders
The Bank improved its return on equity to 18.4 
percent in 2011, up from 15.6 percent the 
previous year. NCB’s Pillar 1 capital adequacy 
ratio (tiers 1 and 2) was 18.2 percent.
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What is Sustainability?

There are differing views about how sustainability should be 
defined. NCB’s definition is in line with many of the world’s 
leading corporations, and that of the UN’s Brundtland 
Commission.* It includes not only sustainability’s environmental 
dimensions, but also its social and economic aspects.

Sustainability is about people : harnessing their expertise, creativity, and skills so we can 
compete successfully. It is also about our relationships with customers, business partners, 
and the community.

Sustainability is about planet : we hold the environment in trust for future generations 
and environmental stewardship is embedded in our Islamic values and integral to our 
corporate culture. 

And sustainability is about profit : business cannot exist without creating economic value. 
Prudent management of risk and good governance are implicit in fulfilling this objective.

Sustainability management is the integrated management of economic, environmental, 
and social performance with the goal of creating value for all stakeholders. We simply 
consider it to be the next step in business excellence.

*   The Brundtland Commission (formally the World Commission on Environment and Development) was convened by the United Nations in 1983 to address growing concern  
“about the accelerating deterioration of the human environment and natural resources, and the consequences of that deterioration for economic and social development.”
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Our Sustainability Framework

People
Planet
Profit

Our Customers

Offering innovative
Shariah-compliant

solutions

Providing a responsive,
convenient, and
efficient service 

Attracting, retaining,
and optimizing talent

Fostering diversity
and human rights

Our People

Improving our  
management of resources  

and minimizing
environmental impacts

Our Environment

Designing and  managing 
programs  that address 

critical  needs in our society 
in  the fields of job creation, 

education, health, and 
 social welfare

Our Community

Honoring our 
 commitments and 

enhancing our standing in 
the business community

Practicing and
promoting responsible

competitiveness

Our Business Partners

Creating economic value 

Ensuring good governance

Prudently managing risk 

Our Shareholders
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CEO’s Introduction

Research by the World Wildlife Fund indicates that  
the human race is consuming about 40 percent more 
than our planet can sustain. Natural resources of water 
and energy are being depleted alarmingly on a global 
scale. Here in the Middle East, we have a microcosm 
of the worldwide predicament – except at even higher 
levels – emphasizing the pressing need for a cohesive 
and coordinated strategy to counter the extraordinary 
demands being imposed on our natural resources. 

For example, our region has only one percent of the 
world’s available fresh water but this is shared by five 
percent of the world’s population, with Saudi Arabia 
ranked fourth for the highest water consumption per 
head. And although the Kingdom is blessed with some  
of the world’s most extensive energy reserves, 
domestic power consumption is growing enormously 
– so much so that demand is expected to grow by 
roughly 50 percent in the next four years alone, 
doubling to more than 75,000 MW by 2020. 

Clearly, we are living beyond what is sustainable and  
it would be extremely short-sighted to allow this to 
continue. While a few prominent Saudi institutions 
have taken the lead in seeking to change attitudes  
to the concept of sustainable living – whether in 
business, at home, or as a community – these isolated 
efforts have had only a limited impact. 

There is an urgent need for concerted and collective 
action and the time has come for corporations, 
governmental bodies and community groups in the 
Kingdom to tackle sustainability issues together. As  
a joint effort, we can make a more powerful contribution 
to the social, economic, and geo-physical environments. 

NCB has been a pioneer in this area and we are firmly 
committed to playing our part. Using the principles  
of engagement, motivation, and transparency, we will 
continue to work with our stakeholders to enhance 
the overall competitiveness of the Kingdom’s economy 
by promoting job creation, fostering an equitable 
society, and minimizing our environmental impacts. 

The standards that we set ourselves are not an 
ethereal wish list – they are integral to our everyday 
life and work at the Bank. In essence, we believe that 
engagement with our community is pivotal in our role 
as a good corporate citizen and we seek to achieve 
tangible results with the practical means at our 
disposal. It is incumbent on companies such as NCB  
to initiate dialogue on this matter in a way that leads 
to decisive action.

This is about investing in Saudi Arabia’s future, far 
more than short-term compromises and sacrifices. 
Tremendous potential outcomes and benefits are 
within our collective reach. There is no lack of 
innovation and creativity to make a difference, but 
imagine the multiplier effect if our talents, efforts  
and resources can be pooled.

Tackling sustainability challenges is not easy, but it  
is worthwhile. Fundamentally, creating a healthy 
environment and society is good for business. The three 
spheres of sustainability – people, planet and profit – 
are inextricably linked and mutually dependent. 

Abdulkareem A. Abu Alnasr
Chief Executive Officer

CRITICAl SUSTAINABIlITy CHAllENGES 
CAll FOR COllECTIvE ACTION 
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2011 goals 2011 achievements 2012 goals

•  Improve sustainability capabilities and 
responsible lending criteria

•  Raise clients’ sustainability awareness
• Provide better segment differentiated services
• Further improve entire customer experience
• Increase market share

•  Raised customers’ sustainability  
awareness including workshops for over  
60 corporate clients

•  Financing for companies and individuals 
based on NCB’s responsible lending criteria

•   Expanded customer reach (branches, 
Corporate Service Centers, QuickPay centers)

• Further enhance sustainability capabilities 
•  Engage corporate clients to develop 

sustainable solutions 
•  Further improve entire customer experience
• Enhance customer convenience
• Further expand the QuickPay network 
•  Continue to support the Kingdom’s 

infrastructure projects across all segments

Key performance indicators (KPIs) 2008  2009 2010 2011

• Total customer numbers (Group)
• Market share of demand deposits*
• Customer experience index**
• Total branches
• QuickPay centers
• Total ATMs
• Total point-of-sale terminals
• Electronic transactions
• Total customer financial transactions***

2.2M
22.6%

N/A
275

4
1,393

12,806
87%

157M

2.4M
24.2%

N/A
282

8
1,489

13,886
91%

154M

2.6M
25.0%

N/A
284

18
1,626

13,309
89%

183M

2.8M
24.4%

73
295

25
1,791

15,040
88%

223M

Branch network expansion

  Total number of retail branches, Private Banking 
centers and Corporate Service Centers

Growth of customer transactions

 Total number of financial transactions

Electronic/manual customer transactions

 Electronic transactions (percentage)
 Manual transactions (percentage)

* Source: Saudi Arabian Monetary Agency (SAMA) 

**  Customer experience index is a new method of measuring customer satisfaction, replacing the customer loyalty rating used previously.

*** 2010 figure has been restated from that published earlier, reflecting only financial transactions.

223 M

157 M

183 M

154 M
275

282

287

295

88%

12%

08 09 10 11 08 09 10 11
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OUR 

CUSTOMERS

At NCB we are committed to customer service, providing 
access to banking facilities irrespective of time or location. 
We are regularly opening new branches in remote and other 
under-serviced areas, increasing the number and functionality 
of ATMs, and extending electronic and telephone banking 
channels. Our goal is to make banking with NCB as simple 
and convenient as possible.

AlSharif Khalid AlGhalib
SEvP – Head, Corporate Banking Sector
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NCB is involved in several ways: arranging community-
based training and practical help for aspiring business 
men and women through our CSR programs, providing 
entrepreneurial accounts, and offering preferential 
lending to stimulate new start-ups and expand existing 
small to medium-size companies. 

In further support for the business sector, the Bank  
is extending its reach and improving services by 
establishing Corporate Service Centers in the Kingdom’s 
remoter regions and industrial areas. In many of these 
locations NCB is the only bank providing services tailored 
to corporate clients. 

New Corporate Service Centers opened in 2011 brought 
the total to twelve, across eight cities nationwide. 
They now operate in the Kingdom’s three main cities 
and in Makkah, Madina, Khamis, Ghaseem, and Jubail. 
In Madina alone, the new center has five specialists 
serving the local business sector, supported by the 
Madina NCB branch.

Crom Hotels & Resorts is typical of the clientele who 
benefit from this closer relationship. 

This family-owned hospitality group has a long-
standing business association with NCB, and operates 
hotels serving Muslim pilgrims visiting the holy sites. 
The first was opened in 1990 with 136 rooms and suites 
and is now four-star grade. Since then, eleven more 
hotels have been added. 

NCB has been Crom’s financial partner throughout 
and the two organizations share a commitment to 
sustainability. All materials used in Crom hotels are 
produced from recycled materials, while water and 
power recycling stations ensure that natural resources 
are used efficiently.

Supporting indigenous Saudi businesses is a core 
principle for NCB – we firmly believe that a vibrant 
private sector is vital for growth and job creation. 
NCB’s close working relationship with Crom typifies 
the practical expression of our commitment to the 
business sector and sustainable growth. 

Our Customers

Offering innovative
Shariah-compliant

solutions

Providing a responsive,
convenient, and
efficient service 

 REACHING 
 OUT TO BUSINESS, 
 GROWING TOGETHER

Saudi Arabia’s population is young and growing rapidly. To respond to its needs,  
small and medium-size businesses must be nurtured so that the Kingdom’s economy 
continues to diversify.
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Offering innovative Shariah-compliant solutions

Islamic banking at NCB – a proud history and  
the future we aspire to
NCB has a proud history of pioneering Islamic banking and finance. 
After opening our first pilot Islamic branch in 1999, we completed 
the conversion of the entire branch network to Shariah compliance 
by 2005. This resulted in developing a range of Islamic products 
that are today the backbone of the Islamic banking industry. 
Examples of these initiatives include:

•  Criteria for Shariah-compliant investment in global equities
•  A Tawarruq product to meet the cash funding needs of 

individuals and companies
• The first Shariah-compliant credit card
• The first fund for charity
•  The first Shariah-compliant capital protected fund

In 2011, a number of meetings were held across the Kingdom 
between the Shariah Board, customers, and staff, resulting in the 
introduction of new or improved Islamic products and services. 
Examples include: 

Personal finance 
• Client funding to pay off debts to another bank 
• Purchase and release of property owned by a client 
•  Legal mechanism to resolve the development of land being 

bought under the Murabaha principle

Individual banking
•  Review and verification of the Bank’s Horizon and Horizon 

Executive programs 
•  Review and verification of the cost of arranging loans to  

payroll customers 

Treasury 
• Review and verification of Islamic products for Treasury customers
•  Review and verification of promissory agreements involving 

gold and silver
•  Review and verification of exchange activities performed within 

two working days
•  Approval of a management mechanism to cover the financial 

position resulting from the Bank’s promise to customers
• Approval of promissory agreements for use in goods and securities 

NCB Capital 
•  Review and verification of residential real estate development 

by NCB funds 
•  Review and verification of proposals by AlAhli Gulf Fund to 

improve growth and income 

Shariah-compliant products and services
Examples of NCB’s Shariah-compliant products and services:

For consumers – a range of Islamic current account and related 
packages, Islamic credit cards, Al-Tayseer personal financing, real 
estate financing, and auto leasing.

For corporate clients – a range of Islamic products based on 
Murabaha, Ijarah, and Tayseer to support corporate financing 
needs. Other sophisticated Islamic structures are developed  
to address a range of specialized financing requirements.

For Treasury – Murabaha placement and Khayrat investment 
products provide the Bank with Islamic instruments to raise and 
manage its liquidity and funding needs.

Shariah Advisory Board
NCB’s Shariah Board reviews and approves every Shariah-compliant 
product and service offered to customers. It consists of three 
prominent scholars in Shariah and Islamic economics: Sheikh 
Abdullah Bin Sulaiman Al Monee, Sheikh Dr Abdullah Bin Abdulaziz 
Al Musleh, and Dr Mohammed Ali Elgari bin Eid.

The Shariah Board examines every aspect of products and services 
offered by NCB. Regular meetings of the Board review and discuss 
new product development and existing product enhancements. 
The Board also holds regular awareness sessions with customers 
and staff to provide clarification on the legal aspects of the Bank’s 
products and services. During 2011, eleven Shariah Board 
meetings were held, as well as seven meetings with customers  
and staff across the Kingdom.

Islamic Banking Development Group
NCB’s Islamic Banking Development Group (IBDG) manages the 
relationship between the Bank’s business units, subsidiaries, or 
affiliates and the Shariah Board through two departments: 

Shariah Compliance Department – receives Shariah-related  
queries from NCB Business units and prepares and presents them 
to the Shariah Board for guidance and approval. The department 
also performs Shariah audits of approved products and services  
to ensure their ongoing implementation is in accordance with the 
Shariah Board’s resolutions.

Our Customers

NCB implemented  
a ‘Shariah Scholars 
Succession Plan’ – a 
world first where the 
Bank’s Shariah Advisory 
Board supports and 
trains a group of Shariah 
scholars to enhance their 
banking knowledge. 

The flight to quality that 
was evident last year 
continued to bring new 
deposit inflows to the 
Bank and we worked hard 
in 2011 to deploy this 
liquidity into productive 
assets, putting them  
to work to support our 
customers and the wider 
Saudi economy.
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The 2011 Shariah Audit Report for the NCB Group, as issued  
by the Shariah Board, indicated that all agreements, Shariah 
contracts, and transactions conducted by NCB were compatible 
with the resolutions and Fatwas issued by the Shariah Board. 

Product Development Department – provides support to business 
units in developing new Islamic financial products and improving 
existing ones in compliance with Shariah law. The Department also 
conducts its own research on the Islamic finance industry and its 
growth within the Bank and externally. 

In 2011 the Bank maintained its role in leading and developing the 
Islamic banking and finance sector through several initiatives:

•  Held the fourth ‘Future of Islamic Banking’ symposium with  
the theme: Sukuk: the Islamic Alternative Instruments for Bonds, 
attended by various Shariah scholars and Islamic banking experts. 
The result was a set of recommendations to help and control 
the process of issuing deeds.

•  Organized a workshop on ‘Forward Ijara’ to discuss how this  
is applied in banking.

•  Convened a symposium on ‘Administration fees to be taken 
from Zakat by charitable organizations’. This event, held in 
Madina, was attended by a number of scholars and charity 
experts, as well as members of NCB’s Shariah Board. A resolution 
was finalized to cap the amount at 12.5 percent of total Zakat 
funds collected, based on the categories of Zakat recipients in 
the Holy Qur’an. 

•  NCB also implemented a ‘Shariah Scholars Succession Plan’ –  
a world first. Through this scheme, the Bank’s Shariah Advisory 
Board supports and trains a group of Shariah scholars to 
enhance their banking knowledge. 

Awards
In 2011, NCB received a number of international awards including:

•   NCB’s Chief Executive Officer was named CEO of the year 
– Retail by ITP Publishing Group.

• Number 1 Bank in the Middle East (The Banker)

• Bank of the year (Banker Middle East)

• Bank of the year (Euromoney)

•   Best Islamic Finance Deal of 2011 (Journal of Asset Specialized 
in Finance and Banking)

•  Best Private Bank in Saudi Arabia (Euromoney) for the sixth  
year running

• Best Islamic Finance Deal for 2011 (Asset Triple A)

•  NCB Capital was named Best Fund Manager (Euromoney 
Islamic Finance Awards)

•  NCB Capital was named Best Islamic Asset Management 
Company (Islamic Finance News magazine)

Providing a responsive, convenient, and efficient service
At NCB we have continued to evolve our business along a sustained 
path, building strength while meeting our customers’ needs, 
continuing the successful approach that characterized our 
achievements in 2010. We increased market share in many of our 
businesses. The flight to quality that was evident last year continued 
to bring new deposit inflows to the Bank and we worked hard in 
2011 to deploy this liquidity into productive assets, putting them  
to work to support our customers and the wider Saudi economy.

To maintain our leadership, we have worked consistently to ensure 
that not only are we managing the risks that our customers face  
in protecting and growing their financial assets, but that we are 
also embedding a strong risk management discipline in all of our 
businesses and extending that approach to the way we sustain  
the strength of our own balance sheet. 

NCB distribution channels 

2008 2009 2010 2011

Branches (including retail branches, Private Banking centers and CSCs) 275 282 284 295

QuickPay centers 4 8 18 25

ATMs
Added to network 213 96 137 165
Total (less relocated) 1,393 1,489 1,626 1,791
Point-of-sale terminals 12,806 13,886 13,309 15,040
Electronic transactions (percentage of total transactions) 87% 91% 89% 88%
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Given the environment, risk in all its guises has been pervasive this 
year. To address this, we have provided hedging for large local 
conglomerates, as well as yield enhancement, structured deposits, 
and capital guarantee products for sophisticated investors. We also 
saw growing demand for Islamic products that address customer 
risk. All these developments were underpinned by deeper 
knowledge of customers’ needs.

It has never been more important for us to nurture a close and 
lasting relationship with customers and to provide them with the 
products and services that match their individual needs and 
attitudes to risk. In 2011 we addressed this by clearly identifying 
the unique needs of each type of customer.

Individual Banking
We have always been proud of our ability to reach customers 
wherever they are. In the last year we have opened 11 new retail 
branches and Corporate Service Centers – catering to the evolving 
needs of our customers across the Kingdom. NCB’s retail network 
now comprises 295 branches and it remains the foundation of our 
organization. This includes 56 ladies’ branches. 

All new branches are designed to enhance the customer 
experience, and a branch prototype has been developed to reduce 
power consumption by around 30 percent. We continue to be 
mindful of our responsibility to local communities, especially those 
in remote areas.

Beyond this physical expansion, we have also increased the ways in 
which all customers can access the Bank, especially through electronic 
channels. Underpinned by cutting-edge security technology, these 
new channels address the growing use of the internet and phones in 
the Kingdom, and the expectation that banking should be an 
activity that fits easily into people’s lives, whatever their needs. 

NCB’s electronic channels – online, ATMs, and telephone banking –  
accounted for 88 percent of transactions during 2011. Our internet 
banking provided many user benefits with the lowest fees, while 
QuickPay is today the Kingdom’s only multi-channel, round-the-
clock remittance service. With 25 centers across the Kingdom  
and 280,000 customers, QuickPay is an important channel to NCB 
because it extends financial inclusion to a previously under-served 
customer segment. 

Our Individual Banking portfolio of businesses has deepened 
penetration in all customer segments. We further developed specific 
internet-based current account programs to address the lifestyles of 
young people, such as 3alamy, and we spent time learning about how 
our retail customers use our services, analyzing detailed feedback 
to improve our performance in branches and the contact center.

As part of NCB’s business continuity program, the Bank’s Riyadh 
contact center is being expanded to function as a backup to the  
main contact center in Jeddah. latest technologies and call overflow 
capabilities between the two centers will provide operational flexibility 
and ensure maximum service availability for customers in the future. 

New products and services introduced during 2011 include:

3alamy – a youth program offering special features and discounts 
from partner merchants.

Afaaq AlAhli Programs – developed for payroll customers with a 
variety of unique benefits, including priority service in branches.

Consumer Finance
2011 was generally a year of expansion for Consumer Finance as 
consumer confidence continued to recover, leading to growth in 
consumer lending and credit card usage. New product launches 
included an end-of-term financing option for auto lease customers 
and the re-launch of the AlFursan credit card in partnership with 
Saudi Arabian Airlines, with platinum, titanium, and gold tiers.

The Bank rolled out the auto lease end-of-term communication 
campaign to remind customers about their balloon payments.  
A transformation strategy was also launched aimed at building a 
differentiated proposition to preferred automotive dealers. Auto 
leasing achieved cost and paper savings by implementing a 
paperless workflow system.

In line with the Kingdom's plans to extend home ownership,  
NCB refined its mortgage offering and broadened its availability.

Corporate Banking
In 2011, we leveraged the strength of our balance sheet to support 
our corporate clients in their investments in major projects. As the 
leading project finance provider in the Kingdom, we also saw an 
increase in demand for Shariah-compliant financing, a growing 
theme across all of our businesses and an area of natural strength. 

On the back of strong economic growth, lending increased as we 
underwrote a number of major infrastructure projects and secured 
significant mandates. This growth was aided by broadened 
capabilities in Treasury, enhancing our ability to launch new 
products, and in trade financing. 

Corporate Banking clients benefited from a greater emphasis on 
products designed especially for them, and in the priority service 
they receive in every interaction with the Bank. We also began to 
segment these customers further by looking at how best we can 
service not only larger businesses, but also SME customers. 

Our Customers

QuickPay is an important 
channel to NCB because it 
extends financial inclusion 
to a previously under-
served customer segment.

This year saw particular 
emphasis on supporting 
the SME sector, taking 
our banking expertise 
out to every region 
through workshops that 
helped customers gain  
a greater appreciation  
of business techniques  
in a number of areas.

12



During 2011, the Bank secured a number of project finance 
mandates, including those for the Ma’aden Refinery and the 
Qurayyah Independent Power Project (IPP). Projects that NCB 
participates in normally comply with the environmental  
guidelines of the World Bank’s Equator Principles and/or the  
Royal Commission for Jubail and yanbu.

In 2011 Corporate Banking focused on maintaining its growth 
momentum by attracting additional Saudi talent through various 
capability-building programs. 

Treasury
Increased market volatility and uncertainty meant that customers 
looked to NCB to help them manage a multitude of risks – from 
currency and interest rate exposures to commodity price 
fluctuations – in line with their individual views and risk appetites. 
Treasury played a central role in providing tailored structures and 
products that helped to mitigate risk and preserve capital, thereby 
allowing clients to plan their businesses with confidence. 

As a result, during the year we positioned Treasury to become the 
first port of call for customers seeking tailored risk-management 
and yield-enhancement solutions, focusing on quick turnaround 
time through close collaboration between Treasury and its business 
partner teams in the Individual and Corporate Banking sectors.  
At the heart of this approach lies a robust client management 
program incorporating clear and systematic processes that drive 
efficiency in client coverage.

Wealth advisory, Asset Management, Securities, and 
Investment Solutions
NCB Capital is Saudi Arabia’s leading wealth advisor and the Kingdom’s 
largest asset manager, with SR 44 billion under management as  
of December 2011. We continue to play a leading role in providing 
guidance to help protect and grow the assets of clients, ranging 
from individual savers to large institutions.

The move to clients’ greater strategic oversight of their assets is 
leading to the growth of discretionary portfolio management (DPM) 
as clients work with advisors to construct the right mix of assets, 
agree reporting protocols, and then harness the advisors’ expertise 
to meet their objectives. The evolution of clients’ needs also led us 
to launch a new asset allocation tool in 2011. This gives clients a 
systematic way of viewing investments and their performance, as 
well as the capability to distribute their assets according to their 
risk tolerance and needs.

This year saw particular emphasis on supporting the fast-growing 
SME sector, taking our banking expertise out to every region 
through workshops that helped customers gain a greater 
appreciation of business techniques in a number of areas. From 
methods to improve productivity through strategic planning,  
to e-marketing and pricing methodologies, the feedback from 
customers has been universally positive and is helping this important 
segment to grow its influence. 

In line with NCB’s strategy of integrating clients’ business processes 
with the Bank’s electronic channels, Corporate Banking has offered 
a range of new electronic products and services to achieve 
transaction migration to e-Corp, e-Trade and B2B. These solutions 
were developed with the latest security measures, including 
multi-factor authentication technology.

The Specialized Finance group supports major infrastructure  
and development projects. These include participation in the 
petrochemical, water and power, oil and gas, and steel sectors, 
where NCB assumes senior roles as lead advisor and underwriter  
in project financing for prominent corporations. 

Sectoral breakdown of NCB loans portfolio 

Percent (of performing loans and advances) 2011

1 Consumer loans and credit cards 29.6%
2 Commerce 19.6%
3 Manufacturing 14.9%
4 Services 11.6%
5 Transportation and communication 6.7%
6 Building and construction 6.1%
7  Electricity, water, gas and health services 4.7%
8 Government and quasi Government 2.5%
9 Others 2.0%
10 Banks and other financial institutions 1.9%
11 Agriculture and fishing 0.4% Th
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Market-leading research and advisory excellence underpin these 
new areas of emphasis. During the year we appointed our first 
Chief Investment Officer to play a key role in driving investment 
strategies and asset allocation decisions for clients. 

NCB Capital has one of the leading Saudi local equity research teams, 
which won more plaudits including Euromoney’s Best Research 
House in the cement, consumer goods, and agricultural sectors.

NCB Capital provides employees with leading-edge training and 
career development. In 2011 we launched a groundbreaking 
accreditation program for wealth managers that will benefit clients 
throughout the Kingdom. 

In the investment advisory area, NCB Capital initiated, advised on, 
and completed some of the year’s largest merger and acquisition 
deals. We are also one the Kingdom’s largest brokers and our 
state-of-the-art systems offer a wide range of services covering  
the Saudi, GCC, and international stock markets. 

NCB Capital won 17 awards in 2011 for its businesses and funds, as 
well as for its high-profile research output. The firm is also the first 
and only investment provider in Saudi Arabia and the Middle East 
to be certified for business continuity management by the British 
Standards Institute.

International
We experienced a similar level of success in our Turkish subsidiary, 
Türkiye Finans Katılım Bankası. The country’s robust economic 
performance and the effective execution of the bank’s strategy 
generated strong earnings in servicing SMEs and customers’ trade 
flows, and strong growth in lending.

Reflecting NCB’s approach to risk management, Türkiye Finans has 
focused on strengthening its balance sheet to meet enhanced 
regulatory requirements, and has put in place new credit disciplines 
to underpin its prudent lending practices.

The economic, social, and political links between Saudi Arabia and 
Turkey are strengthening and, as a result, business development 
between the two countries is gaining traction. leveraging our 
unique position as a ‘business bridge’ between our two nations, 
we are positioned to take advantage of these natural ties, bringing 
our geographic and product reach closer together.

In addition to the Turkish subsidiary, NCB has branches or 
representative offices in Bahrain, Beirut, Singapore, and Seoul.

Engaging customers
Understanding the needs and requirements of customers is  
the starting point for NCB’s business success. The Bank aims to 
develop and deliver products and services that meet customers’ 
needs swiftly and flawlessly, anticipating evolving customer needs 
and seeking to better understand their aspirations.

NCB interacts with customers in many ways – at branches and 
offices, by electronic channels, or through the Bank’s contact 
center. The Bank constantly learns more about customers’ needs 
and preferences, and how their opinions of NCB are influenced  
by all these touch-points. Customer expectations are gauged by 
regular market surveys – including brand health tracker, mystery 
shopper, and loyalty levels. 

Tracking the ‘customer experience’ is a new approach to measuring 
customer satisfaction. It places emphasis on the management  
of customer relations to build loyalty in terms of intention to 
repurchase and advocacy. This creates willingness to recommend 
the Bank to friends, family and colleagues, which ultimately leads 
to growth and profitability.

The role of technology
NCB serves more than 2.8 million customers and executes 280 
million transactions each year – a vast volume of business, made 
possible by highly sophisticated applications of the latest 
information technology systems that ensure 24-hour availability  
of the Bank’s essential services. Sustainability benefits include 
significant reduction in paperwork and real estate requirements,  
fewer cables, reduced air-conditioning and power usage, less 
carbon emission, and less heating. Technology also benefits NCB 
staff and customers through centralization of functions, resulting 
in ease of communication and improved quality of service.

In 2011 the AlAhli SMS Notification Service was re-launched to all 
NCB customers, with text messages sent automatically to customers’ 
mobile phones when they perform transactions. Multi-factor 
authentication was also introduced, enhancing security by 
re-confirming the customer’s identity to protect the integrity  
of financial information and transactions.

Assessing customer needs and satisfaction, and responding
NCB customers have emphasized the importance of Shariah 
compliance, security of deposits, accessibility, affordability, privacy, 
great service, easy payments, straightforward credit applications, and 
quick approvals. In response, NCB has achieved 100 percent Shariah- 
compliant retail banking and continued to increase the number of 
ATMs and branches, including those catering exclusively to women.

Our Customers

NCB interacts with 
customers in many ways 
– at branches and offices, 
by electronic channels,  
or through the Bank’s 
contact center. The Bank 
constantly learns more 
about customers’ needs 
and preferences, and 
how their opinions of 
NCB are influenced by  
all these touch-points. 

In 2011, several product 
features were added or 
adjusted to reduce 
customer complaints. 
Internal escalation 
procedures were also 
emphasized to support 
the swift resolution of 
complaints and better 
scrutinize all cases. 
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The future
In 2012 the Bank will maintain efforts to expand its customer 
reach, establishing more new branches, QuickPay centers and 
Corporate Service Centers. We will also pilot a new mobile banking 
concept, improving service availability in remote regions of the 
Kingdom that are currently under-served. New Wessam Platinum 
lounges will be introduced, further enhancing our service quality 
for affluent customers. 

We will also focus on portfolio growth, especially in real estate 
financing where significant potential is seen.

NCB will launch a pre-paid debit card in 2012, enabling a host  
of new benefits, especially for payroll customers such as laborers, 
university students, visitors, pilgrims, and recipients of  
government welfare.

We will continue engaging corporate customers to jointly develop 
solutions related to sustainability, and enhance the sustainability 
knowledge and capabilities of all the Bank’s staff.

Mystery shopper 

Index (rating out of 100) 2008 2009 2010 2011

Tellers 91 83.3 94.7 89.1
Customer service 
representatives 83 79.3 94.5 85.9

Branch waiting times

Index (minutes) 2010 2011

Tellers 8.9 12.3
Customer service representatives 9.7 15.0

Customer experience index*

Across all touch-points (rating out of 100) 2010 2011

Overall N/A 73
Affluent N/A 74
Mass N/A 71
*  Customer experience index is a new method of measuring customer satisfaction, 

replacing the customer loyalty rating used previously.

Brand health tracker 

Percent 2010 2011

Top of mind 17% 19%
‘Main bank’ 18% 20%
Consideration 24% 55%
Recommend 18% 20%

Quality of service
To establish whether NCB’s branch service standards are satisfying 
customers, we use a variety of market research techniques. Branches 
and the call center make a major contribution by obtaining feedback 
from customers about service standards. 

In 2011, new flow management strategies were piloted to reduce 
branch waiting times. In the coming year these will be implemented 
across the retail network. Short- and long-term plans have been 
prepared to improve the ‘Know Your Customer’ processes, and a 
new mystery shopping approach has been developed for 
application during 2012. 

Building the NCB brand
Awareness, usage, and perceptions of banks are critical indicators 
of performance. Top-of-mind awareness (the first bank a respondent 
can think of) is tracked, along with the number nominating a bank 
as their ‘main bank.’ Willingness to recommend a bank is also 
measured. This is usually based on perceptions of attributes such 
as service speed, Shariah-compliance, and trustworthiness. 
Monitoring these attitudes and perceptions can point to flaws  
and/or strengths at NCB.

Handling complaints
NCB is committed to providing exceptional products and services.  
If we fail to deliver on that promise, we want to hear from customers 
so that immediate corrective action can be taken. Whenever 
possible, the Bank aims to resolve complaints on the spot. If 
immediate resolution is not possible, NCB provides customers with 
multiple channels to resolve their complaints, such as the contact 
center, branch management, complaint leaflets, online, or email.

In 2011, several product features were added or adjusted to reduce 
customer complaints. Internal escalation procedures were also 
emphasized to support the swift resolution of complaints and 
better scrutinize all cases. 

Customer privacy
NCB must deal with all aspects of its customer relationships with  
a high level of diligence. This includes ensuring that ‘Know Your 
Customer’ (KyC) and other key account information is secured. 
KyC provides an important opportunity to understand more about 
customers, while heightening the Bank’s responsibility to maintain 
the strictest levels of confidentiality in all its dealings.

Th
e 

N
at

io
na

l C
om

m
er

ci
al

 B
an

k 
 |

  S
us

ta
in

ab
ili

ty
 R

ep
or

t 
20

11

15



2011 goals 2011 achievements 2012 goals

•  Extend power-saving equipment to an 
additional 45 branches

• Install water meters in 30 branches
• Engage suppliers on environmental issues
•  Assess NCB against ISO 14001 and  

lEED standards
•  Establish criteria for new environmental 

products

•  Power-saving equipment installed in  
15 branches

• Water meters installed in 30 branches
•  Business units introduced to the concept  

of environmental products 
• Waste recycling introduced at head office
• Assessed NCB against ISO 14001

•  Electricity, water and paper savings 
(2015 targets)

• Install solar water boilers in 20 branches
•  Conserve power by consolidating IT servers
• Extend recycling to 5 more main buildings
•  Assess head office building for LEED 

standards
• Achieve ISO 14001 certification

Key performance indicators (KPIs) 2008 2009 2010 2011

•  Water consumption, main bldgs (000s of m3)
•  Energy consumption/electricity (000s of kWh) *
•  Greenhouse gas emissions (metric tons) *

No reliable data 
No reliable data 
No reliable data

304.8
68,092
55,705

203.4
115,710
72,093

211
111,845
69,685

Annual water consumption

 Water consumed in NCB main buildings (000s of m3)

Energy consumption/network expansion

 NCB energy consumption (000s of kWh)
 Total branches, CSCs and QuickPay centers (number)

GHG emissions

 NCB GHG emissions (metric tons)
 Total branches, CSCs and QuickPay centers (number)

* 2010 figures are updated from those published earlier, due to improvements in measuring head office energy consumption.      

304.8

203.4 211

09 10 11

68,092

305

115,710

315

111,845

290

55,705

305

69,685

315

72,093

09 10 11 09 10 11
290
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NCB has adopted a five-year environmental plan that will 
contribute significantly to minimizing our energy consumption 
and reduce our carbon footprint by setting ambitious medium-
term targets for the conservation of electricity, water and  
paper across our network. We are also intensifying efforts to 
promote environmental awareness and responsibility within  
the Bank’s spheres of influence. 

David G. Jones
SEvP – Head, Services Sector

OUR 

ENvIRONMENT
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Energy requirements in a very hot natural 
environment such as Saudi Arabia are substantial. 
However, electricity is a low-cost resource for users 
and this has to some extent minimized public 
appreciation of the environmental impacts of energy 
production and consumption.

The Bank’s energy saving program began with  
NCB’s engineers analyzing power consumption at all 
branches and choosing the highest users for further 
analysis. As air-conditioning units are the biggest 
consumers of energy – a natural effect of the region’s 
prevailing high temperatures – the technical team 
decided to fit these units with power factor correctors.  

The 30 branches taking part in the trial averaged power 
savings of seven percent, with Al Shomaisy Branch in 
Riyadh achieving a remarkable 26 percent. This was 
mainly due to the initiative and commitment of the 
branch staff to reduce their own electricity usage. 

Relatively straightforward measures included turning  
off PCs and other equipment after business hours 
instead of leaving them in sleep mode; turning off air 
conditioning after 4pm; setting the aircon thermostats 
to 22-24C; switching off lights after using the bathroom 
and break room; and briefing security guards to make 
sure all unnecessary lights were switched off.

The actions taken by Al Shomaisy Branch show the 
potential for even greater reductions in the future. 

NCB’s efforts to save energy throughout its branch 
network have not only reduced its own electricity 
consumption and carbon footprint, but helped to 
heighten awareness among employees of the 
importance of the efficient use of resources. 

The program is administered by the Bank’s Environment 
Management unit and General Facilities Management 
team. Monthly reports track the energy savings and 
highlight where further corrective actions are needed. 

After just 12 months, NCB’s energy-reduction program in 30 trial branches has already  
cut consumption by more than 919,405 kW. The Bank’s total carbon footprint has been 
reduced by 631.4 tons and the financial saving equates to SR 239,045.

Improving our  
management of resources  

and minimizing
environmental impacts

Our Environment

 BIG SAvINGS FROM 
 CUTTING POWER 
 CONSUMPTION
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Improving our management of resources  
and minimizing environmental impacts

The environment and climate change
Good environmental stewardship is a pressing issue for business and 
society at large. As the biggest bank in Saudi Arabia and a leading 
financial institution in the region, it is important that NCB recognizes 
its responsibility towards the environment and plays an active role  
in helping to reduce the consumption of vital commodities such as 
water and electricity, as well as environmentally-sensitive supplies 
such as paper and printed matter.

NCB direct environmental impacts
Water consumption
NCB is committed to improving water consumption and 
conservation practices by reducing the amount of water used in  
its facilities, encouraging the use of reusable water containers and 
water coolers or tap water, encouraging large suppliers to conserve 
water by adding criteria for water consumption, and increasing the 
use of environmentally-friendly cleaning products in order to reduce 
the amount of hazardous substances in wastewater. 

In 2011, NCB completed the installation of water-saving nozzles  
in more than 268 branches throughout the Kingdom. Water 
consumption meters were installed in 30 branches and a method 
for measuring and reporting consumption was developed; this will 
be beneficial when setting water efficiency targets in future years. 

Energy consumption
NCB is working to reduce its energy consumption by using more 
efficient IT systems and operations. The procurement policy has 
been upgraded to include criteria for energy use, in an effort to 
encourage our suppliers to provide more energy-efficient 
products. Energy-saving technology, which was introduced to 15 
additional branches during the year, has resulted in branch-level 
energy savings of approximately seven percent. Total energy 
savings of three percent were achieved across all branches and 
main buildings, despite the 2011 branch expansion project. Meters 
have been installed to provide information on energy consumption 
at more than 760 ATMs throughout the Kingdom.

Environment Steering Committee
This committee was formed in 2010 to provide strategic guidance 
and support in executing NCB’s environmental initiatives and the 
Five-year Environmental Plan in a timely and professional manner, 
and to oversee key issues on an ongoing as well as an ad-hoc basis. 
This will be of interest to stakeholder groups both within and 
outside the Bank. It is essential that NCB continue to act in an 
integrated and effective manner, and the steering committee  
will continue to be the focal point for coordinated responses  
to environmental developments.

Environment Management Unit
The Environment Management Unit is responsible for implementing 
and successfully executing the Five-year Environmental Plan.  
A robust Environmental Management System (EMS) will be 
developed to enable the Bank to incorporate environmental policies 
into all products and services, activities, and critical functions.

Environmental policy
The main objective of the Environmental policy is to introduce 
environmental standards with which all areas of the Bank must 
comply when making business decisions and implementing business 
strategy. Doing so will enable NCB to protect its assets as well as the 
interests of all stakeholders, and support sustainable development 
by minimizing environmental impacts and improving the 
management of resources. The policy addresses three main areas:

Direct environmental impacts  
During 2011 the Bank developed and approved a formal 
environmental procurement policy that ensures procurement 
practices reflect its environmental approach. NCB will continue  
to update environmental screening criteria to improve 
effectiveness in the procurement of products and services from 
environmentally sustainable vendors. The past year saw the 
extension of recycling initiatives from the Bank’s head office  
to five additional buildings across the Kingdom, as well as in  
two buildings of NCB’s subsidiary, NCB Capital.

Indirect environmental impacts  
Developing products and services with an environmental 
dimension, and factoring in the environmental and social risks  
of the Bank’s policies. In 2011, NCB identified its criteria for the 
procurement of environmental products and services. This is  
the first step in an ongoing effort to improve environmental 
standards, and builds on established environmental policies.

Our Environment

Total energy savings of  
3 percent were achieved 
across all branches and 
main buildings, despite 
the 2011 branch 
expansion project.

NCB engaged suppliers 
on environmental issues, 
and established criteria for 
developing environmental 
products and services.
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Stakeholder engagement and reporting  
various initiatives have been designed to promote a better 
understanding of environmental issues among stakeholders: 
employees, customers, suppliers, and the community. An 
understanding of the link between our physical environment and 
the world of financial services will ensure that the Bank’s policies, 
priorities, and initiatives continue to be relevant and effective.

Environmental plan
2011 was the first year of the 5-year Environmental Plan. During the 
year, NCB initiated energy-saving technology in 15 more branches. 
Water consumption meters were installed in a further 30 branches 
and procedures were developed for measuring and reporting savings. 
NCB engaged suppliers on environmental issues, and established 
criteria for developing environmental products and services. 

The current contractual status for waste collection was reviewed 
and updated, and seven buildings became involved in the 
recycling program. NCB also adopted the initial phase of the ISO 
14001 standards of environmental management that will be 
completed in 2012.

Improving environmental awareness among staff
For the second year, NCB participated in Earth Hour, a global event 
that raises awareness of environmental issues. This year’s event 
lasted two weeks and was given the slogan ‘Go beyond the Hour’. 
The Bank’s CEO began Earth Hour by asking NCB staff to encourage 
more environmentally-friendly practices at home with their families. 
He also asked that staff participate in a non-compulsory ‘no print’ 
day in all NCB offices. A controlled shutdown of power in four main 
NCB buildings plus three buildings in other regions garnered news 
coverage and positive feedback. This resulted in a 15 percent 
decrease in paper usage at the NCB head office.

NCB’s main buildings annual water consumption 

Millions of m3 2008 2009 2010 2011

Jeddah
Head Office No reliable data 82.5 80.91 81.0
Al-Nakheel Center No reliable data 1.5 1.56 1.56
Tahliya Building No reliable data 2.90 3.20 2.48
Computer Center (K10) No reliable data 4.2 4.86 5.57
Training Center No reliable data 0.8 0.9 0.72
IT Center No reliable data 9.3 10.26 10.55
Al-Mahmal Building No reliable data 10.3 9.31 7.76
Jeddah sub-total 111.50 111.00 109.65
Riyadh
Regional head office (old building) No reliable data 10.2 2.37 1.32
Regional head office (new building) No reliable data 28.7 21.65 26.61
Riyadh sub-total 38.9 24.02 27.93
Dammam
Regional head office No reliable data 2.0 2.13 2.09
Dammam sub-total 2.0 2.13 2.09
Al-Khobar
Regional head office No reliable data 152.4 66.2 71.3
Al-Khobar sub-total 152.4 66.2 71.3
Buildings sub-total 304.8 203.4 210.97
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Our Environment

Direct annual electricity consumption

2008
000s kWh

2009
000s kWh

2010
000s kWh

2011
000s kWh

2011
Megajoules

Branches
Western No reliable data 2,725 15,854 18,290 65,844
Eastern No reliable data 2,160 23,464 21,610 77,796
Central No reliable data 3,664 9,684 8,894 32,018
Northern No reliable data 2,051 4,833 4,061 14,619
Southern No reliable data 1,324 6,827 6,347 22,849
Branches sub-total 11,924 60,662 59,202 213,126
Jeddah
Head Office* No reliable data 16,907 13,359 16,061 57,819
Al-Nakheel Center No reliable data 1,344 1,503 1,322 4,759
Tahliyah Building No reliable data 2,285 2,081 1,985 7,146
Computer Center (K10) No reliable data 4,685 5,045 5,497 19,789
Training Center No reliable data 1,270 1,193 1,187 4,273
IT Center No reliable data 11,022 10,943 10,873 39,143
Central Archive No reliable data 1,525 1,822 2,091 7,527
Jeddah Building sub-total 39,038 39,837 39,016 140,456
Riyadh
Regional head office (old building) No reliable data 988 7,150 1,902 6,847
Regional head office (new building) No reliable data 8,252 1,866 7,670 27,612
Riyadh Buildings sub-total 9,240 9,016 9,572 34,459
Dammam
Regional head office (Dana) No reliable data 1,548 5,684 2,288 8,237
Regional head office (Huqayt) No reliable data - - 1,210 4,356
Main archive No reliable data 126 128 144 518
Dammam Buildings sub-total 1,674 5,812 3,642 13,111
Abha
Regional head office No reliable data 462 383 413 1,487
Main buildings sub-total 50,414 55,048 52,643 189,513
Total electricity consumption 62,338 115,710 111,845 402,639
* 2010 figures are updated from those published earlier, due to improvements in measuring head office energy consumption.

Direct annual greenhouse gas emissions

NCB’s Carbon footprint 2008 2009 2010 2011

Electricity consumption (KWh)* No reliable data 68,093 115,710 111,845
Carbon dioxide (metric ton)* No reliable data 55,563.90 71,734 69,338
Methane (metric ton)* No reliable data 1.8 1.39 1.34
Nitrous oxide (metric ton)* No reliable data 0.3 1.09 1.05
Total GHG emissions – CO2 equivalent 55,705 72,093 69,685
* 2010 figures are updated from those published earlier, due to improvements in measuring head office energy consumption.

The recycling program 
reduced the amount of 
waste sent to landfills  
by 161 tons in one year 
and yielded more than  
SR 112,000 by selling  
the recycled material. 

2012 will see the 
implementation of a  
plan that aims to  
reduce consumption  
of electricity in NCB 
branches by 20 percent, 
of water by 10 percent, 
and paper by 25 percent.
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Recycling campaign
In 2011, benchmarking and analysis laid the groundwork for a  
new recycling initiative focused on recycling paper, plastic, cans,  
and glass. The ‘Start Now’ recycling initiative was launched initially  
in the Bank’s head office.

The conventional rubbish bins were removed and new recycle bins 
for paper, plastic, cans, and glass were placed in each office and 
area. Gifts were distributed to employees as an incentive to recycle 
and they were encouraged to begin immediately.

The program reduced the amount of waste sent to landfills by 161 
tons in one year and yielded more than SR 112,000 by selling the 
recycled material. This money was donated to local charities.

The Environment Management Unit and the Corporate Social 
Responsibility team administer this ongoing program. The janitors 
assigned to each floor collect recyclables and distribute them to 
centralized waste containers located in the basement. Waste 
collectors then pick up the recyclables at the beginning of each day.

Energy-saving campaign
In 2011 the Bank’s energy-saving program began with NCB’s 
engineers analyzing power consumption at all branches and 
choosing the highest users for further analysis. As air-conditioning 
units are the biggest consumers of energy, the technical team 
decided to fit these units with power factor correctors. 

The 30 branches taking part in the trial averaged power savings  
of seven percent, with Al Shomaisy Branch in Riyadh achieving  
a remarkable 26 percent. This was mainly due to the initiative  
and commitment of the branch staff to reduce their own 
electricity usage. 

Relatively straightforward measures included turning off PCs and 
other equipment after business hours instead of leaving them  
in sleep mode; turning off air conditioning after 4pm; setting the 
aircon thermostats to 22-24C; switching off lights after using  
the bathroom and break room; and briefing security guards  
to make sure all unnecessary lights were switched off.

After one year, the energy-reduction program cut consumption  
by more than 919,405 kW. The Bank’s total carbon footprint 
reduced by 631.4 tons and the financial saving equated to  
SR 239,045. These achievements not only reduced NCB’s own 
electricity consumption and carbon footprint, but also helped  
to heighten awareness among employees of the importance  
of using resources efficiently.

The program is administered by the Bank’s Environment 
Management Unit and General Facilities Management team. 
Monthly reports track the energy savings and highlight where 
further corrective actions are needed. 

The future
While the Bank has already initiated power, water, and paper 
savings, 2012 will see the implementation of a plan that aims to 
reduce consumption of electricity in NCB branches by 20 percent, 
of water by 10 percent, and paper by 25 percent. In addition,  
the IT Operations Division will be tasked to devise innovative ways 
to reduce electricity consumption, introduce and implement 
alternative renewable energy sources, assess NCB against the lEED 
standards, and extend the recycling program to the Bank’s 
remaining main buildings.

Waste management

NCB annual consumption of other materials 2008 2009 2010 2011

Paper (metric tons) 5,602 289.8 306.6 417.2
Personal computers (units) 1,341 1,381 1,810 1,934
Copy machines (units) N/A N/A 1,040 223
Printers (units) 582 407 940 1,322
Printer cartridges (drums) 19,637 19,443 18,143 19,924

Th
e 

N
at

io
na

l C
om

m
er

ci
al

 B
an

k 
 |

  S
us

ta
in

ab
ili

ty
 R

ep
or

t 
20

11

23



2011 goals 2011 achievements 2012 goals

•  Better define ‘business partners’ and 
articulate each of their priority issues

•  Raise sustainability awareness among 
business partners

•  Sign off business partner policy and  
5-year strategy plan

•   Business Partners Steering Committee formed
• Business Partners Policy finalized
•  First sustainability event for top 20 suppliers
•  At least one business partner engaged from 

each of 5 areas: government, supplier, IT, 
automotive, and international correspondent

•  Prepare 5-year plan to support local suppliers
•  Support Saudi SME suppliers in various areas
•  Improve sustainability capabilities of staff 

dealing with business partners
•  Incorporate sustainability into vendor 

evaluation
• Engage 13 business partners in sustainability

Key performance indicators (KPIs) 2008  2009 2010 2011

•  Spending on locally based  
suppliers (percent)

•  Supplier satisfaction levels  
(rating out of 100)

•  Suppliers adopting sustainability  
management (percent)

• Business partners engaged in sustainability

N/A

N/A 

N/A
N/A

N/A

N/A 

N/A
N/A

N/A

N/A 

N/A
N/A

90.85%

N/A

N/A
6

Spending on locally based suppliers

 Saudi Arabia based suppliers (percent)
 International suppliers (percent)

Engaging business partners in sustainability 
(one-to-one)

 Number of companies

Engaging top suppliers in sustainability  
(workshops)

 Number of companies

6

Target:  
13

20

Target:  
30

11 12 11 12

90.85%

9.15%
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OUR 

BUSINESS PARTNERS

In all NCB’s business dealings, we seek to foster a fair and  
ethical culture, transparency, and healthy competition.  
We also endeavor to implant these principles in our network  
of associates and suppliers. This initiative gathered momentum  
in 2011 with a series of internal and external actions designed  
to further embed sustainability across our full spectrum  
of influence.

Adel Al Howar
SEvP – Head, Individual Banking Sector
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Honoring our commitments and enhancing  
our standing in the business community

NCB’s commitment to sustainability extends beyond the core 
values that shape the Bank’s own internal policies – respect, 
integrity, and professionalism. The same principles apply to its 
interaction with a far-reaching network of business partners, 
whether international correspondent banks or domestic suppliers 
of goods and services. Our business partners are expected to 
adhere to ethical and transparent corporate governance, manage 
internal business processes and supply chains in a sustainable 
manner, and foster economic, social, and cultural development. 

Establishing the Business Partners Steering Committee
In the second quarter of 2011, the Bank intensified its efforts to 
address mutual issues of sustainability with business partners.  
The creation of a Business Partners Steering Committee led to the 
development and adoption of formal policy for engaging business 
partners, codifying the general principles that previously applied. 

The committee’s mandate is to assist partners with sustainability, 
develop policy, and prepare a five-year plan. It comprises members 
from NCB’s correspondent banking, consumer finance, compliance, 
information technology, human resources, and procurement 
functions. As a result, sustainability interaction with business 
partners has already advanced beyond the initial 2011 objectives 
and our goal is to maintain this momentum in 2012. 

Developing a Business Partners’ policy
The Bank’s new business partners’ policy will primarily encompass 
NCB’s own sustainability commitment – practicing and promoting 
responsible competitiveness, raising sustainability capabilities 
internally and externally, and extending ever-greater opportunities 
for local suppliers. 

In future, sustainability criteria and weight assignment will be applied 
in the selection of business partners. Business partners who adopt 
sustainable practices will be given preference and supplier practices 
will be monitored through supplier self-assessment forms that will 
also identify potential areas of improvement. 

Correspondent banks
NCB’s Correspondent Banking Division, within the International 
Sector, manages about 500 foreign bank relationships, offering  
a full range of products and services that meet the needs of 
correspondents, as well as other customers conducting international 
business. Correspondent Banking Division also controls and 
monitors the activities of NCB’s representative offices in  
South Korea and Singapore.

The key priority when engaging with correspondents is to learn 
and exchange sustainability knowledge and expertise. In 2011  
we initiated a new collaboration with Samsung – an acknowledged 
sustainability leader currently investing more than $4.3 billion to 
strengthen its already powerful credentials in this area. NCB will 
share its own experiences, and looks forward to cooperating further 
with Samsung, capitalizing on its proven principles and practices.

Partners and associates
NCB maintains key relationships with other banks and corporations 
for the purpose of business collaboration. In 2011, the lease and 
Finance Division and the Sustainability team began preliminary 
discussions with a leading auto dealer in Saudi Arabia’s Eastern 
province, with the aim of jointly promoting the use of fuel-efficient 
cars while informing customers and the public about the negative 
environmental impact caused by exhaust emissions. 

NCB owns 64.68 percent of Türkiye Finans Katılım Bankası, one of 
Turkey’s leading participation banks. The remaining shares are held by 
the bank’s previous owners: the Ulker and Boydak groups (two Turkish 
family firms), which have an extensive business presence in Turkey.

Suppliers
NCB has begun discussions with two top suppliers to find ways  
of collaborating on the development of sustainability. The 
companies are BTC and IBM – providing the Bank with services  
and IT respectively. In a broader engagement, all suppliers have 
received copies of AlAhli Sustain as part of the Bank’s campaign  
to raise sustainability awareness. 

Procurement achievements in 2011 covered two main areas:  
cost savings of about 25 percent above target, and a series of 
quality improvements. These included the development of 
centralized procurement policy that clearly sets out principles  
to increase efficiency, obtain the best deals for the Bank, and 
enhance corporate governance. Progress during the year builds  
on environment-friendly practices that are already integral to 
procurement policy. Additionally, we supported Saudi suppliers  
in the construction of new Corporate Service Centers.

The Bank has a prequalification process that has been enhanced  
to filter suppliers. New forms were created to include important 
factors such as suppliers’ financials, origin, size, type, and 
sustainability related practices. It also includes references from 
other customers that have undergone similar projects. 

Our Business Partners

Procurement 
achievements in 2011 
covered two main areas:  
cost savings of about 25 
percent above target, 
and a series of quality 
improvements.

NCB has taken the 
initiative to ensure 
suppliers are aware of 
sustainability issues and to 
encourage them to adopt 
sustainable practices as  
far as possible.
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Introduction of strategic sourcing has enabled better management 
of opportunities in areas such as print buying and facilities 
management. All business forms and printed materials are now 
grouped in an annual mega tender, and major items (eg, elevators, 
vault doors, and air-conditioning units) are contracted with 
suppliers for fixed terms. 

Partnership for a sustainable future
NCB has taken the initiative to ensure suppliers are aware of 
sustainability issues and encourage them to adopt sustainable 
practices as far as possible. We held our first sustainability awareness 
event – ‘Partnership for a Sustainable Future’ – in 2011. The top 20 
suppliers took part, represented by 40 senior executives or general 
managers, creating the opportunity to communicate NCB’s 
procurement processes and sustainability needs, while gaining 
better understanding of suppliers’ concerns and challenges in this 
area. Specific ideas generated will be explored individually with 
each supplier.

Government and regulators
The Ministry of Finance, the Saudi Arabian Monetary Agency  
(SAMA), and the Capital Market Authority (CMA) are business partners 
who play a vital role in guiding and supporting the Bank and its 
activities. They play an important role in upholding and raising 
standards that seek to protect the interests of all stakeholders. 

NCB has entered into discussions with a government entity to explore 
engagement opportunities within the sustainability framework.

Practicing and promoting responsible 
competitiveness

When we look at the type of role NCB seeks to take in society,  
a key goal is to contribute to the achievement of ‘responsible 
competitiveness’ in Saudi Arabia and our region. Responsible 
competitiveness is about making sustainable development count 
in the marketplace. It is about creating markets that reward 
business practices for delivering improved social, environmental, 
and economic outcomes. It also seeks to foster markets that 
create economic success for nations encouraging such business 
practices through public policies and societal norms.

NCB’s view of responsible competitiveness continues to evolve in line 
with our thinking and efforts in the sustainability area. While still at the 
early stages ourselves, we hope to do more to work with others on 
this journey towards sustainability. These efforts will include:

Promoting widespread adoption of sustainability 
management and reporting in Saudi Arabia
During 2011, NCB used a variety of platforms to promote the 
uptake of sustainability within the Kingdom, including the 2011 
Gulf Environmental and Sustainable Development Forum where 
the Bank’s Senior Executive vice President Corporate Banking 
Sector Head, AlSharif Khalid AlGhalib, spoke on the financing  
of environmental projects. The Bank was also the forum’s gold 
sponsor for the second year. 

Promoting the application of sustainability principles  
and thinking into major Government projects and  
investment initiatives
There is no more important place to ensure the application of 
sustainability thinking than major infrastructure initiatives that  
will impact the long-term competitiveness of a nation. In Saudi 
Arabia, the Government has pledged $400 billion in infrastructure 
investments to help maintain strength in the Saudi economy. 
Given our involvement in many of the country’s largest projects 
and investments, NCB will fully support Government initiatives  
to further incorporate sustainability into these plans, thus 
maximizing the contributions of these projects to Saudi Arabia’s 
national competitiveness.

Continuing to participate in national and regional 
sustainability initiatives
NCB is a founding member of the Arab Sustainability leadership 
Group (ASlG). Under the leadership of Her Majesty Queen Rania 
Al-Abdullah of Jordan, the ASlG comprises a group of companies, 
government agencies, and non-profit organizations from across 
the region that are firmly committed to adopting sustainability 
management and reporting. 

The future
In 2012, our plan is to work with international corporates and banks 
on joint projects that will enhance our sustainable practices. We are 
also engaging with insurance companies and car dealer associates. 

We plan to involve suppliers in exploring sustainable options 
applicable to the products and services they provide for NCB.  
At the same time, we intend to increase the support given to our 
domestic SME suppliers and create improved opportunities for 
them. Sustainability will be part of our supplier screening process 
and assigned specific weighting, thus encouraging suppliers who 
provide more sustainable solutions and in turn improving our own 
sustainable performance. A second ‘Partnership for a Sustainable 
Future’ workshop will be presented for our top business partners 
and suppliers, extending the reach of the sustainability message.
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2011 goals 2011 achievements 2012 goals

• Conduct employee engagement surveys  
•  Align training offering with NCB strategy  

and business needs
• Implement NCB compensation policy 
• Improve recruitment effectiveness 
• Implement succession planning

•  85% of employees were included in 
engagement surveys

•  Sustainability integrated into induction process
• Compensation policy completed 
• 1,072 Saudis recruited for branch expansion
•  Various sustainability workshops for 

managers and employees

•  Extend employee engagement surveys to 
cover 90% of the Bank

•   Integrate sustainability in training offerings 
•  Assess Saudization challenges in certain 

positions at Grade 6 and below
• Improve sustainability capabilities of RMs
• Increase female employees to 20% (by 2015)
•  Introduce new redeployment policy

Key performance indicators (KPIs) 2008  2009 2010 2011

•  Total employees (excluding NCB Capital 
and Türkiye Finans Katılım Bankası)

• Saudization rate – overall
• Female staff (percentage of total staff)
• Female hires (percentage of total new hires)
• Staff turnover – total workforce

5,380
88.48%

7.03%
14.60%
10.20%

5,400
88.75%

7.59%
17.81%
9.10%

5,443
89.40%

8.01%
16.21%
9.15%

5,879
90.02%
10.57%
18.17%
12.08%

Employee numbers and Saudization

 Saudi employees (number)
 Expatriate employees (number) 
 Saudization rate (percentage)

Diversity in the talent pool, by gender

 Men (percentage)
 Women (percentage)

Female hires

 Percentage of total new hires

08 09 10 11 08 09 10 11

18.2%

16.2%

17.8%

14.6%

90.0%

10.0%
89.4%

88.8%

88.5%

90.0%

4,7934,760 4,866
5,292

577608620 587
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OUR 

PEOPlE

We have built extensive capacity as part of an ongoing drive  
to recruit, motivate, and retain quality personnel. NCB continues 
to invest in people and organizational effectiveness, focusing on 
engagement, development, and cross-departmental collaboration, 
creating a platform for fulfilling our long-term ambitions. 

Saud S. Sabban
EvP – Head, Human Resources Division
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Attracting, retaining,
and optimizing talent

Fostering diversity
and human rights

Our People

 DIvERSITy BENEFITS 
 NCB AS  A WHOlE, 
 AND EvERy EMPlOyEE 

In a corporate sense, ‘diversity’ is not only about having 
a multicultural workforce. It is about valuing differences 
and inclusion, encompassing areas such as ethnicity, 
gender, age, culture, and physical ability. It is also crucial 
in preventing discrimination and ensuring equality 
throughout the workforce.

A diverse group of expatriate nationalities from all over 
the globe make up 10 percent of the Bank’s workforce. 
Women also account for more than 10 percent, 
including several in key management roles. By 2015, our 
aim is to increase the ratio of female staff to 20 percent.

Advancement at NCB is based strictly on performance 
and potential. The ‘talent pool’ comprising the top five 
percent of performers with diverse profiles and 
backgrounds is exposed to fast-track development 
through a series of focused programs.

The Bank’s program of Saudization and domestic 
hiring is equally diverse, recruiting from all regions of 
the Kingdom. Part of this strategy is to hire and deploy 
staff locally – even for branches in remote regions, 
thus creating jobs in these areas.

Our employees represent all walks of academic life, 
from high school to PhD graduates, with a special 
focus on encouraging people who didn’t pursue 
higher education by giving them the opportunity  
for compensatory career training.

Recognizing the value of diversity has helped NCB  
to harness the multiplicity of talents within the Bank.  
It has resulted in improved decision-making and 
problem solving, and greater creativity and innovation.

Diversity allows every individual to have a sense of 
belonging, which in turn increases personal commitment 
and allows each employee to contribute fully to the 
Bank’s ongoing success.

Human capital spanning more than 30 nationalities is one of our key strengths as an 
institution, and fostering such diversity is central to NCB’s mission. It helps develop better 
ideas and respond more accurately to the needs of customers, giving our employees the 
opportunity to realize their full potential 
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Attracting, retaining, and optimizing talent

Management approach
At the core of NCB’s success, and its ambitions for growth, is the 
importance of employees – our human capital. The Bank’s Human 
Resources (HR) function is structured into three areas:

Human Resource specialists 
This area collaborates with each of the Bank’s business areas to 
devise, develop, and implement practices and solutions that align 
with the businesses’ strategies. Activities include the recruitment 
and orientation of new employees, managing all aspects of staff 
development, performance management, staff relations and 
engagement, promoting work-life balance, administration of 
personnel policies, managing staff pay and benefits, job 
descriptions, and evaluations.

Human Resource business partners
This area interprets business plans to enable the development  
of talent management strategies, succession and resource plans, 
champion induction, orientation, and development programs. 
They provide advice and solutions to business managers on all 
people-related issues.

Human Resource service centers
This area is responsible for ensuring that employee services are 
delivered efficiently, effectively, and on time. 

NCB’s focus on hiring qualified Saudi nationals is fundamental  
to our employment approach. Training and education are high 
priorities and we continuously improve our internal and external 
training programs. Overall, the Bank aims to hire the most 
qualified, talented people with an inherent drive for customer  
and business excellence, and then to invest in their development.

Healthy employees are productive employees, and NCB provides  
a range of benefits that address staff health and medical needs.  
The Bank’s medical insurance scheme covers employees, spouses, 
and children.

Staff numbers
On 31 December 2011, NCB had 5,879 full-time staff, up from 
5,443 at the end of 2010, excluding NCB Capital and Türkiye 
Finans Katılım Bankası. The workforce comprises two main 
categories: staff that are directly hired full-time, and outsourced 
employees. The latter are typically stewards, security guards,  
and other support staff.

NCB hired over 1,200 new employees in 2011. The Recruitment 
Department provided 35 direct hire programs for the Branch 
Network Division, which resulted in the hiring of 841 tellers and 
customer service staff (665 men and 176 women). Plans were 
developed to consolidate the 2012 manpower requirements for 10 
of the Bank’s strategic initiatives that require additional manpower.

Saudization
The Bank continues to be a leader in the recruitment and 
development of Saudis, not only in the banking sector, but among 
all private sector organizations. NCB currently ranks third among 
Saudi banks in the Nitaqat rating, achieving a Saudization rate of 
90.02 percent in 2011.

NCB’s intensified recruitment campaigns have included entering 
into agreements with organizations such as Bab Rizq Jameel and 
the Human Resource Development Fund – organizing training 
programs to develop the competitiveness of young Saudi 
candidates and filling positions previously held by expatriates. 
These efforts will continue to be a priority in 2012.

Saudi graduates consider NCB to be a first-choice employer.  
In a recent survey conducted by GulfTalent.com entitled 
‘Recruiting Top Graduates in Saudi Arabia’, the Bank was named 
among the 10 most popular employers, along with Saudi Aramco, 
SABIC, and Procter & Gamble.

Diversity
Complementing the Bank’s lead in Saudization, human capital 
spanning more than 30 nationalities is one of NCB’s key strengths 
as an institution. Fostering such diversity is central to our mission 
as a sustainable company. It helps us to develop better ideas and 
respond more accurately to the needs of customers, giving our 
people the opportunity to realize their full potential while 
reinforcing the Bank’s reputation as an employer of choice.

In a corporate sense, ‘diversity’ is not only about having a 
multicultural workforce. It is about valuing differences and 
inclusion, encompassing areas such as ethnicity, gender, age, 
culture, physical disability, and religious belief. 

The Bank’s employees represent all walks of academic life, from 
high school to PhD graduates, with a special focus on encouraging 
people who didn’t pursue higher education by giving them the 
opportunity for compensatory career training and opportunities 
for professional advancement.

Our People

In a recent survey the 
Bank was named among 
Saudi Arabia's 10 most 
popular employers, along 
with Saudi Aramco, SABIC, 
and Procter & Gamble.

Complementing the 
Bank’s lead in Saudization, 
human capital spanning 
more than 30 nationalities 
is one of NCB’s key 
strengths as an institution.
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NCB staff

Number 2008 2009 2010 2011

Directly hired full-time employees 5,098 5,378 5,443 5,879
Outsourced employees 1,124 1,271 1,348 1,341

NCB employment by region

Number 2008 2009 2010 2011

Western 3,118 3,266 2,954 3,306
Central 953 917 991 1,004
Eastern 576 546 657 718
Southern 348 319 394 470
Northern 385 352 446 381

NCB Saudization by region

Percent 2008 2009 2010 2011

Western 83.8% 84.87% 84.09% 86.2%
Central 92.2% 91.71% 92.53% 91.7%
Eastern 95.3% 95.6% 96.35% 95.3%
Southern 98.9% 98.43% 97.48% 98.9%
Northern 98.2% 97.72% 97.53% 98.2%
Total 88.48% 88.75% 89.40% 90.02%

NCB gender mix

Percent 2008 2009 2010 2011

Female staff (percentage of total staff) 7.14% 7.62% 8.01% 10.57%
Female managers (percentage of total managers) 5.6% 6.59% 7.73% 8.29%
Female executives (percentage of total executives) 0.0% 0.0% 1.44% 3.38%

NCB hiring of women

Percent 2008 2009 2010 2011

Female hires (percentage of total new hires) 14.76% 17.43% 16.21% 18.17%

NCB salary ratio of men to women, by category

Ratio as of end 2011 (excluding expatriates)  Men Women

Executive 59% 41%
Managerial 56% 44%
Supervisory and clerical 51% 49%
Others (No comparison given because there are no women in these categories) N/A N/A
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Security and safety
NCB is committed to maintaining a safe work environment. Our 
security policy is an active and practical statement including a 
range of plans, procedures, and guidelines that safeguard 
employees, customers, visitors, contractors, facilities, and assets. 

In 2011 the Bank’s Security and Safety Department implemented 
20 fire drills in main buildings in Jeddah, Riyadh, and Dammam. 
These included total evacuation procedures, which the 
department oversaw to ensure the safety of employees and that 
staff understand what to do in the event of an emergency.  

This was carried out in coordination with Civil Defense, the police, 
the traffic department, and the Saudi Red Crescent.

Opportunities for women
Women account for more than 10 percent of NCB’s workforce, 
including several in key management roles. By 2015, our aim is  
to raise the ratio of female staff to 20 percent.

The empowerment of women is a subject of international interest, 
and Saudi Arabia is no exception. In examining the Kingdom’s social 
landscape, there have been significant developments in recent years. 

Our People

NCB training

Number 2008 2009 2010 2011

Total number of training hours  109,884  107,536  165,136  122,205 
Total cost of training (SR 000s)  24,652  25,252  24,816  29,670 
Average cost of training per individual trained (SR)  10,873  4,267  6,823  2,521 

NCB training per employee category

Average hours of training per year, per employee 2008 2009 2010 2011

Executive 5.40 10.67 19.37  16.75 
Managerial 30.00 25.11 23.61  15.76 
Supervisory and clerical 14.40 12.66 12.32  7.75 
Outsourced 2.58 1.80 16.11  15.61 
Others 1.80 16.76 0 72.00 

NCB staff turnover

Percent 2008 2009 2010 2011

Total workforce 9.26% 8.36% 9.15% 12.08%

NCB staff turnover by gender

Percent 2008 2009 2010 2011

Women 11.50% 15.40% 13.87% 16.10%
Men 10.10% 8.60% 18.00% 11.65%

NCB staff turnover by employee category

Percent 2008 2009 2010 2011

Executive 6.30% 15.38% 9.38% 14.29%
Managerial 10.90% 7.69% 8.61% 10.44%
Supervisory and clerical 9.80% 10.67% 9.47% 12.37%

NCB staff turnover by age

Percent 2008 2009 2010 2011

18-30 12.80% 12.13% 10.64% 15.26%
31-40 8.60% 7.24% 9.12% 9.19%
41-50 6.30% 4.89% 5.18% 7.62%
51-60 14.50% 9.47% 8.70% 14.23%

Women account for  
more than 10 percent  
of NCB’s workforce,  
including several in  
key management roles.  
By 2015, our aim is  
to raise the ratio of 
female staff to  
20 percent.

NCB acts on the response 
to employee engagement 
surveys, identifying 
strengths, weaknesses, 
and ‘hot spots’ that need 
priority attention.
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There are more job opportunities for women in both the private 
and public sectors, and impediments that complicated the 
employment of women due to certain social traditions have been 
eliminated. NCB is proud to participate in these developments 
from numerous perspectives:

Employment opportunities
NCB has one of the highest employment rates of women in  
Saudi Arabia, and the number of female staff is steadily rising.  
As of December 2011, it stood at 10.57 percent, up from 4.5 
percent in 2005. An important indicator is the percentage of 
women hired in a given year – in 2011 this was 18.17 percent.

Management opportunities
As of December 2011, women represented 3.38 percent of all 
executive positions (up from 1.44 percent in 2010), and 8.29 
percent of all managerial positions (up from 7.73 percent in 2010).

Equal rights
NCB policies do not discriminate between male and female 
employees. Equal work by equally qualified staff is equally 
rewarded, regardless of gender.

Listening to our people
Surveys stimulate employee involvement
Business-driven surveys of employee opinion form a two-way 
communications asset for NCB. Management receives an objective 
assessment of issues that are important to employees, while staff 
have the opportunity to voice their concerns and participate in 
determining future courses of action. 

The core questionnaire used for all employees across NCB 
comprises 54 questions. Supplementary questionnaires tailored for 
each business area and senior management provide additional 
feedback on sectoral and leadership issues. Together, the surveys 
reach 85 percent of the Bank’s total workforce. In 2012, our goal  
is to raise the coverage to 90 percent.

NCB acts on the response, identifying strengths, weaknesses, and  
‘hot spots’ that need priority attention. The surveys also involve 
employees in organizational change, providing an immediate 
measure of the success of change initiatives and establishing  
a baseline from which to track progress towards a high- 
performance workforce. 

Survey findings are shared with all staff, and focus groups are 
formed to analyze and clarify issues. A participation rate of  
83 percent places NCB in the upper quartile of global survey  
response benchmarks. 

Exit interviews assist in retention of quality staff
Interviews with departing employees are a vital contributor  
to NCB’s efforts to retain a high-quality workforce. The objective  
is to capture and communicate management information for 
analyzing root causes of staff turnover. This helps the Bank to 
adopt appropriate measures to prevent the loss of valuable talent, 
and contributes to the development of strategically important 
retention practices. 

Only voluntary leavers (roughly 70 percent of the 2011 total)  
are interviewed. The interviews identify ‘push factor’ leavers  
(those ‘pushed away’ by preventable reasons) and ‘pull factor’ 
leavers (those ‘pulled away’ by external opportunities). Roughly  
90 percent of voluntary leavers participate, with the interviewer 
acting as a fair and impartial broker between management and 
the leaving employee. 

Quarterly reports sum up all exit interview data, giving 
management insight into the factors contributing to staff turnover 
and enabling appropriate corrective action to be taken. Interviews 
are confidential so employees can be quite open about their 
reasons for leaving. 

Building capacity
Effective training and development are essential to NCB’s success. 
Staff have also consistently identified this as a high-priority issue. 
Furthermore, NCB views training and development as part of its 
responsibility toward the communities in which it operates, helping 
to educate and train Saudi nationals.

The Bank aims to provide training opportunities for all staff. Every 
employee is assigned an annual training schedule, recommended 
by managers and/or the areas responsible for training within NCB, 
according to management training needs assessments, or through 
a direct staff training request. More than 15,275 training days 
were conducted in 2011.

During 2011, NCB realigned training programs to better match  
the specific needs of each business area. This process started by 
scaling down the general course offerings. Work is currently in 
progress to formulate the 2012 training requirements according  
to strategic priorities, while enhancing the mandatory courses (eg, 
anti-money laundering), basic training for direct hires, and talent-related 
programs – eg, the Management and leadership Development 
Program (MlDP) and Corporate Associate Program (CAP).
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The NCB Coaching Program, introduced in 2010, aims to tap  
the latent potential of the Bank’s people and support the NCB 
strategy to develop a work culture that raises standards, quality  
of experience, performance, and staff morale. The shift towards  
a coaching culture has been successful, mainly due to the 
coaching training, workshops, and support mechanisms available 
to managers. A new initiative, the ‘First 100 Days’ program, has 
assisted newly recruited or appointed senior managers and 
executives to assimilate their new roles. The program will be 
extended to middle managers during 2012. 

Coaching has been implemented by:

External executive coaches: external coaches offer independence, 
objectivity, and a wider range of experience. In 2011, 28 senior 
staff benefited from the Executive Coaching Program.

Internal coaches: The Bank has provided extensive courses to a 
group of senior staff to be certified as internal coaches, and in 
2011 they engaged a total of 17 employees.

Managers as coaches: Informal coaching is part of managers’ 
leadership responsibilities. In 2011, a total of 71 managers were 
trained in coaching skills and 62 previously trained managers 
attended one-day workshops to improve their skills.

NCB also launched a mentoring program this year, creating a pool 
of 18 mentors after they had attended a workshop and received 
guidelines. To date, this initiative has benefited 35 staff. The 
mentoring program’s objectives are to: 

• support the development of our leaders
• share knowledge in the Bank
• assist new people to understand the Bank (First 100 Days)
• increase productivity for the individual
• build trust and communication
• support talent retention

The Bank’s executives were provided with workshops on 
sustainability. The objective was to ensure consistent interpretation 
of sustainability management and to create a forum for executives 
to share their views and ideas. In addition, sustainability training 
was provided in the form of a tailored sessions for our  
sustainability employees. 

Talent retention 
The Management and leadership Development Program (MlDP) 
was an output of the Talent Review process. The Talent 
Management department, in association with Sector Heads,  
selects participants and 150 managers were included during 2011.

The MlDP is designed to raise the quality of leadership and 
management skills by addressing issues of talent retention, 
management and behavior standards, and commitment to staff 
development. It provides a coherent and relevant framework  
for the development of managerial staff at various levels, and 
comprises the following programs:

• Leadership Development Program (University of Virginia) 
• Executive Education programs (London Business School)
•  Madinah Institute for Leadership & Entrepreneurship (MILE)
•  Transformation Challenge Program (Office of the Chief 

Financial Officer), focusing on management skills, change 
management, and business case writing

•  The Bullet-Proof Manager (Crestcom), focusing on action  
plans to help support learning throughout the year

• Finance for Non-Finance Managers
• Annual Budgeting and Planning
• Leading People
• Leading Teams
• Managing Productivity
• Change Management

Future talent management initiatives will include setting up 
workshops to advance skills in coaching, performance 
management, and developing annual operating plans.  
Speakers from the private sector will be invited to discuss 
management and leadership experiences.

Succession planning
The Bank’s succession planning process was created to identify 
internal executive talent and develop their potential to fill key 
leadership positions. A leadership effectiveness framework was 
developed and used during this exercise to assess executive 
management on the three main leadership imperatives: creating 
direction, delivering outcomes, and building capabilities.

Performance management
NCB’s performance management processes have evolved over  
the past few years. The most notable change took place in 2007 
when the current performance appraisal process was established. 
Calibration is currently being evolved, with the introduction of new tools 
that standardize the process and allow for a more objective approach in 
assessing the performance of business units at each year-end.

Starting in 2012, changes will be made to the performance 
management framework to make it more relevant to the existing 
performance management culture within NBC. The Bank’s aim is 
to strengthen the performance management discipline in terms  
of driving results and rewarding performance.

Our People

The Bank’s executives 
were provided with 
workshops on 
sustainability. The 
objective was to ensure 
consistent interpretation 
of sustainability 
management and to 
create a forum for 
executives to share  
their views and ideas. 

NCB has a Complaints  
and Grievances 
Committee mandated  
by the CEO, comprising  
a chairman and two 
members. Rulings are 
normally provided within 
five days of receipt.
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Fostering diversity and human rights

Freedom of association
There are no trade unions in Saudi Arabia. NCB’s business  
depends on attracting and retaining top talent, and providing  
a workplace conducive to optimizing the talent of its employees. 
various frameworks have been adopted for engaging collectively 
with employees. Most significantly, the Staff Relations department 
was established to facilitate staff engagement and give employees 
a greater voice.

Harassment (including electronic harassment) and  
corrective action
NCB employees have the right to work in an environment free from 
discrimination, harassment, and intimidation, whether committed 
by or against a co-worker, supervisor, customer, vendor, or visitor. 
Harassment, whether based on a person’s gender, race, religion, 
nationality, or citizenship, is repugnant and totally inconsistent with 
NCB’s commitment to provide a respectful and professional 
workplace. Allegations of harassment are fully investigated by the 
Staff Relations department and recommendations are made to the 
Head of Human Resources for approval. Discrimination in any area 
of employment, including hiring, advancement, compensation, 
discipline, and termination, is not tolerated.

The Bank’s Corrective Administrative Action Plan was issued in 
accordance with Saudi Arabia’s labor law and applies to all 
employees. These Corrective Administrative Action tables have 
been adapted from NCB’s Bylaws Charter as part of the 
Management Policy and Procedures Guide. Applying the 
appropriate corrective administrative action is compulsory, 
especially when an employee’s actions result in financial or 
goodwill damage.

Complaints and grievance practices
NCB adopts the chain of command system of management with 
respect to filing complaints and grievances. Each employee refers 
administrative or technical problems firstly to their immediate 
supervisor. Each tier refers to the tier immediately above, including 
any commentary, within a maximum of three working days.

Complaints and grievances are considered by management to 
assure justice and fairness, and submitting a grievance will not be 
detrimental to the employee. Grievances are ruled upon and  
the decision conveyed within a maximum of 10 working days  
from the day of submission.

NCB has a Complaints and Grievances Committee mandated  
by the Chief Executive Officer, comprising a chairman and two 
members. Rulings are normally provided within five days of receipt. 
Employees may appeal against a ruling directly to the CEO, within  
15 days. The subsequent ruling of the CEO is final and binding.

Child labor and forced labor
NCB adheres to internationally accepted principles of human rights 
relating to the abolition of child labor and prevention of forced 
and compulsory labor. NCB does not employ child labor in any 
circumstances and has not encountered any instances of forced  
or compulsory labor.

Contractor selection and human rights in the supply chain
NCB has a well-developed contractor selection process, which varies 
according to the type and scale of requirement. In all circumstances, 
the Bank’s contracts specifically require contracting companies to 
abide by all national laws, including laws on the abolition of child labor 
and prevention of forced and compulsory labor.

Human rights in financing decisions
As with contractors, all agreements with customers require that they 
abide by all national laws, which includes laws relating to the abolition 
of child labor, and prevention of forced and compulsory labor.

The future
The next year will see NCB’s recruitment processes strengthened  
to be more effective and efficient, aligned with the Bank’s strategic 
priorities and responsive to business needs. Particular emphasis will 
be placed on hiring qualified Saudi nationals, especially women, 
bringing women up to 20 percent of the workforce by 2015. 

Further employee engagement surveys will be conducted  
across the organization, and the Management and leadership 
Development Program will continue to be developed.

A further goal is to implement a redeployment program so that 
employees affected by restructuring move smoothly to other areas 
of the Bank. Organizational changes are necessary as a company 
responds to changing market dynamics. These changes inevitably 
affect people and their roles, so the Bank’s redeployment policy 
will provide for assessment, engagement, and re-skilling of these 
employees, recognizing their value to the organization.
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2011 goals 2011 achievements 2012 goals

•  Support 600 entrepreneurs with knowledge, 
mentoring, and benevolent loans

•  Provide 150 people with prosthetic equipment
• Install 25 dialysis machines in hospitals
• Equip 10 specialized education centers

•  Supported 711 entrepreneurs with 
knowledge, mentoring, and benevolent 
loans

•  Provided 400 people with prosthetic 
equipment 

• Installed 30 dialysis machines in hospitals 
• Equipped 10 specialized education centers
• Initiated three new CSR programs/projects

•  Support 665 entrepreneurs and women  
to develop skills and create job opportunities

•  Expand the new diabetes awareness project 
•  Support 300 members of needy families 

with computer, language and personal skills
•  Extend strategic support to 410 charities
•  Distribute 25,000 school bags to orphans 

across the Kingdom

Key performance indicators (KPIs) 2008  2009 2010 2011

• Social contribution/net income
• Total community investment (SR ‘000s)
• Total social contribution (SR ‘000s)
• Productive Families program (beneficiaries)
•  Direct Employment program  

(people employed)
• Small Business program (beneficiaries)
•  INJAZ-Saudi Arabia program  

(students engaged)

2.60%
45,990
51,995

964

N/A
662

977

1.30%
46,164
53,921

1,026

N/A
605

909

1.54%
64,019
72,788

1,519

75
823

1,480

1.00%
51,212
58,521

1,426

162
802

4,163

AlAhli Productive Families program

 Number of men/women benefiting
 Towns and cities covered

Supporting INJAZ-Saudi Arabia program

 Number of students engaged

AlAhli Orphans program

 Number of children benefiting
 Towns and cities covered

08 09 10 11 08 09 10 11 08 09 10 11

16

19

24

22

977 909

1,480

4,163

1,026

964

1,519
1,426

26

21

26

23

26,614

18,936

26,897 26,624
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OUR 

COMMUNITy

NCB’s community programs are researched, designed,  
and implemented to create lasting benefits for individuals  
and society as a whole. Our priority is to uplift and empower 
recipients rather than merely making donations. For this reason, 
themes such as job creation, education, and health and  
wellbeing are cornerstones of our approach, enabling people  
to build a better future. 

Abdulrazak M. Elkhraijy
EvP – Head, Islamic Banking Development Group
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 ADDING A BUSINESS 
 DIMENSION TO yOUNG 
 SAUDIS’ EDUCATION

INJAZ was introduced to Saudi Arabia by NCB as a  
pilot project in 2007. It is the localized equivalent of 
America’s Junior Achievement program that, since 1919, 
has offered young people courses in entrepreneurship, 
business leadership, ethics, communications, and 
financial literacy.

Harnessing the skills and experience of volunteers 
from across the private sector, the courses are free 
and provided in classrooms during the school day. 
NCB has nurtured INJAZ-Saudi Arabia as being at the 
heart of its corporate social responsibility goals, with 
the Bank’s CEO, Abdulkareem Abu Alnasr, serving as 
Chairman of the Board that includes several other 
private sector corporations.

Programs have now been expanded to schools in 
Riyadh, Abha, Tabuk, and Khamis Mushait with the 
support of key partners including the Ministry of 
labor, the King Khalid Foundation, and the Dallah 
Academy of voluntary Work. 

NCB’s Training Center and 32 staff volunteers 
continued the Bank’s strong support during 2011, 
providing training rooms for the ‘Best Student 
Company of the year’ competition in which 20 groups 
from across the Kingdom participated. Catalyst 
Company then represented Saudi Arabia in a regional 
contest in Jordan where 13 other Arab countries were 
represented, taking the runner-up prize and receiving 
a special commendation from the judges.

NCB is exclusive sponsor of the INJAZ-Saudi Arabia 
‘Leadership’ project for intermediate school students, 
designed to teach the spirit of initiative, teamwork, 
self-employment, and community leadership. 

With the support of NCB Capital, INJAZ-Saudi Arabia 
has also reached university students with ‘My 
Decisions in Investment’ – a program that develops 
the financial literacy of students and introduces them 
to investment and savings concepts. It is also the first 
INJAZ-Saudi Arabia program for university students  
to be presented in English.

Close to 10,000 students have completed courses with INJAZ-Saudi Arabia during the 
2010-11 academic year, benefiting from this powerful program designed to equip young 
Saudis to compete in the world of modern commerce.

Designing and  managing 
programs  that address 

critical  needs in our 
society in  the fields of job 

creation, education, 
health, and  social  

welfare

Our Community
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Designing and managing programs that 
address critical needs in our society in the 
fields of job creation, education, health, and 
social welfare

Since 1953, NCB has been an inseparable part of the Saudi 
community, and the Bank continues to make a significant 
contribution today. However, the needs of society have changed 
over 58 years, and so has the Bank’s approach. We established the 
Corporate Social Responsibility (CSR) Department in 2004, tasked 
with implementing our four strategic programs. 

Our CSR Vision
For NCB to be the leading joint stock company in the field of 
Corporate Social Responsibility.

Our CSR Mission
To provide creative, innovative, and non-profit CSR programs that 
contribute to the country’s development, and to continue with 
NCB’s CSR initiative.

Our CSR Objectives 
•  Contributing to the reduction of the unemployment rate by 

creating job opportunities
• Supporting the educational sector
• Supporting the health sector
•  Adopting various social initiatives to help the needy while 

promoting the concept of volunteerism in the community

NCB’s social contributions
In 2011, NCB supported community service programs addressing 
key needs and issues within its four primary areas of focus – job 
creation, education, healthcare, and social welfare. In addition,  
the Bank makes a wide range of donations in support of carefully 
selected educational, cultural, health awareness, skills training,  
and sport initiatives. 

AlAhli Job Opportunity programs
These programs support entrepreneurs, young people, and women 
to find or create career opportunities and develop the knowledge 
and skills required for starting up and managing small businesses. 
The programs also provide low-income families with vocational  
skills that enable them to secure a steady source of income.

AlAhli Small Business program 
This program comprises training courses and other forms of 
support for aspiring entrepreneurs. 

Entrepreneurs training project
This initiative supports young people by providing them with 
knowledge and competence to establish and sustain their new 
businesses. Courses include ‘How to Start Your Small Business’, 
‘How to Start Your Home Business’, and ‘How to Develop Your 
Small Business’. During 2011, 711 trainee entrepreneurs completed 
these three courses.

NCB’s strategic partners in this ongoing project are the Chambers 
of Commerce, universities and colleges, the Saudi Commission for 
Tourism, and the Technical and vocational Training Corporation. 

Entrepreneurs support project
This project provides motivation and financial support for small 
business owners and operators, stimulating them to reach higher 
levels of achievement. Its two components are:

NCB Start-Up Award – this scheme was initiated by NCB in 2009.  
It focuses on ‘The Start-Up Fast Growth Companies’ and honors 
one company that has been in operation for between two and five 
years and achieved commendable performance and community 
impact, particularly in applying Saudization concepts. The Bank’s 
strategic partner in this project is the Saudi Arabian General 
Investment Authority (SAGIA). 

In early 2012, the NCB Start-Up Award was won by S-me, a mobile 
social networking company that provides access to social features 
by using SMS texting.

Our Community

NCB annual social contribution

SR 000s 2008 2009 2010 2011

CSR programs 31,984 27,897 30,111 30,041
NCB donations and sponsorships (Includes substantial one-off social contributions) 14,006 18,267 33,908 21,171
Total community investment 45,990 46,164 64,019 51,212
CSR unit operations 6,005 7,757 8,769 7,309
Total social contribution 51,995 53,921 72,788 58,521
Total social contribution/NCB net income 2.60% 1.30% 1.54% 1%

NCB purchased 3,350 
handmade gift items 
produced by 60 
graduates of the AlAhli 
Productive Families 
program, which were 
used as unique and 
highly appreciated  
Eid gifts for customers.
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Financing Small Projects – under this scheme launched in 2011, 
graduates who successfully complete AlAhli Small Business 
programs are eligible for interest-free finance to establish their 
entrepreneurial projects. NCB’s strategic partner in this program  
is Bab Rizq Jameel. 

In 2011, the first year for this new scheme, 60 companies were 
approved to receive interest free financial assistance.

AlAhli Productive Families program
These programs support low-income families by assisting 
members to be in a better position to secure a steady source  
of income. The program includes handcraft training, micro loans, 
and charity stabilization. Our strategic partners include charity 
organizations, Chambers of Commerce, the Saudi Commission for 
Tourism, and the National Committee for Released Prisoners and 
Families Care. 

In 2011, the handcraft training project attracted 1,266 participants, 
the small businesses project made 50 micro loans, and seven 
organizations benefited from the charity stabilization project. Newly 
launched in 2011, the handcraft incubator project benefited  
80 women in five towns and cities across the Kingdom.

NCB also purchased 3,350 handmade gift items produced by  
60 graduates of the AlAhli Productive Families program, which 
were used as unique and highly appreciated Eid gifts for customers.

AlAhli Direct Employment program
In an effort to support young Saudis seeking job opportunities,  
this program recruits unemployed men and women to the private 
sector. In 2011, 162 people were placed in appropriate positions  
in Jeddah and Al-Khobar, against an original target of 120 
placements. NCB’s strategic partners in this program are private 
sector companies and recruitment consultants. 

AlAhli Job Opportunity programs

‘How to Start Your Small Business’ course
Number 2008 2009 2010 2011

Men/women benefited 453 325 359 392
Towns/cities covered 10 14 12 11

‘How to Start Your Home Business’ course
Number 2008 2009 2010 2011

Women trained 209 224 234 233
Training courses 14 15 14 11

‘How to Develop Your Small Business’ course
Number 2008 2009 2010 2011

Men benefited N/A 42 112 86
Towns/cities covered N/A 2 5 4

AlAhli Start-Up Award 

Number 2008 2009 2010 2011

Companies benefited N/A N/A 31 31

Financing Small Projects

Number 2008 2009 2010 2011

Entrepreneurs benefited N/A N/A N/A 60
Towns/cities covered N/A N/A N/A 3

AlAhli Productive Families program
Number 2008 2009 2010 2011

Women trained 964 1,026 1,469 1,266
Towns/cities covered 16 19 24 22
Training courses 54 52 80 69

Small Loans program
Number 2008 2009 2010 2011

Women benefited N/A 104 50 50
Towns/cities covered N/A 2 3 3
Training courses N/A 104 50 50

Charity Stabilization project
Number 2008 2009 2010 2011

Charities benefited N/A N/A 7 7
Towns/cities covered N/A N/A 5 7
Training rooms N/A N/A 9 7

Handcraft Incubator project

Number 2008 2009 2010 2011

Women benefited N/A N/A N/A 80
Towns/cities covered N/A N/A N/A 5

Direct Employment program
Number 2008 2009 2010 2011

Men/women benefited N/A N/A 75 162
Towns/cities covered N/A N/A 3 2
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Supporting INJAZ-Saudi Arabia
This outstanding scheme is based on the US Junior Achievement 
initiative, which began in 1919 and was adopted regionally in 
2004. Today, it operates in several Arab countries under the INJAZ 
Al Arab brand. Realizing the scheme’s significance, NCB led an 
initiative to bring INJAZ to Saudi Arabia in 2007. The concept is  
to offer high school students free extra-curricular instruction in a 
range of business-related subjects. Training courses, each requiring 
an average of one hour of study per week, are organized during  
a full academic semester.

INJAZ was trialed in several Jeddah schools in 2008. Courses 
included the Company and leadership modules, and the 
Entrepreneurial Master Class. It has been since expanded to 
schools in Riyadh, Abha, Tabuk, and Khamis Mushait, with the 
support of key partners including the Ministry of labor, the King 
Khalid Foundation, and the Dallah Academy of voluntary Work. 

In the last four years, some 14,000 students have passed through 
INJAZ-Saudi Arabia. In addition to supporting INJAZ, NCB exclusively 
sponsored two of its five courses this year – the Entrepreneurial 
Master Class for high school students and the leadership Project in 
intermediate schools, which were delivered to 4,163 students in  
70 schools. NCB continues to nurture INJAZ as being at the heart 
of its corporate social responsibility goals and the Bank’s CEO 
serves as Chairman on the INJAZ-Saudi Arabia Board.

AlAhli Endowed Chairs program
The Endowed Chairs program aims to foster educational and 
scientific research, building on the belief that the foundation of 
research should result from a combination of application and 
modern theoretical scientific concepts. Established in 2009, the 
program includes agreements for NCB to fund three endowed 
chairs in the following fields:

–  Corporate Social Responsibility, in partnership  
with King Saud University

–  Islamic Banking, in partnership with King Fahad  
University for Petroleum and Minerals

–  Breast Cancer Research, in partnership with  
Dammam University.

Our Community

AlAhli Education programs

Specialized education centers equipment

Number 2008 2009 2010 2011

Centers N/A N/A 20 10
Towns/cities covered N/A N/A 15 18

Training students from families in need

Number 2008 2009 2010 2011

Students N/A N/A 314 351
Towns/cities covered N/A N/A 5 9

Supporting INJAZ-Saudi Arabia

Number 2008 2009 2010 2011

Students 977 909 1,480 4,163
Schools targeted 26 15 15 70

NCB led an initiative  
to bring INJAZ to Saudi 
Arabia in 2007. The 
concept is to offer high 
school students free 
extra-curricular instruction 
in a range of business-
related subjects. In the 
last four years, some 
14,000 students have 
passed through 
INJAZ-Saudi Arabia. 

The newly launched 
Diabetes Awareness 
project promotes 
community-wide 
understanding of 
diabetes issues and  
helps patients to manage 
their daily activities.

AlAhli Education programs
These programs support and enhance the Kingdom’s education 
sector by providing the most up-to-date, best-practice 
methodologies and tools, while enriching knowledge and 
promoting computer literacy. 

AlAhli Educational Development program
This three-part program creates specialized education  
centers for students with special needs, helps members  
of underprivileged families to develop their skills, and provides 
extra-curricular instruction in a range of business-related  
subjects to high school students. 

Specialized education centers
These centers provide training programs for students who have 
problems with speech, hearing, and learning. In strategic 
partnership with the Ministry of Education, 10 centers have been 
approved for installation to serve 18 towns across the Kingdom. 

Training students from families in need
This program seeks to develop the working skills of members of 
needy families to help develop their skills, plan for the future, and 
encourage them to continue studies after high school. In 2011, 351 
students were trained in nine towns and cities across the Kingdom, 
in cooperation with AlKhaleej Training and Education Company. 
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AlAhli Health programs
These programs support and enhance the Kingdom’s health  
sector by providing medical equipment that increases the capacity 
of government hospitals, and by raising health awareness issues 
among the Saudi community. 

AlAhli Medical Equipment program 
This program supports non-profit health organizations in 
extending their services to the largest number of patients  
by helping to improve their capabilities and supplying new 
equipment. Over the last six years the program has supplied a 
number of government hospitals and health centers with new 
renal dialysis units. 

In 2011, NCB approved the installation of 30 units in six hospitals  
in six towns and cities. NCB’s strategic partners in this project are 
the Ministry of Health and the Prince Fahad Bin Salman Association 
for Renal Failure Care.

AlAhli Medical Units program 
This program supports non-profit health institutions by  
providing baby incubator units, in collaboration with the Ministry 
of Health. During 2011, NCB approved the distribution of five 
infant incubator units to King Abdullah Hospital in Beesha.

Charitable Medical Treatment program 
This new scheme focuses on providing financial assistance that 
enables needy patients to receive treatment. The Bank’s strategic 
partner is the Zamzam Charity for voluntary Medical Services, and 
in 2011 the program benefited 113 patients in the Makkah Region.

AlAhli Health Awareness program 
Diabetes Awareness project
The newly launched Diabetes Awareness project promotes 
community-wide understanding of diabetes issues and helps 
patients to manage their daily activities. NCB’s strategic partner  
in this initiative is the Saudi Diabetes and Endocrine Association. 
During 2011 this project benefited 200 patients. 

First aid training
In cooperation with the Saudi Red Crescent, 1,500 citizens were 
trained in the basics of first aid. 

AlAhli Health programs

AlAhli Medical Equipment program

Number 2008 2009 2010 2011

Equipment donated 30 45 53 30
Government hospitals 
targeted 9 11 7 6

AlAhli Medical Units program

Number 2008 2009 2010 2011

Units donated  
(ICU mobile units) 2 3 N/A N/A
Baby incubator project N/A N/A 5 5

AlAhli Charitable Medical Treatment program

Number 2008 2009 2010 2011

Individuals targeted N/A N/A N/A 113

AlAhli Health Awareness program

Number 2008 2009 2010 2011

Individuals targeted 10,000 15,000 0 1,500
Towns/cities covered 15 37 0 N/A
Diabetes Awareness 
program N/A N/A N/A 200
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Our Community

AlAhli Social programs
Through these programs, NCB aims to enhance its active role and 
contribution to humanitarian work by designing and adopting 
innovative programs to support charity organizations in meeting 
the needs of the community, responding to emergencies or 
calamities, and supporting orphans and the disabled.

AlAhli Charity Organization program
Charities in the Kingdom face increasing challenges that stretch 
their resources. NCB believes that such organizations play a vital 
social role. The Bank has partnered with the King Khalid 
Foundation to support Saudi charities and assist in training their 
people, focusing particularly on improving operational and strategic 
efficiency. The program comprises two focused schemes: 

AlAhli Social programs

AlAhli Charity Organizations program

Number 2008 2009 2010 2011

Organizations supported 300 373 412 431
Financial assistance  
(SR millions) 0 10 10 10
Charity employees 
developed (new) N/A N/A 90 156

AlAhli Orphans program

Number 2008 2009 2010 2011

School Bags project 18,936 26,614 26,897 26,624
Towns/cities covered 23 26 21 26

AlAhli Disabled program

Number 2008 2009 2010 2011

Alternative equipment 
(disabled benefiting) N/A 223 174 400

AlAhli Voluntary Work program

Percent 2008 2009 2010 2011

NCB employees engaged 
in volunteer work 2.8% 3.6% 4% 3.4%

AlAhli Charity Organization Support project – which benefited  
431 charities in 172 towns and cities across the Kingdom in 2011. 
In total, 269,357 people have benefited from this program. 

AlAhli Charity Employees Capabilities project – in which  
156 people participated during the year, from 46 charities across 
the Kingdom.

AlAhli Orphans program
The Bank’s Orphans Program, conducted in partnership with  
the Ministry of Social Affairs, was enhanced during 2011.  
It now includes two elements:

School Bags project – orphaned children are supported through 
the provision of school bags and equipment, clothes, and medical 
care. During 2011, this assistance was provided to a total of 
26,624 orphans in 26 cities and towns across the Kingdom in 
partnership with 30 charities. 

Supporting Honored Students project – this new scheme provides 
extra financial assistance to high-achieving orphan students across 
the Kingdom. In its first year, 50 students have benefited from  
this project.

AlAhli Voluntary Work program
This program offers NCB staff the opportunity to volunteer their 
time, experience, and skills to help the needy. In doing so, they 
contribute to community service initiatives and develop increased 
CSR awareness. Typical activities include environmental clean-ups, 
filling food baskets during Ramadan, and helping deliver INJAZ-
Saudi Arabia training courses. In 2011, 198 employees registered 
and attended the orientation session. Out of these, 91 employees 
trained students in schools. 

AlAhli Disabled program
Working in partnership with the Disabled Children’s Association 
and the Jeddah Institute for Speech and Hearing, this program 
supports people with special needs, helping them to overcome 
the difficulties associated with their disabilities. In 2011, 400 
people were assisted.

The Bank has partnered 
with the King Khalid 
Foundation to support 
Saudi charities and assist 
in training their people, 
focusing particularly on 
improving operational 
and strategic efficiency.

The new Supporting 
Honored Students project 
provides extra financial 
assistance to high-
achieving orphan students 
across the Kingdom. In its 
first year, 50 students have 
benefited from this project.
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Other sponsorships and donations
In addition to the four sector-focused programs, NCB is a  
major contributor to numerous local and regional banking  
industry events and local community activities. These range  
from sponsorships in key areas of focus, to responding to  
various special appeals and requests. In 2011 these included:

• Global Competitiveness Forum – Riyadh
• Riyadh Economic Forum 
• Jeddah Economic Forum 
• Saudi Economic Forum – Riyadh
• Najran Investment Forum 
• Al-Ahssa Investment Forum
• Al Janadriyah Festival – Riyadh
• Jeddah Commercial Forum
• Euromoney Saudi Arabia Conference – Riyadh
• Medical Conference on Home Healthcare – Jeddah 
•  International Gulf Environment and Sustainable  

Development Exhibition – Jeddah 
• Productive Families Week – Al-Ahssa 
• Al Ghad Forum – Riyadh
• Saudi Labor Market Exhibition – Jeddah
• Social Responsibility Exhibition – Riyadh 
• Social Development Forum – Jeddah 
• Saudi Forum for Corporate Social Responsibility – Jeddah
• Abha Summer Festival 
• Okaz Market Festival – Taif
• Human Resource Forum – Jeddah 
• Bisat Al Reeh Festival – Jeddah
• Jobs Saudization Exhibition – Riyadh
• Youth Business Fair – Jeddah 
•  Annual Meeting of the Directors of Social Development  

Centers – Mecca 
• NCB campaign to support Jeddah floods victims
• NCB donation to support Somali people
• Arabian Turkish Economic Forum – Istanbul 
•  Fourth Fiqh Conference for Islamic Financial Institutions – Kuwait
• Annual Conference of Banking and Islamic Banking – Bahrain 
• Annual Arab Banking Conference – Beirut 
• US-Saudi Business Opportunities Forum – Atlanta USA  

Awards
NCB received recognition and numerous awards for its CSR 
activities in 2011. Among them were: 

•  The EMERAlD Award of Merit 2011, from the International 
Association of Business Communicators

•  Asia’s Best CSR Practices Awards 2011, in association with  
The Social and Corporate Governance Awards (SCGA)

•  Sultan Bin Abdulaziz Humanitarian City Award for Excellence  
in Special Needs Rehabilitation Services 

• CSR Practice leaders Award by the 8th CSR Summit 

The future
In 2012 we will continue to focus mainly on four areas – job 
creation, education, health, and social welfare – by initiating, 
managing and supporting numerous innovative CSR programs.  
We will look to build on our strengths with programs such as Job 
Opportunities and Productive Families, as these contribute to 
creating a nourished and sustainable society. In addition, we will 
introduce new programs, including one designed to support 
orphans studying at elementary and intermediate school levels. 

The study conducted in 2011 entitled ‘Government Perceptions  
of CSR in Saudi Arabia’ will help NCB to adopt the findings as a 
basis to evaluate charities in need of financial assistance, and 
identify our future areas of focus and investment.

Th
e 

N
at

io
na

l C
om

m
er

ci
al

 B
an

k 
 |

  S
us

ta
in

ab
ili

ty
 R

ep
or

t 
20

11

47



2011 goals 2011 achievements 2012 goals

• Grow core revenue
• Improve productivity
• Further enhance risk capabilities
• Excel in talent management
• Further enhance governance

• Core revenue grown by 5.8%  
• ROE improved from 15.6% to 18.4%  
• Robust capital adequacy maintained   
•  Comprehensive review of policy framework  

completed  

• Grow core revenue 
• Improve productivity
• Sustain top quartile ROE performance 
• Maintain financial strength  
• Deepen compliance culture   

Key performance indicators (KPIs) 2008  2009 2010 2011

•  Total assets (SR millions)
•  Total shareholders’ equity (SR millions)
•  Total shareholders’ equity attributable  

to equity holders of the Parent
•  Net income (SR millions)
•  Dividend distribution (SR millions)
•  Economic value retained (SR millions)
•  Return on assets (percent)
•  Return on equity (percent)

221,802
27,536

26,115
2,031
1,200

699
0.98%

7.3%

257,452
30,860

29,271
4,040
2,244
1,696
1.72%
14.6%

282,372
32,857

31,272
4,724
2,693
1,870
1.78%
15.6%

301,198
35,585

34,165
6,012
2,693
2,866
2.09%
18.4%

Net income (SR millions) Return on equity (percent) Dividend distribution (SR millions)

08 09 10 11 08 09 10 11 08 09 10 11

14.6%

7.3%

15.6%

18.4%

4,040

2,031

4,724

6,012

2,244

1,200

2,693 2,693
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OUR 

SHAREHOlDERS

Good governance and effective risk management are 
fundamental principles in our approach to enhancing 
shareholder value. The benefits were very evident in 2011 
when NCB achieved highly satisfactory results in key areas 
such as growth in core revenues and return on equity. The 
results are also attributable to our ongoing commitment  
to delivering superior customer service. 

Faisal Al-Sakkaf
SEvP – Group Chief Financial Officer
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Our Shareholders

NCB direct economic value generated and distributed

SR millions 2008 2009 2010 2011

Direct economic value generated
Total revenue 10,503 11,479 11,667 12,138
Economic value distributed
Operating costs (6,391) (5,024) (4,297) (3,325)
Employee wages and benefits (2,026) (2,205) (2,336) (2,480)
Other income (cost) (72) (79) (163) (173)
Community investment (51) (50) (68) (54)
less: Minority interests (76) (81) (80) (94)
Net income 2,031 4,040 4,724 6,012
Zakat (133) (101) (161) (453)
Dividend distribution (1,200) (2,244) (2,693) (2,693)
Economic value retained 699 1,696 1,870 2,866

Total assets 221,802 257,452 282,372 301,198
Total shareholders’ equity 27,536 30,860 32,857 35,585
Total shareholders’ equity attributable to equity holders of the Parent 26,115 29,271 31,272 34,165
Return on assets 0.98% 1.72% 1.78% 2.09%
Return on equity 7.3% 14.6% 15.6% 18.4%

Creating economic value 

2011 was another challenging year, but Saudi Arabian GDP grew 
by five percent despite the difficult conditions, underlining the 
Government’s commitment to continued investment in the 
economy. Oil production and prices were comparatively stable, 
sustaining Government income and economic momentum. 

NCB delivered strong comparative performance and expanded 
market share on several fronts despite increasing competition.  
We also improved profitability and maintained our leading  
position as the largest bank in Saudi Arabia, increasing net  
income by 27.3 percent to SR 6,012 million.

The Bank has maintained robust liquidity and capital adequacy 
while continuing to minimize risk, thus preserving our A+ credit 
rating with Standard & Poor’s and Fitch Ratings, the highest 
awarded to a Saudi bank. Our Stand Alone Credit Profile rating  
was raised from a- to a.

NCB made significant progress against key strategic priorities during 
the year, particularly by enhancing risk management and corporate 
governance capabilities. We remain focused on doing more for 
customers, growing the core business, driving productivity, and 
managing talent, the most important of our assets.

Financial results
NCB achieved net income of SR 6,012 million in 2011, an increase  
of 27.3 percent over 2010. This outstanding result is mainly due to 
NCB’s ability to optimally deploy its assets, its strategy of diversifying 
income sources, the increase in revenue from core operations, and 
achieving a 12.5 percent reduction in operating costs. 

Fee income from banking services increased by 5.8 percent  
in 2011; foreign exchange income increased by 36 percent;  
and gains on sale of investments rose to SR 325 million, compared 
to SR 283 million in 2010. Despite the prevailing low interest rates, 
net special commission income during the year increased by  
5.3 percent to SR 8,581 million.

Shareholders’ equity increased by 8.3 percent to SR 35.6 billion, 
while customer deposits increased by 4.5 percent to SR 239.5 billion. 
Total assets increased by 6.7 percent to reach SR 301.2 billion.  
This increase was reflected in expanded lending activities, with the 
loan portfolio increasing by 7.7 percent to SR 135.3 billion.

NCB continued to effectively manage credit risk, taking provisions 
in 2011 in accordance with its prudent provisioning methodology. 
As a result, its non-performing loan coverage ratio increased to 
141percent in 2011, up from 117 percent the previous year.

NCB made significant 
progress against key 
strategic priorities  
during the year, 
particularly by enhancing 
risk management and 
corporate governance 
capabilities.

Fee income from banking 
services increased by 5.8 
percent in 2011; foreign 
exchange income 
increased by 36 percent; 
and gains on sale of 
investments rose to SR 
325 million, compared  
to SR 283 million in 2010.
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NCB organizational structure
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Our Shareholders

In 2011 the Bank improved its return on equity to 18.4 percent, up 
from 15.6 percent in 2010. Meanwhile, its Pillar 1 capital adequacy 
ratio (tiers 1 and 2) was 18.2 percent.

NCB also maintained its A+ rating from Standard & Poor’s and Fitch 
Ratings. This is the highest rating given to any bank in Saudi Arabia 
and reflects NCB’s financial strength and high liquidity levels, as 
well as its leading local and regional position.

Ensuring good governance

Governance practices at NCB
Sound governance is essential to long-term business success,  
and NCB ensures its governance practices meet the highest 
international standards. Specifically, the Bank has modeled its 
governance on the recommendations of the Organization for 
Economic Co-operation and Development (OECD) and internationally 
recognized corporate and public governance practices.

NCB is overseen by a Board of Directors that is ultimately 
accountable to shareholders and regulatory authorities for the 
Bank’s management. As of 31 December 2011, the Board had  
nine members.

All Board members are shareholders, in some cases as 
representatives of NCB’s institutional shareholders: the Ministry  
of Finance through the Public Investment Fund (69.29 percent 
ownership), and the General Organization for Social Insurance  
(10 percent). The roles of Chairman and Chief Executive Officer  
are separated. The Chief Executive Officer is the only Director  
currently serving on NCB’s executive management team.

The Board is required to meet at least six times each year.  
The Board functions in part through the work of its related 
committees, namely: Executive, Credit, Risk, Audit, Compliance, 
and Compensation and Nomination.

Directors’ compensation falls within the range suggested by  
SAMA. For full details please refer to NCB’s 2011Annual Report.

NCB convenes an Annual General Meeting (AGM), open to all 
shareholders holding 20 or more shares. The agenda is set in 
advance and Board members contribute to its development.  
Any participant in the AGM can contribute to the discussion  
of each agenda item.

The Board and its related committees receive reports at regular 
periods from various sources within the Bank, as well as external 
sources, to keep it readily informed. These reports relate to critical 
issues such as performance versus strategies and plans, financial 
results, quality of the loan portfolio, market and regulatory 
developments, external audit reports, new initiatives, and other 
notable matters.

As the highest governance body of the Bank, avoiding conflicts  
of interest at Board level is essential. NCB’s bylaws provide 
guidance and restrictions, as do the Banking Control law and the 
Saudi Companies law.

Board members must self-identify conflicts of interest and are 
expected to identify any known conflicts of interest of other Board 
members if those members do not self-identify. The overall 
performance of Board members is periodically reviewed by the 
Chairman, particularly with regard to attendance at meetings  
and responsiveness to matters of the highest importance.

An employee whistle-blowing mechanism exists whereby 
employees can raise issues relating to deliberate contraventions 
(i.e, fraud, manipulation of financial data, and non-adherence  
to the Bank’s policies and procedures) committed by other 
employees that results in a personal gain to these employees,  
or in operational risks to the Bank. This confidential mechanism  
is under the direct personal supervision of the Chairman and the 
Board of Directors.

NCB also maintained  
its A+ rating from 
Standard & Poor’s and 
Fitch Ratings. This is the 
highest rating given to 
any bank in Saudi Arabia 
and reflects NCB’s 
financial strength and 
high liquidity levels, as 
well as its leading local 
and regional position.

The compliance culture  
is being vigorously 
integrated across every 
aspect of NCB’s daily 
activities, in its business 
and financial integrity, 
and in policies and 
practices affecting 
privacy, information 
security, and ‘Know  
Your Customer’ (KYC).
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Planning process
NCB’s planning process involves two cycles: a strategic planning 
cycle to develop and review the Bank’s long-term strategy, and  
an annual operating plan (AOP) cycle covering each financial year.  
In accordance with the Bank’s corporate governance framework, 
the Bank’s strategy and AOP are reviewed and approved by the 
Board of Directors.

The Bank’s strategy is tracked quarterly and reassessed every year 
by the Senior Management Team based on the five-year strategy 
plan. The Chief Executive Officer, in conjunction with the Chief 
Financial Officer, develops annual high-level targets for the Bank. 
These targets are reviewed, updated, and agreed with the Board. 
An annual operating plan reflecting these targets is then prepared 
by each strategic business unit, reviewed by the Chief Financial 
Officer, and finally presented to the Chief Executive Officer. A 
consolidated AOP is then presented to the Board for approval.  
On acceptance, it serves as the framework guiding all business 
activities and the organizational focus for the year. For the first 
time, sustainability elements were added to the Bank’s 2015 
strategic targets.

Organizational performance management
NCB’s performance management framework has evolved in  
recent years to reflect organizational, regulatory, and governance 
transformations. At the organizational level, performance is 
monitored and reviewed at division, sector, subsidiary, and group 
levels. Monthly performance reviews of all sectors and strategic 
support units are conducted with the Chief Executive Officer. With 
the implementation of Basel II, new risk and capital governance 
models were set in place. The performance management 
framework was expanded to incorporate regular review of these 
measures by the Senior Management Team and Board.

Compliance
The ‘compliance culture’ can be defined as a set of values, 
attitudes, and beliefs that embraces the broad objectives of 
regulations, the promotion of clean and orderly markets, and the 
maintenance of confidence of the financial system. It is a culture 
that instinctively conducts its business in a way that minimizes  
the risk of regulatory failure and its resultant repercussions. The 
Compliance Division has a team of 47.

The compliance culture is being vigorously integrated across  
every aspect of NCB’s daily activities, in its business and financial 
integrity, and in policies and practices affecting privacy, 
information security, and ‘Know Your Customer’ (KYC). Significant 
regulatory demands create an implicit requirement for NCB to 
maintain a strong culture of integrated compliance that will allow 
the Bank to face the challenge of meeting multiple sets of 
requirements from regulators and business partners. As a result, 
NCB Compliance Officers now conduct regular evaluation of all 
business divisions across a range of essential criteria. 

To provide a standardized approach to manage compliance  
risk group-wide, implementation of ‘Compliance Product Risk 
Assessment’ has continued as part of the ongoing effort to 
adequately identify, assess, and mitigate compliance risk. This 
enables development of customer-focused responses that suit  
the competitive markets in which NCB operates, while complying 
with applicable rules and regulations. 

The Bank’s compliance culture has been strengthened by extensive 
training and production of a quarterly newsletter, ‘NCB Compliance 
Info’. Face-to-face training and e-learning modules for anti-money 
laundering and compliance have also been introduced, covering  
a wide variety of compliance and anti-money laundering topics.

Internal audit
The Bank’s Internal Audit division comprises 90 staff. Its primary 
goals are: to ensure that NCB has adequate internal control 
procedures in place; that administrative and accounting policies  
are satisfactory; and that the use of information technology is 
controlled and secure in accordance with Bank policies. The division 
has established internal audit standards that have strengthened  
and improved the Bank’s internal control culture and environment.

External audit
Ernst & young and KPMG audit NCB’s consolidated financial 
statements and express their opinion. They also present the 
management report to the Audit Committee and to the  
Board of Directors.

Th
e 

N
at

io
na

l C
om

m
er

ci
al

 B
an

k 
 |

  S
us

ta
in

ab
ili

ty
 R

ep
or

t 
20

11

53



Prudently managing risk

Protecting the Bank’s assets and customers’ wealth requires a 
continuous focus on identifying and mitigating a wide range  
of risks, including social and environmental risks.

NCB Group Risk Management (GRM) has a team of 140 people. 
From the Group’s head office in Jeddah it provides support to  
and oversight of NCB and NCB Capital. It also has a team based  
in Istanbul supporting our subsidiary, Türkiye Finans. The Division 
has specialists in credit risk, market risk, operational risk, portfolio 
management, and risk analytics.

2011 risk performance
In recent years, NCB has invested heavily in people, processes,  
and controls. This has already yielded dividends for partners  
and customers, improved the Bank’s control environment,  
and set strong foundations to support future growth.

NCB has built one of the strongest risk management teams of any 
bank in the Middle East. Its senior risk professionals are regionally 
based and industry focused, enabling the business to take prudent 
risks while ensuring it can respond swiftly to customer needs.

GRM is now fully staffed and specialists in various areas have been 
recruited. A medium-term succession plan will lead to more Saudi 
nationals assuming risk management responsibilities.

Automation of risk portfolio reports has helped reduce production 
time, while converting credit card application from paper to 
electronic processing has enhanced customer service. 

Economic capital models have been revamped, and establishment 
of risk metrics and periodic monitoring has helped align risk 
strategy with key NCB businesses.

Launch of the ‘GRMbassadors’ reward and recognition program 
has proved very effective as a staff motivation tool. 

Risks managed
Credit risk – the risk that one party to a financial instrument will fail 
to discharge an obligation and cause the other party to incur  
a loss. Credit exposures arise principally in credit-related risks 
embedded in loans, advances, and investments. There is also 
credit risk in off-balance sheet financial instruments, such as loan 
commitments.

Market risk – the risk that changes in market prices, such as special 
commission rate, credit spreads (not relating to changes  
in the obligor’s/issuer’s credit standing), equity prices, and foreign 
exchange rates (currency risk) will affect the Bank’s income or the 
value of its holdings of financial instruments.

liquidity risk – the risk that the Bank will be unable to meet its 
payment obligations when they fall due, whether under normal  
or stressed circumstances. liquidity risk can be caused by market 
disruptions or credit downgrades, which may cause certain 
sources of funding to be less readily available. 

Our Shareholders

Loans and advances

SR 000s Credit Cards Consumer Corporate Others Total

2011
Performing loans and advances 1,779,329 38,423,592 92,902,974 3,928,963 137,034,858
Non-performing loans and advances 79,745 203,127 3,782,980 205,417 4,271,269
Total loans and advances 1,859,074 38,626,719 96,685,954 4,134,380 141,306,127
Provision for credit losses (116,385) (745,305) (4,927,424) (227,517) 6,016,631
Loans and advances, net 1,742,689 37,881,414 91,758,530 3,906,863 135,289,496

NCB has built one  
of the strongest risk 
management teams  
of any bank in the  
Middle East. Its senior  
risk professionals are 
regionally based and 
industry focused, 
enabling the business to 
take prudent risks while 
ensuring it can respond 
swiftly to customer needs. 

It also raises confidence 
among NCB’s business 
partners in doing 
business with the Bank  
as an organization with 
demonstrable resilience.

54



Compliance risk – the current and prospective risk to earnings  
or capital arising from violations of, or non-conformance with, 
laws, rules and regulations, prescribed practices, internal policies, 
and procedures or ethical standards. Non-compliance risk also 
arises with products or activities of the Bank’s clients that may be 
ambiguous or untested with regard to compliance, for which the 
risk exposes NCB to fines, civil money penalties, payment of 
damages, and the voiding of contracts. 

Social and environmental risks – these have been, to an extent, 
covered by NCB’s existing risk management frameworks, policies, 
and procedures. Nevertheless, we recognize that from  
a sustainability perspective, the Bank’s screening of social and 
environmental risks needs to be further developed.

Business Continuity Management
NCB is accredited with the BS-25999 standard in business 
continuity management (BCM). This standard provides a common 
framework based on international best practice and ensures that 
the NCB BCM program is aligned with the BSI code of practice.  
It also raises confidence among NCB’s business partners in doing 
business with the Bank as an organization with demonstrable 
resilience. In practical terms, the certification process improves 
organizational resilience when faced with disruptions, and enables 
delivery of a proven response in achieving the key objectives 
efficiently and effectively. 

The future
The robust economic outlook for Saudi Arabia in 2012 will 
generate opportunities for growth and, at the same time,  
our strong capital position will assist us in the further tightening 
regulatory environment ahead. The global challenges of a low 
interest rate environment and more intense competition will be 
pressing, set against the ongoing general climate of international 
economic uncertainty.

We continue to navigate a prudent path through these realities  
by delivering excellent service to our customers and, in the 
process, establishing a leading position in all our core segments 
and products. We will continue to strengthen governance in all  
its forms, invest in developing the collaborative talent we have 
around our organization, and broaden our footprint across  
the Kingdom.
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Objectives
The purpose of this policy is to set out the principles for applying 
sustainability management within NCB and allocating responsibility 
for sustainability performance.

Effectively implemented, this policy should:
•  Drive NCB’s sustainability performance in relation to all its 

stakeholders
• Enhance NCB’s financial performance
• Enhance NCB’s business performance
• Enhance the development of the communities in which we operate
• Minimize NCB’s environmental impacts
•  Support the development of the Kingdom of Saudi Arabia in a 

sustainable and responsible manner

Principles 
As part of the implementation of NCB’s sustainability management, 
NCB will broadly aim to:
•  Engage stakeholders to understand and respond to their 

priorities and expectations
•  Insist on integrity, honesty, accountability, transparency, and 

trust. This includes public reporting on performance against  
all issues that are material to stakeholders

As part of the implementation of NCB’s sustainability 
management, NCB will specifically aim to:
• Offer innovative Shariah-compliant solutions
• Provide a responsive, convenient, and efficient service
•  Improve our management of resources and minimize our 

environmental impacts
•  Honor our commitments and enhance our standing in the 

business community
• Practice and promote responsible competitiveness
• Attract, retain, and optimize talent
• Foster diversity and human rights

•  Design and manage programs that address critical needs in  
our society in the fields of job creation, education, health,  
and social issues

• Create economic value
• Ensure good governance
• Prudently manage risk

This policy encapsulates any existing NCB policies relating to the 
above principles and all relevant current legislation.

Implementation 
Sustainability management will be fully adopted and integrated into 
all operations of NCB and in all manners available, to ensure the 
creation of a strong culture of sustainability within NCB and among 
its stakeholders. NCB’s Strategic Plan and Annual Operating Plan 
(AOP) will incorporate all necessary plans and actions to ensure the 
achievement of continuously improving sustainability performance. 
Implementation is the responsibility of all managers and employees. 

Compliance and reporting
NCB will report publicly on its sustainability performance  
through its annual Sustainability Report. Every NCB manager is 
responsible for ensuring that the principles set out in this policy 
are communicated to, understood, and observed by all employees, 
and for ensuring compliance in their area of responsibility.

Sustainability framework 
As a graphic depiction of its sustainability policy, NCB has developed 
a sustainability framework (see page 3) that sets out the six key 
stakeholder groups and their priority issues.

NCB has identified the six stakeholder groups through a process  
of internal analysis and verification by specialist consultants. It is 
essential for NCB to understand and respond effectively to the 
priorities of its stakeholders in order to achieve success. Engaging 
with stakeholders is also a critical feedback mechanism in managing 
and enhancing economic, social, and environmental performance.

NCB is committed to sustainability management and the pursuit of sustainable development. 
NCB defines sustainability management as the integrated management of economic, 
environmental, and social performance with the goal of creating value for all stakeholders. 
We simply consider it to be the next step in business excellence. 

Our Sustainability Policy

Th
e 

N
at

io
na

l C
om

m
er

ci
al

 B
an

k 
 |

  S
us

ta
in

ab
ili

ty
 R

ep
or

t 
20

11

57



Our Stakeholders

Offering innovative Shariah-compliant  
solutions

Providing a responsive, convenient,  
and efficient service

Improving our management of resources  
and minimizing environmental impacts

Honoring our commitments and enhancing 
our standing in the community

Practicing and promoting responsible 
competitiveness

How we engage 
•  Branch network and Corporate  

Service Centers
•   Electronic channels 
•  Dedicated Relationship Managers 
•  Meetings and customized servicing
•  Regular market surveys to gauge customer 

expectations, satisfaction, and loyalty
•  Regular customer focus groups
•  Dealing with customer query/complaints
•  ‘Know Your Customer’ (KYC)

Frequency: daily

How we engage 
NCB and its suppliers impact on our 
environment through:
•   Use of water
•   Use of power
•  Production of waste
•  Production of greenhouse gas emissions

Frequency: daily

How we engage 
•  Normal business transactions with  

suppliers of goods and services
•  Board of Directors’ meetings
•  Ongoing contact with regulators  

(reports, visits, requests etc)
•  Supporting sustainability initiatives  

in the region
•  Annual event

Frequency: daily

Stakeholders’ priority issues
•  Security of deposits
•  Shariah compliance
•  Comprehensive range of services
•   Service quality and customer care
•  Modern and efficient branches and  

Corporate Service Centers
•  Reliable electronic channels
•  Accessible and affordable financing
•  Reasonable fees and charges 

Stakeholders’ priority issues
•  Improvement in the measurement  

of resource consumption
•  Environmental initiatives that lead to the:
 –  Reduction in use of water
 –  Reduction in use of power
 –  Reduction in production of waste
 –  Reduction in overall greenhouse  

gas emissions 
•  Provision of environmental leadership 

Stakeholders’ priority issues
•  Fair opportunities provided to and 

treatment of suppliers 
•  Long-term protection of minority 

shareholders’ investments
•  Financial health and long-term 

stability of NCB
•  NCB leadership in sustainability  

within the region

NCB’s response
•  Shariah-compliant retail banking services
•  Ongoing roll-out and improvement of 

electronic channels
•  New and improved product offerings
•  Better access to consumer finance 
•  Continuous enhancement of customer 

service standards

NCB’s response
•  Improved measurement of resource usage
•  Water and power usage reductions
•  Recycling initiatives
•  Development of Environment Policy/Plan
•  Establishing the Environment Steering 

Committee (meets quarterly)
•  Establishing the Environment Unit
•  2015 targets for electricity, water and 

paper savings
•  Environment related conferences

NCB’s response
•  Abiding by contractual agreements  

with suppliers
•  Net income and asset growth for minority 

shareholders
•  Continuous dialogue with regulators and 

prompt responses to requests 
•  Establishing the Business Partners Steering 

Committee (meets quarterly)
• Development of Business Partners Policy

Our  
Customers

Our  
Environment 

Our  
Business  
Partners 
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Attracting, retaining, and optimizing talent

Fostering diversity and human rights

Designing and managing programs that 
address critical needs in our society in the 
fields of job creation, education, health, and 
social welfare

Creating economic value

Ensuring good governance

Prudently managing risk

How we engage 
•  Induction program
• Employee engagement surveys 
•  Training and development
•  Regular meetings
• Management meetings
•  Annual performance reviews
• Town hall

Frequency: daily

How we engage 
•  Dedicated Corporate Social Responsibility 

(CSR) unit designs and manages programs
•  Collaboration with a number of institutions 

(governmental and non-governmental) 
•  Continuous interaction with communities 

and beneficiaries
•  Direct feedback mechanisms

Frequency: daily

How we engage 
•  Annual General Meeting
•  Board of Directors’ meetings
•  Executive Committee meetings

Frequency: quarterly

Stakeholders’ priority issues
•  Remuneration and pension plans
•  Skills development 
•  Workplace environment
•  Merit-based compensation and promotion

Stakeholders’ priority issues
•  Reducing unemployment
•  Improving education quality and access
•  Improving health services
•  Assisting the poor

Stakeholders’ priority issues
•  Long-term protection of shareholders’ 

investments
•  Generate a growing stream of  

high-quality earnings over time
•  Sound corporate governance
•  Prudent management of risk
•  Management of NCB’s reputation

NCB’s response
•  Competitive remuneration 
•  Increased training
•  Major Saudization drive 
•  Program to enhance annual performance 

reviews for all staff 
•  Management and Leadership Development 

Program (MlDP)
•  Increasing female employees to 20%  

(by 2015)
• Coaching and mentoring programs

NCB’s response
•  Significant financial commitment
•  Prioritized four strategic areas: 

employment, education, health, and  
social programs

•  Staff volunteer program
•  Range of sponsorships and donations

NCB’s response
•  Net income growth
•  Total asset growth
•  Strengthening of risk management 

capabilities
•  Ongoing development of the  

corporate governance framework

Our  
People

Our  
Community 

Our  
Shareholders
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This is NCB’s fourth full-year sustainability report, focusing on 
performance in 2011. Our previous sustainability report was 
published in May 2011.

Process for defining report content
This report focuses on our priority sustainability issues. We have 
identified these priority issues through a process that incorporates 
the GRI’s principles for defining report content. These include:

Materiality
We believe we have covered all major issues that reflect the 
organization’s significant economic, social, and environmental 
impacts, or that would substantively influence the assessments 
and decisions of stakeholders. 

Stakeholder inclusiveness
We have considered all of our stakeholders. For our key 
stakeholder groups, we have outlined how we engage with them, 
their interests and expectations (as we understand them), and our 
responses. We hope they will read this report and share  
their feedback. 

Sustainability context
We have taken into account global trends towards sustainability 
while considering the regional and local contexts in which we operate.

Completeness and boundaries of this report
As this is our fourth full-year report (and fifth sustainability report), 
we have attempted to be as complete as possible in accounting 
for our sustainability performance, while also being realistic about 
boundaries. These boundaries are outlined below. 

Reporting cycle
We will report on our sustainability progress annually.

Report boundaries and limitations
This 2011 full-year report covers all operations of NCB within the 
Kingdom of Saudi Arabia, unless otherwise stated. Apart from the 
2011 financial figures, the report does not cover the operations of 
NCB Capital or Türkiye Finans Katılım Bankası, of which NCB has a 
controlling stake, unless otherwise indicated. 

Ensuring quality in our sustainability reporting
From the outset, ensuring the quality and credibility of this report 
has been of utmost importance. We have used the GRI ‘Reporting 
Principles for Defining Quality’:

Balance
We aspire to report in a transparent way about achievements  
as well as the areas where we must improve performance.  
We acknowledge that we are only in the early stages of adopting 
sustainability. This means there is tremendous opportunity for 
performance gains.

Comparability
We have provided four years of comparable data wherever possible 
and credible, for the majority of indicators.

Accuracy and reliability
We have invested significant time in calculating many indicators 
whose data was indirectly available but never previously tracked or 
managed. We have attempted to track and collect this new data 
in a way that could in future be audited. As a result of this effort, 
to the best of our knowledge the numbers included in this report 
fairly represent actual impacts. Where accuracy is in question, or 
where any estimates have been used, this is specifically noted. 

Clarity
This report targets a wide range of stakeholders, with hugely 
different awareness and appreciation of sustainability. We have 
tried to cater to all ranges of readers. 

Assurance
As noted, all financial numbers in the report are based on audited 
financial statements. In addition, we have submitted this report to 
GRI, which has checked it and confirmed it to be GRI Application 
level B. A GRI check assesses the transparency of the report – it 
checks what has been included, but does not check the accuracy 
of the included content. We have not yet made any firm 
commitment to audit non-financial data in our forthcoming 
reports. We do, however, recognize the importance of assurance 
to the accountability process.
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Global Reporting Initiative Index

GRI Page(s)
1.1 4, 57

1.2 4, 57

2.1 62

2.2 10, 11, 12, 13

2.3 51

2.4 54

2.5 60

2.6 52, NCB is wholly Saudi owned, with the Public 
Investment Fund and the General Organisation for 
Social Insurance holding 79% between them. The 
remaining shares are held by Saudi businessmen.

2.7 10-13, 60

2.8 6, 28, 50

2.9 11, 12, and 11 new branches & corporate  
service centers

2.10 11

3.1 60

3.2 The previous report was the NCB 2010 
sustainability report.

3.3 60

3.4 Back cover of the report

3.5 60

3.6 60

3.7 60

3.8 60

3.9 60

3.10 No re-statement

3.11 No significant change

3.12 61

3.13 60

4.1 52

4.2 52

4.3 52

4.4 52

4.5 52

4.6 52

4.7 52

4.8 20, 42, 57

4.9 57, 58, 59

4.10 57, 58, 59

4.11 54, 55

4.12 23, 27

4.13 27

4.14 58, 59

4.15 60

4.16 58, 59

4.17 58, 59

Disclosure of Management Approach 
Economic – 12, 27, 50, 62
EC1 

COMM 50

EC3 We pay into the General Organisation for Social 
Insurance to support employee pensions

GRI Page(s)
lA14 31, 34, 35 

Disclosure of Management Approach 
Social: Human Rights – 37
HR1 

COMM We follow Saudi laws & regulations

HR2 26, 37

HR3 None

HR4 No incidents reported.

HR5 None, No trade unions in Saudi Arabia.  
However, NCB systematically engages with its 
employees collectively. Page 35

HR6 37

HR7 37

HR8 Zero

HR9 Zero

Disclosure of Management Approach 
Social: Community – 11, 12, 13, 14, 15, 27, 42, 53, 54

SO1 41, 47

SO2 All our business units audited regularly by our 
audit & compliance divisions

SO3 2,362 employees in NCB were trained for 
Compliance during 2011

SO4 No incidents reported

SO5 27

SO7 None known

SO8 No significant fines 

Disclosure of Management Approach  
Social: Product Responsibility – 6, 15

PR1 All our products are checked & approved by the 
Saudi Monetary Agency

PR2 Not none

PR3 As per Saudi national law

PR5 6, 15

PR6 As per Saudi national law

PR8 Proprietary information

PR9 No monetary fines

Financial Sector Supplement 

FS1 20, 21, 54, 55

FS2 20, 21, 54, 55

FS3 61

FS4 20, 21, 37

FS5 26, 27

FS6 13

FS9 53, 54

FS13 12

FS15 13, 14

FS16 41

GRI Page(s)
EC4 No financial assistance received from the 

government
EC6 24, 26

EC7 32

EC8 13, 14

EC9 12, 13, 27

Disclosure of Management Approach  
Environment – 20, 21, 22, 23, 30, 61

EN1 23

EN3 No direct energy consumption

EN4 22

EN5 23

EN6 12, 13, 23

EN7 23

EN8 21

EN9 Municipal and desalinated water

EN11 Not applicable as no branches or locations 
threaten biodiversity.EN12

EN13
EN14
EN15
EN16 

COMM 16, 22

EN17 22

EN18 23

EN19 None known

EN20 None known

EN22 
COMM No hazardous materials, 164 tons of waste was 

recycled in 2011
EN23 No chemicals in our facilities

EN24 No hazardous materials in our facilities

EN25 All our discharged water go in the municipality 
sewage system

EN26 12, 13, 23

EN27 Zero

EN28 All our premises build/leased with permissions 
from the municipality

Disclosure of Management Approach 
Social: Labor Practices – 31, 32, 34, 35, 36

lA1 33

lA2 34

lA3 31

lA4 37, There are no trade unions in  
Saudi Arabia.

lA5 Minimum of 30 days are per Saudi  
labor law 6-2007.

lA7 Zero

lA8 35, 36

lA10 34, 35

lA11 34, 35, We also provide end of service awards  
as required by Saudi labor law.

lA12 37, All employees

lA13 33 Fully covered indicators Partially covered indicators
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Background to NCB

The National Commercial Bank (NCB) is Saudi Arabia’s largest financial institution.  
For 60 years, people have looked to NCB for leadership, have welcomed its innovation 
and quality customer service, and considered it a trusted, ethical partner in their 
professional and personal lives.

First
Since 1953, NCB’s name has been synonymous with leadership 
and pioneering spirit. In many ways, the Bank’s growth since  
the 1950s has mirrored the development of modern Saudi 
Arabia. Today, with more than 2.8 million customers, it is one  
of the region’s most trusted brands. 

NCB is rated A+ by Standard & Poor’s and Fitch Ratings, the 
highest in the Saudi banking sector. 

Saudi
The pre-eminence and respect gained over the years is mainly 
due to NCB’s empathy and partnership with people across the 
Kingdom – a special position of trust where it is known simply  
as ‘Bank AlAhli’, the national bank. 

NCB is wholly Saudi owned and its customers are overwhelmingly 
Saudi, as are most of its management team, and 90 percent of 
employees in the Kingdom.

Group
In recent years, NCB has evolved to become a full-fledged 
financial services group. The first step in this process came in 2007 
when all Saudi banks segregated their capital market operations 
as stand-alone entities. NCB Capital is now Saudi Arabia’s leading 
wealth advisor and the Kingdom’s largest asset manager.

NCB has had extensive international reach for many years, 
present in key centers such as Bahrain, lebanon, Singapore, and 
South Korea. The Bank’s first major cross-border acquisition was 
in 2008 when it purchased a majority holding in Türkiye Finans 
Katılım Bankası, one of Turkey’s leading participation banks.

Sustainable
The principles of sustainability are now viewed as central to  
NCB’s strategy, and potently relevant to the challenges facing  
all banks, companies, and countries in the new global  
economic environment. 

NCB was honored to receive the King Khalid Award for 
Responsible Competitiveness in 2008, 2009, and 2010. The  
King Khalid Foundation has acknowledged NCB’s pioneering  
role in this area, seen as vitally important for Saudi Arabia  
and the Middle East region.

Trusted
Generations of Saudis have looked to NCB – not only as a 
homegrown bank, but as an ethical and reliable partner.  
As a major economic player, NCB appreciates the difference  
it can make within communities. It aims to lead by example  
and act responsibly in all initiatives, business or social.

For instance, as an employer, NCB embraces diversity and runs 
many programs that equip Saudi men and women with greater 
skills, knowledge, and opportunities. It also aims to hire and 
promote people to work in their own region, contributing to 
local economic development.

Engagement with the community is deep and long-standing.  
The Bank’s CSR activities focus on helping the needy, addressing 
specific social problems, financing educational and health-related 
activities, and fostering micro and small businesses. These 
programs are carefully managed to ensure that tangible results 
emerge from the significant investment of time and money.
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Custodian of the Two Holy Mosques
King Abdullah Bin Abdulaziz Al-Saud

HRH Prince Naif Bin Abdulaziz Al-Saud
 Crown Prince, Deputy Prime Minister and
Minister of the Interior



The National Commercial Bank 
PO Box 3555, Jeddah 21481, Kingdom of Saudi Arabia

www.alahli.com 
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Together we can help the environment
As part of NCB’s commitment to conservation, we are reducing the print-runs of all corporate  
reports. Many people have already indicated they prefer to receive digital versions. To view English 
or Arabic digital versions of our reports, please visit the ‘About Us’ Section at www.alahli.com.

Feedback  We welcome your comments on this report. 
These should be directed to corporatecomms@alahli.com 
or we may be contacted directly on +966 2 646 4288. 

Mixed Sources  All NCB corporate reports are printed 
using FSC certified papers, which are from well-managed 
forests and other controlled sources. www.fsc.org




