




Mashreq’s innovation history:         

Introduce a comprehensive corporate 
cash management solution o�ering 
(GTS)

First green energy 
Mobile - ATM vehicle

Introduce Point-of-Sale 
terminals

Issue debit/credit cards

O�er Visa Connectivity 
across the world

Launch full service digital bank 
«MashreqNeo»

Integrate Emirates ID with bank account 
and allow its usage as Debit Card

First bank to implement Buyer Led 
Supplier Financing (BLSF) to support 
the suppliers of major buyers

Centralize branch operations and 
foreign trade services 

O�er direct banking center

Introduced first chat bot for customer 
interface (Mashreq Bot)

Launch UAE's first fully EMV Chip & PIN 
compliant mobile POS solution

Introduce consumer loans

Mashreq was the first bank in UAE to:

Products & Customers

From its inception, Mashreq has pioneered the development of customer-centric, innovative 
and socially relevant products and services, including foreign trade services, direct banking, 
and comprehensive mortgage products. The bank has consolidated its market leadership by 
being the first UAE bank to install ATM cash dispensers, the first to issue debit and credit cards, 
and the first to introduce consumer loans – all driven by insights from our customers about 
what would make their lives easier. 
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Digital first approach: Digital banks, branch rationalization, Multi-channel 
o�ering, Strategic partnerships

BRANCHES

29 branches incl.
17 full-service branches  
and 12 EBSUs

MULTI- CHANNEL

Customers experience 
innovative 
multi-channel banking 
functions like Mashreq 
Mobile, MOL. smart 
Kiosks, ITMOs and 
Slime lines

DIGITAL ONLY

NEO and NEOBiz are 
the 2 new digital banks 
that give the customer 
an Omni- channel 
banking experiennce

PARTNERSHIPS

Building Ecosystem 
and Strategic 
partnerships with key 
retailers to increase 
our presence

At the core of these product and service developments is an unwavering commitment towards 
customer-centricity. Mashreq values the needs and requirements of customers, especially in a 
world that’s becoming more and more digital. Whether customers require more investment in 
transforming ideas into solutions or the power of digitalisation to provide a seamless banking 
experience, the bank is prepared and enthusiastic to develop and deliver products and services 
that are of value to its customers, enriching their lives. Through Mashreq’s digital-first approach, 
customers can benefit from a banking experience that is convenient, tailored to their needs, 
and meets their evolving demands.
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• First bank to launch Alipay in the UAE

• Payment tracker for real-time 
  corporate payments

2017 2020

2018

• First green energy Mobile - ATM vehicle

• UAE's first full-fedged digital bank-Mashreq Neo

• First mobile banking in GCC for 
  international market investment

• Region's first block chain KYC data
  sharing consortium

• e-mortgage system with DLD

Product Development, Digitalisation, & Innovation
We have a history of innovating - note how our products have grown in the past three years:

In addition to product innovations, 2020 saw Mashreq launch a number of partnerships 
for product and service development, and research-based contributions. 
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Our specific product innovations, partnerships for product and service development, and research-based 
contributions from the year 2020 are further elaborated upon below. 

Partnerships
Dubai Road and Transport Authority

In July, Mashreq was granted the naming rights to what was formerly known as Sharaf DG metro 
station, by the Dubai Roads and Transport Authority (RTA), and launched the Mashreq Metro 
Station. This location is a key transport hub for many Mashreq customers located nearby, who 
can now enjoy an enhanced travelling experience with Mashreq’s digital banking service which 
is available at the station. Furthermore, Mashreq has installed interactive digital LED signage 
and digital kiosks at the station and is exploring more digital assets powered by touch 
technology, to o�er a more modern and interactive experience for commuters. 

Partnerships
NIUM

In February 2020, Mashreq signed an agreement with NIUM, a leading company in cross-border 
digital payments, and has become the only bank in the UAE to o�er instant or same-day credit 
to more than 30 countries. Available 7/24, this QuickRemit service, along with its transparency, 
flat fees, no correspondent bank charges, and speed of transfer brings unprecedented benefits, 
cost-savings, and convenience to its customers. Through this partnership, Mashreq and NIUM 
are aiming to capitalise on the growing remittance market in the UAE. It is also a part of 
Mashreq’s overarching strategy to introduce innovative products and services that o�er 
seamless digital banking to its customers.

Partnerships
Startupbootcamp FinTech Dubai

Mashreq bank joined the Startupbootcamp FinTech programme in Dubai to develop the 
regional FinTech ecosystem. This programme was designed to identify and nurture some of the 
best start-ups in the FinTech industry. Across three selection processes, Startupbootcamp 
FinTech Dubai helped a total of thirty start-ups, each chosen from a panel of more than a 
thousand of the most promising Fintech companies around the world. Startupbootcamp 
FinTech Dubai was launched in October 2018 and the first acceleration programme started in 
February 2019, welcoming ten teams from seven countries, out of which three start-ups were 
sourced from the UAE. The platform enabled a deeper connection between the corporate world 
and the best-of-breed start-ups, with the goal of designing and introducing innovative 
financial products to the market that will make a di�erence in our lives.
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Partnerships
Dubai International Financial Centre

The Dubai International Financial Centre (DIFC) and Mashreq introduced in March 2020 the 
region’s first blockchain data-sharing platform, to support licensed businesses and corporates 
to open digital bank accounts instantly. This initiative is called Know Your Customer (KYC), and it 
is supported by digital account-opening, customer identification and registration technology 
that was unveiled as a market-first in the Middle East. The quality and integrity of corporate KYC 
information, as well as the quality of the customer experience when opening a bank account 
with the assistance of a KYC process, complements the ease of doing business in the DIFC. DIFC 
and Mashreq also collaborated to define the business and operating framework, technical 
architecture, customer data protection schedules, Business Continuity and Disaster Recovery 
plan, and set up the blockchain connectivity. Norbloc provided the blockchain platform (Fides), 
Gowling WLG assisted in drafting the legal agreements, and Deloitte supported Mashreq with 
overall governance and programme management.

Additionally, Mashreq is one of the few banks opening escrow accounts for owners’ associations 
under DIFC’s jurisdiction, and it also o�ers advisory services to real estate developers and 
owners’ associations based in the DIFC. Due to this agreement, owners’ association companies 
will be provided with a range of innovative, relevant, and reliable payment solutions as well as 
online access, which ensure independent management of their accounts, collection of service 
charge contributions, and monitor of spend based on approved budgets. Mashreq will act as a 
trustee between DIFC and owner association companies, and it will also provide a dedicated 
Real Estate Trust team, to assist these companies with expansive and holistic advisory services. 

SME Partnerships
Sharjah Media City

In June 2020, Sharjah Media City (Shams) and Mashreq announced a strategic partnership to 
support SMEs in the region. Mashreq will support Sharjah Media City’s SMEs in opening new 
business accounts and kickstarting their businesses. It will also give advice on how to grow a 
profitable and sustainable business. Mashreq will also be providing Sharjah Media City’s 
customers with a unique point of contact in order to make communication and customer 
journeys seamless and to further nurture both organisations’ goal of supporting the SME 
ecosystem. Moreover, these customers will benefit from Mashreq’s recently announced relief 
package for all its SME customers in view of the COVID-19 pandemic. 
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SME Partnerships
Dubai Multi Commodities Centre

Mashreq Bank and the Dubai Multi Commodities Centre (DMCC), the world’s flagship Free Zone 
and Government of Dubai Authority on commodities trade and enterprise, signed a 
Memorandum of Understanding (MoU) to strengthen support for SMEs and start-ups in Dubai in 
November 2020. Under the terms of the MoU, Mashreq and DMCC will collaborate to provide 
businesses with simplified access to banking services. DMCC members, which include startups, 
SMEs and entrepreneurs, will benefit from comprehensive support in opening a Mashreq NEOBiz 
digital bank account, enabling them to enjoy convenient, secure and cost-e�ective banking 
services and focus fully on their core business. 

Research

Mashreq has partnered with leading consultancies MEED, Gulf Intelligence and Frost Sullivan 
to develop leading industry insights for the benefit of the community. A number of Think Tanks 
across sectors such as Technology, Retail, Hospitality, Energy and Construction was 
established which brought together key industry representatives, consultancy and advisory 
firms, and financial services companies to provide strategic recommendations for a more 
sustainable growth in the UAE. 

Research
UAE Think Tank – Enabling Future Generations

The UAE Technology Think Tank consisted of senior executives, academics and other 
representatives from the UAE technology and telecoms sector to examine what steps could 
be taken to support the UAE’s ambition to become a centre of excellence for technology 
research and innovation. The first white paper from this think tank encouraged the UAE’s 
technology and telecommunications industry to make next-generation broadband telecoms 
(5G) available to as many people as possible. The report provided 18 recommendations, 
which if implemented, would create an environment to support a strong tech sector in the UAE 
to enables success for future generations. 
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Research
UAE Think Tank – Actions to Support the Retail Sector

UAE Retail and Malls Think Tank was a focus group comprising senior industry players from 
across the UAE retail and malls sector brought together to highlight the issues facing the UAE 
retail industry. The first white paper from the Think Tank, Resilience in Retail and Malls, assessed 
the problems introduced by Covid-19 and provided 25 recommendations that can help 
overcome these challenges. The report sought to understand how the retailers, mall owners, and 
operations could develop resiliency in their business models and operations. 

Research
Healthcare in the GCC

Research from Mashreq and Frost & Sullivan projected the revenue of the healthcare industry 
in the GCC to remain resilient in 2020, with some sub-sectors even showing trajectories of 
growth. The research further found that to overcome physical challenges imposed by 
COVID-19, the GCC healthcare sector will need to accelerate investments in telehealth and 
local manufacturing. Furthermore, hospitals in the GCC were predicted to increase digital 
infrastructure investments, in accordance with the expectation of an increase in virtual 
patient visits.

Customer Satisfaction, Engagement, & Rights

Mashreq’s strong focus on community involvement in product and service-related ideation, 
ability to give support and feedback, and e�cient complaint resolution process has allowed our 
Net Promoters Score (NPS) to increase dramatically between 2019 and 2020. The NPS is a 
measure of customers’ loyalty towards a brand. Even though the pandemic caused business 
disruptions and customer-related challenges worldwide, Mashreq’s customer-centric 
approach ensured that we continued to grow in our journey to meet our customers’ needs. Our 
NPS score for 2020 in the UAE more than doubled as compared to 2019.
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Customer Satisfaction, Engagement, & Rights
Engagement Through Online Research/Insights

Understanding customers’ needs and garnering insights from the larger community drives 
Mashreq’s product and service development. On an ongoing basis, Mashreq runs online research 
and customer insight programmes as, in this age of constant market disruption, business leaders 
have found that their greatest competitive advantage is to have a direct relationship with their 
most valuable audiences. An online research/insights programme engages individuals who have 
willingly opted to engage in research activities, including quantitative and qualitative studies, on 
an ongoing basis.

Customer Satisfaction, Engagement, & Rights
Customer Rights

Currently, product and service terms & conditions are available to customers via the Mashreq 
website and application material. On certain products, pre-processing checks in the form of 
callbacks, quality checks and confirmation are available in order to confirm product dynamics. 
This will be supported by marketing wording, disclosures and transparency that starts at 
product onboarding. It will also be supported throughout campaigns while the customer is in a 
relationship with Mashreq.

Customer Satisfaction, Engagement, & Rights
Customer Satisfaction & Complaint Resolution

Mashreq has a dedicated independent unit in place to investigate and take corrective action 
when dealing with customer complaints. If the customer needs more information about a 
product or service, they can reach out to the call centre or raise an inquiry on the website or 
through Mobile Banking.
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Some population segments have historically found it di�cult to access financial services, so it 
is doubly important to ensure that they are able to use the services they need. These 
population groups include women, people of determination, and entrepreneurs. As a result, 
Mashreq has focused on services for:  

Mashreq NeoBiz is a full-service digital bank, available through a mobile app, exclusively for 
SMEs, start-ups and young entrepreneurs in the UAE. It provides entrepreneurs with the 
services they need in order to conduct their business activities, along with educational and 
supportive resources. 

Financial Inclusion

Financial inclusion, which refers to the availability, accessibility, and a�ordability of financial 
services for all segments of a population, is a critical responsibility of any financial institution. It is 
one of the drivers behind the Sustainable Development Goals and is critical in alleviating and 
eradicating poverty. 

In terms of financial literacy and awareness, Mashreq’s targeted fraud awareness campaigns 
have focused on teaching customers how to make safe, secure, and smart financial decisions 
and transactions online. Moreover, Mashreq has seen an increase in its proportion of Emirati 
customers participating in formal banking services.

Financial Inclusion
SMEs

Financial Literacy and Inclusion 2018 2019 2020

952 1, 813 3,147

70% 78% 81%

Employee Engagement 

Percentage of new accounts held by 
first-time account holders
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Mashreq has Braille keypads; lowered machines that can be accessed by people in 
wheelchairs; and self-serve ATMs designed to meet height and reach requirements in 
accordance with standards in wheelchair accessibility. For wheelchair users, the ATM o�ers an 
excellent alternative to our desk service. From the current Branch and Electronic Banking Service 
Units (EBSU) locations, 11 facilities are physically accessible for our Customers of Determination.

Financial Inclusion
People of Determination 

Mashreq ensures that marketing campaigns to promote our products and services are 
appropriate and clear to customers. If a customer finds any marketing material misleading or 
unclear, they can raise their concerns through a number of channels and the relevant team will 
take responsibility for addressing the issue. Also, as per the UAE Dubai Economic Department 
guidance, every marketing promotion is required to have a valid DED review and approval of the 
o�er and final redemption of any sweepstakes communicated by Mashreq to the UAE customers

Marketing & Labelling
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Established roles and responsibilities throughout Mashreq to promote and maintain the privacy 
of personal information, and reasonable steps taken to verify that personal information is 
relevant, correct, complete, and current for the purposes for which it is used.

Responsibility

Provide clear, readily accessible, and reasonable notices and policies describing how 
personal information is collected, used, accessed, disclosed, and protected.Transparency

Maintain reasonable physical, administrative, and technical safeguards and other measures 
to protect personal information from loss, misuse, unauthorised access, disclosure, alteration, 
or destruction.

Security 

Processes and procedures to limit the collection, use, and storage of personal information to 
the business purposes defined in the privacy policies, and to respond to inquiries or 
complaints related to the processing of personal information.

Focus on 
Processes

Where required by law, provide individuals with the ability to correct, amend or delete their 
personal information. In the event of a data security incident involving personal information, 
notify a�ected individuals, consistent with applicable law.

Access

Provide individuals appropriate choices over whether and how personal information is 
collected, used, and disclosed. Obtain consent to process personal information consistent 
with applicable law.

Choice

Transfer personal information to third parties and across country borders consistent with the 
privacy policies and applicable law.Transfer

Monitor applicable privacy laws and periodically reassess our privacy practices to confirm 
that privacy policies, procedures, and processes are e�ective, complete, and correct.

As a financial institution, Mashreq is privy to our customers’ most private and sensitive data, and 
is committed to reassuring them regarding the protection of this data. The ‘privacy principles’ 
guide how Mashreq handles and protects the personal information of its employees, customers, 
and other individuals:

Data Protection & Privacy

 Reassessment
and Monitoring
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7. Corporate Social Responsibility

CORPORATE 
SOCIAL 

RESPONSIBILITY
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Mashreq’s CSR policy defines it as the integration of stakeholders and the customer’s society, 
community and environment into a company’s business operations.

For Mashreq, the goal of corporate social responsibility is to create a positive impact for its customers, 
communities, employees, and the environment. Our CSR programme was o�cially launched in June 
2011, and it is managed by the CSR & Internal Communications Unit, with support from the 
Emiratisation HR Unit and the UAE National Learning & Development Unit. 

Since its inception, the bank has promoted charitable activities that are dedicated to young people, 
art and culture, the underprivileged, and health and wellbeing. These activities are bolstered by a 
strong commitment to volunteerism, and partnerships with other organisations to widen the scope of 
our impact. 

In 2020, Mashreq further refined its CSR activity to support two key pillars of its overall strategy- those 
of gender equality through female empowerment, and the inclusion of People of Determination. 

AED 1 million was paid to Dar Al Ber Society as part of the Mashreq CSR Ramadan Campaign.

We have also created Ahsen Charity, which is Mashreq's digital charity programme to help people in 
need. It works in association with the UAE's oldest charities, Beit Al Kheir Society and Dar Al Ber Society. 
One of Ahsen Charity’s projects, Support 50 Orphans, is now complete, and it has raised AED 300,000 
that will go towards providing orphans with food, clothing, and shelter.

Community Investment 2018 2019 2020

0.80 1.00 1.00Total Community Investment (in AED millions)

Our community investment has been:

Reiterate and reinforce our corporate values through our action and communications, 

including but not limited to Respect, Cooperation, Inclusion, Diversity and Unity

Educate and engage with all our employees, customers and partners to achieve higher 

levels of involvement, participation and contribution in all our ongoing CSR activities

Direct our enthusiasm and e�orts towards achieving greater good in communicatons 

through the pillars of Year of Tolerance, Education, Environment, and Community.

Align ourselves closely with the UAE's national observance of Year of Tolerance 

and extend unstinting support and solidarity with our events and activities.
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Volunteering

Total number of employee volunteering hours

Total number of Mashreq volunteers

16,200 3,215 3,000

578 372 300

Partnerships for Social Change

Mashreq takes community empowerment and giving back to the community very seriously. Our 
volunteering programme encourages employees to take part in good causes, and we were 
able to achieve high numbers of volunteers dedicating their valuable time, even during the 
pandemic, to support their fellow citizens. In 2018, we celebrated our 50th Anniversary and 
committed to give 5,000 hours of volunteering service to the community.

Volunteering

Mashreq partnered with the Emirates Red Crescent, 
which is the UAE a�liate of the International 
Federation of Red Cross and Red Crescent Societies.

Mashreq organised two-day-long exhibitions that 
display the craftsmanship of the inmates from a 
correctional facility. Revenue from all handmade items 
that are sold o�er future financial stability for the 
inmates.

Mashreq collaborated with Fujairah Police for a very 
unique event that celebrated the unity and diversity of 
the UAE, in its Year of Tolerance. Organised at the 
Fujairah Police Headquarters, under the banner of 
Zayed Forum of Tolerance, the event awarded 
certificates and gifts to longtime residents of Fujairah, 
to recognise their contributions and commitment to 
serve the country.

2018 2019 2020
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Aligned with the values of the Year of Zayed, Mashreq Future Generations is a new initiative set 
up to complement our goal of educating children. This initiative will provide scholarships to 
cover the education costs of 300 children coming from underprivileged families. 

For Young People
Mashreq Future Generations

Toys for Refugees is a social and community initiative to provide comfort, solace, and 
enjoyment to children who have lived in refugee camps. Our volunteers spend time playing 
games and conducting creative activities with these children in order to enliven their 
circumstances. 

Toys for Refugees
Mashreq Future Generations

Mashreq regularly holds a blood donation drive to demonstrate its spirit of volunteerism, 
fraternity, and community support. 

For Health and Wellbeing
Blood Donation Drive

Mashreq’s volunteers created works of art in collaboration with the special needs students of 
Mawaheb From Beautiful People. This programme also raised awareness and donations for this 
studio in Dubai, which is dedicated to people of determination. 

For Art and Culture
Make Art – Make a Di�erence

The Orange Envelope was a bank-wide CSR initiative, in collaboration with the Dar Al Ber 
Society, to donate AED 1 million to benefit blue-collar workers in the UAE who have become 
unemployed.

For the Underprivileged
The Orange Envelope
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For the sixth year running, members of Mashreq’s Corporate and Investment Banking Group 
(CIBG) raised donations for CIBG’s ‘silent soldiers’ (cleaners, o�ce boys, and security guards) 
working at Mashreq’s Dubai Internet City, Abu Dhabi, and Sharjah o�ces. 

Corporate and Investment Banking Group (CIBG) Donation Drive
Cash gifts for o�ce helpers across the UAE

CIBG Ramadan Drive
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For many decades, Mashreq has commemorated Ramadan by organising charity and 
community outreach programmes to collect and distribute food, clothing, and essentials for the 
underprivileged; raising and donating to worthy causes; and sponsoring the financial debts of 
prisoners in rehabilitation. 

Even though 2020 imposed many restrictions and financial constraints on businesses, Mashreq 
stayed true to its commitment under the purview of its philanthropic values. It developed a 
special Iftar initiative in association with Fujairah Police Station, giving out iftar meal boxes for 
people residing in local labour camps

Dibba Iftar Initiative
Free meals for the underprivileged in Fujairah

Saadati – Eid Drive was held during the pandemic, with social distancing in place, and we 
managed to collect and donate 2.3 tones of non-perishable food items and hygiene products. 

Saadati – Eid Drive
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Food Collection Drive
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8. Environment

ENVIRONMENT
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Procurement 2018ScopeUnit 2019 2020

532 618 589

82%

UAE

UAE

Million AED

% 84% 73%

Procurement spending on local suppliers

Procurement spending on local suppliers

We seek input from our suppliers through our supplier information questionnaire. This enables us 
to determine whether the organisation has an environmental policy and their general outlook 
on the environment.  

Procurement

Energy 2018Unit 2019 2020

17,855,248 17,935,959 15,981,085

64,227

kWh

GJ 64,517 57,485

Total electricity consumption

Total energy consumption from electricity

Mashreq’s energy and electricity consumption have both decreased since 2018. We have 
replaced lights with LEDs as part of an energy and sustainability initiative project. Measures are 
taken where possible to upgrade assets that reduce our impact on the environment, for 
example, the replacement of chillers in Blue Tower, negating the need for R12 refrigerant and 
reducing energy consumption. Physical assets identified as being reusable are stored and 
re-entered into service wherever possible. Mashreq also participates annually in the global 
Earth Hour event by various initiatives like switching o� energy-consuming equipment in 
agreed areas like external lighting, reduced cooling etc.

Energy E�ciency 

Mashreq’s long history and years of experience have given it a clear view of the UAE’s changing 
landscape, and the bank is not a stranger to topics of environmental concern. We recognise 
that, as an institution for the people, we must help to safeguard the planet and conserve its 
resources, and we have always striven to incorporate green practices and policies into our 
operations. One example of our commitment to sustainable environmental operations is our 
new Mashreq Headquarters, which is a green building that incorporates various energy and 
sustainability measures. 
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As can be seen below, our indirect GHG emissions have reduced drastically since 2018.

GHG Emissions 

Energy 2018Unit 2019 2020

40,134 40,556 29,294LitreTotal water consumption (non-drinking water)

Description Water
Litres 

Consumption

Bottles 
Eliminated

Project Saving
in One Year (AED)

Project Saving in 
Five Years (AED)

32,111 8,896 106,881642,220Annual Consumption of water at DIC and DOZ

Water consumption reduced considerably in 2020 due to remote working. Additionally, water 
outlets were fitted with flow reducers to save water, and water emptied prior to tank cleaning 
was re-used wherever possible for irrigation. Planting and landscaped areas are replaced 
where practicable with artificial items, reducing water consumption. Moreover, during 2020, 
Mashreq replaced traditional drinking water machines with units that tap and purify water from 
the source, significantly reducing the need for plastic bottles and therefore positively impacting 
the environment.

We have also eliminated water bottles through the installation of filters on the mainline in DIC 
and DOZ. Details are provided in the table below.

Water Management

GHG Emissions 2018Unit 2019 2020

8,237 7,948 7,085tCO2e

Tonnes

Tonnes

Indirect GHG emissions (SCOPE 2)

30.05 29.03 24.41Indirect CO2 from waste

0.15 0.15 0.13Indirect CO2 from paper recycled
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As a bank, much of the waste is paper, due to the regulations supporting hard copies of 
important financial documents, and customer and partner reliance on the same. 

As paper consumption had increased in 2019, several initiatives like paperless invoice and 
internal documents processing were initiated in 2020 to decrease the amount of paper 
consumed.

Waste Management 

Materials Consumption and Waste 2018Unit 2019 2020

12.40 14.20 9.20

7,680

Kg

Kg

Kg

7,750 6,670

Total paper consumption

300,564 290,360 244,123Waste produced

Total paper recycled

Year CO2 KgTrees Consumed Power KwH

75,685 56,468

100,285

1,484

1,705

1,084

78,014

2018

2019

2020 74,409 71,345

Green Report (2018–2020)
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