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In line with our ongoing digital transformation strategy, and 
further accelerated by the increasing digital needs of our 
customers during the COVID-19 pandemic, FAB built on the 
strong momentum of 2019 to deliver innovative payment 
solutions, launch new banking services, continue our process 
automation journey, digitalise customer touchpoints and much 
more during 2020.

OUR DIGITAL AMBITIONS

Establish World-class 
Technology Foundations

Completely reshaping our technology 
foundations in order to build world-
class technology capabilities 
and infrastructure to enable the 
achievement of our business 
aspirations, through key technology-
focused initiatives:
• Migrate to cloud and, where 

appropriate, modernise on-
premise infrastructure

• Build fully automated and 
reusable templates that enable 
Group Technology to stand 
up immutable components in 
minutes not months

• Embed advanced analytics and 
machine-learning (ML)/ artificial 
intelligence (AI) into all business 
services

• Roll out a new, fit-for-purpose real-
time architecture governance

Build Strong Digital 
Capabilities

• Improving our channels to be 
more and more efficient and 
customer friendly

• Ensuring instant and seamless 
customer experiences through 
self-assisted channels

• Partnering with FinTech to launch 
innovative services in a leaner 
and faster way

• Leveraging analytics and AI to 
improve customer experience 
and implement data-driven 
decision making

• Ensuring the highest security 
standards through investing 
in the right technologies, 
capabilities and partners

Enable New Ways of 
Working (“WoW”)

Driving a bank-wide agile 
transformation, based on the following 
principles:

• Target an optimal balance of 
inhouse talent vis-à-vis outsourced 
staff, thereby radically improving 
retention of intellectual property 
and quicker decision making while 
maintaining low-cost profile

• Adopt a service delivery model 
powered by a business product, 
technology & delivery trinity

• Implement bank-wide, customer-
centred agile WoW

• Build a digital, cloud and data-
ready workforce

Cloud 
First
journey started 
(with 50+ workloads 
migrated)

Cloud-native, 
real-time 
Service 
Management 
platform
implemented

Cloud 
Technology 
Platform 
established (500+ bank-wide 
APIs live, of which >30% 
produced in 2020, including 
33 live on the Cloud)

Open 
Banking 
Platform 
created

Group 
Technology 
team
restructured 
(IT and Digital merged into 
Group Technology and 
restructured into 10 Domains 
composed of 118 Service 
Delivery Teams)

Setup 
and 
launch 
of Agile 
ways of working

Global 
Business 
Center
(GBS) setup in 
Bangalore, India

Enterprise 
Data Lake 
set up and operating on 
the Cloud

OUR DIGITAL
TRANSFORMATION JOURNEY

INCREASED DIGITAL ADOPTION

86% 
of bank 
transactions1  
now performed 
digitally

+20%
Mobile 
registrations and 
engagements

+100%
increase in payit 
registered users

>90%
GTB clients 
migrated to 
digital channels

1Defined as total digital (mobile + internet banking) transactions as a percentage of all transactions performed digitally or at the branch and call centers
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Robotic Process Automation 
(RPA)

In 2019, FAB commenced its Automation Journey with the 
set up the Automation Center of Excellence with the aim 
of automating processes to improve customer service and 
experience as well as enhance efficiency in turnaround time 
to respond to service requests. In response to Covid-19 and 
for business continuity, processes and service requests 
which required face to face interaction or branch visits were 
also automated in a swift manner. Since its inception, 
a total of 118 processes have been automated until 
end-March 2021. With the experience and talent, that the 
Automation Center has achieved since its inception, it is 
now capable of automating even complex processes with 
much more agility and seamlessly.

Analytics and Artificial 
Intelligence (AI)
The Analytics and AI unit was established in 2018 in order 
to improve customer experience, drive efficiencies and 
innovation, and deliver additional revenue growth. Since 
then, our highly skilled data scientists have been applying 
modern and sophisticated analytics and AI models across 
the Bank.

• Advanced analytics with Real time data to drive 
more customised customer-centric real-time offerings 
and experience 

• External data integration to enhance data quality and 
increase effectiveness of current AIML models (artificial 
intelligence machine learning models)

• Advanced fraud forensics using advanced AI 
technologies, forensic science and behaviour analytics 
algorithms to proactively control frauds and seamlessly 
investigate customer-reports frauds with a minimal 
turnaround time

• World-class tailored Virtual agent with a 
combination of natural language processing (NLP) and 
voice technologies for our customer contact center

• Voice biometrics for swift authentication and a highly 
secured phone banking experience

The FAB Research & Innovation centre (FABRIC) was set up 
in April 2018, with a vision to inspire a culture of tangible 
innovation across the Bank. 

Since its inception, FABRIC has strived to empower people 
to think differently and approach problems in new ways. By 
developing a commoditised Toolkit of Services, including 
Research, Co:Creation, FinTech and Innovation Culture, 
FABRIC is able to upskill and empower, driving the kind of 
fundamental culture shift that is required in order to meet 
the rapidly changing needs of the Bank. 

Key Achievements to-date:
• Gained important customer insights through over 

40 research projects, supporting teams and critical 
projects across FAB and helping them create better 
customer experiences

• Empowered FAB teams to  think and work in new 
ways, collaborate creatively and solve problems more 
effectively through regular Design Thinking workshops 
and brainstorms

• Tapped into a robust FinTech ecosystem, exploring 
over 30 high potential FinTech solutions both regionally 
and globally, resulting in new technology benefits for 
FAB and our customers

• Launched a bank-wide, comprehensive training 
programme designed to build capabilities and better 
align critical skills with the bank’s overarching digital 
transformation goals

• Hosted over 25 in-person and virtual Innovation Talks 
with world renowned thought leaders, covering a 
wide range of topics from Agile Transformation and 
Emerging Tech to Innovation Culture, inspiring a 
collective mindset that embraces change and courage 
in the face of disruption

RPA, ANALYTICS & AI FABRIC

1Defined as total digital (mobile + internet banking) transactions as a percentage of all transactions performed digitally or at the branch and call centers
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Launch of Automation Center of Excellence

• Established our Analytics & AI unit 
• Launched unified FAB Online Banking and 

Mobile channels (following merger)
• Instant money transfers to India
• Instant opening of savings accounts, gold 

accounts and term deposits
• Launched FABRIC – FAB’s Innovation Lab – a 

platform to develop new products, services and 
solutions with partners, startups, accelerators 
and technologists 

2018

2020

76 processes were automated primarily focussed 
around regulatory and compliance screening 
areas, cards and loans-related processes in PBG 
and for service requests in FAB properties for our 
real estate customers 

• Instant joining FAB through Mobile Banking
• Manage credit cards digitally 
• Freeze or unfreeze credit cards instantly 
• Control supplementary cards instantly 

20 processes were automated primarily 
focusing on improving the turnaround times to 
resolve the most frequent service requests in 
the PBG segment for our retail customers 

2019

• Launched (teller-less) digital branches
• Launched Corporate Mobile-app
• COVID-19 relief with qualifying customers able 

to request payment deferrals digitally 
• FAB Rewards to instantly view and redeem 

rewards on Mobile
• Instant money transfers to accounts and 

wallets across multiple countries
• Personalised spend driven offers through 

Mobile banking 
• Instant Virtual Credit Cards 
• Instant Personal Loan Top-ups
• Rolled-out new payit features including:

» Launching multiple corridors with 
Mastercard Send

» Domestic help salary payments on payit
» Instant advances for Ratibi customers
» Fee collection 
» Digital Marketplace




