Lebanon Opportunities
Banking Achievement Awards 
Year III – 2012
For the third year, Lebanon Opportunities is organizing the National Achievement Awards for Banking. The objective of this endeavor is to recognize achievements in various aspects of the practice of banking in Lebanon and to establish a reference platform for the sector.

Like the editorial content of its magazine, Lebanon Opportunities has established a transparent and completely independent award process, which is not influenced by any commercial consideration.
Lebanon Opportunities is the initiator and organizer of the awards program. It does not participate in the judging process. 

An independent jury committee was put together to include people with a record of high integrity, competence, and devoid of conflict of interest with the local banking sector. The names of the jury will be divulged during the awards ceremony.

Lebanon Opportunities, based on the jury selection, will grant 15 separate awards for the following categories:

A. Quantitative awards

· Strongest Financial Performance
· Strongest Growth
· Widest National Outreach

· Strongest International Presence
B. Products and Services awards

· Best new retail banking product or service

· Best digital banking 

· Best branch 

· Best commitment to SMEs

· Best commitment to low-income earners

C. Qualitative awards

· Best Corporate Social Responsibility 

· Best Corporate Governance

· Best Employer

D. Image awards

· Most effective bank advertising campaign

· Strongest bank brand

E. Bank of the Year 
Awarded to the bank scoring the highest mark by cumulating its scores on the 14 categories above.

You are therefore encouraged to apply to all categories – even the ones for which you do not expect to win, because your score will count towards the ‘Bank of the Year’ award.

There will be one winner per category and only winners (not entrants) will be announced.
Winners may use the award in any of its communication until the announcement of the awards of the following year.

Attached is the questionnaire as designed and approved by our jury. It contains – for the sake of transparency – all the criteria that will be used in determining the winners and the weight for each criteria. Also enclosed is a dummy application to be used sas a guide in preparing your answers.

Georgina Bakhos from InfoPro will be in touch with your office to follow-up on your participation and respond to all your queries. 

The deadline for submission is October 1, 2012. All information should reflect activity undertaken in 2011, with the exception of surveys that InfoPro will undertake as mandated by the jury. Please submit your responses as early as possible, as it would permit to remedy errors and omissions.  

Participation in this award program is totally free of charge, and no participant or winner will be requested to make any payment, direct or indirect, at any stage of this process.    
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A. Quantitative awards 









	1. STRONGEST FINANCIAL PERFORMANCE

	The information will be provided by the bank for the fiscal year 2011 on a non consolidated basis.
Definitions 

Equity Capital= Tier 1 Capital based on the definition made by Central bank which includes Common Equity Tier 1 and Additional Tier 1 Capital
Net Income = Net earnings (interest + non-interest income) after tax before distribution of dividends

Cash = Cash + Net due from banks and financial institutions, due to Central Bank (net from balances at Central Bank, restricted), securities classified as ‘Trading’ and ‘held to maturity’ with maturities less than one year only 
Assets = Weighted Assets & Off Balance items” as required by regulator and in accordance with Basel II
Deposits = with maturities less than one year only
Average number of employees = Number of full time employees employed at the bank for a minimum of six months during the 2011 fiscal year


Loans = loans to the private sector




	a. Performance                                                           Weight 40%
	Response

	Return on Equity = Net income / Equity capital   Weight 20%

Return on Assets = Net income / Total Assets for the year Weight 20%
	


	b. Solvency                                                                  Weight 20%
	Response

	Capital Adequacy Ratio = Equity / Assets
(According to intermediate circular number 10848 issued in December 7th, 2011)
	


	c. Liquidity                                                                   Weight 20%
	Response

	Liquidity Ratio = Cash / Deposits
	


	d. Efficiency                                                                 Weight 20%
	Response

	Net income/ Average number of employees

	


	2. STRONGEST GROWTH

	Growth is measured over one fiscal year. The information will be provided by the bank for the fiscal year 2011 on a non consolidated basis.



	a. Growth in Profitability
	Response

	Adjusted changes in Return on Assets =

(Net Income 2011-Net Income 2010)/ ((Assets 2011+Assets 2010)/2)

Weight 25%
	


	b. Growth in Activity
	Response

	Adjusted changes in Deposits =

(Deposits 2011-Deposits 2010)/ ((Assets 2011+Assets 2010)/2)

Weight 25%
Adjusted changes in Loans=

(Loans 2011-Loans2010)/ ((Assets 2011+Assets 2010)/2)

Weight 25%
	


	c. Growth in Efficiency
	Response

	[ ( Number of clients in 2011 - Number of clients in 2010 )  / Number of clients 2010  ] / [ (Assets 2011 - Assets 2010) / Assets 2010 ]
Weight 25%
	


	3. WIDEST NATIONAL OUTREACH

	The information will be provided by the bank, calculated by the Award organizers and graded by Jury. The branches must have been operational for at least three months in 2011



	National Reach Grading 

	The national reach of each bank by summing up the points it receives on each of its branches as follows: 
· 1 point will be awarded for each branch that is located in a densely populated urban area

· 2 points will be awarded for each branch that is located in a suburban area

· 3 points will be awarded for each branch that is located in a densely populated rural area

· 4 points will be awarded for each branch that is located in a lightly populated rural area

The winner is the bank that assembles the most points.



	Area / Location
	Number of branches

	e.g. Dora
	2

	Attach sheet if necessary
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	


	4. STRONGEST INTERNATIONAL PRESENCE

	The information will be provided by the bank and graded by Jury. The branches, rep office and subsidiaries must have been operational for at least three months in 2011. The financial information must reflect results of fiscal year 2011



	a. Number of outlets
	Response

	Including international branches, representative offices and subsidiaries
Weight 50%
	


	b. Percentage of revenues
	Response

	Gross revenues generated abroad/Total consolidated banking revenues
Weight 25%
	


	c. Amount of assets
	Response

	Total assets of all  foreign bank outlets 
Weight 25%
	


B. Products and Services awards

	1. BEST NEW RETAIL BANKING PRODUCT OR SERVICE

	The award will be given to the most innovative and useful product / service introduced by the bank in 2011. The information will be provided by the bank and graded by the jury. Use additional sheets if necessary.



	Please write the product name

	


	a. Please describe the innovation of your product / service (packaging, program design, etc.) 
(Weight 25%)



	b. Please list the new innovative features of this product or service. (Weight 25%)



	c. Please indicate the number of potential clients or the market size of this product or service and specify how you derived this number. (Weight 25%)






	d. Please list the features of your product or service that make it user friendly. (Example: Easy application, no documents required, etc.). (Weight 25%)



	2. BEST DIGITAL BANKING 

	This award goes to the bank that has the most innovative, enabling and user friendly digital banking service. The information will be provided by the bank and graded by the Jury.




	a. Number of subscribers
	Response

	Active subscribers to online service vs. total bank customers
Weight 50%

	


	b. Online services 
	Response

	Range of online services Weight 50%
	Please specify the services available at your bank 



	Capital markets inquiry
	Yes
	No

	Foreign exchange rates and stock market quotes
	Yes
	No

	Currency exchange value
	Yes
	No

	Account statement request
	Yes
	No

	Chequebook request
	Yes
	No

	Credit card request
	Yes
	No

	Credit card payment 
	Yes
	No

	Due dates inquiry
	Yes
	No

	Report loss of Passbook 
	Yes
	No

	Report a lost card 
	Yes
	No

	Issue / amend standing instructions 
	Yes
	No

	Ability to increase credit limits
	Yes
	No

	Open term deposit accounts
	Yes
	No

	Change existing maturity instructions for term deposit A/C 
	Yes
	No

	Money transfer between A/C (At the same bank)
	Yes
	No

	Money transfer to pre-specified destinations (other bank accounts)
	Yes
	No


	3. BEST BRANCH

	The bank will nominate one of its branches as a candidate. Mystery shopping visits will be conducted by the Awards organizers to study the proposed bank based on the criteria below. 



	Methodology

	The nominate branches will be visited by mystery shoppers on behalf of the Awards organizers, whereby each branch will be visited twice. All mystery-shopping visits will be conducted during a period of one week. Each mystery shopper will be equipped with a recording device in order to record the simulated interview along with the general mood and attitude of the interviewed customer service officers / front desk clerks. All branches taking part in this category will be evaluated across the same product / service. Refer to Appendix A for the specific criteria to be assessed.


	Please write down the complete address of your proposed branch

	Area: 

Street: 

Building: 




	a. Ergonomics

	Covering the following sub-criteria (equally weighted): 

· Interior architecture and size

· Area of services by specialty (counters, tellers, help desks/customer service, private banking) 

· Lighting (strong, dim, bright…)

· Outside visibility (easily noticed) 

· Security personnel 

· ATM placement (outside / inside branch)

· Signage 

· Accessibility (easy to access the branch)

· Handicap ramps

                                                                                                                                                                                                      Weight 40%


	b. Quality of service 

	Covering the following sub-criteria (equally weighted): 

· Employee knowledge 
· Ease of procedure 
· One stop shop – Availability of products and services
· Average time per transaction 

· Privacy 

                                                                                                                                                                                                      Weight 60%


	4. BEST COMMITMENT TO SMES

	The information will be provided by the bank and graded by Jury.

Small and medium enterprises should meet the following: 

- Be a legally registered enterprise

- Have less than 40 employees

- Have less than two million US dollars in assets or in annual sales



	a. Amount of loans provided to SMEs vs. total loan portfolio
	Response

	All Loans value including Kafalat loans to SMEs / Total loan portfolio
Weight 25%
All loans value excluding Kafalat loans to SMEs/Total loan portfolio

Weight 25%

	


	b. SME clients vs. corporate
	Response

	Number of SME clients vs. corporate
Weight 25%

	


	c. Products and services 

	Please list the name of the product or service tailored for small and medium enterprises and describe its specifications. (Weight 25%)



	5. BEST COMMITMENT TO LOW-INCOME EARNERS

	The information will be provided by the bank and graded by the jury. 




	a. Microfinance portfolio
	Response

	Size of microfinance portfolio 
Amount in USD 
Weight 40%
	


	b. Products and services

	Please list the name of the product or service tailored for low income earners and describe its specifications. (Weight 60%)



C. Qualitative awards
	1. BEST CORPORATE SOCIAL RESPONSIBILITY (CSR)

	The Corporate Social Responsibility award will be given to the banks whose total CSR activities have the most positive impact.
Corporate social responsibility is the commitment of businesses to contribute to sustainable economic development by working with employees, their families, the local community and society at large to improve their lives in ways that are good for business and for development. 
Corporate social responsibility is strategic. It encompasses what companies do with their profits, and also how they make them. It goes beyond compliance and addresses how companies manage their economic, social, and environmental impacts, as well as their relationships in all key spheres of influence: the workplace, the marketplace, the supply chain, the community, and the public policy realm.
Charitable and philanthropic endeavors do NOT apply in this section.

The information will be provided by the bank and graded by Jury 
Use additional sheets if necessary.



	Please list all CSR projects carried out by the bank

	


Specify the combined (aggregate) amounts budgeted of all CSR projects listed above:
	a. Project cost
	Response

	Project cost in 2011 in USD 
Weight 25%
	


	b. Project cost / total bank assets
	Response

	Project cost in 2011/ total bank assets in 2011 in USD 
Weight 25%
	


	c. Beneficiaries
	Response

	Number of beneficiaries directly influenced by the project
Weight 25%
	

	Please explain how you derived this number



	d. Description
	Response

	Project description
Weight 25%
	Go to d1. - d2 – d3.




	d1. Describe the approach undertaken by your organization in setting up the project 




	d2. What makes the project special and successful?




	d3. How did it positively affect its target and why?




	2. BEST CORPORATE GOVERNANCE

	This award goes for the bank that maintains the highest governance standards with respect to procedures, control and transparency. The information will be provided by the bank and graded by Jury.



	a. Board committee

	Please specify the committee of the board (name of the committee, function of the committee, and the number of committee members). (Weight 25%)
 


	b. Independent non-executive directors

	Please specify how many independent non-executive directors your have. (An independent board member has no family ties with senior employees, directors or advisors, has no material business relationship either personally or through his company in the last three years, has not been a company auditor in the last five years and has been on the board for less than nine years). (Weight 25%) 



	c. Diversity of board members

	Please specify the diversity of the board members. e.g. gender, expertise, number of independent directors, nationalities and others. (Weight 25%)



	d. Transparency 

	Please select the information that the bank disseminates to the public in its efforts to promote transparency (Published or online annual reports) (Weight 25%) 



	
	Response

	Number of directors on the board
	Yes
	No

	Directors remuneration
	Yes
	No

	Number of board committees
	Yes
	No

	Value of the fixed board director remuneration
	Yes
	No

	Main executive position of the board members
	Yes
	No

	Average no. of directors on committees
	Yes
	No

	Other positions held by board members
	Yes
	No

	Frequency of board meetings
	Yes
	No

	Frequency of committee meetings
	Yes
	No

	List of committee members
	Yes
	No

	Number of non-executive directors
	Yes
	No

	Duration of directors’ appointment
	Yes
	No

	Number of independent directors
	Yes
	No

	Committee meetings attendance rate
	Yes
	No

	Board meetings attendance rate
	Yes
	No

	Start and end tenure
	Yes
	No

	Existence of a self evaluation process
	Yes
	No

	Company shares held for each director
	Yes
	No

	Directors’ age
	Yes
	No

	Instrument for remunerating directors
	Yes
	No

	Disclosure or publish factual information
	Yes
	No

	Annual reports
	Yes
	No

	Roles and responsibilities of the board members to shareholders
	Yes
	No


	3. BEST EMPLOYER

	This award goes to the bank with the most developed human resource department and the most favored by prospective employees. 

This award is divided into three sections, sections “a and c”  are provided by the bank, section “b” will be obtained through a field survey undertaken by the Award organizers to measure the level of perception of bank employees with respect to best bank employer. 
Please use additional sheets if necessary.



	a. HR Policy  

	Please describe your HR policy in terms of the following: (Weight 40%)
· Performance and reward programs

· Training and development process

· Recruitment strategy and plans 




	b. External perception of prospective employees

	Based on a field survey undertaken by the Award organizers to recognize the level of perception for the best bank employer. Results studied and approved by Jury. (Weight 40%)
Refer to Appendix B for the specific criteria to be assessed.



	c. Specialized IT system for HR

	Please describe your HR IT system and its specialties and include the date of implementation. 

(Weight 20%)




D. Image awards
	1. MOST EFFECTIVE BANK ADVERTISEMENT CAMPAIGN

	This award will be given to the bank with the best advertising campaign presented in the past 12 months. The Award organizers will conduct a survey to measure the recall and the awareness level of various advertising campaigns. Attached is the survey questionnaire to be filled by the Award organizers.



	Please select and propose one advertisement campaign introduced in the past 12 months (Sept 2011-August 2012). (Printed ads, Audio or visual ads, billboards, etc…)

	Please Provide CD or DVD for artwork or film



	Participating banks have to provide the Award organizers with their selected advertising campaign printed, audio or visual ads, or billboards. Printed and billboards advertisements should be provided in A4 format. Refer to Appendix C for the specific criteria to be assessed.


	Criteria 

	a. Recall of advertisement                                                                                                                          Weight 25%


	b. Recognition of bank behind the ad                                                                                                      Weight 25%


	c. Understanding of message                                                                                                                     Weight 25%

	d. Truth in the advertising 

Weight 25%


	2. STRONGEST BANK BRAND

	This award will be given to the bank with the strongest brand. The Award organizers will conduct a survey to measure the perception and awareness level. Attached is the survey questionnaire to be filled by the Award organizers.



	Participating banks must provide the bank logo in A4 format. Refer to Appendix D for the specific criteria to be assessed.


	Criteria 

	Recognition (logo recognition)

Weight 35%

	Perception of solvency (financially strong) 

Weight 25%

	Perception of good service 

Weight 40%


Appendices

Appendix A
BEST BRANCH
A. Ergonomics 
- Grading interior architecture on a scale of 1 to 10 (1 lowest score – 10 highest score)
- Branch size per m2

- Availability of area of services per specialty:

· Teller area
· Size of area / m2

· Number of employees

· Help desk
· Size of area / m2

· Number of employees

· Customer service

· Size of area / m2

· Number of employees

· Private banking area

· Size of area / m2

· Number of employees

- Availability of: 

· Signs 
· ATMs

· Security personnel

· Handicap ramps 

· Parking lot

- Visibility of branch

- Accessibility of branch
- Proper lighting

B. Quality of service
- Respecting customer’s privacy 
- Average time per transaction for a credit card bill or a loan installment 
- Ease of procedure – For a customer applying for a credit card  
· Minimum required salary / income 

· Duration of work experience at the same company 

· If member at NSSF

· Duration of credit card approval / rejection
· Duration of card issuing
· Duration of card activation (after issuing)
· Expected limit granted
· Interest rate applied
· Expected cost of card
· Interest rate grace period
· Minimum due payment required
· Bill settlement grace period
· Delay penalties applied after due date

- One stop shop – Availability of products / services

· Loans 
· Car loans
· Personal loans
· Banks’ housing loans
· Iskan Loans
· Special loans (PC, travel, wedding, education, furniture. etc.)
· Small business loans
· Plastic cards 

· ATM cards

· Deferred - charge cards 

· Direct debit cards

· Internet cards

· Prepaid cards 

· Revolving credit cards 
· Bancassurance

· Personal accident insurance 

· Term life insurance 

· Motor insurance Revolving credit cards 

· Property insurance

· Medical insurance

· Travel insurance

· Theft and loss insurance

· Income compensation insurance

· Saving plans for retirement

· Saving plans for children / education

· Electronic services

· Automated Teller Machines 

· Online Banking 

· SMS Banking  

· Phone Banking 

· Call Center 

· Alfa / mtc touch ATM recharge service 
· Accounts 

· Current accounts 

· Saving accounts 

· Checking accounts 

· Term deposit accounts 

· Overdraft facilities 

· Special customized accounts 

· Services 

· Salary domiciliation 

· Utility bills domiciliation 

· Bills domiciliation 

· Mechanique payment 

· Compulsory insurance 

· Special customized accounts 

- Staff knowledge of a product / service to be specified by the Award organizers

Appendix B
EXTERNAL PERCEPTION OF PROSPECTIVE EMPLOYEES
A field survey will be conducted by the Award organizers to recognize the level of perception for the best bank employer based on the following questions: 
· Excluding the bank that you are currently working at, rank the top three banks, which in your opinion are the best employers? 
Appendix C
MOST EFFECTIVE BANK ADVERTISEMENT CAMPAIGN
Participating banks have to provide one advertising campaign printed, audio or visual ads, or billboards. Printed and billboards advertisements should be in A4 format. The enumerator will show the respondent the advertising campaign provided by each participant bank whether in print, billboard, TV, or audio and ask the following questions. 

· Have you seen the following advertisement? 

· If the respondent indicates that he / she has seen the advertisement ask: Please name the bank that carried out the following advertising campaign? 

· What did you understand from the ad? What is the message that the bank is trying to convey? 
· How would you grade the credibility of the advertisement on a scale of 1 to 5 with 1 being not credible at all and 5 being very credible?
Appendix D
STRONGEST BANK BRAND
Participating banks have to provide their logo in A4 format. The enumerator will show the respondent each bank logo and ask the following questions. 

· Have you seen the following bank logo?

· If the respondent indicates that he / she has seen the logo ask: Do you know to which bank this logo belongs?

· Name the bank that is the strongest financially? 
· Name the bank that has the best service?
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