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INNOVATION & CUSTOMER-CENTERCITY

We are reimagining banking by
pledging to place innovation and
customer-centricity at the heart
of everything we do. Our
strategic focus for the way
forward is transforming the
banking experience. It is more
than just a vision; it's a promise
to you.
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GROWING BY LEAPS AND BOUNDS

Driving economic growth and
contributing to financial inclusion
by expanding our market presence in
branch banking and consumer
finance. We are fostering innovative
solutions for small and medium
enterprises and leading the way
forward in digital banking.

Our commitment to reaching every
corner of Pakistan has led us to
expand our footprint to over 1000
branches across more than 200
cities, reinforcing our dedication to
serving the diverse needs of our
customers throughout the nation.
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BOOSTING PAKISTAN’S ECONOMIC

PROSPERITY

Building our position as the
leading transaction Bank in the
nation, enhancing international
trade, and becoming the preferred
choice for remittances are all
aimed at boosting Pakistan's
economic progress.






NURTURING PEOPLE AND COMMUNITIES

Creating a culture of One Bank,
One Team is deeply rooted in our
mission and values, where our
primary focus is nurturing and
empowering our most treasured
asset, our Human Capital.

As a ‘Caring Bank’, we are
emphasising our role as doing
good and giving back to the
community sustainably, fostering
positive impacts on social,
economic, and environmental
fronts.






EMBRACING TECHNOLOGY THAT EMPOWERS

Strategically harnessing the power of
technology, including artificial
intelligence and advanced analytics, to
drive innovation and enhance efficiency
across our operations. We are
committed to empowering our teams
with cutting-edge tools, enabling them

to deliver superior customer
service.







LEADING FROM THE FRONT

Raising the bar and leveraging our strengths and
integrating them in other markets to target a wider range
of customers. We will lead from the front by unleashing
our competitive edge in treasury and investment
banking, and elevating our regional presence.

Our pledge extends beyond mere transactions; it's about
nurturing the landscape of banking for tomorrow and
providing indispensable financial services to our
esteemed customers.
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We are thankful for the recognition we have received. This
inspires us to continue striving for excellence in everything that
we do.

AWARDS AND RECOGNITION

10 YEARS' SUCCESS STORIES AT A GLANCE

2023

Pakistan Banking Awards
- Best Digital Bank

Top 25 Companies Award
Top 25 Listed Companies Award by the Pakistan
Stock Exchange (PSX)

Annual Report Awards
- Institute of Chartered Accountants of
Pakistan (ICAP) & Institute of Cost and
Management Accountants of Pakistan
(ICMAP)

- Best Corporate Report: First Position
in the banking category

- Sustainability Reporting: Merit
Certificate

- South Asian Federation of.

Accountants (SAFA) Best Presented

Annual Report: Second Joint Position

in the Banking category at South Asia

level

CFA Society Pakistan Awards

- Winner: Gender Diversity in FI's

- Winner: Best Investor Relations in Fl's

- Winner: Best Reporting in
Environment, Social and Governance

- Runner up: Best Bank of the Year
(Large)

- Runner up: Best Digital Banking
Services

Pakistan Digital Awards

- Best Digital Advertiser of the Year

- Best SEO Campaign for Roshan Digital
Account

- Best e-commerce website for AlfaMall

Global Diversity, Equity and Inclusion Awards
(GDEIB)

- Vision, Strategy & Business Impact
- Leadership and Accountability

- DEI Structure and Implementation
- Recruitment

- Advancement & Retention

- Job Design, Classification & Compensation
- Work-Life Integration, Flexibility & Benefits

- Assessment, Measurement and Research

= DEI Communications

- DEI Learning & Development

- Connecting DEI & Sustainability

- Community, Government Relations
and Philanthropy

= Services and Product Development

= Marketing and Customer Service

= Responsible Sourcing

Management Association of Pakistan
- First prize in Corporate Excellence
(Commercial Banking Sector)

United Nations Global Compact
- Second Prize: Sustainability Efforts

Institute of Chartered Accountants of Pakistan
(ICAP)

Second prize for ‘Use of Technology in
Accounting’

Pakistan Remittance Initiative
- Highest Remittance Growth Bank of
Pakistan
- Leading Remittance Mobilizing Bank
of Pakistan

Cambridge IFA - Islamic Retail Banking Awards
- Most Innovative Islamic Retail Banking
Window in Pakistan
- Excellence Award: Premier Banking in
Pakistan

Pakistan Business Council (PBC) & International
Finance Corporation (IFC)
- Winner for Top 10 Employer of Choice
Awards for Gender Diversity

Pakistan Society of Human Resource
Management

Best Place to Work for Women

National Forum for Environment & Health
Recognition for Remarkable Efforts and
Initiatives under Corporate Social
Responsibility

Mastercard

- Payment Gateway Innovation Award:
Recognition for enabling used case
for freelancers to receive payments
from their customers digitally

- Mastercard MENA East Business
Forum: Best Youth Credit Card
Proposition Award
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2022 - Global Transaction Innovation Awards 2022
Pakistan Banking Awards » Best Bank for Trade Finance
- Best Digital Banking o Best Bank for Cash Management
- Best Bank in Housing Finance =y
2021 FIYA
Top 25 Companies Award Pakistan Banking Awards
Top 25 Listed Companies by the Pakistan Stock Exchange o Institute of Bankers of Pakistan
(PSX) - Best Customer Franchise
Annual Report Awards Annual Report Awards
o |Institute of Chartered Accountants of Pakistan o Institute of Chartered Accountants of Pakistan
(ICAP) & Institute of Cost and Management (ICAP) & Institute of Cost and Management
Accountants of Pakistan (ICMAP) - Best Accountants of Pakistan (ICMAP) - Best Corporate
Corporate Report Report
- First Joint Position in the banking category - Second Position in the Banking Category
- Second Joint Position across sectors e South Asian Federation of Accountants - Best
e South Asian Federation of Accountants (SAFA) - Presented Annual Report
Best Presented Annual Report - Joint Second Runner-up in the Banking Category
- Second Joint Position in the Banking
category at South Asia level CFA Society Pakistan Awards

e Best Investor Relations
CFA Society Pakistan Awards

¢ Runner up - Best Bank of the Year

e Best Investor Relations Global Diversity, Equity and Inclusion Benchmarks (GDEIB)
o Best Transaction of the Year Awards
e Best Practice
Pakistan Digital Awards (PDA) - DEI Structure and Implementation
* Best High Impact Campaign for Savings - Work-life Integration, Flexibility and Benefits
Account Campaign - DEI Communications
¢ Best Digital Campaign for Home Remittance e Progressive Awards at GDEIB
Campaign - Vision, Strategy and Business Impact
* Best Payment Technology Solution for - Assessment, Measurement and Research
Alfa Business App o Best Place to Work

* Best Mobile Banking App for Alfa App - Best Place to Work in Financial

Global Diversity, Equity and Inclusion Awards o MIEN

(GDEIB) - Ranked amongst the Top 10 Best Places to Work.
* The Best Place to Work . Pakistan Digital Awards
- Runner up for the Best Place to in the o Best Lifestyle Application for Alfa App
Financial Services Industry  Best Digital Campaign for Roshan Digital Account
- Ranked amongst the top 11 Best Places to « Best Digital Innovation for Alfa App
work in Pakistan
o Best Practice SC Global Transaction Banking Innovation Awards
- DEI Structure and Implementation * Best API Initiative of the Year
- DEI Communications e Best Bank for Transaction Banking Services
- Work-Life Integration, Flexibility and
Benefits 2020
¢ Progressive Awards Annual Report Awards
- Assessment, Measurement and Research ¢ |Institute of Chartered Accountants of Pakistan
- Vision, Strategy and Business Impact (ICAP) & Institute of Cost and Management
i ] . Accountants of Pakistan (ICMAP) - Best Corporate N
Effie Award for Home Remittance Campaign Report Award C \

¢ Bronze Effie for Home Remittance Campaign - Second Position in the banking category
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e South Asian Federation of Accountants Best
- Presented Annual Report

- Merit Certificate in the Banking Category

Pakistan Digital Awards

o Best High Impact Campaign (Alfalah Kifayat
Account Campaign)

o Best Content Marketing (for its Alfa
World Cup Campaign)t

Global Islamic Finance Awards (GIFA)

e Most Innovative Islamic Banking Window

e Best Islamic Savings Product — Alfalah Islamic
Recurring Value Deposit

Effie Award for Remittance Account Campaign
o Silver Effie by the Pakistan Advertisers
Society for Bank's Remittance Account Campaign

2019

Pakistan Banking Awards
o Best Bank of the year
¢ Best Customer Franchise

Annual Report Awards
e Institute of Chartered Accountants of Pakistan
(ICAP) & Institute of Cost and Management
Accountants of Pakistan (ICMAP) - Best Corporate
Report
- Third Position in the banking category
e South Asian Federation of Accountants - Best
Presented Annual Report
- Merit Certificate in the banking category
Global Diversity, Equity and Inclusion Benchmarks
(GDEIB) Awards
e Best Practice in the following categories:
- Benefits, Work-life Integration and Flexibility
- D&l Structure and Implementation

2018

Pakistan Banking Awards

e Best Customer Franchise

e Best Small and Medium enterprise Bank (SME)

4

Annual Report Awards

o |Institute of Chartered Accountants of Pakistan
(ICAP) & Institute of Cost and Management
Accountants of Pakistan (ICMAP) - Best Corporate
Report
- Fourth Position in the banking category

2017

Pakistan Banking Awards

e Best Bank of the year

e Best Customer Franchise

Annual Report Awards
e Institute of Chartered Accountants of Pakistan
(ICAP) & Institute of Cost and Management_

Accountants of Pakistan (ICMAP) - Best Corporate®
' >

Report
- Fourth Position in the banking category

CFA Society Pakistan Awards
e Best Investor Relations

Others
o Best Website of the Year
¢ Best Loyalty and Rewards Programme

2016

Pakistan Banking Awards J
o Best Customer Franchise

Annual Report Awards
o Institute of Chartered Accountants of Pakistan
(ICAP) & Institute of Cost and Management
Accountants of Pakistan (ICMAP) - Best Corporate
Report
- Fourth Position in the banking category

Others -
e Best Consumer Choice

* Best International Finance Magazine

e Best Credit Cards Offerings

o Best Corporate Credit Card

2015

Pakistan Banking Awards
e Best Customer Franchise

Global Islamic Finance Award (GIFA)

s Best Islamic Banking Window

e Best Shariah Authenticity Award

e [slamic Finance Best Research and Development

Others

o Corporate Finance House of the Year — Equity and
Advisory

e Most Popular Auto Financing Bank

e Most Popular Bank for Conventional Auto Finanee

2014
Global Islamic Finance Award (GIFA)
o Best Islamic Banking Window
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About this Annual Integrated Report

<7 T

Scope, Contents,
Boundaries and Cross
Referencing with BCR

Criteria

The Bank has published its Annual
Integrated Report along with audited
financial statements for the year ended
December 31, 2023.

Scope

Annual Integrated Report is the Bank's
primary publication for its stakeholders,
potential investors, and the public at large.
It encapsulates the communication of all
financial and non-financial activities of the
Bank in the form of a detailed qualitative,
quantitative, and visual presentation.

The report has been drafted to present
fairly, the state of affairs of the Bank and
discusses topics like the Bank’s
organisational overview, stakeholders,
strategy, outlook, risks, governance,
sustainability and performance. Further, it
shows prospects in the context of external
environment and creation of value to
achieve short, medium and long-term
objectives.

It is the aim of this report to disseminate a
360-degree view about the Bank to
customers, investors, and analysts in order
to foster their trust in the form of higher
investment, increased product and service
subscription and more business
opportunities for the Bank.

The Bank considers materiality approach for
disclosing relevant information in this
Annual Integrated Report.

Contents

The report incorporates items required by
the ICAP and ICMAP Best Corporate
Rewards Criteria 2023. The sections covered
in the report are listed below along with
brief description about their contents:

- Organisational Overview: This section
discusses the foundations of the Bank at
length starting from its vision, mission,
values, culture, code-of-conduct, and
beliefs as a leading organisation in the
country. It further explains, products
and services, business model and how it
derives value for the society and its
customers through synergies and gives
back to the society as well through
value chain mechanism. Further, the
Bank’s business model describes the
inputs, value addition and outputs
generated as a result of its operations.
This section also covers how the Bank is

making the customers’ life easy through
innovation.

Stakeholders Relationship and
Engagement: This section contains
information about stakeholders and how
the Bank identifies them. It presents a
detailed commentary on the Bank’s
interaction and connection with
customers, employees, shareholders and
institutional investors, vendors and
service providers, analysts and rating
agencies, regulatory bodies, society, and
media. The section covers various
events and initiatives undertaken by the
organisation to strengthen relationships
with internal as well as external
stakeholders.

Strategy, Key Performance Indicators
and Resource Allocation: This section
entails the strategic direction which the
Bank takes in the form of its short,
medium and long term objectives,
process for strategy formulation, and
the resources it utilises to achieve those
objectives. The methods and
assumptions used in compiling the Key
Performance Indicators, liquidity
management and contingency planning,
significant plans and decisions are also
part of this section. The Bank's
resources are its capitals namely
Financial, Human, Intellectual,
Manufactured, Social/Relationship and
Natural.

Risks and Opportunities: This section
covers the Bank’s risk management
framework, risk assessment and risk
monitoring / management
methodologies. A detailed analysis of
the key risks and opportunities, the
Bank's ability to mitigate risks and
create value from opportunities.

Outlook: The Bank's forward-looking
statement for 2023 and performance
against last year’'s forward-looking
statement are covered as part of this
section. Further, it highlights the Bank's
view via its projections and forecasts,
prospects going forward with respect to
external environment, and how the Bank
respond to critical challenges.

Sustainability and Corporate Social
Responsibility: This section emphasises
the Bank’s commitment towards the
environment and its people. With
sustainability in mind, the Bank takes
measures to empower its customers,
employees, other stakeholders and the
economy through the best possible
products, services, benefits, and
compliance. The section discusses the
contributions of the bank towards
education, health, safety, and
environment through various
philanthropic and responsible initiatives.



The Bank also contributes towards UN'’s
Sustainability Goals, ESG and Green Banking
initiatives.

- Governance: This section discusses the governance
structure of the Bank in terms of its leadership and
decision-making process. The Board of Directors
(BoD) sets strategic objectives and day-to-day
business affairs are performed by the Management.
The BoD, its Committees, and the Managements’
established policies and controls to safequard the
Bank and its stakeholders are also part of this
section. The governance framework also comprises of
requlators (SBP, SECP, PSX and FBR) and external
auditors (A. F. Ferguson & Co.) of the Bank.

- Information Technology Governance and
Cybersecurity: This section lays down the IT
governance policy and gives details of the Bank’s
cybersecurity assessment along with preparedness
against possible threats. Further, this section
mentions about IT advancements that the Bank has
made. Moreover, it highlights on Enterprise Resource
Planning software and related aspects.

- Performance and Position: This section contains a
comprehensive analysis of the financial and
non-financial performance of the Bank through past
and present trend comparisons, financial ratios,
financial statements summaries, segmental review of
the Bank's businesses and key insights through
graphical presentations.

- Other information: Various other items are disclosed
in addition to the BCR criteria. These include
regulatory information including directors’ report,
chairman’s message, statement of compliance with
code of corporate governance, Shariah report,
external auditors’ reports etc.

- Financial Statements: The Bank has prepared annual
unconsolidated and consolidated financial
statements. These financial statements have been
audited by the external auditors, A. F. Ferguson & Co.

Boundaries

The Annual Integrated Report is made for the general public
to assess and analyse the Bank’s business and performance.

The audience of the report, depending upon its interest, can
refer to different sections of the report.

The report's limitations extend to external factors, with
its boundaries influenced by external parties like analysts
who play a role in disseminating their analyses and
reports to clients. Further, the information given solely

applies to the Bank’s areas of geographical operations i.e.

Pakistan, Afghanistan, Bahrain, Bangladesh and UAE.

This report exhaustively deals with the Best Corporate
Report criteria laid out by ICAP / ICMAP and at the same
time, the Bank has kept the presentation user friendly.

- Corporate Reporting
The Bank’s applicable financial reporting framework
comprises of International Financial Reporting
Standards (issued by IAASB), International Financial
Accounting Standards (issued by ICAP), Companies

Act, 2017, Banking Companies Ordinance, 1962 and
various directives issued by State Bank of Pakistan
(SBP). The Bank has prepared its financial statements
based on the format prescribed by the SBP.

- International Integrated Reporting Framework (IR),
Sustainability Development Goals (SDG), Global
Reporting Initiatives (GRI) and Environment, Social
and Governance (ESG) disclosures
The Bank has adopted International Integrated
Reporting Framework (IR) and has disclosed
statement of adoption under Governance section of
this Annual Integrated Report. Further, the Bank has
disclosed its contributions towards Sustainability
Development Goals (SDGs), Global Reporting
Initiatives (GRIs) and Environment, Social and
Governance (ESG) frameworks. Please refer
‘Sustainability’ section of this Annual Integrated
Report for these disclosures.

and Strong
Institutions

)

-
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Responsible
Consumption
and Productior

THE GLOBAL

Decent Work and
Economic Growth

SG >,

Best Corporate Report criteria
cross referenced with annual
report’s page numbers

Information disclosed in accordance with BCR criteria as
well as beyond BCR criteria is available on our website
https://www.bankalfalah.com/financial-reports/best-corp
orate-report/best-corporate-report-checklist-2023/
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| feel great pride in reflecting upon Bank Alfalah’s journey
during 2023. Our unwavering dedication to excellence,
innovation, and community impact has been the
cornerstone of our operations, guiding us through a myriad
of challenges and celebrating significant milestones.

In 2023, global growth remained relatively slow, impacting
the local economy as well. Key impediments to growth
included a worldwide decline in output, the repercussions
of climate change, stringent financial conditions and the
ripple effects arising from the geo-political uncertainty.
Higher-than-expected inflation, and political instability,
remained an obstacle to growth in the local environment.

Despite these challenges, the Bank's performance is marked
by consistent growth, profitability, and a robust equity
base. Focusing on the growth of our deposit franchise has
helped position us as a competitive lender. Our
strengthened balance sheet and a more resilient business
model empowered us to navigate volatile periods and chart
a course toward sustained long-term growth and
profitability.

Significant Milestones during 2023

Celebrating two key milestones reflecting the Bank’s
exceptional growth gives me immense pride and gratitude.
These milestones are the inauguration of our 1,000t
branch and the surpassing of PKR 2 trillion in deposits.
The Bank continues its remarkable journey of excellence
and its quest to meet the highest expectations of its
customers and partners.

We also introduced the country’s First Digital Lifestyle
Branch, redefining the digital banking experience,
simplifying banking access, ease of use for customers and
contributing to a more financially inclusive and digitally
empowered society.

Bank Alfalah also announced the establishment of an Exchange
Company as a wholly owned subsidiary. This strategic initiative will
provide comprehensive foreign exchange solutions, catering to a
diverse range of needs in the market, and support Government
initiatives for streamlined foreign exchange management in the
country.

These milestones clearly indicate our strong commitment
towards growing our presence in Pakistan and providing
excellent services in virtually all locations in the country.
Banking Awards and Significant Accolades

Bank Alfalah, for its efforts and success in introducing
innovative and transformative offerings and simplifying and
easing customers’ banking experience through its digital
services, was commemorated by the prestigious Institute of
Bankers Pakistan (IBP) at the Pakistan Banking Awards. The
Bank was conferred with the ‘Best Digital Banking’ award
for the second consecutive year. This recognition validates

our dedication to harnessing cutting-edge technology to
deliver seamless, accessible, and secure banking solutions
to our customers. It was recognised for winning its
customers’ trust and providing end-to-end banking services
and the convenience of financial transactions from the
comfort of the customer’s location. Our strategic focus and
vision remain to innovate and continually evolve our
product suite to exceed customer expectations.

Our continuous efforts resulted in a noteworthy
recognition as one of the ‘Top 25 Companies’ by the
Pakistan Stock Exchange. This is a significant achievement
for the Bank based on its performance while ensuring
regulatory compliances, timely and transparent reporting.

In addition to the above, the Bank achieved various other
accolades, ranging across a wide spectrum encompassing
quality of financial reporting, sustainability reporting,
investor relations, excellence in management practices,
innovation in Islamic banking, gender

diversity, and others. These awards and acknowledgements
are based on the Bank’s meritorious performance. These
are detailed in this annual report.

Giving Back to the Community

In 2023, our flood efforts entered an extensive
rehabilitation and reconstruction phase. The floods, which
caused severe country-wide damages in 2022, led to the
mobilisation of rescue and relief efforts by Bank Alfalah. We
collaborated with esteemed partners and have channelled
approximately PKR 1.175 billion towards critical sectors such
as healthcare, emergency aid, housing, and education.

We adopted a dual-pronged strategy to reconstruct
communities in a sustainable, fair, and financially inclusive
manner. This comprehensive approach not only caters to
immediate needs but also helps establish a framework for
long-term rehabilitation.

Phase 1 concentrated on immediate relief and rescue
efforts, wherein Bank Alfalah partnered with reputable
non-governmental organisations (NGOs) nationwide.

Embarking on Phase 2 of its flood relief endeavours, Bank
Alfalah focused on rehabilitation and restoring livelihoods
this year. This phase encompasses pivotal areas such as
sustainable housing, healthcare, education, and livelihood
support, demonstrating our commitment to rebuilding lives
and ensuring sustainable progress within affected
communities.

During the current year, we also revised our Corporate
Social Responsibility and philanthropy guidelines, driven by
our passion for giving back to the community. The policy
seeks to strengthen Bank Alfalah's reputation through
strategic donations and philanthropic investments,
fostering a positive image among our stakeholders.



Sustainability and The Green Banking Journey

In our ongoing commitment to a sustainable future, we are
dedicated to improving the social, economic, and
environmental capital of our community in a sustainable
manner. Carrying on from this, in a strategic move towards
sustainable banking practices, Bank Alfalah formalised a
Green Banking Advisory Agreement with the International
Finance Corporation (IFC). This agreement is a testament to
our commitment to fostering sustainable and accountable
banking operations.

The partnership encompasses a multifaceted approach
aimed at enhancing our green banking initiatives. It
involves a comprehensive diagnostic assessment
conducted by IFC to evaluate our green banking portfolio,
focusing on establishing a robust environmental and social
risk management system. Moreover, this collaboration will
enable us to explore and capitalise on opportunities in
green finance, including green bond issuance and
sustainable infrastructure financing.

Economic Opportunities

Bank Alfalah remains committed to navigating Pakistan’s
strategic economic potential by identifying and capitalising
on opportunities that foster inclusive growth. By actively
exploring avenues to promote economic resilience and
foster financial inclusivity, we aim to play an integral role in
establishing a robust economy and attracting increased
Foreign Direct Investment (FDI) and remittances. Further,
the Bank remains committed to demonstrating consistent
and robust financial performance, incorporating socially
responsible and environmentally sustainable business
practices, ensuring technological competitiveness and
maintaining open and transparent communication to build
confidence and enable heightened investor interest.

Pakistan's diverse geography presents an array of
opportunities, particularly in agriculture. With its varied
landscape, the country can support diverse livestock
farming, crop cultivation, and the production of food
commodities and related products. Strategic investment in
the SME and agricultural sectors can potentially aid in
tackling vital national issues such as food security, poverty
alleviation, and the supply of quality raw materials, notably
for industries like textiles. Further, expansion of digital
services to cater to unbanked and underbanked segments
of the population and contributing financial inclusion goals
are the areas where we see potential.

Forward-Looking Statement

We remain committed to advancing our deposit base,
expanding our market share in low-cost deposits, and
enhancing our local presence to extend our outreach.
Throughout this endeavour, our priority remains to deliver
unparalleled services to our esteemed customers. Our
strategic focus includes harnessing technological
advancements to meet our customers’ evolving banking
requirements. Our priority remains to grow market share in
deposits, consumer lending and SME, become a leading
transactional and innovative bank, positively impact the
community and introduce new initiatives to enhance
franchise value.

To effectively navigate evolving business environments, we
are dedicated to accelerating digital transformation and
focusing on the re-engineering of business processes.
Primarily, our commitment involves investing in our human
capital and fostering a culture that encourages
collaboration, creativity, and innovation.

The Board's dedication ensures that Bank Alfalah thrives as
a forward-thinking and progressive organisation focused
on generating long-term value. Our operations are rooted
in robust corporate governance and risk management
practices, embodying our commitment to being a reliable
and trustworthy financial institution.

Acknowledgement

| reiterate our unwavering dedication to the Bank and our
commitment to Pakistan’s government and its people, as
well as to uphold the regulatory framework laid down by
the State Bank of Pakistan. Despite facing challenges, we
will remain focused on the way forward, aiming to reach
new milestones in the years ahead. We will stay devoted to
our customers and their needs, and we will continue to
provide innovative products and services.

In my capacity as the Chairman of the Board and on behalf
of our sponsors, | express my gratitude to our
shareholders for their loyal support, extend appreciation
to the regulatory authorities for their valuable guidance,
recognise the hard work and commitment of the
management team and employees, and convey a heartfelt
thanks to our customers for placing their trust in Bank
Alfalah.

Nahayan Mabarak Al Nahayan
Abu Dhabi
Ist February, 2024
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It brings me immense pleasure and pride that 2023 was a
very positive year for Bank Alfalah, as it marked a pivotal
moment in our journey. It's the year we crossed the twin
milestones of reaching 1,000 branches and surpassing PKR
2 trillion in deposits. These two impressive milestones are
significant as the Bank continues its remarkable journey of
excellence and its quest to meet and exceed the
expectations of its customers and partners.

In 2023, we all collectively excelled by successfully
achieving the vast majority of our 5- year strategic
objectives two years ahead of time. Despite encountering
challenges on local and global frontiers, the Bank’s focus
on teamwork, customer-centricity, and innovation has
emerged as the foundational attribute towards achieving
success.

With these achievements, we have now set our sights on
more ambitious goals for the Bank's upcoming Five-Year
Strategy until 2028. Going forward, we will seek to
continue our growth trajectory and to further concentrate
our efforts on customer-centricity and innovation to
improve, reimagine and simplify customer journeys and
banking services.

The new five-year plan will focus on five key strategic
pillars:

e Grow our market share in key businesses by focusing
on expanding branch banking in conventional and
Islamic segments, remain a dominant player in
consumer finance, continue to build Small and Medium
Enterprise offerings, and further cement market
leadership in Digital Banking.

* Become a leading Transaction Bank in the country by
promoting trade flows, enhancing our cash
management business, strengthening the employee
banking proposition, maintaining market leadership in
supply chain financing, and growing our home
remittance flows.

e Renew our commitment to the '‘One Bank, One Team'
culture, which aligns with our mission and values. We
want to nurture and develop you, our Human Capital,
through strategic initiatives, innovative technology
integration, and employee recognition programs.

* Innovate and improve efficiency by utilising
cutting-edge tech to empower our teams to deliver
enhanced customer service. Embracing artificial
intelligence and advanced analytics, we aim to improve
operational efficiency.

e Retain and further enhance our competitive advantage
in treasury, capital markets and investment banking
across domestic and regional markets.

Our core principles, which revolves around prioritising our
customers and fostering a caring culture within the Bank
while maintaining a sharp focus on innovation, will drive us
forward in all our future endeavours.

In 2023, we achieved unprecedented accolades due to our
ongoing commitment to innovation. We are at the forefront
of redefining the digital banking experience and have
introduced diverse services, such as launching the Digital
Lifestyle Branch, focusing on an evolving way of life. We
have also inaugurated the Digital Payments Sales and
Service Centers to meet the needs of merchants and
small-scale businesses.

In 2023, we will be confronted with various socio-economic
challenges. To overcome these hurdles, we must firmly
stand together, be committed to our values and
continuously look for opportunities to positively contribute
towards finding a better way forward.

Our commitment extends beyond banking. We collaborate
with public, private, and civil society stakeholders,
reinforcing our role as the 'Caring Bank’ In 2022 and 2023,
Bank Alfalah became one of the largest corporate donors
to communities affected by devastating floods. This noble
initiative aims to facilitate the return to normalcy for those
residing in areas severely impacted by flood disasters.

As we enter 2024, our vision extends beyond the current
achievements, propelling us to explore new horizons,
expand our presence, and deepen our impact on
communities. With continued dedication to excellence, we
eagerly anticipate the next phase of our journey, where our
way of banking becomes a beacon of financial
empowerment.

Best wishes and great success to you and your loved ones
in 2024

Atif Bajwa
President and CEO

The video on the Bank’s overview, business
performance, strategy and outlook is uploaded on
the website.

https://www.bankalfalah.com/ceo-review-2023/
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Dear shareholders,

On behalf of the Board of Directors, we are
pleased to present the Directors' Report of the
Bank along with the audited financial
statements and auditor’s reports for the year
ended December 31, 2023.

Economic Review

Global Economy

The year 2023 saw continued focus on curbing
inflation, with global central banks maintaining
a tight monetary policy stance. US Fed raised
benchmark rates by 100bps to 5.5%. The IMF
expects global inflation to continue its slide
from 8.7% in 2022 to 6.9% in 2023, and 5.8%
in 2024. The restrictive stance had an impact
on global economic growth, which slowed
down from 3.5% in 2022 to 3.0% in 2023, and
is expected to further slow down to 2.9% in
2024. Higher rates also had some negative
consequences for the global banking sector,
with the collapse of multiple regional banks in
the US. However, the year was encouraging for
the investors as most asset classes (barring
commodities) generated positive returns in
2023, reversing the trend seen in 2022.

Going forward, the year 2024 is expected to
witness further disinflation and the start of
monetary easing by the central banks. The global
economy has recovered from the initial supply
shocks as a result of the Russia-Ukraine war and
commodity prices have declined to pre-war
levels, which bode well for global inflation. Key
risks for inflation outlook are the geopolitical and
climate shocks. 2024 is also the year with
elections scheduled in the USA and other key
markets like the UK, India, Russia and Pakistan.

Domestic Economy

For Pakistan, the year 2023 was a tale of two
halves. The first half saw a drop in foreign
exchange (FX) reserves, sharp currency
devaluation, and peak inflation. The second
half started off with the approval of a USD 3
bn Stand-By Agreement (SBA) by the IMF,
followed by deposits of USD 3 bn by the KSA
and UAE. Resultantly, the default situation was
averted, and the State Bank of Pakistan's (SBP)
FX reserves improved.

As multiple challenges were faced by Pakistan
(floods, import restrictions, IMF program
suspension, etc.), economic activity suffered,
with real GDP growth for FY23 contracting by
0.2% compared to two consecutive years of
high growth of 5.8% and 6.2% for FY21 and
FY22, respectively. A major drag on GDP
growth came from the Industrial sector, which
declined by 3.8%. On the other hand,
agriculture witnessed growth of 2.3%, while
services sector growth was a mere 0.1%. As per
the requirement of the new IMF SBA, the
Pakistan Bureau of Statistics (PBS) released
quarterly national accounts where real GDP
growth for the quarter ending September 30,
2023 is reported at 2.1% over the same quarter
last year, resulting from a 5.1% growth in
agriculture, 2.5% growth in industrials, and
0.8% growth in services.

Pakistan recorded historic high inflation
readings, with average headline inflation for
2023 standing at 30.8% compared to 19.9% in
2022. Inflation peaked at 38% in May-23, while
declining to 29.7% in Dec-23. Currency
devaluation, food supply shocks, and
removal/reduction of subsidies on energy
prices (electricity, gas and fuel prices), were the
key factors contributing to inflation.

To counter inflationary pressures and to slow
down aggregate demand, the SBP continued
with a tight monetary policy stance. During the
year the cumulative increase in policy rate was
600 basis points, with the last hike in June.
Since July, after the new IMF SBA, the status
quo has been maintained with SBP,
highlighting that the real interest rates are
positive on a 12-month forward looking basis.

On the balance of payment front, the
improvement in the current account continued,
with FY23 current account deficit (CAD) at USD
2.2 bn as compared to USD 17.5 bn in FY22. In
1H FY24, the CAD has further improved to USD
0.8 billion as against USD 3.6 billion in the
same period of the last fiscal year. This,
coupled with flows from bilateral and
multilateral sources, improved SBP reserves to
USD 8.2 billion in Dec'23) as compared to USD
5.6 billion in Dec22.

The currency continued to remain under
pressure, depreciating by 20% against the



dollar during 2023. The PKR fell to as low as PKR 307.1 in
the interbank market, while in the open market, it hovered
around PKR 335/USD before the successful operation took
place against illegal dollar trade, after which the parity
improved, and the exchange rate closed the year at PKR
281.86/USD.

Pakistan posted a fiscal deficit of 7.7% of GDP (PKR 6.5
trillion) in FY23 compared to a deficit of 7.9% of GDP (PKR
5.2 trillion) in FY22. Although FBR tax collection improved
16.7% in FY23, it fell short of the IMF target, and declined
from 9.2% of GDP in FY22 to 8.5% of GDP in FY23. Major
support to revenues came from the petroleum levy which
increased significantly to PKR 60/Liter on both petrol and
diesel, the two major fuels consumed in the country.
Interest costs amid rising borrowing needs and high interest
rates continued to eat up a major portion of revenues.
During the first quarter ending September 2023, the deficit
stood at PKR 963 billion (0.9% of GDP) compared to PKR
809 billion (1% of GDP) in the same period last year.

The positive developments on the economic front were
reflected in the stock market’s performance, especially in
the latter half of the year. KSE-100 posted a return of 55%
in 2023 in local currency and 24% in USD terms. The
average daily trading volumes improved by 41% to 323
million shares and value by 45% to PKR 10.1 billion. The
foreign investors turned net buyers (net inflow of USD 74
million) after remaining net sellers for the past 3 years.

Outlook of the economy

The timely SBA with IMF has changed the country’s
economic landscape. The interim government has also made
some tough decisions, in the shape of a reduction in energy
subsidies and a crackdown on illegal dollar trade, which
bodes well for the economy. The economy is expected to be
in better shape next year, with expected disinflation and an
expected fall in interest rates. However, the continuation of
the IMF program remains the key to sustainability.

Banking Sector Review

Despite headwinds on the macroeconomic front, Pakistan’s
banking sector remained resilient with significant
improvement in profitability, balance sheet size, provisions
coverage, and capital adequacy. During 2023, Policy Rate
was jacked up by 600 basis points to 22%. Higher interest
rates coupled with healthy deposit growth improved the
profitability of the sector. The SBA with IMF also helped
remove import restrictions, thereby leading to healthy
growth in income derived through trade business.

The Government removed banks from the ADR based tax on
investment income for 2023, however, Finance Act 2023

introduced a tax on windfall income which is being
contested by the banking industry.
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Deposits of scheduled banks improved by 23.2%, mainly led
by attractive interest rates and low base effect, as the ADR
based taxation led to lower deposit growth in 2022. CASA
ratio improved to 77.1% in June 2023 as compared to 76.2%
in December 2022.

The Government remained the largest borrower amid
elevated fiscal needs, through investment by banks in
government securities, particularly shorter tenor T-Bills,
where the amount of outstanding OMOs (borrowings by
banks from SBP) reached historic high levels during the
year. Private sector credit remained subdued with sector
ADR and IDR standing around 45% and 92%, respectively
compared to 53% and 80%, respectively in December 2022.

Overall advances in the banking sector increased by only
3.6% compared to a growth of 17.4% in 2022. The slower
growth in advances may be attributable to the high fiscal
needs of the Government, high borrowing costs with
sluggish aggregate demand, and reduction in subsidies in
refinancing rates by linking them with the policy rate.
Overall asset quality slightly deteriorated with NPL ratio
increasing from 7.3% in December 2022 to 7.7% in
September 2023, with NPL stock increasing by 4.4%.
However, the coverage ratio improved to 95.5% in
September 2023 from 89.5% in December 2022.

33

Outlook of the banking sector

The banking sector outlook for 2024 remains positive.
Under the IMF umbrella, the economy is expected to remain
stable as compared to 2023. The disinflation is likely to
continue, and the interest rates are expected to decline. The
timing and magnitude of policy rate changes would set the
direction for Net Interest Income. The rally in bond and
equity markets could provide capital gain opportunities,
which would bode well for the non-markup income.

The continuation of the IMF program, and the reform
process initiated by the interim government would be
pivotal to the economic sustainability and performance of
the banking sector.

The implementation of IFRS-9 will shift the industry’s
approach to risk-based pricing on loans with pricing based
on the likelihood of default. The timely recognition of and
provision for credit losses promotes a safe banking system
and plays an essential role in supervision.
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The highlights of the financial results for the year ended December 31, 2023, are as follows:

The Bank'’s Performance

2023 2022
Financial Position Rupees in Millions
Shareholders’ Equity 137,923 100,015
Total Assets 3,345,917 2,253,197
Total Deposits 2,084,997 1,486,845
Advances — net 735,052 732,375
Investments — net 2,067,263 1,114,407
Financial Performance Rupees in Millions
Net Markup Income 126,070 77,242
Non-Markup Income 28,064 21,883
Non-Markup Expenses 66,497 50,497
Operating Profit 87,637 48,629
Provisions and write-offs (net) 9,462 12,468
Profit before Tax 78,175 36,160
Profit after Tax 36,456 18,206
Basic and Diluted earnings per share — Rupees 2312 10.27

Bank Alfalah delivered exemplary growth in profit during
2023. Profit after tax stands at Rs. 36.456 billion as
compared to Rs. 18.206 billion last year, translating to
over 100% growth. The earnings per share (EPS) stands
at Rs. 23.12 (2022: Rs. 10.27). Aided by improved
profitability, the Bank also continued to make significant
investments in network, people and technology.

Revenue increased by 55.5% during the year to close at
Rs. 154.134 billion as compared to Rs. 99.126 billion last
year. Markup income, which grew by 63.2%, was the key
contributor to increased revenue. A combination of net
earning assets growth and re-pricing of the asset book
at higher rates led to the increase in markup income.
Non-markup income stood at Rs. 28.064 billion, higher
by 28.2% compared to same period last year (SPLY);
increased fee and commission income, and gains from
derivatives were the key contributing factors to the
positive variance.

The Bank remains vigilant in monitoring expenses and
practices prudent cost management, while concentrating
on fostering revenue growth through expansion and an
increased focus on capturing market share. This
commitment is evident through the establishment of new
branches, investments in digital and information
technology platforms and engagements with

professional consultancies; all without compromising on
investments in new ventures. The Bank opened a
state-of-the-art Digital Lifestyle branch during 2023,
being an industry first. The branch features exciting
innovations such as cash and cheque deposit machines,
digital lockers and a Buy Now Pay Later (BNPL) store via
AlfaMall along with lifestyle features such as upscale
dining and workspace sharing. Further, higher marketing
and branding costs, PKR depreciation and inflation
related effects also led to an increase in operating
expenses. The Bank also played its role of corporate
social responsibility through providing financial
assistance to NGO's for uplift projects encompassing
rehabilitation in flood affected areas, healthcare,
education etc. During 2023, the Bank established over
100 new branches, which have contributed significantly
towards customer acquisition, deposit mobilisation,
increased throughput and the consequent revenue
growth. Additionally, the Bank is strategically investing in
digital technology, with an emphasis on aspects that
allow strengthening relationships and gaining market
share. This success is underscored by our market share
growth over the last three years. The bank’s cost to
income ratio improved to 41.8% as against 50.0% SPLY,
supported by strong revenue growth.

Furthermore, the exceptional efforts of the network, a



diverse product suite and the successful execution of its
strategic plan resulted in Bank Alfalah achieving an
impressive deposit growth of 40.2% in 2023. The Bank’s
deposits crossed the landmark barrier of two trillion,
closing the year at Rs. 2.085 trillion. The increase is
mainly due to the improvements of 19.5% and 61.8% in
current and savings accounts, which stood at Rs. 790.359
billion and Rs. 654.179 billion, respectively, as at Dec 31,
2023.

The loan book closed at Rs. 777.287 billion; maintaining
credit discipline in the midst of challenging market
dynamics. Our underwriting discipline and rigorous client
selection continued to serve us well which is reflected in
our non-performing loans ratio being 4.8% as at 31
December 2023. This is despite some prudent
classifications. Further, non-performing loans remain
fully covered with coverage being 112.2%. During the
year, Bank took an additional general provision of Rs.
3.153 billion against high risk portfolio due to the
economic vulnerability faced by such loans, whereas the
provision held for flood impacted portfolio was reversed
as headwinds in that portfolio have eased up.

Capital Structure of the Bank

The Bank remained well-capitalised with a capital base
well above regulatory benchmarks and Basel capital
requirements. It continues with a policy of sufficient
profit retention to increase its risk absorption capacity.
The Bank’s total Capital Adequacy Ratio is 16.74%
against the requirement of 11.50% (including Capital
Conservation Buffer of 1.50% of the total Risk Weighted
Assets (RWA). Quality of the capital is evident from the
Bank’s Common Equity Tier-1 (CET1) to total risk
weighted assets ratio, which comes to 11.64% against the
regulatory requirement of 7.50% (including CCB of 1.5%).
Detailed disclosures on CAR and Risk Management are
given in notes 45 and 46 respectively, in the annexed
audited unconsolidated financial statements.

Business Performance Review

Business development, performance and position of the
Bank, and its impact on the environment are discussed in
detail in the Organisational Review, Outlook,
Performance and Position sections of this Annual
Report.

Government of Pakistan (GoP) and State Bank of
Pakistan (SBP) policies and their impact on the Bank's
business performance

Aligned with the Government's vision to foster growth in
construction and export oriented industries, and to
improve the business environment for local
manufacturers, SBP continued with its facilitative role in

supporting government policies for economic
development and effective resource utilisation. With a
continued emphasis on promoting financial inclusion,
financial development and documentation of financial
transactions, SBP, in collaboration with local banks and
Development Financial Institutions (DFls), introduced
several initiatives. Bank Alfalah consistently
demonstrated its dedication towards achieving these
developmental goals and has been recognised time and
again for its remarkable performance and contribution
towards these initiatives.

1. Digitisation for financial inclusion

Prioritising digital financial solutions has a direct
correlation to financial inclusion. As digital channels
serve to enhance the outreach of the financial sector in
a more efficient and cost effective manner, the SBP
initiated plans on many fronts. Bank’s contribution in key
areas is given below:

a- Digital Products and Initiatives

Being a pioneer in the industry, we intensified our
efforts to improve digital banking services and to
develop innovative ways to connect with customers,
all the while maintaining our commitment to a
customer-centric approach. We continue to innovate
and invest in our digital capabilities to complement
our strong branch network, enabling our customers
to bank how and where they want. Our strategy is
aligned with SBP objectives to promote financial
inclusion; provide credit access to unserved and
underserved; and to provide affordable/cost
effective digital financial services. Some of the key
digital initiatives taken in 2023 include: i) Digital
Sales and Service Centres (compact shops housing an
ATM, CDM, and CDK, strategically located in
cash-heavy market areas in cities and towns), ii)
Pakistan’s first Digital Lifestyle Branch, Alfa BNPL
(Buy Now Pay Later) Islamic for credit card holders,
and ATM Modernisation.

b- RAAST
SBP launched Pakistan’s first instant payment system
Raast, to provide instant, reliable and zero-cost
digital payment services in Pakistan. Raast is an
end-to-end digital payments solution and is targeted
to be used to settle small-value retail payments of
individuals and small businesses in real time. SBP has
now launched a P2M (Person-to-Merchant) service to
facilitate digital payment acceptance for merchants
and businesses. The P2M service will enable payment
acceptance by businesses using Quick Response (QR)
Codes, Raast Alias, IBAN and Request to Pay (RTP).
Bank Alfalah has been very active in promoting this
new payment gateway. Around 700,000 bank
customers have been linked to RAAST, channell
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4.2 million transactions at a value of PKR 440 billion
during 2023.

2. Financial Inclusion and Financial Literacy

The Bank, in line with SBP’s vision continued to take
measures to improve financial inclusion and financial
literacy.

3. Roshan Digital Account (RDA)

RDA is the SBP flagship program to bring banking
solutions to Non-Resident Pakistanis (NRPs), which has
also been helping the country in terms of remittance
inflows. Under the scheme, SBP has built many
much-needed products around RDA, including i) Naya
Pakistan Certificates (NPCs), ii) Roshan Apni Car (RAC), iii)
Roshan Apna Ghar (RAG), iv) Roshan Samaaji Khidmat
(RSK), and v) Roshan Equity Investments. Through the
RDA channel, NRPs can digitally open/operate FCY/LCY
accounts through internet banking and mobile apps
without lengthy documentation gaining access to a
savings tool providing attractive returns through NPCs.
Bank Alfalah has successfully opened more than 47
thousand RDAs since inception till Dec 31, 2023, and the
balances in RDA accounts is PKR 9.4 billion as at the year
end. Total investments made in Naya Pakistan
Certificates (NPCs) through Bank Alfalah amounted to
PKR 93.4 billion since inception, till Dec 31, 2023

36 4. SME Asaan Finance (SAAF) Scheme

BANK ALFALAH

Small and Medium Enterprises (SMEs) contribute about
40% of Pakistan's GDP and remain critical to economic
development. In this regard, SBP, in collaboration with
the Government of Pakistan, launched SAAF which is a
refinance and credit guarantee facility for creditworthy
SMEs facing challenges in accessing funding. Its features
include: i) option for Shariah-compliant products, ii)
facility for Working Capital and Term Loans, and iii)
acceptance of personal guarantees. Bank Alfalah, already
active in this segment and helping towards the ultimate
government goal of economic development, remained at
the forefront. During 2023, the Bank has processed
around 436 loan applications and disbursed more than
PKR 1.8 billion under this scheme.

5. Refinance Facilities

In order to ensure an adequate supply of financing to
industries, especially export-oriented industries, SBP,
over the years, has launched various refinance schemes
to meet business growth needs. The major refinance
facility is the Export Finance Scheme (EFS), under which
the Bank has disbursed around PKR 136 billion during
2023.

The Group’s Performance

Bank Alfalah posted consolidated profit after tax (PAT)
of Rs. 36.068 billion for the year ended December 3],
2023 (2022: Rs. 18.397 billion). Earnings per share (EPS)
attributable to equity holders of the Bank was measured
at Rs. 23.15 in comparison to Rs. 10.38 for the last year.

The Bank has a 62.50% shareholding in Alfalah CLSA
Securities (Private) Limited, which is engaged in the
business of stock brokerage, investment banking,
corporate finance and fund placements.

The Bank has incorporated a new exchange company,
Alfalah Currency Exchange (Private) Limited, with an
authorised capital of Rs. 2 billion. This exchange
company will function as a wholly-owned subsidiary of
the Bank, and will provide comprehensive foreign
exchange solutions. The exchange company is expected
to commence operations in the year 2024.

Further, the Bank has associated entities with equity
investment of 30% in Alfalah Insurance Limited, 30% in
Sapphire Wind Power Limited and 40.2% in Alfalah GHP
Investment Management Limited.

Performance of Subsidiary:

Alfalah CLSA Securities (Private) Limited incurred an
operating loss of Rs. 1,091.639 million (2022: Rs. 11.741
million) mainly because of expected credit loss on its
trade receivables. Accordingly, loss per share (EPS) for
the year was Rs. 28.34 as compared to earnings per
share of Rs. 0.19 last year. Due to this loss, the Bank is
considering injecting further capital / funding as
required to support the subsidiary’s operations. This will
be approved by shareholders in the upcoming annual
general meeting for the year ended December 31, 2023.

Dividend, Bonus Shares And Other
Appropriations

The directors have recommended final cash dividend of
Rs. 5.0 per share (50%) for the year ended December 31,
2023, subject to approval of the shareholders in the
upcoming Annual General Meeting, bringing the total
cash dividend for the year to Rs. 8.0 per share. The
Board had earlier declared and paid an interim cash
dividend of Rs. 3.0 per share (30%).

Other appropriations:

The Board has approved an appropriation of Rs. 3.646
billion from the current year’s profit to the statutory
reserve in compliance with the requirements of the
Banking Companies Ordinance, 1962.




Credit Rating

The Bank has been assigned the following ratings by

PACRA:

- Entity rating: "AA+ (Double A Plus) for the long-term
and ‘Al+ (A-One Plus) for the short-term, with
‘Stable’ Outlook.

- Instruments rating: Unsecured Tier 1 Capital
instruments (Term Finance Certificate) of the Bank
have been awarded a credit rating of ‘AA-" (Double A
Minus), with ‘Stable’ Outlook. Medium Term Note
(MTN): AAA (Triple-A) rating. The instrument is a
Rated, Secured, Listed, and Redeemable Fixed Rate
Term Finance Certificate (TFC).

The assigned ratings mirror the Bank’s diversified
operations, sound financial risk profile, strong sponsors,
and established market presence. These ratings signify
an extremely low anticipation of credit risk, a robust
ability for timely repayment of long term financial
commitments and the highest capability for timely
repayment in the short term, respectively.

Corporate Governance

The Bank is in compliance with significant requirements
of the Listed Companies (Code of Corporate Governance)
Regulations, 2019. The prescribed statement by the
Management, together with the Auditor’s Review Report
thereon, is annexed to this Annual Report.

The Directors are pleased to present the following
statements required under Chapter XIl - Reporting and
Disclosure of the aforementioned regulations:

1.The total number of directors are eight:
i.Male Seven
ii.Female One

2.The composition of the Board is as follows:
i.Independent Directors

(including a female Director)  Three
ii.Non-executive Directors Four
iii. Executive Directors One

3.The Board, from time to time, establishes committees
to discharge its responsibilities. For each Board
committee, the Board adopts a formal Terms of
Reference (ToRs) setting out the matters relevant to
composition, roles, functions, responsibilities and
administration. The following committees have been
constituted by the Board:

i. Board Audit Committee

ii. Board Strategy and Finance Committee

iii. Board Risk Management Committee

iv. Board Human Resource, Remuneration and

Nomination Committee
v. Board Information Technology Committee
vi. Board Compensation Committee
vii. Board Crises Management Committee
viii. Board Real Estate Committee

For committees’ members and committees’ terms of
reference, please refer to the Governance section of this
Annual Report.

4. The Bank has a formal policy and transparent
procedure for remuneration of Directors, in accordance
with regulatory requirements. The Policy was initially
unanimously approved by the shareholders of the Bank
in the 28th Annual General Meeting ("AGM"), held on 27th
March 2020 and was subsequently amended in the 30th
AGM held on 29th March 2022 to align the same with
SBP’s Corporate Governance Regulatory Framework. The
remuneration policy and framework related disclosures
have been given as part of the Governance section of
this Annual Report. The payment of Directors’ meeting
fees, as reported in note 40 of the financial statements,
is approved annually by the members along with annual
audited financial statements in the AGM.

As a matter of best practice, the Directors are pleased to
give the following statements:

a)The financial statements, prepared by the management, 37

present fairly the state of affairs of the Bank, the result
of its operations, cash flows and changes in equity;

b)Proper books of accounts of the Bank have been
maintained;

c)Appropriate accounting policies, as stated in the notes
to the financial statements have been consistently
applied in the preparation of financial statements and
accounting estimates are based on reasonable and
prudent judgment;

d)International Financial Reporting Standards, as
applicable to banks in Pakistan, have been followed in
preparation of financial statements;

e)The system of internal control is sound in design and
has been effectively implemented and monitored;

f)There are no significant doubts about the Bank’s ability
to continue as a going concern;

g)There has been no material departure from best
practices of corporate governance;

h)Summarised key operating and financial data of last six
years has been presented as part of the Annual Report;
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i)As at 31st December 2023, the Bank is compliant with
respect to the Directors’ training requirement provided
in the Code of Corporate Governance Regulations;

i)The Pattern of Shareholding, in accordance with The
Companies (General Provisions and Forms) Regulations,
2018, is attached as part of this Annual Report;

k)There are no loans, TFCs, sukuk or any other debt
instruments in which the Bank is in default or likely to
default;

[Trading patterns in the shares of the Bank, by Directors,
substantial shareholders, executives, their spouses and
minor children have been disclosed as part of the Annual
Report; and

m)The Board's performance for the year 2022 was
self-evaluated by the individual directors during 2023.

Risk Management

The Board, through its Board Risk Management
Committee, has carried out a robust assessment of
principal risks. Under the governance of the Board, the
Bank employs a robust and well organised risk
management approach overseen by management
committees and a dedicated Risk Management Division.
The Banks risk management framework, risk assessment,
risk mitigation methodology, key risks and opportunities
have been disclosed in the 'Risk and Opportunities’
section of this Annual Report.

Internal Controls

The management believes that the Bank's existing system
of Internal Controls is reasonable in design and is being
effectively implemented and monitored. The Bank’s
control environment, including technological solutions,
experiences ongoing enhancements. The Board endorses
the management’s evaluation of effectiveness of overall
Internal Controls, including Internal Controls over
Financial Reporting, as detailed in the Statement of
Internal Controls in the ‘Governance’ section of this
Annual Report.

Corporate Social Responsibility

At Bank Alfalah, our success goes hand in hand with the
accomplishment of our communities, customers and
employees. We aim to conduct business by creating
shared values for all our stakeholders. Corporate Social
Responsibility (CSR) is an instrument of sustainable
change and continues to be one of the most critical
aspects of our business.

The Bank continued its flood rehabilitation efforts in
light of the commitment set by the Chairman, His
Highness Sheikh Nahyan bin Mubarak Al Nahyan, and the
Board of Directors in the aftermath of the devastating
floods and unprecedented rains across the country in
2022. During the current year, the pledged amount was
distributed by the Bank for rebuilding infrastructure in
the affected areas. Donations amounting to Rs. 1,174.500
million were made in collaboration with selected NGOs
and organisations.

We are firm in our commitment to operate within an
ethical framework while contributing to socio-economic
development. As we continue to build responsible
business practices across the Bank, we ensure that we
capture every opportunity, deepening the impact of our
Corporate Social Responsibility and philanthropic
footprint. The Bank donated Rs. 75.020 million to
different educational and other charitable institutions
during the year. As a Bank, we are focused on
sustainability.

For further details on the Bank’s efforts, including
collaborations with renowned partners, please refer to
the ‘Sustainability’ section of this Annual Report.

External Audit

The Bank has received an unqualified audit report for
the year ended December 31, 2023, from its external
auditors, M/s A. F. Ferguson & Co., Chartered
Accountants.

M/S A. F. Ferguson & Co., Chartered Accountants,
existing auditors of the Bank, have given consent to
continue to act as statutory auditors of the Bank for the
year 2024. The Board Audit Committee has
recommended their name for re-appointment for the
next year.

The firm of auditors have confirmed that they have been
given a satisfactory rating under the Quality Control
Review program of the Institute of Chartered
Accountants of Pakistan, and that the firm and all their
partners are compliant with the International Federation
of Accountants' (IFAC) Guidelines on Code of Ethics, as
adopted by the Institute of Chartered Accountants of
Pakistan, and meet the requirements for appointment
under all applicable laws.



Future Outlook

Moving forward, Bank Alfalah remains strategically
positioned for sustainable growth, building on the
foundations of our past successes. We will continue to
expand our deposit base and cultivate low-cost deposits,
while simultaneously broadening our domestic footprint
to offer unparalleled services to our customers.
Emphasising the consumer space, aiding SMEs in their
growth, and harnessing technological advancements to
meet evolving banking needs will be key focal points.
Boosting trade volumes, enhancing penetration in cash
management, and improving our position in supply chain
financing and home remittances align with our
commitment to adapting to industry and global shifts.

Our culture of 'One Bank, One Team' will persist,
fostering collaboration, creativity, and innovation.
Human capital development remains central, ensuring a
skilled and motivated workforce. The Bank’s caring
culture extends to the community through intensified
Corporate Social Responsibility (CSR) and Environmental,
Social, and Governance (ESG) initiatives.

In line with our commitment to innovation and efficiency,
we will incorporate new initiatives that will leverage
technology, advanced analytics, and Al across various
areas within the bank. This approach ensures that we
achieve operational efficiencies and stay at the forefront
of banking excellence.

As we navigate industry and global trends, Bank Alfalah
is poised for adaptability, resilience, and sustained value
creation, ensuring enduring shareholder value and
continued excellence in the face of evolving challenges.

Uncertainties that could affect the Bank's resources,
revenues and operations

All projections are, by nature, subject to risks and

uncertainties, some beyond our control. Factors that may

potentially affect the Bank's resources, revenues and

operations are:

- Global macroeconomic conditions impacting overall
economic activity;

- Impact of climate conditions on economic activity
and business operations;

- Geopolitical risks and uncertainties across the
geographies that we operate in;

- Global AML/CFT compliance in accordance with FATF;

- Trade policies of trade partner countries;

- Economic decisions on discount rate/monetary
policy;

- Disciplined fiscal policy and corporate taxation
measures;

- Law and order situation/political environment within
the country;

- Local government rules and regulations;
- Emergence of disruptive technologies; and
- Risk of cyberattacks.

The Risk Management Group of the Bank routinely
conducts stress tests based on diverse pre-determined
scenarios to assess the potential impact of any losses
and to ascertain whether the Bank possesses enough
capital to endure the repercussions of any unfavourable
developments. The outcome of these tests have
indicated that the Bank possesses sufficient capital,
liquidity and profitability to withstand any potential
losses.

The Bank vigilantly monitors these uncertainties and
risks, and simultaneously implements corrective and
protective measures to sustain operating performance
and safeguard shareholder interests.

A detailed overview is given in the ‘Outlook’ and
‘Strategy’ sections of this Annual Report.

Subsequent Events

There are no significant post balance sheet events that
could materially affect the company’s performance as
presented in these financials or could have required a
disclosure of facts.

Acknowledgement

On behalf of the Board, we would like to thank the State
Bank of Pakistan, the Securities and Exchange
Commission of Pakistan, the Ministry of Finance and
other regulatory authorities for their valuable counsel
and guidance. At the same time, we would like to
acknowledge the ongoing and never-ending support of
our shareholders, our customers and business partners.

Over the years, we have laid the foundations to deliver
great value and service to our customers, simultaneously
enhancing profitability and fortifying our balance sheet.
As we move forward, we shall remain focused on serving
our customers and playing a key role in supporting
economic recovery. While pursuing this, we will remain
conscientious of our obligations to our employees and
the community at large, as well as our commitment to
consistently provide substantial returns to our
shareholders

Atif Aslam Bajwa

President and Chief Executive Officer
Abu Dhabi

1st February, 2024

Khalid Qurashi
Director
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ABOUT BANK ALFALAH

Bank Alfalah is one of the largest banks in Pakistan, with a network of 1000+ branches
across more than 200 cities in the country, and international presence in Afghanistan,
Bangladesh, Bahrain and the UAE. The Bank also has a representative office in Abu Dhabi.

Bank Alfalah is owned and operated by the Abu Dhabi Group. Incorporated as a public
limited company on 21st June, 1992 under the Companies Act, 2017, Bank Alfalah commenced
its banking operations in the same year.

The Bank provides financial solutions to consumers, corporations, institutions and
governments through a broad spectrum of products and services, including corporate and
investment banking, digital banking, consumer banking, securities brokerage, commercial,
SME and agri finance, currency exchange, insurance, asset management Islamic and credit /
asset financing solutions.
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To inspire and empower people to do things differently and shape
their own path in life and business.







We look at the market with fresh eyes to find new opportunities, and seek new
ways of enabling our customers to succeed and advance the world of finance.







You — Customer Care
We always put the customer and their needs front and centre.

Your Needs — Collaboration
We do all we can to understand and anticipate what will help our customers
find their own way and achieve their ambitions.

Your Way — Creativity and Innovation
We do things differently, challenging the status quo to find new and better
ways to move ourselves and our customers forward.

The Right Way — Conduct and Integrity
We always act with integrity and transparency in everything we do. It is the
cornerstone of our business and brand.
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Integrity and honesty are at the heart of our business and brand.
Our internal ethical standards and code of business conduct are the
results of shared moral convictions. The objectives of our
underlying policies are to ensure that the Bank is recognised as a
professionally run and successfully managed institution with high
ethical standards.

A detailed statement of the Code of Ethics and Business Practices
is in place and is signed by every employee and submitted to the
Bank’s Human Resource and Learning Group (HRLG) on an annual
basis. The Code of Ethics is available on the Bank’s website. The
Code contains detailed guidelines, which aim to facilitate the Bank's
employees to:

¢ Conduct business with honesty, transparency
and integrity in a professional manner

¢ Understand and comply with
legal/regulatory requirements and internal
policies and procedures of the Bank

o Exhibit exemplary personal conduct towards
the Bank, its employees and customers, and
maintain the desired decorum both during
office hours and at other times

Besides emphasising adherence to
legal/regulatory requirements and internal
policies and procedures of the Bank, the Code
contains specific guidelines with reference to
managing conflicts of interest, political
affiliations, conduct, KYC, gifts and
entertainment, corporate ethical policies, fraud,
theft, illegal activities, etc.

ETHICS AND CODE
OF CONDUCT
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CULTURE

Bank Alfalah firmly holds the belief that a supportive culture can effectively
communicate its strategic objectives through its core values and principles.
This fosters a more varied and inclusive setting, enabling employees to
discover their meaningful contributions.

The Bank has embraced a culture that embeds its values, synchronising them
with its strategy.

The foundation of Bank’s Cultural Strategy lies on the following principles:
¢ One Bank, One Team

e Focus on Customers
e Inspire and Empower our People
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BANK ALFALAH

1992

Incorporation of
Bank Alfalah
Limited

Commencement
of Operations

Major Corporate Events

Acquisition
by Abu Dhabi Group

1997

Listing of Bank Alfalah

Incorporation of on Stock Exchange

Alfalah Securities
(Private) Limited

Incorporation of Alfalah
GHP Investment
Management Limited

2004

Financial Calendar

2023

Issuance of Tier Il

) Term Finance Certificate
Incorporation of

Alfalah Insurance Limited | Investments in Sapphire
Wind Power

Company Limited

2013

1st Quarter results approved on
2nd Quarter results approved on
3rd Quarter results approved on
Annual budget approved on
4th Quarter results approved on
Annual Accounts to be approved in
32nd Annual General Meeting scheduled on

2022

27th April 2023
10th August 2023
26th October 2023
26th October 2023
Olst February 2024

20th March 2024

1st Quarter Results approved on
2nd Quarter Results approved on
3rd Quarter Results approved on
Annual budget approved on
4th Quarter Results approved on
Annual Accounts to be approved in
31st Annual General Meeting scheduled on

2021

26th April, 2022
28th July, 2022
17th October, 2022
17th October, 2022
2nd February, 2023

20th March, 2023

1st Quarter Results approved on
2nd Quarter Results approved on
3rd Quarter Results approved on
Annual Budget approved on
4th Quarter Results approved on
Annual Accounts approved on

30th Annual General Meeting held on

22nd April, 2021
25th August, 2021
24th October, 2021
24th October, 2021
2nd February, 2022

15th March, 2022

Issuance of shares as a
result of Employee
Stock Options



2017 2019 2022

Issuance of shares asa | Issuance of shares as a ADT Tier 1 | ‘ .
result of Employee result of Employee Issuance of Capital Issuance ncorporation o
Stock Options Stock Options ISSrLéaSEICtEDC;fE?];E;:: a AAA rated /-I\Elfalﬁh Currgncy
aISpaticinationt Stock Options Medium Term Note | Buy back of 200 Mn RCNA0E (Pvt)
participation in P ordinary shares Limited

Issuance of shares as a

result of Employee
Stock Options ADT Tier 1
Capital Issuance Alfalah Securities

€20Z 140d3d TVNNNY

2016 2018 2020 2023

2020

1st Quarter Results approved on
2nd Quarter Results approved on
3rd Quarter Results approved on
Annual Budget approved on
4th Quarter Results approved on
Annual Accounts approved in

29th Annual General Meeting held on

2019

26th April, 2020

25th August, 2020
21st October, 2020
21st October, 2020
3rd February, 2021

9th March, 2021

1st Quarter Results approved on
2nd Quarter Results approved on
3rd Quarter Results approved on
Annual Budget approved on
4th Quarter Results approved on
Annual Accounts approved in

28th Annual General Meeting held on

2018

25th April, 2019
18th August, 2019
18th October, 2019
6th December, 2019
13th February, 2020

27th March, 2020

1st Quarter Results approved on
Election of Directors held on
2nd Quarter Results approved on
3rd Quarter Results approved on
Annual Budget approved on
4th Quarter Results approved on
Annual Accounts approved in

27th Annual General Meeting held on

1Sth April, 2018
27th May, 2018
26th August, 2018
25th October, 2018
6th December, 2018
21st February, 2019

28th March, 2019
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Group Ownership Structure

HOLDING
COMPANY

A

Bank Alfalah
SUBSIDIARIES The Way Forward ASSOCIATES

Bank Alfalah provides
financial solutions to a
very divesified

= Alfalah CLSA Securities Customer base which = Alfalah Asset Management Limited is

(Private) Limited is includes individual an asset management company and
engaged in the business Consumers, pension fund manager. It manages a
of stock brokerage, corporations, portfolio of investors under
investment counselling,  institutions and discretionary and non-discretionary
fund placements and governments through a portfolio manrflgement agreements.
investment consultancy. broad spectrum of It offers solutions to match the needs

It promises to offer products and services, of jndividuals, corporates and
exceptional service to  including corporate retirement funds,

. . ; and investment
its clients based on its «  Alfalah Insurance Company Limited

strong research and banking, consumer is a general non-life insurance

execution capability. banking a?nd credi, company that also works as a
con.1m.erC|aI, SME, . Window Takaful Operator. It offers

= Alfalah Currency ag”'f'"anc?' Islamic, first-class security and service to the

Exchange (Private) and asset financing. In insured public.

Limited has been addition to the services

incorporated as a new,  on offer, the Bank also = Sapphire Wind Power Company

wholly owned subsidiary holds interest in Limited (SWPCL) is engaged in the

during the year 2023, various subsidiary and development of a wind farm. It is

and will provide

. . associated entities, and committed to being part of the
comprehensive foreign i ! e
exchange solutions. The  Strives to ensure a revoluponary Shlft. in the energy
company will begin comprehensive, paradigm by offering clean, green,
operations in the year  transparent and and affordable energy solutions.
2024. comparable view of the Sapphire Group and Bank Alfalah

took the lead in entering the
nascent wind energy sector in
Pakistan and established (SWPCL)
with joint ownership stakes.

financial performance
and position of the
entire group.

30% 30%

62.50%

HOLDING

Alfalah CLSA
Securities (Private)
Limited

100%

HOLDING

40.22%

HOLDING HOLDING HOLDING

Sapphire Alfalah GHP
Alfalah Wind Power Investment

Company Limited Management Limited

Alfalah Currency
Exchange (Private)

Insurance Limited
Limited

Nature of relationship: Shareholding and nomination of directors on the boards of subsidiaries and associates.
Country of origin: Holding, subsidiaries and associates are companies incorporated in Pakistan.



Our Presence
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Bank Alfalah is connected with you via 80,000+ touchpoints.

Domestic Branches: 1,013 (including Digital Lifestyle branch ATMs: 1,132 Alfa App (Android & i0S): 2
and Premier Lounges) Cash Deposit Machines: 350 Internet Banking : 1
Overseas Branches: 11 Cash and Cheque Deposit Agent Network : 26,014
Booths: 17 Machines: 48 eCommerce Merchants : 2,792
Representative Offices: 1 QR Merchants: 27,657 POS Machines : 26,577
Digital Sales & Service Centre: 2 Payment Gateways : 2

SMS Banking Gateway : 1

BRANCH DIGITAL
NETWORK AVENUES

sax s

CALL AND =

CUSTOMER SOCIAL
FACILITY MEDIA
CENTRES

Call Centres: Karachi - 2, Lahore -1
Consumer Finance Centres: 7
Consumer Finance Helpdesks: 4
Complaint ManagementUnit: 1
Complaint Boxes: 1,704

Credit Card Bill Collection Boxes: 40
Digital Facilitation Desks: 10
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Branch Network

PAKISTAN

Bank Alfalah is one of the largest private banks in Pakistan with a network
of 1,013 branches in more than 200 cities across Pakistan.

AFGHANISTAN

Branch Banking Operations

Services offered to clients include retail and wholesale banking.

BAHRAIN
Offshore Banking Unit

Services offered to corporate clients include deposits, trade finance,
advances, treasury and foreign exchange services.

UAE
Wholesale Banking Branch in Dubai and One Representative Office in Abu Dhabi.

Services offered to corporate clients include deposits, trade finance, advances,
treasury and foreign exchange services.

BANGLADESH

Branch Banking Operations

The branches provide financial solutions to consumers, corporates, and the
government through a broad spectrum of products and services, including
deposit accounts, self-service banking and wholesale banking.



Bahrain

Afghanistan

CATEGORIES
AND TYPES OF BRANCHES

Category Branch &
Sub-Branch
Conventional 654
Corporate 5
Islamic 354
Domestic 1013
Overseas 1
Grand Total 1024
OVERSEAS
OPERATIONS-COUNTRIES
Branch &
Country N -
Bangladesh 7
Afghanistan 2
Bahrain 1
UAE 1
Total 1
UAE (Abu Dhabi) 1

PAKISTAN
OPERATIONS-PROVINCES
Province Branch &
Sub-Branch
Punjab 601
Sindh 204
KPK 93
ICT 60
Balochistan 41
Gilgit Baltistan 7
AJK 7
Grand Total 1013

ORGANISATIONAL REVIEW

Bangladesh
PAKISTAN
OPERATIONS-REGIONS*
Regions Branch &
Sub-Branch
Conventional
North 177
South 171
East 151
West 155
Corporate 5
Islamic
North 97
South 73
East 96
West 88
Grand Total 1013

*Bank’s internal categorisation

Pakistan Operations — Cities:
Please visit the Bank’s website
for branch network -
https://www.bankalfalah.com/
list-of-branch-network/
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Bank Alfalah Limited is a financial services
company incorporated in Pakistan with the
purpose of fulfilling financial needs of its
customers. The Bank is owned and operated
by the Abu Dhabi Group. The Bank offers
solutions, with integrity and transparency,
to consumers, corporations, institutions,
and governments through a wide array of
financial products, and empower them by
building lasting relationships with care. We
engage in trading financial instruments,
accepting deposits, and extending lines of
credit to our various customer segments
through a large network of branches and
digital channels. The Bank operates with an
experienced and diversified Board. The
management team drives the operations of
the Bank under guidance of the Board.

Bank Alfalah, being a holding company
maintains investments in subsidiaries and
associated companies operating in varied
business platforms i.e., securities brokerage,
asset management, insurance services and
delivering energy solutions. Our subsidiary
companies include Alfalah CLSA Securities
(Private) Limited, engaged in the business of
brokerage and investment advisory; and
Alfalah Currency Exchange (Private) Limited,
with a business mandate of foreign
exchange solutions. Our associated
companies include Alfalah Asset
Management Limited, Alfalah Insurance
Limited and Sapphire Wind Power Company
Limited. Our international operations
include banking activities in Afghanistan,
Bangladesh, Bahrain and the UAE.

Bank Alfalah always puts its customers’
needs first through its progressive,
customer-centric business model, serving
clients across Pakistan, and internationally,
through more than 80,000+ digital,
electronic and corporeal touchpoints. The
Bank generates revenue and delivers value
through integrated business functions,
including retail banking, digital banking,
corporate banking and financial institutions,
treasury and Islamic banking. Each wing has
its own cohesive management team, that
demonstrates extraordinary passion for
innovation and customer experience.

Retail Banking portfolio includes deposit

products, asset products, consumer finance,
premier banking and wealth management,
and it is one of the largest in terms of
consumer finance in Pakistan. The business
follows a two-fold model comprising direct
sales in branches and a telesales network.
Multiple products and services are offered
to SME clients. This group conducts
deposit-taking and lending activities for
individual consumers, SMEs as well as
commercial segment.

Shariah compliant Islamic Banking solutions
cover deposit products, investment services,
payment solutions and financing facilities.
This group extends financing and takes
deposits across all sectors for both retail
and corporate clients. It has its own distinct
financing solutions Shariah compliant
Islamic Banking products. The group
activities are monitored by a dedicated
Shariah Board.

Corporate Banking Group consists of three
functions; credits, investment banking and
transaction banking. The solutions offered
are for funding, advising, and creating
structures for corporate clients’ operations
and trade. The business also facilitates
home remittances into Pakistan. The
transaction banking services include trade
finance, cash management and supply chain
following a global model for a centralised
approach towards trade. Investment banking
offers solutions for project finance and
syndication while credits provide loans and
fee-based products and services.

Treasury and Financial Markets is a primary
dealer for trading activities in the interbank
money and FX markets, and offers equity
solutions in-house as well as for external
clients. With a strong market presence, we
have treasury sales desks across Pakistan.
These work for us to deploy money into
profitable avenues to earn lucrative returns
for shareholders.

Digital Banking services, the best in class,
make banking effortless for our customers,
ensuring that their evolving financial needs
are constantly met through innovative
digital solutions. Our portfolio covers digital



deposits, lending channels, lifestyle features and
corporate solutions for our customers, offered through
the unique banking app "Alfa’

All of these business groups are supported by various
support functions that help them execute day-to-day
operational activities. Support functions include Risk
Management, Finance, Compliance, Marketing, Legal and
Corporate Affairs, Internal Audit, Human Capital Group
and Corporate Services and Operations Group.

The Bank invests capital to generate value through core
business activities for its key stakeholders including
shareholders, investors, customers, employees,
regulators, vendors, media, analysts, rating agencies and
the society as a whole. Our capital comprises financial,
human, manufactured, intellectual, social and
relationship, as well as natural capital. The engine
driving the core business activities consists of our
Board, Senior Management, and employees who drive
growth though strategy and outlook, governance,
performance, risk management and stakeholder
management.

Material changes in
Business Model

During the year, no significant changes have occurred in
our Business Model, except the incorporation of a new
subsidiary with a business mandate of providing foreign
exchange solutions.
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Business Model in
accordance with
International Integrated
Reporting (IR) Framework

The business model diagram highlights key elements
and illustrates the relationship of the Bank’s capital
resources, which are inputs for the Bank’s business, with
its various business activities that are upheld through
the Bank’'s engine, value and growth drivers, key
activities and principles of operation in order to
produce outputs and outcomes for shareholders,
customers, employees, regulators, rating agencies,
investors, media and the society.

Stakeholders

The Bank’s key stakeholders are shareholders, investors,
customers, regulators, rating agencies, media, vendors
and suppliers, the Board of Directors, Senior
Management, employees, potential customers and the
society in which it operates.

Factors affecting
External Environment

For details on the external environment affecting the
Bank, please refer to the Outlook section of this
Annual Report.

Inputs

Key inputs for the Bank are its financial, intellectual,
human, manufactured, natural, social and relationship
capital. They are a source of differentiation for the
organisation due to their strengths and capabilities. The
organisation largely depends on these capitals to add
value and provide outputs for its stakeholders. They
play a key role in the robustness and resilience of the
business model.

Busmess Activities

The Bank’s business model adapts to continuous
changes in the external environment. Business
activities evolve, and in turn, outputs and outcomes
are improved.

e The differentiating factors are business strategy,
product suite, focused market segmentation,
delivery channels, marketing, and cutting-edge
technology to provide better services to customers
and other stakeholders.

o The Bank targets long-term success through
process improvements, employee training,
relationship management, product innovation and
fostering culture of collaboration.

Outputs

The Bank’s products and services to its customers serve
as the outputs of the business model.

Please refer to our products and services on the coming
pages within this section of the Annual Report.

Outcomes

Our internal outcomes (e.g. employee morale,
organisational reputation, revenue, cash flows, etc.) and
external outcomes (customer satisfaction, tax payments,
brand loyalty, social and environmental effects, etc.) are
part of the Bank’s business model, and are an outcome
of top-notch services and products offered by the Bank.
We focus on improving our services and operation
standards to produce positive outcomes for customers
and other stakeholders.



Linkage of Our Business Model with the SDGs
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¢ Deposits
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Model
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Business
Activities
Core Activities

f

o Retail
o |slamic

GOOD HEALTH

o Corporate

GENDER
EQUALITY

o Treasury
o Digital

’ ¢ Finance

e Risk Managemen
¢ Compliance
o Marketing
¢ Human Capital
o Internal Audit
o Operations
o Corporate servic
o Legal

CLEAN WATER

Business
Activities
Support
Activities
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CAPITALS

INPUTS

Financial Capital

Share Capital Rs. 15.8 Bn
Total Equity Rs. 138 Bn
Deposits Rs. 21Trn
Subordinated Debt Rs. 14.0 Bn

Medium Term Note (MTN) Rs. 11.0 Bn

Human Capital

Head Count

Employer of Choice for Diversity
and Inculusion

14,738

Manufactured Capital

Branches and Sub-branches 1,024
ATMs and CDMs 1,400+
Intangible Assets Rs. 13Bn
Property and Equipment Rs. 61.8 Bn

Additional Touchpoints: POS Machines,
Social Media Platforms, QR Scanners,
Booths, Representative

Offices, Call Centres,

Drop Boxes and Complaint Centres

Intellectual Capital
Experienced Board

Competent Management
Strong Risk Management
Secured and Updated IT Infrastructure

Compliance Framework

Policies and Procedures
Brand Image
Secured Systems

Social and Relationship Capital
Number of customers 6.8 Mn +
Trade partners (merchants and agents)

Natural Capital
Solar Branches/ATMs/Inverters

Health and safety considerations at
all premises

Green banking initiatives

Responsible renewable
energy financing

CREATING VALUE
CORE BUSINESS ACTIVITIES

Our Engine

Senior
Management

Employees

Value and Growth Drivers

Stakeholder
Management

Managing
Performance,
Risk, Compliance

Governance

Strategy
and
Outlook

Core activities through products and services

Generating maximum shareholder returns
through efficient fund generation and effective
fund management.

Deliver superior customer experience through
product innovation.

Focus on growth through optimising low cost
deposits, High Net Worth clients, consumer
lending, SME, trade, cash management and

home remittances.

Perpetual adaptation to the disruptive digital
landscape in order to keep pace with the industry.
Continue to uphold a strong capital base and

efficient risk management policies in order to
maintain a sound liquidity profile.

Principles to Operate

Customer Managed Risk IT & Digital Health and
Experience Safety
Compliance Advancement - )
Depositors’ with Laws Reputation Digital Innovation
Protection Strategy Management Service Agility
Governance A ;
Regulator Maximising Green Banking
Digital Solutions|  Facilitation Shareholder .
Ethics & Culture
CSR Transparency Returns
" Employee 4| Market Share | Data Analytics Data Security
lappiness an L
talent retention|  Staff Training Profitability Preferred Employer
. Record Safe
Secured Lending| ~ Environment v Imp?;g&:ristant
Asset Security Protection Gender Diversity
Sustainability

VALUE ADDITION
OUTPUTS AND OUTCOMES

Shareholders

Profit after Tax Rs. 36.5 Bn

Earnings per Share Rs.23.12

Dividend per Share Rs. 8.0

Return on Assets 1.36 %

Return on Equity 31.7 %

Cost to Income Ratio 41.8 %

Capital Adequacy Ratio 16.74 %

Customers

Deposits Growth 40.2 %

Advances Growth 15 %

Trade Growth 8.5%

NPL Ratio 48 %

ATM Uptime 97.0 %

CASA Mix 69.3 %

CA Mix 379 %

Employees

Salaries and Benefits Rs. 28.7 Bn
Trainings Rs.135.0 Mn
Employee Attrition Rate 17.5 %

Vendors and Suppliers
Timely Payments against
Supplies and Services

Regulators

- Compliant Financial Statements and
Periodical Returns to the Regulators

- Trusted Partner of the Regulators

- Compliant Regulatory Limits and Ratios

- Timely Tax Payments

Investors and other Lenders

- High and Sustainable Returns

- Credit Worthiness and Timely Repayments
- Informed Shareholder

Media

- Responsible and Honest Communication
- Full Disclosure and Transparency

Rating Agencies

Long-term Rating AA+
Short-term Rating Al+
Outlook Stable
Analysts

- Regular Correspondence
- Fair and Open Investor Calls

Society/Local Community

Contribution to Local Society /  1.25 Bn
CSR (inclduing Flood Relief)

Customer Relations

Job Creation

Improved Workplace

Protected Natural Environment

Improved Environmental Effects
through Renewable Energy Financing




Bank Alfalah and the

Value Chain

Enablers
Digital Channels
Branch network
Agent network

Merchants
Marketing

Sales force
Employees

Upstream
It represents the factors
contributing to products
and services.

Bank Alfalah

The Way Forward

Downstream
It represents utilisation
and benefits our products
and services.

Enablers
Financial solutions
Payments

Digital solutions
Trade

Funds management

¢ (apitals: Financial, Human, Intellectual, Social,
Manufactured and Natural

¢ Enviornment: Economic, Political, Legal, Social,
Tecnological, Natural Environment and
Commercial

¢ Vendors and Suppliers: Entities offering various
supplies and services in order to enable the Bank
to optimally offer all of its products and services

o Qthers: Set of regulations within which the Bank
operates, brand loyalty, and customers' trust

Bank Alfalah in the Value Chain

Primary Activities: The Bank aims to channel its
customer deposits into lucrative lending and
investments in order to gain from the mobilisation
of deposits. In return, the Bank offers returns in
the form of interest/profit to its customers
through various products and service offerings.

Suppporting Activities: The Bank ensures that the
right processes and policies are in place with
regards to the banking operations. The Bank
supports activities that enable it to provide
primary services to its cusomters.

Downstream

Customers: They are the core of the Bank's
business and drive profitability. The Bank is
customer-centric in product development and
looks to retain and gain customers through
research, feedback and digitsation at all times.

Competitors: Healthy competition keeps the
Bank updated. The Bank constantly innovates
and emphasises on quality service standards.

Regulators: The Bank acts as a trusted partner
of the regulators. The Bank also aims at being a
responsible tax paying and collection agent.

Investors and Analysts: The Bank maintains
regular interaction and keep them updated
with performance and actions taken in the
normal course of business.

Society: The Bank prioritises giving back to the society.
N
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Business, Products
and Services

A Retall Banklng (Conventional)

m Bank Alfalah offers one of the most extensive personal banking and SME product propositions in the

market through its retail network consisting of branches, ATMs, Cash and Cheque Deposit Machines,
state-of-the-art call centres and digital banking solutions. Diverse range of services and products includes
deposit accounts, consumer loans, SME loans, wealth management products, and other payment solutions.

ORGANISATIONAL OVERVIEW

Retail

Banking
Portfolio

Take care of your Save with a Transact Grow your Give your
business needs peace of mind with convenience assets for a loved ones
and swiftness lifestyle change a secure life
CEEEEE— s \ «—L r—L CEEEE—
Current Savings Ca?;:;tnd Credit Mutual
Accounts Accounts Cards Funds
ATMs
SME N‘?”' Term Mobile and Auto and Banc-
Financial Deposits Internet Home assurance
Advisory Banking Loans
1 - I 1 -
SME Loans/ Remittance Personal
Trade Finance Products Loans
— ~— —

RETAIL DEPOSITS RETAIL ADVANCES (NET)

PKR]..Z TRILLION PKRZ].O 88ILLION

BANK ALFALAH



Deposit Products

Bank Alfalah offers a comprehensive deposit product suite, which is complemented through its vast branch network
and digital banking solutions. From transactional current accounts, structured savings products to basic banking
accounts, term deposits and foreign currency products, customers can choose the option that best suits their
banking requirements.

€207 140d3Y TVNNNY

Current Deposit Products Savings Deposit Products Term Deposit Products
e PKR Current Account o Alfalah PLS Savings Account o PKR Term Deposit
e Alfalah Kamyab Karobar Account e Alfalah Care Account ¢ Alfalah Mahana Amdan Account
e Basic Banking Account e Alfalah Royal Profit Account o Alfalah Mahana Amdan Account-
o Alfalah Asaan Current Account o Alfalah Kifayat Account Care Senior Citizen
e Alfalah Asaan Remittance Current e Alfalah Asaan Savings Account ¢ Floating Term Deposit
Account o Alfalah Asaan Remittance Savings Account | e FCY Term Deposit
o Alfalah Pehchaan Current Account o Alfalah Pehchaan Savings Account o Alfa Term Deposit
e Alfalah FCY Current Account o Alfalah SnaPack (Kids Account)
e Alfalah-at-Work Current Account o  Alfalah Remitter Savings Account
e Roshan Digital Account (NRVA e  FCY Savings Account
and FCVA) e FCY Monthly Savings Account
e Asaan Digital Current Account e Alfalah at Work Savings Account
e Asaan Digital Remittance Current e FCY Pehchaan Savings Account
Account e  Roshan Digital Account (NRVA and FCVA)
e  Freelancer Digital Current e Asaan Digital Savings Account
Account e Asaan Digital Remittance Savings
¢ Alfalah Pehchaan FCY Current Account
Account e  Freelancer Digital Savings Account

o Alfalah Kashtkaar Current Account

Asaan Pehchaan Digital Savings
Account

Asset Products 73

The Bank continues to evolve in light of evolving customers’ needs, emerging technologies, rising middle-class and
demographic changes, social behaviour and the economic scenario.

Consumer Financing

The Bank’s Consumer Finance business strives to be a world-class consumer lending business by demonstrating
financial responsibility through prudent lending and strong risk architecture. The business has gone from strength to
strength, and in the last few years has focused on sustainable strategy planning, instituting robust operational and
credit risk programmes, strengthening product offerings, and introducing digital transformation in our processes. The
business consists of one of the most diverse product propositions in the market on both the secured and unsecured
side, including industry leading credit cards, auto loans, personal loans and home loans, all of which are renowned in
the market. The payment products and services comprise of debit cards, credit cards, travel currency cards and
Point-of-Sale (PQOS) terminals.

Consumer Financing Product Offerings

Alfalah Cards Alfalah Personal Loans Alfalah Auto Loans Alfalah Home Finance
o C(lassic e C(ash Loan e Residual Value Product | ®* Home Purchase
e Gold o Purchase Loan e Vehicle Replacement ¢ Home Construction
e  Platinum e Balance Transfer Facility Option ¢  Plot Purchase +
e Ultra Cashback e Top Up Loans e  Fixed and Variable Construction
e Optimus Pricing Option e Home Balance Transfer
e Titanium o Co-Borrower Facility Facility
° American Express . Roshan Apni Car (] Home Renovation
e Platinum Premier o Alfalah Ghar Asaan (Mera
e Corporate Card Pakistan Mera Ghar)

¢ Roshan Apna Ghar \\
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SME Lending/Agricultural Financing/Trade

Bank Alfalah’s strives to provide the best possible lending solutions to the customers. The Bank's goal is to increase
SME advances, and in doing so support financial inclusion, onboard new customers, reach out to maximum SMEs,
engage with new business sectors, and empower and educate its customers. The SME division aims at growing the
SME portfolio by providing market standard services to all existing and new customers.

¢ Alfalah Bill and Cash

¢ Alfalah Fleet Finance

¢ Alfalah Merchant Line

¢ Alfalah Quick Finance

¢ Alfalah Karobar Finance

¢ Alfalah Value Chain Financing

¢ Alfalah Milkiat Finance

¢ Alfalah Green Energy

¢ SBP Financing Scheme for Renewable Energy

¢ Refinance Facility for Modernization of SMEs

¢ Refinance Scheme for Working Capital Financing of
Small Enterprises and Low-End Medium Enterprises

¢ Refinance and Credit Guarantee Scheme for Women
Entrepreneurs

o Small Enterprise (SE) Financing and Credit Guarantee
Scheme for Special Persons

e Temporary Economic Refinance Facility

o Prime Minister Youth Business and Agriculture Loan
Scheme

o SME Asaan Finance Scheme (SAAF)

‘
Bank Alfalah

Premier

Premier Banking

At Bank Alfalah Premier, we are committed to exceeding

our clients’ expectations through best-in-class services

and innovative product offerings designed exclusively

for the customers. Bank Alfalah Premier offers an

unparalleled banking experience with a key element of

its strategy of introducing industry-firsts including:

e Seamless onboarding (instant account opening and
debit card issuance)

¢ Personalised management with dedicated
Relationship Managers

e Premium & wide spread lounge network across the
country

o Differentiated Premier Card offerings

e Access to Premier Proposition at all branches in
over 57 cities across the country

SME and Agri Loan Product Offerings

Alfalah Agriculture Loans

Alfalah Paidawari Zarie Sahulat

Alfalah Musalsal Zarie Sahulat

Alfalah Tractor and Transport Zarie Sahulat

Alfalah Machinery and Equipment Zarie Sahulat
Alfalah Aabpaash Zarie Sahulat

Alfalah Islah-e-Araazi Zarie Sahulat

Alfalah Poultry Zarie Sahulat

Alfalah Dairy and Livestock Zarie Sahulat

Alfalah Fisheries Zarie Sahulat Inland

Alfalah Silos/Storage Zarie Sahulat

Alfalah Marketing Zarie Sahulat

Alfalah Agri Industrial Zarie Sahulat

Alfalah Bills/Guarantees Zarie Sahulat

Alfalah Lease Zarie Sahulat

Financing Facility for Storage of Agriculture Produce
Mark-up Subsidy and Guarantee Facility for Rice Husking
Mills in Sindh

Bank Alfalah Premier is now available in all major
cities, including Karachi, Islamabad, Lahore, Sialkot,
Rawalpindi, Abbottabad, Faisalabad, Multan,
Peshawar, Quetta, Wah Cantt, Jhelum, Gujranwala,
Hyderabad, Mandi Bahauddin, Mardan, Rahim Yar
Khan, Jhang, Gujrat, Bahawalpur, Okara, Bhurewala
and Dera Ghazi Khan.



Investment Services

Bank Alfalah through its Investment Services division offers a variety of financial solutions managed by professional,
reputable and seasoned Asset Management company. Bank Alfalah Investment Services includes the distribution of
mutual funds, structured products, government securities/bonds/bills, equities and fixed income instruments to the
Retail, Corporate and SME segments. Working with a reputable AMC, Alfalah GHP Investment Management Limited’s
Investment Services helps the Bank's clients protect, grow and manage their finances.

All these funds are managed by Alfalah GHP Investments Management Limited, and the Bank acts as the distributor
of these products.

Investment Product Offerings

Conventional Islamic
Money Market Funds Islamic Money Market Funds
« Alfalah GHP Money Market Fund o Alfalah GHP Islamic Rozana Amdani Fund

¢ Alfalah GHP Money Cash Fund

Income Funds

Income Funds « Alfalah GHP Islamic Income Fund

o Alfalah GHP Fixed Income Fund
o Alfalah GHP Sovereign Fund
e Alfalah GHP Income Multiplier Fund

Asset Allocation Funds
Asset Allocation Funds e Alfalah GHP Islamic Value Funds
o Alfalah GHP Value Fund

Equity
Equity e Alfalah GHP Islamic Stock Fund
e Alfalah GHP Equity Fund

* Alfalah GHP Stock Fund Funds of Funds Schemes/CPPI

¢ AGHP Islamic Active Allocation Plan-II
Stable Return Funds ¢ AGHP Islamic Active Allocation Plan-lII
e Alfalah GHP Stable Return Fund-I o AGHP Islamic Balance Allocation Plan
¢ AGHP Islamic Moderate Allocation Plan
o AGHP Islamic Capital Preservation Plan IV
o AGHP Islamic Capital Preservation Plan V
¢ AGHP Islamic Capital Preservation Plan VI

In addition, the Bank offers IPS Accounts for Govt Securities — PIBs, Tbills and sukuk.
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Bank Alfalah’s Bancassurance solutions are especially designed to help customers protect and secure a stable future for

themselves and their loved ones. Partnering with leading insurance and Takaful companies in the country, the Bank offers
a diverse range of solutions, customised to meet protection and saving needs of its customers at every stage of their life.

Bancassurance

Bank Alfalah’s Bancassurance product suite comprises need-based solutions for both conventional and Islamic
clientele, including unit linked and bonus linked savings and protection plans, health plans, term life plans and
general insurance plans.

All these plans are underwritten and owned by Insurance/Takaful companies, and the Bank acts as the distributor of
these products.

Bancassurance Product Offerings

Insurance Plans Takaful Plans

Unit Linked Life Insurance Plans Unit Linked Takaful Plans

Rida Marriage Plan Uroos Marriage Plan

Roshni Education Plan Danish Education Plan

Sahara Retirement Plan Tadbeer Multi-Purpose Savings Plan

Rahat Savings and Protection Plan Zeenat Takaful Plan

Kohsar Plan Zindagi Premier Takaful Savings Plan
Mukammal Savings and Insurance Plan Zindagi Zindagi Plus Takaful Savings Plan
Ujala Insurance Plan Saholat Takaful Savings Plan

Jubilee Imperial Plan Kaamil Takaful Savings Plan

Shama Takaful Savings Plan

Tayyab Takaful Plan

5th Pillar Family Takaful Amanat Savings Plan
5th Pillar Family Takaful Bulawa Hajj Savings Plan

Term Life Takaful Plan
Taskeen Takaful Plan

Bonus Linked / Traditional Life Insurance Plans

e Endowment Plan .
¢ Sadabahar Plan

¢ 3 Payment Plan

¢ Misaal Plan

Health Insurance Plans

o Kafeel Plan

o Azmat Health Insurance Plan

e Hikmat Insurance Plan

o GlobalCare Health Insurance Plan

Health Takaful Plan
e Shifa Takaful Plan

General Takaful Plan
e Zaamin Takaful Plan (Wallet Takaful)

General Insurance Plans
e (Car a Vaan Motor Insurance Plan
* Nighaban Insurance Plan (Wallet Insurance)

Retail Payment Solutions ¢ Ecosystem and partnerships - Providing a suite of

Bank Alfalah provides comprehensive retail payments Pankiqg and payment services to 150+ clients;
solution services to all customer segments. The key including 10 EMIs, 40+ Fintechs and 103+ Startups.
services include: (

o Point of Sales Acceptance — Network of over 26,500 O rb It

machines including big fleet of android machines (first Orbit Rewards Programme REWARDS

bank to launch android machines in the market);
Online Payment Acceptance — 7 aggregators
(85Bn+) majority market share, androids 17,000
multiple market places and 500+ merchants;

Bank at Work — Employee Banking — catering
2,850+ companies & 266,000+ employee accounts;
Standard Cash Management Services — Payments
and Collections of 700+ mandates;

Customisable solutions for payments and collections; and

Bank Alfalah’s award winning Alfalah Orbit Rewards
Programme is the first enterprise-wide loyalty
programme launched by the Bank in January 2017.
Under its umbrella, the Bank’s customers can earn
Orbits (points) across various products, and
redeem these against multiple options like telco
bill payments, utility bill payments, QR transactions,
donations, Orbit Mall (e-commerce portal), POS
merchants, and much more



€207 140d3Y TYNNNY

A Islamic Banking

With a full range of Shariah compliant Islamic banking solutions for corporate, commercial,
Bank Alfalah SME, retail , treasury, trade and consumer banking customers, Bank Alfalah is geared towards
Islamic exploring new markets with a view to diversify its client base and provide one-stop innova-
tive and convenient financial solutions.

ISLAMIC
BANKING
PORTFOLIO

DEPOSIT INVESTMENT PAYMENT FINANCING
PRODUCTS SERVICES SOLUTIONS FACILITIES
Current Banca . Consumer
Accounts Takaful Debit Cards Financing
N— N— N— N—
S SR R SR

Savings Mutual Cash Cogp;;te/
Accounts Funds Management Commercial
—— ~—— ~—— ~——
. S
Term
Deposits Payrolls

ISLAMIC DEPOSITS

PKR365.4 BILLION

ISLAMIC ADVANCES (NET)

PKR162.6 BILLION

N
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Deposit Products

Bank Alfalah Islamic offers a wide choice of deposit
accounts that are Shariah compliant, i.e. designed with
strict adherence to Shariah principles. Through current
deposits, savings deposits, instalment-based term
deposits and regular term deposits, daily banking
services can easily be disseminated through the Bank’s

vast branch network and self-service banking solutions.

Moreover, to keep up with the era of digitization, the
product suite has numerous digital accounts for
different customer segments.

Current Accounts

Based on the concept of Qardh, current accounts have
been developed to cater to liquidity and daily transaction
requirements of our customers in a Shariah compliant
manner.

Current Deposit Products

Savings Deposit Products

Savings Accounts

Bank Alfalah Islamic savings accounts are based on the
concept of Mudarabah, and aim at providing necessary saving
solutions for various segments of the consumer market,
including individuals, sole proprietors, traders, businessmen,
government entities, corporate clients and commercial
customers to facilitate their banking activities nationwide.

Term Deposits

Based on the concept of Mudarabah, TDRs offer attractive
short-term, mid-term and long-term investment options with
flexibility and convenience. With various tenor options
available for different target markets, combined with different
profit pay-out options, customers can choose the term
deposit that best suits their needs. Shariah compliant
instalment based TDRs offered by bank Alfalah Islamic enable
customers to opt for their choice of customised savings plan.

Term Deposit Products

¢ Falah Islamic Current Account ¢ Falah Classic Savings Account o Alfalah Islamic Premium Deposits

«  Falah Islamic Basic Banking *  Alfalah Islamic Musharakah Savings o Falah Mahana Munafa Term
Account Account Deposit

o Alfalah Islamic FCY Current Account *  Falah Business Account Falah Term Deposits

e Alfalah Islamic Asaan Current
Account

¢ Alfalah Islamic Asaan Remittance
Current Account

o Alfalah Islamic Special Foreign
Currency Current Account

e Islamic Roshan Digital Current
Account

e  Alfalah Islamic Business Way and
Payroll

o Alfalah Islamic Asaan Digital
Current Account

o Alfalah Islamic Freelancer Digital
Current Account

o Alfalah Islamic Asaan Digital
Remittance Savings Account

e Asaan Islamic Roshan Digital
Current Account- PKR

e Asaan Islamic Roshan Digital
Current Account- FCY

o Islamic Roshan Digital Business
Current Account — FCY

o Islamic Roshan Digital Business
Current Account — PKR

Falah Mahana Amdani Account
Alfalah Islamic Asaan Savings
Account

Alfalah Islamic Asaan Remittance
Savings Account

Alfalah Islamic Collection Savings

Foreign Currency Term Deposits
Alfalah Islamic Recurring Value
Deposit

Falah Senior Citizens Term
Deposit

Target Savings Deposit

Account . ' . e Falah 3 Year Term Deposit
Alfalah Islamic Special Foreign (Monthly Income Certificate)
Currency Savings Account e Alfa Term Deposit- Islamic
FCY Savings Account

Alfalah Islamic Profex Account
Falah Senior Citizens Savings
Account

Islamic Roshan Digital Savings
Account

Islamic Home Remittance Account
Alfalah Islamic Asaan Digital Savings
Account

Alfalah Islamic Asaan Digital
Remittance Savings Account

Alfalah Islamic Freelancer Digital
Savings Account

Falah Asaan Women Digital Savings
Account

Asaan Islamic Roshan Digital Savings
Account- PKR

Asaan Islamic Roshan Digital Savings
Account- FCY

Islamic Roshan Digital Business
Saving Account — FCY

Islamic Roshan Digital Business
saving Account — PKR



Asset Products

On the asset side, a number of financing/investment
solutions are available for corporate/commercial/ SME

as well as retail customers.

Consumer Financing

We provide our retail / consumer segment with the option
to avail financing facilities, including Alfalah Islamic Auto
Finance and Alfalah Islamic Home Musharakah with multiple
variants including Roshan Digital Accounts, Residual Value

and Solar & Hybrid financing.

Corporate/Commercial

o Alfalah Running

Musharakah

e  Murabaha/Ilmport
Murabaha

o Alfalah
Musawamah/Import

*  Musawamah

e Falah Tijarah

e Alfalah Istisna

o (Commodity Salam

e  Diminishing Musharakah

e ljarah

e Islamic Temporary
Economic Refinance
Facility

e Islamic Financing Facility
for Storage of Agriculture
Produce

e Islamic Financing Facility
for Renewable Energy

Islamic Treasury

SME

Alfalah Islamic Karobar
Finance

Alfalah Islamic Fleet
Finance

Alfalah Islamic Milkiat
Finance

Alfalah Islamic
Distributor Financing —
Supply Chain Financing
Islamic Refinance Facility
for Modernisation of SME
Islamic SME Asaan
Finance (ISAAF)

Prime Minister Youth
Business and Agriculture
Financing

Agri Financing

Islamic Refinance &
Credit Guarantee Scheme
for Women
Entrepreneurship
(IRCGS-WE)

Electronic Warehouse
Receipt Financing (EWRF)
Markup Subsidy and Risk
Sharing Scheme for Farm
Mechanization
(MSRSSFM)

Bank Alfalah Islamic offers variety of facilities under the ambit
of treasury, including but not limited to, Shariah compliant
Placements / Acceptance through Mudarabah / Musharakah/
Wakalah with other Financial Institutions, Forward (Wa'ad)
transactions, Currency Salam, Sale & Purchase of Sukuk as
Primary Dealer, Placements through Bai-Muajjal of Sukuk etc.
Mudarabah based financing facility (MFF) & Open Market
Operations (OMO) - Injections with SBP are also available with

Treasury.

SME/Commercial/Corporate Financing

Small and Medium Enterprises (SMEs) are considered the
engine of growth for developing countries like Pakistan. In
order to efficiently cater to their needs and thus enhance
economic growth and increase economic activity in the
country, Bank Alfalah Islamic offers various financing
products for the SME segment. The Bank also offers
financing facilities for different customer requirements like
purchase of goods/raw materials, manufacturing,
construction, working capital needs, finished goods
financing, trade financing and financing of corporate and
commercial assets.

Trade Consumer
Islamic Export o Alfalah Islamic Auto
Refinance Scheme Finance (Standard, and RV)
(IERS) e Alfalah Islamic Roshan
Currency Salam Apni Car (RAC)
Forward Contracts e Alfalah Islamic Home
Guarantee Musharakah (Standard)
Letters of Credit o Alfalah Islamic Hybrid

Islamic Long-Term
Financing Facility

Home Financing including
Solar

(ILTFF) o Alfalah Green Finance

FCY Import / Export (Solar Solutions - Standard

Financing & under SBP IFRE)

Shariah compliant o Alfalah Islamic Ghar Asaan

alternatives to Bill MPMG/GSS

Discounting o  Alfalah Islamic Roshan
Apna Ghar

Wealth Management

We offer investment services whereby we enable customers
to manage their investment needs through investment in
Alfalah GHP's Shariah compliant funds.
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Bank Alfalah

Islamic Premier

Islamic Premier Banking

Bank Alfalah Islamic Banking Group has launched Bank Alfalah

Islamic Premier proposition and expanding its footprints across

the nation. Within a span of three years, we have inaugurated 26

state of the art designer Islamic Premier lounges in renowned

cities such as Karachi, Lahore, Islamabad, Multan, Rawalpindi,

Faisalabad, Peshawar, Gujranwala and Swat. Our lounges have

also opened gates for establishment of non — lounge strategy

through which accessibility of Islamic Premier proposition is
provided to over 300 branches in these respective cities.

Under this versatile proposition, high net worth customers of the

bank are dealt with priority and benefit from exclusive facilities,

including but not limited to:

a. Upto50% offers, locally and internationally, at top notch
outlets through Islamic Premier Debit Card

b. Key to Islamic Premier benefits — our Islamic Premier Debit
(ard that offers higher spending and transaction limits,
access to over 1,100 global airport lounges across 300 cities
through LoungeKey, unmatched benefits at hotels
worldwide, concierge services and a lot more!

c.  Upto PKR 2,000,000 worth of complimentary Takaful
coverage for various uncertainties through Islamic Premier
deposit accounts

d. Fee waivers on banking products and services

e. Fast tracked services and system functionalities supporting
expedited turnaround time for all banking service requests

f.  Dedicated and highly skilled Islamic Premier relationship
management team at all Islamic Premier lounges

g. Upto 8times accelerated Orbit reward program

h. Dedicated helpline for fast tracked complaint resolution

i.  Bank Alfalah Islamic Premier customers across the nation,
also have accessibility to designer Islamic Premier lounges
which are exclusively tailored to meet their individual needs.
The lounge provides with conference room facility for
customer’s business meetings which is very well appreciated
by our customers. We also enrich our customers’ banking
exprience by ensuring they are facilitated by a dedicated
teller counter, snacks and refreshments, and a lot more for a
premium banking experience

j. With the world moving towards digital innovations, Bank

Alfalah Islamic Premier has also kept a strong presence
digitally by launching Alfa Islamic Premier application with
an appealing UX/ Ul enhancement and new features such as
the nearest lounge locator, nearest alliances locator and Call
my Premier Relationship Manager option. Further, we have
launched Islamic Premier SMS banking and an Islamic
Premier WhatsApp forum.

Takaful Coverage

We offer Free Takaful Coverage for accidental death and
permanent disability on all Bank Alfalah Islamic Current and
Savings Accounts upon maintaining monthly average balance of
Rs. 10,000 or more. With all these accounts, customers can
qualify for coverage of up to PKR 2 million as per the coverage
plan. Along with that, Islamic Account holders can also get Mobile
Phone coverage of up to PKR 60,000/~ upon maintaining
monthly average balance of PKR 500,000 or more. In addition to
this coverage, Islamic account holders and debit card holders
also get Household Takaful Coverage, ATM Cash Withdrawal,
Wallet and Cash over Counter Takaful Coverage. Through the
support of Takaful service provider, Bank Alfalah Islamic extends
a virtual outpatient department (OPD) service to its
accountholders.

Bank Alfalah

Free Takaful Coverage |

For Bank Alfalah Islamic Premier customers

Accidental Death  Permanent

Mobile Phone
Disability Theft

Maximum Accidental Death & Permanent Disability coverage is up to PKR 2 Million

A 111225 226 | www.bankalfalah.com/islamic-premier-banking

Or
Orbit Rewards e
Bank Alfalah Islamic not only values, but also rewards every
relationship that the Bank builds as an affirmation of its
commitment to finding new and innovative ways to create
value for customers.

.
|
ARDS

Every product, whether it is a debit card, deposit account, home
musharakah, auto finance, internet banking, mobile application,
bancatakaful, or an investment policy, it allows customers to earn
Orbits, a revolutionary reward currency. Customers can use
Orbits to redeem items from the Bank's extensive online rewards
catalogue and make bill payments through internet banking and
Alfa mobile application. Customers can even transfer Orbits to
other Bank Alfalah Islamic customers. The more Bank Alfalah
Islamic products a customer holds, the greater is the potential to
earn Orbits across all products in the form of a tier bonus
every month.



(——) Corporate Banking

Bank Alfalah’s Corporate Banking offers a comprehensive array of financing solutions to its corporate clients.
The product offering includes long-term and short-term funded solutions with flexibility for structured
products, including, but not limited to, working capital, import-export refinance, commodity finance,
long-term finance, bill discounting, documentary credits, guarantees and foreign exchange. Strong corporate
relationships form the basis for bringing mandates related to project financing, syndicates, large scale public
sector lending, digital solutions and trade based solutions. Deposit mobilisation from various corporate
clients is also part of its product offering. Corporate banking synergises with other groups within the Bank to
capitalise on cross-sell opportunities like cash management solutions, payroll, vendor/dealer financings,
digital offerings, etc.

Investment Banking Financial Institutions and Home
o - Remittance Business
The Investment Banking Division leads with a diverse
range of meticulously crafted financial solutions to cater
to the needs of our esteemed clients. Our team, led by
industry experts, engages and collaborates with a broad
spectrum of clients to offer tailored Project Finance,
Debt Syndications, and Equity & Capital Market related
advisory services. The bank has extended its footprint
across various sectors, including infrastructure,
renewable energy, real estate, water and steel. We also
provide mergers and acquisitions (M&A) advisory, green
financing, shareholder engagement, and more.

The Financial Institutions (FI) Unit manages relationships
with local and foreign banks, prioritising customer
facilitation to meet their trade and other banking needs. Fl
offers traditional trade (LC Advising, Confirmation,
Negotiation, Discounting, and Letter of Guarantees) as well
as structured trade solutions, i.e. Swift Trade Loans, UPAS
LCs, and secondary market trade transactions, with the idea
of strengthening our relationship with counterparty banks.
FI maintains 60+ NOSTRO accounts in various currencies as
well as 700+ unique Relationship Management Applications

(RMA) with banks globally.
The Banks’ success is rooted in a robust client base,

characterized by a client-centric approach and top-tier
business operations with unparalleled precision. Bank
Alfalah is committed to forging trusted, long-term
partnerships, driven by a vision of leaving a lasting
impact on the industry, the aim is to continue actively
contributing to economic development via government
and private sector credit initiatives in order to align with
the goals of fostering sustainable development growth
and prosperity.

This unit aims to enhance the infrastructure established
with their correspondent banks, facilitating the financing
and refinancing of trade and commercial transactions
between Asia, the Middle East, the European Union and
Africa through their network. The NBFI desk offers bespoke
solutions catering to sectoral needs by providing
structured finance and cash management solutions to meet
the capital and liquidity requirements of clients. The desk is
further venturing into various agreements with the
development sector and is partnering with key players,
aligning the Bank with the national initiative of financial
inclusion and poverty alleviation.

CORPORATE DEPOSITS CORPORATE ADVANCE (NET)

PKR305.6 BILLION PKR 300.7BILLION

N
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Engaging in remittance flows under the State Bank of
Pakistan's Pakistan Remittance Initiative remains a
significant priority for the Bank. Beyond contributing to the
economy, the inflow of home remittances serves as an
important source of family support for numerous
households nationwide. Bank Alfalah is proud to be a key
participant in this national cause, overseeing payouts
through its extensive domestic branch network.

Recognising the substantial impact of home remittances on
the nation’s economy, the Bank remains committed to
ensuring that its remittance solutions are safe, efficient,
reliable and best-in-class. In pursuit of this goal, Bank
Alfalah has taken various initiatives, including investing in
technology, system capacity, personnel and marketing,
aimed at enhancing the flow of home remittances through
banking channels.

Transaction Banking

Transaction Banking offers Cash Management, Trade and
Supply Chain Financing solutions that support our clients’
working capital requirements and maximise business
opportunities, while focusing on management, development,
delivery and sales of transactional products, channels and
services across all segments.

Cash Management

Leveraging its core strengths, Bank Alfalah’s Cash
Management business has experienced substantial growth in
recent years, establishing itself as a premier solution provider
for customers across different segments of the industry. A
structured and optimum corporate internet banking solution,
‘Alfalah Transact; is offered, backed by the Banks vast branch
network and digital touchpoints, allowing corporate, SME and
institutional clients to conveniently carry out transactions
anywhere and anytime. Real-time connectivity is on offer,
utilising the power and convenience of the internet. Its
objective is to maintain uninterrupted banking services to
clients in a personalised, cost-effective, efficient and, most
significantly, secure manner.

The solution stands as a fully integrated, end-to-end platform
featuring a single access point for all payment and collection
transactions and information needs. This setup empowers
clients to streamline their workflow processes, and can be
scaled according to their preferences for product simplicity
and sophistication. It transforms the way our clients do
business and extends their reach to new markets, and at the
same time, lowers transaction costs and reduces processing
time.

The business is positioned to build scalability, aligning with
the Banks’ commitment to offer smarter and better solutions.
The objective is to continue positively impacting clients and
their overall financial well-being.

Trade Financing

International and domestic trade is highly complex and
involves a web of intricate transactions. Trade Finance
provides swift, efficient, reliable and holistic solutions for
each phase of a client’s trade value chain supporting their
trade activities. The specialists in Trade Finance possess a
deep understanding of both local and international business
dynamics, and are therefore well-equipped to capture
complete end-to-end trade flows of clients by providing an
extensive array of trade products and services.

Supply Chain Financing

Bank Alfalah’s Supply Chain Financing (SCF) business is based
on global best practices and was initiated under the road map
and advisory from IFC. The anchor led and non-collateralized
nature of programs stand as the corner stone of the Banks’
unique selling proposition, positing Bank Alfalah as a leader in
the supply chain finance space in Pakistan. The Banks
objective is to facilitate easy access to working capital
without requiring formal collateral, fostering financial
inclusion and empowering SME's to actively contribute in the
country’s economic activity. Acknowledging emerging
challenges, the bank continues to engage with the SBP for
introduction of SCF guidelines, products, MIS and technology
to develop this market according to its potential. The eSCF
platform enables corporates and their supply chain partners
to perform transactions digitally creating ease of business,
and is a testament of Bank Alfalah’s digital roadmap. Fully
aware that the SME sector is the growth engine of the
economy, and based on anchor led programs, Bank Alfalah
intends to increase market share and create product offerings
suitable for this segment.



Treasury and Financial Markets
U1

Treasury and Financial Markets is responsible for managing Bank Alfalah’s market and liquidity risk along with
providing a complete suite of financial market products to its local and global clients. The Bank aims to leverage
market positioning and global footprint to serve its clients’ specific business needs. Treasury has an
experienced, diversified and energetic team enabling us to be competitive and efficient in their dealing

activities.

Treasury Front Office

Treasury Front Office is responsible for managing the Bank's
interest rate, foreign exchange, liquidity and equity price risk
under a comprehensive framework approved by the Board. It
manages these risks through its core functions, which include
Assets and Liabilities Management (ALM), Trading, and Sales
for both Conventional and Islamic banking. At all times,
Treasury maintains a flexible approach, responsive to changes
in the market environment, in order to ensure robust
performance. Being a key player in the financial market and a
leading primary dealer in government securities, Bank
Alfalah’s Treasury aspires to provide the best services to its
customers dealing in foreign exchange business and
investments in government securities.

With an experienced team, the trading desk plays a critical
role in both foreign exchange and fixed income markets. The
treasury and institutional sales desks provide optimal
solutions with respect to interest rates and foreign exchange
exposures for its diverse customer base. The desks also
conduct roadshows to market government debt and
securities to foreign investors. Treasury endeavours to
provide our clients with a wide range of conventional and
Islamic solutions catering to their specific business needs. It
also offer structured treasury products to meet the
investment and hedging needs of a diverse clientele. For two
consecutive years in 2022 and 2023, Bank Alfalah has been
ranked No. 1 Primary Dealer in Pakistan by the State Bank of
Pakistan (SBP).

FX EARNINGS

PKR9.6 BILLION

Capital Markets

The Bank’s Capital Markets desk is an active player in the
equity market and works under a comprehensive framework
approved by the Board. Leveraging its active role in Capital
Markets and their development, the Bank has established an
award winning equity advisory and investor relations
franchise.
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Digital Banking
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As a leading financial institution, Bank Alfalah’s unwavering commitment to innovation,
customer-centricity, and cutting-edge technology has propelled itself to the forefront of the digital
banking landscape. With a wide array of financial products and channels catering to both conventional
= = and Islamic customers, including the Alfa app, digital payments and lending solutions, ATMs, cheque

and cash deposit machines, payroll wallet accounts, digital savings products, agent network and as one
of the largest banks providing Government to Person (G2P) disbursements in both rural and urban
areas, the Bank has successfully positioned itself at the forefront of digital expansion by providing
best-in-class digital banking solutions in Pakistan. As a result, the Bank has been awarded the coveted
‘Best Digital Banking' award by the Institute of Bankers Pakistan, the country’s most prestigious
Banking awards body.

Digital
Banking
Portfolio

Digital
Deposits

Digital Digital Digital Digital SME & e
Lendin Channels Lifestyle Savings & Corporate .
’ Features || |nvestment || Solutions ayments

THROUGHPUT
PKR4.0 TRILLION



Digital Deposits & Investments

¢ Digital Account Opening (Alfa
RAPID)

Bank Alfalah, through SBP's Digital Onboarding
Framework, allows for customers to open their
accounts in a variety of variants without the need to
visit the branches.

Diverse accounts type, covering both conventional
and Islamic variants, with rates up to the regulatory
maximum allowable limit, can be easily opened from
Alfa and RAPID portal.

This functionality mirrors the wallet account
opening facility but results in a full-fledged account
being opened in a user friendly approach. The entire
process is digital, culminating in in-app biometric
verification.

e Alfa Wallet Accounts

Bank Alfalah offers a variety of wallet accounts
(current, savings, in both conventional and Islamic)
that can be directly opened through the Alfa
Application. All fund transfers (FT), utility bill
payment (UBP) and Airtime transactions are
accessible for the mobile wallet users.

¢ Roshan Digital Account
Bank Alfalah introduced a new real-time digital
service for overseas Pakistanis with the option to
open an account in multiple currencies, including
PKR, USD, GBP, EUR, AED and SAR, allowing
customers to invest in Naya Pakistan Certificate,
Pakistan Stock Exchange (PSX) and Real Estate, and
repatriation of funds from abroad without any
regulatory approval. RDA holders can also apply for
car and house loans under Roshan Apni Car and
Roshan Apna Ghar products. Customers also enjoy
24/7 access to funds through alternate channels
accessible globally (free Internet Banking, mobile
banking app, debit card), and easily perform basic
financial transactions such as bills payment,
e-commerce, fee payments, QR payments,
goal-based savings, etc.

o Alfa Term Deposit (Conventional
and Islamic)

Alfa Term Deposit allows customers to book a Term
Deposit for as low as PKR 500 with just a few taps
for tenors ranging: 7 days, 1 Month, 3 Months, 6

Months & 1 Year. It offers all the convenient features
from Term Deposit booking to early encashment,
change of maturity instructions and downloading
WHT certificate digitally. All it takes is just 10
seconds to start saving and earning higher profits.
Alfa Term Deposits can be booked by both
Conventional and Islamic customers.

€20C 140d3d TYNNNY
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Get the freedom
to choose payout
& duration for |\
your Alfa Term
Deposit!

“Terms & eanditons apply

Available tenures:
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Digital Investments

Alfa is the first mobile banking app in Pakistan that
allows customers to invest in Mutual Funds from
their Account in just a few taps, without the hassle
of any branch visit or tedious paperwork.

The entire process is easy to manage as the
customer can invest, redeem, reinvest and switch
between 12+ mutual funds through an end-to-end
digital process without compromising personal
financial information; with the initial investment as
low as Rs. 500 and can be supplemented with higher
amounts, as and when the customer wishes. The
funds offered cover both conventional and Islamic
variants and can be invested via both Sarmayakaari
and Sahulat Sarmayakaari Accounts.

Digital Insurance

Bank Alfalah has introduced an end-to-end
paperless insurance purchasing process, making
available an entire set of insurance options within
Alfa including Term Life, Health Insurance,
Accidental Insurance and more under both
conventional and Takaful variants.
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e Goal-based Savings

‘Alfa Goal-based Savings’ offers a systematic savings
facility with an auto-debit option to help customers
save a designated amount at regular intervals to
achieve their savings goal in a hassle-free manner.

Digital Home Remittances
Account (HRA)

Bank Alfalah launched its Home Remittance Account
(HRA) wallet whereby the customer can open HRA
wallet on the go and subsequently receive
remittance in wallet account via Alfa app without
visiting branch and avail free airtime of PKR 2
against each USD remitted into the beneficiary’s
HRA wallet. The Bank is also actively working on
converting Cash-over-the-Counter (CoC)
transactions to HRA wallet credits.

Asaan Mobile Account

Asaan Mobile Account (AMA) platform is a
revolutionary initiative undertaken by branchless
banking (BB) providers and State Bank of Pakistan.
The AMA platform has been launched under the
National Financial Inclusion Strategy (NFIS).

Asaan Mobile Account is designed to allow individuals
an easy gateway to mobile payments in Pakistan
without having a smartphone or internet connectivity.
The aim is to facilitate general masses, especially the
low income segments, to digitally open their BB
accounts and use the available financial services in a
swift, easy and affordable manner.

A

Bank Alfalaby olfor

ASAAN MOBILE
ACCOUNT

Abhi *2262# dial karein aur foran apna
mobile account kholein

ACCOUNT
LINKIREG

[EIEME] Scon 0 Code to Accens
Eank Aftalsh Whatvapp
Q- 0T 11 225 111 | iarkalfalahs com

Digital Savings and
Investments

Putting customer convenience at the forefront of
our strategy, Bank Alfalah has digitised various
wealth management solutions for its customers. A
suite of wealth management products along with
on-the-go tracking of transactions are now available
on the Alfa App. Alfa customers now have various
options to invest their money securely, and insure
their life and health against unforeseen
circumstances.

Digital Lending

e Merchant Financing
This unique product offering helps Small and
Medium Enterprises (SMEs) to digitise their
day-to-day payments and meet their business needs.
Through Merchant Financing, merchants are offered
digital loans of up to Rs. 250,000, offered as a
value-added credit facility to merchants against
their payments through Alfa Business App, applied
digitally and disbursed instantly.

e Alfa Overdraft

‘Alfa Overdraft’ is the first-ever digital overdraft
facility in Pakistan that provides a credit line of up
to PKR 100,000 to payroll customers to manage and
overcome their monthly financial need.

e Agent Financing
Bank Alfalah has enabled the agents (enrolled with
Bank Alfalah Agent Network) with a credit facility of
up to PKR 100,000 based on their average
throughput volumes to meet short-term working
capital requirements to carry out Branchless
Banking transactions.

e |nstant Credit Card

Bank Alfalah introduced a real-time credit card
approval feature whereby the consumer may select
their preferred limit and card variant through the
journey and get it approved. The entire procedure
takes less than five minutes, and there is no physical
documentation. Delivery of the physical card takes 3
to 5 business days. With this feature, existing to
bank consumers may now apply for a credit card on
the Alfa app without having to visit a bank.
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e [nstant Loan
The Alfa app enables instant personal loan
application and approval, eradicating the necessity
for branch visits and ensuring rapid disbursement.
The Existing-to-bank customer base goes through
an algorithm for eligibility, which can then apply for
personal loans through Alfa.

o Alfa Islamic BNPL
With Alfa BNPL, customers having credit cards of
any bank, with debit card coming soon, can enjoy
shopping from Alfa Mall and/or Bank Alfalah
registered online merchants and pay in easy
Riba-free instalments with 0% processing fee and
enjoy seamless and paperless onboarding. The
product is further equipped with instant credit
decision where by customers are assigned a
separate unsecured financing limit of up to PKR
750k which can be utilized in multiple EMI purchases
with credit card used as a source of payment.

Digital Channels

e Alfa

Bank Alfalah’s proprietary mobile application - Alfa,
enables it users to utilise a platform for easy access
to not just financial transactions but also to an array
of lifestyle related services, empowering the
customers to utilise the application as a “one
window operation” tool for both, their daily and
specific requirements.

It is one of the safest modes of digital banking,
deploying biometrics, customer-to-device binding
and autofetch technology in order to safeguard
against cyber and social engineering fraud. Alfa

enables the customers to open new accounts, keep
track of their accounts & credit cards, transfer
funds, pay utility bills, purchase air time and mobile
top-ups, invest in Digital TDRs and Mutual Funds,
apply for digital loans and perform numerous other
payment including taxes and school fees and
perform banking services on the go. Various other
non-financial services including account and profile
maintenance services such as CNIC Expiry update,
Withholding Tax Certificate generation, enablement
and disenablement of debit and credit cards for use
across various domestic or international digital
channels, Cheque Book & Banker’s Cheque issuance
request and Debit Card Maintenance are all within
the reach of the customers with just a few taps.

Internet Banking

Bank Alfalah continuously strives to make lives of its
customers simpler than ever before. Internet
Banking facilitates customers to use our convenient
and swift digital banking services round-the-clock
from anywhere in the world. Customers can use
Internet Banking to carryout financial transactions
like utility bill payments, mobile top-ups, credit card
bill payments, funds transfers, etc. Additionally,
customers can also access value added services like
requests for cheque book, banker’s cheque, SMS
alerts, etc.

WhatsApp Banking

Through Bank Alfalah WhatsApp Banking customers
can get information related to Banking Services,
Roshan Digital Account, Premier Banking, Loans,
Offers & Discounts, Transact, Credit & Debit Card
Activation instantly. Further, live chat agents are
available for customer enquiries on the services
searched on WhatsApp.
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Chat with Agent is open for all customers which
makes us one and only in the industry. Interactions
per month are responded through Rule based BOT
and Live Chat assistance, agents provide support
that establishes a convenient customer experience.
Customers can also conduct selected financial
transactions on whatapp including sending money
to already created beneficiaries and balance
inquiries.

SMS Banking

SMS Banking is a Pull-based service where
customers are able to send pre-defined codes on
bank’s registered short code to do their financial

transactions and fetch enquiry-based information.
This is a subscription-based service.

By subscribing to this service, customers can get
their Account Balance, Last 5 transactions, Credit
Card information, process Permanent Blocking of
Debit Card, Temporary Blocking of Internet Banking
and ALFA, Activation and Deactivation of
E-Commerce transactions, initiate Cheque book
requests, inquire about Orbits points, pay off the
bill of their registered mobile number and Credit
Card through their Bank Alfalah account by sending
predefined texts to Bank Alfalah short code 8287.

ATM Network

Bank Alfalah has been in remarkable transformation
in its capability of handling their cash properly, to
provide ease to their customers for quick and easy
transactions. Customer can withdraw their funds
easily at any time and from anywhere across
Pakistan from the span of 1,100+ ATMs placed
around the country.

Bank has recently launched Pakistan’s first App
look-alike ATMs with provision of Rs. 200K cash out
in single transaction, and Rs 1 Mn in a day, the
highest ever limits in the country.

AlfaChat

The first of-its-kind facility in Pakistan, a P2P chat
platform in banking was launched in May 2019, with
a wide array of features from user-to-user chat,
group chat, stories and picture uploading, voice
notes, picture sharing as well as likes and viewing
features. In addition, it provides money transfer and
mobile balance top-up functionality in chat, making
it a holistic banking and financial communications
platform within Alfa. ‘AskAlfa’ is a feature in

AlfaChat where customers can communicate their

queries and grievances as well as share files and
documents to update their account credentials 24/7.
This feature enabled remote submission of
documents without visiting branches.

CDMs and CCDMs

Bank Alfalah has the largest network of around 400
(CDMs & CCDMs placed in the ATM lobbies of various
branches in multiple cities throughout the country.
This facility is available 24/7 for any
walk-in-customer and offers a variety of
transactions on the go, including:

e Instant cash or cheque deposit into Bank Alfalah or
any other bank account

o (Card-less experience

¢ (ash Management

¢ Wallet Account Opening

e Bill Payments and Airtime Purchase

Bank Alfalah has been at the forefront of OTC
migration from tellers to vestibules for Cash
deposits, giving its customers convenience and its
operations efficiency. That is where the Bank lead in
the industry, with almost half of all Cash Deposits
being conducted through indigenously developed
Cash Deposit Machines (CDM).

Digital Payments

Proximity Payments

Alfa Business has aced the universe of proximity
payments in Pakistan with top position in market
share, being one of the only few mobile apps
accepting QR payments schemes i.e. MasterCard and
VISA. Being the first in the industry with QR
interoperability on both the issuing and the
acquiring side. Alfa Business is embedded with
instant financing offering for merchants along with
business-to-business large payments for
manufacturers and distributors. The Bank has also
launched RAAST Person-to-Merchant (P2M) EMVCO
standard QR. This is a step towards revolutionising
merchant payments by offering lower MDR and
embedded financing on payment throughput.

Customers can also buy goods instantly and pay the
due amount with ease in installments (BNPL)
through Alfa App.

Digital Merchant Onboarding

Bank Alfalah has launched digital merchant



onboarding, allowing small merchants to open
merchant accounts without visiting a branch. This is
to enable online and retail merchants to instantly
open merchant accounts and accept payments
digitally from customers.

Alfa Business App

Bank Alfalah has launched Alfa Business App - an
exceptional, out-of-the-box experience for business
merchants with digital onboarding - allowing them
to accept QR payments from any MasterCard and
VISA app, enabling them:

1. Real-time reporting

2. Activity dashboards

3. Dynamic QR

4. Virtual e-Shop

5. Embedded Financing

The B2B Digital Platform seeks to make
business-to-business transactions simpler. Retailers
and cash handlers can transfer up to PKR 50 million
per day in real-time using Bank Alfalah's B2B Digital
Payments, a novel solution that digitizes the cash
management process without the burden of visiting
bank branch or carrying cash. In addition, this
solution offers both parties real-time alerts through
email and text message, as well as a 24/7 access for
reviewing transactions, history, and account
statements.

Virtual debit card

In order to enable the growing e-commerce
industry, Bank Alfalah under the umbrella of Digital
Banking of Bank Alfalah, envisioned to provide its
customer a Virtual Debit Card (VDC) used instantly
for Online Shopping / transactions, while offering
convenience, security and more control over limits.
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o AlfaMall

AlfaMall offers e-Commerce products to Online

shoppers on “lower than market prices” with Buy
Now Pay Later feature, that too with 0% markup,
free shipping and easy return and refund policy.
AlfaMall offering revolves around 'Building Trust” by
offering following benefits to both customers and
merchants. AlfaMall has enabled digital
transformation of customers from conventional
order booking channels to book products on
installment. The digital platform has converted many
non-digital banked customers who had been
ordering their products through call center,
Branches, social media pages etc.

School Fee Payment

The digital fee payment feature enables parents to
pay school fee digitally, 24/7, and in few minutes.
Fee collection service is also enabled on our agent
network and CDMs to provide multiple collection
channels to customers.

Alfa Payment Gateway

Alfa Payment Gateway digitises payments made by
consumers to various businesses, enabling sellers to
receive and manage payments online through
website, mobile application, or by using pay-by-link
feature. A notable accomplishment was the
successful launch of the Card on Delivery feature.
An additional mode of payment allowing customers
to make the payment conveniently when their
purchase arrives at their doorstep.

Orbits Loyalty Program
With one of a kind loyalty program in the industry,
Bank Alfalah’s Orbit Rewards has continued to
engage plethora of customers, strengthen and
diversify the current customer relationships, and has
managed to entice new customers on Bank’s digital
platform.
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Moreover, the Orbits program is being used as an
instrumental tool to increase customer digital
footprint on Alfa via introduction of various
campaigns such as: K-Electric Bill Payment Rewards,
Alfa Term Deposit Campaign, RAAST Account
Linking, etc.

Government-to-persons (G2P)
Corporate and Micro / SME
solutions

o Employee Old Age Benefits
(EOBI) Pension Wallets

In collaboration with the venerable Employees'
Old-Age Benefits Institution, the Bank provides secure
ATM debit cards to facilitate the expeditious and
transparent transfer of retirement benefits, thereby
enhancing the well-being and financial security of our
revered elderly citizens, who have dutifully contributed
to the nation's growth over the years.

e Digital Payroll Account
Alfa Payroll Solution is a secure, reliable and
cost-effective digital solution by Bank Alfalah that
primarily targets the corporates. It allows these
entities to disburse salaries directly into mobile
accounts of hundreds of employees, mainly
blue-collar workers who are generally paid in cash.

Bank Alfalah Corporate Portal enables companies to
run their salaries with flexibility at their own time as
per their own convenience. The maker/checker
model allows a two-way check to ensure smooth
processing and minimizes chances of error.

o Benazir Income Support
Programme (BISP)

Bank Alfalah has been entrusted with a significant
mandate, secured through a rigorous competitive
bidding process, to execute secure and
biometric-based disbursements to beneficiaries
across Khyber Pakhtunkhwa, Azad Jammu & Kashmir,
and Gilgit Baltistan, as part of the esteemed
government-led Benazir Income Support Programme
(BISP). The scale of this mandate highlights Bank
Alfalah's unequivocal dedication to effectuating
financial inclusion and uplifting the marginalized
and underprivileged communities within the
territorial bounds of Pakistan.

Within the ambit of the disbursement portfolio,
Bank Alfalah has registered beneficiaries belonging
to the unbanked and underprivileged communities
of Pakistan, with additional beneficiaries registered
for BISP Emergency Cash Programme 2020 & 2021,
belonging to the most affected sections of the
society in the COVID-19 lockdown.

Agent Network (Branchless
BankinhghNetwork)

Bank Alfalah has embarked on an ambitious mission
to enhance financial accessibility and outreach by
establishing an expansive network, strategically
dispersed across prominent towns in every region
of Pakistan.
The agency banking services encompass a diverse
selection of conventional, digital, and Islamic
banking products and services.
Customers can benefit from
- Seamless Wallet Registration & Upgrade
- Hassle-free Cash-In/Qut transactions
- Secure Money Transfer Services
- Instant Mobile Top-ups
- Convenient Utility Bill Payments
- Fee Collection Services for Schools,

Institutions, Micro-Finance Institutions
- G2P Disbursement and Collections
- Pulling Home Remittances
- QR Purchases with BNPL Option

Digital Cash Management and

Digitization Solutions

Bank Alfalah is at the forefront of providing
customized digital solutions to leading Fintechs and
start-ups in Pakistan, by offering them a
360-degree solution for both collection and
disbursement which includes Interbank Funds
Transfers, Cash Deposit Machines, Alfa Payment
Gateway QR and branchless banking agents, thereby,
promoting the agenda of cash less transactions and
shifting from traditional banking to digital
banking.banking.
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Innovating the customer experience means 2. Cash and Cheque Deposits: With advanced G
adding more value to the customer's machines that make transactions quick and &
relationship with bank’s business. While there straightforward, the customers are allowed 3
are many ways to do this, Bank Alfalah remains to get on with their day and deposit money “
at the forefront of digital innovation and in any bank account of Pakistan. Bank
technological advancement. It is our priority to Alfalah has not kept this service for its
provide best-in-class services to our Customers only

customers. Given below are the initiatives that
the Bank has taken to enable and promote
innovation to make customers’ lives easy.

3. Digital Financial Services Desk: A
dedicated digital financial services desk
provides personalized assistance, helping

you make the most of our digital offerings,

DIGITAL BANKING from online banking to mobile apps and

more. Previously, these were only offered

Through its digital brand, Bank Alfalah has through contact center / phone banking

expanded its reach far beyond traditional

banking hours through its “PHYGITAL" helpline.

proposition which includes the indigenously 4. BNPL Store: Explore a dedicated Buy Now,
designed Cash Deposit Machines, an Agent Pay Later store within the branch. Shop for
Network, Digital Lifestyle branch with a Buy your favourite items and conveniently

Now Pay Later (BNPL) Store, Self-pick Services spread the cost over time with flexible
through Alfa Mall and QR & POS Network. This payment options on your any banks Card.

innovative concept not only redefines .
traditional banking but also sets new standards ~ 2- Digital Locker: Store your valuables

for customer-centricity and convenience. securely with Bank Alfalah’s
state-of-the-art digital locker service,

ensuring peace of mind and accessibility

L] ’ L] L]

Pakistan’s 1st D|g|ta| when needed. This is 24/7 facility with 91

H . your biometric as a key to open locker
LIfEStYlE BranCh' along with the Debit Card authorisation. .
A Hub of Convenience and Innovation: 6. Higher ATM Withdrawal Limits: Enjoy the

o ) . convenience of higher ATM withdrawal

Bank Alfalah’s Digital Branch is not just limits of up to PKR 1 million, ensuring that
another bank branch; it's a dynamic and you have access to your funds when you
versatile space designed to cater to the need them the most.

multifaceted needs of the modern customer.
The branch combines the functionality of a
bank with the comfort and vibrancy of a
restaurant, co-working space, and a 'Buy Now,
Pay Later' (BNPL) store. This is the essence of
Bank Alfalah's vision - to create an ecosystem
where banking seamlessly integrates with your
lifestyle.

The All-In-One Experience:

Here are some of the standout features of this
digital wonderland:

1. Digital Lobby with Account Opening:
Experience the future of banking in our
digital lobby, where customers can open
accounts seamlessly through Virtual
Services Machine.
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7. Restaurant-Style Comfort: The Digital Branch has
partnered with an upscale dining establishment to
provide an inviting and relaxed atmosphere, where
customers can savour a coffee or meal while
conducting their banking transactions. Say goodbye
to the conventional bank queues; instead, enjoy a
pleasant dining experience as you manage your
finances.

8. Co-Working Space: The co-working space offers a
productive environment with high-speed Wi-Fi,
charging stations, and comfortable seating, making
it an ideal spot for professionals on the go. This
initiative bridges barriers between startups/
fintechs and commercial bank activities.

Stateless ATM

An Application looking UI/UX is implemented on the
ATMs to provide a better experience to the customers,
which is both user friendly as well as easy on the eye.

ATM Bio Product

Bank Alfalah has introduced a new product on its ATM
channels, where customers can subscribe to the Bio
product where withdrawals can be made using thumb
impressions scan at the ATMs, allowing customers to
withdraw up to PKR 1 Million daily and PKR 200,000 in a
single transaction.

Digital Sales and Services Centers
with Digital Self Account Opening

Bank Alfalah is taking significant strides in the
digitisation of cash and banking, and to accelerate this
vision, the Bank is introducing the Sales and Service
Center (SnSC). These centers are compact shops housing
an ATM, CDM, and CDK, strategically located in
cash-heavy market areas in cities and towns, with a
particular focus on serving MSMEs and business owners.

Each SnSC has a dedicated relationship manager present
to assist local business owners and customers in
opening digital accounts and guide them through the
array of digital services available on each terminal,
making it a Payments’ Hub.

Alfa BNPL Islamic

Alfa BNPL also allows an Islamic option where customers
can use credit cards of other banks and enjoy shopping
from Alfa Mall and/or Bank Alfalah registered online
merchants and pay in easy Riba-free instalments with
0% processing fee and enjoy seamless and paperless
onboarding. The product is further equipped with
instant credit decision where by customers are assigned

a separate unsecured financing limit of up to PKR 750 K
which can be utilized in multiple EMI purchases with
credit card used as a source of payment.

.
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CUSTOMER EXPERIENCE AND
TRANSFORMATION

Service Culture Innovation

The Bank's focus has been on fostering a transformative
organizational culture, designating it as the Year of
Service.

- The unveiling of "At Your Service 2.0" has
revitalized commitment to customer-centricity,
grounded in three core pillars: Empathy, Generosity,
and Responsibility.

- A pivotal aspect of this cultural shift is the Service
Culture Enablement program within SQMP, aimed at
equipping the frontline with the right mindset
through targeted training.

- Recognizing exceptional service, the Smile-O-Meter
program, an initiative that recognizes and rewards
frontline staff for their positive interactions, was
introduced.

- The Banks dedication to instilling a service culture
remains unwavering, with regular Branch Manager
Morning Huddles to ensure the staff is motivated
and embodies the right mindset.



INNOVATIVE AND DIVERSIFIED
PRODUCT SUITE

Our diverse product suite of Current, Savings and Term
Deposits is one of the best in the industry with respect
to pricing, various processing, and accessibility. Our
featured products are specially designed for various
consumer segments such as businesses, self employed
individuals, females, senior citizens, agriculturalists, and
minors for customised banking services to fulfill the
needs of the targeted segments in an optimal way. The
Bank offers an easier documentation process for
customer onboarding, encourage home remittances,
advocate gender diversity, and promote financial
inclusion in the country. The Bank also launched a new
and exciting product this year in order to meet our
customers’ needs and reach underserved segments,
Bank Alfalah Kashtkaar Current Account. It is designed
for agriculturists and farmers. The account features rate
breaks and financial facilities, farm advisory services
and technical guidance to farmers at their doorstep
making it the perfect product to cater to our customers
agri-segments banking needs.
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CONSUMER BANKING

Home Finance 93
Increase in its market share of Housing Finance
business, solidifying Bank Alfalah's position as a leading
player in the housing finance market and attracting a
larger customer base seeking reliable and competitive
home finance solutions. Bank Alfalah maintains a leading
role by introducing 08 innovative products in the
Housing Finance product suite in last 3 years. To
support the Housing Finance eco-system, the Bank has
entered into partnerships with renowned builders and
digital real estate aggregators, conducted various road
shows, awareness sessions on housing finance,
on-boarded Solar vendors for Green Homes and
launched campaign for financial inclusion of women.

Bank Alfalah provides quick and convenient solutions at
affordable monthly instalments, enabling customers to
fulfil their dream of owning a home. Furthermore, the
bank has embraced digital transformation by digitising
Home Finance product offerings to enhance customer
experience and streamline its services. Through this
initiative, customers enjoyed faster, more efficient
process flows during their home finance journey. To
update the customers about the status of their loan
application for housing finance, Bank Alfalah has
introduced an online E-Tracking application. Further
evidence of enhancing the Banks digital outreach was
seen when the digital journey for overseas Pakistani
was broadened through the enablement of Roshan
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Ghar application solicitation via Alfa mobile app.

Bank Alfalah's outstanding achievements and
accomplishments have reinforced its position as a
market leader in the housing finance sector in Pakistan.
By embracing innovation, digitisation, and catering to
diverse customer needs, the bank continues to
strengthen its role by delivering affordable housing
finance solutions to customers across the country.

Auto Finance

Bank Alfalah established an online channel to facilitate
non-resident Pakistanis under “Alfalah Roshan Apni Car”
facility. Through our Digital Rapid Portal overseas
Pakistani’s can avail auto loan facility for their relatives
in Pakistan from anywhere in the world. Further, Bank
Alfalah Auto Loan in collaboration with Leading Auto
Manufacturers offers financing through unique digital
portals and is an exclusive alliance partner in some of
these collaborations since inceptions. These channels
enable a tri-party connect brining Bank, Original
Equipment Manufacturers (OEM) & the customer on one
platform.

The end-to-end digital auto financing model is now
available for the Bank’s customers as Rapid Auto Loan.
The digital financing model ensures speed and
transparency. Customers can now initiate their Auto
Financing request through Rapid portal from anywhere,
anytime and share application and supporting
documents through this platform.
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Personal Loan

Bank Alfalah is providing Fast, Affordable and Easy
option to meet immediate financing needs for its
customers in shape of personal loan. As a result of
digitisation, the process of obtaining personal loans is
now streamlined, paperless, more cost effective, and
simplified for customers.

Convenience features are as follows:
i. Bank Alfalah Personal Loan Webpage

Bank Alfalah developed Personal Loan Webpage having
product awareness to facilitate its customers. It
includes:

- Basic product features

- FAQs

- Query / lead generation

- loan instalment Calculator

- Apply for Top up loan

- Eligibility criteria

- Product offerings

- Schedule of charges

ii. Dedicated Email IDs for customer queries and
facilitations - Personal loan

For customer facilitations, BAFL has created dedicated
email IDs for Personal loans where customers can
directly share the queries as well as solicitation of
personal loan application. This is a more convenient way
for the customers to interact directly with the relevant
personal loan staff and get their queries attended at the
earliest.

personalloan@bankalfalah.com

iii. Systematic Customer Services & Complaint
Management

Bank Alfalah has enterprise level system that is used for
centralised capturing of customer service requests &
complaints. All Personal loan service requests are
captured in the system.

iv. BPM Personal Loan Application initiation through
branches to facilitate customers

- Real time case login

- Document upload option on system to process
application on fast track.

- Better customer experience

v. Purchase loans

Bank Alfalah is the first to finance Electric bikes & has
collaborated with different vendors for electric bikes.

vi. Launch of Digital Rapid Portal

It is a digital solicitation channel. RAPID portal enabled
customers to apply for consumer products digitally from
anywhere in Pakistan without contacting to bank's
representative.

Digital Solicitation of Personal Loan through Instant
Cash Loan

Bank Alfalah is leading by offering Instant Loan Product
which is the loan solicitation through Digital Channel.
Instant loans are given instantly to the customers
through Alfa app. It is end to end digital process. There
is no branch visit or physical documentation required,
and it takes a minute to complete the journey and get
loan amount into the account. It fulfils customer needs
of loan amount immediately.

This unique product brings solution and hassle free
method to obtain loan through few clicks but through
prudent solicitation. Bank Alfalah allows it's existing
pre-screened customers to digitally apply and get
disburse in their accounts within less than a minute
time. Instant Loan is easy to access through ALFA
application, obtain and repay.

Dedicated Email IDs for customer queries and
facilitations

instant.loan@bankalfalah.com
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% Digital Solicitation of Credit Card through Instant ATM Notes Denomination choosing facility: The Key

& Credit Card objective of this value-addition is to facilitate Islamic
Bank Alfalah offers Instant Credit Card via its mobile Premier customers to dispense cash from ATM in
banking application "ALFA" to pre—sgreened existing desired denomination of notes. This specific customer
customers of branch relationship. It is an en.d—to—end. segment of BAFL will have an option where customers
digital journey to enhance customer’s experience which can self-select the denomination in which they want to

directly enable them to enjoy banking services with ease  have their cash withdrawal.
and comfort.

Customer can select any card from the 5 types of credit
cards i.e., Visa Classic, Visa Gold, Visa Ultra, Visa
Platinum, Master Optimus and can chose desired credit
limit from the available options appearing at Alfa. It
takes less than 5 minutes to complete the journey in few
simple steps and customers’ meeting the eligibility
criteria gets card approval instantly without any physical
documentation and physical hassle of branch visit. Card
gets delivery at customer’s given address within 1-2
days.

Dedicated Email IDs for customer queries and
facilitations - Cards

For customer facilitations, Bank Alfalah has created
96 dedicated email IDs for Instant Credit Card where
customers can directly share the queries as well as
solicitation of instant credit card application. This is a
more convenient way for the customers to interact
directly with the relevant instant credit card staff and
get their queries attended at the earliest.
instant.card@bankalfalah.com

BANK ALFALAH
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There are no significant changes from prior year with respect to:
the ownership and
business model of the Bank; except the incorporation of a
new exchange company.
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Customers

Bank Alfalah recognises that customers’
have become increasingly financially savvy
and attuned to their needs over time.
Consequently, the principle of Customer
Centricity serves as both a guiding tool and
a moral compass for us as a bank. This
philosophy directs the bank to enhance its
customers’ experience with its services,
noting that excellence in quality is critical in
achieving unprecedented service levels. In a
strategic shift, the Bank has transitioned
from having achieved operational
excellence to a deliberate emphasis on
culture and service during the year,
demonstrating our commitment to not only
meeting but exceeding customer
expectations. Recognising their changing
needs and preferences, we provide
innovative products and seamless processes
guided by insights from customer feedback,
complaints, regulatory research, global
market research, and industry best
practices.

Our dedication is reflected in our offerings
that bring the most benefit to our
customers. The Bank underscores its
commitment to customer-centricity through
a varied product portfolio, encompassing
branch banking, consumer finance products,
corporate and SME products, wealth
management services, Islamic banking
operations, and digital banking platforms.

To ensure a comprehensive understanding
of customer needs, we have fortified our
feedback mechanisms. In fostering stronger
customer relationships, we conduct
relationship management assessments,
evaluating the outreach efforts of our
relationship managers and gauging
customer satisfaction with the services
received. This multifaceted approach
underscores our unwavering commitment to
elevating the customer experience and
maintaining a service culture. The Voice of
Customer (VOC) program serves as a
dynamic tool for gathering real-time
insights. Simultaneously, our Voice of
Employee surveys assess the support levels
provided by our units, enabling us to
address thematic issues. This approach
extends to senior management, ensuring

that improvements are enacted at every
organisational level. Moreover, our
customer interactions involve multiple
channels, including call centers, social
media platforms, surveys, awareness
sessions, roadshows, and various
advertising campaigns.

Employees

Bank Alfalah firmly believes that investing in
human capital is the key to achieving its
strategic objectives. The Bank ensures that
employees are kept motivated and
committed through productive capacity
building programs, appreciation via various
platforms, and engagement in activities
other than core business operations.
Besides developing professional skills of
the team, the Bank promotes an
environment of learning and a well-rounded
lifestyle through initiatives such as:

* Periodic ‘Employee Happiness' surveys

e Sharing of success stories of individuals

e A platform for employees to express
gratitude towards each other

e Sponsorship Programme to seek
guidance for mentorship from senior
leaders

e Year round learning and development
programs

e Financial assistance schemes for
professional qualifications / tertiary
education for top performers

e Sabbatical leave for employees who
wish to pursue higher education

e Access to a variety of learning material
on the Bank’s Learning Management
System

e Awareness campaigns and activities to
keep employees engaged

The Bank acknowledges the contributions
of its employees, particularly female staff
and employees with disabilities. Bank
Alfalah is proud to be an equal-opportunity
employer.



Shareholders/Institutional
Investors

One of the Bank’s significant goals is to deliver
long-term value to its shareholders. Shareholders' trust
sets the strategic direction of any institution, and their
support further facilitates the achievement of key
objectives. Engagement through AGMs and EOGMs
certify that shareholders actively participate to ensure
that the business remains sustainable in the years to
come. Press releases and financial reports (quarterly,
semi-annually, and annually) are disseminated promptly
to ensure shareholders' engagement at all times.

Suppliers, Service Providers
and Vendors

Bank Alfalah considers suppliers at every stage of the
product lifecycle as they have a significant role in
providing end-to-end services, ranging from sourcing
raw materials to help ramping up production and
finding better options for the organisations. When the
market starts becoming saturated, companies need to
work closely with their suppliers to get the best out of
their products for fulfilling their requirements.

The goal of suppliers is to ensure that they meet or
exceed the buyer's expectations in terms of quality,
delivery, and cost. There are many benefits of effective
supplier management, including improved quality and
delivery of goods and services, reduced costs, and
strategic relationships with suppliers.

Analysts and Rating
Agencies

The Bank regularly engages with analysts on details of
projects already disclosed to the regulators, with due
regard for regulatory restrictions imposed on inside
information and/or trading to avoid any impact on the
Bank's reputation or share price. The Bank organises
Analyst briefings / conference calls to apprise the
attendees on operational and financial performance.
The Bank also engages with Credit Rating Agencies,
which assign ratings to the Bank's equity as well as its
financing arrangements (ADT1 and Medium Term Note).

Regulatory Bodies

To ensure sound business operations, regulatory
compliance, and a transparent legal environment,
engagement at the regulators' level is carried out
frequently throughout the year. Engagement channels
include periodic reporting and meetings held with the
regulators, both locally as well as overseas, or their
authorised representatives. The Bank has always
appreciated the support of the State Bank of Pakistan,
the Securities and Exchange Commission of Pakistan,
the Pakistan Stock Exchange, and other regulatory
bodies of our local and international operations.

Community/Society

The Bank engages with the general public through CSR
initiatives. This helps us identify the need for
intervention in sectors such as education, health,
welfare, environmental sustainability, leadership
development, and promotion of sports, arts, and
culture.

Media and Marketing

Media and Marketing play a pivotal role in in shaping
the brand'’s narrative, enhancing brand visibility, and
fostering a deep connection with its target audience. Be
it conventional or social media platforms, quick
communication and widespread reach of media have
become the need of the time. The Bank remains abreast
of developments in marketing and visibility channels to
maintain its digital footprint and public reach, and
promote a positive brand image.
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Customers
Depositors
Borrowers
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INNOVATION AND
INFRASTRUCTURE
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16AND STRONG
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and SDGs

Prosper together with strong
and mutual trust

Ensure the transparency across
the organisation

Prioritise with utmost effort

PARTNERSHIP
FOR THE GOALS
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Vendors
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Outsourcing Arrangements,
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Regulatory
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and Exchange
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Pakistan, Pakistan
Stock Exchange,
Federal Board of
Revenue
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Stakeholders’ Engagement Policy

Board’s Focus on Stakeholders’ Engagement

The Board has set a framework and guiding principles for the Management to ensure transparency and regular
interaction with stakeholders, particularly shareholders, and investors. The Bank’s Management strives, through
various platforms such as branches, digital channels, media, and social media platforms, to understand the views and
sentiments of its stakeholders.

€207 140d3Y TVNNNY

Managing the Relationships

The Bank holds its key stakeholders in high regard and follows an end-to-end engagement process to keep them informed
and involved. Internal as well as external stakeholders are engaged regularly or as and when needed. The Bank continually
improves its offerings and services, aiming to meet and exceed stakeholders’ expectations.

Please refer to the 'Governance' section of this Annual Report for disclosure on this policy.
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Stakeholder management
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Legitimate needs, interests of key stakeholders, and
industry trends

Stakeholder Legitimate needs and interests Industry trends

L . Innovation; Digital platforms for providing
Customers Best-in-class products and services services; Service agility
Employees Career progression; Work-life balance; | Timely pay; Training; Swift on & off-boarding;

Belonging needs; Transparency

Health and Well being

Shareholders and
investors

Maximised returns and regular dividends;
Timely dissemination of all material
information in accordance with the regulatory
requirements

Profitability; ongoing engagement

Vendors, suppliers and
service providers

e Fair and transparent competition
among the vendors.
Timely payments.
Long-term relationship via strategic
sourcing deals and agreements.

e Preserve the confidentiality of
vendor information.

e Highest professional and ethical
standard and absolute business
integrity at all times.

e  Transparent competitive bidding process
e  Robust enlistment process of vendors who
have sound track record of service delivery

Analysts and Rating
agencies

Accurate information; Regular
connectivity

Forward-looking opinion on credit
worthiness of underlying entity or instrument

Regulatory Bodies Compliance with laws and regulations; | Trusted partner
Community / Society Social welfare and community support | Sustainability; Corporate Social Responsibility
Media and Marketing Timely and accurate information Timely and accurate information

The Bank takes care of all legitimate needs of its stakeholders, aligns itself with industry trends and also remains upto the benchmark.
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CUSTOMERS

Engagement
e Branch Banking

e Internet /
Mobile Banking

o Call Centres

¢ Complaints

e Social Media

¢ Advertisements

e Feedback surveys

Frequency

e As and when
need arises

Their importance
tous

e Brand reputation

o Customer
satisfaction

~—

EMPLOYEES

Engagement

¢ Trainings,
employee
policies, awards
and awareness

e Services to the
customers
through
customer
touchpoints

e Grievances

¢ Awareness
about employee
benefits

e Sessions with
senior
management
through
townhalls

o Compensation
and benefits

Frequency

o Daily

Their importance
tous

e Engine to run our
business

e Ambassador to
the customers

SHAREHOLDERS
AND INSTITUTIONAL
INVESTORS

Engagement

e Financial
Statements

* AGM/EOGM

e Press Releases/
Announcements

¢ Corporate
Briefings

e Grievances

e Dividend
Distribution

e |Investments

o Feedback surveys

Frequency
o Quarterly
e Half yearly
¢ Annual

e As and when
need arises

Their importance
tous

e Value increase
e Good returns

¢ Reputation

VENDORS, SUPPLIERS
AND SERVICE
PROVIDERS

Engagement

e Procurement of
goods and
Services

o Staff and other
outsourcing
arrangements

¢ Heath and
Safety trainings
provided to
vendors

Frequency
o Daily

e As and when
need arises

Their importance
tous

e Good business
relationships

o Cost-effectiveness

e Quality
output/service

- J

~—



ANALYSTS AND
RATING AGENCIES

Engagement
e Ratings Reports

e Results Release

Frequency
e Quarterly

Their importance
tous

¢ Independent view
providers for our
customers

e Build trust

e Support
credibility

~—

REGULATORY
BODIES

Engagement

¢ Compliance with
Laws and
Regulators

e Proactive
Engagement
and Connection
with various
Regulatory
Agencies

¢ Meetings and
Regular
Discussions
with regulators

Frequency

e As per regulatory
timelines

Their importance
tous

e Transparency

e Check and
balance

COMMUNITY/
SOCIETY

Engagement
¢ Employment
¢ Health

e Safety

* Welfare

e Education

» Economic
Empowerment

e Environmental
Sustainability

e Leadership
Development

¢ Promotion of
Sports, Arts and
Culture

Frequency

o As and when
need arises

Their importance
tous

e Socially
responsible
citizenship

e Sustainability

~—

A~

MARETING, MEDIA
AND VISIBILITY

CHANNELS

Engagement

e Products and
Services
Outreach

® Regulatory
Information

o Awareness
through
Advertisements
and Promotions

Frequency

o As and when
need arises

Their importance
tous

e Public image

® Brand awareness

o &
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Relationships Affecting the Bank’s Performance and Value

The Bank’s key stakeholders are at the core of its strategy. We set our objectives in accordance with their requirements,
protecting and promoting their interests, and aligning our operations, ensuring strict compliance with regulatory
requirements, through stakeholder relationship management. The diagram below depicts how stakeholders are linked to
our performance and value-addition process.
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Successful Stakeholder Management
+ stakeholder registry
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Stakeholders’ Engagement

Customers

Customer Experience and
Complaint Management

The Customer Experience Unit functions as

the center point for promoting customer

interests and serves the customer-centric

agenda of the Bank which majorly revolves

around the following:

e the Bank’s conduct with customers

e improving our service levels

e pushing service innovation

e understanding the customer via
consistent research

e service culture evolution within the Bank

Specifically, the Customer Experience Unit
works on the following to promote customer
centric culture:

Consumer Protection Policy

Bank Alfalah has a robust consumer
protection policy that covers a wide range
of guidelines to oversee customers at
every stage of their interaction with the
bank. This includes areas such as product
development, sales practices, marketing
activities, communication protocols, and
customer handling. Additionally, the Live
Service Monitoring (LSM) Unit ensures
prompt resolution at branches by
addressing immediate concerns through
corrective measures in real-time.

Promoting a Service-Oriented Culture
(in collaboration with HCG)

The Bank has had a key focus on driving
cultural change throughout the
organisation during the year,
encompassing this as the Year of Service
for us. The launch of “At Your Service 2.0"
has reinstated the vision of customer
centricity and a service oriented culture
through 3 key pillars of Empathy,
Generosity, and Responsibility.
Additionally, we have been focusing on
empowering our frontline and have
introduced a Service Culture Enablement
program through SQMP which aims to
provide frontline with the right mindset
through trainings. We have initiated a
smile-o-meter program that aims to
reward frontline who are seen serving
with a smile through our monitoring
avenues, like Video Mystery Shopping,
Live Service Monitoring, Physical Visits,

Service Appreciation, and WOW stories.
We have been continuously emphasising
the importance of instilling a service
culture and have been enabling this
through Branch Manager morning huddles
and floor times. This ensures that our
colleagues always keep customers at the
highest priority and maintain the highest
servicing attitudes. Furthermore, the
Customer Experience team creates
campaigns to help employees understand
how to better serve customers. We have a
campaign called "ABC of Business
Etiquettes" that talks about how
employees should look, behave, and
communicate with customers. Another
campaign, "Workplace Ethics," focuses on
greetings, body language, soft skills, and
customer confidentiality. We also educate
frontline on how to cater to various
customer and provide personalised
consulting experiences through our
“Customer Diversification” program.

€20C 140d3d TYNNNY

Quality Assurance

The bank has a thorough Quality
Assurance framework that covers a range
of products and channels, encompassing
digital channels, branch banking, 109
consumer finance, centralised operations,
corporate payroll accounts, contact

center, and support segments. The

primary objective is to identify

deficiencies leading to prolonged

turnaround times and proactively work
towards meeting the established service
standards. To broaden our monitoring
capabilities, we have introduced

additional indicators throughout the year,
bringing the total to 152 indicators, with

96 being unique.

Knowledge Initiatives
The enhancement of staff awareness is a
key focus of our comprehensive
knowledge improvement program which
aims to increase understanding not only
of products, processes, and services but
also of essential soft skills and interaction
basics at the branch level. In our
commitment to instill a customer-centric
approach, we employ various campaigns
such Live By Values, Sales Via Service,
WOW Stories, and BSL Champions. Our
Knowledge Portal serves as a convenient
one-stop shop, offering easy access to all
product knowledge. This streamlined
approach is designed to make the
consultation experience smoother a
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easier for both frontline staff and customers.
Another ambit within which we monitor employee
knowledge is through monthly Basic Fact Awareness
(BFA) tests that are included as KPlIs for all branches
Pan Pakistan and ensure that staff stays updated.

Customer Insights

The Customer Insights department is dedicated to
the systematic collection of customer feedback
across various channels, including ROBO calls,
manual calls, SMS, and digital surveys. Through
rigorous monitoring, we have initiated over 40
campaigns, overseeing multiple business areas and
significantly expanding our outreach. Our efforts
have resulted in a 100% increase in surveying
activities, engaging with approximately 400,000
customers. We prioritise strategic surveys to gauge
both customer and employee engagement levels,
ensuring a holistic understanding of our
stakeholders. Furthermore, our department actively
participates in global and local research initiatives,
exploring emerging and best practices. The
expanded focus group scope enables us to conduct
open market research on a larger scale, providing
valuable insights into competitors and driving
continuous improvement within our organisation.

Satisfaction Surveys

Focus
Groups

Energement
Surveys

Customer
Insights

Open Market
Research

Attrition Management Unit

Our Attrition Management Unit (AMU) has been
providing invaluable insights into exit customers
and making efforts towards retention since its
establishment in 2022. The analyses being carried
out through AMU allows the Bank to adequalty
assess, evaluate and improve its offerings to ensure
that customer concerns are effectively addressed at
a deep dive is done into the reasons of product
cancellation and exits.

Process Optimisation

The Process Optimisation (PO) Unit serves as a
constant improvement hub where operational
inefficiencies are evaluated and eliminated to drive
progress and innovation through the organisation.

, Market (Local/Global)

PO addresses thematic issues that negatively impact
the customer and employee journey through the use
of technological avenues and collaboration. This
year for PO has revolved around increasing
efficiency through digital means. More than 3500
Branchless banking requests have been shifted to a
digital avenue which has reduced TATs and
enhanced tracking. Moreover, Projects carried by
this unit include Paperless Banking where prior 17
paper based processes have been digitalised.

Complaint Management Unit

At Bank Alfalah, customer satisfaction is treated as
the foundation for success. That's why the Bank
embraces a customer-centric culture, fueled by a
robust complaint handling mechanism based on
fairness, transparency, promptness, and
accessibility.

Multiple channels are offered for convenient
complaint registration: a dedicated call center, a
user-friendly website, direct emails, a Mobile App,
and drop boxes at branches. Every complaint is
promptly logged in our advanced complaint
management system. To ensure timely resolution, an
escalation matrix which has been defined that
ensures priority attention. Root cause analyses are
actively conducted, and insights shared with Senior
Management and Business Segments, enabling a
proactive and timely issue addressal to minimise
grievances.

In 2023, the Bank received 79,010 complaints, which
were resolved with an impressive average
turnaround time of 3.6 working days.

2022

2023

Video Mystery Shopping Programme

The Bank continuously strives to monitor the
customer’s experience and through our Video
Mystery Shopping programme we can measure the
customer journey and map gaps in our service
attributes, rating Branches, Premier Lounges, and
Consumer Finance Service Centers across 80 unique
indicators. Initially, this programme was run twice in
a quarter, but we have now enhanced our coverage
and monitoring scope by conducting VMS Pan
Pakistan four times in a quarter. This has doubled
our monitoring coverage and allowed us to enact
more stringent service controls.



Employees

Culture at Bank Alfalah

Bank Alfalah, is an ardent advocator for culture change
in the banking industry. The Bank actively promotes the
belief that we strongly believe that a conducive culture
leads to create a satisfied workforce, which opens the
doorway to results in a more diverse and inclusive
environment. The end objective is for where employees
to find their purpose and to love coming to work.

Bank Alfalah has devised a Culture Strategy that rests
on the following pillars:

®  One Bank, One Team

* Focus on Customers

e Inspiring and Empowering our People

The Bank’s Values are a subcategory of our Culture with
which all our employees are mandated to align
themselves:

¢ You (Customer Care)

¢ Your Needs (Collaboration)

e Your Way (Creativity & Innovation)

e The Right Way (Conduct and Integrity)

All values have been well-defined by allotting behaviors
and competencies to them, to help personnel develop a
holistic understanding of them. This facilitates an
alignment with the Bank’s values leading to a positive
culture and a workplace that provides a conducive
environment for everyone, irrespective of an employee’s
age, race, religion, gender, ability, and other attributes.

All initiatives proposed are a product of the feedback
received from staff, and as a result have a direct impact
on the business, behavioral aspects, and customer
loyalty. The organisation's devised strategy has been
inculcated into the Bank's overarching 5-year strategy,
evidencing our senior management’s commitment and
zeal toward ensuring a positive Culture for all
employees.

Bank Alfalah embarked upon a journey to clearly define
its Culture and Values, and create subsequent awareness
of them within the organisation. To achieve this, HCG
dedicated each month of the year to a Value or Cultural
pillar, structured with the following elements:

* Engage
* Embed

e Empower

Talent Acquisition and Advisory

Talent Acquisition

To maintain an uninterrupted talent pipeline and to
support our diverse business operations, the Bank
inducts mid-level and fresh graduates through
hiring programs. All prospective candidates are
evaluated through a structured recruitment process.
This year, the Bank onboarded 3,501 individuals
through lateral and batch programs with our
primary focus on ramping up the frontline
workforce.

Human Capital Group Advisory

The Human Capital Group (HCG) Advisory function
continues to support all business functions in areas
such as employee retention, handling grievances,
conducting employee engagement sessions, and so
on. As part of this function, the talent classification
exercise is carried out for critical positions to
maintain bench strength of senior talent. There is a
focused approach to building a talent pipeline
through succession planning to ensure successors
at all leadership levels and critical positions.
Development plans are devised for high performers,
which include their training and coaching needs.

Learning and Development
‘Opportunities to Learn and Grow’ is one of the main
pillars of the Bank’s ‘People Happiness' charter. The
Bank aims to invest in employee development and
training opportunities so that our employees continue
to hone their skills and advance their careers. Specific
focus is placed on job role enrichment, upskilling
employees, and professional development to enhance
the skillset of the workforce.

Strengthening the employee induction programs is
another focus area to ensure a smooth transition of new
joiners by equipping them with knowledge about the
Code of Conduct, Culture, Systems, Policies and
compliance. The Bank hosts two programs by the name
of Start Right — for all new joiners, and Ready to
Perform — for front-line employees.

Carrying forward the momentum from the year before
year, 2023 remained an exceptional year for learning
and development. The year witnessed a digital
transformation of learning methodologies, revamping
our physical learning spaces. From virtual infrastructure
up-gradation to extending innovative learning
opportunities, the Learning Division made concerted
efforts to equip employees with the best skill set,
enabling them to discover new and better ways to s
our customers.
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In line with the Employee Happiness Charter to extend
opportunities to learn and grow, learning interventions
were offered virtually as well as in person. Training
interventions and e-Learning modules were offered in
various disciplines.

Given below is a glimpse of learning quantum during the
last 5 years:

Number of training programmes

1,532 1251 02
992 1,004 %

2019 2020 2021 2022 2023

Number of participants
189,302

152,148
105,621
53,988
32,288

2019 2020 2021 2022 2023

The Banks extended focus remained on
capacity-building in line with regulatory frameworks and
global compliance obligations, with several initiatives
undertaken in this regard. With the help of in-house and
external subject-matter experts, various learning
programs were arranged on Anti-Money Laundering, TF
Risk Assessment, and CFT Obligations, Trade-Based
Money Laundering and Cyber Security Awareness.
Realising contemporary trends and future-proofing our
employees, learning initiatives have been taken to
increase their digital quotient. Frontline teams were
upskilled in product and process knowledge, and
enhanced levels of customer service.

In line with the Bank's strategy to create a
client-focused culture, Bank Alfalah launched its
Customer Loyalty Programme, "At Your Service 2.0," this
year. The program aims to enable staff to become
loyalty leaders by embodying three essential behaviors:
Empathy, Responsibility, and Generosity, whether
interacting with external or internal customers. The
Learning and Development team devised a
comprehensive training plan to ensure that the entire
workforce, including senior officials, undergoes this
program.

The training module was designed to equip employees
with the skills, knowledge, and techniques to enhance
customer loyalty by exhibiting these behaviors in their
interactions with customers and colleagues. This
initiative aims to instill a customer-centric culture by
sharing and praising best practices. The Bank Alfalah
Learning team conducted a series of sessions across the
country to introduce customer loyalty pillars and will
continue this effort into the next year. This

transformative experience will not only equip Bank
Alfalah with cutting-edge insight into service excellence
but will also instill a profound appreciation for
continuous improvement.

To upskill Premier Banking Staff, the Bank Alfalah
Learning team devised a comprehensive Premier
Banking Bootcamp. This tailored program is
meticulously designed to elevate investment product
knowledge and enhance financial market understanding
among premier staff. The training content encourages
participants to think creatively and propose
scenario-based wealth and investment plans according
to client needs. Premier Boot Camps were conducted
across the country, and the first cohort of Relationship
Managers (RMs) have successfully graduated.

Through this Premier Banking certification, Premier RMs
were trained and assessed on Product Knowledge,
Control and Compliance, ensuring a high standard of
service to clients. The Learning team is steadfast in its
commitment to continuous upskilling and empowering
staff to operate at their fullest potential, enthusiastic
about propelling this initiative to the next level. This
advanced phase is designed to further enrich RMs'
expertise in the capital market, refine risk assessment
skills, and cultivate portfolio-building proficiency.
Successful RMs will have the opportunity to pursue
professional certifications such as IFMP and CFA.

To align with the Bank's agenda for Islamic Banking, the
Learning Division signed an MoU with NIBAF to bring
the industry's best Islamic Banking Certification Course
(IBCC) to Bank Alfalah premises. This in-house facility
provides an opportunity for maximum staff to benefit
from the course, comprising 16 comprehensive modules
on a wide range of Islamic banking concepts and
practices. This program aims to upskill Bank Alfalah staff
to become Islamic Banking specialists, playing a role in
devising Shariah-compliant products and services for
customers. The first cohort completed their certification
in March 2023.

In continuation of the Bank's Diversity, Equity, and
Inclusion initiatives, Project Uraan was launched this
year. The project aims to empower and equip women at
the grassroots level with the necessary tools to
strengthen themselves in a formidable position in the
workplace. The Learning team devised a customised
training program for junior and mid-level female staff to
upskill them and enhance their capabilities for career
progression, empowering them to capitalise on their
leadership abilities.

A skill gap analysis was conducted, and customised
learning modules were introduced to develop cognitive
thinking and socio-emotional skills, breaking internal
bias to lead their career progression. This was followed
by 1-1 coaching sessions with designated mentors, who
would meet with targeted female staff at a set
frequency, assessing their progress on the goals set
during and post-completion of programs, and creating
visibility in front of stakeholders. Human Capital Group



(HCG) developed a talent pool of females who went
through this program and kept track of their progress
via nominated coaches. HCG Business partners played a
pivotal role in sharing career opportunities within the
Bank and prioritising them for internal elevations based
on expertise.

In line with the Bank's vision of financial inclusion and
SBP's financial literacy program (National Financial
Literacy Programme, 2022-27), Bank Alfalah has
overachieved the given target for the year (2022-23) and
reached out to more than 7000 beneficiaries across 26
cities in Pakistan. Field trainers were deployed to raise
awareness through classroom/street theaters in
assigned areas for the target audience. Bank Alfalah
Learning team not only facilitated SBP and partnering
institutions but also collaborated with the development
sector to raise awareness.

The Learning and Development team introduced the
Teller to Seller (T2S) program, initially in major cities
and later expanding nationwide. All Customer Service
Officers (CSOs) along with frontend branch banking staff
have gone through classroom training followed by
on-the-job training in branches. This initiative
empowers operations staff, particularly CSOs, to
generate referrals and cross-sell products during
customer transactions. Positive feedback during training
indicates its success, with staff members generating
substantial referrals that contribute to business
opportunities.

Leadership trainings were also organised for executives.
Knowledge sessions were organised for various
businesses, with a special focus on SBP initiatives.
Additionally, to induct young talent at Bank Alfalah,
customised Batch Learning Programs were conducted
for Management Trainees and Customer Service
Officers.

The Learning Team will continue to introduce learning
solutions for employees to enhance their personal and
professional skills and nurture a learning culture for
organisational growth.

Diversity, Equity and Inclusion (DE&)
Bank Alfalah strives to position itself as the employer of
choice by nurturing an environment where employees
feel a strong sense of value and respect. The Bank's
emphasis on Culture and inclusion is highlighted in its
5-year strategy, with 'Culture' standing as a fundamental
pillar. This demonstrates the senior leadership's
dedication to enhancing diversity and inclusivity for all.

Encouraging diversity of ideas is an integral part of
Bank Alfalah's vision and mission, actively promoting
employees to approach tasks innovatively. The Bank's
values are clearly defined, outlining the behaviors and
competencies of its employees, and fostering a
comprehensive understanding among them. This
alignment leads to a positive culture and a workplace
that accommodates everyone, regardless of their

backgrounds.

Bank Alfalah firmly believes that Diversity, Equity and
inclusion are catalysts for inspiring creativity, driving
innovation, increasing productivity, and ultimately
enhancing profitability. The Bank’s D,E&I strategy rests
on the following pillars:
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Developing gender intelligent leaders

Introducing and monitoring diversity
indicators

Creating measures to facilitate
work-life balance and conducive
work culture

The Bank's dedication to cultivating a diverse workforce
and fostering an inclusive work culture is apparent
through its recognition on various platforms.

Rising Women Pakistan - Recognised by the President
of Pakistan for facilitating Women Entrepreneurs in the
SME sector through Financial Inclusion

Global Diversity, Equity, and Inclusion Benchmarks
Awards: developed by the Centre of Global Inclusion, 113
USA, and serves as standards for organisations around

the world to compare and improve their DE&I practices.

In Pakistan, GDEIB Awards are conducted by HR Metrics

to recognise organisations’ commitment towards DE&I.

e Vision, Strategy & Business Impact

e Leadership and Accountability

e DEI Structure and Implementation
Recruitment

Advancement & Retention

Job Design, Classification & Compensation
Work-Life Integration, Flexibility & Benefits
Assessment, Measurement and Research
DElI Communications

DEIl Learning & Development

Connecting DEI & Sustainability
Community, Government Relations and Philanthropy
e Services and Product Development

e Marketing and Customer Service

¢ Responsible Sourcing

Best Place to Work for Women Award by Engage
Consulting

Employer of Choice Award by Pakistan Business Council
& International Finance Corporation

Gender Diversity Award - Fl at the CFA Society Pakistan,
among several other awards
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The Bank is grateful for these accolades and remains
committed to furthering its path toward becoming one
of Pakistan's leading employers in diversity and
inclusivity.

Female Representation in our Workforce

We are proud to share that women now make up 20.4%
of our entire workforce. We take pride that women
serve the following key roles in our Management
Committee and top leadership positions:

¢  Chief Financial Officer

®  Group Head Retail Banking

e Secretary, Central Management Committee

e Business Head Corporate South

* Head Premier Proposition

e Head Service Distribution & Digital Adoption
e Head Systems, Policies and Procedures

¢ Head Corporate Credit Risk

e Head AML Compliance

e Head Digital Operations

e Head Cost Control and MI

¢ Head Digital Innovation & Integrations

¢ Head Corporate Communications

e Head Roshan Digital Account & Partnership
e Regional Business Head - Corporate Islamabad
Area Manager(s)

Team Leader(s) Asset Sales

Gender positioning by
Bank Alfalah
.l. Employment level
Men: 11,730
(79.6%)

4 A

Women: 3,008
(20.4%)

Policies and Initiatives Promoting
Gender Equity

Since 2018, the Bank’s focal point has revolved around
implementing robust Diversity, Equity, and Inclusion
(DE&I) policies and programs. Throughout this period, a
sequence of initiatives have been launched and
distinguished with unique branding to foster Diversity,
Equity, and Inclusion (DE&I) within the Bank.

o Childcare Allowance - IIn its quest to create a
workplace conducive to family life, Bank Alfalah
offers childcare allowances to female employees
and single parents. The introduction of a childcare

policy aims to actively assist women staff and single
parents, fulfilling the organisation's dedication to
supporting working mothers and single parents by
aiding them in arranging daycare or caregiver
services, thus enabling them to focus on their
careers.

A

Bank Alfalah
The Way Farward
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Childcare Allowance .
Bank Alfalah providing childcare support

In the pursuit of becoming a women friendly
organization, Alfalah provides childcare allowance to
its female employees in order to showcase support
towards working mathers. Hence, easing the struggle
faced by them while they aim to strike a balance
between their careers and childcare.

Maternity and Paternity Leave - Recognising the
distinct responsibilities of both parents, particularly
during the initial days of welcoming a newborn, the
bank offers a maternity leave of 6 months for
female employees and a paternity leave of 7 days
for male employees.

Maternity Cover Incentive - The implementation of
a Maternity Cover policy assures seamless workflow
during an employee's maternity leave period. The
Bank provides a unique opportunity for employees
to step in as 'Maternity Cover' for a duration of 6
months, covering the responsibilities of those on
maternity leave. Employees assuming this role
receive a special monetary incentive upon
completion of the 6 months. Serving as the
Maternity Cover offers development opportunities
for employees as it diversifies their experience and
gives them the chance to learn new skills.

Iddat Leave - Bank Alfalah introduced an
unprecedented leave offering, unparalleled in
various industries. The organisation provides a fully
paid Iddat Leave lasting 130 days exclusively for
female employees, ensuring job security and peace
of mind during periods of grief following the
unfortunate events of a spouse's death or divorce.

Flexible Working Hours - Bank Alfalah strives to
establish a work atmosphere that acknowledges the
significance of adaptable work schedules. This
policy reinforces a merit-based culture by
prioritising results over physical presence or
specific work hours.



Communication Channel for Women - Bank Alfalah
maintains a dedicated platform tailored for women,
ensuring consistent engagement with its women
workforce. This channel serves as a means to disseminate
and introduce new initiatives and reinforce guidelines on
addressing harassment. This interactive approach
significantly contributes to fostering a more supportive
work environment for women.

Employees can easily connect with the organisation
through email and phone, ensuring accessibility for

sharing concerns related to the work environment,
work-life balance, growth opportunities, and more.
This accessibility reflects the commitment to listen
and support employees facing any challenges.

Employee Volunteering Leave - Bank Alfalah
provides a leave option of up to two working days,
enabling employees to contribute their skills and
time to serve the communities around them.

Celebrating International Women'’s Day - In 2023,
Bank Alfalah observed International Women's Day
throughout its various locations, acknowledging the
valuable contributions of its women employees. This
celebration served as a moment not only to
recognise existing efforts in fostering
gender-inclusive workplaces but also to underscore
the ongoing commitment to advancing this
initiative. The Bank facilitated panel discussions and
group sessions across branches and back offices,
providing all employees with an opportunity to
contribute their perspectives on enhancing
inclusivity within the organisation. Additionally, a
quick guide on becoming a Diversity Ally was
introduced, fostering unity among colleagues to
collectively strive for a gender-inclusive workplace
at Bank Alfalah.

Uraan — designed specifically for women to help
them grow in their respective career trajectories.
The target audience for this program are women
who have been in the same role for a long time but
have the potential given that they develop their
soft skills. For this purpose, a year-long learning
roadmap is designed for these women along with
assigning mentors from the same fields who can
support them in developing the competencies
needed for growth.
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Uraan Learning Journey - The attrition analysis
reveals a notable trend where a considerable
portion of women depart due to prioritising family
responsibilities or seeking enhanced career
opportunities.

Addressing the latter, a customised learning
pathway has been developed to empower women to
advance their careers within Bank Alfalah. This
roadmap provides a clear outline of the skills and 115
competencies required for progression to higher

levels within the organisation.

Ignite Sponsorship Programme for Women — The
Ignite Sponsorship Programme for women is a
mentorship and coaching initiative tailored
exclusively for women, offering personalised
one-on-one coaching sessions with senior leaders.
All mentors and coaches involved in the program
have undergone specialised training in Leading as
Coaching and are actively engaged in the
Leadership Development Programme, ensuring a
high standard of quality and support within the
initiative.

SheLEAD (Bank Alfalah’s Signature Leadership
Development Programme for Women) - Developing
women to prepare them for leadership roles is at
the heart of the Bank’s D&I agenda. We have
designed and launched SheLEAD as our in-house
signature leadership development programme for
women, which enables women to drive their careers
forward, overcome self-limiting beliefs, and build
strategic networks. It is an initiative aimed at
cultivating a pool of women leaders poised to
assume senior leadership positions within the
organisation.
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Sponsorship Programme for Women - The Bank
hase launched the Sponsorship Programme to
provide our women employees the support and
direction they need to advance their careers.
Sponsorship, often confused with mentorship, is
different from the latter in the sense that while
mentors share advice and guidance with their
mentees, sponsors advocate for their protégés, are
personally interested in their upward movement, and
highlight their achievements.

The senior management served as mentors, while
women in mid-level leadership were allowed to apply
for this program as protégés. Sponsors and protégés
were paired up for a 6-month long sponsorship
relationship during which the sponsors are expected
to not just share career advice and guidance with
women, but also champion their visibility in the Bank
and highlight their achievements.

Celebration of Festivals of the Minority Groups

Bank Alfalah takes great pride in commemorating
cultural festivities by sharing celebratory messages from
the Group Head Human Capital Group and offering
celebratory giveaways, fostering an environment of
inclusivity and warmth during minority group festivals.
Among these celebrations are Holi, Diwali, Easter, and
Nowruz.

Bank Alfalah

The Way Forward

Bank Alfalah wishes a joyous Diwali to all those
celebrating. May the shimmering lights illuminate
your path to success and prosperity.
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MERRY CHRISTMAS

Bank Alfalah wishes a blessed Christmas to all those celebrating!
May this festive season bring you happiness & good health.

Disability Inclusion

In compliance with the State Bank of Pakistan's
regulations, the Bank established a policy for Persons
with Disabilities through a comprehensive engagement
process involving all pertinent stakeholders. The policy
primarily concentrates on ensuring equal employment
prospects and creating an accessible work environment
for individuals with disabilities, while also aiming to
raise awareness and sensitivity among existing
employees. The Bank developed a comprehensive
strategy alongside specific initiatives to drive this effort
forward.

A few initiatives include making the Bank’s premises
accessible — for this purpose, department audits were
conducted that resulted in infrastructural changes at
key locations. In additional, it is notable that Bank
Alfalah currently has sixteen Model branches that offer
complete accessibility and independence to Persons
with Disabilities. The branches are equipped with
accessible entrances, height—adjusteﬂl counters and
ATMs, talking ATMs, a dedicated token system, privilege
passes, braille stationery, wheelchair-friendly lockers,
sign language interpreters, tactile flooring, etc.

To encourage employment, the Bank offers employment
and internship opportunities specifically for Persons
with Disabilities where they can gain experience and
enhance their skillsets.

To ensure targeted efforts for Persons with Disabilities,
the Bank encourages partnerships with organisations
that work solely with Persons with Disabilities. The
partnerships include support in terms of training the
potential PwD employees on the basics of banking,
awareness sessions on financial inclusion, and training
of the Bank’s employees on how to best interact with
Persons with Disabilities.

A few examples include Bank’s partnership with
NowPDP, ConnectHear, |-Care Foundation, Deaf Reach
Foundation, and so son.

This year to showcase the Bank's support for users of
Sign Language on the International Day of Sign
Languages, the Bank organized an inclusive event for
Students from Deaf Reach School and its employees to
spend the day working closely with each other.
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3RD DECEMBER

INTERNATIONAL DAY OF
DIFFERENTLY ABLED PEOPLE

Disability is more common than we think.
According toWHO, 15% of the world’s
population (i.e. 1 billion people) are

living with disability.

On this day, let’s pledge to support
differently-abled people, Stay tuned
to find out how we marked this day!




e Breast Cancer Awareness

In October, the Bank hosts a breast cancer
awareness campaign to dismantle societal taboos
surrounding the topic and educate individuals
about its risk factors and early detection methods.
Internally, communications tailored for employees
were released, offering insights into facts versus
myths, emphasising symptoms requiring attention,
providing guidance for those experiencing
symptoms, and advocating for breast cancer
screenings and self-examinations in collaboration
with Shaukat Khanum. Additionally, Bank Alfalah
adorned its head office with pink lights and
distributed pink ribbons throughout the bank, all to
raise awareness about breast cancer.
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The Way Forward

Statistics for
Breast Cancer
in Pakistan

\_";i\\ Pakistan has the highest rate of Breast Cancer in Asia.
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(T \) One in every 9 women in Pakistan has a lifetime risk of 1% ‘,,

L\ +"/ being diagnosed with Breast Cancer.

™ Approximately more than 83,000 cases of
) Breast Cancer are diagnosed each year in Pakistan.

(F Ty \ Every year, about 40,000 women die due to
b / Breast Cancer in Pakistan.

[] Scan QR Code to Access
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3 - 8021 111 225 111 | www.bankalfalah.com

People Happiness and Employee
Engagement Survey

Bank Alfalah finds that having a data-driven approach to
every project ensures that new initiatives are
people-orientated at their core. The Bank has a
multifaceted approach to measuring Culture at the
organisation. To ensure a healthy work culture and
seamless employee experience, the Bank conducts an
Annual Happiness and Engagement Survey. The
significance of our survey is as follows:

* Measures Engagement - Using validated
psychometric survey scales to accurately assess the
level of engagement among employees.

e AVenue for Open Feedback - Providing a direct
channel for participants to voice their opinions and
concerns to management.

e The 'How' to ‘Increasing Employee Engagement’ -
Create direct initiatives and interventions to
address problem areas and reduce attrition.

e Direct Organisational Growth - Obtaining actionable
data crucial for implementing strategic
improvements across all facets of the business for
organisational growth.
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Happiness &
Engagement
Survey - 2023

Bank Alfalah’s
Overall Score
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Bank Alfalah launched multiple initiatives for the
well-being of its people, which helped improve
bank-wide employees engagement. The Bank initiated a
well-being journey, offering resources and tools for the
enhancement of physical, mental, and emotional health.
This journey includes various strategies to promote
employee well-being and foster the development of
positive habits.
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Launching soft skills e-learning programs such as: Thankful Thursdays

e  Empathy e DEl Initiatives for persons with disabilities and

e Values female employees

e Building High Performance teams e Employee Wellbeing journey

e Emotional Intelligence e Sessions on mental well-being with Karwan-e-Hayat

o Essential Workplace Behaviors (to be launched)

e Handling Difficult Customers ¢ Including families and communities in celebrations

o Effective Communication Skills (International Children’s Day with employees’

e Service clinics children and Child Life Foundation)

o Customer Service Excellence Program

*  PWD awareness
¢« CARE e Benchmarking living wage

e Becoming Stress Resilient e Lower interest rates in the industry

e Gender Stereotypes e Revision in benefits (SLCL, fuel, bank maintained car,
e Learning Bytes handset mobile phone allowance)

e Employee Assistance

»  Childcare allowance

e Gym reimbursements e Maternity Cover Benefits
e Health benefits
*  Work from home policy
e Flexible working hours policy e Focus on Culture & Values
e Maternity Leaves e Engagement with new joiners (check-in surveys)
e Participation in corporate cricket tournament e Internal Elevations
118 e HR Help Desk and HCG ChatBot for any HCG Related
inquiries for employee experience
e Leadership Development Program
e Welcome Back Program
e Shelead Program
e Ignite — Sponsorship Program

BANK ALFALAH



ALFA LEAD Management Trainee

Programme

Annually, Bank Alfalah recruits fresh graduates who go
through a rigorous four-stage process involving a
Competency Game, Video Interviews, a Virtual
Assessment Center, and Panel Interviews. Bank Alfalah
continues to hire and develop young talent. The Bank
inducted 23 talented individuals to be upskilled as
Future Leaders.

The Bank participated in Career Fairs that were held in
multiple cities while focusing on social media campaigns
to reach the graduates nationwide. The program
ensures all Management Trainees were well engaged via
their enhanced learning plan and interactions with the
Senior Management of Bank Alfalah.

The in-depth learning plan, integrated with the Learning
Management System and rotations in branches and all
groups of Bank Alfalah, aimed to provide Management
Trainees with a wholesome idea of the organisation and
shape them to become future leaders of the Bank.
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MANAGEMENT TRAINEE
PROGRAM 2023

Exceptional Employee Experience

To deliver an exceptional professional experience to its

employees, the Bank has devised the following:

e Seamless onboarding and induction;

e People-friendly policies and procedures;

* Performance-based, fair, and transparent structure;
and

e (Continuous engagement and rewards.

Additionally, the organisation administers a series of
surveys tailored for new joiners to stay updated on
their onboarding experiences, challenges encountered,
and insights gained within the workplace. These surveys
focus on their relationships with line managers and
colleagues. The surveys include:

Additionally, the organisation administers a series of
surveys tailored for new joiners to stay updated on
their onboarding experiences, challenges encountered,
and insights gained within the workplace. These surveys
focus on their relationships with line managers and
colleagues. The surveys include:

Welcome to Bank Alfalah Survey This survey is
dispatched within 30 days of a new employee's
arrival through Oracle Human Capital Management
System (HCM) to gain knowledge about their
onboarding experience.

30 and 90 Day Check-In Survey  Sent within the
initial 30 and 90 days of employment through
Oracle HCM, this survey delves into various aspects
of the employee's experience, encompassing job
role, location, expectations, challenges faced,
cultural assimilation, and the employee-supervisor
relationship.

First Work Anniversary Survey Launched on the
employee's first work anniversary via Oracle HCM,
this follow-up survey to the 90-Day Check-In aims
to gather comprehensive feedback on the overall
employee experience, covering facets such as job
role, organisational alignment, supervisor rapport,
challenges, achievements, work-life balance, and
learning and development. Additionally, the
organisation conducts surveys targeting all
employees to comprehend their workplace
experiences, challenges encountered, and their
relationships with line managers and colleagues.
These surveys encompass:

Know Your Benefits Campaign

Initiated to educate staff about existing benefits
and policies, this ongoing campaign regularly
disseminates information on employee entitlements
via email. The campaign enhances employee
awareness regarding available benefits and the
process to avail them.

Furthermore, the Bank offers several initiatives:

Sabbatical Leave

Providing employees the opportunity to enhance
thair academic qualifications without risking job
security.

Go Green Initiative
Undertaking digital transformation by digitising

major HCG processes, reducing paper consumption.
Employees can conveniently access the Human
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Capital Management System (HCM) for e-forms
related to various functions, to name a few,

such as mobile hand set allowance, staff loan
adjustment, salary slip generation, financial
assistance for Employee Welfare Program, and other
Business and ITG related processes. The Bank
continues to automate and digitise additional
processes to promote sustainability and efficiency.

Learning Resources

The staff needs to be emotionally, physically, and
mentally resilient. HCG is constantly working to
support employees through tough times via
programs, including tailored e-learning programs
‘Becoming Stress Resilient' and ‘The Well-being
Journey," through which employees find tips on how
to remain motivated and resilient.

Family events

The Bank organises events for its staff and their
families. The aim of such events is to foster a sense
of belonging and loyalty.

Employee Relations

Conduct and Integrity

At Bank Alfalah, employees are expected to conduct
themselves by high standards of personal and
professional integrity, and compliance with all the
laws, regulations, corporate policies, and
procedures in force. To instill in our employees the
true spirit of our culture based on our corporate
values, we consider it one of our prime
responsibilities to organize awareness sessions on
conduct and integrity regularly. Every possible
effort is made to cover all aspects of the conduct
an employee is expected to follow at the Bank.

We regularly host engagement sessions on Treating
Employees Fairly with Line Managers to acquaint
them with the skills and competencies required to
enable a conducive environment.

A process to raise a grievance is in place and we run
internal campaigns to reinforce and create
awareness about Employee Relations and its
processes

This aims to create a safe working space for all
employees with a solution-based approach where
gmployees can raise their concerns regarding:
Discrimination

Maltreatment

Harassment

Intimidation

Unfair Treatment

False Accusations

Sessions were organized for the female staff to
minutely cover the topic of ‘Protection against
Harassment of Women' at the workplace to make
them realise that Bank Alfalah is uncompromisingly
committed to offering a work environment where all
its staff feel safe and have equal growth
opportunities. These sessions are meant to
empower our employees so that they can make
informed decisions and work with their full
potential towards organisational growth, while
securing against internal and external compliance
issues.



HCG Rewards and Services

Remuneration Policy Implementation

Bank Alfalah has a Remuneration Policy in place. The

policy was prepared by the directives of the SBP. For
details about the Remuneration Policy, please see the
Governance section of this Annual Report.

Employee Quick Connect

The Bank has provided employees with a centralised
platform where they can access updated HCG policy,
guidelines and documents with a single click. This
provides hassle-free access to important documents.

Bank Alfalah Employee Welfare Programme

The Employee Welfare Programme, is contributory

in nature and aims to provide financial assistance to

employees in need for the following purposes:

* Medical Grant: Provides funds for medical
emergencies/treatment of employees and their
families (insured dependents), where the health
insurance limit is exhausted as per the Bank'’s
hospitalisation policy, and coverage for critical
ailments.

Marriage Grant: Provides funds for daughters’
marriages.

Educational Grant: Provides funds to pay
admission fees for professional/postgraduate
degrees of employee’s children.

Employees contribute to the fund every month and
the monthly contributions are matched by the Bank.
During 2023, 371 employees were facilitated
through the Bank’s Employee Welfare Programme.

Assistance to staff affected by floods

In addition to this, special consideration was given
to employees affected by the floods to support
them during these testing times. The bank
facilitated 479 employees and extended financial
support for house re-construction works and
covered damage cost of motor vehicles.

Community Building

The organisation is socially responsible and is
generous in partnering with or supporting other
social organisations to advance the holistic
objective of uplifting the community. Employees are
encouraged to participate in and support various
community projects, including collaboration with
different foundations to conduct blood donation
drives across Pakistan. All employees have access to
blood provision in case of emergency.

Our actions in Human Capital relate to following SDGs.

. SDGs
iIm pactEd Gender equality

To ensure safe & healthy workplace &
overall well-being of our employees,
various initiatives have been undertaken

5210

Fair hiring process & no discrimination
irrespective of locality, gender or ethnicity
of employees

8/

To imﬂrove professional efficiency Bank
Alfalah gives highest importance on
training & workshop
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Shareholders and Investors
(including Institutional Investors)

Bank Alfalah, being a publicly listed company, ensures
timely disclosure of all material information to the
shareholders through the Pakistan Stock Exchange. The
Bank has an Investor Relations (IR) Department to
effectively inform all stakeholders of any material
development through various forums and organises
quarterly presentations on results, operations, and
concerning material developments. Investors can easily
access our financials and analyst briefings, which are
available on the Bank’s official website.

Shareholders can reach out with their complaints over
the phone or in writing, and the same are addressed
promptly by the Bank’

The Bank endeavors to resolve every investor grievance
in a timely and effective way. To redress investor
grievances, the Bank has a robust mechanism in place,
which handles complaints such as share transfer matters
and non-receipt of declared dividends. The Bank has
dedicated staff in the Corporate Affairs Division for
assisting with and handling shareholder/investor
grievances.

Declaration, recommendation and
payment of dividend

The Bank strives to maximise shareholders’ returns in
the form of dividends. The Bank follows the applicable
regulatory framework for the declaration, approval, and
distribution of dividends. The annual dividend is
approved by the shareholders at an Annual General
Meeting (AGM) based on recommendation of the Board.
The dividend is recommended by the Board after
consideration and approval of the financial statements
which were considered by the Board Audit Committee
before the Board’s approval. All requisite approvals and
clearances, where necessary as applicable, are obtained
before the declaration of dividend.

e Shareholders Register: The Bank, by appointing a
Share Registrar, maintains detailed information of
its shareholders including bank account and contact
details for proper distribution of cash dividends or
stock dividends.

e Book Closure: The Bank announces book closure
dates, during which, share transfer books remain
closed.

e Dividend entitlement: Only the shareholders whose
names appear in the Shareholders Register on the
record date (book closure) fixed by the Bank are
entitled to dividends.

e Payment of dividends: The Bank distributes

dividends in the bank account of its shareholders.
Unpaid / Unclaimed dividend: The Bank maintains
detailed information on unpaid or unclaimed
dividends. An unclaimed dividend is paid to the
shareholder upon a formal request and as per the
procedures.

Process:

Undelivered
warrants are
communicated
to respective
shareholders

Upon shareholders
request, dividend
warrant is revalidated
and reissued incase
time barred and
dividend is credited

Shareholers are
issued warrants
and dividend is
credited into

bank accounts

Steps taken to encourage minority
shareholders to attend General
Meetings

The Bank organizes shareholders’ meetings to have
proper communication with its shareholders, especially
minority shareholders. Each shareholder, irrespective of
holding and voting power is important to the Bank. The
Bank values them, their concerns, suggestions, and
grievances, if any. At each Annual General Meeting
(AGM) or Extraordinary General Meeting (EOGM), the
Bank ensures two-way communication with
shareholders.

The Bank has taken the following steps to encourage

minority shareholders to attend general meetings:

e Notice of the meeting is sent to all shareholders at
least 21 days before the meeting. The notice details
the agenda, venue, and timing of the meeting along
with the text of the special resolution, if any, and
other agenda requirements;

e Notice is published in English and Urdu languages
in leading newspapers having nationwide circulation
along with the Bank’s website;

e Notice is also posted on the Pakistan Stock
Exchange portal;

e The Annual Report of the Bank is sent in electronic
(CD) and hard format (on request). It is also placed
on the Bank’s website for review of
shareholders/investors. This enables minority
shareholders to review the Bank’s performance;

o Notice of the meeting includes proxy form (annexed
with the Annual Report), which is a mode whereby
the shareholders (including minority shareholders)
can nominate anyone on their behalf to attend and
speak at the meeting, in their absence;

During the meeting, a detailed briefing on the



e Bank’s performance and plans is given to the
shareholders; and

e All shareholders (including minority shareholders)
are encouraged to ask questions and give
suggestions relating to the Bank’s operations.

Steps taken about redressal of

investors' complaints

The Bank has an investor relations page on its corporate
website. The contact details of the Bank's representative
officers designated for assisting with and handling
shareholders’ grievances are mentioned on the investor
relations webpage. For shares related issues (such as
zakat deduction, withholding tax deduction, bank
account details, etc.), shareholders are advised to
contact the Shares Registrar of the Bank through
contact details available on the Bank’s corporate
website. The Bank has also placed on its website, a
weblink of the SECP’s complaint cell for taking up
matters not addressed by the Bank promptly.

Furthermore, to address general queries, suggestions,
and complaints, the Bank has also placed all relevant
details on its website on the ‘Contact Us' link.

4 \
Questions, grievances, or concerns
made by shareholders

¥

Review all logs objectively,
and provide a quick answer

L4

Send information to the concerned
shareholder when the issue is resolved.

Matters raised at the last Annual
General Meeting (AGM)

The 31st Annual General Meeting ‘AGM’ of the Bank was
held on 20th March 2023 in Karachi. 872 shareholders
(representing 57.89% of the total outstanding shares)
attended the meeting via video link, in person, or
through proxies.

There were no significant issues raised in the meeting,
however, shareholders sought clarifications on the
Bank’s financials and commented on the progress of the
Bank.

The CFO highlighted salient features of the audited
annual accounts of the Bank for the year ended 3lst

December 2022.

After the CFO’s briefing on the Audited Annual Accounts
for the year 2022, the Chairman of the meeting invited
questions, if any, shareholders wish to ask. The
following were the questions asked by the shareholders
in the meeting:

® A shareholder appreciated the bank's performance,
asking as to why the bank's provision is so high.

The CEO replied that this is due to ECL's charge on
Pakistan Euro Bonds due to the downgrading of
Pakistan's sovereign rating, the charge against
cross-border risk in one of the bank’s overseas
branches, and general provision against portfolio
which shows higher economic vulnerability and
portfolio impacted by a flood. He informed the
members that despite high provisions, the profit of
the Bank increased significantly.

e Another question was about the opening of new
branches by the bank in 2023 given the economic
uncertainty in the country.

The CEO replied that opening of new branches is
part of the Bank's strategy to grow the market share.
He added that at present the interest rate is high
and this will help to enhance the Bank's deposits and
profits.

o One shareholder congratulated the Board as well
as Management of the Bank for good financial
results. He said that he had compared the BAFL's
results with the other top five banks and found
that BAFL's results growth was the best among all.

The CEO and CFO thanked him for his appreciation.

*  Another shareholder enquired that how the bank
has performed against the budget and internal
targets. He also enquired about the acid test ratio
of the bank while referring to the Six Years
Financial and Non-Financials Summaries.

The CEO replied that the Bank's targets are fixed in
the Bank's annual budget cycle every year and the
same have been achieved for the year 2022. About
Acid Test Ratio, the CFO replied that banks liquidity
is looked at in terms of Liquidity Coverage Ratio
(LCR) and Net Stable Funding Ratio (NSFR), which
are disclosed in the annual accounts and are well
above the minimum regulatory requirement.

e A shareholder commented that the Bank is we
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known as a Digital Bank and to a greater extent
its growth is due to digital banking. He suggested
the bank to focus on digital banking rather than
adding new branches. He also commented that
the bank’s profitability will increase if it is
converted into an Islamic bank.

The CEO thanked him for his suggestions and
recognising the efforts of the Bank's Digital Banking
Group. He further said that the Bank has received
PBA’'s award for ‘the Best Digital Bank' this year. The
CEO added that while we continue to invest in
digital banking, we feel that there is still space to
increase the branch network, therefore we are
adding more branches which will help increase our
deposit and advances market share. Regarding
Islamic Banking, the CEO said that we have a
dedicated group that focus on Islamic Banking and
our growth of Islamic business has been phenomenal
in the recent past.

¢ Another shareholder appreciated the Management
for good results and expressed his wishes for
higher profitability in the coming years. He said
that BAFL should install ATMs that not only
disperse cash but also accept cash and cheques.

The CEO thanked him for good wishes and replied
that the bank has a largest network of CDMs in
Pakistan with 400 machines. These machines accept
deposits and cheques along with offering other
services to the customers.

The meeting concluded with a vote of thanks to the
Chair by the Company Secretary.

Investor Relations

The Bank believes in regular engagement with
stakeholders to reinforce their confidence and maintain
their trust. We strive to not only meet but exceed
stakeholder expectations by fulfilling all their
requirements.

To facilitate investors, we have a two-pronged strategy.
Bank Alfalah houses a fully functional Investors Relations
(IR) Department having relevant experience in Capital
Markets. The second leg of the strategy pertains to
operational logistics matters relating to the Bank’s
in-house staff and contracted third parties (Share
Registrar).

The Bank, via its dedicated Investor Relations (IR)
Department, has made concerted efforts to engage all
relevant stakeholders and keep them abreast of all
significant developments within the Bank.

Corporate Briefings and Road Shows

At the end of each quarter, the Bank organises analyst
briefings to brief them on the quarterly performance of
the Bank, and also apprise them of our strategy going
forward.

Additionally, the Bank also organises an Annual Corporate
Briefing session, to where stakeholders are invited,
including shareholders and research analysts from the
industry, which provides our management with an
opportunity to engage with stakeholders on a one-on-one
basis and listen to their views on the macro environment in
general and the Bank in particular.

The Investor Relations team also regularly connects
institutions and potential investors virtually, or at our
premises to apprise them of our performance and strategy.

Furthermore, the Bank has made a concerted effort to
attend international roadshows, which allows it to engage
with a global audience who might be seeking to explore
opportunities offered by Pakistan.

Disclosures as required by the regulatory authorities are
available on the Bank’s website and are also disclosed to
the stakeholders via the Pakistan Stock Exchange notice
board. Additionally, financial statements and analyst
briefing presentations are readily available on the Bank
website.

Corporate / Analyst and Shareholder Briefings

Analyst and shareholder briefings are a unique opportunity
to share business updates that are relevant to analysts'
coverage areas and provide input for their research into
changing markets. The Bank apprises investors about the
economic environment, business avenues and development
indicators of the country, financial performance,
competitive environment, investment decisions, and
challenges faced as well as the business outlook. These
factors support investors in their decision-making about
the Bank. Quarterly analyst/corporate briefings are held
through teleconferencing. Business analysts are also
provided information as and when required without
compromising on confidentiality.

During the year, the following briefings were held:

Results period Date

Annual — 31st December, 2022 13th March 2023

Quarter ended - 31st March, 2023 O5th May 2023

Half-year ended — 30th June, 2023 18th August 2023

Nine months ended — 30th September, 2023 | 2nd November 2023

Investor Relations Section on Corporate Website

The Bank has a dedicated section on its website for
investors. The section contains various reports and vital
information for shareholders, including quarterly financial
reports, annual reports, and quarterly analyst briefing
presentations. The URL is
https://www.bankalfalah.com/investor-information and
https://www.bankalfalah.com/financial-reports/
respectively.



Suppliers, Service Providers and

Vendors/Outsourcing Arrangements
Vendors need to be managed effectively to reduce the
risk of supply chain disruption and ensure that the
goods and services provided are delivered on time and
as per the expected standard. Beyond this, an effective
vendor management process helps the Bank build
stronger relationships with its vendors which may, in
turn, lead to opportunities to negotiate better rates.

The Bank has a Board approved Procurement Policy.
This policy establishes procurement standards, which
are primarily based on three pillars, i.e. Integrity,
Transparency, and Accountability. These pillars are
applied to all activities before awarding any
contract/business including contracts for capital
expenditure, i.e. purchases or construction work.

Decision-making criteria at all stages are clear,
justifiable, and objective (with a written record where
needed) with no room for discretion at any time,
especially in the evaluation and comparison of bids.

Through this policy, the Bank achieves the following
objectives:

Improve vendor selection

Harness cost savings

Speed up vendor onboarding

Reduce the risk of supply chain disruption

Strengthen supplier relationships

Negotiate better rates

Furthermore, Bank Alfalah's dedication to fostering
diversity, equity, and inclusion is exemplified in its
vendor enlistment strategy, showcasing significant

Name of Qutsourced Activity

Name of Service Provider

advancements. Notably, there has been a commendable
increase in the inclusion of female vendors, constituting
approximately 31% of the banks current vendor base.
This accomplishment reflects the unwavering
commitment to cultivating an environment where
diverse perspectives are not only recognised but
embraced, and underscores not only representation but
also a substantial investment in supporting and
empowering women in business. This aligns seamlessly
with our mission to create equal opportunities and
promote financial inclusion.

Outsourcing arrangments

To enable financial institutions to effectively manage
the risks arising out of outsourcing, State Bank of
Pakistan updated the Guidelines on Outsourcing
Arrangements. The instructions are called ‘Framework
for Risk Management in Outsourcing Arrangement by
Financial Institutions’ (Fl). The framework is based on
international standards and best practices. These
instructions aim to create a proactive approach in Fls on
various aspects of outsourcing, including governance,
risk management, in-sourcing of services, group
outsourcing, information technology outsourcing, and
collaboration/outsourcing arrangements by Fls for
financial technologies.

The Bank, based on its assessment, has identified the
following third party services that are classified as
material outsourcing arrangements. Their cost is
disclosed in the financial statements.

Cost in 2023

Nature of Service (Rs. Mn)

Cash Transportation Services | - Wackenhut Pakistan (Pvt) Ltd. This includes physical transfer of 336.9
Askari Guards (Pvt) Ltd. banknotes from one location to 317
Phoenix Armour (Pvt) Ltd. another. The locations include 14
Security Organizing System branches, ATM points and cash 8371
Pakistan (Pvt) Ltd. processing cells.
Cheque Book Printing Services Constellation Printing Company This includes printing of 72.0
Apex Printery (Pvt) Ltd. cheque books. 205.8
Cash Management Services Wackenhut Pakistan (Pvt) Ltd. This includes Offsite 24.9
(Offsite ATMs/CDMs/CCDMs) Security Organizing System ATMs/ CDMs/ CCDMs 34.0
Pakistan- (Pvt) Ltd. cash & machine
management.
Card Personalisation IT Technology Consultants Limited This includes EMV Chip 224
(ITcL) Card Personalisation and
Switching Support at
Bank Alfalah Bangladesh.
Total 1,566.2
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Analysts and Credit Rating Agencies
Credit rating agencies provide value for investors and
market participants by rating the creditworthiness and
ability of the Bank to repay its credit and debt
obligations. By providing a rating, credit rating agencies
put different entities on an equal footing, providing a
comparable rating for different types of entities and
different types of bonds. A credit rating takes into
account many factors, including the financial health of
the entity, cash flows, lien priority, entity governance,
history of debt repayment, bond term, and future
economic outlook relevant to the entity.

The Bank engages with PACRA for entity and instrument
ratings. The credit rating is updated on an annual basis
and the rating report is submitted to the State Bank of
Pakistan and made public within the regulatory period
after the notification of the rating by the credit rating
agency. Furthermore, the Bank discloses its credit rating
prominently in its published annual and quarterly
financial statements, and on its website.

The Bank also engages with analysts through quarterly
investor calls / corporate briefings. The purpose of
these sessions is to maintaine transparency over the
Banks results and performance.

Regulatory Bodies

Bank Alfalah assigns high importance to compliance
with laws and regulations by implementing the same at
all levels of the Bank in true letter and spirit. Promoting
high standards of integrity and ethics, the Bank has
developed and enforced a robust compliance model
with three lines of defense across the organisation for
ensuring effective management of compliance risks.

Furthermore, the Bank considers regulatory compliance
and reporting a key responsibility, among other
compliance requirements, which is carried out by the
Bank appropriately as prescribed by various regulatory
bodies. We believe in being fair and open in all our
reporting to and dealings with the regulators with a
vision to maintain a transparent relationship with
regulatory bodies.

The Bank has a dedicated Compliance and Business
Solutions group that managers regulatory
correspondence and ensures that the Banks various
functions are compliant with regulatory requirements.
This group also facilitates regulators for various
requirements raised by them.



Society

As a prominent and responsible entity operating in the
country, the Bank continually looks for opportunities to
give back to society. The Bank believes in developing
the community in a sustainable way forward.

The Bank contributes to society through its Corporate
Social Responsibility (CSR) initiatives, whereby it
undertakes various activities to benefit society at large.
This is done through multiple initiatives such as ration
distribution and donations to communities in need,
plantation drives to aid the environment, financial
grants to enable quality education, medical treatment
for the underprivileged, infrastructural developments,

and interactive sessions aimed at personal development.

Please refer to the Sustainability section of this Annual
Report for details on our engagement with the
community / society.

Media and Marketing

In pursuit of transparency, the Bank recognises the
pivotal role that media and marketing play in
disseminating its vision, mission, and core beliefs.
Through a strategic blend of conventional and digital
channels, including television, radio, print, outdoor and
the dynamic realm of social media, Bank Alfalah aims to
broaden its reach, fortify brand presence, and educate
both existing and potential customers about its
initiatives and tailor-made offerings.

The Bank views media and marketing as a crucial
partner in building a foundation of trust with
stakeholders. Without the invaluable support of the
channels, our ability to establish and nurture these vital
relationships would be significantly compromised.

The Bank’s commitment to leveraging the power of
marketing goes beyond mere visibility; it extends to
ensuring that all stakeholders remain well-informed and
aware of our performance. Marketing serves as a
conduit for disseminating crucial information about the
Bank, spanning topics such as financial literacy, green
banking, digitisation, Diversity Equity & Inclusion (DE&l)
initiatives, regulatory updates, as well as advertisements
and promotions of its products, services and
performance.

Fostering a relationship of continual and open
communication with the marketing is paramount for the
Bank. This not only aids in building and sustaining brand
awareness but also strengthens brand image. The Bank
is dedicated to maintaining a proactive engagement
with marketing to uphold transparency and keep its
stakeholders abreast of its ongoing efforts and
accomplishments.
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Strategic Objectives

Short-term
objectives

Deliver superior customer
service.

Develop innovative
products to serve customer
needs.

Continue to enhance our
controls and compliance
framework, and follow
prudent and robust risk
management practices.
Continual improvement in
processes to increase
operational efficiencies.
Invest in human capital and
become the employer of
choice.

Long-term
objective

Medium-term
objectives

- Maximise long-term
shareholder value and
sustainable returns.

Become the most customer
centric and innovative bank
in the country.

Continue to and increase
market share in deposits,
consumer lending and SME
financing.

Become the top employer of
choice amongst banks.
Become a leading ESG bank
in Pakistan.

Become a leading
transactional bank in the
country.

Maintain a sound capital
base with a controlled Risk
Management Framework.
Maintain and build on
leadership position in
treasury and corporate
banking.



Strategies to Achieve Objectives

and Key Performance Indicators

The Bank constantly reviews its strategic objectives to align with the economic, political, social, global, demographic,

technological, and regulatory environments, which have an impact on the Bank’s performance, operations, and

resources.

Strategic Objectives

Increasing market
share in deposits,
consumer lending, and
SME financing.

Strategic
Initiatives

Grow market
share in
deposits.

Plans/Strategies for
Meeting Objectives

Expand branch network in strategic
locations.

Relocate underperforming branches
for better customer growth.

Increase share in affluent space by
attracting high-net-worth clients.
Pivot from wealth management to
wealth creation for affluent clients.
Implement training and technology to
improve sales and branch productivity.

Key Performance
Indicator (KPI)

Market share growth

Maintain high
market share in
the consumer
segment and
become a
dominant player
in the flagship
franchise.

Increase market share in Consumer
Finance to maintain dominance.

Ramp up acquisition through digital
onboarding for consumer products.

Launch new consumer services to
attract and retain customers.

Leverage technology for data-driven
decision making and efficiency gains.

Market share growth

Continue to build
on the Bank’s
SME offerings.

Enhance SME offering with subsidised
and risk-sharing schemes.

Implement anchor-based lending
strategies for SME clients.

Target high-yield commercial
acquisitions for SME portfolio growth.
Ramp up trade finance by acquiring

new business from non-borrowing
customers.

Market share growth

Become a leading
transactional Bank in
the country.

Become a market
leader in digital
banking

Promote financial inclusion through
digital banking.

Expand credit access through digital
banking.

Offer innovative and affordable digital
banking services.

Enhance customer experiences in digital
banking.

Develop the digital banking ecosystem.

Market share growth
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Strategic Objectives

Become a leading

transactional Bank in

the country.

Strategic
Initiatives

Focus on
domestic and
regional trade.

Plans/Strategies for
Meeting Objectives

Expand trade touchpoints for wider reach.
Emphasise export solutions for trade
clients.

Scale Oracle Banking Digital Experience
( OBDX) platform across SME,
Commercial, and Islamic segments to
accelerate digitalisation.

Launch OBDX platform in UAE and
Bangladesh for regional expansion.

Key Performance
Indicator (KPI)

Become a leading
transaction bank

Increase
penetration in
cash management
and employee
banking

Migrate to OBDX platform for improved
cash management.

Expand cash management offerings for
diverse needs.

Extend OBDX platform to UAE/Bangladesh
for regional reach.

Foster stronger client relationships in cash
management.

Target larger clients for employee banking
business growth.

Emphasise cross-selling in employee
banking.

Digitise employee banking processes for
improved convenience.

Enhance employee banking customer
experience.

Become a leading
transaction bank

Accelerate the
supply chain
finance initiative.

Promote Islamic Supply Chain Financing
(SCF) to expand reach and cater to specific
market needs.

Offer risk protection through participation
arrangements for increased stakeholder
confidence.

Market the technology platform as a key
differentiator and value proposition.

Become a leading
transaction bank

Increase market
share in home
remittances.

Enhance relationships with existing
remittance partners to leverage their reach
and expertise.

Improve pricing competitiveness to match
or undercut competitor offerings and
attract customers.

Expand sub-agent network to increase
remittance touchpoints and accessibility for
customers.

Become a leading
transaction bank



Strategic Objectives

Developing a caring
culture, investing in
human capital, and
positively impacting
the community.

Strategic
Initiatives

Maintain and
increase market
share in
acquiring
business

Build the BAFL
Culture

Plans/Strategies for
Meeting Objectives

Pioneer a cutting-edge payment platform
and services to align with customer needs
and lead the market.

Optimise portfolios and reduce costs to
enhance profitability.

Drive a "One Bank, One Team" culture
aligned with mission and values.

Deliver superior customer and employee
experiences through collaboration,
customer-centricity, and inclusivity.

Key Performance
Indicator (KPI)

Become a leading
transaction bank

Build employee-driven
culture

Nurture and
develop human
capital

Focus on nurturing and developing the
Bank's Human Capital through strategic
initiatives, innovative technology
integration, employee recognition
programs, enhancing the overall employee
experience, strategic hiring practices, and
growth initiatives.

Build employee-driven
culture

ESG initiatives

Implement SBP's Green Banking Guidelines
to manage environmental and social risks,

develop green businesses, and reduce the

bank's own impact.

Assess the Bank's environmental impact, set
annual waste reduction targets, and
prioritise funding for eco-friendly projects
while limiting exposure to environmentally
undesirable projects.

Ensure alignment with ESG indicators as
determined by the Pakistan Stock Exchange
(PSX)

Positively impact the
community

Corporate Social

Nurture talent through technology,

Positively impact the

Responsibility initiatives, and recognition programs. community
Align CSR with UN's SDGs, focusing on
women, education, climate change, and
eco-friendly practices.
Hire strategically and expand reach for
long-term sustainability.
Becoming the most Re-imagine Innovate and drive impact by improvingand | Innovation
|nn0\fcat|ve 3a_nk in t_he customer & redefining customer exprience.
country and improvin
efficier’:cy. P J :Tpeliliz/aiece Strengthen digitisation efforts at the Bank.
P Transform service delivery methods.
Re-imagine the customer and employee
experience at BAFL across all channels.
Maintain Drive cost efficiencies across the board Improve Efficiency
competitive through Al, analytics & technology.
cost/income Maintain cost discipline in the Bank and
ratio

look at innovative ways to reduce cost.

€20C 140d3d TYNNNY

133



STRATEGY, KPI & RESOURCE ALLOCATION

134

BANK ALFALAH

Strategic Objectives

Becoming the most
innovative bank in the
country and improving
efficiency.

Strategic Plans/Strategies for Key Performance
Initiatives Meeting Objectives Indicator (KPI)
Build the Build the Advanced Analytics capability Innovation
Advanced across the Bank.
Analyt.i(.:s Foster a data-driven culture within the bank.
capability across Develop automated dashboards
the Bank o . . -
organisation-wide for business insights.
Build Al & Machine Learning capability.
Provide instant management access to
data-driven insights.
Enable predictive modelling and customer
behaviour analysis for personalised services
and growth.
Transform Implement unified processes and leverage Improve Efficiency
operations proactive data analytics.
through Policies Provide valuable customer leads and reduce
to Profit

(Compliance)

compliance alerts significantly.

Streamlined approach to enhance business
opportunities.

Foster teamwork and solidify the Bank's
commitment to sustainable growth.

Ensure efficient compliance and seamless
business interactions.

Introduce new
initiatives to enhance
bank franchise value.

Introduce and

Strengthen the bank's treasury business

Enhance franchise

develop with an Authorized Derivative Dealer (ADD) | value
structured license.
Freasury and Offer derivative products and expand
|nvedstment trading scope.
r . N . .
products Maintain the top position as a primary
dealer in GoP debt.
Optimise treasury systems for operational
efficiency and real-time monitoring.
Develop an Aim to become the market leader in IB with Enhance franchise
Alfalah Group a focus on sustainability and advisory value
Investment services.

Banking (IB) Play

Enhance coordination with Alfalah group
entities for a comprehensive customer
ecosystem.

Integrate IB and investment management
divisions for a seamless customer
experience.

Grow business in
UAE and build
USD / FCY
revenue streams

Tap into growth opportunities in UAE.

Establish an International Investment
Banking division.

Enhance franchise
value
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S et Strategic Plans/Strategies for Key Performance
el EEie W EEEE Initiatives Meeting Objectives Indicator (KPI)
Introduce new ¢ Focus on generating FCY revenues and

initiatives to enhance supporting local businesses in UAE

bank franchise value. expansion.

¢ Explore investing in a TechCo for digital
transformation needs and export revenues
from international clients.

Maintaining a sound High-rated o Tier | and Tier Il instruments to support the Capital adequacy and
capital base with a capital capital base. compliance with
controlled Risk instruments and Optimising Risk-Weighted A liquidity ratios
Management : ¢ Optimising Risk-Weighted Assets.
Fraarork: other funding
Maximising long-term | Focus on o Target revenue growth through new Higher operational
sha{eholt()iler vatlue and | increased business opportunities. efficiency
sustainable returns. s

profitability ar!d * Reduce costs leading to a lower

Return on Equity cost-to-income ratio.

Lowering a

Weighted Average
Cost of Capital

Future Relevance of KPlIs 135

The Bank monitors its progress against all KPIs regularly. The Management, under guidance from the Board, strives to
achieve targets in accordance with the strategy. It is ensured that short, medium, and long-term KPIs remain relevant
and the Bank realigns its short medium-term objectives periodically, keeping achievements against KPlIs in view

President’s video on the Bank’s strateqgy

[ E
5 - '.li

%’J Please visit the link below for President’s message on the Bank's strategy.
[=]tos

# https://www.bankalfalah.com/ceo-review-2023/
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Key Performance Indicators (KPI) are the
metrics utilised by the management to
measure performance against strategic
objectives. KPIs are designed carefully
keeping in view quantitative and qualitative
aspects.

- Quantitative aspects relate to the Bank'’s
financial base, ability to generate funds,
deployment of funds in the most
profitable avenues, profitability, market
share, growth in share price, value
addition over the book price of shares,
adequacy of capital, and liquidity.

- Qualitative aspects relate to customer
and investor confidence, brand identity
and loyalty, innovation, employee
confidence, data security, strategic
partnerships, and risk management.

KPls are continually reviewed and worked
upon by the management of the Bank. They
are analysed, correlated with the external
environment, and aligned with factors
affecting the Bank'’s strategies and
performance. They are visibly communicated
and followed, in line with the strategy of the
Bank.

Methods in
Compiling Indicators

Quantitative KPIs

- Market share: The Bank focuses on
gaining market share in deposits,
advances, trade, remittances and
government initiatives such as RDA. The
growing share reflects the trust of
customers in the Bank and is an
indication of customers’ preference to
choose Bank Alfalah as the preferred
transaction bank. The Bank constantly
assesses this indicator through a
comparative analysis of the volumes of
peers, in order to grow and decide on
various growth strategies.

- Share price and value addition over the
book value of the share: This is a

measure of shareholders’ and investors’
confidence in the Bank's performance.
The Bank monitors this KPI closely and
aligns its financial performance to build
momentum in investor confidence.

Profitability: The main elements of
profitability, markup income and
non-fund based revenue, are derived
from effective balance sheet
management, high earning assets and a
sound deposit level. Furthermore, while
the costs of doing business mainly due
to investment in IT & Digital
infrastructures may go up, the Bank
willingly incurs such costs without
compromising on profitable ventures.
The Bank controls and manages the
costs of driving sound profitability and
evaluates its profitability levels
(Earnings Per Share) in order to
maximise shareholder return and ensure
sustainable returns.

Dividend payouts: Sustainable dividends
are at the forefront of the Bank’s
strategy with a view of maximising
shareholders’ long-term returns. The
Bank will continue to prioritise a
consistent and healthy dividend payout
over the coming years.

Capital adequacy and liquidity ratios:
Maintaining capital well above the
regulatory capital adequacy limits
(including buffers) and strong liquidity
ratios indicate the Bank’s sound
financial footing. These are calculated
based on various regulatory
instructions. The Bank keeps a check
and balance on these ratios and does
not deviate from regulatory
requirements.

Ability to generate funds: The Bank had
successfully generated funds through a
Medium Term Note and multiple ADT-1
instruments. These reflect institutional
investors’ confidence in the soundness
of the Bank’s balance sheet, efficient
liquidity management, and the Bank’s
ability to repay debts.



Qualitative KPIs

These are closely linked with the above quantitative
aspects. Hence, the outcomes of these quantitative KPIs
have a strong correlation with qualitative KPIs. The Bank
continually invests its capital in a manner that ensures
that we simultaneously continue to achieve and exceed
set qualitative indicators. Given below are some
qualitative KPIs, which the management tracks:

- Customer satisfaction: The Bank has conducted
various customer surveys to collect direct feedback
and has improved its customer satisfaction level
over a period of time. The methods used are Digital
Survey Platform (calls and SMS) and Customer
Experience Management (monitoring quality of
service at customer touch points).

- Quality service: The Bank does this by driving
society towards digital innovation. The increased
usage of the Bank's digital avenues such as Digital
Lifestyle branch, Alfa app, QR Payments, Alfa
Payment Gateway, CDMs, ATMs/KIOSK, and POS
machines represents the enhanced quality of
service that the Bank has provided to its customers.
Further, the Bank’s dedicated Customer Experience
unit measures and manages performance quality
through various service parameters across the Bank.

- Employee happiness: The Bank strives to enhance
employee happiness since it has an important
bearing on customer service and
performance-oriented results. The Bank has made
employee happiness a core element of its culture.
This is evident from the Bank’s regular practice of
following a People Happiness Framework and
monitoring happiness scores based on annual
feedback from all employees. Please refer
‘Stakeholder Relationship and Engagement’ section
of this Annual Report for further details on
employee culture, happiness and engagement.

Assumptions in Compiling
Indicators

Please refer to the Outlook section of this Annual
Report.
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The Bank’s significant resources to
achieve the objectives

The Bank considers all of its capitals as
essential for operations and effectively
ensures their availability, quality and
affordability. Furthermore, the Bank plans
its resources in a way that its ability to
produce flows from them to meet future
demand is always catered to while
maintaining an optimum risk appetite and
ensuring minimum regulatory thresholds.

With planning, the Bank ensures the
connectivity of its capital with financial
performance and outcomes. The Bank’s
strategies, resource allocation plans, and
risk management arrangements are
designed to enhance the future capital
generation and maximise value creation for
the Bank's stakeholders. Financial Capital
The financial capital incudes shareholders’
equity, liquidity, cash flows and financing
arrangements.

Financial Capital

The financial capital incudes shareholders’
equity, liquidity, cash flows and financing
arrangements.

Share Capital and Equity
Shareholders’ equity represents the capital
commitments of shareholders and investors.
Such funding entitles them to income
distribution, liquidation and voting
privileges. Several regulatory ratios and
requirements such as CAR are based on the
shareholder’s capital. Share capital, being an
expensive source, is raised for strategic
activities like expansion, acquisitions and
mergers, and to meet regulatory
requirements.

Deposits

Deposits remain the core resource for any
commercial banking unit. Core deposits
comprise Current Accounts and Saving
Accounts (CASA). Deposits, like any other
source, have an attached cost, which
includes competitive returns to the
depositors, remuneration for
deposit-gathering teams and additional
services to facilitate customers. The Bank's
CASA mix remains healthy. The Bank raises

term deposits at the right price while taking
into accounting their maturities. The Bank'’s
deposits base remains strong and numbers
as at the close of this year are achieved
through a segmented sales approach based
on ideal customer personas and selective
branch expansion in key areas.

Long-Term Financing (TFC &
ADT 1)

On the debt side, the principal component
consists of long-term debt. Debt
instruments include term finance
certificates which are either repayable over
a defined term or for perpetuity. Over the
years, the Bank has successfully issued 7
term finance certificates, of which 5 have
matured.

Other Borrowing

The Bank arranges other short-term
borrowings to match its liquidity needs. In
2021, the Bank issued a Medium-Term Note,
which has a maturity of three years, and is
secured against government securities.

Plans:

- Generate low-cost / no cost deposits
through the branch network and by
providing excellent customer service;

- Issue TFC/ADT linstruments, if required;
and

- Increasing deposits and customer
services with conversion of
conventional banking customers to
digital channels.

Linkage of this capital with SDGs

Human Capital

Bank Alfalah’s emphasis has always been on
the quality of human capital. The Bank's
strength lies in its people. The Bank has a
sound and seasoned management team,
capable of delivering results by inspiring its
employees to do things the right way.
Learning objectives at the organisation are
clearly defined to nurture and retain the
best talent pool. Training, job rotations,



satisfactory pay-outs, appraisals, coaching and
feedback, assistance for education and medical purpose,
leaves, and other initiatives are taken to boost
employee morale and confidence.

The Bank’s objective is to ensure its welfare by keeping
the welfare of employees at heart. The Bank’s
performance management systems are intended to
inspire employees to strive toward targets that helps
the Bank accomplish its strategic goals. As a result, the
Bank has created a performance-based culture that
promotes the generation of value over long and short
terms. The most valuable resource for success and
growth continues to remain the Bank’s human capital.

Plans:

- Foster a culture of happiness to achieve employee
satisfaction;

- Train employees to better serve customers; and

- Focus on the concept of One Bank One Team.

Linkage of this capital with SDGs
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Intellectual Capital

Intellectual capital includes patents, copyrights,
software, licenses, knowledge, system and procedures.

The Bank considers technological advancement vital for
attaining long-term growth and for sustainability. The
journey of integration of technology into the banking
sector has witnessed significant breakthroughs like
branchless banking through digital channels with
multi-purpose solutions. The Bank’s vision to be the
most innovative bank in Pakistan has seen the Bank
deploy cutting-edge technology to equip its customers
with end-to-end solutions.

Software upgrades, process reengineering, bringing
technological solutions to meet customers’ needs,
secure channels, and digitisation are at the core of the
Bank’s progress and sustainability.

Plans:

- Adopting and integrating cutting edge digital
solutions;

- Enhance internal capacity to adopt technological
advancements; and

- Prioritise customer satisfaction through constant
innovation in products and processes.

Linkage of this capital with SDGs
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Manufactured Capital

The manufactured capital includes building, equipment
and infrastructure. The ambiance and space of the
Bank's customer touchpoints are of prime importance.
By effectively utilising the Bank’s buildings, branch
design, equipment, and infrastructure, the Bank aims to
create an environment for its customers that will
increase footfall. . The Bank’s Branch Design Manual
focuses on safety, security, energy conservation, and
getting the maximum benefit from natural capital. The
Bank’s geographical reach is also focused to achieve
maximum customer interaction, particularly in unbanked
areas.

Plans:

- Increase the number of easily accessible
touch-points;

- Focus on creating branch spaces that enable and
empower customers to relate and transact; and

- Moulding an environment that fosters customer 139
ease by leveraging the latest technology.

Linkage of this capital with SDGs

omaorionn | 9 Maimamat 12 i
i

Social and Relationship
Capital

The Bank’s social and relationship capital includes
customers, investors/shareholders, suppliers, vendors,
partners, and employees. It has taken various initiatives
to collaborate with them and enhance its brand image.
The more positively engaged people are with the Bank,
the greater the mutual benefits are.

Plans:

- Initiatives that help maintain customer loyalty;

- Retain brand image to become a go-to bank;

- Philanthropic activities to support society at large;
and

- Complete transparency to win investor/shareholder
confidence.
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Linkage of this capital with SDGs
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Natural Capital

The Bank, in achieving its objectives, utilises all natural
resources efficiently. Sustainable use of nature’s capital
is one of its prime goals. The Bank has deployed lasting
solutions for conservative usage of water and energy
and implemented a Green Banking initiative to protect
natural capital.

Plans:

- Conserve energy through solar panels, energy
savers, etc.;

- Positive contribution to the environment through
plantation and cleanliness drives;

- Promote a paperless environment;

- Focus on renewable energy financing; and

Enhanced focus on Environmental, Social and

Governance factors, including Sustainability.

Linkage of this capital with SDGs
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Financial Capital Structure of
the Bank

The Bank remained well-capitalised with a capital base
above regulatory limits and Basel capital requirements.

Total Capital Adequacy Ratio stands at 16.74% against
the required 11.50% (including a capital conservation
buffer of 1.50%). Common Equity Tier-1 (CET-) to total
risk-weighted assets ratio stands at 11.64% against the
required 6.00%.

The required capital adequacy ratio is achieved by the
Bank through:

a. Adequate level of eligible capital

b. Adequate risk profile of asset mix

c. Ensuring better recovery management

d. Maintaining acceptable profit margins

The Bank prepares its Annual Budget, Business Plans,
and Risk Appetite Statement for purpose of drawing out
a growth map and future direction as well as identifying
the Bank’s Risk taking capacity. Bottom-up approach
and detailed deliberations are used to prepare the
annual budget. The growth prospects take into
consideration prevailing economic and political factors
in Pakistan and abroad.

Assessment of capital levels is done regularly. All
business plans and budgets are reviewed by Senior
Management and approved by the Board, ensuring
enterprise wide capital adequacy. Additionally, the Bank
aims to pay out a consistent stream of dividends to its
shareholders, while maintaining adequate capital under
stress scenarios and accounting for future business
requirements, ensuring Board level approvals.

Furthermore, the State Bank of Pakistan has designated
Bank Alfalah as a Domestic Systemically Important Bank
(D-SIB) under the D-SIB framework, thereby mandating
compliance with enhanced supervisory requirements.
These include formulation of a Risk Appetite statement,
Internal Capital Adequacy Assessment Process (ICAAP)
document Macro Stress Testing / Scenarios Analysis and
preparation of a Recovery Plan.

The Bank successfully issued Pakistan’s first listed
Additional Tier 1 Capital instrument of Rs. 7 Bn in 2018.
Proceeds from the issue augmented our capital base
and are being utilised for the expansion/growth of the
Bank'’s business. The instrument has been rated ‘AA-
(Double A Minus) with ‘Stable’ Outlook by PACRA,
reflecting our diversified operations, healthy financial
risk profile, strong sponsors and market presence.
Further, during 2022, the Bank issued another tranche
of ADT-1 of Rs. 7 Bn which is a ‘AA-" (Double A Minus)
rated instrument by PACRA.

The Bank will continue to maintain optimum capital to
increase its risk-taking capacity, and capitalise on
opportunities to protect the interests of stakeholders.



Key resources and capabilities
providing sustainable
competitive advantage

Key Resources
The Bank has a sustainable competitive advantage
through the following key resources:

Digital
Banking

Physical Footprint

The Bank continues to expand its branch network to
promote financial inclusion and increase the
accessibility of financial services across the country. As
of December 2023, the Bank has a network of over
1,000 branches committed to serving its customers’
needs by offering innovative banking solutions.

Diversified Products and Services

The Bank provides a wide array of product and service
offerings customised to meet a diverse range of
customer needs such as deposit accounts, consumer
loans, wealth management products and other payment
solutions. The product offerings are designed to
accommodate all customer segments whether its SMEs,
senior citizens, females or blue collar workers etc.

Digital Banking

On the digital front, Bank Alfalah continues to make
breakthroughs with its state of the art solutions through
its vast suite of 175+ digital products and services. This
has significantly enhanced banking for customers by
introducing ease of use, reliability, quick turnaround
times. etc. In particular, the Bank'’s lifestyle digital
application, Alfa, continues to empower customers with
360-degree services while the Bank'’s digital onboarding
facility, RAPID, has revolutionised digital account
opening and self-services like debit/credit card and
loan applications.

Compliance and Risk Management

The Bank’s robust compliance and risk management
policies and procedures ensure it continues to operate
at the highest standards, effectively mitigating all
potential risks. The efficient compliance framework

monitors transactions, screens sanctions, detects and
looks after several other internal controls. Moreover, the
strong risk infrastructure of the Bank monitors market,
liquidity, operational, trade pricing and other risks to
ensure the Bank has optimal exposures with returns
adjusted for appropriate risk levels.

Human Resources

Bank Alfalah takes pride in the capabilities of its human
resources and the platform available for its employees
to continuously learn, develop and improve through
various trainings and e-learning courses. The Bank's
focus on One Bank One Team, Inspires and Empowers its
people and Employee Experience continues to foster a
unified, customer-oriented, motivated and satisfied
workforce.

Competitive Advantage

Overall, the Bank's various capitals are geared towards

maintaining a sustainable competitive advantage. With

these resources, the Bank ensures that it continues to

perform at the optimal level and, as a result, provide the

best-in-class services to all its stakeholders.

Through its capitals

(financial/human/manufactured/intellectual/social and

nature capital), the Bank possesses the capabilities to:

e Generate a strong equity, deposits and financing
base

e Foster a high-performing and happy work culture

e leverage technology to provide cutting-edge
solutions

¢ (ontinually improve customer touchpoints and
overall infrastructure

e (Cement stakeholder trust by delivering on all fronts

e Promote initiatives and procedures that benefit the
environment

e These aspects allow the Bank to prioritise
sustainable growth and gain a competitive
advantage at all levels.

Value created by the business
using these resources and
capabilities

By using its resources and competencies, Bank Alfalah
generates value for its stakeholders in the following ways:

Ensuring the
provision of optimal
customer experience
at front and back
offices

Providing personal
and professional
growth and nurturing
a inclusive working
environment for
employees

Delivering solid and
sustainable investor

returns

Shareholders Employees Customers

Contributing in
health and social
welfare of general
public

Maintaining a
transparent working
relationship with our
regulators to
promote overall
business

ReQUIators

Building and
sustaining long term
strategic supplier
relationship with our
partners
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Technological Change

Technology has significant bearing on the
Bank's strategies which must be aligned to
quickly evolve and respond with potential
changes in technological advancements.
New market players, such as startups and
FinTechs, are upending the status quo and
helping to create a reconfigured
competitive digital landscape that is
providing new challenges and opportunities
for cooperation and innovation. This
presents both challenges and exciting
opportunities for innovation and
collaboration, and the Bank is continuously
adapting itself to the changing
technological landscape and the evolving
needs of its customers.

Key Trends in Pakistan's Technological

Landscape:

e Thriving Startup Ecosystem: Pakistan
boasts a vibrant startup ecosystem, with
over 5,000 IT firms and a projected IT
services industry revenue of $5 billion
in 2023. This entrepreneurial
environment fosters innovation and
necessitates nimble adaptation by
established players like Bank Alfalah.

e Exponential Growth of E-Commerce:
Driven by increased internet
penetration and smartphone usage,
Pakistan's e-commerce sector is
experiencing explosive growth. This
trend necessitates robust and secure
digital payment solutions, an area where
Bank Alfalah is actively innovating.

¢ Rise of Al and Data Analytics: Artificial
intelligence and data analytics are
revolutionising various sectors,
including banking. Bank Alfalah is
actively leveraging these technologies
to personalise customer experiences,
enhance operational efficiency, and
manage risk more effectively.

e |IT Exports: Pakistan's IT exports
reached $2.6 billion in FY2023. This is a
sector where the country's untapped
potential in the global IT market
presents an ideal opportunity for
collaboration between local players and
international partners.

The Bank, in response to external
technological change factors, implemented
the following:

o Digital Transformation of Banking: Bank
Alfalah remains committed to
continuous digital transformation,
optimising its internal processes and
customer service offerings across
multiple channels. This includes mobile
app, web, tablets, self-service kiosks,
SMS banking, IVR, ATMs, CDMs, CCDMs,
and Alfa Agent Shops.

e Revolutionising Payments and Lending:
Leveraging technology, Bank Alfalah
aims to revolutionise the payments and
lending landscape. This involves
developing a conducive ecosystem and
payment rails to extend credit to SMEs,
retail, and consumer sectors.

e Harnessing the Power of Big Data:
Recognising the power of big data,
Bank Alfalah utilises advanced analytics
to gain valuable insights into customer
behaviour and market trends. This
allows for enhanced risk management,
personalised marketing campaigns, and
improved decision-making.

e Investment in Emerging Technologies:
Bank Alfalah continuously upgrades its
infrastructure to adopt emerging
technologies like Al and machine
learning. These investments enable the
bank to automate processes, improve
efficiency, and offer innovative
products and services to its customers.

e Developing a Skilled Workforce:
Recognising the crucial role of skilled
personnel in the digital age, Bank
Alfalah invests significantly in training
and development programs for its
employees. This ensures that its
workforce possesses the necessary
skills and knowledge to navigate the
evolving technological landscape.



Societal Issues

Societal concerns shape the Bank’s strategy and how it
deploys resources. Population and demographic
changes, human rights, health, poverty, collective values
and educational systems are key societal issues. The
Bank's strategy and resource allocation are strongly
influenced by such concerns.

As a responsible corporate citizen, the Bank actively
fulfils its societal responsibilities. Giving back to the
community is an integral part of Bank Alfalah’s business
and crucial for driving positive change. The Bank’s focus
areas for support include healthcare, education, social
welfare, leadership development, and the promotion of
sports, arts, and culture.

The Bank, in response to external factors,

implemented a comprehensive strategy:

o Tri-sectoral partnerships (Public-Private-NGO) are
prioritised for investments in child healthcare
facilities, schools, and flood-affected areas.

o (ollaborative efforts involve providing interest-free
loans, seeds, and fertilisers to support farmers in
recovery and income generation.

e Sustainable clusters are established, integrating
health and education facilities alongside income
opportunities, with a focus on long-term
sustainability.

e Inresponse to inflation, minimum salary revisions
occur across all levels, including a notable elevation
of the entry-level salary from PKR 30,000 to PKR
40,000.

The age of retirement is extended to 65 years,
distinguishing the Bank as the industry's exclusive
provider of "permanent colleagues till 65 years with
full benefits."

The Bank's commitment to strategic adaptation is
evident, ensuring proactive responses to external
dynamics for the well-being of both the workforce and
the communities served.

Environmental Challenges

Environmental challenges such as climate change, the
loss of ecosystems, global warming and resource
shortages are major threats to the Bank’s future.

Bank Alfalah is leveraging technology to address these
concerns and build a more sustainable future.

Bank Alfalah is committed to expanding its sustainable
finance offerings. The Bank is enhancing its green term
finance products and services to incentivise customers
to adopt renewable energy solutions and sustainable
practices. Furthermore, the Banks is financing
climate-smart agricultural projects to promote food
security while protecting the environment. The Bank
actively supports circular economy initiatives, aiming to
minimise waste and maximise resource efficiency across
its operations and within its customer base.

Through operational efficiency and carbon footprint
reduction efforts, Bank Alfalah is leading by example.
The Bank is increasing its use of renewable energy
sources, transitioning to a green fleet, and
implementing sustainable practices in its branches. The
Bank is also empowering its clients to embrace
sustainability by providing green financing solutions and
sharing knowledge, best practices, and resources.
Through partnerships with NGOs and environmental
Organisations, the Bank is amplifying its impact and
contributing to broader initiatives for a sustainable
future.
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Strategy Development
Process

The Bank’s strategies are formulated with an

objective of maximising long-term
shareholder value. The Bank’s strategy is
based on economic outlook, competitive
environment, legal framework, customer
behaviours and geo-political situations. The
Bank develops strategies to achieve
objectives, and measures progress with Key
Performance Indicators. The strategy
development process has its roots in the
Board's strategic outlook, and strategy
trickles down through the Management's
approach for achieving set objectives.

What How
Maximising SWOT Analysis,
stakeholder Peer Group Analysis,

value Global Outlook,
Economic Outlook,

Business Model
Analysis

Stage 1 - Self Analysis
Internal/External Environment Analysis
The Bank assesses global and economic
outlook, geo-political situation,
competitors’ profiles and their product
offerings. It then conducts a SWOT Analysis
and Business Model Assessment.
Shareholders’ return maximisation and value
addition are kept at the forefront during
this entire process. It then identifies key
influences on the present and future
wellbeing of the Bank, and therefore
decides on a strategy.

Vision and Mission Analysis

Analysing Vision and Mission statements
helps identify what the Bank aspires to
achieve in the future.

When Why Where
Short-term
(up to 1 year)
Medium-term
(1 to 5 years)
Long-term
(over 5 years)

Potential areas of
growth and adding
value to the
stakeholders

Gain competitive
advantage
to become a
market leader

Stage 2 - Identifying
Potential Areas of Growth
and Value Addition

Based on the outcome of the analysis stage,
the Bank identifies potential areas of
growth to add value for all stakeholders,
and to gain a competitive edge and unique
position in the market.

Stage 3 — Strategy
Formulation

The Bank identifies strategies to achieve its
objectives in accordance with the results of
preceding stages. The Board of Directors
governs the strategy making process. This
stage drives strategic decision-making.



Stage 4 - Execution and Stage 5 — Monitoring

Implementation There is continuous monitoring of strategies
The Management of the Bank executes strategies implemented in order to identify further areas for value

incorporating them in day-to-day business affairs. addition and realignment of strategies.

v

External
Environment

Analysis A
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Organisational Culture:

The Bank's culture supports its strategy-building and monitoring process. The governing principles of culture set by
the Board are followed by senior management and all employees.

145

- Attitude towards risk: The Bank has a robust risk management framework designed to identify, monitor, and
resolve potential and existing risks arising from external as well internal factors. The Bank follows a
zero-tolerance policy for carrying significant risks.

- Mechanisms for addressing integrity and ethical issues: The Bank's culture is the foundation for inculcating
principles of integrity and ethical boundaries in its people.

Through a centralised Project Management Office, the Bank monitors the implementation of its key strategic
initiatives at Senior Management level. The Bank has a transparent monitoring system in place where all strategic
projects are tracked on a monthly basis to ensure timely delivery. Projects that are lagging behind are immediately
flagged to the Senior Management and required decisions or actions are taken to expedite these. A comprehensive
progress update on the Bank’s strategic initiatives is shared with the Senior Management on a monthly basis and with
the Board of Directors semi-annually.
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2 Given below are significant restructurings,

= business expansions or closure of - Major capital expenditure planned
] . .

2 operations during the year. for next year: The Bank plans to

w

o open new branches under Annual
g a) Significant plans and decisions such as Branch Expansion Plan, renovate
& corporate restructuring, business existing branches and continue to
< expansion, or discontinuance of invest in its digital and IT

a operations during the year: infrastructure.

- The Bank has incorporated a new
exchange company with an
authorised capital of Rs. 2 Billion.
This exchange company will
function as a wholly-owned
subsidiary of Bank Alfalah, and will
provide comprehensive foreign
exchange solutions, catering to a
diverse range of needs in the
market, as well as to support
Government for streamlined foreign
exchange management in the
country.

ISIONS

b) Major capital expenditure during the year:
- During the year, the bank invested
Rs. 12.8 billion on the purchase of
fixed assets and intangibles which
includes properties (land &
buildings), equipment, fixtures,
intangible assets, etc. A detailed
disclosure of fixed assets is given in
the financial statements. All the
assets purchased were capitalised
as the management intends to take
benefit from them over their useful
life, which spans more than a year.
These additions are for meeting the
business and operational needs of
the Bank including but not limited
to digital infrastructure, new
branches, existing branch/office
renovations, and strengthening IT
infrastructure with an aim to
operate within a secured
environment and with the best
customer data protection.
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t Plans and Dec

The Bank opened 100+ branches
during the year, taking the total
branch footprint to 1,024. Further,
the Bank also installed 266 ATMs
and 9 CDMs to facilitate the
customers.
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Change in Objectives and Strategies

The Bank’s previous strategy aimed to
recapture lost market share and revisit its

priorities. Recognising the early success of
this plan, the Bank has adjusted its strategic

goals and initiatives to align with the

evolving macro-economic environment while

setting more ambitious targets.

Moving forward:

- Double down on growth: The Bank
will continue to invest strategically

to gain market share, focusing on
replacing brain drain, selective
network expansion, and fostering

the right culture.

- Optimise efficiency and leverage

technology: The Bank will prioritise
cost-effectiveness by implementing

advanced analytics and driving

operational improvements.

- Elevate its position: The Bank
aspires to solidify its position as

the top Primary Dealer in GoP debt

and become the most recognised

Investment Bank in Pakistan.

- Expand beyond borders: The Bank

aims to be the preferred bank for

local businesses seeking
opportunities in the UAE.

This renewed focus and ambitious goals will

propel the Bank towards achieving

sustainable growth and solidifying its

leading position in the market.
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The Way We Manage Risk

RISKS & OPPORTUNITIES

Risk Identification and Assessment (RIA)

Phase 1 Map and anticipate main identifiable risks and regularly update
assessments. Prioritise risks against the Bank’s strategy and
risk appetite.

Phase 2 Risk Ownership

Allocate risk ownership.

Risk Mitigation
Phase 3 Develop and implement policies and mitigation plans, which are
executed based on prioritisation.

150

Risk Reporting
Phase 4 Risks are monitored continually against approved appetite.
Deviations are logged, reviewed, owned, reported, and
effectively mitigated.

Risk Framework Validation
Phase 5 Regularly check the effectiveness of the process through wider

assessment of the framework, and make necessary
improvements in the process.

Risk Management Framework

BANK ALFALAH



How We Share Our Risk Management Responsibilities?

Responsibilities:

- Approves strategic objectives and risk appetite

- Reviews key risks and mitigating measures

- Approves the risk infrastructure

- Assesses effectiveness through periodic reporting

- Defines risk management policies

- Formulates and maintains integrated bank-wide risk management framework

The Boa rd - Establishes a bank-wide strategy incorporating the risk management strategy

Board Committees:

- Board Risk Management Committee (BRMC)

- Board Information Technology Committee (BITC)

- Board Audit Committee (BAC)

- Board Strategy and Finance Committee (BSFC)

- Board Crisis Management Committee (BCMC()

A 4

Responsibilities

- Defines and proposes the risk appetite for onward approval from the Board and
monitors it quarterly

- Oversees design and sustainable implementation of Enterprise Risk Management
(ERM) and internal control systems

- Evaluates the adequacy of risk mitigation plans

Management Committees:

Senior - (Central Management Committee

- Digital Council Committee

Ma nagement - Central Credit Committee

- Control and Compliance Committee

- Asset Liability Management Committee

- Process Improvement Committee

- Governance Committee for Oversees Operation

- IFRS 9 Steering Committee

- IT Steering Committee

- (Crisis Management Team

W

Responsibilities
- Develops risk policies, interprets and guides business units on risk standards,
limits and regulations
- Monitors key ratios and risk levels through routine testing skills
A - Reports to the management, Board and regulator
Risk Risk Divisions:

Management Risk Management

o e . Information Security
DIVISIO“ Credit Policy & Portfolio Management

Credit Administration
Operational Risk
Credit Division
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Three lines of defense approach

First Line of Defence

First Line of Defence
Business and Operations

Identifies, takes and
manages risks in their

areas of responsibility
Maintains day-to-day
internal control

Second Line of Defence

Second Line of Defence
Control Functions and
Management Committees

Develops and promotes ERM
framework to help managers
identify, assess, manage, monitor
and report risks

Third Line of Defence

Provides independent assurance
of the effectiveness of the

Third Line of Defence
Board and its Committees/
Internal Audit Function

risk management, and internal
control frameworks and activities

Risk Management Methodology

Bank Alfalah implements its risk strategy and engages in controlled risk-taking within its risk management
framework. The risk management methodology defines the optimal course of action amid uncertainty by identifying,
owning, mitigating, reporting and validating risk in line with its long-term objective of maximising shareholder value
and ensuring sustainable returns. The Bank adheres to an integrated, structured and disciplined approach, realised
through the implementation of effective and efficient risk management methodologies and policies that align
strategies, processes, people, technology and knowledge to assess, evaluate and manage uncertainties that the Bank
faces as it creates value.

The methodology contains the following activities:

Developing and implementing an enterprise risk management framework across all business groups in the
country and locations outside the country;

Identifying risks and maintaining risk exposure within the risk appetite of the stakeholders;

Optimising resources in order to enhance value for shareholders;

Establishing risk tolerance limits / risk appetite;

Ensuring availability of sufficient capital as a buffer to absorb risks gauged through self-risk assessment as well
as under the purview of regulatory guidelines; and

Aligning risk management approach with regulatory and future business requirements.



An effective risk management framework along with a robust risk governance structure, strong capital, liquidity,
market risk, compliance / money laundering and good quality of the credit portfolio, remain the cornerstones for the
Bank'’s risk management methodology.

Risk Mitigation

This needs to be dynamic for sound risk management. Effective communication across the Bank, well established
policies and procedures, action plans are the tactics to face business risks. The Bank has established such techniques
based on international standards and benchmarks, regulatory instructions and Board's guidelines. The sub-section
named ‘Key Risks' given below covers all mitigation strategies against key risks.

Risk evaluation Risk Treatment Reporting
and monitoring and Mitigation and disclosure

Risk Assessment Risk Analysis

Risk Appetite

Risk Appetite (RA) refers to the maximum threshold of risks level that the bank is willing to undertake in
implementing its strategic and business objectives set by the Board of Directors. In setting the RA, including
tolerance and limits, the Bank’s resources including capital are allocated effectively and risk limits are set to remain
within the boundaries of risk framework. RA strikes a balance between strategy, growth aspirations, operating plans,
capital and risks that the bank deems material, based on their significance and regulatory requirements. The Risk
Management Division of the Bank devises risk appetite every year which is then approved by the Board considering
the Business plans and macro economic environment. The Bank’s RA for 2023 was established considering historical
trend, regulatory requirements, stress test results and senior management’s views about economic situations versus
the business objectives. Application of the RA and its monitoring helps to ensure the Bank stays within appropriate
risk boundaries.

Functions of Risk Appetite:

- Banks willingness to take a risk

- Internal (Soft) Risk Tolerance Limit

- Monitoring Risk strategies and approaches to mitigate risk
- Putting the Bank'’s risk capacity in best use

Risk limits

Risk Targets Risk Appetite Risk Capacity

Risk Tolerence
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Risk Monitoring and Reporting

Reporting to Board and Board's Risk Management Committee (BRMC): Meetings of the Board and BRMC take
place on a quarterly basis, at minimum. The agenda consists of various risk related analysis & decisions that are
based on business needs and situations including but not limited to macro-economic environment.

Internal Capital Adequacy Assessment Process (ICAAP): The report covers risk areas like documentation lapses,
concentration, liquidity, reputation, environmental, settlement, core risk etc. This is finally reported to Board.

RISKS & OPPORTUNITIES

. ICAAP reporting is based on bank’s own assessment of risks and calculating the adequate amount of
capital that bank is required to maintain against those risks
. The purpose of the ICAAP is to inform the Board of the ongoing assessment of the bank’s risks, how the

Bank intends to mitigate those risks and how much current and future capital is necessary having
considered other mitigating factors and;

. ICAAP exercise attempts to assess the risk based capital as opposed to requlatory capital, which is
generally not considered a complete reflection of the embedded risks; given that regulatory capital does
not account for Pillar Il risks and additional capital required in lieu of stress testing for pillar 1 risks

Management / SBP’s monitoring: Various reports are submitted to Senior Management / SBP covering risk

aspects such as credit risk. The regulator conducts inspections to monitor bank’s approach towards risk

mitigation and compliance against the breaches, if any.

Stress Testing: Bank Alfalah prepares and submits Scenario Analysis Stress Testing reports to SBP. The same are

reviewed by Senior Management & Board as well. The report mainly encompasses Statistical Models based on

Macro Economic Variables Risk Management Tools (i.e. VAR, SVAR), Reverse Stress Testing. Furthermore, MST

Framework proposes a multilayered approach for Stress Testing Model development, validation, approval and

implementation; along with the identification of stakeholders for validation, control & oversight perspective.

Results of the exercise are used to calibrate risk appetite, Annual Business plans, Capital and contingency

planning.

Risk Register: This is an effective tool for comprehensive risk management for identifying key business and

financial risks. Further, it defines the implementation of respective controls and mitigating factors to reduce the

154 risks identified. Risk and Compliance Divisions review risk registers based on the reports provided by the
business line managers, suggest the mitigation measures to the concerned units, and also submit their
assessment of the effectiveness of the mitigation measures to BRMC on a quarterly basis. The minimum
components of the risk register are: date, risk identification number, risk description, controls, consequences,
likelihood, overall risk score, risk ranking, trigger, management action and risk owners.

Standards and Limits: The Bank follows Basel guidelines for capital adequacy monitoring. Further, there are
various circulars from SBP in this regard. The bank ensures strict compliance with these standards, internal and
regulatory limits as well as guidelines laid down in the circulars.

Policies, Procedures, Manuals and SOPs: The Bank has well established policies and other documentary
guidelines for every product and process. These serve as guidelines and monitoring tools for the staff
performing various risk related activities. All relevant departments are responsible for ensuring compliance with
documents.

Business Resilience and Continuity Plan: The Business Resilience Plan tends to define the business continuity &
recovery strategies and procedures. Business Resilience and Business Continuity are at times used as alternate
terms to align continuity of operations due to, or during, any disruption. For further details on policy, refer
Governance section of this Annual Report.

Contingency Funding Plan (CFP): The Bank prepares an annual CFP which covers the funding plans should a
triggering event materialise. Refer to the Liquidity Management subsection within this section of the Annual Report.
Recovery Plan: The Recovery Plan is submitted annually to State Bank of Pakistan. The Plan incorporates the
Bank's critical systems vis-a-vis their impact on core business lines and critical functions as identified in
approved Business Resilience Plan. Key trigger events & funding resources available to Bank are identified, in
line with ALCO approved Contingency Funding Plan, in order to combat severe stress situations related to
funding liquidity. The context behind the Recovery Plan is based on the assumption that the Bank's Capital
and/or liquidity are in breach of the identified recovery thresholds as per the approved risk appetite. Key
assumptions taken into account while preparing the Recovery Plan include:

* Materiality, Feasibility & timelines for implementation of Recovery Options.

* Raising of Capital / liquidity, Market and/or Regulator, in a timely and cost effective manner

o Expense rationalisation.

BANK ALFALAH
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Risk Culture

The Risk Culture within the Bank supports its business objectives and fosters an environment that enables
management to execute the business strategy more efficiently and sustainably. The Board of Directors regularly
reviews the risk profile of the Bank and makes every senior leader a responsible stakeholder in developing a strong
risk culture within the Bank. Further, the Bank ensures that each employee comprehensively understands the
responsibilities concerning the risks they undertake at each stage in their regular business activities. The Bank has
established a risk management framework that incorporates a risk management structure consisting of various sub
committees. It includes clearly defined reporting lines to ensure the independent operation of risk management
functions. Risk governance of the Bank also includes setting the risk appetite statement, risk limits, risk management
functions, capital planning, risk management policies, risk infrastructure and MIS and analysis to monitor the Bank'’s
risk profile.



Board’s efforts to determine the level of risk tolerance

The Board of Directors is the ultimate governing body responsible for overseeing risk
management to maximise shareholders’ returns. It ensures that the required culture, practices
and systems are in place to address the risks faced by the Bank. Under the valuable guidance of
the Board, the Bank ensures a proactive approach in dealing with factors that influence its
financial position, strives to maintain stable earnings, and attempts to maximise shareholders’
value by achieving an appropriate balance between risk and return.

RISKS & OPPORTUNITIES

The Board:

* Has established a bank-wide strategy incorporating the risk management strategy;

* Has approved the overall risk appetite, tolerance levels and level of adequate capital; and

*  Regularly reviews any significant risk issues to determine their impact on the Bank's
strategy, aligning the strategy to address existing or potential risks.

The Board, through its Board Risk Management Committee (BRMC), has delegated oversight
responsibilities. BRMC ensures the formulation and implementation of a comprehensive risk
management framework. Under the Board’s guidance, the Bank executed an effective risk
strategy and continued controlled risk-taking activities within the risk management framework,
combining core policies, procedures, and process design with active portfolio management.

The Board Risk Management Committee:
o  Establishes and reviews compliance with the Risk Management framework;
e Ensures that the Bank's overall risk exposure is maintained at prudent levels and is
consistent with available capital;
* Reviews and recommends to the Board, the risk appetite of the Bank; and
156 *  Reviews risk management information reports, identifies exceptions, and provides guidance
for corrective measures.

The functional and day-to-day management responsibilities have been delegated to the Chief
Risk Officer (CRO). In line with this, the CRO functionally reports to the President and CEO. The
roles and responsibilities are designed to ensure that risk is governed and managed
independently and prudently.

The Board, through its Risk Management Committee, has carried out a robust assessment of the
principal risks facing the Bank, including those that could threaten the business model, future
performance, and solvency or liquidity.

Below are the key risks, which arise as a result of external factors affecting the organisation and
they have an impact on the availability, quality, and affordability of the capital:

Macroeconomic Credit Risk, Market Risk, Liquidity Risk

Leqal Legal Risk, Compliance Risk (including Money Laundering),
= Operational Risk, Country Risk

Political

Operational Risk, Country Risk

Technological Model Risk, Operational Risk, Information Security Risk

Environmental Environmental Risk

Commercial

Reputational Risk, Concentration Risk, Model Risk, Operational Risk

Risk Assessment
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The Risk Assessment has been done for the following:

e Business model: Potential risks facing the Bank’s business model which in turn affect the survival of the Bank.
Sound business growth with managed risk is crucial for operations. The Bank considers expected level of
profitability, market reputation, experienced personnel, logistic support, etc for business model. Relevant risks
can be credit risk, market risk, liquidity risk, operational risk, model risk, reputational risk and concentration risk.

*  Future performance: Technological obsolescence and inability to cope with recent technological developments
can also threaten the existence. Further, the situations of the country/region where the Bank operates also
cause impacts and is a necessary factor for consideration in risk assessment. The Bank considers reputation,
ability to meet stakeholders expectations, capital adequacy, macro and microeconomic scenarios, risk
management practices for its future performance. Relevant risks could be information security risk,
environmental risk and legal risk.

o Liquidity: The ability to operate with sufficient funds to meet depositors obligations is key to operating as a
bank. Further, this also include fulfilling regulatory requirements set by the regulator, hence, compliance plays an
important role in this regard. The Bank considers fundamentals like maintaining adequate capital, liquidity and
operational control at all times in order to safeguard the interests of depositors, borrowers, shareholders and
other stakeholders and meet its obligations against these. Relevant risks could be liquidity risk, market risk,
credit risk and compliance risk.

Other key focus areas are:

Build a risk culture Financial crime and economic vulnerability
Client risk rating focus Regulatory compliance

Information and Cyber Security New technologies

Environment, Social & Governance (ESG) Business resilience

The risk management and mitigation strategy is therefore fundamentally based on maintaining adequate capital,
liquidity, and operational control at all times in order to safeqguard the interests of depositors, borrowers,
shareholders and other stakeholders.

Key Elements of Risk Assessment

Risk

Governance

Risk Management
S
of Risk
Risk Assessment Tools Management
System

Risk Management Process
& Mitigation

Risk Culture, Risk Appetite & Risk Reporting
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7 AN N
Key Risks

TYPES OF RISKS LIKELIHOOD MATERIALITY

It means the possibility of monetary loss to financial institutions arising due to the inability or unwillingness of a
counterparty to perform a commitment per the agreed terms and conditions, among other things, on account of
lending, trading, hedging, settlement, and other financial transactions.

Source: External

Impact: Financial

Capital Affected: Financial Capital

Assessment tools: Risk Ratings, Stress Testing, limit monitoring, exception monitoring and delinquency ratio.

RISKS & OPPORTUNITIES

Mitigation Strategy: The Bank is committed to the appropriate level of due diligence to ensure that credit risk is
identified and analysed diligently, ensuring that credit commitments are appropriately structured, priced (in line with
market practices), and documented. Bank Alfalah has a Credit Operational Manual (COM) and a Credit Policy Manual
(CPM) in place to strategise and govern the Bank’s overall lending strategy. Furthermore, the Bank has an internal
Credit Initiation and Risk Rating System through which risk levels are assessed based on customers’ risk profiles.

Bank Alfalah is also in the process of implementing IFRS-9 to measure and assess changes in credit risk. The timely
recognition of and provision for credit losses promote a safe banking system and play an essential role in
supervision. Furthermore, the portfolios and well-defined parameters are actively reviewed, and, if required,
corrective actions are taken at a nascent stage.

Credit Concentration Risk mm

158 It is the risk which results from inadequate diversification of the Bank’s credit portfolio in terms of industries,
regions or number of counterparties that may result in significant losses.

Source: Internal and External

Impact: Financial

Capital Affected: Financial Capital

Assessment tools: Limits monitoring including Sectors, Tenors and Risk Weighted Assets.

Mitigation Strategy: The SBP has prescribed regulatory limits for banks” maximum exposure to single and group
obligors. Moreover, to restrict industry concentration risk, the Bank’s annual credit plan spells out the maximum
allowable exposure that it can take on specific industries. The Bank manages and monitors its portfolio of loan
assets and limits for high-risk customers. Limit concentrations are monitored in terms of risk quality, industry,
maturity, and large exposure.

It is the risk of loss resulting from inadequate internal processes, people and systems, or from external events
including legal risks. This excludes strategic and reputational risk.

Source: Internal and External

Impact: Financial/Non-Financial

Capital Affected: Financial, Social, Human and Intellectual Capital

Assessment tools: Risk Control Self Assessment, Operational losses viz-a-viz tolerance limit and Key Risk Indicators
breaches.

Mitigation Strategy: Embedding a sustainable risk culture remains our core objective, which includes effective
management of operational issues and emerging risks across the Bank and in our overseas operations via deployment
of required resources, tools and continuous supervision. The new Operational Risk Framework, Policy and Standards,
duly approved by the Board, have been rolled out along with new system platforms (Operational Risk System) for
recording and tracking of risk events, including non-financial risks. We aim to implement a new process based Risk and
Control Self-Assessment method across the Bank in order to effectively manage operational risks and continually
monitor the effectiveness of defined controls through first-line self-assessment reviews, especially for the processes
and activities that may significantly impacts the Bank’s risk appetite. Furthermore, new and amended products, systems,
activities and processes are subject to comprehensive operational risk assessments before implementation and launch.
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TYPES OF RISKS LIKELIHOOD MATERIALITY

It is the risk arising from changes in the value of on and off-balance sheet positions of the Bank due to adverse
movements in market rates or prices such as interest rates, foreign exchange rates, equity prices, credit spreads and
commodity prices, resulting in a loss to earnings and capital. Due to the external nature of the risk, and given the
prevalent macro-economic envoiroment, the likelihood of adverse price movements is currently high. However,
stringent controls are in place to mitigate any material impact on profitability and capital. This risk includes Interest
rate risk, Equity price risk, Foreign Exchange risk and Commodity risk.

Source: External

Impact: Financial

Capital Affected: Financial Capital

Assessment tools: Investment Limits, Exposure Limits and Sensitivity Analysis, tolerance Limits, Duration & PV 01 limits

€20C 140d3d TYNNNY

Mitigation Strategy: The Market and Liquidity Risk department monitors the impact of price and rate movements on the
Bank’s portfolios and periodically reports to the Asset and Liability Committee (ALCO) and Investment Committee (IC),
which are primarily responsible for oversight of market risk. The Bank has developed various tools for risk measurement
and its mitigation thereof, including Value at Risk (VaR), Duration, Price Value of a Basis Point (PVBP) and Re-pricing Gaps.
In addition, the Bank carries out stress tests, using both internally developed scenarios and scenarios prescribed by the
regulator. Moreover, the Bank has a comprehensive risk control limit framework, which defines exposure limits (for each
portfolio, issuer, tenor, rating and sector), PVBP limits, money market gap limits, FX gap limits, currency-wise NOP limits,
stop loss limits, tolerance limits, counterparty limits, dealer limits, and broker limits.

The Bank uses a standardised approach to calculate market risk capital charge under the Basel framework.

It is the risk to the Bank’s earnings, capital and reputation arising from its inability (real or perceived) to meet its
contractual obligations promptly without incurring unacceptable losses when they become due.

Source: Internal and External

Impact: Financial/Non-Financial

Capital Affected: Financial and Reputational Capital (franchise value)

Assessment tools: Stress Testing, Advances to Deposits Ratio, Stable Funding Ratio, Statutory Liquidity Reserve Ratio,
Liquidity Coverage Ratio, Deposit Concentration Limitis, Liquid Assets to Liquid Liability ratio and Maturity Gaps.

159

Mitigation Strategy: The Market and Liquidity Risk Department performs independent monitoring and reporting of the
overall liquidity position in line with regulatory requirements and the Bank’s own risk appetite at the Bank and operations
level. The Bank is fully compliant with Basel Il liquidity standards, Liquidity Coverage Ratio (LCR) and Net Stable Funding
Ratio (NSFR), with a considerable cushion over the regulatory requirement. Stress Tests are performed (both SBP and
internal for all operations and at the Bank level) under which liquidity risk factors are given major shocks to check the
vulnerability of the Bank’s balance sheet to those hypothetical shocks in various stress scenarios.

The potential loss the Bank may incur, as a consequence of decisions that could be principally based on the output of
models, due to errors in the development, implementation, or use of such models.

Source: Internal

Impact: Financial

Capital Affected: Financial Capital

Assessment tools: Annual Validation exercise.

Mitigation Strategy: Risk management is involved in periodic review of model accuracy and validation. A conservative

approach, validation based on sensitivity analyses, the use of subjective elements, and on-going monitoring of the mqdel's
performance provide sufficient protection against such unfavourable impacts.
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TYPES OF RISKS LIKELIHOOD MATERIALITY

It is a wide concept that includes all aspects of a legal system. It can be defined as including potential for loss arising from
the uncertainty of legal proceedings, exposure to fines, punitive damages resulting from supervisory actions as well as
private settlements, unsuccessful recourse, and indemnification to customers and other parties.

Source: Internal and External

Impact: Financial

Capital Affected: Financial, Social, Human and Intellectual Capital

Assessment tools: Monitoring of cases filed against the bank.

RISKS & OPPORTUNITIES

Mitigation Strategy: Legal Affairs Division (LAD) is responsible for promoting and protecting the interests of the Bank, and
ensuring that the Bank complies with prevalent laws, rules and regulations at all times.

The risk of legal or requlatory sanctions or material financial loss (penalties) a bank might suffer as a result of its failure to
comply with laws, regulations, rules related to self-regulatory organisation standards, and codes of conduct applicable to
its banking activities.

Source: Internal and External

Impact: Financial and Reputational

Capital Affected: Financial, Social, Human and Intellectual Capital

Assessment tools: Regulatory Inspection Reports, Risk Control Self Assessment, Key Risk Indicators breaches, Internal Risk
Assessment.

Mitigation Strategy: The Board and Senior Management have cascaded down the commitment to a strong compliance
160 culture that reflects high ethical standards and integrity at all levels of the organisation by ensuring seamless and effective
implementation of regulatory requirements/standards/practices and other laws in letter and spirit. Moreover, since
compliance is everyone's responsibility, the Bank’s Compliance and Control Group has created structures and systems to
promote a compliance culture among the Bank’s staff and departments. The Compliance Function focuses on having high
standards as required by the relevant Policy and Procedure Framework, maintaining Regulatory Technology (name
screening, transaction monitoring, trade AML, CDD and CFT) to combat money laundering, terrorist financing, and
proliferation financing and tracking CDD quality, and on reviewing and implementing regulatory instructions. The function
is further strengthened by the knowledge endeavors and ongoing improvement in the Bank’s AML/CFT/CPF learning
interventions, CDD Advisory, Regulatory Advisory, Onsite and Offsite Internal Control and Quality Assurance Reviews, and
monitoring of fraud trends over consumer and digital banking channels.

Furthermore, to reinforce compliance culture at the front end, Governance Control and Diligence Division (GCDD) has been
established within the Retail Group.

Environmental & Social Risk m

Actual or potential threats of adverse effects on the environment and living organism by effluents, emissions, wastes,
chemical releases, and resource depletion, arising out of the Bank’s or its clients’ operational activities.

Source: Internal and External

Impact: Social, Environmental, Financial, and Reputational

Capital Affected: Natural and Manufactured Capital

Assessment tools: Environmental & Social Risk Rating based on E&S Due Diligence

Mitigation Strategy: The Bank has adopted an integrated sustainable finance approach in its lending activities. In this
regard, Green Banking Policy and Environmental and Social Risk Management (ESRM) Procedures Manual have been
put in place. The ESRM Framework essentially requires that any lending opportunity is reviewed and evaluated under
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TYPES OF RISKS LIKELIHOOD MATERIALITY

Environmental & Social Risk m

IFC exclusion list, applicable national laws on environment, health, safety, social and IFC performance standards. This
framework is an integral part of the credit approval process, and all relevant credit proposals require Environmental
& Social review prior to approval by the competent authority.

In November 2022, the State Bank of Pakistan (SBP) issued Environmental & Social Risk Management (ESRM)
Implementation Manual, based on IFC performance standards, which is applicable to all banks in Pakistan. During
2023, Bank Alfalah has aligned its Green Banking Policy and ESRM Procedures manual with the afore-mentioned SBP
manual. From end of November 2023, the Bank has been using SBP’s provided ESRM templates and complying with it
(Regulatory Implementation dateline is November 2025). Our Environmental Risk & Green Banking Department (also
known as Green Banking Office) is providing ESRM Advisory to all internal customers on transactional levels so that
the staff do not face any difficulty in implementing the revised ESRM framework. The Bank is assigning E&S Risk
Rating as 'High, ‘Medium;, and ‘Low’ to its borrowers based on its E&S due diligence which facilitates the
Management in its decision making.

Risk of supply chain disruptions as a result of ESG related factors m

Actual or potential threats of adverse effects on the Banks’ supply chain arising from ESG related factors such as
effluents, emissions, wastes, chemical releases, and resource depletion.

Source: Internal and External

Impact: Social, Environmental, Financial, and Reputational
Capital Affected: Natural and Manufactured Capital
Assessment tools: Environmental & Social Risk Rating

Mitigation strategy: Vendors need to be managed effectively in order to reduce the risk of supply chain disruption
and ensure that the goods and services provided are delivered on time and as per the expected standard. The Bank's
approved procurement policy includes ‘Sustainable / Green Procurement’ guidelines, which incorporate strategies to
minimise ESG risks, including assessing and choosing vendors that exhibit a strong dedication to the environment
and prioritising reputable brands that promote environmentally-friendly practices. As an example, the Bank uses
sustainably sourced paper, i.e., Forest Stewardship Council (FSC) and Programme for the Endorsement of Forest
Certification (PEFC) certificated paper, as part of its routine business practices, and ensures that primary as well as
alternate vendors supply with the same only.

It is the risk of damage that may be caused by internal or external threats, such as unauthorised access to
critical financial data, sensitive customer information, non-availability of critical services, impersonating clients
and theft or alteration of information, while performing financial transactions, and loss of the Bank’s sensitive
electronic data and IT systems.

Source: Internal and External

Impact: Financial and Reputational

Capital Affected: Financial, Intellectual and Social Capital

Assessment tools: Risk Appetite Monitoring, Penetration Testing, Vulnerability Assessment and Cyber Security
Risk Assessment.

Mitigation Strategy: The Information Security Division caters to the regulatory requirements for IT Security Risk
Management. It maintains the framework that enables the Bank’s management and staff to mitigate IT security risks
bringing them to acceptable levels. It does research on evolving and emerging threats, suggests and defines relevant
information security controls. Furthermore, it performs information security risk assessment before and after the
deployment of IT Solutions against the defined categories of IT Risk and Information Security Management System,
performs 24/7 information security monitoring of information assets, investigates IT security incidents, reinforces IT
security risk awareness among staff, and performs IT security risk management reporting.

N
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TYPES OF RISKS LIKELIHOOD MATERIALITY

Source: Internal and External

Impact: Financial and Reputational

Capital Affected: Financial, Social, Human and Intellectual Capital

Assessment tools: External ratings, Market news, Stock Exchange Information, Customer Surveys and review of
regular compliance by compliance division.

RISKS & OPPORTUNITIES

Mitigation Strategy: Various departments within the Bank assess reputational risk associated with the Bank's
activities in order to safeguard its interests at all times. This includes ensuring that contractual obligations are being
met under agreements with multilateral and international agencies that cover partnerships and credit facilities
extended to the Bank. Furthermore, the Bank has a dedicated customer experience department that works for the
resolution of customer complaints and grievances. Additionally, the Compliance Division ensures compliance with all
regulatory requirements and mitigation of reputational risk arising from business disruptions and operational issues.
Furthermore, the Bank has devised a comprehensive Business Resilience/Disaster Recovery Plan to ensure continuity
of its services during crisis periods.

It refers to a loss that may arise by an activity, action, or stance taken by the Bank, any of its affiliates, or its
officials that can impair its image with one or more of its stakeholders resulting in loss of business and/or
decrease in the value of the Bank’s shares.

It refers to the possibility that economic and political conditions, or an event in a foreign country, could adversely
impact the Bank’s exposure in that country. The Bank is engaged in international lending and has cross-border
exposures, and is exposed to country risk, in addition to the customary credit, market, and investment risk.
Source: External

Impact: Financial

Capital Affected: Financial and Social Capital

Assessment tools: Country limit monitoring.

162

Mitigation Strategy: In order to manage the risk, the Bank has in place a comprehensive country risk management
framework. Under this framework, country risk is sub-divided into two broad categories; transfer risk and political
risk. Additionally, the Bank carries out periodic review of approved limits, ensuring regular monitoring against the
same.

To curb & tighten the regulations with respect to Money laundering & terrorist financing, SBP issued TBML
Framework in October 2019 with focus on areas like under/over invoicing. In the light of aforesaid instructions, TPRD
(Trade Pricing Risk Department) has been setup under the umbrella of Risk Management Division to comply &
adherence of related laws & regulations laid down by State Bank of Pakistan.

Source: External

Impact: Financial and Raputational

Capital Affected: Financial and Reputational Capital

Assessment Tools: Price assessment tool for trade related products.

Mitigation Strategy: The bank is committed to prevent potential money laundering and combat against terrorist
financing. Trade Pricing Risk Department — TPRD under Risk Management Division, ascertains and checks
commodities of trade transactions through various reliable sources to prevent over / under invoicing. Moreover, the
function was further strengthened through a solution acquired for price assessment of trade related products. Bank
is in the process of implementing (Al based solution offered by External vendor) to further strengthen the process
for price assessment in trade operations.
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Key Opportunities and Initiatives

TYPES OF OPPORTUNITIES LIKELIHOOD MATERIALITY

Opportunities through Digitisation m Medium to High

With the onset of the Industrial Revolution 4.0, the impact of existing and potential digital avenues can not be
ignored. It raises the need to overhaul and transform existing business practices to leverage upcoming and evolving
technological advancements in order to create a ripple in the banking/financial sector. The financial services which
are being provided to our customers are transforming at a rapid pace, new innovations are being adopted. At Bank
Alfalah, making sure customers are happy is not something that is said, it is meant.

€20C 140d3d TYNNNY

Source: Internal and External
Impact: Financial; Customer Centricity
Capital Affected: Financial Capital, Relationship Capital and Human Capital

Strategy for creating value from opportunity:

- Digital Lifestyle Branch (High, High) (High, High)

Bank Alfalah launched Pakistan’s first ever Digital lifestyle branch enhancing the customers’ experience. The
branch is designed to fulfil all of the needs of our modern customers. Our lifestyle branch provides a space where
customers would be able to socialise, take care of their everyday needs along with their banking requirements.
The Digital Lifestyle branch offers digital banking & lifestyle solutions under one roof:

Biometrically secured digital lockers

Digital floor with self service kiosks (ATM / CDM / CCDM)

Conventional & Islamic Buy-Now-Pay-Later (BNPL) store

Virtual Service Machine for account opening

Digital Facilitation Desk

Wealth Management Partner

Shared workspaces and dining facility

- Remote Digital Onboarding (RAPID) (High, High)
In order to help our prospective clients with the smooth transition of becoming our customers, the bank has
introduced a digital onboarding process. It is available through both our portal as well as the Alfa application.
Digitising this process has facilitated our customers as they no longer need to visit a physical branch in order to
open their full-fledged banking account.

163

This process has helped us in digitising and keeping track of our customer behavior from the very beginning of
the relationship. A variety of account types offered include Asaan Digital Accounts, Asaan Digital Remittance
Accounts, Freelancer Digital Account, Pehchaan Current Accounts (targeted to women), PLS Savings etc.

- WhatsApp Banking (High, High)
Whatsapp banking is yet another step taken in order to further enhance the experience of our customers through
digitisation. Currently through our WhatsApp banking channel, more than 100,000 interactions per month are
responded to through our rule based machine learning responses.

The Banks’ whatsapp platform is used by customers in order to get upfront information regarding banking
services, premier banking, offers and discounts. It also helps customers in activating their credit and debit card
instantaneously. Financial transactions and e-commerce shopping are upcoming features to be offered through
this medium.

- Instant Credit Card (High, Medium)
Bank Alfalah has introduced a real-time credit card approval feature. The customers are able to apply for credit
cards using their Alfa app rather than visiting a branch physically. This whole procedure takes less than 5 minutes
and on top of that, there is no physical documentation to take care of either. Once the procedure is done and
required checks have been made, the physical card is delivered within 1 to 2 days

- Instant Loan (High, Medium)
Following the unprecedented success of our conventional personal loan, Bank Alfalah takes immense pride of
being the first in the industry to offer a digital personal loan. This facility is provided on our Alfa app. It requires
no visits to the branch or physical documentation. Upon selecting the loan amount and tenure, the approval
carried out over the app as well. The loan amount is disbursed into the customer’s account in less than a min
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g TYPES OF OPPORTUNITIES LIKELIHOOD MATERIALITY
§ Opportunities through Digitisation m Medium to High
S Digital Wealth (High, Medium)

In order to gain customer loyalty and to become their bank of choice, Bank Alfalah introduced an end-to-end
digital platform for its customers, with multiple offerings of Mutual Funds of different AMCs, securities trading,
buying/selling of government bond/securities, and insurance with multiple insurance underwriters. This allows
customers to invest their wealth in different investment options and buy different kinds of insurance.

Bank Alfalah also takes great pride for being a pioneer of offering mutual funds to its customers through our
mobile banking app; Alfa. Customers can opt for different mutual funds based on their preferences. This
investment feature offers both a conventional and an Islamic variant.

As Islamic banking products are becoming more and more popular, Bank Alfalah has introduced a digital Term
Deposit in order to cater the needs of their Islamic banking customers. Customers can now earn profit on their
savings without worrying about Riba. Also for the very first time, a customer with a conventional banking account
would be able to book an Islamic Term Deposit.

- Alfa BNPL Islamic (Medium, Medium )
Through our banking app Alfa, customers with any other bank’s credit cards can avail the opportunity to sign up
for our Islamic BNPL. The products offered would be backed by our registered sellers/ affiliated online merchants.
This BNPL option would be offered in the form of easy installments that are shariah compliant and free of Riba.
The onboarding process in place for it is smooth and completely digital.

Untapped Potential in Small and Medium Enterprises mm

There is great potential in the SME space to enhance profitability by offering tailored and unique SME product
164 Propositions and high service levels. SMEs are considered the engine of growth for developing countries like
Pakistan and are sure to boost economic activity in the country.

Source: External
Impact: Financial
Capital Affected: Financial Capital -

Strategy for creating value from opportunity:

- Large menu of products and value-added services:
Various product offerings (refer to Organisational overview section of this Annual Report for the Bank’s SME
product offerings) and value-added services such as financing facilities for different customer requirements. The
SME toolkits have been further enhanced to penetrate this thriving industry niche. This has been done through a
cross-sell initiative by developing a complete set of business opportunities in a relationship, with a 360-degree
view. The Bank conducts market-storming activities, visits various small and medium entities, provides
consultancy for their business growth, and has created help desks. These have boosted the confidence of
businessmen/entrepreneurs in the Bank. We offer the most extensive range of products ranging from working
capital, long-term finance, fleet financing, bill discounting, invoice financing, supply chain financing and cash-flow
based clean lending products for SME customers.

- Partnership with Karandaaz:
A new way of evaluating SME creditworthiness has been developed by Bank Alfalah and DigiServ, in collaboration
with Karandaaz. This innovative approach goes beyond the traditional methods of credit risk assessment and uses
a scorecard that incorporates various factors to determine the eligibility of SME borrowers. The scorecard is
designed to help Bank Alfalah offer tailored and affordable credit solutions to SMEs.
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TYPES OF OPPORTUNITIES LIKELIHOOD MATERIALITY

Untapped Potential in Small and Medium Enterprises mm

- Prime Minister’s Youth Business and Agriculture Loan Scheme (PMYBL-AL)
It is an initiative by the Government of Pakistan to motivate the country’s youth to utilise their entrepreneurial
skills and contribute to the economy’s growth. Bank Alfalah is pleased to be a partner in this novel initiative led
by the Ministry of Youth Affairs, Government of Pakistan and regulated by the State Bank of Pakistan. The Bank
has extended finance to various customers under this scheme.

- SME Asaan Finance Scheme (SAAF)
It is an initiative by the State Bank of Pakistan in collaboration with the Government of Pakistan with an aim of
enabling SMEs that cannot offer security/collateral to access bank finance. Bank Alfalah has been selected as one
of the participating banks under the SAAF Scheme. The Bank has extended finance to various customers under
this scheme.

- Alfalah Kamyaab Karobar (AKK)
AKK facilitates SMEs to leverage their business potential to contribute towards economic growth. With Alfalah
Kamyaab Karobar Account, SME customers get utmost transactional convenience along with attractive features
and waivers on banking services essential to manage day-to-day operations.

Penetration in Cash Management and Supply Chain Financing mm

The Bank’s Cash Management business offers numerous positive aspects that contribute to the overall efficiency,
stability, and success of financial institutions. Effective cash management solutions go beyond maintaining financial
stability; they positively influence profitability, customer satisfaction, and the Bank's ability to navigate the complex
financial landscape. Embracing advanced technologies and strategic approaches positions banks to thrive in a
dynamic and competitive industry. Such integration also aligns the bank with national initiatives focused on financial
inclusion and digitisation.

The Bank’s Supply Chain Financing (SCF) is emerging as a progressively prevalent segment within the Bank. The
product suite offers positive outcomes, from improved working capital management to strengthened relationships
throughout the supply chain. This trajectory is anticipated to gain momentum within the forthcoming three to five
years, delineated by three distinct phases: the augmentation of established solutions tailored for suppliers, the
continued amalgamation and refinement of products catering to buyers, and ultimately, the convergence between
solutions oriented towards both buyers and suppliers through digitisation.

Source: External
Impact: Financial
Capital Affected: Financial Capital, Reputational and Intellectual Capital

Strategy for creating value from opportunity:

In recent years, Bank Alfalah has successfully identified and secured a substantial market share in Cash Management,
Trade Finance and Supply Chain Finance. Aligning with SBP's directive to provide tailored financial solutions for
corporations and their stakeholders, the Bank has introduced an online portal called Bank Alfalah Transact to digitise
the trade processes and provide effective cash management solutions to Bank’s clientele.

The integration of Bank Alfalah Transact has played a pivotal role in propelling the cash management & trade
business forward. This digital platform empowers customers to seamlessly transmit transaction requests, access their
accounts globally, and initiate trade-related payments. With its 24/7 accessibility and real-time reporting, it greatly
elevates the convenience of trade transactions.

In line with the Bank’s digital agenda, the Transaction Banking has also launched eSCF, a digital lending platform that
enables our SCF clientele to apply for financing, receive funds and repay loans digitally. Separate portal views are
available for both the corporate clients and their dealer/distributors.

€20C 140d3d TYNNNY
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= (Capitalise on Influx of Home Remittances mm

4
The Remittance Initiative in Pakistan remains a focal point for banks, emphasising not only national support but also
serving as a crucial means of family sustenance for numerous households across the country. Constant efforts are
underway to improve home remittance facilities by promoting financial inclusion, providing more efficient channels
for sending home remittances to Pakistan. The government places a significant emphasis on remittances due to their
role in alleviating pressure on the country’s current account and foreign exchange reserves.
Source: External
Impact: Financial
Capital Affected: Financial, Social, and Reputational Capital
Strategy for creating value from opportunity:
Given the considerable contribution of home remittances to the nation, the Bank ensures that its remittance solution
continues to be safe, efficient, quick, reliable, and best-in-class by staying in line with the regulations, and increasing
the ease of remittance flow for overseas Pakistanis.
The Bank has also significantly invested in marketing activities for creating awareness and promoting legal banking
channels for sending remittances.
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Financial Obligations

The Bank has fulfilled all its financial obligations and has made
timely repayments of its debt/borrowing during the year.

€207 140d3Y TYNNNY
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The Bank is adequately capitalised to overcome liquidity problem, repay debts and meet
operational losses, if any. The Bank's capital adequacy ratio as of 31st December, 2023 was
16.74%, which is higher than the minimum capital ratio of 11.5% required by the Central Bank,

and is adequate to meet future business requirements. This CAR is as a result of efficient
balance sheet management and operational effectiveness.

RISKS & OPPORTUNITIES

The Bank has disclosed its Capital Adequacy Ratio and other liquidity ratios (Liquidity
Coverage Ratio and Net Stable Funding Ratio) in note 45 of unconsolidated financial
statements. The note contains regulatory requirement as well as the Bank’s actual position.

Further, the Bank has given detailed Basel disclosure on its website. Refer
https://www.bankalfalah.com/financial-reports.

Also, refer to note 46 of the unconsolidated financial statements for all Risk Management
Disclosures.
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The Bank manages and controls liquidity risk through a detailed risk management framework,
which is approved by the Board of Directors. The Bank’s Asset and Liability Management
Committee (ALCO) is primarily responsible for the formulation and oversight of our liquidity
management strategy. Under the framework, we closely watch the liquidity position (for all
jurisdictions and at a consolidated level) through the monitoring of early warning indicators
and stress testing, which ensures efficient and timely decision-making.

€20C 140d3d TYNNNY

The Bank's overall funding strategy is based on the principles of diversity and stability, and
includes our equity and deposits. We have in place a set of liquidity ratios such as Liquidity
Coverage Ratio (LCR) and Net Stable Funding Ratio (NSFR), currencies, and at a consolidated
level along with maturity gaps, which are monitored on a regular basis for effective
management of liquidity. Moreover, we are fully compliant with Basel Ill LCR and NSFR
requirements, which shows our ability to meet our short-term funding needs, and availability
of stable funding against our asset portfolio.

A Contingency Funding Plan (CFP) is also in place to address liquidity issues in stress
scenarios for each operation. The plan covers trigger (systemic and bank specific) action
plans along with roles and responsibilities in the event of a liquidity crisis. Treasury prepares
CFPs for all operations on an annual basis to identify stress scenarios and funding plans for
such situations along with early warning indicators. These plans are reviewed by the Risk
Management Division, and are approved by the ALCO annually.

The liquidity profile of the Bank is adequate to cater to unforeseen liquidity crises, and any
operational losses occurring in the normal course of business. As of 31st December 2023, our
Basel lll liquidity ratios, LCR and NSFR, stand at 204% and 161% respectively, well above the
regulatory requirement of 100%. Our strong capital base is evident from our ability to
withstand any liquidity challenge.

The Bank has adequate plans to discharge its liabilities in the normal course of business,
including long-term debts.
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The outgoing year was another challenging one for the overall economy, in particular the
external account remained under pressure. A nine-month standby facility was approved by
IMF in July 2023, providing much needed support to dwindling foreign reserves. This also
paved way for arrangements with other multi-lateral and bilateral lenders. PKR registered its
lowest level of 307.09 against the greenback in the first week of September 2023. The year
ended with official reserves at USD 7.7 Bn, up 148% from a low of USD 3.1 Bn in January
2023. Policy mix in conjunction with administrative measures kept trade deficit in check,

which almost halved to USD 17.5 Bn for 11 months against USD 32.2 Bn for the same period
last year.

RISKS & OPPORTUNITIES

PKR/USD exchange rate at month end in the year 2023

30554

28599 2866

28379 28384 28547 28186

22643

PKR/USD exchange rates

Dec-22 Jan-23 Feb-23 Mar-23 Apr-23 May-23 Jun-23 Jul-23 Aug-23 Sep-23 Oct-23 Nov-23 Dec-23

Source: SBP website

The fluctuation in foreign exchange rate exposes the Bank to the risk of change in values of
foreign currency denominated assets and liabilities, including capital investment in foreign
operations along with forward FX commitments.
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The Bank's currency-wise net open position limits and Foreign Exchange Exposure Limits (FEEL) are
in place to monitor intraday and end of day FX risk. Besides the FX position limits, the pre-defined
'Stop Loss level for Management Action Plan’ is also instituted to manage the said risk.

The above-mentioned monitoring along with stress testing of the foreign exchange portfolio is
presented to the Bank’s senior management and Board Risk Management Committee (BRMC)
regularly.

For more details on sensitivity analysis, please refer to Risk Management (Foreign Exchange Risk)
disclosures in note 46 of the unconsolidated financial statements.
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INFORMATION TECHNALOGY GOVERNANCE & CYBERSECURITY

Technology Governance

d Framework

Information
Policy an

BANK ALFALAH
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Bank Alfalah’s vision is to be recognised as a
technology-driven bank and the leader in
innovation, delivering superior customer
experience. The Bank's technology teams are
geared to provide personalised customer
experiences through innovative product
offerings, leveraging big data analytics,
Artificial Intelligence, and digital platforms,
while extending partnerships with Fintech
ecosystems. Further, streamlined capacity and
resource planning ensure that the Bank is
equipped with the best skillsets and toals,
delivering exceptional value and experience
through high quality digital platforms
powered by highly efficient transaction
processing systems and fault tolerant
self-healing infrastructures.

The Chief Information Officer (CIO) reports
directly to the Chief Executive Officer and
works in close coordination with other
business groups, Board IT Committee (BITC),
Central Management Committee (CMC), and IT
Steering Committee (ITSC). The CIO leads the
Information Technology Group (ITG) and is
responsible for the implementation of the
Enterprise Technology Governance
Framework, and provides valuable strategic
insights to keep the Bank abreast of new
technological enhancements and system
deliveries, ensuring that the Bank is equipped
with innovative, world-class, and robust IT
systems to maintain its competitive edge.

Bank Alfalah’s IT Governance Framework,
policies and procedures are benchmarked to
international frameworks/standards and aim
to yield the optimum level of compliance with
regulatory requirements and best industry
practices. IT governance team ensures
effective implementation of the Bank’s overall
IT and digital strategy, and ensures strategic
alignment between business needs and
technology investments. The Bank, through a
continued commitment to IT governance and
emphasis on providing efficient and secure IT
systems, has been meeting its customers’
expectations in the most innovative and
convenient manner.

Bank Alfalah’s structured set of policies,
processes, and practices guide and control
how information technology (IT) resources and
activities are managed. Key components of
the framework include:

- Structures and Processes: Organisational
structures, committees, and processes
have been established to oversee IT
decision-making, ensuring accountability
and responsibility.

- Strategic Alignment: IT strategy is aligned
with the overall business strategy and
goals of the bank.

- Risk Management: Identifying and
managing IT-related risks to protect
against potential threats and
vulnerabilities.

- Performance Measurement: Implementing
metrics and key performance indicators
(KPlIs) to assess the effectiveness and
efficiency of IT processes and activities.

- Compliance: Ensuring that IT operations
adhere to relevant laws, regulations, and
industry standards.

- Resource Management: Optimal allocation
and utilisation of IT resources, including
human resources, technology
infrastructure, and financial resources.

- Information Security: Implementing
measures to protect the confidentiality,
integrity, and availability of information
assets.

- Communication and Reporting:
Establishing channels for communication
between IT and business stakeholders
and providing regular reporting on IT
performance, projects, and risks.

By implementing an IT governance framework,
Bank Alfalah has enhanced decision-making,
mitigated risks, improved resource utilisation,
and fostered a culture of accountability and
transparency in managing its IT function.

To ensure continuous improvements and
excellence in Technology Governance, the
Bank has successfully carried out an
independent benchmarking assessment
vis-a-vis the COBIT-2019 Framework (ISACA's
globally accepted framework for Governance
and Management of Enterprise IT) and has
already embarked on the journey to upscale
existing practices and frameworks in line with
COBIT-2019 recommendations. The Bank has
implemented Enterprise Project Management
(EPM) to manage portfolios and projects by
providing visibility and control across all
projects. This has been done for effective
decision-making, alignment with the Bank's
vision and strategy, maximising resource



utilisation, and enhancing project execution. Reporting and
Business Intelligence (Bl) tools have been integrated with
EPM to assist in the proactive visibility and management of
Projects, Programmes and Portfolios (3Ps). Technology
Governance in the organisation is strengthened via the
independent Information Security (InfoSec) function
headed by the Information Security Officer (CISO) who
reports to Chief Risk Officer and works in coordination
with technology teams, ITSC and Board Risk Management
Committee. IT and InfoSec teams are actively engaged to
enhance cyber resilience of the organisation and protect
its information assets and customers from the threats any
unscrupulous or ill-intended actors can pose. Over time,
Bank Alfalah has invested time and effort to maintain its
customers’ confidence and stay true to its commitment to
maintaining deterrence by employing in-depth defence
involving industry security expert advisories.

To ensure efficient service delivery, an independent
Service Quality Assurance (SQA) setup is also in place to
focus on business requirements, customer satisfaction,
high performance and strong security in line with industry
best practices. Service standards for all ITG services
offered to business units are commissioned through
Operating Level Agreements (OLAs), whereas the IT
Helpdesk, equipped with specialised technical support
teams, ensures prompt resolution of incidents and service
issues.

The Bank has made further efforts with respect to
technological governance cyber risk mitigation, and
incorporated a top-down approach whereby the Board, via
it's committees, is mandated to:

- Review and monitor the implementation of the SBP's
‘Enterprise Technology Governance and Risk
Management Framework’.

- Monitor the overall impact of the Information
Technology infrastructure and applications on
businesses and customers, and to assess and address
strategic gaps and issues.

- Ensure that effective Risk Management strategies are
designed and implemented to achieve resilience,
including the ability to respond to wide-scale
disruptions, cyber-attacks and attacks on critical
infrastructure in an effective manner.

This allows the Bank to have a strong and robust approach
to monitoring and mitigating any cyber risks.

€20C 140d3d TYNNNY
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Cyber Risks

Cyber risk, i.e., potential exposure of the
Bank’s information and communications
systems to external elements or
circumstances capable of causing loss or
damage, is now amongst the top ranked
Information Security risks that all
organisations face and Bank Alfalah is
cognizant of its significance and possible
impacts. A dedicated Information Security
Division, functioning within the aegis of
Credit & Risk Management Group manages
Information Security risks to the bank’s
technology assets by enforcing compliance
to information security standards &
baselines for IT solutions that support
products and services. Information Security
solutions selection, acquisition, and
engagement with consultants, vendors or
service providers are led by Information
Security Division in close coordination with
ITG. Further, the Information Security
department ensures it continues to play a
crucial role in safeguarding information
systems, ensuring data integrity, and
protecting technological infrastructure from
potential cyber threats via the adoption and
implementation of robust policies and
procedures, as well as undertaking prudent
assessment and awareness programs with a
focus on continuous improvements. These
are elaborated further within this section of
the annual report.

Cybersecurity programs, policies, and
procedures

The Bank has in place a well-defined
Information Security Risk Management
Policy/Framework duly approved by the
Board of Directors. The framework is
supplemented with comprehensive
Information Security Risk Management
procedures approved by the executive
management as well as multiple technology
process / practices specific security
baselines. The framework derives directly
from the regulatory advisories and
mandates as well as from international
standards and best practices.

Based on periodic Cyber Security Risk
Assessments, the bank has instilled a
multilayered Cybersecurity Action Plan
which covers all the key domains of
information security. Identified threats and

vulnerabilities are suitably treated and
revalidated. Furthermore, periodically, the
Bank runs Cyber Risk awareness campaigns
for staff and customers and has clearly
defined standards for Acceptable Use of
Information & Technology resources.

Industry-specific requirements for
cybersecurity and strategy in place

The State Bank of Pakistan has time and
again issued advisories, circulars, and
regulations for improvements in Bank’s
cyber security posture and these are being
complied with on timely basis as well to
provide a secure infrastructure for hosting
the Bank’s customers’ data. Furthermore,
Bank’s approved strategy and industry
specific best practices are also being
followed.

The Board’s evaluation and enforcement
of legal and regulatory implications of
cyber risks and

responsibilities in case of any breaches
The Board has entrusted the Board
Information Technology Committee (BITC) to
oversee the Bank’s technology direction and
risk ensuring that Information Technology
remains a key differentiator in Bank’s
strategy. The objective has fueled the
organisation’s ambitions for automation and
digitalisation thus fostering use of
information and data as a key ingredient for
innovative solution design and product
delivery witnessed by the positioning of the
Bank as customers’ first choice in digital
banking solutions.

The Board and Executive management also
remained mindful of associated risk —
especially Cyber Risk — which is supported
by a comprehensive strategy and plans —
internal as well as by Independent 3rd
parties — for periodic assessments of
effectiveness of technology risks and
controls. The organisation is tuned to
identification of risks — regulatory,
operational, or cyber risks — and ensures
that control designs are effective wherein
people meticulously follow operational
protocols. Besides, all products and services
are marketed only after compliance and
legal groups’ vetting and required risk
transfer mechanisms are effective.
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Board'’s risk oversight function for cybersecurity and
board’s engagement with management

Board Information Technology Committee (BITC) plays a
supervisory/advisory role along with policy making
authorities without infringing on the management
functions. It oversees and review the implementation of
compliance and regulatory requirements. Its
responsibilities inter-alia include to ensure that risk
management strategies are designed and implemented
to achieve resilience, such as the ability to effectively
respond to wide-scale disruptions, including

cyber-attacks and attacks on critical infrastructure.
The Board’s risk oversight function engages with the
management through BITC where it obtains status of
Information Security Key Risk Indicators (KRIs) and
overall cyber security risk posture of the Bank and
subsequently providing advice on timely action against
cyber threats.

Board-level committee charged with oversight of IT
governance and cybersecurity matters and board’s
oversight on this risk

Board Information Technology Committee (BITC)
responsibilities inter-alia include ensuring that risk
management strategies are designed and implemented
to achieve resilience, such as the ability to effectively
respond to wide-scale disruptions, including
cyber-attacks and attacks on critical infrastructure.
Besides, it also oversees the implementation of
compliance and regulatory requirements. Further, BITC
provides oversight on cyber security matters.

The meetings of BITC are held on quarterly basis and
the Chief Information Security Officer (CISO) apprises
the committee on the status of Cyber Security.

Controls and procedures about an “early warning
system” to identify, assess, address, make timely
disclosures and timely communications to the board
about cybersecurity risks and incidents

The Bank has a dedicated 24/7 Security Operations
Center (SOC) within Information Security Division.
Technical and administrative controls have been
implemented to identify, detect and respond to the
cybersecurity events on a timely basis. The status of
Information Security Key Risk Indicators (KRIs) and the
overall cyber security risk posture of the Bank are
communicated to the Board.

Resilient contingency and disaster recovery plan in
terms of dealing with a possible IT failure or cyber
breach and cyber insurance.

The Bank has dedicated Business Continuity Planning
(BCP) and Disaster Recovery (DR) sites to guarantee the

uninterrupted provision of business and IT services.
Furthermore, the Bank has a cyber-insurance policy that
encompasses security and privacy liability, defence
against privacy regulatory actions and penalties, crisis
management, event costs, cyber extortion, loss of
digital assets, and non-physical business interruption.

Education and training efforts to mitigate
cybersecurity risks

To mitigate cyber security risks, the Bank has a security
awareness program through which staff and customers
are regularly advised on staying secure.
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Policy related to independent
comprehensive security assessment of
technology environment including third
party risks and frequency of review of
such risks
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Security assessment of technology
infrastructure and services is of paramount
significance to Bank’s operating model.
Accordingly, internal and external
mandates and engagements have been
effective since years now. Whilst the Bank
has institutionalised security assessment
capabilities amongst Information
Technology as well as Information Security
teams, their veracity and effectiveness is
further validated through quarterly
engagement of independent
vendors/consultants engaged for periodic
technical risk assessment of all critical
systems and services. Furthermore, the
Bank has engaged with service providers
for timely awareness and treatment of any
unscrupulous activities against the Bank.
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Our vision of accelerated digitalisation
involves continuous re-imagination of
traditional business models and to be able
to respond quickly and efficiently to the
demands of clients while offering safe and
simple services for use. Advancement in
digital transformation continues to
leverage 4.0 Industrial revolution (Big
Data, RPA, Block Chain, Al, 10T, Cloud
Computing, and Integration with FinTech
Companies etc.) for innovative banking
services and products and to improve

productivity, efficiency, transparency,
reporting and governance.

INFORMATION TECHNALOGY GOVERNANCE & CYBERSECURITY

Committed to leverage modern
architectures (Real-Time, Agile and
Intelligent) to stay ahead of the curve and
capture the benefits of technology
innovations for more efficient operations,
better customer experience and building
customer advocacy. Encourage ongoing
experimentation and a commitment to
amplify investment on highly reliable and
highly performance driven infrastructure
with an aim to maintain our competitive
edge, technology innovation, availability
and improved customer experience.

gy
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We strongly believe that technology is the
future of banking. Hence, our focus is to
maintain leadership in technology
innovation across the industry. Adopt Core
Banking Solutions transformations and use
emerging technologies such as Artificial
intelligence, Block chain, Digital Currency,
Cloud computing and innovative biometrics
solutions to address real-world challenges
and opportunities. By staying at the
forefront of technological advancements,
fostering a culture of innovation, and
further expending digital transformation,
empowering tomorrow'’s technology today,
turning ideas into reality ensuring
sustained growth and value addition to the
market, we position ourselves as
forward-thinking innovators in the
financial industry.

Information Technolo

Advancement
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Enterprise Resource Planning (ERP) Softwares

Qver the years, Bank Alfalah has been on the path
to consolidate its core enterprise systems and has
strategically chosen solutions like Temenos T24,
IRIS5, IBM EBS, Oracle ERP, Oracle OBDX, Oracle
Hyperion, Unison etc. keeping in perspective the
compatibility of existing offerings and future
possibilities. These solutions promise principal
commitment to maintaining leadership position on
solution boards, sustainability, scalability and
synergic fit with in-house developed surround
applications ecosystem which seeds diversity and
innovation in the Bank’s prepositions to its
customers emanating from all segments and
origins.

Design to manage and integrate the functions of
core business processes / modules like finance,
HR, supply chain and inventory management in a
single system

Bank Alfalah is systematically attuned to secure a
360-degree perspective for its customers,
employees, suppliers, partners etc. to service their
needs whilst having an elevated understanding of
the balance between behaviors and organisational
objectives. Such enabling platforms are a product
of micro decision contributing to one strategic
design and has been powered by synergies
capitalised through integrations of core enterprise
systems. The most mentionable catalysts here shall
be the Bank’s Big Data and Bl solutions, however, it
would not have been possible without core
enterprise systems like Temenos T24, IRIS5, IBM
EBS, Oracle ERP, Oracle OBDX, Oracle Hyperion,
Unison etc. that are pivotal in management of core
business processes including but not limited to
finance, HR, Supply Chain, Inventory Management
etc. leveraging core enterprise systems for each
key internal segment of the organisation.

Management support in the effective
implementation and continuous updation

Technology investments have been amongst the
key highlights of annual capital and operating
expenditure. The Bank's management is
structurally involved and has always pledged
substantial support to ITG and InfoSec whilst
selecting solutions that are relevant, scalable and
sustainable. They propel organisational
commitment to maintain leadership position as a
solution provider. This bonding yields synergies
when leveraged with in-house organically
developed surround applications ecosystems thus
seeding diversity and innovation in the Bank’s
prepositions to its customers emanating from all
segments and origins. The management’s resolve
and dexterous leadership is frequently applauded

and recognized through prestigious awards to
Bank Alfalah that amongst others also feature Best
Digital Bank.
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User training of ERP software

All new users undergo formal training program
before active engagement in operational activities
whereas mandatory periodic reinforcement
programs are also put in place. The training
programs do not limit the scope only to the usage
aspects of core enterprise systems but — amongst
other — also provide coverage over delicate and
critical areas (e.g. acceptable use of Information &
IT resources standards and regulatory/reputational
risks involved in AML / CFT) respectively.

Managing risks or controlling risk factors in ERP
projects

ITG Project Management Office (PMO) is staffed
with seasoned professionals who plan and control
all the core enterprise projects including ERP. From
the very outset, Information Technology Steering
Committee maintains oversight of these projects,
whereas it is supported by Project Steering
Committee(s) and high-powered project teams
usually including IT, InfoSec, Business, Operations,
Compliance, Finance, Ops Risk. Teams carefully
draw the project scope, objectives and tentative
project plans that are presented to ITSC for
approval and oversight. PMO performs critical path
analysis and maintains track of activities that could
risk delays in the implementation or could
adversely impact project scope & deliverables.
Detailed risk registers are maintained and
presented to executive management & ITSC for
perusal and guidance. Such detailed approach has
ensured that all ERP projects in the Bank are
successfully completed delivering the project
objectives and value to the satisfaction of
stakeholders.
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Assessment of system security, access to
sensitive data and segregation of duties

All key teams, i.e. InfoSec, Business, Operations,
Finance, Ops Risk and Compliance and so on, are
engaged from the initial stage, thus ensuring that
solution proposal brief capabilities in areas of
Information Security, Role-based Access Control
Mechanisms, handling, masking of Sensitive
Personal / Cardholder data, process controls, as
well as assurance regarding secure coding and
quality assurance practices by solution providers.
Besides, once core enterprise systems are ready
for production, robust security and user testing by
all key teams is ensured to ensure that the solution
meets minimum defined standards for system
security, access to sensitive data and/or
segregation of duties.
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Sustainability strategy

Sustainable banking involves strategic planning and execution of banking operations and
business activities while taking into consideration the environmental, social and governance
(ESQG) impact. Banks stand to play a major role in achieving the United Nations Sustainable
Development Goals (SDG). Carrying on from this, Bank Alfalah is embarking upon it’s journey
to align its strategic objectives in a sustainable manner. The Bank aims to positively impact
the community by way of implementing SBP’s Green Banking Guidelines to manage
environmental and social risks, assess the Bank’s environmental impact, ensure alignment
with the Environmental, Social and Governance (ESG) indicators as determined by the
Pakistan Stock Exchange and undertake strategic hiring and nurturing of talent.

SUSTAINABILITY & CORPORATE SOCIAL RESPONSIBILITY

The Bank has adopted ESG as one of its strategic initatives. This strategy is approved by the
Board. Please refer “Strategy and Resource Allocation” section of this annual report for the
Bank's strategy incorporating sustainability aspects.

Board’'s Statement

In our ongoing commitment to advancing sustainable practices, the board has approved aligning
the Philanthropic Investment policy with the Sustainable Development Goals (SDGs). This strategic
alignment is designed to contribute to and uphold Bank Alfalah's overarching Sustainability
strategy.

The SDGs are bifurcated into three fundamental areas, each intricately interwoven with Bank
Alfalah's core principles. These areas include Social Capital, which focuses on fostering societal
well-being and inclusivity; Economic Capital, which emphasises responsible financial practices and
economic empowerment; and Environment Capital, which is dedicated to environmental
stewardship and sustainable practices.

By adopting this approach, Bank Alfalah is reinforcing its commitment to societal and
environmental betterment and strategically positioning itself to contribute meaningfully to the
broader global agenda of sustainable development goals. From now on, our agenda CSR policy is
'Committed to a sustainable way forward by improving the social, economic and environment
capital of the people'.
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Please refer Directors' Report, and writeups within this section of the Annual Report for the
Bank's efforts and collaborations pertaining to Corporate Social Responsibility initiatives.

Chairman’s vision on sustainability

Please refer Chairman’s Message for his vision and views on sustainability and the steps taken by
the Bank.

Sustainability Report
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Philosophy

Sustainability is one of the key areas the Bank focuses on. The Bank ensures that its operations are directed towards
creating a more sustainable, healthier, safer, and community-caring organisation. As part of the Bank’s sustainable
approach, effective controls, efficient procedures, community care, ethical standards and natural capital protection are

keenly ensured.

The Bank strives to increase the scale, efficiency and profitability of its operations in a way that helps it become a socially

responsible corporate citizen.

Highlights of the Bank’s Sustainability Programme:

MER
EMPOWERMENT

(

1,100+ ATMs
and
300+ Cash Deposit
Machines and 40+
Cash and Cheque
Deposit Machines
Alfa App

96%
ATM Uptime

EMPLOYEE
EMPOWERMENT

Customer Awareness
- SME: 40+ sessions;
5,500+ participants
- Agriculture: 20+
sessions;
1,200+ farmers

(

Total Employees:
14,738

Female Employees:

3,008

J]L

Medical Facility:
Rs. 568 Mn

to employees and
dependents

COMMUNITY
COOPERATION

Education
Assistance to
239 Employees -
Rs.13.1 Mn
Trainings to
13,320 Employees

[

Donations Paid:
Rs.1.2 Bn
Charity Paid:
Rs. 55.0 Mn

J[L

Zakat Paid:
Rs. 128 Mn

Employee Welfare:
Rs. 51.3 Mn
Staff Benefited: 371
&

Flood Relief to staff:
Rs. 104.0 Mn
Staff Benefited:
479

RESPONSIBLE
FINANCING

J[L

(

Supply Chain
Financing
Borrowers: 826
Financing:
Rs.3.1Bn

Active participation
in governnment
sponsored financing
and initiatives

SME Financing
Borrowers: 6,592
Financing: Rs.34 Bn

@ ENVIRONMENT
Renewable Energy
Financing Projects

{

Green Banking

Financing: - Bagasse: 3 150
Rs. 23.9 Bn - Wind: 4 Solar powered ATMs
- Solar: 2
- Hydro: 2
4
il
‘Q/ ECONOMY
Contribution to
National Imports: Rs. L300+ Bn Remitt“a\nces to
Exchequer Exports: Rs. 650+ Bn Pakistan:
Taxes paid: USD 3.7 Bn
Rs. 42.2 Bn

€207 140d3Y TYNNNY

185



SUSTAINABILITY & CORPORATE SOCIAL RESPONSIBILITY

<7 T

Pillars of the Sustainability
Philosophy

Customer Empowerment

At Bank Alfalah, what matters the most is the customers.
The Bank does everything in its power to provide the
customers with the best service possible. Understanding
that customer needs may change over time, the Bank is
always willing to take initiatives by finding new and
innovative ways of serving the customer-base better.

With constant innovation efforts towards enhancing
customer journeys, the Bank has adopted a strategy keenly
focused on analysing and catering to customer needs. The
Bank empowers its customers to recognise their needs and
fulfil them using the Bank’s provisional capabilities. The
Bank continuously strives to drive improvements in service
culture and create new avenues for enhancing customer
journeys.

The Bank listens and learns from its customers, and tailors
its solutions to help customers achieve their goals. The
Bank is not afraid to challenge itself and the industry
norms, and is constantly seeking new and better ways to
serve its customers and move forward together building a

186 strong relationship that lasts for generations.
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e Service Leadership and Digital Innovation

The Bank has been shifting the paradigm of its service
provision with a key focus on streamlining its
operations and mitigating thematic issues. In line with
this, the Bank has identified areas of improvement
regarding its banking services and as been devising a
multi-pronged strategy to effectively address them.

Being an industry leader when it comes to the
innovative payment landscape, the Bank understands
the responsibility of driving society towards digital
innovation. A few examples of the Bank's technologies
include the Alfa app, internet banking, QR Payments,
Alfa Payment Gateway, Alfa Fee Collection Portal,
(CDMs, ATMs/KIOSK, POS machines, Digital lockers,
Digital deposits products, instant Digital lending,
WhatsApp Bot and Orbit Rewards. These help the
Bank’s customers perform banking transactions swiftly.
All of the Bank's digital innovations are motivated by
its goal to provide comfort to its customers.

Comprehensive services on Alfa Mobile App:

The investment in digital assets such as Alfa Mobile
Banking & CDM network has resulted in increase of
transactions and usage. Over the past year, the

adoption of the Bank’s mobile banking app (Alfa) has
skyrocketed reflecting the evolving preferences of its
tech-savvy customers.

Alfa app is the epicentre of convenience for the
customers. It offers a wide array of services, ranging
from account opening to bill payments/transfers to
investments, digital lending, cashless QR payments and
even Buy Now Pay Later facility. This one-stop digital
platform simplifies financial transactions, making it
easier and faster for customers to manage their
finances, ultimately saving them valuable time and
effort, with reward points (Orbits) earned on a variety
of transactions.

Digital/Paperless Account Opening:

The Bank has also launched RAPID, a Digital Customer
On-boarding Platform in branches, Website, Alfa App &
Kiosks. Around 95% of the total eligible bank accounts
are opened digitally (paper-less). This has also helped
in digitising customer behaviour from the beginning of
the relationship which is also manifested in the
growing Digital to Branch transaction Ratio.

Largest Cash Deposit Machine Network:

Bank Alfalah has taken the challenge of converting
cash deposit from teller to machine allowing such
transactions to be available 24/7, even after banking
hours or on holidays. The Bank has a network of 400
Cash Deposit Machines and takes pride in operating
the country's largest Cash Deposit Machines (CDM)
network, with an impressive annualised throughput.

Transaction Banking and Cash Management
Transaction Banking and Cash Management provide a
wide range of value-added services to corporate and
SME clients through the Bank’s vast network of online
branches. Streamlined and optimised products
empower customers to promptly access their sale
proceeds from across the country, backed by a
real-time Management Information System. Alfalah
Transact is an electronic platform which enables
corporate, middle market and SME clients to securely
prepare their payment instructions and transfer them
in real-time to the Bank. The Bank can receive these
instructions securely and process them electronically
after due validation and verification with convenience,
security and cost efficiency.

Alfalah Transect

The Bank, through its Alfalah Transact (OBDX) portal,
extends trade and term deposit services to customers
utilising the customer interface on the portal for the
submission of transaction based requests. Further,



Alfalah Transact (OBDX) offers Term Deposit services,
including issuance, amendment and encashment, for a
seamless straight through process TDR at standard
rates as well as special rate TDRs facilitated through
customer interface service requests on the portal for
transaction based requests. Moreover, this allows
customers to conduct various business transactions on
the go, including trade related payments and option to
check the status of Letters of Credit (LCs), Cash
Management Payments, Accounts Statement View,
Loan and Finances Position. This digital platform with
its quick and easy onboarding process allows users to
access their accounts globally with 24 hours
accessibility, initiate transactions and get real time
reporting as required.

Customer Protection

The Customer Protection policy includes
comprehensive guidelines for managing customers
throughout their journey spanning product
development, sales practices, marketing activities,
communication protocols, and customer handling. The
Fair Treatment of Customers policy is a crucial
component of the orientation and training programme
designed for newly on-boarded employees.

In line with the Financial Consumer Protection policy,
the Bank’s philosophy is to treat customers with
utmost care and responsibility and walk alongside its
customers throughout their financial journey. The
end-to-end journey is viewed with a customer centric
lens. Customers can access clear and transparent
information about the Bank’s products and services on
its website and through other touchpoints. They can
also conveniently perform their financial transactions
around the clock through a variety of physical and
digital channels. In the event of any concerns, the
Bank’s frontline and 24/7 operative contact center is
accessible to provide assistance both prior to and after
customers have utilised our products/services.

Customer Experience Management

The infrastructure of Customer Experience (CE)
Management at Bank Alfalah consists of several units,
which monitor and oversee the quality of service at the
touchpoints that make up a customer’s journey.

Customer Satisfaction

To monitor customer satisfaction, the Bank's Voice of
Customer (VOC) team conducts daily surveys to directly
gather detailed feedback from customers. This
proactive approach enables the Bank to consistently
identify areas for improvement and adapt to the

evolving needs of its customers. The Digital Survey
Platform enhances the Bank’s reach, allowing it to
collect immediate feedback from customers every day
in real-time through ROBO Calls and SMS Surveys. The
Bank continuously conducts global and local
researches into emerging trends and industry best
practices to ensure that the Bank stays ahead of the
curve and that customer journeys are optimised at all
levels.
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Process Optimisation

Bank Alfalah continues to keep a close eye on
complaints, processes, and channels to identify areas
of improvement, which are then undertaken as projects
in order to enhance operational efficiency and drive
improvements within the organisation. This is done to
ensure that the Bank's customers are served with
utmost care and their experience is as convenient and
up to the standard as the Bank has committed.

Quality Assurance

Customer Experience measures and manages
performance quality through various service
parameters across the Bank, at identified key
touchpoints for the customer such as Retail and Islamic
Banking, Consumer Finance, Digital Banking, Contact
Centres, and other support units that enable these 87
touchpoints through peripheral service provision.

Transactions Success Rates

Various score improvement initiatives were undertaken
to accelerate the processing and transaction execution
time. For example:

o Credit Card Transactions Success Rates improved
in 2023 to 96% from 93%, an improvement of 3%
compared to last year.

o Debit Card Transactions Success Rates remained
consistent in 2023, compared to 2022, being 97%
across both years.

The above success rates were a result of various steps
such as SMS, notifications and spend based profiling.

Customer Engagement
Bank Alfalah is centred around customer satisfaction,
actively pursuing opportunities to enhance customer
convenience by extending its services and adapting to
evolving business dynamics to remain both relevant
and competitive. The Bank aims to reach new
customer segments, digitise product and service
offerings, enhance efficiency through automation and
innovation, and leverage analytics to adeptly address
the needs of its customers’ At Bank Alfalah, custd
are kept at the core of the Bank’s business, and a
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provided with convenient channels for engagement
and interaction The Bank constantly strives to target
emerging corporate segments through its diverse
product propositions, catering to the new
requirements of its corporate clients. These pursuits
are complemented by an ever-increasing reach, via
multiple communication channels through which the
Bank’s customers can connect with it.

The communication channels used by Bank Alfalah to

engage with customers are as follows:

o Branch Banking

o Consumer Finance Centres

o Face-to-face meetings (at client premises)

o Vertika (screens displaying key information and
these are placed in high footfall areas)

o Alfalah Contact Centre

o Email

o Website

o Internet Banking

o Mobile Banking/Alfa

o ATMs

o Facebook

o Instagram

o Twitter

o Letter

o Live Web Chat

o Television

> Radio

o Print Ads

o WhatsApp Banking Channel
o Ask Alfa

o Press

Safeguarding Customers’ Information
Bank Alfalah places a strong emphasis on the security
and protection of customers’ information. The Bank
has strategically invested in enhancing security control
enhancements, including Advanced Threat Analytics
and Protection, Cyber-attack incident response and
forensics, along with enhanced automated technical
vulnerability compliance management solutions and
improved DDOS Protection. The Bank’s Security
Operating Centre operates proactively on a 24/7 basis.
The Bank takes necessary proactive measures to
counteract potential threats and has also deployed
strong security controls at its critical touchpoints.

The Bank's Infrastructure and Networking is one of the
most sophisticated and robust in the local banking
industry, with improved resilience through
Demilitarised Zone (DMZ) micro-segmentation,

enhanced Militarised Zone (MZ) containers, enhanced
quality of service (QoS) at core and branch level, WAN
Access Control List (ACL) enhancements, improved
branch link optimisation with traffic engineering, and
deployment of next generation network switches and
firewalls. This has in turn resulted in a high level of
security and excellent service response time/TAT.

In addition to proactive measures to mitigate potential
threats, the Bank has implemented robust security controls
at critical touchpoints. This includes the activation of
Biometric facility on all channels, including branch, mobile
app and tablets, as well as the incorporation of EMV chip and
pin technology and 3D Secure e-commerce transactions to
enhance card based security. Bank Alfalah's security
infrastructure is considered to be the best-in-class and
ahead of the industry.

The Bank successfully implemented the Payment Card
Industry Data Security Standard (PCI DSS); a set of
Information Security standards that aims to secure
credit and debit card data and transactions. It
enhances cardholder data security and provides a
baseline of technical and operational requirements
designed to protect card data. The PCl Standard is
mandated by card brands and administered by the
Payment Card Industry Security Standards Council with
the objective to enforce unbreakable controls over
cardholder data, to minimise the risk of fraud.

At the Bank, access to sensitive information is based
on Two-Factor Authentication (2FA) token, sensitive
data is encrypted and DLP (Data Loss Protection)
policy is implemented. This ensures protected and
secured access to the customers’ data limiting
unauthorised intrusion.

Customer Awareness

The Bank effectively leverages social media to enhance
customer awareness by implementing a comprehensive
strategy. The Bank delivered engaging and informative
content, including financial tips, product highlights to
captivate their audiences. Through consistent posting
and interaction, the Bank fostered a sense of
community, building trust and credibility. Social media
platforms became a dynamic space for customer
interaction, showcasing the Bank's commitment to
customer satisfaction and awareness. Radio ads were
broadcasted in various regions, each in its indigenous
language, with the aim of promoting financial
inclusion. Recognising the substantial unbanked
population in these areas, the decision was made to
tailor the ads to the local languages, ensuring that the
message reached and resonated with the target
audience of these regions.



To reach out to customers in untapped markets, the Bank
continues to expand its branch network into new and
remote areas along with activating digital on-boarding
through Rapid. The Bank keeps its customers updated
with the Bank's products and services through all
communication media like SMS, emails, flyers, etc. The
Bank’s branches and staff are consistently trained to
ensure that all existing customer queries are answered
and needs are satisfied.

The Bank adopts various modes of communication to
make its customers aware about banking products,
services and key regulatory guidelines having an impact
on customers having daily banking needs. Further, to
promote and create awareness of legal banking channels
amongst the masses, the Bank has consistently invested
in marketing campaigns both here in Pakistan and in key
remittance sending countries abroad. With these
campaigns the Bank has strived to inform customers
about the key benefits of sending remittances through
legal channels, including free of charge remittance
payments under the PRI model, competitive conversion
rates, and other incentives such as prizes/gifts/giveaways,
etc. In addition, the investment in technology by the Bank
allows it to enhance and extend the scope of remittance
payouts to include customer to business bill payments for
1,000+ companies in Pakistan and also business to
customer payments to freelancers working in the country.

In addition to the traditional form of customer service
using the voice channel (contact center), other digital
initiatives mentioned below have been incorporated
into the suite of customer services channels.

WhatsApp Banking Channel BOT:

The Whatsapp banking platform enables customers to
get information regarding the different banking
services. Customers are able to activate their debit and
credit cards in an instant. Loans, offers and discounts
are also provided. In case the customer needs to
further inquire about a service that has been searched
on Whatsapp, the chat with agent feature can be easily
accessed. Bank Alfalah leads the industry with this
information and customer service channel. WhatsApp
banking also allows financial transactions such as fund
transfer, bill payment etc.

ChatBot

With the introduction of Chatbot, customers can now
avail instant response to their banking needs and
queries. This allows the customer to reach out to the
Bank without any additional cost associated and allows
them to receive quick, convenient, and personalised
service.

SMS Banking:

By sending predefined codes on Bank Alfalah’s short
code 8287, customers are able to check their account
information and even perform various financial
transactions. A few of these SMS banking services
include checking account balance, looking up their last
5 transactions and accessing their credit card
information. Furthermore, customers are also able to
initiate their cheque book requests, request
information about their orbit points and last but not
least, payment of bills of registered phone number and
credit card is also possible.
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This is a subscription based service which enables the
customers to keep track of all of their transactions.
Customers are able to receive text messages as
transactions take place in their accounts, orbits,
consumer finance products, wallets etc.

Digital Financial Services Desk

Dedicated digital financial services desk provide
personalised assistance, helping the customers make
the most of the Bank’s digital offerings, from online
banking to mobile apps and more that previously were
only offered at Contact Centre / helpline. Hence if one
walks into branch, he/she should not be redirected to
any other channels for service.

T — R
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Financial Literacy

Bank Alfalah, living up to its unmatched legacy to
facilitate financial inclusion and literacy, has had the
same embedded into its year on year business and SME
acquisition strategy. The Bank relies on its varied
channels to support the inclusion, NFAS (Non-Financial
Advisory) being one of the most resilient and vibrant
modes which acts as an enabler to bridge the gap
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within the unorganized / undocumented business
clusters. NFAS liaises and collaborates with multiple
support agents in its pool (such as Trade Associations
& Service providers) and addresses the gaps of
inadequate knowledge, understanding awareness &
empathy of the lending options available within the
financial market. These associations / agents guide the
participating micro, small and medium enterprises
(MSMEs and SMEs) to become bankable. Apart from
this unique skill set Bank owns and runs its very own
SME Tool kit, as an awareness and self-help web based
free of cost solution equipped with self-help tutorials
in terms of skill enhancement and developing an
understanding of banking documentation. The Tool Kit
is a versatile access point where an SME can develop
horizontal and vertical linkages locally and
internationally. This portal also helps in development
and understanding of SME related financial documents.
Similarly the Bank on regular basis conducts Market
Storming sessions with the SME clusters operating
within the country. This is also another major avenue
which generates multiple leads for NFAS to hand hold
and guide businesses to next level to be formally
documented and become bankable.

Agri, on a similar note, has made quantum leaps in
accessing worthy pockets of untapped prospects, here
the access is through the Agri based Support & Service
providers. Bank Alfalah understands the potential of
untapped operatives with high appetite for guidance,
and limited access to finance and finance related
know-how. Through its different support providers, the
Bank'’s intention is to be the catalyst of change by
uplifting the rural economy and empowering the
unbaked and underbanked segments such as farmers.
Quite recently the Bank has engaged service providers
with tech based solutions, the application of which
would result in a paradigm shift in farming techniques.
Agri tech solutions for smaller farmers, once socialised
properly, would facilitate the advancement process in
this sector. The Bank, in this process, has successfully
accessed over 5,500 SMEs and business owners during
various initiatives. It is also pertinent to mention that
Bank Alfalah is the front line partner with the State
Bank of Pakistan, and its efforts in the SME and Agri
space are duly acknowledged by the Government & the
Regulator. Furthermore, the Bank has engaged with
more than 1,200 farmers and Agri related business
owners in over 20 different events across Pakistan.

A

Bank Alfalah

‘The Way Forward

Agri Awareness
Session on Fisheries
held in Multan

Awareness Session was conducted by Bank Alfalah at the Fish Farm of our
valued ETB borrower Mr. Malik Muhammad Azhar Mushtaq, an November 15,
2023. SBP Multan officials also visited the session. This session was a part of
program aimed at imparting financial importance among the rural masses and |

jing them to avail vari ses: ER

‘was attended by 35 local fish farmers of the area. During this session the
audience were informed about various Products of our Bank, approval

flow and required ion. In addition to this various SBP's
re-finance schemes were briefed to participants and salient features were
discussed by SBP officials. Pmﬂlnshmd!um of Bank Alfalah Agri
Products, i among
the participants.

‘The information was very well received by the audience and their queries
were effectively addressed. Special thanks to Mr. Muhammad Shafi Anjum-
RSM, Agri Multan and Mr. Zulqamain Tariq - RM, Agri Abdal Road Branch for
‘organizings the session in a successful manner.

n QR Code to Access

Alfalah WhatsApp.
= 021 111 225 111 | wwm.bankalfalah.com

{ %
Bank Alfalah _*_
The Way Forward Banking 2023

Bank Alfalah conducts sessions in Multan to educate
expatriates regarding legal remittance channels

Bank Alfalah recently held a highly successful briefing session at the Multan Protectorate
Office with valuable support from the State Bank of Pakistan and Protectorate Office, Multan.
The session was dedicated to enlightening expatriates about the crucial importance of utilizing
legal channels for remitting money back home to their loved ones. By equipping expatriates
with this invaluable information, Bank Alfalah is empowering them to make informed decisions
that not only benefit their families but also contribute to the overall development and

prosperity of the nation.
Sﬂnuk(unzmm
Pz Q- ﬂoz:umsm | www.bankalfaish.com
Bank Alfalah _@g i,
Backing. Honing Frace 2022

The Way Forward

Smart Agriculture Transformation Workshop
Sponsored By Bank Alfalah

Smart Agricuiture
Transformation Workshop

Bank Alfalah sponsored Smart Agriculture Transformation Workshop held at the

Department of Plant Pathology, University of Punjab for the farming community

and Agri industry experts. The objective of this workshop was to impart

on emerging chall to agriculture, adoption of climate smart
technologies and access to finance.

St:an QR Code to Access
25 B
\. QﬂzlulmIH]wnhthllhm




Women Economic Empowerment

Gender diversity, and women empowerment in terms
of financial support and assistance, is one of the key
agenda items. With similar tools of customized SME &
Agri pre-structured products, the Bank has been a
front runner amongst the large sized Banks operating
in the country. At 52% population strength, it is Bank’s
top priority to facilitate and transform the banking
journey of a huge female population. It is the Bank’s
belief that this can be a promising economic growth
engine, and, if channelled properly, it can become a
major force within the economic arena. Women specific
programs are the Bank’s top priority and the Bank’s
efforts are well recognized within the female business
environment. Today Bank Alfalah takes pride in being
the first ever financial intuition to sponsor a full female
incubator in collaboration with ‘Ladiesfund’ As part of
this initiative, a set of international trainers were
engaged to guide women-led businesses to step up a
level and empower them with new options to tap into
growth and sustainability. To date, the Bank being the
major participant to empower women businesses in
collaboration with the regulator, proudly holds
approximately 25% of the allocation of total "Women
Entrepreneurs scheme.” This makes Bank Alfalah the
largest portfolio holder within the Pakistani banking
industry.

As part of the Bank’s strategy, women businesses
within SME & Agri space are approached & supported
towards becoming more organised and bankable.
Another moment of pride is the acknowledgment of
Bank's efforts towards female economic empowerment
by the President of Pakistan. It is pertinent to mention
that these is a sizable number of Women
Entrepreneurs with the regulator subsidized schemes
of Modernization, PMYB& AL and SME Assan program.

Financial Literacy Sessions

for women's Econemic Empowearment

@UN 22
woMEN Ed

I — 5 == ——
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Poverty Alleviation

Bank Alfalah’s digital banking intiatives come with a
proposition of convenience to the underbanked and
the unbanked. BAFL proudly serves 2Mn+ BISP / Ehsaas
beneficiaries, 150K+ blue-collar workers and 500k+
EOBI pensioners through end to end digital branchless
banking services. RDA, Remote Account Opening
(RAPID) and Alfa Accounts (wallets) can be opened
through full-fledged digital modes in conventional and
Islamic variants, to suit a variety of customers including
women, freelancers, digitally savvy youth, faith conscious
customers and overseas Pakistanis and their families.

Bank Alfalah also boasts its footprint of Agent Network
in the country, with concentration in the northern 191
parts of Pakistan and Punjab to serve the G2P

mandates, allow for easy Money Transfer, Bill Payments

and Airtime purchase activities using its Branchless

Banking license.

Innovative Product Design

The Bank works on offering new and exciting products
that cater to its customers’ needs. The Bank has also
been mindful of reaching out to underserved
segments, by launching products that are in line with
government initiatives and comply with current
regulatory requirements. Here are some of the new
Islamic and Conventional products that the Bank has
introduced:

Regulatory Products
The Bank participated in various government drives
and launched the following new products:

o Electronic Money Institutions Account
Banks are now able to open EMI accounts. For
instance, promoting and stimulating innovation
within the payment sector, enhancing financial
inclusion nationwide and last but not least, set up
a regulatory framework for electronic money
institutions (non-banking entities).
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-
s There are a lot of products, services and solutions o Islamic Refinance and Credit Guarantee Scheme
g regarding payment processing and alternative for Women Entrepreneurs (IRCGS-WE)
§ banking which are provided by EMIs. These This is a financing facility to women entrepreneurs
E services span from merchant accounts and to meet financing needs of their businesses in line
< cross-border money transfers to premium with the Government of Pakistan's policy to
g payment cards and a specifically tailored private support and revive economic activities in the
g banking approach for corporate clients. country and SBP’s measures for improving access
= to concessional financing for the women
§ BAFL was the first bank in the industry to entrepreneurs.
z introduce an account tailored for EMI institutions.
g This was done in order to address the growing e Electronic Warehouse Receipt Financing (EWRF)
needs of this sector and to ensure that EMIs In line with government policies to support
would be able to operate efficiently by having farmers and boost agriculture sector, BAFL-IBG
access to the Bank’s digital platform will be offering Electronic Warehouse Receipt
Financing (EWRF) to its customers. EWRF is a
e SME Asaan Finance (SAAF) Scheme product for farmers to avail financing facility from
SAAF scheme is an initiative which is undertaken banks by placing their produce and agricultural
by SBP in collaboration with the Government of commodities with Collateral Management
Pakistan. The objectives of this scheme include Companies (CMC). State Bank of Pakistan has
providing unsecured financing to SMEs that are taken this initiative of EWRF in view of the role of
unable to offer tangible securities. Bank Alfalah, warehousing regime in increasing food security,
due to its reputation is among a selected group of reducing post-harvest losses and allowing bank
banks that have been entrusted with a target financing to farmers against commodities as
under [-SAAF to encourage growth of the SME collateral. It will encourage investment in
sector in Pakistan. BAFL offers both conventional agricultural infrastructure in terms of building
and Islamic loan variants under the SAAF program. new, modern and commercially viable warehousing
infrastructure.
192 e  Prime Minister's Youth Business & Agriculture
Loan Scheme (PMYB&ALS) e  Markup Subsidy and Risk Sharing Scheme for
With PMYBRALS scheme, the focus is placed on Farm Mechanization (MSRSSFM)
the youth of this nation. This initiative aims to tap Bank Alfalah Islamic under MSRSSFM has
into the proactive and determined attitude of the introduced GoP profit subsidy and risk sharing
youth that can be a significant driving force to the scheme for farm mechanisation under the PM's
economy’s growth. BAFL in support of this Kissan Package- 2022 for farmers. Under this
initiative is offering various lending products scheme, the subsidy and risk sharing (25% first
keeping in mind the needs of its prospective loss on disbursed portfolio) will be borne by GoP.

customers. The aim is to empower the youth into
building their SME business set ups.

A g ’1;‘ ol
BankAlfaah | @ @ ' Lo otk
PRIME MINISTER'S YOUTH BUSINESS

& AGRICULTURE FINANCING SCHEME

(PMYBRAFS)

Eligibility:

= All citizens of Pakistan holding CNIC,
(18 years for IT/E-Commerce related
matriculation or equivalent education)

Financing Tenor:

+ For Long Term/ Development Financing: Up &
(Grace Period of up to 1 Year)

+ For Working Capital/ Production Finance: Up
(Option for Grace Period wherein only Rental/ PF
be payable during first 2 years)

Financing Structure:
. Limit Cops (PKR)

Tier 2(T2) » (15008 tn 15008 500% pa. Clean,
Tar3W | >1s00Mue7so | oowpa | Asperd

Application Process:
Apply through PMYP Online Portal
at https://pmyp.gowpk/bankform/Ne
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Other Products and innovations
The following improved and innovative product suite
were launched during the year.

Distributor Financing

In order to address the growing needs of clients
in the areas of treasury, sales and supply chain,
BAFL has introduced the Distributor Financing
(DF) Product. The Bank's Supply Chain Financing
Program strives to collaborate with corporates
and their value chain partners to create tailored
solutions and products for their primary buyers.
The objective is to enhance working capital
efficiency and offer liquidity support. Despite the
challengi