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Over the last decade, Bank 
Audi has poured its energy 
into developing its cards and 
e-payment solutions offerings; 
as a result, the Electronic 
Payments and Cards Services 
(EPCS) business grew to such 
an extent as to give the Bank 
control over around 40% of the 
Lebanese cards market. 

However, given that payment 
technologies are evolving at 
a fast pace, and in light of the 
Lebanese market’s maturity, the 
Bank decided to spin off and sell 
part of its cards business into a 
separate entity, Areeba, to cope 
with the constant evolution, 
as well as to cater for a larger 
audience.

This operation, hence, broadens 
Bank Audi’s business horizons, 
allowing it to focus more on 
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GROUP – BANK AUDI 
LEBANON  SETS UP 
ITS CARDS BUSINESS 
INTO AN INDEPENDENT 
COMPANY



business development and 
sales, while enhancing customer 
service, and streamlining all 
operations between Retail 
Products and Cards.

During 2016, internal teams 
were brought together from 
a multitude of departments 
to carry out the design and 
implementation of the carve 
out, leading to the creation of 
the new independent entity. 
The carve-out covered specific 
operations: cards issuing, 
merchants’ acquisition, as well 
as loyalty cards management 
and operation, while specific 
tasks such as marketing, 
customer relations, product 
development, and credit risk 
will still be run by the Bank. 

As a result, the cards business 
was successfully launched as a 
separate, independent, and new 
company, Areeba, on December 
31st, 2016.

On March 31st, 2017, M1 
Financial Technologies (Holding) 
SAL, a subsidiary of M1 Group, 
agreed on acquiring the shares 
of Areeba from Bank Audi, with 
the transaction expected to close 
by the end of June 2017, subject 
to the Central Bank’s regulatory 
approval.

Carve-outs are common practice 
among corporations and 
particularly in this sector. For 
example, First Data, a global 
payment technology solutions 
company, which spun off from 

American Express and went 
public to serve card issuers, 
merchants, and consumers. 

Another example is  Dubai based 
Network International (NI), who 
provides payment solutions for 
banks, financial institutions, 
and retailers in the Middle 
East; NI was founded in 1994 
and operates as a subsidiary of 
Emirates NBD Bank. 

These spin-offs are, therefore, 
common practice among 
corporations that recognize 
the great financial potential of 
divesting internal businesses, in 
order for both the corporation 
and the new entity to strive 
independently and conquer new 
markets.
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ENGAGING THE SONS 
OF THE NORTH 

They say the best things start out small and, given the proper support and 
nurturing conditions, they start to flourish and grow to achieve great success; 
this includes businesses. Recognizing the potential of small businesses, Bank 
Audi launched its SME business line last year in hopes of driving Lebanon’s 
increasing number of small and medium-sized enterprises to their full potential. 

In line with this goal, the Bank launched the SME Roadshow initiative, which 
would meet with local SMEs across Lebanon and explain to them the benefits 
of our new business line. This initiative aimed to create awareness about the 
new solutions Bank Audi has designed for SMEs according to their business 
needs, and about the Bank’s presence in all of our branch networks across 
the country, as well as through our business centers and highly trained staff. 
Furthermore, the ultimate objective behind such events is to assist our branches 
in generating new business and recruiting more SME clients. 

The first stop in the planned tour was the Northern region. So on March 27, 
2017, Bank Audi’s SME Roadshow took place at the Chamber of Commerce, 
Industry, and Agriculture in Tripoli, in the presence of Mr. Marc Audi, Country 
Manager – Lebanon, and the Bank’s executives .  The event was also attended 
by area officials: the Chamber of Commerce’s President, the Head of Northern 
Municipalities, and heads of syndications. 

A large number of SMEs from all industries, including traditional and modern, 
were invited to the roadshow; as a result, around 600 business owners  
attended the gathering. Mr. Audi opened the event by welcoming all business 
owners – small or medium – and went on to discussing  the importance  of 
SMEs in the Lebanese economy. Mr. Hassan Sabbah, Head of SME Banking, 
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BASAL – THE SME ROADSHOW STARTS BY MEETING 
SMALL AND MEDIUM-SIZED BUSINESSES IN TRIPOLI
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Mr. Hassan Sabbah explaining SMEs to the attendees

gave his presentation next; he explained the Bank’s 
SME business line offerings that consists of a wide 
range of products and services, from lending to 
non-lending.

The non-lending product offered for SMEs is the 
TransAct Package  which grants each subscriber 
free banking transactions and a generous reward 
program, among other benefits. Our lending 
programs fall under two categories: Short term 
financing programs for running daily business 
needs, and long term financing programs for 
business growth, fixed assets, and acquiring 
intangible assets. 

In addition to the above, and in order to give these 
SMEs an example about a success story, the owner 
of Al-Hallab, who is an icon in the Northern region 
was invited to talk to the audience and recount the 
Hallab story since they started their business. 

Hallab emphasized the importance of SMEs and 
how they should be persistent; he focused on the 
essential role that banks always play in supporting 
SMEs to sustain and grow their businesses, and 

mentioned that had Hallab had the variety of 
products that Bank Audi provides back when 
they were starting, then their growth could have 
been faster and smoother. A dedicated team of 
employees from Bank Audi’s Head Office, branches, 
and business centers was ready to meet with 
attendees  and have small meetings with potential 
clients at the cocktail reception.

During these small meetings, we were able to 
attract 100 business owners who registered their 
names to be contacted to fill the SME services 
application after the event, and benefit from the 
offer we announced during the gathering, which 
was a 48-hour preliminary quick approval and free 
files on SME business loans. 

Following the gathering, attendees received text 
messages thanking them for taking the time to 
attend our SME Roadshow, and confirming that we 
will contact them all soon. Finally, the event was a 
huge success, and other roadshows are planned in 
the near future to cover all Lebanese regions. Next 
stop: Kesserwan!
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ODEABANK – NET  PROFIT INCREASED BY 
298% IN 2016 TO REACH TL 200.4 MILLION

GROWING 
ABOVE THE 
CHALLENGE

The year 2016 ended on an exceedingly successful 
note for Odeabank. Despite difficulties encountered 
in the Turkish and global economy, Odeabank has 
surpassed all goals set at the beginning of their 4th 

year of operations in Turkey, continuously growing 
with sure steps and increasing its capital strength, 
thanks to an innovative and dynamic approach to 
banking.

Compared to 2015, the Bank has increased its net 
assets by 19.3%, deposits by 15.5%, total credits 
by 21.3%, and net profit by 298% amounting to 
TL 200.4 million.

These successful financial results have placed 
Odeabank in 8th place amongst private banks in 
Turkey in terms of deposits, and in 9th place in net 
assets.
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After evaluating the financial results of 2016, 
General Manager and Board Member of Odeabank, 
Mr. Hüseyin Özkaya, declared: “Despite the 
global conjuncture full of uncertainties, we have 
strengthened our position in the Turkish banking 
sector, diversified and expanded the scope of our 
services, and added value to the Turkish economy.

By increasing our capital in 2016, we have reassured 
all our shareholders, investors, and customers.”

While Turkey went through a sensitive period, 
Odeabank  realized a capital  increase of 
TL 1 billion in July, due to the contribution of 
respected financial institutions, like IFC and EBRD, 
along with the Bank’s main shareholder, Bank Audi.

Furthermore, the foreign financial flow played 
a significant role in the growth of the Turkish 
banking system.

Hence, Odeabank’s capital increase, completely 
funded by international investors, indicated 
the solidity of the Bank’s technology-focused, 
innovative, and profitable growth strategy in 
international markets.

Aside from its capital increase, Odeabank received 
numerous prestigious international awards in 2016, 
due to the continuous diversification of products, 
services, technological investments, and its support 
for arts and sports.

Mr. Özkaya emphasized that Odeabank will 
continue to actively grow in all banking segments 
in 2017. 

He explains that the resources obtained through 
capital investment fortify the Bank’s new 
investments, taking it a step closer to the major 
league of the Turkish banking sector.
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After increasing its capital by 1 billion TL last year 
with the contribution of respected international 
financial institutions IFC and EBRD, Odeabank 
announced that it would utilize the generated 
revenue by funding SMEs.

Hence, on March 7, 2017, Odeabank signed 
a brand new agreement with Saudi Fund for 
Development, at its headquarters in Istanbul. 

This agreement opens the way for foreign trade 
as it provides credit support for up to 3 years to 
companies that import from Saudi Arabia.

Mr. Ahmed Al-Ghannam, General Director 
of SEP and representative of the Saudi Fund 
for Development, and Mr. Alpaslan Yurdagül, 
Assistant General Manager of Financial Institutions 
and Investment Banking at Odeabank and 
representative of the Bank, attended the signing of 
the credit agreement.

ODEABANK – LONG-TERM FINANCING SUPPORT FOR FOREIGN 
TRADE

04
Mr. Ahmed Al-Ghannam shaking hands with Mr. Alpaslan Yurdagül next to Ms. Estel Gürdogan

SEP CREDIT AGREEMENT

Furthermore, Odeabank will provide credit 
opportunities of up to 3 years to customers that 
export petroleum-derived and non-oil products 
from Saudi Arabia, with the loan period depending 
on the product type. 

Also, Odeabank will provide intermediary services 
as a guarantor within the credit program. Following 
the signing ceremony, Mr. Alpaslan Yurdagül 
commented, saying, “SEP credit is given to non-
petroleum products originating from Saudi Arabia 
that have a 25% minimum added value. 

We are happy to facilitate our customers’ imports 
from Saudi Arabia with this line of credit, and to 
create financing for related products within the 
framework of SEP.”
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BAEGY –  GLEEM BRANCH, EGYPT RECEIVES 
THE  HIGHEST  ANNUAL  PREMIUM  PRIZE

On March 15, 2017, Bank Audi Egypt celebrated 
another success as a result of the constant efforts 
and determination of its employees.

BANCASSURANCE 
TROPHY  WINNERS  

Gleem Branch, under the management of Ms. 
Nihal El Sawy, received the award for being the 
best performing branch during February, achieving 
the Highest Annualized Premium with API EGP 
507,600. 

The celebration took place at Gleem Branch and 
was attended by Mr. Hatem Gheith, Head of Banc 
assurance, and Mrs. Heba Hussein, Banc assurance 
Manager – ELTC.

IN COORDINATION WITH GIG – EGYPTIAN 
LIFE TAKAFUL, GLEEM BRANCH RECEIVED 
THE BANC ASSURANCE TROPHY FOR THE 
MONTH OF FEBRUARY.

Team photo of Gleem Branch



12

BASAL – SME TEAM 
PRESENT LLWD 

ENTREPRENEURS 
WITH PRODUCTS 

THAT MEET THEIR 
BUSINESS NEEDS

06
WOMEN

ENTREPRENEURS
FOR THE WIN!

Mrs. Asmahan Zein, President of LLWB
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This month included International Women’s Day, a 
global celebration of the social, economic, cultural, 
and political achievements of women throughout 
world history. 

At Bank Audi, our environment and culture have 
always been founded on principles of equality and 
fairness for both women and men; the Bank proudly 
adopted the UN’s SDG 5 in 2016, which calls for 
Gender Equality and Women Empowerment, and 
this initiative was clearly evident in our Human 
Capital, as both genders were equally represented 
up until the end of 2016.

The best internal ethics are usually reflected 
outward, and this principle is evident in Bank 
Audi’s collaborations and customer service. 

As such, Bank Audi’s SME team collaborated with 
the Lebanese League for Women in Business 
(LLWB) to offer women entrepreneurs an exclusive 
chance to discover our wide range of SME 
products, tailored to meet small and medium-sized 
enterprises’ various business needs. 

LLWB is a socio-economic association bringing 
together professional women by providing them 
with a platform to share their personal challenges 
and experiences, to develop competencies and 
skills, and to network and exchange expertise. 

A gathering was held in Bank Audi Plaza – 
Auditorium on March 9, and was attended by 45 
ladies from the LLWB from all around Lebanon, 
including Beirut, Bekaa, North, and South. The 
attendees were welcomed to the conference by 

the Bank’s Executives and Regional Managers.

Mrs. Asmahan Zein, President of LLWB, gave a 
short presentation on the foundation’s activities 
and planned programs for 2017; she mentioned 
that this collaboration was because Bank Audi was 
well known for supporting entrepreneurship in 
Lebanon. 

Afterwards, Mrs. Joyce Abou Rizk, Head of SME 
Business Delivery at Bank Audi, presented to the 
attendees the SME banking offerings and the 
flexible total wallet solutions designed at the Bank 
to answer SMEs’ lending or non-lending business 
needs. 

Furthermore, Mr. Hassan Sabbah, Head of SME 
Banking at Bank Audi, explain about the SME 
redefined business line, how internal procedures 
were executed, and the dedicated SME business 
centers that are staffed with highly trained 
members ready to serve SMES all over the country.

The gathering was followed by a cocktail reception, 
during which members of the LLWB got the chance 
to network with our SME team who answered 
questions that would help these entrepreneurs 
sustain and expand their businesses.

THE BANK PROUDLY ADOPTED THE UN’S 
SDG 5 IN 2016, WHICH CALLS FOR GENDER 
EQUALITY AND WOMEN EMPOWERMENT

Mrs. Joyce Abou Risk presenting the SME offerings
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PLAY & WIN 
WITH SPRING

07

BASAL – RETAIL DEPARTMENT THROW 
A QUIZ COMPETITION FOR SCHOOL 

STUDENTS IN SAIDA

Everyone loves to have fun – especially students! So what better way 
to teach the youth than through a friendly and competitive game? 
Bank Audi Lebanon’s Retail Department organized the first “Play & 
Win”, a fun and educational quiz competition, on March 17, 2017, at 
the Soap Museum in Saida.

The main objective of the competition was to position Spring as a 
brand that supports and encourages culture and financial literacy for 
the youth, as well as to strengthen Bank Audi’s relationships with 
educational institutions. 

As such, the competition included students from 6 different schools in 
Saida, each school represented by 4 team members. 

All the youth wins with Spring; so all participants received a Spring 
goodie bag to thank them for taking part in “Play & Win”.

However, the top 3 teams won particularly  valuable prizes for their 
efforts. As the competition received highly positive feedback from 
students and schools alike, the Retail Department aims to replicate 
this initiative across Lebanon in months to come.



15
Students participating in the quiz competition
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BAJO – CELEBRATES MOTHER’S 
DAY  WITH  DARAT  SAMIR 
SHAMMA AND TKIYET UM ALI

MOTHER’S 

THE ELDERLY
As part of BAJO’s social responsibility program, a 
group of the Bank’s employees visited Darat Samir 
Shamma for the elderly. 

The purpose of this visit, held in collaboration with 
Tkiyet Um Ali, was to celebrate Mother’s Day with 
the residents of the home as part of the volunteer 
program’s “visiting the elderly” initiative.

During the visit, our colleagues distributed gifts 
to the elderly while entertaining them and raising 
their spirits; the moments they shared left a major 
impact on the elderly, and inspired love and 
happiness in our employees. 

This visit supports Bank Audi’s activities that 
enhance social cohesion and spread love amongst 
different social segments.

DAY WITH 
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Mother’s Day gave the Bank the opportunity 
to honor the elderly, an important segment of 
Jordanian society, that have made major sacrifices 
for the sake of their families over the years.   

BAJO chose to collaborate with Tkiyet Um Ali 
because of its faith in the organization’s programs 
and vision for a Jordan free from hunger.

Tkiyet Um Ali is a leading non-governmental 
organization and the first in the Middle East to 
specialize in combatting hunger. 

The Bank also expressed interest in participating in 
Tkiyet Um Ali’s year-round volunteer programs. 
The home’s residents expressed their immense joy 
at Bank Audi’s kind gesture, and those in charge of 
the institution thanked the employees for putting 
smiles on the residents’ faces. 

They expressed their hope that this step would 
serve as incentive for all private and public 
organizations in Jordan to do what Bank Audi has 
done, and wished the Bank increasing progress 
and prosperity. 

Employees celebrate Mother’s Day with Darat Samir Shamma
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CUSTOMER CARE ON 
TEACHER’S DAY

Many famous writers, researchers, artists, and other notable people 
have stated that they have had at least one teacher who changed 
their lives. 

Every year, we celebrate Teacher’s Day as an opportunity to promote 
and recognize the importance of educators in the future of every 
generation and to show appreciation and highlight the many 
contributions of the teaching profession. 

In line with this message, as well as Bank Audi’s Customer Care strategy, 
the Retail Department launched a special initiative for Teacher’s Day, in 
coordination with the  branches and their networks, to pay a modest 
tribute to teachers on this occasion.

09

BASAL – RETAIL DEPARTMENT SHOW APPRECIATION 
TO TEACHERS
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As a result, Branch Managers and several employees 
visited around 45 schools across Lebanon, met with 
their faculty and staff, and offered them breakfasts   
& giveaways. This initiative proved very successful 
and, afterwards, received positive feedback. 

Also, on March 9, the Bank sent text messages 
to our teacher customers wishing them a Happy 
Teacher’s Day.

AN  OPPOR TUNITY T O  P ROMOTE & 
RECOGN IZE THE IMPORTANCE OF 
EDUCATORS IN THE  FUTURE OF EVERY 
GENERATION.



APPRECIATING 
OUR TRAINERS

10

BASAL – TRAINERS AT THE BANK AUDI 
TRAINING ACADEMY GET GIFTS ON 

TEACHER’S DAY

At Bank Audi, we are proud to represent a smaller 
model of modern society; as a result, many of our 
employees represent the “teaching profession” 
in this miniature society by being trainers in our 
Training Academy. 

So for several years now, Bank Audi has taken 
March 9 as the day to recognize our trainers who 
contribute in improving the Bank’s Human Capital 
and by being trainers for employees who need 
guidance. 

Members of the Training Unit in the HR Department 
took a tour around Bank Audi Lebanon’s Head 
Offices and presented the employees who teach in 
the Training Academy with symbolic gifts as tokens 
of appreciation for their efforts. 

While in previous years, the teachers were presented 
with chocolates or roses, this year they were given 
honey jars from L’Atelier du Miel, accompanied 
with small notes saying “Thanks for being a great 
teacher.”

20
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INJAZ INNOVATION 
CAMP 2017

On March 18, 2017, AUB students, who received financial aid, took 
part in the annual Innovation Camp by Injaz. This year, 11 employees 
from Bank Audi’s Volunteer Program mentored, guided, and judged 
the 42 participating students from different majors. 

The students were divided into 7 groups, and set to work on finding 
solutions for the business challenge set by the volunteers. 

The challenge stated:
“There is a gap between what banks have been offering as services 
or products and what the new generation actually needs. Banks want 
to better understand the new generation’s expectations. Develop a 
product or a service that Bank Audi can offer and that you believe 
will appeal to the new generation’s banking needs and bridge the 
expectation gap.”

11

22
The icamp winning team
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BASAL – VOLUNTEERS GUIDE AUB STUDENTS TO FIND CHALLENGING BUSINESS 
SOLUTIONS

Students being guided by a volunteer during icamp

After working hard on developing their potential solutions and product offerings for this challenge, the 
teams presented each of their answers to the audience and defended them in front of a jury, that included 
volunteers from the Bank and other organizations. 

Afterwards, the 6 students from the winning team, led  by Mrs. Marcel Attar, BASAL IT Manager, and Mr. 
Marwan Abou-Jaoude, Senior Treasury and Capital Market Officer, were offered an internship at Bank 
Audi. Mrs. Rita Khoury, Head of Corporate Central Operations at Bank Audi, expressed her pleasure at 
participating in this event. “It allows us to better know our colleagues and ourselves and gives us the chance 
to grow through giving and sharing with others. 

Such events are opportunities to learn and grow”.  Mr. Marwan Abou-Jaoude also commented on the 
competition, calling it a great event that puts the youth in touch with the real business world.
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For the 3rd year in a row and as part of the 
international Global Money Week initiative, “Learn. 
Save. Earn”, Bank Audi, in coordination with the 
Higher Council for Childhood (HCC) – Ministry of 
Social Affairs, hosted high-school students for “A 
Day at Bank Audi” over 6 consecutive days from 
March 27 till April 1st, 2017.

Global Money Week is an internationally recognized 
initiative by Child & Youth Finance International 
(CYFI) intended to empower the next generation 
of financial actors to be confident, responsible, and 
skilled economic citizens. 

This event takes place every year in March, where 
schools, universities, government ministries, 
central banks, financial institutions, members of 
the civil society, and communities of active youth 
worldwide organize activities to reshape the 
financial landscape and give young people the 
tools and inspiration they need to shape their own 
future.

Over  520  students from Antonine Sisters School 
– Mar Elias, Ghazir; AGBU: Tarouhy-Hovagimian 
Secondary School; Collège des Saints Coeurs 
– Ain Najm; Collège Notre-Dame De Nazareth – 
Achrafieh; École Saint Joseph de l ‘Apparition – 
Beirut; Makassed – Khaled Bin Al-Walid; Modern 

BASAL – HOSTING GLOBAL MONEY 
WEEK 2017 FOR THE 3RD YEAR RUNNING

12
LEARN. SAVE. 
EARN.

Community School; Mont La Salle Institut Technique 
des Frères; Montana International College; Notre 
Dame des Apôtres – Kab Elias; Sagesse – Ain El 
Remmaneh; Sagesse – Jdeideh; Sahagian College; 
SOS Youth; and El Ghobeiry Public Secondary 
School for Girls were invited to spend a day at Bank 
Audi. This initiative goes in line with the Bank’s 
CSR strategy aspiring to promote financial literacy 
through communication with specific stakeholders 
and empowering future generations by informing 
them on financial planning and management, 
savings, and general social inclusion.

Bank Audi’s Corporate Social Responsibility 
(CSR), Training & Development, Branch Network 
Management, Group Retail Banking, Compliance, 
and Planning & Project Management teams joined 
efforts during the event. 

They aimed to guide future leaders towards a 
successful path introducing them to the World 
of Banking (Bank Definition, Structure, Job 
Opportunities), CSR (What is Corporate Social 
Responsibility and why it exists), Career Guidance 
(How to choose a career to work at a place like 
Bank Audi), Compliance and Risks (Anti-Money 
Laundering, Combating the Financing of Terrorism 
and an Overview of Risks), Saving Tips and Bank of 
the Future (New generation of banks and delivery 
channels). 
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The students ended the day by meeting NOVOT and 
receiving personalized certificates of participation. 
This initiative aimed at providing students with the 
necessary knowledge that enables them to save 
money, plan for their future, understand the way 
a bank works, and generally become financially 
more literate.

One of the presentations during Global Money Week
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BASAL – VOLUNTEER PROGRAM JOINS THE 
CHILDREN OF MAR SEMAAN CENTER FOR 

ANOTHER AFTERNOON 

13
ANOTHER

HOT CHOCOLATE
AFTERNOON

Group photo of Mar Semaan children with the volunteers
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Though winter has come to an end, a good cup of 
hot chocolate is always welcome! So on March 24, 
2017, 17 Bank Audi volunteers made their way to 
the Mar Semaan Center in Baskinta to spend an 
afternoon full of fun and games with 63 children.

The Volunteer Program band provided 
entertainment during the afternoon by playing live 
music, as the children and volunteers danced and 
sang together. 

Mar Semaan children playing board games with the volunteers

By the end of the visit, the volunteers expressed 
their joy at seeing the children so happy; the 
children were having so much fun and refused to 
leave the center to visit their families.

WHILE SOME WERE SERVED HOT 
CHOCOLATE AND SNACKS, OTHER 
KIDS PLAYED BOARD GAMES WITH THE 
VOLUNTEERS.



ECO-FRIENDLY 
& POWER-FREE
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BASAL – TURNING OFF THE POWER IN SUPPORT 
OF EARTH HOUR

Every year, Earth Hour unites millions around 
the world to raise awareness on climate change, 
highlighting the need to use clean and renewable 
energy. 

Earth Hour is an international initiative organized 
by the World Wide Fund for Nature (WWF), 
encouraging individuals, communities, households 
and businesses to turn off their lights for one hour 
from 8:30 pm to 9:30 pm on a particular day in 
March every year. 

The movement originally started with Sydney’s 
2007 lights-off event and has currently grown to 
engage more than 7,000 cities in 178 countries 
around the world.

For a few years now including this year, Bank 
Audi joined this global initiative and celebrated 
Earth Hour by turning off the lights at Plaza and 
Palladium buildings, parts of M1 building, and 
Dbayeh branch LED screen for a whole hour, on 
Saturday, March 25, 2017. 

Aside from the various other internal initiatives 
that encourage eco-friendliness, namely the Grow 
Green Club that drives employees to recycle, 
supporting Earth Hour is just another way for the 
Bank to do its part in making the environment 
cleaner and healthier; after all, every effort counts, 
even the individual ones.

THE MOVEMENT ORIGINALLY STARTED 
WITH SYDNEY’S 2007 LIGHTS-OFF 
EVENT...

28
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Who is this mysterious “typical bank customer” that we’re taught 
to assist? Any awake-and-sober person who has ever walked into a 
branch on a Saturday morning knows the answer: there isn’t one. 

In fact, you would probably see it all: crying toddlers tugging at 
exhausted parents, businessmen with their noses in smartphones, 
and young entrepreneurs with their juice-stand earnings. 

But of the multitude of customers that walk in and out of a branch 
daily, here are the 4 types that can represent the modern-day majority, 
along with our recommendations on how to keep them happy and 
regular!

15

CARINE  HAS ADOPTED THE VIRTUAL  WORLD AS HER 
OWN, AND WILL ALWAYS LOOK FOR ANSWERS ONLINE 
FIRST. 

THE FOUR

30
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KEEPING THEM HAPPY IS ALL ABOUT CUSTOMER CENTRICITY!

THE HISTORY BUFF
Meet Traditional Tarek. Tarek likes the safety of old-
fashioned banking: the security of a manager, the 
teller behind glass, and the guard with a baton at 
the entrance. 

He pays his bills through cheques a week in 
advance, withdraws cash from inside the bank, and 
doesn’t believe in ATM deposits; “drive-through” is 
just for food, and no roadside machine is stealing 
his money, thank you!

While Tarek might be old school, that’s not 
necessarily bad! He simply doesn’t like behind-the-
scenes transactions and trusts the human element. 

Keep him happy by providing the traditional 
experience: paper deposit receipts, sealed 
envelopes, face-to-face tellers, and add a cherry 
on top by checking his customer data and using 
his appropriate title. That’s Dr. Traditional Tarek for 
you!

THE ONLINE ENTHUSIAST
Meet Connected Carine. She has her nose in her 
iPhone half the time, and is typing away on her 
Mac the other half; hence, Carine’s all about the 
online experience. 

She believes ATM deposits, mobile transfers, online 
payments, and text receipts are a Godsend. The 
only time you’ve ever met her was when she came 
in to finalize her account opening; she might have 
mentioned how awesome it would’ve been to fill 
out the paperwork on the website. 

Carine has adopted the virtual world as her own, 
and will always look for answers online first. Keep 
her happy by providing her with all available 
alternative delivery channels and regularly 
checking your Customer Service online platforms, 
like emails or social media. An instant response 
to her Facebook message goes a long way with 
Carine.

1 2
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MR. HIGH MAINTENANCE
Meet Anxious Andrew, who comes in and brings 
a million requests in tow. Andrew always seems to 
be  in trouble and needs your help. He needs bank 
statements from 12 years ago. 

He needs the date of a cheque he wrote last year. 
He needs to know why $3 were deducted from his 
account last December. No matter how often you 
advise him on the morals of good bookkeeping, 
Andrew’s back the next day with another request 
and his forever-worried expression.

The good news is Andrew is a loyal customer; 
you’re his knight-in-tailored-suit and he trusts 
you. The bad news is Andrew seems to come at 
the most unsuitable moments, like 8 a.m. the first 
Saturday of the month, or when you’re closing for 
the day. 

Keep him happy with patience and a smile. Also, 
make sure you initiate your relationship with 
Andrew by giving him all the details, honestly and 
transparently. And remember, Andrew’s a really 
good, even if he is unorganized.

THE SOCIAL BUTTERFLY
Meet Social Sonia. What’s Sonia’s special power, you 
ask? Well, she just loves to chat about everything 
and anything. 

It’s not that Sonia’s a gossiper, she just likes a personal 
connection with the people who handle her money; 
that’s how she builds trust. The downside is Sonia 
often forgets the  many customers waiting behind 
her and can get carried away. 

Keeping Sonia happy can be tricky. Dealing with 
her takes longer than other customers, yet if there’s 
no line, then take those extra minutes to exchange 
pleasantries; it will mean the world to her and will 
increase her loyalty to the bank. 

But limit the chat to a few minutes and keep it 
professional to avoid longer ones in the future. In 
case there are other customers waiting, then ask 
Sonia politely if she needs anything else, and thank 
her for coming. 

Remember; keep your tone friendly and positive 
so she leaves knowing she received a personalized 
service.

There you have it; your 4 most typical customers 
in a nutshell. Next time you’re thinking of how to 
approach your client, remember that there is no 
one-size-fit-all service; it all depends on you and 
who you’re dealing with.
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16
EVENTS AND 

SPONSORSHIPS



March 02

Al Bustan Festival

March 14 to 17Lebanese University Job Fair

March 23NDU Lunch

March 23

Anciens USJ Dinner in ParisMarch 23

Ahlouna Association Mother’s Day 

Gathering

March 17

Play & Win Competitio
n

March 16

“L’Etrange Destin de M. et Mme. 

Wallace” Theater

March 09Openminds 4th Annual Gala 

Dinner



March 27 till 2
9

Cenacle de la Lumiere

March 27 & 28Job Fairs LAU - Beirut

March 23
12th Turkish – Arab Economic 
Forum

March 26

IC Fashion Show

March 27

SME Roadshow – Tripoli

March 4 to 19 
Antelias Cultural Movement 

2017
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17
SOCIAL 

NEWSFEED



2.1K 510 319

17

16 48 3

529 2

POST 1
Visit www.audi-rewards.com to redeem 
your points and get your mom a valuable 
gift this Mother’s Day!

POST 2
Name the 2 Bank Audi credit cards that 
are in LBP, for a chance to win 2 movie 
tickets! *10 winners will be selected.

POST 3
Buy now, pay later at 0% interest 
rate! Horizon Blue card is the perfect 
wedding companion! goo.gl/K3dxIr

Bank Audi Cards
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2.2K 459 432

66

97 27 71

22 8

Bank Audi Lebanon

POST 1
م ما إلها حدود وبتتحدى كل اًلعوباتز ينعاد  قدرة الإ

عىل جميع الأمهات!

POST 2
If you are a business owner and need 
financial support for daily business 
needs like purchasing goods, raw 
materials, or supplies, as well as for 
paying rent or salaries, The Power Card 
gives you access to financing when you 
need it. It is a flexible loan in LBP at a 
reduced interest rate of 7%.

POST 3
Bank Audi collaborated with Lebanese 
League for Women in Business | LLWB to 
offer women entrepreneurs the chance 
to get to know the wide range of SME 
products, tailored to meet their needs.
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1K 705 219

185

36 0 5

3 13

Spring Account

POST 1
It’s spring time on the Spring page! 
Come up with 4 words using letters 
from the word “Spring” for a chance to 
win 2 movie tickets!
*Terms & Conditions:
- You have until Sunday, March 26, 
2017, to participate
- 10 persons will win 2 movie tickets 
each
- You don’t need to use all the letters

POST 2
Don’t have an ironing board? No 
problem, hang your clothes in the 
bathroom while you take a hot shower.
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POST 3
Mothers can be hilarious when it comes to 
technology and social media, they make us 
laugh and feel loved all in one shot. Here’s 
a roundup of some of the funniest stories 
we caught on cam! #HappyMothersDay
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Serge Khoury Planning and Project Management
Maha Nasser SME
Işil Oruk Communications Odea Bank
Joyce Assaf HR Lebanon
Tracy Nehme CSR
Maria Samara Retail Lebanon
Noha Shaker Communications BAEGY
Ronza Qussous Communications BAJO

Jad Ibrahim, Saria Beainy, & Rachel Obeid Internal Communication
Samar Khoury & Bassam Antoun Copywriters
Corine Mouawad & Feer McQueen Team Graphic Designers


