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SME Research, UAE WHD: Sample Profile

Small & Medium business representing different
business types in LUAE. Key business decision
maker participated in the survey

WHERE: Location

Business based out of UAE - Dubai,
Sharjah and Abu Dhabi were surveyed

Scope and overview of the research
conducted among SME businesses in UAE

HOW: Methodology

Interviews using a structured survey
qguestionnaire
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Information Areas

Business Banking

Understanding the choice
drivers for business banking
relationships

Satisfaction Business loans/financing

Satisfaction with the current
business banking relationship,
switching/adding relationship,
it an opportunity

Source of business financing and
key factors under consideration
for loans from banks

Business Credit card

Incidence of business credit
card ownership, reasons if not
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What do you look for in a business bank account?

0i

Low/no maintenance fee

0
Online banking availability

03

Good customer service

Lending facilities

0a

Number of branches

Relationship manager

a7

Cash management

lll SIGHT
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Small business: 83%
Medium business: 79%

Small business: 83%
Medium business: 76%

Small business: 77%
Medium business: 74%

Small business: 20%
Medium business: 29%

Small business: 34%
Medium business: 40%

Small business: 7%

Medium business: 31%

Small business: 8%
Medium business: 33%

Base: Total (136); Small business (38); Medium business (38)
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When starting your business, how did you choose a bank?

Advertisement Same bank as personal banking Word of mouth
Small business: 7% Small business: (6% Small business: 30%
Medium business: 3% Medium business: 14% Medium business: 36%

2%
Reputation, Image Proximity (close to office) Personal recommendation
* Smallbusiness: 2% Small business: % Small business: 33%
Medium business: 2% Medium business: 7% Medium business: 38%

As experienced across categories, “word of mouth” plays a very important role in the choice process for starting business banking

relationship too. “Personal recommendation” and “existing personal banking experience” also play a key influencing role in selection
of the business banking account relationships.

|!I_ SiGHT Base: Total (156); Small business (38); Medium business (58)
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What was the first option, when you were looking for business loan/finance?

kM Yes M No

Did you take a business loan?

Business that took a loan/finance from a bank

0,

Trade Unsecured Equipment Commercial
finance/ loan finance  (real estate)
working  (operational finance
capital expenses)

Investors

Small business:
3%
Medium
business: 15%

Medium business:

7%

Family/
Friends

Small business:
27%
Medium
business: 40%

Medium

business: 28%

Slightly more than one in four (28%), consider banks for business loan/financing - Self funding (especially among small business) and
family/friends (skew for medium business) continue to be first port of call. Banks have a huge scope to fill the gap, the businesses

ek, thus entrenching them in the relationships by being their financial support..
il
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Base: Those who took a loan/finance (54)
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What is most important to you when choosing a business loan/finance?

INTEREST RATE

SPEED OF APPROVAL

Whether Interest
rates Affordable?

LOAN AMOUNT 33% found interest

rates as unaffordable

40% found it

difficult to obtain bank
financeas a startup

78% found

documentation to be
cumbersome

TENLRE

Attractive interest rates and fast approvals are key drivers in choosing a bank for business finance; however
current delivery below expectations - a lot of room for improvement.

|!I_ SiGHT Base: Those who took a loan/finance (54)
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Do you have a business credit card?
Why not?

17%

lYes M No . .
No need for business credit card

1%

Use personal card

38
070
Bank won't provide card/don't

O qualify

Do you have a business BY%
credit card? Card not available

Business that took a loan/finance from a

bank

Despite many SMEs requiring funding from external sources, a whopping 62% do not have a business credit card; this applies
particularly to smaller companies. Similar to business loans, a lot of head room for banks to offer convenient solutions like
business credit card. Need to highlight the benefits and features to meet the “latent” need.

|I SiGHT Base: Total (156); Small business (38); Medium business (58)
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How has been your experience with the business banking?

Mean Score: 3.9 /5 AVERAGE
20 %

YET....

ZI% of small business would 3'% of medium business would

chose a different bank if possible chose a different bank if possible

Higher satisfaction does not necessarily translate to higher customer loyalty. There is good enough headroom for other
providers to start relationships with these customers.

|IJ_ SiGHT Base: Total (136); Small business (38); Medium business (38)
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How has been your experience with the business banking?

Speed of service 43%
Staff related (helpful, friendly, knowledgeable, professional, experienced, attentive, etc) 25%
Good customer service 21%
Reasonable fees, charges, pricing, etc 9%
Proximity to office 8%
Good bank facilities 8%
Not so positive experiences of the customers
Currently the banking sector uses the "freelance" salesman, that are Lloyds TSB was good for SME but has now sold to the horrible
not really connected with the bank. They are a scruffy looking lot, HSBC, no other banks in the UAE understand knowledge /
whose sole purpose is to get you to apply for a loan. They don't really service based SMEs and are arrogant when it comes to female
understand the loan process, or how to deal with you as a customer. ) business owners.

~

Horrible service, when it came to asking for a loan. Was almost
laughed in the face by the "representative". SME's are their lifeblood,
L but they honestly treat us like shit.

Banks are not well equipped to evaluate a new business plan
and tend to lend based on past performance of cash flows. Fine

J if you are established but not helpful for start-ups. The good
i news is there are plenty of willing investors in Dubai with a
The bank never informed me of charges for the bank account and . .
) ) . reasonable risk appetite.
recently increased the monthly fee. Once you've picked your bank it's j
L pretty hard to move. ) ~
N

Customer service is poor. Online interface doesn't render

{ Not all banks are open to giving loan to SMEs, there is a lot of properly in google chrome. Can't get a CC. Branches are slow...

paperwork also we don't get the desired amount.
A %

I SIGHT Base: Total (156); Small business (38); Medium business (a8)
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“Word of mouth” plays a very important role in the choice process for starting business banking relationship.
"Personal recommendation” and "existing personal banking experience” also play a key influencing role in
selection of the business banking account relationships.

Lood customer service, low maintenance fees and a credible/strong online banking platform can drive
business banking customer engagement. Lending facilities and Relationship Managers too play a pivotal role
in engagement with Medium sized businesses.

Slightly more than one in four (28%), consider banks for business loan/financing - Self funding (especially
among small business) and family/friends (skew for medium business) continue to be first port of call. Banks
have a huge scope to fill the gap, the businesses seek, thus entrenching them in the relationships by being
their financial support..

Attractive interest rates and fast approvals are key drivers in choosing a bank for business finance; however
current delivery below expectations - a lot of room for improvement. SMEs find it difficult to obtain business
finance - majority find the documentation too cumbersome

While majority are happy with their overall business banking experience. higher satisfaction does not
necessarily translate to higher customer loyalty - there is good enough headroom for other providers to start
relationships with these customers (one in three customers are fine to consider another relationship).

Il
l;lSIGHT

Our insight drives your foresight © 4SiGHT Research & Analytics (www.4sight-global.com)



R
Appendix:

MSME & Banking: Facts, Figures and Trends
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MSME Landscape in UAE: Some Facts & Figures

e SMEs account for 99% of the business establishments in Dubai
 SMEs employ around 42% of Dubai's workforce
«  SMEs contribute 40% of Dubai's GOP

Size-wise Split of Business Establishments in Dubai Sectar-wise Split of SMEs in Dubai
large , 2%

Medium, 5% ‘

Manufacturing

8%

Micro firms account for 72% of the total business countin~ In terms of a sector-wise split, the Trading sector
Dubai, followed by Small and Medium firms accounting for 18%  accounts for a majority of SMEs, followed by Services
and 0% of the total business count, respectively. (39%) and subsequently by Manufacturing (8%) .

Source: Dubai Statistics Lentre, Dubai SME 100
lll SIGHT
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Stages of SME Financing Process

Phase 4:

Development

No banks exist in these stages
Very limited Angel/VC funding

Phase 3: Emerging
Lrowth

A

Phase 2: Startup
Phase

Phase I: Seed Phase ‘é%m&?éwm

Rejection rate for SME lending in UAE: a0-70%

Challenges for MSME:

o  [umbersome and confusing lending requlations
SMEs often use own financing - bank financing is normally a last resort due to high interest rates and difficult terms

 Asasegment, MSMEs have more startups with less publicly available and audited information. Unless banks are capable
of understanding this, access is a challenge

o Banks tend to focus on risk-free process where possible, hence the preference to pay against acceptances or
documents against collection

Source: SME Summit Abu Dhabi Shk Khalifa Fund
lll SIGHT
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Areas of SME Banking

® A typical MSME may have a need for a combination of the following offerings based on their business

need
f- Business Setup Loans Y. Business Accounts B
* Business Expansion Loans * Business Debit cards
« Trade @ Working Capital Solutions « Business Credit cards
* |nstallment Loans * Merchant Overdraft
* Yield Enhancement - Investment Services | ¢ Self Employed Personal Loan
* Business Protection - Insurance * Business Privilege Programmes
\_ AN _/
I siGHT
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Importance of SMEs amplified now..

IN_SME’} (@) e

v Y
SHOWCASING BEST SMEs oF

y >

10*INSME ¢ 1 :
POWERFUL EVENT AGENDA B et Investing in Innavation:
°SM & FORUM

PRESTIGIOUS VENUE

S U M M I T 2 0 ] 4 Abu Ohaobi, from 18" to 20° March 2014, Yos Marino Circuit

THIS EVENT IS A MUST ATTEND

Event in Abu Dhabi, (18-20t" Mar, 2014)

A GRAND CELEBRATION OF

“British gov't to open SME centre in Dubai”
The British government is due to open a business centre in Dubai to help small and medium
sized enterprises from the UK set up in the region. The UK-Dubai Business Centre is

o - scheduled to open in April and will be located in the SME sector of Dubai's Department for
SME World Summit in Dubai, UAE, March 2014 Economic Development, providing British companies with office space, facilities, and an
understanding of the local market.

ENTREPRENEURSHIP

(Source: Arabian Business, I8 Mar Z014)
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Market poised to meet the SME Banking needs

RISE - The Power of Small to shape the future

CONTRIBUTE

(==

LEARN

REWARDS
BEYOND

DUSINESS BANXING !
POWER OF SMALL TO SMAMY THE FUTUSRY
At Emdrates NOD Business Banking, we belleve that SME s are a pillar of the UAE econamy  That s why we created RISE a unigue
platiorm that colebratos ther entrepreneurial spift Providing SMEs a forum %o network. share learnings and grow  Helping tham reallze

PUT YOUR AMBmoM

| INTO ACTION TODAY,

AED 25004 GETA
N BUSINESS LOAN AND
CHER COLLECT UP TO AED 2,500 NOW.

I siGHT

fast prOCewr® AN
High loan aﬂ‘O\m\s A

Collateral-tiee ™2

Empower your business with
Instaloan from
ADCB Business Banking

APPLY NOW,
Terms & conditions apply.

Others stretch the truth
about business loans

I
\
\

At RAKBANK
we just lend.

Collateral-free business loans up to AED 32 million

Conditions apply
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ENBD Business Banking Integrated value added offer - RISE Business

o

RISE - The Power of Small to shape the future

CONTRIBUTE
-«
N — ﬂﬁ@ RISE POWER OF SMALL TO SHAPE THE FUTURE Yd [SRinJELE

BUSINESS BANKING

L E ‘ : R N m g 4 INSPIRING STORIES RISE INTEL REWARDS & BEYOND RISE EXCHANGE EVENTS BUSINESS BANKING ABOUT US
REWARDS ﬂ mi and ShagM Mo Shipping & Logistics

BEYOND POWER OF SMALL TO SHAPE THE FUTURE

Not only moving freight, but
moving the region forward

Jamil & Shami} |

it Wil Empower Businessas In muitiple ways:

Insipring Stories: RISZw

RISE Intel

Alne Inmeliigence centre or

EIGEN Lo omer o

EXCHANG

£30IR3ING ClECUSSIoN

REWARDS
BEYOND

Take 30

NETWORK

268 COTMACTS Trougn

Caibrate the spirt of entreprensurship - isarn mors about RISE at nssdusiness.com

m RISE Business 'i emiratesndd @emiratasnba

I siGHT
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Emirates Money tapping into Expansion needs and Young Entrepreneurs

s SBRL Y)

. E‘ 3
NKI NG OF THINK
EXPANDING YOUR BUSINESS" EMIRATES MONEY 1

"-zq'n

o
w o just
Aluzmnkmw an mmmm-ss

2 i Bt
' THINKING OF [ < THINK L7
EXPANDING YOUR BUSINESS? EMIRATES MONEY 8
, il ¥
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RAK Bank Business Loan Ads “Strong Collateral free” messaging

©® RAK Bank has been very visible with their “Collateral free” Business Loans advertisement. They also reach
prospective customers through radio ads, digital channels and other traditional banking channels.

® The ads are in sync with their other product category advertisements, where they try to highlight the “pain with
having relationship with the other banks” and simplicity and transparency in dealing with RAK bank

® “Nightmare on Loan Street” currently ‘on air’ and grabbing customer’s attention

2012-13

I siGHT

Our insight drives your foresight © 4SiGHT Research & Analytics (www.4sight-global.com)



FGB's strong thrust in meeting the Business Banking needs

Over 10,000 businesses
have grown with us.

| pectals |
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BT (B

Our Business Banking caters to your every need. 008 10 4 e G

Whsteves yens Buninens arptie. SIS B s At 18 e banking ¢ High foan amounts » Comge; v« and preferential interest rates « Fast processing
Business Current Account | Business Instaliment Loags | 1race Working Capital

Calf 600 522 235 or SMS BFS to 2121 Busits Crecit Carc) Marchanet Suinast (oucs SN T fecues

s e To grow your business, call 600 525500 or 5MS 'SBS’ to 2121.

www.igb.ae

0 First Gulf Bank

Befirst 00~ 00~ 0~ - FGB

'|l SIGHT
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4SiGHT - Our Banking Sector Experience

200,000 +

CATI Interview

150,000 +
F2F Interviews

2000 +

Mystery Visits

500 +
IDIs

300 +

Focus Groups

Accounts
(Full Profile
Conjoint model)

Personal Loan
(Choice based
Conjoint model )

Mortgage
(Choice based
Conjoint model )

Branch Phone Banking Internet Banking
CSR Tellers RMs / PWRMs
Mobile Sales Virtual Assistants Mortgage Advisors
Direct Channels Auto Loan Advisors

Accounts

Personal Loan

Home Loan

Credit Cards

Investments

Branch (560 branches/month)

Mass market / Liabilities

Affluent Segment
(Needs Assessment &
Competitive Profiling,

Benchmarking)

Youth & Female Segment
(Needs Assessment &
Competitive Profiling,

Benchmarking)

SME Value Proposition Research
(Needs Assessment , Competitive Profiling & Benchmarking, CVP

Development)

Remittance

Credit Cards

Mortgages

Investments

Ad Pre Testing Brand & Ad Brand Positioning &
Call Centres Affluent / Mgmt (Both Qual & Quant) Tracking Equity Research
CESIGHT
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Thank you!
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Deepak Kudkilwar
deepak@4sight-global.com

Anand Nigam
anand@4sight-global.com
Nagarajan Rajshekaran
nagrajan@4sight-global.com

Dubai
1201, Saba 1
Cluster E, JLT
' Dubai, UAE

Riyadh

" Al-Khalidia Towers,
Floor 23, Riyadh,

' Saudi Arabia

Jeddah

' Al-Eqtessad Plaza,

- 5t Floor, Office # 504,
Jeddah, Saudi Arabia
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