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Introduction Ourverbalidentity defineshowwe speak and write
as abrand. [t helpsus connectwith ouraudiencesina
relevant and differentiated way, making ourbrand stand
outinthe market.

It helpsbring ourbrand strategy tolife and unifies our
communications by creatingaconsistenttone.

This guide sets out the key messages and principleswe
should use when writing.
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Section1- Brand Positioning

Our brand story

Emirates NBD's brand positioning
serves as the foundation of the
brand strategy, defining how the
audience isintended to perceive the
brand in the marketplace. It directs
all communications and marketing
efforts, ensuring a consistent
message thatresonates with the
target audience and reinforces the
brand's identity.

Emotional benefit

At Emirates NBD, we inspire confidence. Whether you are an individual,
aninstitution or a business, we bring you along on ajourney of trust and
partnership.

Heritage, connection
to the UAE

As one of the UAE's oldest, pre-eminent banks, we embody the UAE's
heritagein ourservice excellence,ambitionand progressiveness — and use
thistoyouradvantage.

Practical benefits

Benefitfrom our proactive service. Use our state-of-the-art, intuitive tools
built onrobust platforms. Draw on ourinsight and expertise to uncover
optimalfinancial opportunities. Feelempowered and confidentinyour
financial decision-making.

Outcome Togetherwithyou, we enhance the quality of everyday life and business
in Dubai, the UAE and the region. Ultimately, we help shape theregion’s
financial future.
Brand idea Emirates NBD. We are your partners in prosperity.
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Strategic overview

Brand Purpose

Create
opportunities
to prosper

Brand Idea

Partners in prosperity

Throughour partnership, we inspire confidence in our stakeholders.

Core Beliefs

The financial health of our
countries of operationis our
priority

We will continue to build on our decades-long

heritage by supporting the growth, development
and wellness of our markets and their people.

We are a service We advise clients using our We make banking simpler
business deep financial expertise through innovation

We are committed to providing world-class Our expert insights and analysis help clients decide We are enterprising. We lead the way in adopting the best
banking services to all our customers. on their best financial way forward. and latest of banking technologies and in finding modern

financial solutions.
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Our brand pillars

Our brand pillars define the key
themes which our brand should
communicate consistently to create
a coherent perception of the brand,
in line with our positioning.

National
andregional

We have along
andillustrious
heritageinthe UAE
and have achieved
regional stature.
Weactasthe
financial partner
intheregion's
development.

Premium

As a universal bank,
our positioning is
evolvingtowards
premium, being
seenasmore
sophisticated than
mass products
and services, and
offering expert
adviceanda
superior customer
experience.

Relationship
and service

We are aservice
brand. Ourservice
towards all our
stakeholders is
robustandrelies
onadvisory,
relationships and
presence.

Innovation

We are innovators,
ambitious and
dynamic. We use
ourinsightsand
technology to offer
the best banking
experience toour
customers.

Prosperity
andimpact

We take care of
ourpeople, acting
as aproactive
partnerintheir
growth and
development.

We are committed
tothe goodof
societyandthe
environment.
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Section 2 - Brand Messaging Pillars

Brand messaging pillars

Our brand messaging pillars are derived
from our brand platform and define the
core themes we should consistently
communicate. The attributes beneath each
pillar represent the qualities that guide how
we position and communicate the brand.

National
andregional

Partnership
Heritage
Trust

Local expertise

Premium

Sophisticated

Committed

Excellent

Relationship
and service

Nurturing
Responsive

Adaptive

Innovation

Insightful

Technology-led

Dynamic

Prosperity
andimpact

Community
development

Environmental
protection

Long-term growth
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Theme

Key messages

Proof points

National and regional

Masterbrand
key messages

We're dedicated to nurturing the skills and capabilities of
our region for a better tomorrow.

We partner with UAE's dynamic entrepreneurs to create
opportunities to prosper.

Our strong national and regional presence gives us the knowledge and skills to serve our customers with excellence.

Our rapidly expanding network in the UAE and abroad gives customers seamless access to our services as well as regional
expertise.

Our footprint in key regional economies such as Saudi Arabia, Egypt and India is growing, boosting financial ecosystems.
We have expanded our global presence from 7 countries in 2007 to 13 in 2024.

The Dubai Growth Initiative for local SMEs to scale and go global has achieved significant success.

Premium

We are committed to delivering a superior experience for
our customers and wider stakeholders.

We deliver personalised and responsive services, ensuring
customers feel valued across all touchpoints.

Our people are our most valuable asset — their dedication
isimportant to our sustained level of excellence.

We set ourselves apart with cutting-edge digital innovation, providing seamless, tailored financial tools and lifestyle benefits
to all our customers.

Our premium services like investment options, insurance and global privileges are accessible to everyone, making Emirates
NBD feel like a premium bank across our segments, and underscoring our leadership in the financial sector.

Our 24-hour call centre provides round-the-clock availability. We also distinguish ourselves by integrating digital tools like
IVR and WhatsApp banking alongside our call centre, ensuring comprehensive and accessible service options for customers.

Relationship
and service

We continuously train our people to enhance their skills
and ensure they meet our high standards for customer
service and financial advisory.

We value our customers' feedback and act upon it.

Our people's empathy and responsiveness are pivotal to
our world-class service.

We invest heavily in improving customer service on our digital platforms and at our branches, expanding our network for
better reach in the UAE and abroad.

Our relationship managers undergo industry-recognised training and certification on a regular basis to enhance their skills.

We ask customers for feedback through over 3,000 interviews every month, analyse the data and act upon it to enhance our
services.

Our Net Promoter Score (NPS) has steadily increased YTD.

Innovation

We offer cutting-edge banking solutions that keep our
customers ahead of change.

Our state-of-the-art intuitive tools ensure convenience,
efficiency, security and transparency in every transaction.

We foster a culture of innovation and creativity to build
solutions that unlock new opportunities.

Our Mobile Banking app, ENBD X, has redefined everyday banking, setting new standards by seamlessly blending wealth and
retail services, empowering goal-setting and transforming our digital services.

Since 2017, Emirates NBD has partnered with the DIFC Innovation Hub to support FinTech start-ups, fostering innovation by
transforming concepts into practical solutions, demonstrating the bank's focus on enhancing customer experience.

Our National Digital Talent Incubator (NDTI) programme, launched in 2023, fostersinnovation and nurtures talentin the UAE's
FinTech sector.

We partnered with Dubai FinTech Summit, focusing on innovation in financial technology and cross-border collaboration.

Prosperity
and impact

We embody the UAE's entrepreneurial mindset, focusing
on the future in everything we do.

With our proven track record, we provide peace of mind to
investors, safeguarding assets for long-term prosperity.

We are committed to societal partnerships and impact,
from community-centred programmes to financial
literacy and environmental protection.

We uphold the highest standards of governance,
transparency and integrity.

We have built a strong presence over 60 years, driving economic progress for our customers, people, investors, communities
and region.

Our Investment Banking team plays a significant role in supporting the growth of the equity capital markets in the UAE,
managing major IPOs for both public and private sectors.

We've contributed to several impactful government sustainability programmes such as Financial Literacy, support of People
of Determination, Sustainable Finance, major Green Sukuk issuances and other initiatives such as affordable housing,
community engagement (See Her Empowered - SHE) and digital economic development (1 billion digitisation programme).

We support the UAE's COP28 agenda and have received recognition for our sustainable finance initiatives. Our Green Bond
programme showcases our position as a responsible and forward-thinking financial institution. We organise events like the
annual Emirates NBD Unity Run, promoting inclusivity and social impact.

We support SME growth, aligning with national economic diversification goals. Our AED 500 million SME Growth Initiative
supports businesses with affordable financing, helping them expand beyond the UAE.
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Introduction

If ourmessagingis about whatwe say to customers,
ourtone of voiceisabouthowwe say it.

It's allabout building a connection with our audiences
and soundinglike we're one unified brand and
business, no matterwhowe're talking to.
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Why we need a
tone of voice

Our tone of voice captures the unique personality and attitude of the
Emirates NBD brand, complementing our visual brand across all written and
oral communication, from everyday interactions to inspirational campaigns.

Tone of voice is how we write and speak — not what we say, but how we say it:

What | said How | said it
Message 'Call us' Tone 'Giveusaring' 'Let's
talk' 'Let's chat' 'Talkto us’

What we say is dictated by our principles, experiences and aspirations,
how we say itisinformed by our brand personality.

When used consistently, thoughtfully and tailored to each audience, our
tone of voiceis a powerful way to build a feeling about our brand in people's
minds. We want our customers to perceive Emirates NBD as a brand that
understands them, knows what they want and speaks their language.
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Tone of voice
principles

OurTone of Voice helps to bring
our brand to life, building trust and

recognition through a consistent and

distinct voice across all touchpoints.

Our heritage, stability and stature
arereflectedin many aspects of the
principles, providing reassurance
and trust. We apply these principles
to communicate with our customers
in a premium and sophisticated
manner.

The principles help us deliver on
our messaging pillars, reflecting
our distinctive brand personality
and overall brand idea: Partnersin
prosperity.

Human
We connect with our audience with honesty and transparency,

alwaysin clear, straightforward language. We avoidjargon,
ensuring every interaction strengthens trust, collaborationand
partnership.

Smart
We demonstrate how we, as a solution-driven, future-focused

bank, work handinhandwith ourpartnersto deliverinnovative
solutions. Together, we create the most progressive and
forward-looking experiences that drive mutual success.

Optimistic

We build trust by showcasing our confidence and hope forthe
future. By partnering with our customers, we use our expertise
to secure their prosperity, ensuring progress forall.

We write personto person
We think customerfirst
We are succinctandclear

We are credible experts
We are strategic

We are forward-looking

We are positive
We are confident

Weinspire withleadership
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Tone of voice
principles

Human We write person to person We think customer first We are succinct and clear
We use jargon-free language that's easily Focused on the customer's needs, we We deliver clear, concise information without
understood and infused with warmth when speak directly to them and lead with the end leaving out any important detail. Editing is key.
appropriate. This helps to build trust and pbenefit. We treat them with respect and never We reflect on our writing and simplify,
deeper connections. Thereis an energy to our undermine their intelligence. but without compromising clarity.
words that comes through in the use of active
sentences and action-led verbs.

Smart We are credible experts We are strategic We are forward-looking
We share knowledge and expertise with Our decisions are intentional, driven by Innovationis at the core of everything we do,
customers, our partners in progress, showing insight and a clear vision for the future. Our and our words shouldreflect the forward-
ourunderstanding of theirneeds and communication should reflect this clarity and thinking, technology-driven solutions we bring
aspirations. We build trust by offering insights direction. We focus on the bigger picture, to our customers. Whether we're talking about
and practical guidance, avoiding exaggerated ensuring our words are precise, meaningful breakthroughs in digital banking or seamless
claims or 'hard sell', while assuring customers and aligned with our long-term goals. customer experiences, we focus on tangible
that we are ready for the future. benefits and real-world impact.

Optimistic We are positive We are confident We inspire with leadership

We want customers to feel good about their
finances, so use a supportive, constructive
and optimistic tone. Focused on solutions,
opportunities and benefits rather than
problems and challenges, we use definitive
language to express certainty and build
confidence in our brand.

We believe inwhat we do, inthe impact we
have on our customers, and in the future we
are shaping. Our language should reflect this
confidence, clear and assured. We speak with
certainty and clarity about how our products
and services make areal difference. We focus
on possibilities and progress, our words
always inspiring trust and optimism.

We demonstrate our progressive approach
through engaging and inspiring language that
reflects our leadership in the UAE, the broader
region and the industry. Our words should
reinforce how we are shaping the future of
banking locally and regionally.
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Flexing our tone for
different audiences

We modulate ourtone of voice to
connect with all our audiences while
tailoring what we communicate to
their individual needs.

We do this by dialling up and down
each of the principles, as shown in
the illustrative example on the right.
Ultimately, the tone will be defined
by the communication objective,
audience and intended message.

Tone Attributes

Human
We write person to person

We think customer first
We are succinct and clear

Smart
We are credible experts

We are strategic
We are forward-looking

Optimistic
We are positive
We are confident

We inspire with leadership

]

Personal

Banking

Trust
Simplicity

Solution-driven

o— +
— +
.—+
@ +
@ +
@ +
._+
@ +

Priority
Banking

Exclusive
Personalised
Attentive
o— +
o— +
.— +
o— +
&— +
- +
- +
o +
o +

Business
Banking

Supportive
Responsive
Empowering

- +
@ +

@ +
o— +

o— +

@ +

O +
o— +

- +

Business
Banking

(Premium Tiers)

Authoritative

Expert

Relationship-driven

o— +
— +

o— +

._+
o— +

._+
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Contextis
everything

While our tone of voice defines how
we communicate with our audience,
it'simportant to consider the context
and type of communication that will
drive the message.

Operational
announcements/
Contractual agreements

Plain functional language

Contractual
agreements

This document
represents a contract
between Emirates NBD
and the supplier.

It confirms our agreement
that the supplier will
deliver services to
Emirates NBD and
relevant Emirates NBD
companies.

Business
correspondence

Business
correspondence

Our branches will be
closed for Eid Al Adha
on XX XXXX 2025.
Transactions will not
be processed on this
day, but our support
channels remain
available if you need
assistance.

Wider stakeholder
communications

Wider stakeholder
communications

As the spirit of Ramadan
fills the air, Emirates NBD
invites youto come
together for a special
Iftar gathering. Join us
for a delightful feast
and an evening of warm
hospitality.

Website

Website

Everyday banking on
the move. Stay on

top of your banking
wherever you are using
our award-winning
Mobile Banking app,
ENBD X.

Social media

Social media

Ourvolunteers are
sharing love and
compassion as part of
our Giveback initiatives
during Ramadan.
#EmiratesNBD

#RamadanGiving

#Ramadan

Campaigns

Expressive voice

Campaigns

ARED card for true REDS.
Introducing the credit
cardforfansof aniconic
football club. The Emirates
NBD Manchester United
Credit Cardis free forlife
and offers unique benefits
and rewards linked to your
favourite team. Thisis a
must-have for supporters
of the Red Deuvils.
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Introduction

Thissection brings everythingtogetherto show you
real-life examples of how ourkey messagesandtone
of voice work inpractice. Use these asareference
pointforallthe communicationsyou develop.
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Human - Principle 1
We write person to person

Human - Principle 2
We think customer first

Human - Principle 3
We are succinct and clear

Use active, not passive
sentences to stay close to
the reader.

Personal Banking

We're here to manage your banking, so you
canfocus onwhat matters most.

Priority Banking
Your financial goals are our priority, and we're
here to support you.

Business Banking
We give your business the finance it needs to

grow, with tailored solutions that work for you.

Business Banking (Premium Tiers)

We support you in growing your wealth with
expert guidance.

Make the customer feel

heard, valued and cared for.

Personal Banking

We're always looking to improve what we do.
Ouraimis to make your banking simple and
seamless.

Priority Banking
We listen first, then work with you to build a
path forward.

Business Banking

Banking that opens doors and unlocks new
opportunities.

Business Banking (Premium Tiers)

Banking that's tailored around the way you
work.

Use few words, well.

Personal Banking
Making everyday banking a breeze.

Priority Banking
Wealth solutions tailored to your goals.

Business Banking

Seamless Business Banking. Simple as
that.

Business Banking (Premium Tiers)

Sophisticated solutions for tomorrow's
businesses.

Speak directly to the
reader with clarity.

Personal Banking

Saving for something special? Together, we
canmake it happen.

Priority Banking
Yourjourney is personaland we're here to
make it smooth and rewarding.

Business Banking

Yourunyour business. We'll back you with the
right financial support.

Business Banking (Premium Tiers)

Your successis our focus. Let us help you
build oniit.

Use your words to show
understanding of their
needs.

Personal Banking
Holidays are exciting! Let's plan ahead.

Priority Banking
Finances tailored to you.

Business Banking

We understand the demands of running a
business. That's why our accounts can be
opened inafew easy steps.

Business Banking (Premium Tiers)

We know what success means to you. It's our
aimto helpyoulive it.

Use statement + solution
to communicate aclear
customer benefit.

Personal Banking

Manage yourmoney withease. Our ENBD X
app helpsyoustayin control.

Priority Banking

Financial planning can be complex. We're
here to help you navigate it with greater
ease and confidence.

Business Banking

Planning the next financial year? Tap into
our expertise.

Business Banking (Premium Tiers)

Expect more for your business? We have
you covered.
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Smart - Principle 1
We are credible experts

Smart - Principle 2
We are strategic

Smart - Principle 3
We are forward-looking

Use varied sentence
lengths and punctuation to
add pace and demonstrate
our agile approach.

Personal Banking

Benefit from our guidance and tailored
products for your financial needs.

Priority Banking
We're here to support you in growing and

preserving your wealth. Our guidance is
tailored to your unigue financial needs.

Business Banking

We go beyond transactions, helping you
navigate challenges with informed, practical
support.

Business Banking (Premium Tiers)

Backed by experience. Designed to support
your ambitions.

We're experts in banking,
and it shows through our
confidence, knowledge,
experience and
understanding.

Personal Banking

We provide clear insights, empowering you
to make informed decisions.

Priority Banking
We've been helping people prosper in the
UAE for over 60 years.

Business Banking

Growing a business demands a strong,
flexible business model. We're here to help
you shape yours.

Business Banking (Premium Tiers)

Our experts anticipate your needs to support
your business ambitions.

Share our beliefs and
objectives.

Personal Banking

We're leading the way towards a
progressive future in the Middle East.

Priority Banking
We focus on the bigger picture, caring

about the collective prosperity of our
wider community.

Business Banking

We're committed to sustainability,
from reducing our carbon footprint to
enabling access to green finance.

Business Banking (Premium Tiers)

We believe in shaping what's next. That's
why we're committed to enhancing your
experience with innovative solutions.

Use alliteration, rhythm
and repetition to break up
copy and add energy.

Personal Banking
Secure and simple. Banking you can trust.

Priority Banking
Thinking beyond tomorrow. Working to grow
your wealth.

Business Banking

Strategic insights, streamlined support, smart
solutions.

Business Banking (Premium Tiers)

Simpler processes, smarter solutions,
stronger results.

Don't say we're 'innovative
but tell the story of our
innovations and how they
benefit customers.

Personal Banking

From seamless transfers to smart financial
tools, the ENBD X app offers an enhanced
banking experience.

Priority Banking
Our ENBD X app is designed to support your

financial goals, giving you better visibility and
control over your finances.

Business Banking

Stay ahead with digital tools that support
your business growth and adapt to your
evolving needs.

Business Banking (Premium Tiers)

Innovate and expand with a financial partner
that's built for what's next in global business.

Don't just say what we're
doing to progress, explain
why we're doing it.

Personal Banking

We champion sustainable growth
across the UAE, strategically reducing
our environmental footprint to secure a
better future forall.

Priority Banking
Time is precious. That's why we want to

save you some with simplified banking
processes.

Business Banking

Digital-first tools, expert support and
flexibility to grow your way.

Business Banking (Premium Tiers)

Strategic banking forwhat's next:
intelligent insights, global capabilities
and agility tolead ina changing world.
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Optimistic - Principle 1
We are positive

Optimistic - Principle 2
We are confident

Optimistic - Principle 3
We inspire with leadership

Keep language positive
but genuine, especially
during difficult messaging.

Personal Banking

Thank you for getting in touch. Someone from
ourteam will contact you soon.

Priority Banking
We're here to support you with your financial
goals.

Business Banking

Embarking on a business journey is exciting,
and our experts are here to support you every
step of the way.

Business Banking (Premium Tiers)

We value your time. That's why we constantly
look forways to simplify your banking
experience.

Reflect our hands-on,
practical approach using
reassuring language.

Personal Banking

Big plans for the year ahead? Let us help with
the finances.

Priority Banking
Every home journey is different. Ourloan
solutions are designed to fit yours.

Business Banking

Wondering how to take your business to the
next level? Talk to our experts.

Business Banking (Premium Tiers)
Exceptional banking, tailored to you.

As progressive leaders,
we write to inspire and
connect.

Personal Banking

Let's make a difference in our community
during Ramadan.

Priority Banking
Progress starts by understanding what
matters to you.

Business Banking

Building a business takes a team. Make our
experts part of yours.

Business Banking (Premium Tiers)

We work with world-class businesses.
That drives our focus on quality and
consistency.

Talk about the reality of
finances or investments
with confidence and
reassurance.

Don't dwell on the negative.

Personal Banking

Managing money requires expertise. Our
experts help you stay ahead of the curve.

Priority Banking

Unlock your financial possibilities. Our experts
help guide you with tailored strategies.

Business Banking
Your business needs will keep evolving. Let

our experts support you every step of the way.

Business Banking (Premium Tiers)

Investment requires market insight. That's
where our expertise matters.

Reflect our can-do
approach and commitment
to constant improvement.

Personal Banking

Progress drives us. We keep refining our
services to meet your evolving needs.

Priority Banking

We're committed to serving you better, and
your feedback shapes what we do next.

Business Banking

We're here to meet your banking needs, no
matter how unique they may be.

Business Banking (Premium Tiers)

We're committed to supporting your
prosperity through solutions aligned to your
evolving business needs.

When speaking to a
broader audience, use
inclusive language that
brings people together.

Show pride in our region
andits people.

Personal Banking

Growing strong financial futures in one of
the world's fastest-growing regions.

Priority Banking

Together, we're building strong financial
futures.

Business Banking

Creating opportunities to prosper.
Together.

Business Banking (Premium Tiers)

We're driving progress in the region.
Let's move forward together.
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Bringing our tone of
voice principles to life

Inthe following slides, you'llfind examples that
demonstrate how ourtone of voice principles

work together.

Take amomentto compare the original and re-written
versions of eachmessagetobetterunderstandthe

application of these principles.
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Careers

Before

Opportunities for Emiratis

For60years, we'vebeenone

of the UAE'slargest Emirati
employers. We offeraccelerated
careeropportunities, world-class
professionaldevelopment, and
the chancetodirectly support
our city and nation's continued
economic transformation.

After

A world of opportunity
for Emiratis

We're leading the way towards a

progressive future in the Middle
East. People are ourpassion.

Overthepast 60 years,we've
become one of the UAE's largest

Emirati employers, offering
opportunity forall, world-class
professionaldevelopmentand
the chancetobe part of a thriving
economy.

We are positive

We inspire with leadership
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Life at Emirates NBD

Before

Life at Emirates NBD.
Meet our people.

Our people are ourmost valuable
asset. Wecreditoursuccessto
our ability to attract, develop and
retaintherighttalent. We have
built a culture based on diversity,
collaboration, innovation,
challengesand growth — all while
preserving work-life balance.

After
The power of our people.

Who we are.

People are the driving force behind

our success, and we're committed
to attracting and nurturing the best
talentforeveryrole.

Ourunique cultureis builton

three key principles: diversity,
collaborationand innovation. We
encourage everyone, whether
managers ornew hires, to break
down barriers, work togetherand
explore newways of working.

We are confident

We are positive

We inspire with leadership
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Recruitment

Before

Share your talent.
Embrace your passion.

We are looking for powerful
players, game-changers and
future leaders. At Emirates NBD,
you willbe part of acompany
that putsitsownpeoplefirst,
celebratesuniqueness and
welcomestalent withopenarms.

Joinusto help shapethe future of
banking, together.

After
Grow your talent.

Welcome to a world of

opportunity.

We'relookingforteam players
who share our beliefinthe value

of diversity, collaborationand
innovation.

Help usto grow ourvibrant culture
that puts people first,champions
individuality and treasures talent.

Joinusandbecomeapartnerin

prosperity.

We write persontoperson

We are positive

We are succinctandclear
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Opening an account

Before

Secure your savings:
Explore the benefits of
deposits!

Dear customer,

At Emirates NBD we want to help
you withyour financial aspirations
togetyouclosertoyourgoalsin
life. Fixed depositsare asmart
easyway to growyour savings
steadilyand securely.

Considerexploring fixed deposits
as away towatchyourmoney
grow with peace of mind.

After
Looking to start saving?

Deposits make it easier.

Dear Customer,

You have your financial goals and

we're heretosupportyouevery
step of theway.

Fixed depositsare asmartwayto
save steadilyand securely.

Considersetting one up today and

watchyourmoney grow withpeace
of mind.

We are succinctandclear

We are positive

We write personto person

We think customerfirst

We are confident
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Current account

Before

A world of opportunities
to explore.

Get privileged benefits, freedom
of flexibility and a full suite of
personalized features that will
simplify your everyday banking
needs.

After
Explore a world of

opportunities

Enjoy exclusive benefits with the
freedomtobankfromanywhere
with personalised features that

make everyday banking simpler.

We are positive

We think customerfirst
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Loans

Before

Explore from a wide range
that suits your needs at an
affordable rate!

We strive to provide financial
assistancetoeverybodywho
needsit. OurLoanscomewitha
hassle-free and easy application
process.

This summer, it'sraining gold with
loans.

After
Flexible loans desighed

foryou

Whetheryou're planning foranew
home, anew car ora personal

milestone, ourwiderange of loans
willhelp you getthere.

Experience a hassle-free
applicationprocesswithless

paperwork, givingyoumore time
tofocus onwhat matters.

Apply online today.

We think customerfirst

We write personto person

We are positive
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Credit cards Before _
Introducing the new noon

One CreditCard

Dear Customer,

Doyoushop atnoon? Wouldyou
liketogetupto20% backasnoon
creditsonallyour purchases?
Unlockyoursavings withus today!

After

Introducing the new
noon One Credit Card,
packed with benefits

Dear Customer,

Here'sevenmorereasonwhy
you should shop atnoon. You
cannow getupto20% back
asnoon creditswithevery
purchase usingournoon One
Credit Card.

Don'twait, start saving now.

Apply foranoon One Credit
Cardtoday.

We are positive

We write persontoperson

We think customerfirst

We are succinctandclear
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Creditcards

Before

A card thatloves your
favourite teamas much as
youdo!

Dear customer,

If you're looking foraway to
showyourlove and passionfor
Manchester United, don'tlook

any further! The Emirates NBD
Manchester United Credit Card
isfree forlife and offers ahost

of rewardsthat holds a special
placeinthe hearts of true RED fans
including RED points on all spends
and achancetowinfreebies!

After

A RED card for true REDS

Dear Customer,

Introducing the credit card that

willtake yourgame to the next
level.

The Emirates NBD Manchester
United Credit Cardis free

forlifeand perfectforthe
dedicatedfan.

Enjoy aworld of unique
benefitsincluding RED points

onevery spendandthe chance
to win exclusive gifts.

We think customerfirst

We are succinctandclear

We are confident

We are positive
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Developing hew
content

Following ourkey messages and tone of voice principles, we've crafted
content piecesthatintroduce the masterbrand and each of the segments.

Forsocialmedia posts, we suggest using the following structure to create
impactful, brand-building content:

o Statement of belief orpurpose
e Details of the product, event or activity
e Calltoaction

e Sign-off

Onthefollowing pages, you'llsee thisapproachinactionacross all segments.

Allour messages must align with our messaging pillars and brand idea: Partners
in prosperity.
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Masterbrand

Important:

When using this content,
always check that the financial
information matches the latest
details on our website under
About Us > Investor Relations

Short

Emirates NBD is aleading bank in MENAT,
helping people and businesses prosper for over
60 years. With atotalincome of AED 14.4 billion
andtotal assets of AED 1.2 trillion, Emirates NBD
is listed on the Dubai Financial Market (DFM) and
employs over 30,000 people, representing
more than 90 nationalities. Recognised among
the UAE’s most valuable brands, Emirates
NBD’s brand value increased 34% to USD 6.1
billion in 2026. Our portfolio spans retail
banking, corporate, private and other ventures.
We promote sustainable growth in the UAE,
developing innovative solutions to enrich our
communities and build strong financial futures
for the region.

Long

As aleading bankin the MENAT region, we have built a strong presence in the Middle East for over 60 years,
supporting individuals and businesses. This purpose underpins everything we do and reinforces our mission to
drive economic progress for our customers, people, investors, communities and region.

Emirates NBD is listed on the Dubai Financial Market (DFM). With a total income of AED 14.4 billion and total
assets of AED 1.2 trillion, our global footprint includes the UAE, Egypt, India, Turkey, Saudi Arabia, Singapore,
the UK, Austria, Germany, Russia and Bahrain with representative offices in China and Indonesia. In 2026,
Emirates NBD’s brand value increased 34% to USD 6.1 billion, reinforcing its position among the UAE’s
most valuable brands.

Our unique culture is built on the principles of diversity, collaboration and innovation. As a Group, we employ
more than 30,000 people, representing more than 90 nationalities. We are one of the largest and most
culturally diverse employers in the UAE and one of the largest Emirati employers, offering world-class
professional development and the chance to change the future of finance.

As leaders, we recognise our responsibility to our employees, our customers and the planet. Corporate
responsibility is deeply rooted in our culture, shaping the decisions we make at every level. We actively work
to promote sustainable growth in the UAE, enhancing the lives of people within our communities and building
a strong financial future for the region. We're also leading the way forward in sustainability-linked finance as
demand grows for ESG-related financing in line with the UAE's Net Zero action plan.
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Personal Banking

Headlines
e Everydaybankingmade easy
e Stayaheadof youreverydayneeds

e Yourfinancesatyourfingertips

Introducing Personal Banking

We're here to make Personal Bankingwork betterforyou. Our solutions are designed
tofityour everyday needs with simplicity, accessibility and value in mind.

Experience matters, whichiswhywe're focused on making every interactionmore
seamless and more rewarding. We're always looking forways to enhance whatwe
offerand howwe support you. Ouraward-winning ENBD X app offers more than 200
services, puttingyouin control of your finances and givingyou the freedomto bank
anytime and from anywhere. Whetheryou're saving forsomething special orlooking to
take outaloanforthat next bigproject, we make sure you have the supportyouneed.

Ourcommitment goes beyond banking. We support ourcommunities so they can
thrive. We think big picture, working to reduce our environmentalimpact while growing
strongfinancial futures forindividuals and businessesin one of the world'sfastest-
growingregions.
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Personal Banking
Social media posts

Statement of belief or purpose

Details of the product, event or activity
Callto action

Sign-off

Customer-centricity

Yourfinancial needs are our priority.
That'swhy we made transferring
money as simple as possible. With
DirectRemit,you cantransfermoney
to 6 countriesforfreeinjust 60
seconds.

Fast, free and convenient, DirectRemit
is available 24/7. Accessitonline or
throughthe ENBD Xapp.

Discover more on emiratesnbd.com.

H#EmiratesNBD #DirectRemit

Innovation

At Emirates NBD, innovationis more than
justabuzzword. It's how we empower
you to move faster, stayin controland
achieve more.

Fromdigital bankingexperiencesto
Al-driven solutions, ourinnovative
approachtobankingensuresyouare
one step ahead.

Let's explore opportunities.

#HInnovationAtEmiratesNBD
#FutureOfBanking

Future growth/Sustainability

At Emirates NBD, we'refocusedon
building a sustainable future with you
inmind. Whetherit's securing your
financial growth or supporting eco-
friendly initiatives, we're committed to
helping you and our communities thrive.

Together,we're shaping abetter,
greenerfuture. Getintouchtolearnhow
we can help you grow sustainably.

Discover more on emiratesnbd.com.

#GreenFuture #Sustainability
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Priority Banking

Headlines Introducing Priority Banking

e Growingastrongfinancial future With Priority Banking, your dedicatedrelationship managerishere to supportyouat

every stage. Whetheryou're planning your next step or taking time to enjoy the moment,
e Elevateyourbankingexperience we provide attentive service, access to premium solutions and a banking experience

shaped aroundyourfinancial goals.
e Yourprosperityis our priority

« Helpingyou meet yourfinancial goals ambitions and work withyou onyourjourney, offeringunique products and services

Finance givesus freedom,andwe're here to help you find yours. We understand your

forthelifeyouwanttolead. Frominvestinginsmart technologyto helpyouunlock new

opportunities, to simplerbanking processesthat allowyoutofocus onwhat matters, we

dowhatittakesto supportyou.

As a Priority Banking customer, you canrely on our experts to think beyond today. Our
aimisto grow and preserve your wealth and support you withinsights and advice when
you're exploring new ideas or making big financial decisions. Together, we will build a

wealthierand more secure tomorrow foryou.
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Priority Banking
Social media posts

Statement of belief or purpose

Details of the product, event or activity
Callto action

Sign-off

Customer-centricity

At Emirates NBD, we believeinmore
than just managing your finances —
we're here to help you prosper. From
sustainable investment optionsto
personalised financial solutions, we're
building abettertomorrow, together.

Let's steeryourfinancialjourney
towards success.

Discover more on emiratesnbd.com.

#PriorityBanking #EmiratesNBD

Innovation

At Emirates NBD Priority Banking,
innovation supports what matters
mosttoyou.

From cutting-edgedigital solutions
to personalised wealth strategies, we
empoweryoutostay aheadinafast-
changingworld.

Visit our website to learn more about
our innovative banking solutions.

#InnovativeBanking #EmiratesNBD
#PriorityBanking

Future growth/Sustainability

Asyourtrustedfinancial partner, we're
here to turntoday's ambitionsinto
tomorrow’'ssuccesses.

Whetheryou're growingyourwealth,
planning yourlegacy orlooking for
sustainable finance solutions, our team
of expertswillhelpyoustay ahead.

Discuss growth and sustainable
finance opportunities with us.

#MaximisingSuccess #PriorityBanking
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Business Banking

Headlines

e Sharingyourentrepreneurial spirit
e Fromstart-uptoscale-up

e Superchargeyourbusiness

e Givingyouthetoolstogrow

Introducing Business Banking

As aleadingbankintheregion, we understand your business needs. With our
experiencedteam, you get expertise, convenience and personalised service to support
you. We planand simplify banking soyou're free tofocus on growing your business.

Ouragile products and services are designed to help you build and maintain momentum.
Byinvestingininnovative solutions such as our cutting-edge business banking platform,
businessONLINE, we aimtoboost yourefficiency, help you stay ahead of the market and
maximise your financial health. Ourindustry-leading partners support us in mitigating risk
while shaping the future of banking foryou.

We share your pride inrepresenting the UAE and our flourishing region on the global
stage. Ourvibrantand future-focused cultureisinspiring and fuels ambition. By
partneringwithus, you opendoors and unlock new opportunities that empowerlocal
SMEstoscaleand go global.
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Business Banking
Social media posts

Statement of belief or purpose

Details of the product, event or activity
Callto action

Sign-off

Customer-Centricity

At Emirates NBD Business Banking, we
areyour partnerinsuccess.

Fromourdigitalbanking platform,
businessONLINE, to specialised SME
support programmes and globaltrade
finance expertise, every solutionwe
offeris designedwith your businessin
mind.

Whateveryourvision, we willwork with
youandbringittolife.

Discover solutions tailored to your
business requirements [LINK]

#EmiratesNBD #BusinessBanking
#SMEFinance #PartnersinProsperity

Innovation

With businessONLINE, we make your
bankingtransactions simpler.

This cutting-edge banking platform
givesyou full controlof yourfinances,
enablingyouto conducttransactions
from anywhere and make informed
decisionsto poweryourbusiness.

Explore the features of
businessONLINE [LINK]

#businessONLINE #EmiratesNBD
#BusinessBanking #InnovativeBanking

Future Growth/Sustainability

We are committed to powering your
growthinasustainable way. Your

business deserves more thanjust abank
—itdeservesapartnerinprogress.

Ourtailoredfinancial solutionsand
expertsupport are designedtohelp
you scale new heights and seize new
opportunities.

Discover how we can grow your
business together [LINK]

#EmiratesNBD #BusinessBanking

© 2026 Emirates NBD

This documentis proprietary to Emirates NBD Bank P.J.S.C. Group (the “Bank”) and isintended for use only by parties authorised by the Bank.

Any unauthorised distribution or use is strictly prohibited.

Version1.2 June
2026



Emirates NBD Verbal Identity Guidelines

Section5 - Tone of Voicein Action

41

Business Banking
(Premium tiers)

Headlines
e Expertbanking, tailoredtoyou
e The art of smart Business Banking

e Simple processes, smart solutions, strong
results

e Expectthe best, experience more

Introducing Business Banking

Weknowyou've made yourmark and want to build onyoursuccess. Our specialised
Business Bankingteamunderstands what it takes forabusiness to maintainmomentum
and maximise efficiencies. We work with you to build arobust financial model that
strengthens yourbusiness and streamlines your operations.

Ouragile, cutting-edge solutions are tailored to your business needs. With
businessONLINE, our advanced banking platform, we give you the technology to grow
while saving you valuable time and effort. Our team brings a wealth of expertise to
supportyou, whetherit'sthrough specialist advisors orrelationship managers to guide
you throughcomplexchallenges.

With our strongregional presence, we empoweryou to expand across borders with
confidence, drive yourvisionforward and take advantage of opportunities.

The proven growth of our clientsis a testament to our commitment and expertise. In
2024, we added the prestigious Euromoney Awards '‘Best Bank' and 'Best Regional
Bank'to our growing collection of accolades.
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Business Banking
(Premium tiers)
Social media posts

Statement of belief or purpose

Details of the product, event or activity
Callto action

Sign-off

Customer-centricity

Yourunigue Business Banking goals
require tailored solutions. Ourteam
of expertswillwork closely withyouto
understandyourneeds and offeryou
customisedstrategiesto poweryour
business.

Supported by a dedicatedrelationship
manager, we are here to guide you
every step of the way, soyou canfocus
ongrowingyourbusiness.

Read more about our Business
Banking solutions on [LINK]

#EmiratesNBD #BusinessBanking

Innovation

Experience the future of business
banking with Emirates NBD'sinnovative
solutions, designedforvisionary
entrepreneurs.

From priority relationship management
to exclusive accessto ourcutting-
edgedigitalbanking platform
businessONLINE and tailored financial
solutions, we bringinnovationto every
aspectof yourbusiness banking
journey.

Learn how we can help your business
reachits full potential [LINK]

#EmiratesNBD #BusinessBanking

Future growth/Sustainability

Partneringwithaleadingbankinthe
region means supercharging your
business withthe expertise needed for
future growth.

OurBusinessBankingteamis

your trusted partner, dedicatedto
supportingyour business and plansfor
expansion and success.

Read more about how we can support
your business on [LINK]

#EmiratesNBD #BusinessBanking
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Introduction

These writing guidelines cover style, spelling
and grammar conventions forcontent
across allour channels.
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Good writing
gets attention

Most of your readers will spend just a few
seconds on any piece of content before
deciding what to do next. Good, well-
written content that's grammatically
correct and engaging can hold their
attention.

Familiarise yourself with these guidelines
SO you canwrite consistent, well-
structured prose that reflects well on you
and on the bank.

And never forget to edit and proofread.
What you write must be 100% error-free.

Contents

Bulleted and numberedlists

e Howwe write

 BritishEnglish

Addressing customers and colleagues

e Planning and choosing the structure Country names

o Anexample of anemail Using contractions

How to writeinstructions Punctuation

How not towrite and some overusedwords and expressions

Capitalisation and writing about our products

Numbers and currencies, million and billion You-focus and empathy

Phone numbers Subject-verb agreement with collective nouns

Dateandtime Fleschreading ease and examples

Generalrules
e Emirates NBD

 Headlines

o« Ampersand

Hyperbole

Abbreviations and acronyms

Honorifics and Latin abbreviations

Loginandlogin

ltalics and bolding
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Plain and simple How we write
Inotice that you use We write in simple British Englishand aim to be as helpful and We never speak like this: 'banking for the upper crust...
N , N informative as we can, while avoidingjargon and ambiguous aswerisk alienating the rest of ouraudience.
aln, simple language, ' ' ' . . . o .
2 2 9 . S te”.“.s- However, Amerlclzangpelllngls are retalneq f.orthel , Sayinstead, 'Signature by Priority Bankingis aninvitation-
short words and brief officialnames of organisations, buildings and similar official onlv bremium bankina broaramme...
, entities (e.g., World Health Organization, International Labor yp gprog
sentences. Thatisthe Organization).
waytowrite Eng“Sh_ s Our writing style is: British English vs. American English
the modernway andthe
best way Sticktoit.' e Brief,notlong-winded Examples of British English spellings are recognise and not
' ' recognize, programme not program, favourite not favorite,
| e Expert,notnovice colournot color, favour not favor, centre not center, labour
Mark Twain notlaborand similar variations. And we 'fillina form', we don't
e Active,not passive filloutaform'.
e Emotive, notrobotic
e Honest, not manipulative
e Engaging, notdull
e Inclusive, not exclusive
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The one-thirdrule

Writing is one third planning, one third
drafting and one third editing.

Planning to write
Why - Define your aim

Askyourself, why amIwriting? Do | have toinform customers about a new
product, achange, acknowledge a problem, apologise for a mistake, ask
forinformation, describe an event, give aninstruction, persuade a potential
customer, or sellsomething? Knowing your goalis fundamental.

Who - Analyse your audience

Onceyou've clarifiedyouraim, ask yourself, whois my audience? What do|
know about thereader'sdemographics(e.g., age, sex, religion, education,
social status)? AmIdealingwith a Personal, Business or Private Banking
customer? What are the customer's needs, aspirations, pain points? Any
cultural considerations? Knowing your audience isimportant.

What - Select the content

Onlywhenyouknow 'why'and 'who', canyou ask, whatam|goingtowrite
tofulfilmy aim? To decide whichideas/arguments you're goingtouse and
dependingon the specific type of writingyou've chosento use, you might
want to considerbrainstorming content, doingsomeresearch, stressing
benefits not features, including customer-focused arguments, narrowing
down orexpanding topics andintegratingkey conceptsthatreflect the brand.
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Choose the structure

Whenyou've clarified the why-who-what, decide how you want to organise
yourdocument and shape yourargument.

Allmessages should have a beginning, middle and an end. Inturn, these parts
are divided into paragraphs, each revolving around a mainidea, expressed in
threetofive sentences.

The paragraphs must be joined seamlessly.

So, ask yourself, what running orderam | going to use for this message? What
amlgoingtosayfirst? And afterthat? And at the end?

And how willl manage the transitionfrom one point to the next?

Transition wordsinclude:

e SO o forexample

o after e inthe sameway
e consequently o furthermore

e because e inaddition

first, second

notonly, butalso

next aswellas
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Example

Aim
Toinformaloyal customerthat theiraccount package willbe changed from Plus to Beyond.

About the audience

The customerhasbeenwiththe bankfor? yearsandthey're nowreadyto move tothe nextlevel.

Content (notin any specific order)

1.  Recognitionoflong-standingrelationship with the bank

2. Newsregardingthe change

3. Characteristics of the Beyond Package
4. Ourbrandmessages

Structure

1. Introduction
Responsiveness
Reasons forthe change

Delivery of news

oA WN

Positive ending
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Example
Original

PSB_Plus to Beyond

Banking that rewards you every step of the way

Fullname in upper case

Dear [Field: FIRST NAME] [Field: LAST NAME],

Template/Canned

At Emirates NBD, we make every effort to ensure that you continuously enjoy a banking experience
thatis best suited to your needs and lifestyle.

Impact of the good news is lessened by
immediate list of demands

We are pleased toinform you that, with effect from January 2025, your relationship will be
upgraded to the Beyond Package which is more suited to your banking needs. You will be required
to maintain an average balance of atleast AED XXXXXX or transfer a monthly salary of AED XXXXXX
or more. Your existing debit card and cheque book will remain operational.

Grammatical error singular noun + plural verb

The minimum balance are applicable only if the monthly average balance is below AED XXXXXX.

Return to benefits creates a disjointed
running order

Grammatical + punctuation errors in this list

In addition, you are entitled to the following benefits & privileges:
Free Daily Banking
X cheque book every calendar year

X demand draft/manager's cheque every calendar year
Unlimited local and international remittance through Online Banking and one free at branches

every calendar month

Is this a heading?
Transitionis missing

New Bundle Offer on Credit Card and Bancassurance
Apply for a skyward or SPG Credit Card and get 100% reversal of the joining fee when you take a

MetLife Bancassurance product with a monthly premium of USD XXXX or more within a period of
30 days

Closeis ineffective
Punctuation error

Learn more about Personal banking packages [LINK]
Schedule of Charges [LINK]

We look forward to serving you better

Best Regards,
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Example
Re-write

PSB_Plus to Beyond

Dear [Field: First Name] [Field: Last Name],

Thesis statement
Customer-focus — stresses benefits

Customers want banks that are easy
to do business with

You'll be pleased to know that starting from January 2025, your account package will be changed from
Plus to Beyond. This change is designed to offer enhanced benefits that better align with your financial
goals, and it reflects our commitment to your prosperity as a long-standing customer with us. Your
current debit card/cheque book will remain valid, so there's no need to change them.

Layout improves clarity
Correct punctuation of a list
Consistent grammar

Here are the benefits of the Beyond Package:

e Free daily banking

2 free cheque books every year

2 manager's cheques every year

Unlimited local and international transfers through our ENBD X app
One free transfer at a branch every month

Conditions come after benefits
Not presented as demands

You qualify for this package because your salary of at least AED XXX comes in every month and/or you
maintain a balance of at least AED XXX. If the monthly average balance is below AED XXX, the minimum
balance charges will apply.

Transition word — finally introduces new
topic and sells benefits while minimising
effortrequired

Finally, you might be interested to know that the Beyond Package gives you access to our new bundle
offer on credit cards and insurance solutions. If you apply for an Emirates Skywards or Etihad Guest
Credit Card, we'll reverse 100% of the joining fee. Simply take out a MetLife insurance product with a
monthly premium of at least USD XXX within the first 30 days of receiving your card.

The endisrelevant to customer and brand
Punctuation of close is correct

Learn more about the Beyond Package [LINK]
Schedule of Charges [LINK]

We believe your new Beyond Package will further enhance your financial journey.

Thank you for banking with us.

Regards,
Emirates NBD

© 2026 Emirates NBD

This documentis proprietary to Emirates NBD Bank P.J.S.C. Group (the “Bank”) and isintended for use only by parties authorised by the Bank.

Any unauthorised distribution or use is strictly prohibited.

Version1.2 June
2026



Emirates NBD Verbal Identity Guidelines

Section 6 - Writing Guidelines

52

How to write
instructions

Remember, the readerisrelying on

the instructions to get the job done.

Test the instructions yourself to
ensure they're foolproof.

Peoplereadinstructionswhentheyneedtogetajob done. Forthejobtobe done
safely and correctly, theinstructions must be clearand easy to follow. Missing or
misplacedinformation can be confusing and possibly dangerous.

If instructions are inaccurate, or make too many assumptions, both of which can
cause serious problems, the bank may be liable fordamages.

Neverassume thereaderknowswhat you know orhas the experience you have.

Performthe taskyourself, write down each step.

Performthe task again following your owninstructions, then ask someone who
representsyouraudiencetodoit.

Revise untiltheinstructions are foolproof.

If there are linksinthe message, make sure they are working correctly.

If using abbreviations, ensure they're universally recognised and clearly
establisheduponfirstuse.
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Capitalisation

Capitalise proper nouns, which are the names of people, places, companies,
languages, nationalities, religions, weekdays, months and holidays.

Avoid ALL CAPS
ALL CAPS canfeelimpersonal andis hardertoread and scan, particularly inlonger headlines.

Use sentence case for headlines, subheadings, email subject-lines, webpage headings,
articles, communications and marketing copy.

Report titles should also use sentence case, forexample: ‘Notice of account closure and
chequereturn’.

Exceptions

« Acronyms and official names that are written in capitals, such as UAE, UK, US, WHO, IMF,
ATM, ADNOC, ENOC, DEWA, EMAAR and DMCC.

« ALLCAPS maybe used asavisual design treatmentin approved brand assets, such as
presentation templates, infographics, event branding and signage. This is a design choice,
not awriting style.

When creating copy, use sentence case unless a specific brand guideline requires otherwise.
UAE National(s), N is always capped

Emiratis, E capped

email, webchat, webpage, internet, username - allone word, not cappedunless at the start of
asentence

userID, not cappedunless at the start of asentence

PDF, not pdf. Whenrelevant, mention the file size like this:
Download the publication 'Understanding Capital Gains Tax' (PDF, 360 KB).
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When to capitalise Generic product categories Names of productsin capitals
r t

P oducts e Emirates NBD credit cards e Emirates NBD Skywards Infinite Credit Card
e Emirates NBD debit cards e Emirates NBD noon One Visa Credit Card
e EmiratesNBD cards e Emirates NBD EmiratiVisa Signature Debit Card
e Emirates NBD |loans e Emirates NBD ScholarPlus EducationLoan
e Emirates NBD home/auto/personalloans e Emirates NBD Green Auto Loan
e Emirates NBD accounts e Emirates NBD Plus Saver Account
Credit card and debit card Online Banking and Mobile Banking
Creditcardand debitcard ontheirowninsentences We cap these as they are product names.

are not capped. Forexample:

Your credit card has expired ENBD X, not ENBDX or ENBD-X

Apply foradebitcard .
Y Ina sentence, werefertoitas 'the ENBD Xapp'
or'ourENBD Xapp'.
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Numbers and
currencies

Use numerals from1to 9 unless formality, tone orlegal
requirements callforspellingthem out (such asinformal
reports orcontracts).

Addaspacebetweencurrenciesand numbers: AED 100,
not AEDTOO.

Add a space betweennumbers and abbreviations: 80 bn,
not 80bn.

Use commas afterevery 3 digits: AED 500,000,000.
Use O where there'sno digitbefore the decimal point: 0.5%.

Use a % signforpercentages: 50%, not 50pc or50 percent.

Fornumeric amounts, use two decimal points when fils, pence,
orcents are included for transparency and clarity (e.g., AED
75.50 and AED 75). Exceptionsinclude the annual report and
legal orregulatory documents where two decimal points are
required, evenforwhole numbers.

Forpercentages, the number of decimal points will be dictated
by the content and context.

Spell out all numbers at the beginning of a sentence:
Thirteenawards were presented to the banklastyear.

When two numbers are close together, spell out one of them
for clarity: I'llarrange two 3-yearloans foryou.

Million and billion

Follow the annualreport style. Inlong text, spell out millionand
billion.

Forexample: USD 3 millionor AED 12 billion. Space between
numberand million/billion.

Intables, headlines and banners, follow the style onthe right
(extractfromthe annualreport).

Performance

Net Profit (USD) Profit Before Tax (AED)
6.5bn 2/1bn
+6.9% +14.7%

2023:5.9bn 2023:23.7bn

Net Profit (AED) Income (AED)
23.0bn 44.1bn
+6.9% +2.6%

2023:21.5bn 2023:43.0 bn

Phone numbers

Use theinternationalcodes +97141234567,unlessitisa 600 or 800 number.

Whenusingbotha UAE and international number, write it like this:

Calluson 600540000 inthe UAE or +9714 XXX XXXX from abroad.
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Date

Daterange:

e From210Octoberto 30 December(don'tuse ordinal suffixes like 21st or 21st, and write 'to' instead of 'until’).
Example: The offerisvalidfrom 21 Octoberto 30 December2025.

e From18to 23 November
e By23November2025

e By Sunday, 13 October2025

Specific date:

e 130ctober2019 (don'tuse ordinal suffixes like 13th or 13t)
Yournew card should be withyou by 13 October2025.

e Whenadateisprecededbyadayofthe week, use acommaforclarity.
Yournew card should be withyou by Sunday, 153 October2025.

e Usethefullformofthe monthunlessthereisaspace constraint.

e Followthese standard abbreviations formonths: Jan, Feb, Mar, Apr, May, June, July, Aug, Sep, Oct, Nov, Dec.

Time

Write amand pm (lower case, withno full stops and a space afterthe number).

Thebankisopenfrom8amto 2 pm.('to'not 'until’)

Use noonand midnight for clarity: Youraccount manager would be happy to meet you tomorrow at noon.
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Generalrules

Emirates NBD

We're Emirates NBD, not NBD, not ENBD, not Emirates NBD
Bank (unlessusing the officialname, Emirates NBD Bank
P.J.S.C.).

CentralBank of the UAE, not CB UAE or any othervariation.
Emirates|ID, not EID.

Headlines

Use sentence case forheadlines. Unlessit's a propernoun
(e.g.,names of products and services or government
departments), don't capitalise. Neveruse ALL CAPS or
exclamation marks.

Ampersand (&)

Use'and'ratherthan'&’, unlessit'salogooracompany's
name asitappears.

Hyperbole

We'renot the 'bestbankinthe UAE'andwe don't have the

‘best creditordebitcards' oreventhe 'bestinterestrates’'so
don't say any of that. We can take some poeticlicence when

we offerloans and finance for 'yourdream house'or 'your
dreamcar'aslongasthe eligibility and provisions are clear.

Abbreviations and acronyms

Spellout abbreviations and acronymsin the firstinstance on every
page, withthe acronym or full formin parenthesisimmediately afterlike
this: Associated Chambers of Commerce (ACC), or Memorandum of
Understanding (MoU).

Well-known abbreviations such as ATM can be used without
explanation, butlesser-known ones such as CD (Certificate of Deposit),
OD (Overdraft) and EFT (Electronic Funds Transfer) should be explained.

UAE, not U.A.E.
OTP,not O.T.P.

VAT, notV.A.T. orvat
PIN, not P.I.N. orpin

Honorifics

Honorificsinclude fullpoints(e.g., Mr.,Ms., Mrs.).

Use honorifics appropriately to show respect, maintain professionalism
andreflect cultural norms. Always verify the customer's preferred title
where possible.

Latin abbreviations (e.g., etc. andi.e.)

Latinabbreviationsinclude full points(e.g., etc.).

e.g. cansometimes be read aloud as egg by screen reading software.
Instead, use 'for example' or 'such as’ or 'like" or'including’ — whichever
worksbestinthe specific context.

etc. should be avoided. Instead, restructure your sentence and use 'for
example'or'suchas’or'like' or'including'.

i.e. shouldbeavoidedasit'snotalwayswellunderstood.
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Login(twowords),whenusedasaverb (loginto Online Banking)

Login(one word), whenused as anoun or adjective (loginpage)

Italics

Avoidusingitalics asit may reducereadability. Instead, use 'single quotation marks'.

Bolding
Use bolding sparingly to draw attention to keywords or crucialinformation. The bold text
should helpthereaderscanthe message andimprove focus, not overwhelmthem.

Useto:

e Highlightimportant dates ordeadlines
Submityourdocuments by 22 July 2025.

e Highlightinstructions
Tap 'Submit’to continue.

e Highlightimportantchanges
The minimum balance hasbeenraisedto AED 3,000.

Don'tuse for:
e Entire paragraphs orlarge blocks of text

e Longsentences
e Decorative purposes
e Sign-offlines(e.qg., Thankyouforbankingwithus’)

e Punctuationmarksthataren't part of the boldedwords
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Bulleted lists

Bulletedlists make copy easiertoread. Here are afew simple
rulestokeeptheselistsneatandclear:

o Keeptheitemsshortandapproximately the samelength.

e Bulleteditemsshould notrepeat the introductory sentence.

Punctuationin bulletedlists

Starttheintroductory sentence with a colonand keep list
items consistent: use all sentences, all phrases or all single
words. Begineachitemwiththe same part of speech, such as
anounorverb. If youuse verbs, make sure they'reinthe same
tense.

Forlistswith sentences, begineachitemwithanuppercaseletterand
endwithafullstop. Forexample:

Here'show a personalloan could help you take the next step:
e Planaholidaywith friends and family locally orinternationally.
e Upgrade yourhome with anew kitchen, newinteriors or new furniture.

e Dothatcourseyou've alwayswantedtodo andfurtheryourcareer.

Forlistswithwords or short phrases, begineachitemwith anuppercase
letterand avoid punctuationatthe end. Forexample:

Ourvaluesinclude:
e Collaboration

e Ownership

e Drive

e Enterprising

The only exceptionis placingacommabefore 'and' or'or'ifit's the
penultimateitem.

Numberedlists

These are usefulwhenwe are describingstepstodo
somethingandwantto showhow easyitisto do:

Openyouraccountin 3 easy steps:
1. Downloadthe ENBD Xapp
2. Enteryourdetails

3. Startusingthe app
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Addressing customers

How we address customers and colleagues plays a key role in building relationships.
Ourtone should always be respectful, personal and professional.

Do:

e Usethe customer's fullname without honorifics (e.g., Mr. orMrs.): 'Dear Arif Ahmed,'.
There may be some exceptions where honorifics are required.

e Capitalise'Customer' or'Client'whenit takesthe place of aname.

e Checkallcommunicationbefore sending, especially when using mailmerge.

Avoid:

e Using 'DearValued Customer,' or 'Dear Valued Client,". They should know that they're
valued by us beingrelevant and meaningful.

e Using ' ToWhom It May Concern,'asit cancome across as cold and overly formal.
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Country names Use the definite article 'the' before the following countries:
the UAE the FalklandIslands
the UK the Gambia
the US thelsle of Man
the Philippines the lvory Coast
the Kingdom of Saudi Arabia, but say Saudi Arabia the Leewardlslands
(unlessthe fullformis specifically required) the Maldives
the Bahamas the MarshallIslands
the CaymanIslands the Netherlands
the Central African Republic the Netherlands Antilles
the Channellslands the Solomon Islands
the Comoros the Turks and Caicos Islands
the Czech Republic the Virginlslands
the Dominican Republic
Using contractions Use contractions where appropriate without sacrificing professionalism. Tailor the tone to the audience and purpose.

Tomaintainawarm, approachable and conversationaltone, we encourage the use of contractionslike 'I'm’, 'we're’, 'you're'and'it's'in most of
ourcommunication.

Forexample, write 'We're here to help you achieve your goals'instead of 'We are here to help you achieve your goals'. This style createsamore
human connectionand keeps our style concise andrelatable.

However, in formal documents such as legal notices, reports or official contracts, contractions should be avoided to maintain clarity.
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- Colon

It's a signthat theinformation given so far willbe expanded or
explained, oftenin alist.

We specialisein different types of banking: personal, private,
priority, business and wholesale.

NOT

e The typesof bankingwe specialiseinare: personal, private,
priority, business and wholesale.

e We specialisein: personal, private, priority, business and
wholesale banking.

: Semicolon

Donotuse semicolons asthey are oftenmisread. Long
sentencesusing semicolons should be brokenupinto
separate sentencesinstead.

> Apostrophe

It'susedin contractions.

It's always a pleasure toreceive compliments from our customers.

Please keep yourson'saccount numberand password safe.

It can'tbeusedtoformthe plural of anoun. Three accounts (NOT

Threeaccount's).
FAQs (whenplural),not FAQ's.

Rule of thumb to form possessives
Whenanounissingular,add's.
The account of the customer -> The customer'saccount

Whenanounispluralandit already ends with s, add ' only.
The meeting of theladies -> The ladies’ meeting

Whenanounisplural, butdoesn'tend withs, add's.
The meeting of the men -> The men’'s meeting

When a singularpropernoun (aname) ends with s, use the
apostrophe after the s:
Charles'account not Charles'saccount

Use standard curly apostrophes in all marketing and
communication materials. Straight apostrophes are
usedin this guideline for technicalreasons only.
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... Ellipsis

Avoidusingellipsisasitmay create
ambiguity or be less clearthanrephrasing
the sentence.

, Comma

It's amomentary pause and separates
itemsinalist.

Ouradviceis friendly, helpfulandreliable.

It separates clausesconnectedbyand, but,
or,while, yet, so: We'llsendyouarefund
today, butthe amount willshowinthree to
five working days.

It sets off additional information within
a sentence: Youraccount, whichwas first
openedon1March 2017, willbe updated
soon.

It sets off subordinate clauses: Forsome
reason, there'sbeenaglitchinthe system.

It must always be used after 'however
whenit means by contrast: | carefully
lookedinto theinformationyou shared.
However, | couldn't find youraccount
number.

It avoids confusionif used before
addressing someone by name: Please trust
me, Mr. Smith, we've done ourvery bestto
help you.

The Oxford comma

The Oxfordcomma (used before the last
and/orinalist of items)isnotusedinsimple
lists, but can add clarity to more complex
lists of three ormoreitems. It should
beusedinformal, servicingand similar
communicationforclarity.

Example without the Oxford comma

Qurvalues are; customerfocus, service
excellence,innovation,integrity and
teamwork.

Example with the Oxford comma

Our sustainability initiativesinclude
renewable energy projects, partnerships
withlocal communities and governments,
and educational programmes.

© 2026 Emirates NBD

This documentis proprietary to Emirates NBD Bank P.J.S.C. Group (the “Bank”) and isintended for use only by parties authorised by the Bank.

Any unauthorised distribution or use is strictly prohibited.

Version1.2 June
2026



Emirates NBD Verbal Identity Guidelines

Section 6 - Writing Guidelines

64

Punctuation

Em dash (—)

The wide dashis mostlyusedto separate groups of words
(inaway similarto a parenthesis). Emirates NBD — UAE's
top banking brand — has avalue of over USD 4 billion. We
addsingle spacesbefore and afterthe emdash.

En dash (-)

It's mostly used to separate numbers ortimeranges.

Emirates NBD wonmany awards for customerexcellence
inthe 2017-18 financial year.

Thebranchisopenbetween10 am-5pm.

/ (Forward) Slash

Use the forward slash sparingly to maintain clarity and
readability. It'susedinaway similarto 'or'toconnector
contrasttwowords or phrasesinasentence.

In orderto openaliv.account,we need some
documents/details fromyou.

Don'tuse spaces before/afterslashes.

| Exclamation mark

Exclamation marks should be used sparingly in subjectlines and
body copy toadd emotionand emphasis, but neverinheadlines or
salutations. It's avoidedin all formal writing.

Neveruse more than one exclamationmark ().

Neveruse theminsensitive communications.

Hyphen

It joins parts of words orwords. It forms two-word or compound
adjectives before nouns.

You'llreceive first-class customer service withus. Butif you're
saying 'Our customerserviceisfirst class’, then 'first class'is not
hyphenated.

It'satwo- orthree-yearproject (hyphen after'two'and space
before'or).
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Punctuation () Parenthesis ? Question mark
It includes additionalinformation about ltindicatesthat a sentenceis a direct question.
something. If removed, the sentence
must stillmake sense. Doyouhave any otheraccountswith Emirates NBD? If yes, pleasefillinthe table below.
Emirates NBD (and its subsidiaries) are Don'tuse question marks with indirect questions.
always striving for customerservice - We askedif youhad any otheraccountswith Emirates NBD.
excellence.
Keep the questionmark outside the parenthesis/quotation marks ifitreferstothe entire
Inacomplete sentence within sentence.
parenthesis, the punctuation goes - Doyouhave any otheraccounts with Emirates NBD (such as Business or Wholesale)?
inside the parenthesis. (onaside note,
we're also working towards solving that Keepthe questionmarkinside the parenthesis/quotationmarksifitrefersonly tothe
issue.) informationwithin parenthesis/quotation marks.
- We askedif youhad any otheraccounts with Emirates NBD (Business? Wholesale?)
When the punctuation doesn'trefer
totheinformationwithin parenthesis, .
the punctuation mark goes outside the ) PerIOd/Fu" stop
closing parenthesis. We also explained It's a definite pause. It ends acomplete sentence.
(separately)what our standard
procedures. Thankyouforcontactingus. We'dlove to help you.
VYS;Tge%rsigP:ggebxgﬁg'r&\?eubirea(?d It'susedinsome abbreviations.
P P ’ ' InJanuary 2019, Prof. Patelinformed us he wanted to close his account.
Selectyourdependent(s).
Headlines, straplines don't end with full stops.
Descriptionsunderthe headlines end with full stops.
CTAsdon'tendwith full stops.
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Punctuation

‘7 & “” Quotation marks: Single and double
BritishEnglish sticks to single quotesfordirect quotations and double quotes for quotes within quotes.

Use standard curly quotation marks in all marketing and communication materials.
Straight single quotation marks are used in this guideline for technicalreasons only.
1. Tointroducethe quote, use no punctuationwhenthe quote follows directly from previous text.
The payment was apparently 'transferred erroneously.'
Use acolonwhenthe textintroducingthe quoteis a stand-alone sentence.
We'vereceived a SWIFT message: 'The below payment was transferred erroneously.'
In all other cases,useacomma.

We'vereceived a SWIFT message stating, 'The below payment was transferred erroneously.'

2. Startthe quotewithlowercaseifthe quoteisasentence fragment.
The payment was apparently 'transferred erroneously.’
Startthe quote witha capitalletterif the quoteisacomplete sentence.

We'vereceived a SWIFT message stating, 'The below payment was transferred erroneously.’

3. Quotedperiodsand commas are placedinside the closing quotation marks.
We'vereceived a SWIFT message stating, 'The below payment was transferred erroneously.’
Unguotedperiods and commas are placed outside the closing quotation marks.

The payment was apparently 'transferred erroneously', on behalf of the company.

Allother punctuation (besides periods and commas)is placed outside the closing quotation marks, unlessitis part of the quoted material.

The payment was apparently 'transferred erroneously', and we recommend contacting the bank for assistance.

4. The CEOsaid, 'Ourcustomersoftentellus, “Yourdigitalbanking platformis the best,” and that's exactly what we strive for.'
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How not to write and
overused words and
expressions

Avoid: We look forward to servingyou better.

This has a hint of negativity about it. It suggests that
service is not good and needs to be improved. And

it'snot conversational.

Sayinstead: Welook forwardto givingyou afirst-
classservice formany yearstocome.

Thisismuch more positive, more customer-
focused and more conversational.

Avoid: Werequestyouto contactyourrelationship
manager orvisityourrespective EmiratesNBD
branchwhere youmaintainthe lockerfacility within
30 daysfromthereceiptofthislettertoregularise
yourlockerrequirements.

This sounds cold and alittle harsh.

Sayinstead: We'd be gratefulif you'd confirm
whatever future requirementsyou have foryour
locker, within 30 days of receiving this letter. You
cando this simply by contactingyourrelationship
manager.

Thistoneis warmer and softer.

Avoid (passive voice): Yourdocumentswere
received.

Sayinstead (active voice): Wereceivedyour
documents.

Switchingto simplerwordsimprovesclarity. Here are some examples
with alternatives:

Ascertain: find out, determine

Avail: get, enjoy, unlock

Commence: start, begin

Concur: agree

Endeavour: attempt

Exciting offers: offers

Expedite: speedup, accelerate
Facilitate: help, assist, enable

Glitch: technicalissue, temporary outage
Incentivise: use encourage or motivate
Incorporate:include,add

Initiate: start orbegin

Key: important orsignificant (unlessit unlocks something).
Leverage: influence, use, take advantage of

Liaise: work with oralongside

One-stop shop: website oranything else that describeswhat you're talking
about,we'renotaretail service.

Prioritise: focus on, give priority to

Revert: getbackto, reply

Streamline: simplify, or better still say exactly how we're simplifying something.
Sufficient: enough

Terminate: end, finish, stop

Transform: describe whatwe're doingto change

Utilise: use
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You-focus

Empathy

Shift the focus from'l' to 'you' when talking to a customer.

Avoid: We'llgetbacktoyouassoonaswehave ananswer.
Sayinstead: You'llhearfromus as soon as we have ananswer.

Avoid: Wereferto the communicationwe received fromyou on XX.
Sayinstead: Werefertoyourcommunicationdated XX.

Avoid: We're pleasedtoletyouknow...
Sayinstead: You'llbe pleased to know that...

People want empathy, not sympathy. Itinvolves putting yourself in other people's shoes and imagining how they feel.
It's about communicating your understanding of those feelings and, ideally, being proactively helpful.

Here are afew sentencesthat showwhat empathyinproselookslike:

We can see why youwantedtoreach outtous andwe understand how youfeel.

I've shared your commentswiththe branch manager, and your feedback willhelp us make sure this situationwon't happen again.

Thanks forraisingtheissue withus. | completely understand what you're saying.

We understand your concernand are workingtoresolve theissue as soonas possible.

Avoid: I'm sorry — this shouldn't have happened. ORWe're sorry you are having problems with...
Sayinstead: Thankyou forbringing thisto our attention. Here'swhatwe willdo... ORHere'swhatyou cando...

© 2026 Emirates NBD

This documentis proprietary to Emirates NBD Bank P.J.S.C. Group (the “Bank”) and isintended for use only by parties authorised by the Bank. Version1.2 June
Any unauthorised distribution or use is strictly prohibited. 2026



Emirates NBD Verbal Identity Guidelines

Section 6 - Writing Guidelines

69

Subject-verb
agreement with
collective nouns

Collectivenounsrefertoagroup(e.g., team, staff, company, board).
A plural collective noun takes a plural verb.

Pleasefeelfreetocontactusanytime. Ourteamsare here to help.

A singular collective noun takes a singular verb when the members act together as a unit.
Ourteamisdoingitsbesttohelpyou. We are committed to swiftly resolving your queries.

A singular collective noun takes a plural verb when the members act individually. Thisis the most commonusage in British English.

Ourteam have many different skills, but they're all very experiencedin customerservice.

The Board have different opinions of the proposed merger.
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Flesch Reading Ease

It's yourresponsibility to make yourwriting as easy
as possible,foras many people as possible, to
understand. With Flesch Reading Ease, you can
achievejust that.

e FleschReading Easeisareadability formula
devised by Rudolf Fleschandisintegratedinto
Microsoft Word.

e [t'samathematical formula, based onthe number
of syllablesineachword and the length of the
sentences.

e The Fleschreadabilityscalerangesfrom 0 to100.
The higherthe number, the better.

e The numberindicateshow easy ordifficult apiece
of writingistoread and understand.

e INnWord, it comeswith aFlesch-Kincaid Grade
Level (the educationlevelrequiredtounderstand a
text), anditalsotracksthe percentage of passive
sentences.

In businesswriting, you shouldaim forthese targets:
e FleschReading Ease: 60+ (the higher, the better)

e Percentage of Passive Sentences: 0-10%

How toincrease yourreadability and decrease your percentage of passive
sentences:
e Replacelongwords(e.g.,remunerate) with shorterones(e.g., pay).

e Breakuplongsentencesintoshorterones. Targetaverage words per
sentence: 20.

e Breakuplongparagraphsinto shorterones. Target average sentences per
paragraph: 3-5.

e Changepassiveverbs(e.g.,youremailwasreceived)into activeones(e.g.,we
receivedyouremail).

How to calculate the Flesch Reading Index on Microsoft Word

Turnthe 'Readability Option'on. Youonly need to do thisonce. Click 'File' >
'‘Options'> 'Proofing'> Tick the box 'Show readability statistics'.

Tocalculate thereadability:
e Highlight the textyouwantto check

e Click'Home'> 'Editor'> 'Document stats'

The Readability Statisticsboxwillappear, alongwith a Flesch Reading Ease score
and the percentage of Passive Sentences.
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Before and after
examples using the
Flesch Readability
Scale

Examplel

Before

Pursuant tothe UAE Central Bankregulations, we
are required to maintain up-to-daterecords of
our customers. Inthisregard we have sent letters
and reminders, onyourregistered contact details,
requestingyoutoupdateincomplete and/or out-
of-daterecords held withus. However, we have
notyetreceivedthe complete set of documents
asrequested and are therefore requesting your
immediate attentionto this matterwithin 30 days
of receipt of thisletter.

Flesch Readability: 38.8

After

The Central Bank of the UAE requiresus to keep up-
to-daterecords of all our customers. We've sent
severalletterstothe addressyou gave us, asking

youto sendusthe documentstoupdateyourfile.
Please do thiswithin 30 days of receiving thisletter.

Flesch Readability: 68.5

Example 2

Before

Ithasbeenobservedthatyouhave defaultedinmeeting

your financial commitments towards the bank by not

making timely payments towards settling your outstanding,
purchases and/or chargesthereof. Please note thatdue to
theinstances of non-payment of your duesincluding charges
and accruedintereststhereof foryourPOS /ATMtransactions,
maintenancefeesorservice chargesandincompliance

with the terms and conditions prescribed at the time of your
account openinginrelationtoaccount maintenance, your
accountwithushas now beenformally closed.

Flesch Readability: 24.7

After

We've noticedthatyouhaven'tmade paymentsintimeto
coverthe costof your ATMtransactions and subsequent
charges. Because of this, youraccounthas nowbeen closed.
Thishasbeendoneinline with the terms and conditionsyou
agreedwhenyou originally openedyouraccount.

Flesch Readability: 70.7

© 2026 Emirates NBD

This documentis proprietary to Emirates NBD Bank P.J.S.C. Group (the “Bank”) and isintended for use only by parties authorised by the Bank. Version1.2 June

Any unauthorised distribution or use is strictly prohibited.

2026



Emirates NBD Verbal Identity Guidelines

Section 6 - Writing Guidelines

71

Communicating
during a conflict or
crisis

Common red flags:

Political, conflict and military language

The bank must remain entirely neutral on all political
commentary or alignment. Language thatimplies a
position, oreven names of countries or specific actors, is
prohibited.

Trust and institutional strength

Reinforce the bank’s reliability without overstating or
sounding performative.

Words and expressions that help include: stable,
stability, well-positioned, strong foundations, fully
operational, uninterrupted, safeguarded, protected,
proventrackrecord. Avoid words like resilience, resilient.

Empathy and understanding

Customers needreassurance and a patient hearing. It’s
important to address this without amplifying fear.
Expressions that helpinclude: we understand, we're
here foryou/to supportyou, letme help, yourwellbeing
matterstous, peace of mind, rest assured.

Tone down the marketing-speak, hype and sales
language

Don’t say: exclusive/limited offer, take advantage of,
best deal, exciting, thrilling, amazing, game-changer
and soon. Words and expressions that help include:
special discounts, offers to support you, deals foryour
family and friends

Common messages
What to avoid saying and what you can say instead:

Don’t say: war or warfare, geopolitical, crisis, emergency,
conflict
Say: current situation/environment, regional development

Don’t say: risk, risky
Say: considerations, what to be aware of

Don’t say: volatile, volatility
Say: Market movements, changing conditions

Don’t say: don’t panic, there’s no cause for panic/alarm
Say: We’re here to help, your accounts are secure

Don’t say: Impact, hit
Say: affected, influenced, changed

Don’t say: safe, safety, secure, security when speaking about
acustomer’s physical safety. We cannot guarantee this.

Use these words only whenreferring to a customer’s data and
accounts or ourdigital channels.
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Festive messages
during a conflict or
crisis

In times of conflict or crisis, the tone
and intent matter more thanthe
contentitself. Festive messages
canfeel eithercomfortingortone
deaf and disconnected depending
onhow they’re framed.

Acknowledge the moment

Focus onunity, peace and well-being not celebration or
promotion. Useinclusive language.

What to avoid

Overly cheerful or celebratorylanguage (‘joyous
celebrations’, ‘big festivities’).

Sales orpromotionaltie-ins.

lgnoring the wider context completely (canfeel
disconnected).

A goodbalance
Youdon’tneedto cancel greetings, but soften them.

- Less celebration
- Convey more care, connectionand hope

Examples

Wishing you and yourloved ones, peace, prosperity and
moments of togetherness this [festivall.

As we mark [festival], we're thinking of our communities and
wishingyou peace, safety and strengthin the days ahead.

Wishing you and yourloved ones, peace and prosperity.

Our thoughts are with our communities celebrating [festive]
today. Wishing you calm, care and brighter days ahead.

© 2026 Emirates NBD

This documentis proprietary to Emirates NBD Bank P.J.S.C. Group (the “Bank”) and isintended for use only by parties authorised by the Bank.

Any unauthorised distribution or use is strictly prohibited.

Version1.2 June
2026



Emirates NBD Verbal Identity Guidelines

Section 6 - Writing Guidelines

/1

Promotions and
offers during
sensitive times

When customers are dealing with
uncertainty, financial stress or
emotional strain, sales-led
messages should neverfeel
opportunistic. We prioritise support
overselling.

Whattodo

« Pause orreduce non-essentialpromotions where
possible

« |f communicatingis necessary, lead with value, not
urgency

« Frame offers as supportive solutions, not sales
pushes

« Keeptonecalm,respectfulandunderstated

» Focuson practical benefits (flexibility, savings, ease)

What to avoid

« Hard-sellinglanguage creating pressure orurgency
(‘Don’t miss out’, ‘Limited time offer’, ‘Act now’,
‘Beforeit’'stoolate’)

» High-energy orcelebratory tone

« Promotionalmessages thatignore the wider context

« Linking offerstothecrisis(thisis exploitative)

If you must promote, only proceed if the messageis:
« Genuinely helpful orrelevant

« Clearlyinthe customer’sinterest, sensitiveintone
and timing

Examples

Reframe from: Get 20% off now before offer ends.
To: We'veintroduced a special offer to help you manage your
finances better.

Reframe from: Enjoy a vacation with friends and family using
your Emirates NBD credit card.

To: If you're travelling during this time, you can enjoy special
offers and discounts on our credit cards.

Reframe from: Celebrate [festival] with our offers and
promotions.

To: Enjoy [festival] with your family and friends with our special
offers.

Reframe from: Take advantage of easy transfersvia
DirectRemit. Enjoy discounts on our foreign exchangerates.
To: We've discounted our foreign exchange rates to make it
easierforyouto sendmoney home. Remitinstantly through
DirectRemitto more than XX countries.
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Using Al responsibly

Al can help youworkfaster,improve
structure and adapt tone, but it still
needs humanjudgement, expertise
and oversight.

Use Al to support your work

« UseAltobrainstorm, structure, refine and simplify
content

« Don’trely onitto think strategically or make decisions
foryou

« TreatAllike anassistant, not a subject matter expert

Train Al before you use it

» Upload orreference ourwriting guidelines. You can also
create adedicated Emirates NBD project on your Al
platform with our concise writing instructions (these are
updated by the Brand team regularly).

* Provide examples of approved Emirates NBD copy, for
all segments and channels.

« Ifthe outputis not following the instructions properly,
refine your prompt. Be specific about tone, audience
channel and objective each time until the output
improves.

« Giving acomplete brief improves output.

Always review and refine the output

» Readeveryline carefully before usingit

« Checkthatthe tone feels human, smart and optimistic

« Ensure it sounds like Emirates NBD and not like generic
Al copy

Fact-check everything

« Neverassume Al-generatedinformationis accurate

« Verify product names, rates, figures, regulations, instructions

and processes
« Always check financial and legalinformation

Use human judgement

« Considersensitivity and cultural context
« Adaptthe message forthe audience and channel
« If something sounds unnatural, rewrite it

Protect confidentiality

* Never paste confidential, customer orinternal-sensitive
informationinto public Al tools
« Follow allinternal data protection and compliance policies

Final check - ask yourself:

* Doesthissoundlike Emirates NBD?

« Isitclear, useful, customer-first?
 Havelverified all facts?

« Amlconfident enough to publish this?
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Introduction

This content playbook provides practical guidance and
realexamplesto help craft contentthat'sengaging,
consistentand compliant. By focusing on clarity,
relevance andtrust, we build strongerrelationships and
reflectourbrandvaluesinevery customerinteraction.
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The message builder
General scenarios

Every message should be clear,
purposeful and easy to follow.

This section covers the five core
elements that help structure content
in a consistent and effective way.

Greeting

This sets the tone of the
message. Depending on the
channel and context, we can
greet the customer in a few
different ways:

Dear [Full Namel],
Dear Customer,
Dear Client,

Hello [First Namel],

We don't use overly informal
openers. Keep the tone
professional and respectful.

Hook

The hook grabs attention.

It tells the customer what s
relevant to them at the very
start.

Lead with a benefit, a question
or a strong statement that
addresses aneed, solves a
problem or offers something of
value.

A great hook makes a customer
want toreadon.

Body

The body delivers the core
message. Be clear and
concise. Use short sentences
and simple language.

Focus on what matters most to
the customer. Remember, this
isnotabout us, it's about the
customerand what'sinit for
them.

Break up into bite-sized text.
No jargon, spell out acronyms
and don't assume the reader
will know what you know.

Always use the inverted
pyramid approach. Put the
most important information
first.

Callto Action

Every message should have a
Callto Action (CTA) to tell the
customer what to do next and
why it matters. Be specific and
helpful.

Avoid just saying ‘click here'.

Make the action easy to
understand and clearly tied to a
benefit.

e Startyour service request
e Apply now and start earning

miles
e Explore wealth management
solutions

If the message serves to
simplify inform or notify,

the CTA canlink torelevant
content on ourwebsite, such
as products and digital banking
channels.

Support and Sign-off

Wrap up with reassurance
and a human sign-off. Let the
customer know support is
available if they need it.

Leave the door open for
connection.

‘We're here if you have any
questions.’

'‘Chat with us anytime.'

Sign off professionally and
warmly. We do this in a few
different ways, depending on
the message and channel:

Regards, (this is our default)
Thanks, (person-to-person or
on social channels)
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The message builder
Challenging scenarios

Our communication may not always
be welcome news to a customer,

and it's important to maintain clarity,
empathy and trust in these situations.
Use the checklist below and refer to
the message structure on the right to
gquide your flow.

1. Avoid passive apologies or regret-
driven phrasing.

2. Keep the tone helpful, neutral and
focused on solutions.

3. Focus on what the customer can
do next.

4. Show clarity, confidence and
readiness to help.

5. Incase of compliance issues, be
clearand factual. Avoid language
thatimplies fault orregret.

6. Don't use legal jargon and simplify
the language as far as legally
possible for better readability.

Greeting

Keep it respectful and neutral.

Use the customer's name
when possible.

Dear [Full Namel],

Hook

Be clear and direct from
the start. Set expectations

without unnecessary buildup.

We're writing to update you

on your request [number]
regarding a dispute on your
credit card ending in [number].

Your credit card endingin
[number] has been temporarily
blocked due to suspicious
activity.

Body

Share key details in plain
language. Stay factual and
avoid blame orregret. If action
is needed, explain it simply.

We've received your
documents, but your
[document name] is missing.
Please upload it here so we can
proceed with your application.

We've reviewed your case
[number] for the account
ending in [number] and confirm
that a duplicate transaction was
processed. Your account will
be credited with AED [amount]
within [number] business days.

Callto Action(CTA)

Focus on the next step. Keep
it specific, helpful and easy to
follow.

Upload your documents here.

Visit your nearest branch to
complete the process.

Support and sign-off

Reassure the customer that
help is available.

If you have any questions,
please call [number].

If you need to follow up on your
request, please call [number]
and say 'follow up on my
request' when prompted to do
So.

Depending on the context, end
with a professional tone or just
the standard sign-off.

Thank you for banking with us.

Regards,
Emirates NBD

Regards,
Emirates NBD Bank (P.J.S.C.)
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The message builder
Greeting

How we address customers depends
on the channel and context. A clear,
respectful greeting helps set the
right start to any message.

Dear [FullName],

Primary greeting that's used in most
email communications.

Use title case

Use a customer's full name

Use a comma after the last name
No honorifics

Use case examples

o Marketing messages
o Complaint acknowledgements or

resolutions

e Fraud or suspicious activity alerts

o Welcome and onboarding emails
o Changesinpolicies, fees, terms

and conditions
e Account or card status updates
(e.g., activation, blocking, limits)

Dear Customer or Dear Client,

When personalisation is not possible.

e Usetitle case

e Useacomma after'Customer' or'Client’
e Avoid adding the word 'Valued'in both

situations

Use case examples
e When the nameis not known orcan't

be used due to tech, regulatory or
compliance reasons

e ForPrivate Banking and Business
Banking, use 'Client' instead of
'‘Customer’

Hi [First Name],

On WhatsApp, push notifications and
digital channels such as chatbots.

e Use title case
e Use acomma after the name

Use case examples
e Real-time customer support

interactions
¢ Running conversations
o Digital channel nudges

No salutation

For SMS (due to character limits) and
One-Time Password (OTP) messages
(transactional and impersonal).

Use case examples

OTP and password resets
Debit/credit transaction alerts
Low balance notifications
Payment confirmations

ATM withdrawal alerts
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The message builder
Hook

Start your messages strong with the
right words to draw customersiin.
The examples on the right are short,
compelling openers that capture
attention and spark curiosity or
deliver a clear, practical message.

Generic hooks

o We'vereceived your
request...

e Justaquickupdate on
your [account/payment/
request]...

e A quickreminder about
your...

e We noticed anissue with your
[account/payment/card]...

e We need moreinformation
to process your [credit card/
account] service request.

Personalised
conversational hooks

e Youasked. We listened.
e Here are some offers tailored

foryou.

e You've gotdreams. We've
got solutions to help you
achieve them.

e Yourgoals are changing, and
your banking should too.

Value-led hooks

e Smarter banking starts here.
e Here's afasterwaytoreach

your financial goals.

e Wevalueyourtime. That's
why we constantly look for
ways to simplify your banking
experience.

Question hooks

e Looking for more control of
your finances?

e Readyto grow your savings,
on your own terms?

e Whatif you could have a
personal banking assistant
anywhere in the world?

e Toomany apps? Here's one
solution.

Warm, inclusive,
human-centric hooks

You're not just a customer.
You're a partnerin progress.
It's not just about numbers.
It's about peace of mind.
Trust takes time, and we're
here for the long run.

You're building a future, and
we're proud to be part of that
journey with you.
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The message builder
Body

This is where you deliver the core
message. Focus on what matters to
the customer, what they need to know
and what they can do next. Structure
is key: lead with the most important
point and keep it easy to scan.

Use this checklist:

1. Lead with the main message.

2. Use short sentences and plain language.

3. Use active voice.

4. Write for the reader, not the business.
5. Avoidjargon.

6. Breakinto short paragraphs or bullets.

Inverted pyramid

Most important:

Capture the main point up front.

Next most important:
Share relevant facts in
order of importance.

Least important:
Include non-
critical details.

Message example

Dear Customer,

Your credit card application [number] has been approved, and
your card will be delivered within [number] business days.

Upon delivery, you'll receive a One-Time Password (OTP) by SMS,
which you can use to activate your cardright away. You'll then be
able to enjoy these benefits and more:

e X% cashback

o Complimentary lounge access
e Dining and lifestyle discounts

e Concierge services

Learn more about your card benefits here.

If you have any questions, please call 600 54 O000.

Thank you for banking with us.

Regards,

Emirates NBD

© 2026 Emirates NBD

This documentis proprietary to Emirates NBD Bank P.J.S.C. Group (the “Bank”) and isintended for use only by parties authorised by the Bank. Version1.2 June

Any unauthorised distribution or use is strictly prohibited.

2026



Emirates NBD Verbal Identity Guidelines

Section7 - Content Playbook

79

The message builder
Callto Action (CTA)

Every piece of communication should
help the customer take the next step.
Whether it's reading more, completing
atask or getting help, a clear CTA gives
purpose and direction.

Generic CTAs
(3 words orless)

e Callusnow

e Visitabranch

e Upload now

e Download now

e Talktous

e ChatonWhatsApp
e Gethelp

e Learnmore

o Activate now

e Applynow

e Openyouraccount

Transform generic CTAs
into impactful next steps

Use these when you want to make the action more
meaningful by linking it to a clear benefit. Keep them
concise and easy to acton.

'‘Learnmore’ canbe 'Request aninformation pack’
‘Updatenow' canbe 'Secure youraccount'
'‘Getstarted' canbe 'Start growing your wealth'
'‘Contactustoday’' canbe 'Talk to an expert today'
'‘Openrequest’' canbe 'Startyour service request'

'‘Apply now' can be 'Apply now and start earning miles'

N2 N 2N N 2 22

‘Learnmore’ can be 'Explore wealth management solutions'
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The message builder
Support
When guiding customers to support or

information, be clearand focused on
what matters to them.

If youneed to provide support
information

e If you have any questions orneed
assistance, please call [numberl].

e If youneedtofollow up onyour
request, please call [number] and
say 'follow up on my request' when
promptedto do so.

e If youhave any questions, please
call [number] or write to us at [email].
You can also find more details on our
website at [link].

If youneed to provide a timeline

e An Emirates NBD representative will
contact you within [number] business
days to help you complete your
application.

e You'llreceive anupdate from us within
[number] business days.

If youneed to addressa
technicalissue

e If youcan't view your e-statement,
please contact us on [number] or at
[email].

If youneed torequest
documents

e Please submit the documents below
through the ENBD X app so we can
proceed with your application.

© 2026 Emirates NBD
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The message builder
Sign-off

End with aline that matches the
message, tone and purpose. Keep the
sign-off clear, professional and suited
to the context.

Closingline

Choose a closing that reflects the
nature of the message.

Thank you for banking with us.
Thank you for your understanding.

Sign-offformat

Use a standard sign-off depending
on the message context and who's
sending it.

Regards,
Emirates NBD

Regards,
Emirates NBD Bank (P.J.S.C.)

Regards,
[Your corporate signature]

For most email communications, this is
our default sign-off:

Thank you for banking with us.

Regards,

Emirates NBD
(comma after 'Regards,’

and Emirates NBD in bold)

Onboarding example:

Thank you for choosing Emirates NBD. We look forward to partnering
with you on your financial journey.

Regards,
Emirates NBD

Direct communicationexample:

Please let me know if there is anything else | can assist with.
I'm here to support you.

Regards,
[Your corporate signature]

WhatsApp communicationexample:

Please let me know if there is anything else | can assist with.

I'm here to support you.

(on)

| hope I've been of assistance. Is there anything else | can help with?

© 2026 Emirates NBD
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Email writing tips
Headlines

Your headline should say at a glance
what the email is about to grab
attention.

Writing a good headline

o Save the surprise: your headline

should reflect what the message is
about. No surprises.

Keep it short and scannable at a
glance: aim forunder 8 words and
think about how it would look on
mobile.

Use active voice and make it relevant:

focus on the benefit, outcome or
action. Use strong, direct verbs.

Using questions

If your subject line is a question, make
sure the headline answers it — don't ask
two questionsin arow.

If you're starting the email with a
question, then don't use questions in the
subjectline or headline.

Avoid

ALL CAPS or excessive punctuation!!!
(avoid exclamation marks).

Vague headlines that don't tell the
reader why they should care.
Marketing buzzwords that sound
insincere and are often not true

(e.g., game-changer, innovative,
revolutionary).

Being too clever and pun-heavy:

Bank onus (canyou be clearer?)
Fear or pressure: you'll miss out, final

chance. Overusing these can damage
trust or trigger unsubscribes.

Character limit

Keep it within 60 characters (including
spaces) to ensure clarity and impact.
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Email writing tips
Subjectlines

Your subject line can determine if the
email is opened or not. Keep it clear,
relevant and action-driven.

Writing agood subjectline

e Beclear, not clever: say exactly what
the email is about.

e Be specific: a generic 'Important
information' or 'Update'is not as useful
as 'Important information about your
credit card' or 'Update about yourloan
application'.

e Front-load important details: the
most important words come first so
they don't get cut off.

e Using questions: see guidance on the
previous slide.

e Use action verbs: encourage the
reader to do something.

- Book a holiday at a discount.

- Read about your new card benefits.
e Create urgency when relevant, but

don't be pushy.
- One week left to take advantage of
this offer.

- Offer expiresin five days.

Avoid

e ALL CAPS or excessive punctuation!!!
(avoid exclamation marks).

o Tall, misleading claimsto get a
customer to open the email.

e Vague subject lines that don't tell the
customer why they should care, or
worse, get them to unsubscribe.

o Marketing buzzwords, puns, fear or
pressure that can damage trust and
trigger unsubscribes.

Character limit

Keep it within 40 characters (including
spaces) to ensure clarity and visibility,
especially on mobile.

Examples of combinations

Subject: One step away from smart
banking

Headline: Complete your application
in under two minutes

Subject: Golf access and more,
designed foryou

Headline: Apply for an Emirates NBD
Priority Banking Credit Card today

Subject: Track your card delivery in real
time
Headline: Your new credit cardis onits
way

Subject: Thinking about owning your
own home?

Headline: Explore flexible financing
foryourneeds
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SMS writing tips

Use plain language, minimise unnecessary
words and format details correctly to stay
within character limits.

Know the limits

Count the characters of your message.

This should not exceed 160 (including
spaces).

Going above 160 characters costs the
company more money, which quickly

adds up when you're sending out millions

of SMS messages.

There are some exceptions where
we can't skimp on words: regulatory,

compliance, security and certain product

messages.

Edit and proof

Get to the point and
remove unnecessary words: skip

phrases like 'We would like to inform you
that...'

Use digits instead of words: say 24/7, 2
hours, 5 days.

Use common abbreviations: hrs for
hours, ID foridentification, only if this
won't confuse the reader.

Use contractions: you're, we're, it's.

Remove double spacing: it's easy
to overlook these. Proofread your
messages carefully.

Always spell check: spelling mistakes
don'tjustlook bad, they may take up
extra space.

Phone numbers

While we use spaces for phone
numbers, SMS is an exception. The text
should also be shortened for clarity and
character limits.

Not this: 600 54 0000
Use this: 600540000

Not this: +9714 0000
Use this: +97140000

Not this: Call 600 54 0000.
Use this: Call 600540000.

Not this: Call 600540000 within the UAE
and +97140000 from outside the UAE.
Use this: Call 600540000 in the UAE and

+97140000 from abroad.

Not this: If you have any queries, call
[number].

Use this: For queries, call [numberl].

Use short URLs

Always use branded short URLs. Ask
Group Marketing for help with this.

A bank-branded URL builds trust and
reduces 'phishing’ anxiety. Never use
shorteners like bit.ly and tinyurl.com
which can appear untrustworthy.

Keep links as encrypted URLs (https://)
which reassures customers and meets
security policies.

Make the URL meaningful. Descriptive
slugs improve clarity and tap-through
rates.

Preview the link on multiple devices to
ensure it works.

Keep thelink at the end of the message
forreadability.
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Compliance and
marketing checklist

Use the checklist available to ensure all
content meets regulatory requirements
and marketing standards. It helps ensure
clarity, honesty and brand integrity across
communications.

Please review the full document in detail.

You may request a copy by emailing
brand@emiratesnbd.com.

General guidelines

e Allcustomercommunication mustbe in Englishand Arabic with tactical
promotionsrequiring clear Termsand Conditions (T&Cs).

e Financial products and services: ensure easy accesstodisclosedrules,
terms, conditions and costs, especially forraffles/draws/lotteries, in
compliance with state/regulatory authority approvals.

e Transparency: promotional campaigns must be identifiable, honestand
clearwith notifications of changesincluding plain language summaries and
linkstorevised T&Cs.

e Restrictions: Licensed Financial Institutions must not distribute marketing/
salesinformation on financial products/services publicly or to consumers
unlessit meetsrequired disclosure standards.
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Emails - writing for clarity, tone and impact

Before After
Dear Valued Client, Dear Client,
We are pleased to inform you that the attestation of your official We're pleased toinformyou that the Ministry of ForeignAffairs ~ ___ Tone of voice
document through the Ministry of Foreign Affairs (MOFA) has been (MOFA) has attested your document. Direct, clear, to the point.
successfully completed.
Foryourrecord, the attested documentisattachedtothisemaill. —_— Grammar
Foryour convenience, the attested document has been attached to
this email. We kindly request to find the attachment. To openthe PDF, please use your CIF ID as the password.
To access the attached PDF, the password is your CIF ID. Regards,
Emirates NBD —— Consistency

Regards,
For & on behalf of Emirates NBD Bank (PJSC)



Emails - writing for clarity, tone and impact

Before

Dear Customer,

We've beentrying toreach you throughyourregistered telephone number, sending SMS and
virtual calls, regarding the overdue payments on your credit card account. Unfortunately, we've
beenunable to establish contact.

If we don't hear fromyou, please note that below consequences may apply such as,

Permanent suspension of credit card services may be applied due to non-payment

Future late payment charges may beincurredif the total due amountis not cleared as per the
credit card monthly statement limit

Non-payment may also impact your credit bureaureport

We may also appoint a third-party registered agency channel for further follow-up

If you're experiencing financial stress, we have plans to support customers inrepayment with
affordableinterestrates andlong-termtenure. All plans are subject to terms and conditions
and eligibility criteria.

Note:

e If you are currently under a settlement or payment arrangement with us, kindly disregard this
notice.

e Please ignore the email if payment has been deposited, accept our thanks andignore the
reminder

e If thismessagereachedyouinerror, we apologize and request you to disregardsiit.

We're committed to help you to manage your credit card account. Please doreach out to us at
600540040 forany assistance.

Thanks and Regards,

After

Dear Customer,

We've beentrying to reach you onyourregistered phone numberregarding overdue
payments onyour credit card but have not been able to get through.

Please note that the following may apply if we don’t hear from you within XX days:
* Permanent suspension of your credit card -
« Late paymentchargesif the totalamount due onyour statementis not cleared

» Referralto athird-party agency for further follow-up

In addition, your credit score will be negatively impacted making it harderto apply for
new credit cards, loans or other financial products.

If you're experiencing financial difficulties, please contact us to discuss an easy
repayment plan, subject to terms and conditions and eligibility criteria.

If you’'ve recently paid or are under a payment arrangement with us, no furtheractionis
needed.

We’'re here to supportyou. Please call600 54 0040 if you have any questions or need
assistance.

Thank you for banking with us.

Regards,
Emirates NBD

Tone of voice

Movingto aclear, simple,
more natural and
customer-friendly tone

Grammar

Consistency
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Emails - writing for clarity, tone and impact

Before

Subject: Emirates NBD Credit Cards

Dear Customer,

Thank you foryourinterestin getting an Emirates NBD credit card!

Take alook at the benefits of using the credit card of your choice here, view
required documents here and submit it along with the documents by emailing

your call centeragent.

Emirates NBD Customer Care will help you with your credit card queries once
you receive your card.

Bestregards,
Emirates NBD

After

Subject: Thank you for choosing an Emirates NBD credit card

Dear Customer, Tone of voice
More emotive subjectline
Thank you forregistering yourinterestinan Emirates NBD credit card. No exclamation mark
o Action-oriented
Here’s what you can do next: Clear

 Explore the benefits of our credit cards.

« Checkyoureligibility and see the documentsyou’ll need.

« Downloadthe application form and submitit along with the documents by -
emailing your Call Centre agent.

If you have any questions, our Customer Care team will be happy to supportyou.

We look forward to receiving your application and supporting documents soon.

Regards, Consistency
Emirates NBD


https://www.emiratesnbd.com/en/cards/credit-cards
https://www.emiratesnbd.com/en/help-and-support/eligibility-and-documents-for-credit-cards
https://www.emiratesnbd.com/en/form-center/?ref=beta

Emails - writing for clarity, tone and impact

Before

Dear Customer,
Hope this email find you well.

To comply with Know Your Customer (KYC) regulations and ensure a seamless
banking experience, please provide the below documents orinformation by
[Insert date]:

Required documents or Information:

Please provide Income proof
|ldentification documents
Supporting documents for the transactions

Keep yourrecords up to date always to ensure a smooth banking experience
and avoid restrictions such as:

Blocked creditand/or debit card
Suspendeddigital banking services

No new cheque books or banking products
Potential closure of your accounts with the bank

Please reply to this email with the scanned copies or visit your nearest branch.

Thank you for banking with us.
Regards
EmiratesNBD

After

Subject: Action needed: Update yourinformation
Dear Customer,

To keep youraccountrunning smoothly and in compliance withregulations, we
need a quick update fromyou.

Please share the following information by [Insert date].
What we need fromyou:

* Proofofincome

» l|dentificationdocuments

« Documentssupporting yourrecent transactions
Keeping your details up to date helps avoid any disruption to your banking such as:
« Temporary cardblocks

- Limitedaccesstodigital banking

« Delaysinnew cheque books or products

» Potential closure of youraccounts

Please reply to this email with scanned copies or visit your nearest branch.
Thank you for banking with us.

Regards,

Emirates NBD _

Tone of voice
Subjectline showing
urgency
Action-oriented
Clear

Consistency




SMS - concise, clearand on-tone

Before

Weregret toinformyou that your deferment request # [Action.SR Number]
has beenrejected. Forinquiries, call600540000.

Your new investment portfolio [Action.SR Number] is now open. Forinquiries,
call[Action.CRM Contact Center Number].

YourTrade License has expired on [Action.CRM Summary]. Please submit a
copy of RENEWED license at any branch or via www.emiratesnbd.com/kyc to
avoid being charged AED 420 and suspension of all banking facilities within
the next 60 days.

As perBank’s policy, we are unable to continue extending our services. Your
account[Action.CRM Masked Account Num]is now closed. Thank you.

The document sent by you cannot be accepted. Please quoteref. [Action.SR
Number] & send a clear copy of the Passport and Emirates ID copy of the
supplementary applicant to ccsupplementary@emiratesnbd.com from your
registered email ID.

The minoraccount holderforaccount[Action.CRM Act CIF Masked Calc] will
soonbe 18 and eligible to manage banking relationship independently. We
request the minor account holder to visit any branch with the identification
documents to update theirbanking relationship

Apologies foranyinconvenience caused due to a system downtime in our call
center. Itisnow working, and you may callus on 800100 for service

After

Your deferment request [Action.SR Number] could not be processed at this
time. Formore information, please call 600 54 0000.

We're pleased toinformyou that your new investment portfolio [Action.SR
Number]is now open. For queries, call [Action.CRM Contact Center
Number].

Please submit a copy of your new Trade License to your RM, a branch or on
www.emiratesnbd.com/kycin 60 days to avoid an AED 420 fee and
restrictions.

As perbank policy, we canno longer continue serving your banking needs.
Youraccount [Action.CRM Masked Account Num] is now closed. Please
referto the email sent to yourregistered email address.

The passport and Emirates ID copies foryour supplementary card
applicationare unclear. Please resend clear copies to
ccsupplementary@emiratesnbd.com from yourregistered email and quote
[Action.SR Number].

The minor account holderforaccount[Action.CRM Act CIF Masked Calc] will
soonturn 18 and can manage their banking independently. Visit a branch
with ID to update details.

Our call centre experienced a brief outage, but we're back online. If you
need help, call800100.

Tone of voice
Avoid negative language ‘regret, ‘rejected’.

Tone of voice
Human, warm, emotive, thisis positive news

Grammar, tone of voice, character count
No CAPS, concise, clear, customer-focus

Grammar, tone of voice
Clear, helpful guidance

Grammar, character count
Softer, more polite

Grammar, tone, character count
Clearand professional

Grammar, tone of voice, consistency
Avoid apologies, UKEnglish, tone,
punctuation



Push notifications - concise, clear and on-tone

Before
Enable Smart Touch & FACEPass now. Fake Android updates are rising
Enable Smart Touch & Face Pass for secure access using your

fingerprintor Face ID instead of passwords. Fake update prompts can
trick you into installing malicious apps or sharing sensitive information.

You are missing out on Savings

It’'s been awhile since you sent money to your loved ones.
Today's exchangerateis 1 GBP = XX.XX AED. Loginto ENBDXnow and
send money. T&C Apply

Make aninternational transferin seconds

Send money abroad directly through ENBD X with attractive rates. Enjoy
the convenience of making international payments anytime and from
anywhere. T&Cs apply. Tap to transfer now.

Download ENBDX

Get the app today and start experiencing better banking, anytime and
from anywhere. You can bank, transfer fundsinvest and pay your bills
from the comfort of yourhome!

After

Turnon Smart Touch and Face Pass

Fake Android updates arerising. They can trick you into installing
unsafe apps or sharing details. Turn on Smart Touch and Face Pass for
securelogin.

You’re missing out on savings

Thinking of sending money to your loved ones?

Today's exchangerateis 1 GBP = XX.XXAED. Loginto ENBD Xnow to
make a transfer. T&C apply.

Send money abroadin seconds

Send money securely to 100+ countries through ENBD X at attractive
rates. Make international payments anytime and from anywhere. T&Cs
apply. Tap to transfernow.

Download ENBD X to manager your banking

Bank, transfer, pay and invest securely all from the ENBD X app. Tap to
download now.

Tone of voice

Direct, human, warm, action-oriented
Charactercount

Correct product name, No CAPS, concise,
clear, customer-focus

Tone of voice, style
Clear, notintrusive, header sentence case
ENBD X, loginvslogin

Grammar, tone, character count
Clearand professional
Usefulinfo added
Crisperheader

Tone of voice, concise
Punctuation, character count




Negative to positive tone

Before After

Your details are not updated. Kindly ensure that the required details are Please update your details to keep your account running smoothly.

. | Direct, human, warm, action-oriented
submitted at the earliest.

You entered the wrong details Please try again with the correct details. —— Removedblame, action-oriented

Transaction declined due to unsuccessful verification. We couldn’t verify you. Please try again with the correct details. — Action-oriented
Clarified what the customer needs to do next.

We regret to informyou that your transaction could not be completed due to Please top up your account so we can complete your transaction.

. . —— Action-orientedandclear
insufficient balance.

Your payment failed! Your payment didn’t go through. Please try again oruse another _____ Actionclear, helpline added, punctuation
payment method.
Your card has beenblocked due to suspicious activity! We’ve temporarily blocked your card to keep your account secure. —— Human, clear, helpline added, punctuation

Please call 600 54 0000 for assistance.

The beneficiary could not be added. We couldn’t add your beneficiary justyet. Please check the detailsand _—  Actionclear
try again.

Youraccountwillbe closed if documents are not submitted. Please submit your documents to keep youraccount active. —— Actionclear

Yourloan applicationisrejected. We're unable to proceed withyourloan applicationat thistime. Please = —— Helpline added

call600 54 000 formore information.



Channel-specific writing

The message

Emirates ENBD launches Business
Support Support Package to help
SMEs.

The initiative consists of a set of relief
measures to help SMEs manage day-
to-day operations over the next few
months.

Visit (link)

Website banner

Support to keep your business moving

Our SME support package gives you practical ways to
help you manage your business with more
confidence overthe coming months.

Find out more >

LinkedIN
Supporting businesses through change

SMEs are the backbone of oureconomy and
supportingthem s aresponsibility we take seriously.

Our latest support package brings together practical
measures to help businesses manage today, while
staying focused onlong-term growth.

Find out more >

Instagram/FB

Keep your business moving forward

Having the right support for your business makes all
the difference.

Our SME support package gives your practical ways
to manage your day-to-day with more confidence.

Learn more >

SMS (character limit)

Support your business with practical solutions to help
you manage the months ahead. Learn more on our
website.

Push notifications (character limit)
Title: Support foryour business

Body: Explore practical SME support to help manage

your business with confidence.
Tap tolearnmore.

In-branch digital screen
Support to keep your business moving

Practical SME support to help you manage your
business with confidence.

Speaktoustodayorscantolearnmore.

[QR code]

WhatsApp message

Support for your business when it matters most

Our SME support package gives you practical ways to
manage your business with more confidence in the
ways ahead.

Find out more >

ATM screen
Support for your SME

Explore our support package designedto help your
business stay on track.

Tap tolearn more >

Email
Subject: Support to help your business move forward

Header: Support foryour business, whenit matters
most

Body:
Dear Customer,

We understand that running a businessin
unpredictable times canbe challenging. That’s why
our latest support package s tailored to help you
manage your day-to-day with more confidence.

From practicalrelief measures to flexible support,
you'llhave what to you need to keep moving forward
towards your goals.

Find out more >
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Thank you

Forany questionsregarding our guidelines,
please contact the Brand Management
team at



mailto:brand@emiratesnbd.com
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