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PART ONE

A B O U T  U S  



About Us

Arabian Scandinavian Insurance Company PLC -Takaful – Ascana Insurance established in 1978, is a composite insurance provider listed on

DFM, with the Head Office based in Dubai, United Arab Emirates (UAE).

With over four decades of history servicing the UAE market, we strive to reshape the way of business by adopting groundbreaking initiatives on

digitalization.

While being in a competitive position, we continuously try to improve, innovate, and grow. Our digital initiative is inspired and goes hand in hand

with the UAE government’s attempt towards being a smarter and digitally transformed nation by providing a wide range of product offerings through

digital platforms customized for both local & international clients.

Our Core Values and Culture 

drive ASCANA ’s Sustainable 

Operations Strategy

We care for who we are and how 

we achieve our goals as a team 

with positive influence on 

community.

Professionalism 

in our approach Integrity in 

everything we do

Commitment to

stakeholders’ interest

Teamwork for

operational excellence



PART TWO

2 0 2 1  S n a p s h o t



2021 Impact

We operate through its head 
office in Dubai and the branch 

office in Abu Dhabi.

Other channels of 
business operations 
include online Smart 
Services, direct sales 

team and Brokers.

• Focused on Operational 
excellence through major 
digital initiatives which are 
fundamental to fulfilling our 
ESG responsibility.

• Board formally adopted 
ESG policy and framework 
defining specific areas of 
focus. To promote ESG 
among stakeholders, 
established a steering 
committee to report on 
progress in line with 
sustainable development 
goals.



PART THREE

A B O U T  T H I S  R E P O R T  



• We are pleased to present our sustainability report for the year 2021. This
report is prepared in reference to DFM ESG Disclosure Guidance, UN
Environment’s Principles for Sustainable Insurance Initiative (PSI) and Global
Reporting Initiative (GRI). Based on such references, this report includes the
areas which are material to our business model. The detailed report of board
of directors, financial statement, management discussion & analysis report
and corporate governance report are disclosed separately on DFM and are
available on the investor section of our company website www.ascana.net

• Disclaimer

• ASCANA TAKAFUL has made every effort to ensure the accuracy and
reliability of the information presented in this report. However, certain
statements may be progressive. These are based on certain assumptions
using currently available information which is subject to a continuously
changing environment and emerging new risks. ASCANA TAKAFUL assumes
no obligation to publicly update any information made in this sustainability
report. This communication is not intended as a recommendation to buy, sell
or hold securities. Readers are cautioned not to place undue reliance on
information presented herein. We shall not be responsible for any loss or
damage of whatever nature that arises due to use of this information.

http://www.ascana.net/


SUSTAINABILITY AT ASCANA-TAKAFUL



Since it is imperative to our success, we prioritize

sustainability in all aspects of our operation and corporate

strategy, allowing us to provide long-term value to all of our

stakeholders. ASCANA –TAKAFUL Sustainability Policy

demonstrates our commitment to responsible best practice

models and the conduct of business in a manner that

contributes to ensuring a sustainable future at the

environmental, social, and economic levels.

Our Approach1

The ASCANA -Takaful Sustainability Policy is based on the following:

✓ Management and sustainable study of the risks.

✓ Managing all agreements with reinsurance companies

✓ Managing all agreements with insurance brokers

✓ Make all efforts to retain existing customers

✓ Training & development programs for employee retention

✓ Empowerment of employees with a focus on women

✓ Policies, procedures, and workflows for sustainable business

continuity

✓ Data protection and information security in a sustainable manner

✓ Strict Policies to determine remuneration, working fees, nomination,

risk management, and internal control.

Our Policy2



C u s t o m e r s

Customer services & interaction via multiple platforms like 

Call, Website, business WhatsApp, email, etc. NPS Surveys 

& Feedbacks

S u p p l i e r s  & B u s i n e s s   P a r t n e r s  
Trainings & Workshops, Events, Service portals Personal 

contacts

R e g u l a t o r y  Au t h o r i t i e s ,  M e d i a ,  

S o c i e t y  a n d  o t h e r s

Employees

This report presents an opportunity to highlight the Company’s

research and analysis on sustainable development issues and

our discussion with the stakeholders.

In the context of changing risk landscape, understanding the

internal & external stakeholder perspectives and opinions is

integral. Further, we understand that continued improvement in

the stakeholder engagement process is critical to develop

holistic solutions and addressing the concerns as we move

forward together.

It is only through continued engagement & discussions that

enable us to operate sustainably and meet our customers,

shareholders, business partners, suppliers, employees,

regulators, and other stakeholders’ expectations & concerns.

Stakeholder Engagement

Intranet, Newsletters, CEO Communications, Management 

Meetings, Surveys, Team building & inhouse training events

Shareholders & Investors
Market Disclosures, General Assembly 

Meeting, Personal Contacts by Investor 

Relations, Corporate Notices

Industry
Networking Events / Conferences,Collaborations, Personal Contacts

Voluntary Participations, Interviews, Publications & 

Social Events Exchange of ideas & communications 

with regulators, Projects & Surveys



During 2021, as a result of ongoing stakeholder dialogues, we have identified material

topics enabling us to achieve our best contribution to mutual sustainable development

goals. We also considered our alignment with best practices as recommended by

Global Reporting Initiative and reviewed the public resources providing insight on

megatrends, and emerging risks & opportunities for the insurance sector. We

identified and assessed materiality topics which have been positioned based on the

relevance of our role in the society, business impact and of key importance to our

stakeholders.

20211

Climate Risk & Opportunities

2 Digitalization & Paperless Insurance operation

3 Data Privacy & Security

4  Financial Market Stability

5  Customer Experience

6  Health & Safety

7  Governance & Risk Management

8   Green Products /Sustainable Solutions

9    Employee Engagement

10  Diversity & Inclusion

11  Training & Development
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Integrating the principles of sustainable operations and

embedding relevant ESG issues into our business

strategy. Tuning to ESG ERM across value chain,

setting goals in alignment to SDGs and reporting to

Board the progress on the achievement of sustainability

goals by the steering committee.

INTEGRATION into Strategy1

We believe in building sustainable relationship with our

stakeholders. Acting responsibly through our business

value chain is of highest importance. This is formalized

through comprehensive compliance policies which

provide the framework on ethical business practices for

all stakeholders. ASCANA TAKAFUL maintains a good

compliance track record and remains committed to

comply with all regulatory requirements through strong

governance standards.

Corporate GOVERNANCE & 
Responsible Business Practices

3

We believe in fostering safe & empowered workplace.

This lays the foundation for our commitment to human

rights and non-discrimination. This is integrated in our

Code of Conduct and related policies. We remain

committed to our social responsibility towards the

community in which we operate and to find ways to

contribute positively.

Empowering PEOPLE & 

COMMUNITY

4

At ASCANA TAKAFUL climate change risks and its 

implications on business operations as well as our 

target to limit our environmental footprint (efficient use 

of energy & water, waste recycling, supporting green 

products, promoting ecological sustainability within 

our value chain) remains our priority

ENVIRONMENTAL Stewardship2

Aligning with Sustainable Development Goals



G o v e r n a n c e  &  R i s k  M a n a g e m e n t

O u r Ap p r o a c h

A S C A N A s t r i v e s t o c o n t i n u o u s l y e n h a n c e a n d

s t r e n g t h e n c o r p o r a t e g o v e r n a n c e , e n s u r i n g

o p e r a t i o n a l t r a n s p a r e n c y , a c c o u n t a b i l i t y a n d

m a x i m i z i n g l o n g t e r m v a l u e f o r a l l o u r s t a k e h o l d e r s

a n d p o s i t i v e c o n t r i b u t i o n t o s o c i e t y . T h e e v a l u a t i o n

a n d i n t e g r a t i o n o f E S G f a c t o r s i n t o t h e c o r p o r a t e

s t r a t e g y a n d r i s k m a n a g e m e n t r e m a i n e d a k e y

a g e n d a f o r t h e B o a r d d u r i n g 2 0 2 1 . T o m a k e t h e

s u s t a i n a b i l i t y p e r f o r m a n c e o f A S C A N A e v e n m o r e

t r a n s p a r e n t , t h e m e a s u r e m e n t a n d m o n i t o r i n g o f t h e

C o m p a n y ’ s c o r p o r a t e E S G m e t r i c s a r e g o i n g t o b e a

k e y t a r g e t f o r t h e u p c o m i n g y e a r s .



C o r p o r a t e  G o v e r n a n c e

C o m p l i a n c e  &  E t h i c a l  B u s i n e s s  P r a c t i c e s

A
The Company’s s t rategic 

di rect ion and appl icat ion 

of  good governance is  the 

resul t  o f  v is ionary 

leadership

B
Code of ethics & conduct

cover ing corporate impact ,

human rights & safety,

conf l ic t of interest , ant i -

br ibery & corrupt ion, service

contracts and whis t leblowing

C

Insider Trading Pol icy

D

Related Party 

Transactions Pol icy



All the key corporate policies and procedures are subject to a minimum of the annual

review, update, and validation. This includes but not limited to the Delegation of Authority

matrix, due diligence, credit policy, remuneration & incentive, and other critical areas.

Further, these standards collectively guide employees in acting responsibly and

demonstrate high standards of ethical behavior across operations and relationships with

internal & external stakeholders. We believe that effective implementation of corporate

governance lies in our commitment to observing ethical business practices with integrity.

It is through continued efforts, that we have cultivated a culture of employee ownership

to code of conduct, contributing to our success and reputation. This culture supports our

corporate objective towards sustainable business growth and being a trusted insurer.

J EncoaEncouraging women p

Encouraging women participation 

in the Board 

D
E



Procurement & Supply Chain

ASCANA TAKAFUL remains committed to

development of supply chain management

in consideration of social and

environmental standards. We continuously

aim to optimize our asset utilization while

minimizing environmental impact.

Procurement & Supply Chain

We at ASCANA TAKAFUL strives to maintain mutually benefitting long-term

business relations with our business partners and suppliers & vendors based on

honest and fair practices. We also evaluate the business activities and credibility of

our suppliers via reliable third-party due diligence service providers minimizing the

possible reputational risk associated with the conduct of our suppliers. Our code of

conduct provides clear guidelines to employees on interactions with suppliers and

zero tolerance for unethical business practices. Our procurement requirement

primarily falls under two types, IT and Non-IT services & supplies

Supply Chain Management



Risk Management
A

We bel ieve enterpr ise r isk management is centra l to

sustainable governance and a cr i t ical p i l lar to our overal l

f inancia l v iabi l i ty. The Company’s Board Commit tee

understands the core operat ions act iv i t ies and i ts r isk

prof i le and therefore regular ly monitors al l mater ia l r isks.

Our internal contro l funct ion reports to the Board Audi t

Commit tee and adopts a hol is t ic approach consider ing the

corre lat ions across al l funct ions of the Company and

al ign ing the r isk management f ramework to evolving

bus iness model , and corporate strategies . Exist ing and

emerging r isks are reviewed in l ine with exist ing controls

and recommendat ions and are discussed with uni t heads

and management . This is fur ther presented and discussed

wi th Audi t Commit tee.

B

B
➢ E n h a n c i n g  o u r  e x i s t i n g  r i s k  

m a n a g e m e n t  f r a m e w o r k  t h r o u g h  

i n t e g r a t i o n  o f  E S G  f a c t o r s ,  

l e v e r a g e  t e c h n o l o g y  e x p e r t i s e  a n d  

c l o s e  t r a c k i n g  o f  E S G  ` s  d a s h b o a r d

➢ S c h e d u l e  e m p l o y e e  t r a i n i n g s  

f o c u s i n g  o n  s u s t a i n a b i l i t y  r e l a t e d  

r i s k  m a n a g e m e n t  p r o g r a m

G o a l s  2 0 2 2 - 2 0 2 4



PART FOUR

Operational  Excellence



Operational Excellence

I n o r d e r t o k e e p o u r b u s i n e s s a c t i v i t i e s u p t o d a t e i n

t e r m s o f t e c h n o l o g y , s e c u r i t y , a n d s u s t a i n a b i l i t y ,

d i g i t a l t r a n s f o r m a t i o n i s i m p e r a t i v e . W h i l e t h e

r e n e w e d p r o c e s s e s f a c i l i t a t e a n d s i m p l i f y t h e w o r k o f

o u r t e a m s , w e c a n a l s o s i g n i f i c a n t l y r e d u c e o u r

m a t e r i a l c o n s u m p t i o n . A t t h e a g e o f d i g i t a l i z a t i o n ,

w e a r e e n d e a v o r i n g t o m o v e a h e a d o f o u r p e e r s b y

s t r e n g t h e n i n g o u r c a p a b i l i t i e s t h r o u g h a d o p t i n g t h e

l a t e s t i n n o v a t i o n a n d i m p r o v i n g o u r w a y s & m e a n s o f

o p e r a t i n g a n d s e r v i c i n g o u r c l i e n t s .



Digital Transformation

A

IFRS system,ISO27001 ,etc .

be ing implemented and we are

current ly in the phase of

t ransformat ion for an ‘ end to

end’ bus iness operat ions

opt imized plat form and

service del ivery to customers .

B

With a digi ta l mindset at the

core of everything we do, we

also have been able to

d ig i ta l ly empower the

customers and employees

al ike.

C

ASCANA TAKFUL has swif t ly

navigated along with the

recent dig i ta l paradigm shi f t

in the global scenar io,

providing a seamless

exper ience to al l the

stakeholders . With dig i ta l

solut ions provid ing improved

turnaround and response

t imes, bet ter connect iv i ty and

faster processing t imes, we

have been able to create an

ecosystem powered by

col laborat ion, innovat ion &

cont inuous improvement .



Data Privacy & Security
A

As an insurance company, we thr ive

on informat ion and a deeper

understanding of data that assists us

in creat ing value for our customers

and being business resi l ient . As thus

we are work ing on automat ing the

major i ty of processes and empower ing

our employees with sophist icated

systems and advanced analyt ic

engines managing the weal th of

in format ion.

B

The r isk Commit tee ident i f ies

cyber secur i ty, data pr ivacy &

protect ion and business cont inui ty

as key mater ia l areas and relates

to ASCANA TAKAFUL responsibi l i ty

towards i ts pol icyholders and other

stakeholders .

C

ASCANA TAKAFUL also car r ies out annual IT audi t v ia external

consu l tan t conf i rming our best IT secur i ty prac t ices and tak ing

advice on fur ther improvements .



P A R T

S t a k e h o l d e r s  

B u i l d i n g  &  S u s t a i n i n g  R e l a t i o n s h i p



Customer Relationship
We believe that our customers simply deserve the best

and this is reflected through our digital transformation

initiatives which is a perfect example of how we keep our

customers at the center of everything that we do. As we

enter an ecological time of smart services, we invest in

digital platforms delivering seamless journeys for our

customers, right from product inquiry to after-sales

service.

W e h a v e a c q u i r e d o v e r 2 5 , 0 0 0

c u s t o m e r s t h r o u g h o u r d i g i t a l

c h a n n e l s i n t h e y e a r 2 0 2 1

e n a b l i n g t h e m t o h a v e h a s s l e -

f r e e i n t e r a c t i o n o n t h e i r

i n s u r a n c e a n d r e l a t e d c l a i m s
While digital smart platforms are the need of time, and

inevitable to business sustainability, we understand that

nothing can replace distinguished support by our

employees addressing customer queries professionally.

The Company believes in being digitized with a human

approach. Our commitment & values are embraced by

our employees and demonstrated in the professional

support services. Other than digital platforms, our new

website, mobile application, business WhatsApp services

for the customers to serve them on the go, and call

center are being enabled to provide necessary support

whenever requested by our customers. Also, we have a

friendly customer care team ensuring that customer

queries are handled suitably and in a timely manner.



Delivering Value for our customers

Our success depends on cont inued

measurement of customer sat is fact ion

which helps us to improve our products and

services to meet the ir requi rements.

Customers are encouraged to provide

feedback via var ious channels inc luding

sat is fact ion surveys through cal l , websi te,

emai l and customer service channels . This

enables us to measure our service levels

and understand the root causes for

resolut ion and f ind dist inct ive ways to

del iver va lue. Our sustained

customer loyal ty and last ing growth comes

by meet ing evolving customer

expectat ions through del iver ing valued

products & services, easy to use & intu i t ive

smart plat forms and ongoing personal ized

insurance engagement through pol icy cyc le .



Understanding and 

assessing customer 

insurance needs

Guid ing to  make 

in formed insurance 

dec is ions

Encouraging our  

customers in  foster ing 

the i r  corpora te 

responsib i l i t y  goals

Being respons ib le  to  our  

Customers requi rements 

and improv ing our  

services

Meeting customer 

expectations with tailored 

boutique insurance solutions

Keeping I t  S imple,  

Secure,  and t ransparent  

through d ig i ta l  smart  

p la t fo rms Ongoing engagement 

through the pol icy 

cyc le



2020

2021

CUSTOMER RATING(Google) CUSTOMER COMPLAINS IN IA E-PORTAL

2020

2021

Customer Complaints received & resolved

8/10

6/10
3.6

3.5



Our Employees, Our Strength

A
The Company bel ieves in

Happy Employees, even

Happier Customers . Thereby

we endeavor to foster a

pos i t ive work cul ture through

employee engagement

programs, f inanc ial wel l -

be ing, secur i ty, and

cont inuous learn ing &

development .

B

The company’s approach to

divers i ty and inclus iveness

inspired by the Country’s

st rong guiding pr inc ip les on

to lerance and inc lus ion

C

Our ethnic d ivers i ty is  

represented through i ts  

employees f rom more than 

12 nat ional i t ies

D

D

Our employee expert ise and

contr ibut ion have been

instrumental to the dig i ta l

t ransformat ion of the

Company. Empower ing our

employees with automat ion

& data analyt ics has led to

organizat ional growth.

E
Our “Go Green ” in i t iat ive

towards a sustainable

ecosystem is embraced by

the employees which are

demonstrated by their

act ive part ic ipat ion with

f resh ideas and

perspect ives to a

sustainable workplace.



Employee Engagement
Our success is the employee’s success. We remain committed to creating a lively and positive working environment for our employees. We

support ‘the open door’ communication policy, enabling employees to present & discuss their ideas through the decision-making process.

Formal brainstorming sessions, encourage employee participation.



Our ef forts are geared towards bui lding 

an 

inclusive and attractive work environment 

bui lding foundation to strong 

corporate cul ture.  We are committed to 

diversity and equal ity
we believe in making it easy for our employees to

process their personnel services such as leave

requests, requests for salary certificates, appraisals,

personnel information management, alerts, and others

via HRMS application. A comprehensive employee

handbook is accessible to all employees covering

corporate policies & process guides. This also includes

focus areas such as employee rights, whistleblower,

and health & safety policies

Several recreat ion act iv i t ies are organized

round the year celebrat ing notable

achievements of the company, award ing

best performers, organiz ing team bui ld ing

act iv i t ies, and much more.



Tra in ing  and Deve lopment

A

Nurtur ing talent is the key dr iver of

our success over the years.

Training for our employees are

aimed to strengthen our knowledge

base as wel l as offer career

advancement opportun i t ies creat ing

a digi ta l -savvy workforce. With the

rap id adopt ion of technology,

ongoing train ing becomes essent ia l

for the users who leverage i t to

br ing success. Our IT team act ive ly

conducts awareness sessions on

r is ing cyber secur i ty threats.

Specia l t ra in ing programs are

del ivered in-house, meet ing the

requirements of employees

inc lud ing mandatory sessions on

AML/CFT updates, Ant i -br ibery &

corrupt ion, Cyber secur i ty, Code of

Conduct , and other cr i t ical sk i l ls .

B

Our employee wel lbeing &

f inancia l securi ty remains as

one of the top pr ior i t ies . We

care for our employees and

thus ASCANA TAKAFUL has a

reputat ion with less employee

turnover due to var ious

employee retent ion schemes .

Financial Well-being & Security

91 Employees

26 64



D

E

Ethnic Diversity

Proposed Employee Excellence Awards program for 2022

O u t s t a n d i n g L o n g s t a n d i n g  S e r v i c e        S p e c i a l  P r o j e c t    A w a r d  f o r  E x c e l l e n c e   

A w a r d s  c o m p l e t e d  

T e a m  P r o j e c t 1 5  y e a r s  o f  s e r v i c e

0

10

20

30

40

50

60
Ethic Diversity

Country
Number of 
employees

India 49
Jordan 8

UAE 6
Nepal 6
Iran 4

Pakistan 3
Morocco 2

Syria 2
Lebanon 2

Egypt 2
Iraq 1

Sri Lanka 1
Tunisia 1
Nigeria 1

Philippines 1
Sudan 1
France 1



Social Responsibility

Our domain of community engagement

pr imar i ly focuses on heal th care for ch i ldren

wi th disabi l i ty and rehabi l i tat ion tra in ings for

people wi th determinat ion.

We also encourage our employees to

volunteer in corporate community programs,

such as Spi r i t o f Ramadanز

I n i t i a t i ve

Supporting medical consultation and

rehabilitation training for people with

determination

Engagement with Red Crescent for

Ramadan initiatives

Contributing towards treatment and

rehabilitation of children with Autism



P A R T

E n v i r o n m e n t a l  R e s p o n s i b i l i t y



We are committed to limiting the environmental footprint from our business operations,

ensuring economical use of resources, and focusing on processes that support our Go

Green initiative which we started in 2019. These programs are our steps in

implementing ecological habits, embedding corporate philosophy in actions we take,

and the impact we create in support of our society. Understanding that “Change is the

only thing constant”, we review and revisit our operational goals and collaborate with

employees and supply chain partners to operate responsibly and encourage

continuous improvements & incentivize environmental stewardship. Based on our past

environmental performance, we have further identified areas of improvement and set

goals through 2021-2022. And these will be highlighted in our future disclosures.



Goals 2022 - 2023

M o n i t o r u s e o f n a t u r a l r e s o u r c e s

a n d s e t c o r p o r a t e t a r g e t s o n

r e d u c in g C O 2 e m is s i o n s a n d

o p t im i z i n g a s s e t p e r f o r m a n c e .

S wi t c h i n g  t o  

r e n e wa b l e  e n e r g y  

s o u r c e s .

E S G  D a s h b o a r d  

i n t e g r a t i o n  w i t h  e x i s t i n g  

f i n a n c ia l  d a s h b o a r d .

I n c r e a s e d f o c u s o n

s t a k e h o l d e r t r a i n i n g &

c a m p a ig n s .



Our Employees, Our Strength

B

Corpora te po l icy changes 

and promot ing awareness 

Seeking feedback f rom 

stakeholders on green 

in i t ia t ives

D

ASCANA’s Go Green In i t ia t i ve

B2018

2019-

20202017

Spearheading Dig i ta l  

Transformat ion

processes in  l ine wi th  the 

c l imate change r isks in  UAE



Encouraging our employees to bring positive sustainable

workplace ideas

Improve & upgrade the office premises management

systems driving resource efficiency.

ASCANA’s continues its efforts in reducing the

consumption of water & electricity by using:

E n v i r o m e n t a l  

R e s p o n s i b i l i t y

Energy efficient devices

consumption and units/usage consumed per head

has been reduced significantly in the year 2020 as

compared to 2021.

Resource Efficiency

2020

RESSOURCE CONSUMPTION 

2021

Water ComsumptionEnergy Comsumption



Encouraging our employees to bring positive sustainable

workplace changes.

Improve & upgrade ASCANA building management systems driving

resource efficiency.

ASCANA’s continues its efforts in reducing the

consumption of water & electricity by using:

E n v i r o m e n t a l  

R e s p o n s i b i l i t y

Energy efficient devices

consumption and units/usage consumed per head has

reduced from the year 2020 to 2021.

Resource Efficiency

2020

RESSOURCE CONSUMPTION 

2021

Water ComsumptionEnergy Comsumption



Reducing wastepaper :green box installed for wastepaper

collection and recycling

ASCANA TAKAFUL has spearheaded its ‘Save a tree,

Save Paper campaign with the name ‘ASCANA Go

Green” ensuring :

E n v i r o m e n t a l  

R e s p o n s i b i l i t y

Sustainable consumption 

Waste Management & Recycling

Printing & Stationery cost has reduced 

significantly  year on year

Sustainable investment in digital transformation,
especially on digital storage and transmission
of documents internally & externally.

60

%

75

%
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