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Chairman’s Statement
Mohammed bin Khalifa bin Zayed Al Nahyan [l

It has been over a decade of exemplary success for the Fund but 2011 stands out for achieving the highest level of customer satisfaction by
providing services that met their needs, underlining our commitment to meet the strategic objectives of the Fund.

To be of service to UAE nationals and meeting their needs is not only a commitment for the Fund but also in line with the strategic goals
outlined by our wise leadership to achieve the Abu Dhabi Vision 2030, which is based on building human capacity and offering an advanced
lifestyle for the nationals.

To serve our nationals has been a strong legacy of our nation since the days of late Sheikh Zayed bin Sultan Al Nahyan. Empowering UAE
nationals and providing them an ideal environment for growth based on stability has always been part of the nation’s developmental approach.

Today, we are further underlining this development process under the leadership of His Highness Sheikh Khalifa bin Zayed Al Nahyan,
President of the UAE.

We will not stop with our achievements last year but will look forward to strengthen them and achieve more milestones to meet the aspirations
of our leadership and our citizens

As part of the next stage of our growth, we aim to achieve a strong culture of pensions by strengthening awareness on the concept of
retirement in line with the Abu Dhabi vision and to ensure that we are one of the best institutions in the world in providing retirement services.

I am confident that through the efforts of our employees and our customers we will be able to set the basis for a new approach to retirement
by following the highest international standards in the pension systems, and thus further driving the productivity of the Government sector.
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Acting CEQO’s Statement
Khalaf Abdulla Rahma

Today’s world is witnessing epochal changes that compel governments across the world to make structural changes to meet the economic challenges.

At the Abu Dhabi Retirement Pensions and Benefits Fund, we recognise that such changes are closely connected to social insurance and retirement
given that customers are the main driver for retirement foundations and the only source of financing.

The international retirement institutions are focusing on customer satisfaction and the development of a new culture of retirement to cope with
the current developments and thus ensure sustainability and growth.

Realizing the importance of this issue early on, the Fund’s strategy has been shaped in line with Abu Dhabi Vision 2030, to achieve the highest
levels of customer satisfaction. This has been the main impetus for the Fund towards helping it to become a world-class entity and achieve growth
at all levels.

In 2011, the Fund successfully reached the highest level ever of customer satisfaction since it was established. This reflects a new phase of
exceptional achievement and a new culture that stresses on awareness and understanding of new concepts of retirement systems that deliver
mutual benefit and gain for customers and the Fund.

The Fund’s 2011 achievements demonstrate its compliance with the directives of the country’s wise leadership and the Abu Dhabi Vision 2030. It
has successfully and efficiently managed the needs of customers through a package of special services that live up to their expectations of the Fund.

The Fund has successfully reached out to a large segment of customers by opening representative offices in Al Ain and the Western Region. This
underlines our commitment to serving citizens effectively and providing them access to the Fund’s various services. These achievements would not
have been possible without the efforts and sacrifices made by our employees, who work as one team in the interests of the nation.

The Fund is keen to implement new operational plans that serve our strategic goals to further enhance communication with all our customers.
There will be greater focus on the wage earner segment which is expected to be the driver of change in the next phase of creation of an advanced
retirement culture that will enable us to achieve the highest levels of social welfare.
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Fund’s Strategy

Standing apart for its unwavering dedication and commitment to noble objectives, Abu Dhabi Retirement Pensions and Benefits Fund embarked on its strategic
journey of excellence on May 25, 2008, when the Fund’s 5-year Strategic Plan was launched.

The key objective of the Fund’s operations
is led by a focus on ensuring that the
interests of all its stakeholders and the
Government are upheld in addition to
creating added value.

The Strategic Plan distinctly outlined the Fund’s objectives, goals and
priorities, and has served as the roadmap for the various activities undertaken
every year. Year 2011 was no exception when the Fund continued to roll
out its various programmes in line with the Strategic Plan, which in turn is
aligned with the Abu Dhabi Government’s Vision and Development Agenda.

The key objective of the Fund’s operations is led by a focus on ensuring that
the interests of all its stakeholders and the Government are upheld in addition
to creating added value. This is achieved by continuously revisiting the goals
and priorities, in line with market realities as well as the societal requirements,

every year, under the guidance of the General Secretariat of the Executive
Council.

As of December 2011, the Fund’s strategic actions are led by four themes
that encompass all aspects of its operations.

Theme 1: Managing Human, Organization and Information

Capital

The Fund, under this theme, works towards maximizing the development

of its human capital, its talented and experienced workforce, through two

key priorities:

. Developing a highly skilled workforce who are aligned with the goals
of the organisation

. Developing an empowered and performance-oriented work culture
and organizational ethos

Theme 2: Achieving Operational Excellence

The Fund is committed to continuously enhance its operational efficiency by
revisiting and reenergizing its systems and processes periodically in line with
international best practices. The two key priorities leading this theme are:

. Executing highly efficient and effective processes across the entire
operations

. Ensuring full compliance of the entities with the Pensions regulations
and guidelines

Theme 3: Prudent management of financial capital
By focusing on advanced financial management and investment practices,
the Fund works towards exceeding global industry standards, led by two key

priorities:
. Delivering long-term, risk-adjusted returns
. Ensuring effective financial management

Theme 4: Building Value for our Customers

The Fund focuses on identifying various customer groups, nurturing contacts
with them and enriching their experience of working with the organisation
by ensuring the following priorities:

. Delivering high-quality, punctual, prompt and accurate services

. Engaging with customers continuously to meet their diverse needs
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Customer Experience

‘nriching the customer experience is one of the key pillars of the Fund’s strategic approaches, and continued to be a top priority during 2011. With a focus on

delivering high quality, punctual and accurate services, while promoting customer engagement to meet their diverse requirements, the Fund undertook several key

mitiatives that were evaluated to ascertain their success.

Process Improvement

The Pensions & Benefits Department was reorganized, supported by process
improvements. The staff movement was fully completed by the end of year,
and new divisions are currently fully operational.

Enrich the Value of the Customer Experience
Process improvement and Pensions & Benefits Department reorganization
has exceeded the planning process target by 82 % out of the 50 %.

Employer of choice:
Designing and implementing career development and succession planning
processes across the Fund have been achieved and planned equally by 50%.

The development of the empowerment programme that includes coaching,
training, seminars has been also achieved and planned equally by 50%.

Opening of Al Ain Office
In line with its objective of being closer to its senior citizens, the Fund has
fully established a subsidiary office of the Fund within Al Ain city.

The 2011 operations built on the Customer Segmentation initiative
undertaken in 2010, which proved to be very successful. Accordingly,
customers were categorized in four segments for better efficiency of
operations. These four segments include:

. Contributing Members — employees of Government, Semi-
Government and private sector entities based in Abu Dhabi

. Entities — Government, Semi-Government and private sector
organisations that employ our Contributing Members and are
responsible for transfer of contributions to the Fund

. Pensioners — Retired employees of Government, Semi-Government
and private sector entities in Abu Dhabi, who were Contributing
Members of the Fund carlier

. Beneficiaries — Eligible relatives of the Pensioners who receive a
percentage of the pension following the Pensioner’s death, and others
who receive special benefits for injuries and/or disabilities

The Customer Segmentation continues to enable the Fund to examine each
stakeholder group efficiently, address their requirements and ensure that
their needs are addressed swiftly.

The Fund also continued its emphasis on Special Needs customers, with one
Customer Service team professional serving as Special Needs Ambassador,
having been assigned the responsibility by the Head of Pensions & Benefits
Department. The role of the Ambassador is to identify customers with
special needs and develop innovative programmes to assist them, such as
through home visits to enable the pensioners and beneficiaries to fill the
required forms.

The Education and Awareness Team set up in the Fund also continued to
build bridges with various customer teams through field visits and partnering
in events, where they presented the Fund’s goals and objectives and engaged
with different customer stakeholder groups.

Online Engagement
The Fund’s customer outreach was further strengthened in 2011 through
various online engagements, especially through the dedicated web portal.

P & B STATISTICS 2011
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The different entities can now fulfill their obligations and submit their
contributions securely and swiftly on-line. Achieving its target of 31%
e-services implementation during 2011, the Fund also undertook training
programmes for the different entities and the feedback has been encouraging.

Customer Satisfaction and Service Delivery Indices

The Fund monitors the feedback of customers through its Customer
Satisfaction Index, whereby every fourth visitor, caller and beneficiary
are encouraged to provided feedback on the services rendered by the
organisation. Please find below the Customer Satisfaction Index chart for

2011:
Simultaneously, the Fund also rolls out the Customer Service Delivery Index,
where the efficacy of service delivery is benchmarked against clearly defined

key performance indicators.

Please find below the Customer Service Delivery Index for 2011:
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Key Achievements

During 2011, the Fund recorded strong improvement in the Customer Satisfaction Index — a clear testament to the efficiency of its customer-focused initiatives.

The Pensions & Benefits Department was
reorganized with new staff members
taking charge. A great deal of planning
went into the revamping to ensure that
customers were not inconvenienced.

PARAMETER SCORE
SERVICE LEVEL INDEX 7 4 0/0
SATISFIED CUSTOMERS

86%

In addition to ensuring the prompt notification of various events to the
customers, the Fund proactively initiated internal and external processes for
the timely dissemination of news regarding new members and termination
of memberships.

This ensured that there were no delays in the dissemination of pensions to
new and existing members, which contributed to high customer satisfaction.

The Pensions & Benefits Department was reorganized with new staff
members taking charge. A great deal of planning went into the revamping
to ensure that customers were not inconvenienced. As part of the
reorganization, several processes and procedures were revised which now

help in better streamlining customer interface operations.

With the new Department in place, the Fund will have the seamless
operations of various divisions, which will be systematically monitored to
ensure the highest standards in service and operational excellence for the

benefit of our customers.
Several new KPIs have also been introduced for 2012, which will significantly

clevate the service standards extended to the Fund’s customers. The Fund
also opened its Al Ain office last year in an effort to be closer to its customers.

REMARKS

The Investment Department has achieved a leading score of 3.93 out 4.0 in

the Abu Dhabi Accounting Accountability Authority.

Moving Forward

The Fund continuously evaluates all customer stakeholder groups to identify
any challenges in customer service delivery, and address them swiftly. One
of the challenges during 2011 was entity compliance, which is crucial in the

smooth operations of the Fund, especially in processing the transactions

promptly.

To address this, the Fund undertook several awareness sessions, which has
helped in addressing the challenge to a large extent. However, we regard this
as a work-in-progress, especially with new entities coming online and more

stakeholders keen to benefit from the Fund’s operations.

The Fund also took measures to increase the number of Customer Satisfaction
Surveys, which serve as the main input for the Customer Satisfaction Index;
more surveys are being conducted now, highlighting the Fund’s commitment

to initiate prompt action where needed.

The most important challenge was reorganizing the Pensions & Benefits

Department, which was undertaken successfully.

One point short of the targeted 75%, principally due to delays by entities in making required transactions

Higher than target of 80%; More surveys being conducted; new processes introduced at Front Desk and Call Centre to encourage feedback
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Strategy and Asset Mix

The long-term asset allocation is derived from the long-term claims benefit liability of our pensioners. This allocation is structured with a target return and risk
profile that is expected to exceed the long-term discount rate used to value our long-term liabilities.

Investment Model
Each element of the investment decision cycle is summarised in the
diagram and explained below:

Set Objectives

Monitor
results
against

objectives

Decide
long-term
strategy

Governance

Decide
manager

Select
investment
managers

structure and
manager
roles

Objectives

The establishment of clear objectives is the foundation for any successful
investment programme. The decision to help fund future pension plan
obligations through capital market participation involves assuming associated
risks. The setting of programme-level investment return and risk targets,
aligned with stakeholder interests will ensure the congruency of underlying
investment decisions.

Strategy and Asset Mix
The long-term asset allocation is derived from the long-term claims benefit
liability of our pensioners.

This allocation is structured with a target return and risk profile that is
expected to exceed the long-term discount rate used to value our long-term
liabilities.

The below diagram represents the current asset allocation ranges approved
by our Board of Directors and utilised in the management of the investment
programme.

The asset allocation is a well-diversified portfolio. We currently invest in more
than 50 countries, from emerging to developed markets.

Cash 0-10%
Local Fixed Income 0-10%
Global Fixed Income 15-35%
Local Equity 0-20%
Global Equity 30-50%
Alternative 10-30%

Manager Structure

In implementing the asset mix, decisions will be made with respect to the
details of the programmes to be developed within each broad asset class.
Attention will be given to opportunities to improve risk-return profiles
through the diversification of allocations across distinct investment strategies.

Manager Selection

The goal is to engage investment managers deemed most likely to deliver
desired results. The underling managers will be developed through a formal
evaluation process involving quantitative and qualitative elements.

Oversight and Monitoring

To ensure effective continuation of the investment decision cycle,
implementation of the investment programme will be evaluated against
objectives and guidelines.

Governance
The Fund’s Investment Committee performs the role of fiduciary governance
through the approval and ongoing review of investment decisions. Sound
governance is critical to success of the investment programme; its underlying
principles are:

Effective Committees - orientation to process in actions, rationale and

documentation

. Formal Policies - blueprints to plan operation

. Clear Lines of Accountability - assignment of roles in recommending,
approving and implementing decisions

. Rigour in Decision Making and Oversight - attention to due diligence

. Directed Reporting Structure - access to relevant, accurate and timely
information



Annual Review 2011 | A Stronger Fund for a Better Future IE

Abu Dhabi Accountability Authority 2011 assessment results

In a review of the report of the Abu Dhabi Accountability Authority for the year 2011, an assessment of the Fund’s internal audit performance during October

2011 was made. This was to provide an independent and objective view of the efficiency, effectiveness of internal audit activities in the Fund, and to provide

recommendations for improvement.

As per the results, the Fund’s internal audit performed its role with
effectiveness while maintaining a commitment to the path of progress
specified in the audit plan when completed, as it scored total points equal
to 76%. Discussions with the Abu Dhabi Accountability Authority indicated
that the result achieved by the Fund 76% is the highest among the entities
which were assessed by the Authority in 2011.

Financial Management Assessment

The Abu Dhabi Accountability Authority also conducted an assessment of
the Fund’s Financial Management capability during October 2011.

The aim was to get an objective and independent assessment of Financial

Management in the Fund by comparing the Fund’s financial management
practices against international best practice standards set by the Certified

PARAMETER

OPERATING BUDGET VARIANCE

INITIATIVE EXPENDITURE VARIANCE

Institute of Public Finance and Accountancy (CIPFA), and to provide
suggestions that can help and contribute to improving and strengthening the
role and performance of financial management within the Fund.

The report showed that the financial management at the Fund was assessed
as “Maturing” with an overall score of 2.80 points out of 4 points, which is
equivalent to 70%. The Authority provided a number of recommendations
that will enhance the financial management capability at the Fund.

Financial Management in 2011
One of the focus areas for 2011 was to improve the compliance of entities in
paying contributions on or before their due date. In 2011, the contributions

collected on time by value percentage KPI improved significantly to 90.3%
in comparison with 65% in 2010.

RESULT

12%
14%

Also during 2011, the Finance Division of the Fund in conjunction with
Internal Audit, reviewed and improved many of its processes which resulted
in a reduction in the residual risk assessment score for the Finance Division
processes. The continuous review of processes to ensure higher levels of
control and efficiency are planned for 2012,

The budget for 2012 was approved by the Board of Directors with a minimal
increase in dirham terms when compared with 2011 and no increase in
approved Full Time Equivalent (FTE) Head Count

Key Highlights

Enhanced budgetary analysis and reporting was introduced in 2011 which

supports the Fund’s cost centre owners to manage their financial resources
more effectively.

REMARKS

Target of less than 15%

Target of less than 15%
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Financial Results

Pensions paid (AEDm)

Lump sum benefits paid (AEDm)
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Enhancing Operational Excellence

Promoting operational excellence across the organisation was another focal area of the Fund during 201 1. Among the key initiatives that were implemented during

the year include:

Governance

The governance is led through effective committees, formal policies that
serve as the blueprint for various operations, clear lines of accountability,
due diligence in decision making and directed reporting structure for timely
information.

Global and Peer Benchmarking

A benchmarking maturity scale was developed for self-assessment to evaluate
the gaps and align it with the organizational strategy. The benchmarking
report is now being used to input into administrative aspects for necessary
reforms. In 2012 it will, for the first time, be benchmarking its pension
services and operations against other global leading pension funds in order
to pro-actively review and improve its service and efficiency.

Quality Management Framework

A Quality Management System was established and will be implemented
in the coming years. The system consists of various procedures in line with
international standards conforming to ISO 9001:2008. Some procedures
were implemented in 2011 and the others are being rolled out in 2012. The
quality management system is integrated with the change management

framework through design and development procedures to further strengthen
operational excellence.

Information Security Programme
The Fund completed Security Testing and Evaluation for the Pension Payroll
service, which obtained the ISO 27001 certification.

Enforcement & Compliance Division

The Fund has also introduced a new Enforcement & Compliance Division
under the new Pensions & Benefits Department, which will help in further
engaging with those entities that do not comply with the guidelines or delay
their transactions.

This new division is responsible for assessing entity compliance and
undertaking formal inspections as required for evaluating if the entities are
complying with the Law.

New processes have also been introduced whereby documents immediately
on being received from entities will be assessed for their completeness and
accuracy, and returned to them promptly if they are incomplete.

The Pension Committee has also approved the implementation of Article

HIGHLIGHTS

. The strategic initiative result in executing highly efficient and
effective processes across the organisation in 2011 was 103% based
on 14 initiatives.
. Compliance to EHSMS is 80%, meeting government requirements
o Total energy consumption reduced by 9.8% compared with
target set of 5%
o Usage of paper for printing and photocopying reduced by 24%
o Consumption of fuel by the Fund’s vehicles reduce by 8%
o Awareness courses delivered to 70% employees
o Two fire drills conducted to promote organizational safety

. Maturity scale created for benchmarking and self-assessment to

26 of the Law, relating to penalties being applied to entities that make late
contributions.

In terms of contribution collection, the current estimated position is at 90%
collection on time compared with a target of 85%. Penalty reminder letters
were issued to entities to ensure payment of any outstanding amounts.

Entity Risk Register

An Entity Risk Register was developed in 2011, based on a number of key
elements of entity compliance, which will be continually updated and used
to identify those entities to be formally inspected for further and positive
engagement. The web portal services are being planned to be made
mandatory for use by all entities to further drive their participation.

drive continuous improvement

. Obtaining ISO 27001 certification for Pension Payroll Service

. E-services reviewed and content published on the portal

. Setting up the Enforcement & Compliance Division under the
new Pensions & Benefits Department

. Contribution collection at 90%, higher than target of 85%

. Setting up Entity Risk Register

. Two MoUs signed — with Al Hilal Takaful and Abu Dhabi Judicial
Department

. Two SLASs signed
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Strengthening a Culture of Excellence

M Employer of Choice

The Fund undertook several initiatives during 2011 to strengthen a culture of excellence across the organisation. This was led by the vision to develop a highly
skilled workforce, offer opportunities for career growth, and develop an empowered and performance-oriented work culture and organizational ethos in line with
the core values set by the Fund. Among the various initiatives developed by the Fund included:

Employee Forum Survey Results

93% 88%

69%

120% —
% — 0
100% 98% 96% 95%
80% —
60% —
40% —
20% —
0%

Received Gained better Encourage
constructive understanding excellence
information of...

People Week

People Week is one of the Fund’s initiatives which is categorized under the
strategic theme - “Employer of Choice.” The Week’s activities target the
Fund’s employees, and aim to nurture and strengthen their current skills,
provide them with new skills, such as teamwork, work-stress management
and time management in addition to increasing their awareness on carefully
selected subjects.

During the past two years, the People Week achieved great success, with all
employees taking part in the activities, deriving new skills and strengthening
a culture of professional interpersonal relationships. According to a survey
conducted by the Department of Human Resource, 66.7% of the Fund’s
staff confirmed that People Week is successful in achieving its goals.

Duration time is
adequate

Encourage
communication

Employee forum
quarterly bases

Leadership Development

In addition to nurturing the professional career growth of the Fund’s
employees, it is important to train current employees for future leadership
roles. To achieve this, a career development and succession planning
programme was rolled out, which will now identify various courses to support
the programme.

Leadership assessment recommendations received from training companies
were considered and a plan was put in place for leaders to start taking
certified courses.

Employee Survey
An Employee Survey was conducted to identify areas of weaknesses and to

HIGHLIGHTS
. Percentage of employees who received at least 24 training
hours was 93% in 2011 compared with 60% in 2010
° 20 in-house training sessions were conducted during 2011
. Turnover ratio was only 3% compared with 8% in 2010
*  TFour leadership communications sessions were held

° Leadership Development Tracking Index was 2 with two
managers nominated to attend LDTI

*  Percentage of Nationals in workforce stood at 65% - compared
with 60% in 2010

. Increase in Emirati women in workforce was 36% compared
with 35% in 2010

. Special needs employees were 2 - compared with 1 in 2010

. Employee Satisfaction was at 69%

e Moving forward, two managers have been nominated for
LDTTI and five candidates have been selected for the Tamkeen
programme

further enhance the organisational work culture based on their feedback.
Some 20 training programmes were conducted over the year and training
schedules for 2012 were prepared.

Foreign Missions
The Fund led several foreign missions in 2011 to further highlight its
operations globally.

Get-togethers

Employee get-togethers, including a Ramadan Majlis, were held in 2011 to
foster employee solidarity and camaraderie. The Fund also took an active
role in the 40th UAE National Day celebrations.
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IT Achievements in 2011

The Fund won the ISO 27001 certification for the first time, for its practices being in line with the global standards of Information Security. The scope of the

certification covers pension payment processes and all assets associated with the process.

The Fund won the ISO 27001 certification for the first time, for its practices
being in line with the global standards of Information Security. The scope of
the certification covers pension payment processes and all assets associated
with the process.

The IT Division as assessed by ADSIC to measure their maturity level,
which was assessed as 59%, and increase of 9% compared with the earlier
measurement. This makes the Fund’s I'T Maturity level at the 5th position
among all Abu Dhabi Government Entities.

The IT Division has completed the implementation of Service Oriented
Architecture (SOA).
flow both internally and externally; and allows components to be re-used
throughout the portfolio of automated services. Using SOA, the Fund has
completed a system integration project with Tawteen. This is the first of

This is a flexible system that improves information

what will be a number of system integration projects between Abu Dhabi
Government entities.
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