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santeni Saana!

Because of you,
we did it again.

Once more, and for the third time in 5 years,
Co-operative Bank has been recognized as the Overall
Winner of this year's Sustainable Finance Catalyst
Awards, organised by the Kenya Bankers’ Association.

prosperity today, while engaging in business
practices that recognize that we are only custodians
of this earth for the generations to come.

We convey our sincere appreciation to you, our
customers, and other stakeholders, for walking this
journey with us. Asanteni.

As a bank that is anchored in the 15-million-member
Co-operative Movement which is the face of Kenya,
we reiterate our commitment to deliver shared

OVERALL WINNER

CATALYST Sustainable Finance Catalyst Awards

AWARDS2022
Best Overall Award
15! place
Co-oporative Bank of Henya

Ei FB Co-op Bank Kenya(Official) | Twitter @Coopbankenya BE?@ CD'OPERATIVE BANK

We are you

Co-operative Bank is regulated by the Central Bank of Kenya
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This report has been prepared as per the International Integrated Reporting Council (IIRC) framework. It shows how our
sustainable business model has led to long-term value creation for all our stakeholders. The report assesses our strategic
focus, key capital trade-offs, and highlights material risks and opportunities that have arisen in our operating environment.
The Environmental, Social and Governance (ESG) section of the report covers the material matters highlighting the risks,
opportunities, our response/strategies and the stakeholder engagements undertaken. The ESG section assesses our
activities under each sustainability pillar. This report showcases our Corporate Governance and Risk management practices.

Our Scope & Reporting Boundary

This report covers the period from 01 January 2022 to 31 December 2022. We have referred to other periods for comparison
purpose. The report covers Co-operative Bank of Kenya Ltd, Co-operative Bank of South Sudan Ltd, Co-op Consultancy
& Bancassurance Intermediary Ltd, Co-op Trust Investment Services Ltd, Kingdom Securities Ltd and Kingdom Bank
Ltd. By extension, we have covered some areas of our associate companies CIC Insurance Company Ltd and Co-op Bank
Fleet Africa Leasing Ltd. We have included both financial and non-financial facets of our business to communicate how
we create long-term stakeholder value.

The targeted readers of this report are our shareholders who need to make informed decisions about our stock for short,
medium or long-term investment. This report is also meant for all our other stakeholders who include but are not limited
to our customers, staff members, the Co-operative Movement, strategic partners, suppliers, regulators & policy makers,
Media and the communities within which the Group operates in.

Framework & Reporting Boundary

This report has been prepared as per the International Integrated Reporting Council (IIRC) framework. It has also been
prepared in accordance with the requisite regulatory requirements as prescribed by the Central Bank of Kenya, the Capital : -
Markets Authority and Nairobi Securities Exchange, Kenya Companies Act 2015, the Code of Corporate Governance f i ek - How to read this report
2015, and the Banking Act of Kenya. An assurance relating to the annual financial statements has been provided by the  dre e - . TROCE J
independent external auditor and is incorporated in this report. ' T P Taioy Co-op Bank Overview

Key concepts

. . . - . Chairman’s Statement
« Integrated approach: At Co-op Bank we incorporate an integrated approach in all our decision making through the

careful consideration of the relationship between our six capitals and all our units in the group to secure optimum value Sl . :
creation in the short, medium and long term. L . 4 ; T Group Managing Director & CEO Statement

« Capitals: These are our stocks of value which we use as inputs in our business model and are increased, decreased or - . P Top Management Team
transformed by our business activities to create output that eventually becomes economic, social and environmental ¥ 1
outcome for our various stakeholders. We categorize our Capital as financial, human, manufactured, intellectual, social
& relationship and natural capitals.

Board of Directors

« Material matters: We consider matters that could substantively affect our ability to create value in the short, medium
or long term. These matters are determined and managed through our material matters management process that is
enterprise wide.

« Value Creation: This is an integrated process that shows how we turn our 6 capital inputs into short, medium and long
term value for our stakeholders through our business activities, the ‘soaring eagle’ transformation initiatives as enablers,
at the same time carrying out enterprise risk management.

Board Support o £ ~ A s . s Our ESG Priorities

The board acknowledges its responsibility to ensure professionalism, compliance and integrity of this report. The Board i ._ - j '__'_ — R B " Our ESG Journey in 2022
believes that the report fairly presents the Group’s integrated performance and has been prepared according to the key E 3 :

regulatory requirements. A Leading ESG Bank

ESG Governance

Our ESG Framework

— - - -
[__C = é_/r’—— ) S Stakeholder Engagement
Our Material Topics
Mr. John Murugu, OGW Dr. Gideon Muriuki, CBS, MBS Corporate Governance
Chairman Group Managing Director & CEO

Enterprise Risk Management

Kindly engage us through investorelations@co-opbank.co.ke. We encourage our stakeholders to share their views on this report, our performance and our
strategic roadmap for delivering sustainable value.

L ——— | Integrated Report 2022 Integrated Report 2022
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BB How to read this report

The report cross-references various concepts across different sections utilizing icons indicating linkages for the
reader. Cross-referencing and mapping affirm our integrated approach to messaging to present an all-rounded view
of the Group’s activities.

Sustainable Development Goals (For more information on ESG, see page 66)

N0 GOOD HEALTH QUALITY GENDER CLEAN WATER
Glossa ry of Icons POVERTY AND WELL-BEING EDUCATION EQUALITY AND SANITATION

Icons used throughout this Report !ﬂ l

Our Capitals (For more information on our Capitals see page 52)
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Financial Manufactured  Social & Relationship Human Intellectual Natural
Capital Capital Capital Capital Capital Capital

CLIMATE LIFE BELOW LIFE PEAGE, JUSTICE PARTNERSHIPS
1 1 15 16 AND STRONG 1
INSTITUTIONS

ACTION WATER ON LAND FORTHE GOALS

Our Strategic Focus (For more information on our Corporate Strategic Plan see page 60)

3%

development

and the region.

® 20 — S,
N a =l £
A > =
>
Aggressive Dominant provider Customer Operating efficiency Optimal Positive impact on
deepening of our  of financial services  experience thatis  driven by digitization,  Enterprise Risk Economy, Society
dominance inthe to the Co-operative seamless acrossall  innovative products  and Compliance & Environment.
Kenyan market. ~ Movementin Kenya  our touch points. & Processes, efficient  in the dynamic

business models, and environment.

staff productivity.

regulations and
policies

Our Stakeholders (For more information on our Stakeholders see page 77)

&

benchmarking

Customers Shareholders Employees Co-operative Strategic Partners
Innovative Optimal return on Effective Movement Long term credit
universal banking investment. performance and Unique value lines for specific
model. reward mechanism proposition. purpose
and wellness.
~ A o
v — o O
I & ®
——— 1
Government Regulators & Suppliers Industry Community
Partnership for Policy Makers Responsible Associations Positive economic,
socio-economic Compliance to all engagement Collaboration and social and

environmental impact
from all our activities
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Shareholder Profile
Top 10 shareholders

Co-opholdings Co-operative
Society Limited
No. of Shares: 3,787,715,404

64.56™

Shareholding

Standard Chartered
Nominees Resd A/C Ke11443
No. of Shares: 53,011,370

0.90%

Shareholding

Stanbic Nominees Limited
R6631578
No. of Shares: 27,908,042

0.48%

Shareholding

Co-op Bank Model Our Capitals Operating

Environment

Dr. Muriuki, Gideon
Maina (CBS, MBS)

No. of Shares: 102,528,400

1.75%

Shareholding

Kenya Commercial Bank
Nominees Limited A/C
No. of Shares: 46,564,339

0.79%

Shareholding

Equity Nominee Ltd
A/C00132
No. of Shares: 20,957,560

0.36™

Shareholding

Strategic Focus

Environmental, Social and Financial Statements
Governance (ESG)

NIC Custodial Services A/C 077

No. of Shares: 56,166,543

0.96™

Shareholding

Patel, Baloobhai;
Patel, Amarjeet Baloobhai
No. of Shares: 40,694,399

0.69%

Shareholding

Stanbic Nominees Ltd
A/CNr1030682
No. of Shares: 20,877,638

0.36®

Shareholding

Co-optrust
Investments
Services Ltd

Co-op Consultancy Kingdom
& Bancassurance Bank Ltd
Intermediary Ltd

Kingdom
Securities Ltd

Co-operative Bank
of South Sudan Ltd

Co-operative
Insurance Society Ltd

Co-op Bank Fleet
Africa Leasing Ltd

Integrated Report 2022

ICEA Lion Life Assurance
Company Limited-Pooled
No. of Shares: 20,643,585

Other Shareholders
No. of Shares: 1,690,112,823

0.35% 28.80%

Shareholding Shareholding

Total Issued and fully paid Shares: 5,867,174,695
% Shareholding: 100

Integrated Report 2022
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Local Companies
No. of Shares: 4,833,095,776
No. of Shareholders: 3,070

82.38%

Shareholding

East African Companies
No. of Shares: 8,126,803
No. of Shareholders: 28

0.14%

Shareholding

Our Capitals Operating

Environment

Strategic Focus
Review

Local Individuals
No. of Shares: 980,543,247
No. of Shareholders: 96,866

\

16.71%

Shareholding

Foreign Individuals
No. of Shares: 3,624,743
No. of Shareholders: 197

0.06”

Shareholding

Shareholder Distribution

Shares (Range)
1-500
No. of Shares: 3,020,898
No. of Shareholders: 16,139

0.05%

Shareholding

Shares (Range)
10,001-100,000
No. of Shares: 340,047,914
No. of Shareholders: 14,978

5.8%

Shareholding

Shares (Range)
501-5,000
No. of Shares: 75,191,989
No. of Shareholders: 37,141

1.3%

Shareholding

Shares (Range)
100,001-1,000,000
No. of Shares: 250,907,608
No. of Shareholders: 864

4.3%

Shareholding

Environmental, Social and Financial Statements

Governance (ESG)

Foreign Companies
No. of Shares: 41,268,219
No. of Shareholders: 16

0.70%

Shareholding

East African Investors
No. of Shares: 521,315
No. of Shareholders: 76

0.01%

Shareholding

Shares (Range)
5,001-10,000
No. of Shares: 250,237,993
No. of Shareholders: 30,894

4.3%

Shareholding

Shares (Range)
Above 1,000,000
No. of Shares: 4,947,773,701
No. of Shareholders: 237

84.25%

Shareholding

Integrated Report 2022
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Top 10 Co-op Holdings Shareholders

Harambee Cooperative
Savings & Credit Society Ltd
No. of Shares: 144,929,400

N
3.83%

Shareholding

Afya Cooperative
Savings & Credit Society Ltd
No. of Shares: 111,395,592

|
2.94%

Shareholding

Co-operative Bank Coop
Savings & Credit Society Ltd
No. of Shares: 96,103,831

I
2.54%

Shareholding

Total Shares: 1,039,242,693
% Shareholding: 27.45

Integrated Report 2022

Kenya Police Sacco
Society Ltd
No. of Shares: 129,885,226

3.43%

Shareholding

Kipsigis Teachers Coop
Savings & Credit Society Ltd
No. of Shares: 101,495,520

|
2.68%

Shareholding

K-Unity Savings and Credit
Co-operative Society Limited
No. of Shares: 91,162,633

Nawiri Savings and Credit
Co-operative Society Ltd
No. of Shares: 69,453,216

Strategic Focus

Environmental, Social and
Governance (ESG)

H & M Cooperative
Savings & Credit Society Ltd
No. of Shares: 125,247,471

|
3.31%

Shareholding

Masaku Teachers Coop
Savings & Credit Society Ltd
No. of Shares: 98,137,033

I
2.59%

Shareholding

Telepost Co-operative Savinés
& Credit Society Limited
No. of Shares: 71,432,771

Financial Statements
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BBl Milestones

We have been transforming lives for over 50 years.

Converts into a
full-fledged Commercial
Bank to bank other
customers beyond
Co-operatives including
individuals, corporates, and
other institutions

The Bank’s Head Office is hit by
a terror attack aimed at the
adjacent US Embassy.
Operations are moved to
various hired premises in town.

The Co-operative
Bank of Kenya is
established and
opens its doors in
year 1968

The bank makes
a huge loss of
KShs. 2.3 Billion

P> Co-operative Bank of Sudan Ltd.

The Bank undergoes
its most rapid expansion
by opening 77 branches.
Customer accounts grow
from 700,000 to 4.1
Million.

Returns to profitability
reporting KShs. 103 Million
profit. The bank reoccupies
the renovated Cooperative

House Building

Records a complete turnaround
by reporting a KShs. 2.3 Billion
Profit Before Tax. Successfully
listed in the Nairobi Securities
Exchange in 2008.

Doubles its share capital
from KShs. 1.2 Billion to
KShs. 2.3 Billion through
share capital injection of
KShs. 1.1 Billion.

v
P> Co-operative Bank of Kenya Ltd.

P Kingdom Bank Ltd.

Embarks on the bold
‘Soaring Eagle’
Transformation Agenda
to scale greater frontiers
serving over 5.9 Million
account holders.

The Group records a PBT of
KShs. 16.4B, a commendable
performance against the backdrop
of a tight operating environment;
Interest rates capping and general
economic slowdown.

> Co-op Trust Investment Services Ltd. .
The Group continues to

soar higher recording a
PBT of KShs. 18.16
Billion, 11% higher than
KShs. 16.4 Billion in 2017.

The Group registers
continued growth with a
PBT of KShs. 17.7 Billion
and an asset base of

over KShs. 351.8 Billion.

P> Kingdom Securities Ltd.

P> Co-op Consultancy and
Bancassurance Intermediary Ltd.

P> Co-op Bank Fleet Africa Leasing Ltd.

The Group demonstrates resilience during the
covid-19 pandemic; restructures KShs. 49 billion
to support customers through the pandemic.
Group acquires Kingdom Bank Ltd (Formerly
Jamii Bora Bank — Niche MSME Bank). The Group
reports KShs. 22.6 billion in PBT for FY2021.

The Group continues to perform
well, recording a PBT of KShs. 20.7B,

a 14% growth. The Bank disburses
KShs. 43B through e-credit, a key
@ lending focus area.

184 5 Million 17,000+ 542
Branches Omni registered Co-op Kwa ATMs
Customers Jirani Agents

(Mobile and Internet)

The Group registers a PBT of KShs. 29.4 billion, a growth of 30% year on year.
Continued support to customers recovering from the effects of the pandemic
through credit and innovative financial solutions. The Bank enhances its ESG
focus and introduces a dedicated ESG Unit and Committee to increase positive
impact to the Economy, Society and Environment.

484 21,000+ 4864
Sacco Front Offices Diaspora Banking Staff
Branch Network Customers

Integrated Report 2022 Integrated Report 2022
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BBl Who we are:

Our Purpose ‘We are you’:
Transforming Lives We are all our stakeholders. We seek to meet the needs of all our stakeholders through our sustainable business model.

Our Purpose

A financial institution <@/)

predominantly owned by
the Kenyan Co-operative

movement transforming lives.

Our Mission
To offer a wide range of

innovative financial solutions
leveraging on our heavy
investment in multi channels,
national and regional presence
and with focus on excellent customer
experience by a highly motivated and
Our Vision talented team.

To be the dominant Bank “‘O
in Kenya and in the Region /flﬂ,b‘
riding on the unique

Co-operative Model providing

innovative financial solutions for

distinctive customer experience

Key Enablers

Corporate Strategic Plan

) Operating Environment

. Our Business Model

. Our Capitals

. Transformation Culture

. Environment, Social & Governance (ESG)

ESG at heart of Co-op Bank
P> ESG Framework
P> Stakeholder Engagement
P> Material Topics
> Corporate Governance
P> Risk Management

Integrated Report 2022 Integrated Report 2022
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Strategic Focus Our Key Business

We operate in the Region using the co-operative model to ensure that we socially and economically transform
our stakeholders by the innovative financial solutions that we offer and the positive engagements that we have
(For a detailed analysis refer to The Strategic Focus Review section of this report page 60)

Providing financial solutions to individual customers,

Retail and Business Banking Division i, Sl sl el Eriengrizes.

’ Providing financial solutions to:
.5’ Corporate and Institutional Banking Division » Corporates « Parastatals
‘ « Institutions » Non- Governmental Institutions

« Government « International Financial Institutions

Providing financial solutions to:

Aggl"esswe Domlnar)t prow-der Cl-]Stomer . « Large Saccos » PSV/Transport Saccos
deepening of our of financial services Experience that is Co-operatives Banking Division  * Housing Saccos * Investment Saccos
dominance in the to the Co-operative seamless across all © fgricuitura’andother = Hotising Saccos

L : Co-operatives
Kenyan market. Movement in Kenya our touch points.
and the region. Kingdom Bank Ltd A niche MSME Bank providing financial services.

Co-optrust Investment Services Ltd Fund Management Services

« Banc-Assurance Services
« Consultancy and capacity building services to
Co-operative Societies

Coop Consultancy &
Bancassurance Intermediary Ltd

%
B L)

R

Kingdom Securities Ltd Stock Brokerage Services

Co-op Bank Fleet Africa Leasing Limited Leasing Solutions to Retail, MSME’s, Corporates,
PSVs, Government and Non-Government

Operating efficiency Optimal Enterprise Positive impact on
driven by digitization, Risk and Economy, Society & WHAT WE DELIVER
innovative products & Compliance in the Environment.
. . . » Deposit/ Instant Access accounts « Funds access across all our channels < Insurance Premium Financing
Processes, efficient dynamic : :
: : « Savings Accounts * M-Wallet loans » Mortgage Finance
business models, and environment. « Current accounts » Trade Finance « Investment services
ff or ivity. « Fixed/Call deposit accounts * MSME Loans » Banc Assurance
Szl oduct L « Forex products « Personal/Consumer Loans  Consultancy and capacity building
« Payment solutions » Working Capital Loans « Stock Brokerage
« Funds transfer » Asset Finance * Leasing )

We enable our customers to

INVEST

BORROW )
- ﬁ
i

Integrated Report 2022 Integrated Report 2022 B 17
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Wealth Creation and Distribution Key performance highlights
- Economic Value Created KShs. 47.5B (2021 KShs. 39.6B)
Financial (KShs.)
* Loans &
== Profit Before Tax Total Assets Advances
2021: 22.6B -\ 2021: 579.8B 2021: 310.2B
2022: 29.48B " 2022: 607.2B 2022:339.4B

27.8%

Customer @ Non-Performing w Non-Performing
Employees Retained Earnings Shareholders Deposits @— Loans % (Group) a— Loans % (Bank)
Salaries wages and Dividends 2021: 407.7 B 2021: 14% 2021:12.7%
wiliter el 2022:423.8B 2022:13.7% 2022: 12.96%

4 l

6.7% 0.3

Market
Capitalization

. 2021:76B
2022:73B

Average ROA

2021:3.0%
2022: 3.7 %

Dividend

per share
@ Cost to Income
2021:49.9 %

2021: 1.00
‘Q’ 2022: 1.50

-

Government Depreciation and Social Capital
Tax Amortization Co-op Bank Foundation

Average ROE

{;:E] CO-OPERATIVE BANK 2021:17.3%
$ 2022:21.2 %

A Debt to Equity

I 2021:42.8"
2022:44.7*

E:@{:DDPERATNE BANK

-/  __________J

- -

\Q/ 2022: 47.1%

Non-Financial

6 Staff Numbers Training Spend é Wages & Benefits
: % 2021: 4505 2021:52.4 M ~ 2 2021:13.3B
“ 2022: 4864 2022: 73 M \?’ 2022: 14.8B

TIVE BANK

_Percent of ‘ ® Co-op Foundation
KSH Digital Channel B h ) Students
» Transactions rajices - L
2021:94% 2021:178 2021:8,368
2022:92% 2022: 184 'l 2022:9,553
Generator
Water Cost Electricity Cost Fuel Cost
2021:32.7M 2021:241.2 M 2021:14.4 M
6 2022:33 M 2022:213 M 2022:16 M

Integrated Report 2022 Integrated Report 2022 / . %
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Our Business Model (page 50)

Financgl

Capital Manufactured

Capital

Q
=
Human
Capital

Intellectual
Capital
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Environmental, Social and
Governance (ESG)

Financial Statements

0%\‘

Social &
Relationship
Capital

\"
y—=

Natural
Capital

Value Adding Activities

Pillars:
. Corporate Governance
. Corporate Strategic Planning

. Soaring Eagle Transformation initiatives

. Enterprise Risk Management
. ESG/ Sustainability Focus

« Lending

« Deposits taking

« Investment/Fund Management
« Advisory

Outcome

Manufactured
Capital

Human k J

Capital Intellectual
Capital

« Payments

« Bancassurance
« Stock Brokerage
« Leasing

'&‘
Social &
Relationship

Capital

\’I
y—=

Natural
Capital

Integrated Report 2022
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About this Integrated Our Leadership Co-op Bank Model
Report

Dear Shareholders,

I am delighted to present to you our Bank’s Integrated Report
for the period ended 31st December 2022.

Overview of the Operating Environment

Kenya’s economy continued to rebound from the pandemic
in 2022 with real gross domestic product (GDP) projected
to grow at 5.6% in 2022, driven by broad-based increases in
services and industry. This recovery was dampened by global
commodity price shocks, the long regional drought, and
uncertainty in the run up to the 2022 general elections. The
agriculture sector is estimated to have contracted by 0.3% in
2022, with the sector contributing almost one fifth of GDP, its
poor performance slowed GDP growth.

The ongoing drought and the cost-of-living increases have
affected households throughout the country. Most households
reported an increase in prices of essential food items. In
response to the inflationary pressures, the Central Bank of
Kenya (CBK) raised the policy rate thrice since May 2022 by
a cumulative 175 basis points to reach 8.75% in November
2022. Supply of food items is expected to increase in the
coming months on account of ongoing harvests and the
expected duty-free imports which is expected to contribute to
the easing in inflation.

The Kenya shilling weakened by 8.6% per cent in the course of
2022 from KShs. 113.14 to KShs. 123.47

This was mainly attributed to growth in the import bill driven
mainly by fuel and food imports, both of which saw substantial
price increases in the global markets. Imports grew by 5.8
per cent with oil imports alone growing by 60.3 per cent. The
rising interest rates in the developed economies, especially
the US, led to the capital outflows and currency depreciation
being experienced across emerging markets. The exchange
rate is expected to stabilize in 2023 supported by a recovery in
remittances inflow and tourism revenue as well as the reduced
import of capital goods.

The banking sector remained strong and resilient. The ratio
of gross non-performing loans (NPLs) to gross loans stood
at 13.3 percent in December 2022, compared to 13.1 percent
in December 2021. Improved repayments and recoveries
were noted in various sectors while banks continued to make
adequate provisions for the NPLs. The banking sector asset
base grew by 10 percent in the year ended December 31 2022,
from KShs. 6 trillion at end of 2021 to KShs. 6.6 trillion. The
performance was supported by renewed business models
leveraging on technology & innovation, enhanced capital and
liquidity buffers and a continued focus on customer-centricity.

Private sector credit increased to 12.5 percent in 2022
compared to 8.6 percent in 2021. Strong credit growth was
observed in the following sectors: manufacturing, transport
& communication, trade, business services, and consumer
durables. The number of loan applications and approvals
increased, reflecting improved demand due to increased
economic activities.

The recently concluded general elections have set the stage for
Kenya’s next development chapter. In addition to aligning the
country’s long-term development agenda to Vision 2030 that
aims to transform Kenya into a competitive and prosperous
country with a high quality of life, the new government’s
bottom-up economic model prioritizes agriculture, healthcare,
housing, and manufacturing.

Although the economic outlook is broadly positive, it is subject
to elevated uncertainty, including Kenya's exposure (as a net

Integrated Report 2022
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fuel, wheat, and fertilizer importer) to the global price impacts
of the war in Ukraine.

Regulatory Environment

During the year the Monetary Policy Committee (MPC) met
6 times. In a bid to anchor inflation, the MPC raised the CBR
rate to 7.50% and 8.25% in May 2022 and September 2022,
respectively and an additional 50.0 bps to 8.75% during their
last meeting of the year, in November 2022. the Cash Reserve
Ratio was held at 4.25%.

The Central Bank of Kenya has been working to enhance the
oversight of digital lenders in the country. Earlier this year,
the Central Bank gazetted regulations for digital lenders,
which will allow for greater control and supervision over
licensing, governance, and lending practices. We welcome
this development as it will improve the quality of lending
services and ensure that lenders operate in a transparent and
responsible manner.

The Central Bank of Kenya also launched the National Payment
Strategy to consolidate the gains Kenya has had on mobile
money and to support the vision of a secure, fast, and efficient
payment system. This development will have a positive impact
on financial inclusion and innovation, which will ultimately
benefit Kenyans.

Moreover, the CBK has introduced the Credit Repair Framework
for financial institutions to support mobile digital borrowers
whose loans become non-performing. This guidance allows us
to restructure selected mobile facilities where borrowers were
adversely affected by the Covid-19 pandemic. We recognize
thatthe pandemic continuesto have a profoundimpactonsome
of our customers. Therefore, we are committed to supporting
them while enhancing their credit standing. Proactive credit
management requires that we engage our customers early to
support their credit journey, even before non-repayment.

Finally, we note the various mergers and acquisitions in the
financial sector that took place in Kenya over the past year.
These developments affirm the regional confidence in the
untapped potential of the Kenyan market.

Risk and Compliance

We operateinahighlyregulated environment. The Co-operative
Bank Group is cognizant of the need to adhere to sound local
and global compliance practices. The Group maintains a zero-
tolerance towards unethical behaviour. The Board of Directors
and indeed all our staff regularly undergo training on emerging
regulatory issues, compliance, risk, anti-money laundering and
countering the financing of terrorism (AML/CFT), to keep them
on high alert and abreast of emerging issues in the industry.

The Group has continued to set and implement effective
systems and controls that help to detect, prevent, and deter
financial crime, corruption, and bribery. Such continuous
interventions embed a culture of ethical and responsible
banking in the core of our institution.

We strongly believe in compliance and ethical code of
conduct. The value of ethics and responsibility is indisputable
as stakeholders are now increasingly interested in building
sustainable partnerships with businesses and markets which
uphold such values. Our underlying corporate objective is thus
to be an ethical partner as we pursue business and relationships
with our stakeholders.

Performance Overview

Our balance sheet expanded by 4.7% to KShs. 607.2 Billion
as at the close of 2022 from KShs. 579 Billion in 2021. We are
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pleased to report a Profit Before Tax of KShs. 29.4 Billion, a
commendable 30% growth compared to KShs. 22.6 Billion
recorded in 2021. This represents a strong Profit after Tax
of KShs. 22 Billion compared to KShs.16.5 Billion reported
in 2021. The performance delivers a competitive Return on
Equity of 21.2% to our shareholders.

The strong performance by the Bank is in line with the Group’s
strategic focus on sustainable growth, resilience, and agility.

Corporate Governance

The Board is responsible for corporate governance practices
and embraces its responsibilities to shareholders and other
stakeholders. The Boards upholds the highest ethical standards
and ensure that the Bank conducts its business in accordance
with global best practices.

The Bank recognizes and embraces the benefits of a diverse
Board and acknowledges that diversity at the Board level is an
essential element in enhancing the decision-making process
and the resultant policy and strategy direction. The Board has
a balanced mix in the capabilities and competences to remain
relevant in a fast changing, dynamic and competitive market
environment.

Our Board consists of thirteen directors, with the Managing
Director as executive, and twelve non-executive members. The
Directors have a variety of skills, experience, and competences
in their relevant fields of expertise and are well placed to drive
the Bank’s business forward.

The directors are committed to excellence in corporate
governance and support the principles of Good Corporate
Governance as the basis for enhancing credibility and
transparency in the financial services industry.

Dividend and the Annual General Meeting

Ourstrong performance s a clear indication of our commitment
to increase our shareholders value and returns. As such, the
board of directors is recommending a dividend of KShs.
1.50 per share subject to approval by the regulators and the
shareholders. A virtual Annual General Meeting will be held on
Friday, 19th May 2023.

Environmental, Social and Governance

The Bank has a renewed ESG focus, and it is being driven from
Board Level.

Co-operative Bank Group is committed to transforming lives
and being a responsible corporate citizen. The Bank believes
that sustainable development and sustainable profit growth
are complementary to each other and create a positive impact
on the economy, society, and the environment.

We have published our ESG Policy Statement that will guide
all our activities: “We are fully committed to sustainable
development and to achieve positive environmental & social
outcomes with good governance”.

Accolades

In the year 2022 we received accolades both locally and
internationally. The bank was a big winner at the 2022 Kenya
Bankers Association Sustainable Finance Catalyst Awards,
emerging as the Overall Winner with awards in 6 categories

Operating
Environment

Strategic Focus
Review

Environmental, Social and
Governance (ESG)

because of entrenching sustainable finance initiatives in
our operations and lending practices. The KBA Customer
Satisfaction Survey found the bank Best Overall in Satisfactory
Customer Experience from 38 member Banks.

In the EMEA African Banking Awards 2022, the bank was
named the Best Bank in Kenya and the Best Asset manager
in Kenya (Co-optrust Investments Services). During the 18th
energy management awards (EMA) 2022, we were recognized
in three categories including Electricity Savings Award -
Small Consumers, Services Sector Award and Best New
Entrant Award. These recognitions re-affirm our believe of
the co-operative banking model as the most sustainable
model for inclusive growth.

Outlook

Kenya’s medium-term growth prospects remain positive
with GDP projected to grow by 5.8% on average in 2023
notwithstanding current global and domestic shocks. The
baseline assumes robust growth of credit to the private
sector, a near term recovery in agricultural production,
and high commodity prices favourable to Kenyan exports.
These developments are in turn expected to catalyse
private investment to support economic growth over
the medium term.

This optimism is attributed to the continued resilience of the
private sector, and the impact of Government interventions
including in the agriculture and MSMEs sectors, both of which
are expected to support employment and growth.

Nevertheless, our clients remain challenged by rising food
prices, rising fuel prices, disruptions to supply chains and
elevated inflation. Overall, we remain cautious with respect to
the operating environment in 2023.

Co-operative Bank will continue to support the agricultural
sector’s resilience and enhanced production, MSMEs,
climate and energy efficiency, and working towards a
more inclusive society.
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The question is,
what can’t the new
MCo-op Cash do?

The answer is, nothing. Nothing that you need from a mobile banking
platform, anyway.

MCo-op Cash, our mobile banking app, didn’t just upgrade. It also synced
all transactions across all platforms. So, whether you're using the app,
USSD, or internet banking, your transactions will be seamless.

Dial *667# or download the app to register.

i FB Co-op Bank Kenya(Official) [*] Twitter @Coopbankenya B-Iﬂ CD-D p E R ATIVE B AN K
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Wapendwa Wanahisa,

Ni furaha kubwa kwa mara nyingine kuweza kuwasilisha Repoti
Jumuishi ya benki yetu kwa kipindi kilichomalizikia tarehe 31
Disemba 2022.

Muhtasari wa Mazingira ya kazi

Uchumi wa Kenya uliendelea kuimarika mwaka wa 2022
baada ya mkurupuko wa janga la Covid-19. Pato la taifa (GDP)
lilitarajiwa kukua kwa asilimia 5.6 mwaka wa 2022 kutokana na
ongezeko kubwa la huduma na tasnia. Ufufuaji huu ulipunguzwa
na mtingishiko wa bei za bidhaa duniani, ukame wa muda mrefu
na hali isiyoeleweka vile nchi itakuwa baada ya uchaguzi Mkuu.
Uwezo wa pato la kilimo kwa uchumi wa nchi ulipungua kwa
kiwango cha asilimia 0.3 katika mwaka wa 2022. Na kwa sababu
pato hili kutoka kwa shughuli a kilimo ni sehemu kubwa ya pato
la nchi nzima kwa jumla, upungufu wa pato hili ulizoorotesha
ukuaji wa uchumi wa nchi kwa jumla.

Ukame unaozidi kuendelea na ongezeko la gharama na maisha
kwa jumla umeasiri vibaya familia nyingi kote nchini. Nyingi
kati yao zimeeleza ongezeko la bei kwa mahitaji muhimu ya
nyumbani. Kwa sababu ya hali hii, Benki Kuu ya Kenya imeingilia
jambo hili mara tatu tangu mwezi wa May Mwaka wa 2022
na imewezesha hali hii kuthibitiwa. Ongezeko la vyakula pia
linatarajiwa kutokana na hali ya kuagiza kutoka nchni zingne bila
kutozwa ushuru na ongezeko la mavuno ya humu humu nchini.

Shilingi ya Kenya ilipungua thamani kwa kiwango cha asilimia
8.6 mwaka wa 2022 - kutoka KShs. 113.14 hadi KShs. 123.47.
Kupungua huku kwa thamani ya shilingi kulitokana na gharama
za uagizaji wa mafuta na vyakula ambavyo bei zao zilikuwa
zimepanda sana. Uagizaji wa biidhaa kutoka nje uliongezeka
kwa kiwango biashara za aina nyingi zinazoendelea kuibuka na
kuboreka kati ya nchi hizi ndogo na zile kubwa kama USA.

Sekta ya benki imeendelea kuimarika na kuwa na uwezo
mkubwa zaidi wa kufanya biashara. Kiwango cha mikopo
ambayo waliokopa wana shida na malipo kilikuwa asilimia 13.3
mwisho wa mwaka wa 2022 ukilinganisha na asilimia mwaka
13.1 mwisho wa Desemba 2021. Kwa jumla, ulipaji wa mikopo
na ukusanyaji wa malipo mengine mengine uliendelea kuimarika
katika sehemu zote ingawa kuliendelea kuwekwa kwa tahadhari
kwa mikopo ambayo hailipiki inavyotarajiwa. Rasilimali ya benki
ilikua kwa kiwango cha asilimia 10 katika mwaka uliomalizikia
Disemba 31, 2022 kutoka kwa kiwango cha chini cha KShs.
trillion 6 na kufikia kiwango cha juu cha KShs. Trillion 6.6. Ukuaji
huu mkubwa wa rasilmali ulitokana na matumizi ya tekinologia,
ubunifu wa njia mpya katika mifumo yetu ya kutenda kazi na
kuweko na pesa za kutosha kufanyia kazi zetu zote.

Ukopeshaji watu pesa na biashara za kibinafsi pia uliongezeka
kwa kiwango cha asilimia 12.5 mwaka wa 2022 ikilinganisha
na asilimia 8.6 mwaka wa 2021. Ongezeko kubwa likiwa
ni katika utengenezaji wa bidhaa, sekta za uchukuzi na
mawasiliano, biashara, ununuzi na uuzaji unaoendelea ndani
ya biashara za rejareja,

Ingawa hali ya uchumi ni nzuri kwa jumla na kwa sasa, uzuri huo
unategemea hali zingine zilizoko na ambazo zinaweza kuharibu
uchumi kwa njia tofauti. Hizi ni pamoja na kwamba bidhaa
zingine muhimu kama vile mafuta ya petrol, ngano, mbolea ni
lazima ziagizwe kutoka nje jambo ambalo linazorotesha uchumi
kwa njia kadhaa. Tuemeona wazi wazi vile vita vya Ukraine
vilivyochangia kutuharibika kwa uchumi wetu.

Mazingira ya Mabadiliko

Ndani ya mwaka mmoja, Kamati inayosimamia uchumi na
inayojulikana kwa kifupi kama ‘MPC'ilikutana mara 6 ajenda yake
kubwa ikiwa ni kuona vile ingethibiti mifumuko ya bei. Katika hali
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hii, mwezi wa Mei na Septemba 2022 kuliongeza kiwango cha
malipo haya kufikia asilimia 7.50 na asilimia 8.25 mtawaliwa.
Wakati wa mkutano wao wa mwisho mwezi wa Novemba 2022
waliongezea bps 50 kwa asilimia 8.75 huku kiwango cha pesa
taslimu kikiachwa pale pale kwa kiwango cha asilimia 4.25.

Benki Kuu ya Kenya pia imekuwa na shughuli nyingi katika
jitihada za kuimarisha hali ya usimamizi kwa wanaokopesha pesa
kwa njia za kidijitali. Mapema mwaka huu, waliweza kutangaza
katika Kenya Gazette mikakati ambayo itatumika kufanya
biashara hii. Tumekaribisha vyema jambo hili kwa sababu
litaboresha usimamizi na kutolewa kwa leseni za shughuli hii.
Benki Kuu ya Kenya tayari imetoa mfumo ambao utatumika
kufanya biashara hii kote Kenya. Hatua hii itawezesha idadi
kubwa zaidi ya Wakenya kufurahia hali bora na ya haraka ya
kupokea na kufanya malipo.

Zaidi ya hivyo, Benki Kuu ya Kenya imeanzisha mufumo
unaojulikana kama Credit Repair Framework kwa matumizi ya
mashirika ambayo yako katika biashara hii wakati wanakumbwa
na shida za mikopo ambayo imekuwa migumu kulipika. Mpango
huu unaturuhusu kufanya mapatano mapya kwa wale ambao
wamewekwa katika hali hizinamadharaya Covid 19. Tunatambua
kwamba madhara haya bado yanaendelea kuasiri wateja wetu
wengine hadi sasa. Kwa hivyo tumejitoa kuwa msaada kwao
wakati huu ambao wanang’ang’ana na kujenga upya hali za
uwezo wao wa kukopa pesa. Lengo letu ni kuweza kutambua hali
ya mdeni wetu mbele ya hali hiyo kutokea. Mwisho, tunatambua
hali ya yaliyofanyika mwaka jana ya biashara nyingi za pesa
kuungana pamoka ili kuongeza uwezo wao wa kufanya biashara.
Umoja ni nguvu. Utengamano ni udhaifu. Inaamika kwamba,
katika kanda nzima, Kenya ndiyo yenye nafasi nyingi na bora
zaidi za biashara kuweza kufanya biashara zifaulu zaidi.

Ugumu wa kutimiza wajibu wetu kibiashara

Tunatambua kwamba tumo katika biashara yenye masharti
mengi. Hali kadhalika, Co-operative Bank inatambua umuhimu
wa kufanya biashara kwa njia ambazo zinakubalika ki-nchi na ki-
mataifa. Bank yetu inskataa katakata kufanya biashara katika hali
za fiche-fiche. Wakugugenzi na wafanyakazi wetu wote, hushiriki
mafunzo ya mara kwa mara juu ya sheria na mambo yote mapya
yanayohusu biashara hii kukiwa na lengo la kuwaweka katika hali
ya tahadhari kwa jambo lo lote linalohusiana na utenda kazi wao.

Co-operative Bank Group inaongoza katika kutambua na kuweka
vigezo vinavyoweza kufichua na kuzuia wizi na ukora fiche wa
kuchukua na kupeana hongo. Hali hii ya upekuzi wa kudumu
inakuza tabia ya uamifu katika shughuli za huduma zetu zote.
Tuna imani kubwa juu ya tabia nzuri za wafanya kazi wetu kwa
sababu huu ni wakati ambao wawekezaji wengi wanapenda
tu kujihusisha na watu au biashara zenye maadaili bora. Nasi
lengo letu la kibiashara, leo hata kesho, ni kuwa washiriki na
washirikishwa biashara zilizo tayari kujengana nasi kimaadili ya
kibinafasi na ya kibiashara.

Maelezo ya tulivyoendesha biashara

Kulingana na utaalamu wa mahesabu ya pesa, mapato yetu kwa
jumla yaliongezeka kwa kiwango cha asilimia 4.7 na kufikia
Shilingi Billion 607.2 mwisho mwaka wa 2022 ikilinganishwa na
Shilingi Billion 579 mwisho wa mwaka wa 2021. Tuna furaha pia
kutangazwa faida ya kiwango cha Billion 29.4 kabla ya kutozwa
kodi likiwa ni ongezeko la asilimia 30 zaidi ya lile la mwaka wa
2021 la Sh. Billion 22.6 . Hali hii inathibisha kwamba wawekezaiji
wetu walipokea pato zuri la asilimia 21.2 ya kiwango cha pesa kila
mmoja alichowekeza.

Kufaulu kwetu kibiashara ni thibitisho la kufaulu kwa mikakati
yetu yenye lengo ya kuboresha, kuimarisha na kukuza
biashara, mikakati ambayo Co-op Bank imeweka kutumika
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kwa shughuli zake zote, nchi yote, mwaka wote. Uongozi
na usimamizi wa vile shughuli zote za Co-operative Bank
zinavyoendeshwa ni jukumu la Wakurugenzi wa Bank hii - mmoja
mmoja, ama wote kwa pamoja.

Maamuzi tuliyofanyia nayo biashara

Wakarugenzi wetu ndio wenye mwongozo wa vile tutafanya
kulingana na sheria za nchi na matarajio ya wawekezaji
wetu. Wakurugenzi wetu pia ni watu wanaoelewa na kufanya
biashara kunakozingatia maadili mema ya biashara vile
yanavyotambulikana na kuheshimila kote duniani.

Benki yetu inatambua na inakaribisha Wakurugenzi wa taaluma
na uzoefu mbalimbali kama msingi wa mazungumzo yenye
upana na undani ambao utasidia sana katika mijadala ya
kupanga mikakati mema ya kuiongoza biashara hii yetu. Hali
Mashauri yetu ya Wakurugenzi ina watu wenye uwezo tofauti
tofauti jambo ambalo linachangia kwa kiasi kikubwa ubunifu wa
sera bora za uendeshaji wa shughuli zetu kwa muda mrefu ujao.

Halimashauri yetu iko na Wakurugenzi kumi na watatu mmoja
wao akiwa ni Mkurugenzi Mkuu ambaye ndiye peke yake mfanya
kazi raasmi wa Co-operative Bank. Wakurugnzi wetu ni watu
ambao wanatambua umuhimu wa maadili bora katika kazi yao
na wanaunga mkono kwa dhati uwazi na usimamizi usio na
madoadoa katika shughuli zote za pesa.

Ruzuku kuidhinishwa na Mkutano wa Mwaka wa
Wanabhisa

Utenda kazi wetu mzuri ni kielelezo wazi cha juhudi zetu za
kutaka Wanahisa wafaidike kwa pato kubwa zaidi kwa uwekuzaji
wao. Kwa sababu hiyo, Wakurugenzi wamependekeza Wanahisa
walipwe Kes. 1.50 kwa kila hisa - ikitegemea kuidhnishwa na
wanosimamia malipo haya pamoja na Wanahisa kutakikana
kuidhinisha pendekezo hilo katika Mkutano wa Mwaka
utaofanywa kupitia kwa mtandao siku ya ljumaa tarehe 19 Mei,
2023.

Mazingira, Jamii na Utawala (ESG)

Bank yetu imeidhinisha upya mtazamo wake juu ya mazingira
bora, uhusiano mzuri wa jamii na utawala usiodhulumu watu.
Wakurugenzi wetu wamepewa mamlaka ya kusimamia hali hii
kwa pamoja kama Baraza la Wakurugenzi.

Co-op Bank imejitolea kubadilisha maisha na kuwa shirika
linalowajibika. Banki hii inaamini kwamba maendeleo endelevu
na ukuaji wa faida endelevu yanahusiana kwa karibu na
husababisha kuwe na hali bora zaidi katika uchumi, jamii na
mazingira.

Tumechapisha taarifa yetu ya sera za ESG ambayo itaongoza
shughuli zetu kwa jumla. Tumejitolea kikamilifu kwa maendeleo
endelevu ili tuweze kufurahia hali bora zaidi kwa mazingira, kwa
jamii na kwa utawala bora usio na dhuluma.

Sifa na Pongezi

Katika mwaka wa 2022, tulipata sifa ndani na nje ya nchi. Benki hii
ilishinda katika Tuzo za Kichocheo cha Fedha Endelevu za Chama
cha Mabenki cha Kenya 2022, kuibuka Mshindi wa Jumla katika
vitengo sita ikiwa ni kutokana na kuimarisha mipango endelevu
ya kifedha katika shughuli zetu na taratibu za utoaji mikopo.

Utafiti wa Kuridhika kwa Wateja wa KBA ulipata benki hii kua
Bora kwa Jumla katika Uhusiano wa Kuridhisha kwa Wateja
kutoka kwa benki 38 wanachama. Katika tuzo za EMEA African
Banking Awards 2022, benki hii ilitajwa kuwa Benki Bora
nchini Kenya na Meneja Bora wa Mali nchini Kenya (Co-optrust
Investment Services). Wakati wa Tuzo za 18 za Usimamizi wa
Nishati (EMA) 2022, tulitambuliwa katika vitengo vitatu zikiwa ni
pamoja na Tuzo ya Akiba ya Umeme - Wateja Wadogo, Tuzo la
Sekta ya Huduma na Tuzo Bora la Mshiriki Mpya. Utambuzi huu
unathibitisha imani yetu kwa mtindo wa benki ya ushirika kama
kielelezo endelevu zaidi cha ukuaji jumuishi.

Mtazamo

Matarajio ya ukuaji wa muda wa kati wa Kenya, yanasalia kua
chanya huku pato la kitaifa (GDP) likitarajiwa kukua kwa asilimia
5.2 kwa wastani mwaka wa 2023-24, hata kukiwa na majanga
ya sasa ya kimataifa na humu nchini. Kwa msingi,kunatarajiwa
ukuaji imara wa mikopo kwa sekta binafsi, afueni katika
uzalishaji wa kilimo, bei ya juu ya bidhaa zinazofaa kwa mauzo ya
nje ya Kenya. Maendeleo haya kwa upande wake, yanatarajiwa
kuchochea uwekezaji wa kibinafsi ili kusaidia ukuaji wa uchumi
katika muda wa kati.

Matumaini haya yanachangiwa kuendelea kuimarika kwa sekta
binafsi na athari za afua za serikali katika sekta ya kilimo na
MSME, zote zikitarajiwa kusaidia ukuaji na ajira.

Hata hivyo, wateja wetu wanasalia na changamoto ya kupanda
kwa bei ya za vyakula, kupanda kwa bei ya mafuta, usumbufu
wa ugavi na mfumuko wa bei. Kwa jumla, tunaendelea
kuwa waangalifu kuhusiana na mazingira ya uendeshaji
mwaka wa 2023.

Benki ya Co-operative itaendelea kuunga mkono ustahimilivu wa
sekta ya kilimo na uimarishaji wa uzalishaji, MSME, hali ya hewa
na ufanisi wa nishati, na kufanyia kazi jamii shirikishi zaidi.

Kukiri

Kwanza ningependa kuwashukuru kwa dhati wateja wetu na
wanahisa ambao Imani yao imefanikisha mafanikio yetu yote.

Kwa niaba ya bodi ya wakurugenzi, napenda pia kutambua
uungaji mkono usioyumba na kujitolea unaonyeshwa na bodi
ya usimamizi ikiongozwa na Mkurugenzi Mkuu na Afisa mkuu
Mtendaji Dr. Gideon Muriuki, CBS, MBS na timu yote kwa ujumla.

Hatimaye ningependa kuwashukuru wajumbe wenzangu wa
biodi kwa utumishi wao, uaminifu na kujitolea kwao katika
kutumikia Benki pamoja nami.

Mungu ibariki Co-op Bank; na awabariki nyote.

==

Mr. John Murugu, OGW
Mwenyekiti
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It's time to
upgrade your

Co-op Bank is now offering 100% financing on Pre-Owned Cars. Anyone with an income
can walk into a second hand car dealership, select the vehicle that best suits them, and
get financing from Co-operative Bank. It's that simple.

Talk to us today to find out more. Call: 0703 027000 or WhatsApp on 0736 690101

ﬁ\g i
PRE-OWNED [5f) CO-OPERATIVE BANK

CAR FINANCING

Co-operative Bank is regulated by the Central Bank of Kenya
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John Murugu, OGW

Chairman (72)

Macloud Malonza,
MBS, HSC

Vice Chairman (54)

Dr. Gideon Muriuki,
CBS, MBS

Group Managing
Director & CEO (58)

CEl Board of Directors

Joined the Board of Directors on 27th May 2015 and became
the Bank Chairman on 1 October 2017. He is a leading
banker and public finance expert; served as the Director
Debt Management Ministry of Finance - Treasury. He has
previously been an alternate director for the Permanent
Secretary-Treasury, in Kenya Commercial Bank, Industrial
Development Bank, and at Jomo Kenyatta University of
Agriculture and Technology.

He has over 25 years of banking experience at the Central
Bank of Kenya notably as the Director Bank Supervision.
He holds a Bachelor of Education Degree and Master of Arts
in Economics and is an Associate of the Chartered Institute
of Bankers (ACIB).

Joined the Board of Directors in 2005 and became the
Bank Vice Chairman on 1 October 2017. He is notably the
Chairman of Co-opholdings Co-operative Society Ltd, the
65% strategic investor in the bank.

He holds a Bachelor of Arts degree, a Masters in
Organizational Change and Development, Master of
Business administration, Post-graduate Diploma in
Management and Information Systems, Certificate in
Strategic Planning and Management and CPS 1. He has also
attended Senior Management and Strategic Leadership
Development Courses. He has served in various positions in
the Civil Service and is Chairman of Harambee Co-operative
Society Limited that serves employees of the various
Government departments under the Office of the President.
He is a director in Kingdom Bank Ltd.

Appointed Managing Director in 2001 and has presided
over the Bank’s turnaround from a massive loss position of
KShs. 2.3 billion in the year 2000, to a profit before tax of
KShs. 29.4 Billion in 2022. He joined the Bank in 1996 as a
Senior Corporate Manager then became Director, Corporate
and Institutional Banking in 1999 before his appointment as
Managing Director in 2001 with a clear mandate to return the
Bank into profitable trading. He holds a Bachelor of Science
degree in Mathematics and is a Fellow of the Kenya Institute
of Bankers. He has over 34 years’ experience in banking
and finance.

Former Chairman, Governing Council of the Africa
International University, and former Chairman, African
Rural and Agricultural Credit Association (AFRACA). He was
decorated in 2005 with the award of Order of the Grand
Warrior (OGW), in 2011 award of the Moran of the Order
of the Burning Spear (MBS), in 2017 with Chief of the Order of the Burning Spear first class (CBS) in
recognition of his successful turnaround of the Bank and exemplary service to the nation. He is a recipient
of a decoration of Chevalier de L'ordre National du Burkina Faso by the President of Burkina Faso in
recognition of his outstanding contribution to development of rural finance in Africa. He was voted CEO
of the year Africa 2014 by the International Banker. In 2016, awarded Lion of Judah Award by Evangelical
Alliance of Kenya and Mtumishi Bora Grand Award by the Kenya Christian Professionals Forum for his
great servant leadership as a committed Christian leader in the marketplace.

In 2018, he was awarded Best Banking CEO Kenya by International Finance and awarded Banking CEO
of The Year by EMEA Finance - African Banking Awards in 2021. Awarded first Honorary Doctorate in
Business Management in 2011 from Kabarak University for Business Leadership. In 2022, awarded a 2nd
Honorary Doctorate from the Co-operative University of Kenya to recognize his contributions to Banking
and the Co-operative sector and was conferred a 3rd Doctor of Humane Letters (Honoris Causa) - DLitt.
of The Africa International University.
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Director (69)

Weda Welton (Mrs.)

Director,
Independent (64)

Lawrence Karissa

Director,
Independent (67)

Julius Sitienei

Director (68)

Benedict W. Simiyu

Director (61)
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Joined the board in 2017 having served in the Board of Co-optrust
Investment Services Ltd since 1998 and the Board of Co-op Consultancy
& Bancassurance Intermediary Ltd since 2009.

He is a businessman, with vast experience particularly in the coffee
industry. He is the Vice Chairman of Co-op holdings Co-operative
Society Limited and Director of Kingdom Securities Limited. He is a
Director in Kenya Co-operative Coffee Exporters (KCCE).

She is currently an independent Human resources consultant / Private
business. She is a former Director-Human resources with the Bank and
retired in the year 2014 after an exceptionally decorated career with
the bank spanning over 20 years. She has over 35 years’ experience in
Human Resource Management in banking and financial sectors.

Mrs. Welton holds a Bachelor’s degree in Arts from the University of
Delhi, a diploma in International Law and Diplomacy and a Masters
degree in Human resources management and development from
Manchester University, UK.

Shehasbeenamember ofthe Humanresources committee oftheKenya
Bankers Association, IPM(K) and Kenya Institute of Management. She
diligently served the bank with dedication and commitment. She has
also been a director of Menno Plaza Ltd. and a trustee of the bank pension scheme. Mrs. Welton notably
implemented the current bank structure in liaison with Mckinsey in the year 2014 just before she exited
the bank. This restructuring through the ‘Soaring Eagle’ Transformation Agenda has seen to the great
growth in the bank performance. She is the chairperson of the board audit committee.

Joined the Board of Directors on 27th May 2015. He has over 25 years
experience in banking having previously served in various senior
positions in Co-operative Bank of Kenya.

He has previously worked for PricewaterhouseCoopers. He holds a
Bachelor of Commerce degree in Accounting and is a Certified Public
Accountant of Kenya CPA (K). He is the Chairman of the Staff and
Nomination Committee.

He joined the Board of Directors in 2003. He is a businessman
and an educationist with over 20 years experience in the
teaching profession before he took leadership positions in the
management of co-operative societies. He is a Director of
Co-opholdings Co-operative Society Limited and the Chairman
of Kingdom Securities Limited. He holds a Bachelor of Business
Administration degree in Human Resources Management. He is a
director in Kingdom Bank Ltd.

Joined the Board of Directors in 2014. He is an Educationist and
holds a Diploma in Education Management. He has also attended
various management courses. He is a non executive Board member
of Ngarisha Sacco (Former Bungoma Teachers Sacco). He is a
Director of Co-op holdings Co-operative Society Limited.
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Director (66)

appointee (67)

Director (67)

Director (62)

Richard L. Kimanthi

Wanyambura Mwambia

Principal Secretary,
National Treasury

Wilfred Ongoro, HSC

Margaret Karangatha (Mrs.)

Joined the Board of directors in 1994. He is a businessman and
has served in various leadership positions in the cooperative
movement for a considerable period. He holds a Diploma in
Cooperative Management. He is a Director of Co-op Holdings
Co-operative Society Limited.

He was appointed a director on 7th August 2013, as the
alternate to the Principal Secretary - National Treasury. He
is the Deputy Director Economic Affairs in charge of Tax
and Administration and private Sector issues and holds a
BA (Hons) in Economics and Sociology from the University
of Nairobi and an MA in Development Economics from
Dalhouse University Canada. He has had a successful career
in the Civil service for a period of over 33 years in the Ministry
of Foreign Affairs and Ministry of Finance & Planning.
He has brought a wealth of experience in finance and
management from the public sector (Government
departments) under the Office of the President. He is the
Chairman of the Board Risk Committee.

Joined the Board of directors in 2006. He is an educationist
with over 20 years experience and has served the Co-operative
Movement in various positions. He is a Director of Co-op
holdings Co-operative Society Limited.

She was appointed as a director of the Bank on 24th September,
2019. She is the Executive Director of The Lead Consortium Ltd
and has over the last 25 years been consulting in Kenya and
many African countries. She is an Executive Coach and mentor,
and a Facilitator/ Organizational Development Consultant
in disciplines such as Health Care Industry, Publishing,
Engineering, Real Estate, Educational Institutions, and
Floriculture among others. She has served in several boards
with the current being the outgoing Board Chairman of the
Navigators Economic Transformation Facility and Regional
Treasurer of Scripture Union Africa.

She specializes in Organizational Planning, Leadership and Human Resources Management and
Finance for Finance and Non-Finance Managers. She has worked as a Management Coordinator
for United Bible Societies overseeing work in over 34 Countries in Africa for 15 years and is
an Associate Consultant with AMREF, CORAT and Kenya Institute of Management (KIM). Mrs.
Karangatha holds a Bachelor’s degree in Commerce (Accounting Option) from the University of
Nairobi, a Master’s degree in Business Administration (MBA, Strategic Management) from United
States International University and is a Certified Public Accountant - Kenya (ICPAK). She is the
Chairperson of the Board Credit Committee and Chairperson Kingdom Bank Limited.
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Godfrey K. Mburia

Director (66)

Joined the Board of directors in 2017, having served in the
Subsidiaries Board since 2004. Has been a director of Golden
Pillar Sacco Society (formerly Imenti Sacco Society) since 1985
and Chairman for the last 20 years. He is also the Chairman of
Imenti Housing Co-operative Society from its formation in the
year 2005. He is an Accountant by profession and served as
Head of Finance, Meru Central Farmers Union. He is a Director of
Co-op holdings Co-operative Society Limited and the Chairman
of Kenya Co-operative Coffee Exporters (KCCE).
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Director (68)

Appointed director on 27th April 2018. He has extensive
knowledge and experience in the Co-operative Movement and is
currently the Chairman of Muranga Farmers’ Co-operative Union,
one of the largest co-operative unions in Kenya and the Chairman
of Gatunyu Kigio Farmers Co-operative Society Limited.

He is the current Chairman of Catholic Men Association in
the Catholic Diocese of Muranga and the General Secretary
of Catholic Men Association in Kenya. He holds a Diploma in
Business Management and CPA II. He has previously worked for
Cotton Board of Kenya as a Branch Manager and Kenya Post &
Telecommunication as an accountant for a period spanning over
20 years cumulatively.

David Muthigani Muriuki

Director (54)

Joined the boards of the subsidiaries in May 2014. He is a
businessman and a coffee farmer, with vast experience in farm
management and coffee production. He is the Chairman of
Kibirigwi Farmers Co-op Society. He is a Director of Co-opholdings
Co-operative Society Limited.

James N. Njiru

Director (55)

Joined the boards of the subsidiaries in May 2014. He is a
businessman and an Educationist. He holds a Diploma in Business
Management and has experience in Co-operative Movement.
He is a Director of Co-opholdings Co-operative Society Limited.
He is also a Director in CIC Insurance Group, Chairman
Co-operative Insurance Society and Chairman of Nawiri Sacco.

Scholastica Odhiambo (Mrs.)

Director (63)
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Joined the boards of Co-optrust Investment Services Ltd in 2005
and Co-op Consultancy and Bancassurance Intermediary Ltd
in 2008. She served at the Ministry of Finance and the Kenya
Revenue Authority as a Revenue Officer for over 32 years. She
holds a Bachelor of Business Administration and a Diploma in
Corporate Governance from the KCA University. She is a Director
of Co-opholdings Co-operative Society Limited.




About this Integrated Our Leadership Co-op Bank Model
Report

Our Capitals

Operating
Environment

Strategic Focus
Review

Governance (ESG)

Geoffrey M’Nairobi

Director (67)

Appointed director on 27th April 2018. He has extensive
knowledge and experience in the Co-operative Movement
and is currently the General Manager of Meru South Farmers’
Co-operative Union Limited, one of the largest co-operative
unions in Kenya, with over 31 years’ experience. He is also a
member of the Board of Management of Muthambi Girls High
School and Chief Mbogori Girls High School.

He has attended various local and international courses on
Co-operatives with emphasis on dairy and coffee management
sectors. He has a Diploma in Senior Co-operative Management.

Mr. David K. Obonyo

Director (55)

S .

Mr. David K. Obonyo is a career civil servant who joined the Board
of Directors in year 2021. He is a holder of Masters of Arts (Rural
Economics and Co-operation) from Bundelkhand University,
India, Bachelor of Arts in Sociology and Political Science from
Agra University in India and a Diploma in Industrial Relations
from Indian School of Labour Relations. He has also attended
various local and international courses on strategic leadership,
Co-operative and SME Management. He is the current
Commissioner for Co-operatives Development.

He has over 27 years working experience in Co-operative
Movement having worked as a District Co-operative Officer
in Kiambu, Maragua, Nyandarua and Machakos, Provincial
Co-operative Officer — Eastern Province, County Commissioner

for Co-operatives — Embu County, Head of Extension Services at the Ministry of Industry,
Trade & Co-operatives and acting Chief Executive Officer/Secretary at the Ethics Commission
for Co-operative Societies Board. He is also a Board member at New Kenya Co-operative
Creameries Limited and Sacco Societies Regularity Authority (SASRA) and a former Council Member
of the Co-operative University of Kenya.

Michael M. Muthigani

Director (53)

Mr. Michael Muriithi was appointed a Director on 26th April
2019. He has extensive knowledge and experience in finance
and accounting matters and has held various senior positions
with Kenya Accountants and Secretaries National Examination
Board (KASNEB) since 1994; notably Revenue Officer, Account
Assistant, Accountant and is currently the Senior Accountant.
He has also diligently served in the KASNEB Sacco in various
capacities including as a Treasurer for 8 years.

He is currently pursuing a bachelor’s degree at Moi University
School of Business and is a Certified Public Accountant.
Mr. Muriithi is the current Vice Secretary of Saints Peter and
Paul Catholic Church, Kiambu Town and a member of the Parish
Pastoral Committee.

Samuel M. Kibugi

Company Secretary (46)

a3

Has over 18 years experience as a lawyer and prior to joining
Co-op Bank in 2008, he worked for a leading bank as a Legal
Counsel. He is an Advocate of the High Court of Kenya, a member
of the Institute of Certified Public Secretaries ICPS (K) and an
Associate Member of the Chartered Institute of Arbitrators.

As the Company Secretary of the Co-op Bank Group, he has
responsibility for overall provision of legal counsel and company
secretarial services, fraud prevention and investigations. He is
also the Trust Secretary for the Co-operative Bank Foundation,
a corporate social responsibility vehicle of the Bank.
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William Mayar Wol

Chairman (60)

He is a South Sudanese Citizen by birth and holds a Higher
Diploma in Agriculture Economics from Agriculture College
Sudan University of Science and Technology, a Bachelor of Science
Degree from Agriculture Engineering College, University of
Alexandria - Egypt. He has served in various capacities including
acting Head Government Banking in Co-operative Bank South
Sudan, field officer Ministry of Agriculture in Sudan, development
and formation of Co-operatives in South Sudan’s various states
among others.
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Elijah Wamalwa

Managing Director
Co-operative Bank
of South Sudan (49)

S

He has over 20 years banking experience and is one of the
pioneers of Co-operative Bank of South Sudan where he worked
from 2013 as Head of Credit & Risk Management, in 2015 as
Head of Retail and Operations before being appointed Managing
Director in 2017. He has served in various other capacities at the
Co-operative Bank of Kenya as a Portfolio Manager, Head of
Credit Administration and later as Head of Credit-Core Banking
Implementation Team.

He holds a Master of Science Degree in Governance attained at
International Leadership University (Kenya) and a Bachelor of
Arts Degree from Egerton University (Kenya). He has additional
qualifications in accounting and project management.

Prof. Mathew Gordon Udo

Director (64)

He was appointed a director of Co-operative Bank of South Sudan
on 23rd August 2012. He is South Sudanese citizen by birth
and currently is Under Secretary in the Ministry of Agriculture,
Forestry, Co-operatives and Rural Development in charge of
Administrative Affairs, Planning and Forestry Development.

He has a strong base and wide knowledge in different fields of
agriculture and natural resource management and has served
in various capacities in both the academic field and Civil service
in South Sudan spanning a period of over 30 years. He holds a
MSc. (Agric) Animal production from the Sokoine University of
Agriculture Morogoro Tanzania and a B.A. SA (Hons) Agriculture
(@animal production) from Gezira University of Agriculture wad
Medani Sudan. He was appointed Professor of animal genetics
and animal breeding - CNRES University of Juba, a position he
continues to hold.

Hon. Angelo Deng Rehan

Director (48)
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He was appointed Director of Co-operative Bank of South Sudan
on February, 28th 2022. He is a South Sudanese citizen by birth
and currently the Undersecretary in the Ministry of Finance and
Planning. He is an experienced Government official with over 17
years in the Ministry of Finance and Planning.

He holds a Masters of Arts in Economic Development &
Policy Analysis, Bachelor’s Degree in Business Administration,
Diploma in Business Management and an advanced certificate
in Business Management.
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Dear Shareholders,

Introduction

It is my privilege to present our Integrated Report for the year
2022. | take great pleasure in writing this letter as we assess
the past year’s activities, achievements and challenges.

lam proud of what Co-op Bank Group and the 4,864 employees
have achieved, collectively and individually. As a nation, and
across the globe, we shook off the anxieties of the Covid-19
pandemicand emerged as a moreresilient people. The impetus
to innovate and co-create solutions driving financial inclusion
across the region continue to bear fruit - further affirming our
universal banking model transforming the lives of millions. We
are a cornerstone of financial services in the region enabling
our clients to save, borrow, invest and mitigate risks— bringing
people, companies, and communities together to actualize
their dreams.

A winning Bank

Our enduring commitment to the transformation agenda was
recognised by the African Banker Awards in 2022 where Co-op
Bank was recognised as the Best Regional Bank - East Africa.
Furthermore, Co-op Trust Investment Services Ltd (CISL) for
the second-year running was recognised as the Best Asset
Managerin Kenya by EMEA African Banking Awards 2022. CISL,
celebrates 25 years this year and is the largest indigenous asset
management firm in Kenya with asset under management of
KShs. 197 Billion. For the third time in five years, Co-op Bank
was awarded the overall title of the “Most Sustainable Bank”
at the Kenya Bankers' Catalyst Awards 2022. Our efforts
towards innovation, sustainable finance, solutioning for our
commercial and MSME clients, and supporting our clients
through the Covid-19 pandemic affirmed the integration of
social sustainability and environmental stewardship in our
business model. These commendations affirm the market
confidence in the organisation and invigorate our passion for a
multi-channel service to our clients anchored on distinguished
customer experience, innovation, and efficiency.

The Bank has been recognised by the Kenya Bankers Association
for the best in customer experience in the industry. This was
based on customer experience ranking where respondents were
asked to rank overall experience with their main Bank on a scale
of 1 to 5. This recognition affirms us as we continue pursuing
distinguished customer experience across all our channels.

State of the market

2022 embarked with strong tailwinds on the back of economic
recovery from the Covid-19 pandemic. Mass inoculations,
proactive government regulations and concerted community
effort facilitated for widespread resilience. Lagging sectors
such as hospitality and tourism demonstrated signs of recovery
as international lockdown measures eased and countries
opened their borders. Consumer and corporate confidence
were strong.

In the year, challenges emerged from the geo-political conflict
in Europe and hampered supply chains. Coupled with increased
inflationary pressures from rising demand, the cost of living
ticked upwards with commodity prices increasing. Global
financial tightening through increased interest rates was
stipulated to ease inflationary pressures. Further, depressed
rainfall in the Horn of Africa has further exacerbated inflation
within the region as agricultural output has been suppressed.

The Bank, in full appreciation of the plight of our community,
joined with other Kenyans and donated KShs. 150 million
towards the fund-raising supporting relief efforts aimed at
assisting the families affected by the severe drought in various
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partsofthe country. Thelessons we all learntfrom the pandemic
were the profound effects of collaboration, compassion, and
resilience in the face of perturbations. That we must work
together to bring the best out of our communities.

The financial sector is a pivotal source of strength for the
economy and the communities we operate, as we affirm
economic stewardship. We have been championing the
economic recovery in the region by partnering, facilitating, and
creating solutions to enable our clients to fulfil their individual
and business needs.

As we move into 2023, at the backdrop of a global transition
from the COVID-19 pandemic period, locally; there is a broad
optimism after a peaceful general election and government
transition. We applaud the government’s renewed focus on
MSMEs, which is aligned to our Co-op Bank’s capabilities and
1.9 million MSMEs to drive growth in this critical pillar of the
economy. Investments in innovation and development of
segment specific expertise continue to catapult our exceptional
service delivery. Listening to our customers, we have deployed
additional resources to expand our network within Kenya,
with an additional 4 branches which we expect to break even
in under a year. The reiterative feedback from our clients
will guide the optimal expansion of both our physical and
alternative channels to bolster the financial inclusion agenda
in the coming year.

Performance Overview

Co-op Bank had a successful year in 2022 with a significant
growth of 30 percent, reaching a record profit before tax of
KShs. 29.4 billion compared to KShs. 22.6 billion in 2021.
Our customer deposits also increased from KShs. 407.7
billion in 2021 to KShs. 423.8 billion in 2022, while loans and
advances grew by KShs. 29.2 billion to KShs. 339.4 billion in
2021, a growth of 9.4 percent. Our income streams remained
diversified with net interest income and non-funded income
accounting for 63.9% and 36.1%, respectively. We achieved
a total operating income of KShs. 71.3 billion, an 18 percent
increase, driven by a 32 percent growth in fees and commission
income. Net interest income also increased by 11 percent to
KShs. 45.5 billion, attributed to increased yields from our
lending and government securities investments. Despite an 11
percent increase in operating expenses from KShs. 38.1 billion
in 2021 to KShs. 42.2 billion in 2022, we managed our costs
well, with an improved cost to income (excluding provisions)
ratio of 47.1 percentin 2022 compared to 49.9 percentin 2021.

Our performance is a testament of a sustainable business
model that adapts to provide solutions for the opportunities
and challenges of the season. The pillar of our success is our
people; they are at the heart of serving our customers and
stakeholders, innovating solutions, making strategic decisions,
and managing risks. We are committed to driving our purpose
which is to transform lives by creating sustainable long term
shared value.

Transformational Journey

Co-op Bank’s transformational journey is underpinned by
enhanced operational efficiency, sales force effectiveness,
cost management, digitisation & analytics, credit quality
management and credit process improvement. Since 2014,
institutional transformation has been embedded into the
business practice, rhythms, and culture. This has augmented
our ability to adapt, rethink and deploy resources in an ever-
changing environment.

Our digitisation journey has enhanced our pace of innovation
as we build on existing products and deliver them faster to
markets. The MCo-opCash platform, hosting over 5 million
customers, is a market leader and is positioned as the primary
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channel customers interact with us. Digital solutions have
surpassed the conventional physical banking propositions by
reaching our customers anywhere, anytime. Our alternative
channels drive our liability mobilisation and offer unrivalled
convenience for our customers. In the past year, we utilized
MCo-opCash to distribute a substantial amount of KShs. 84.2
Billion, through 2.2 million loans. A notable portion of KShs.
25.4 Billion was allocated specifically to support the financial
demands for MSMEs. Through the agency banking model,
we saw a throughput of KShs. 196 Billion. These channels are
drivers of our financial inclusion agenda, augmenting the
branches as the cornerstone of distinguished customer
experience. With 92% of transactions through alternative
channels, we have refocused our branches to drive sales force
effectiveness and higher value adding services for our customers.

Co-op Bank continues to invest in technology, capacity and
innovation. We are currently undertaking a new, modern
and robust core banking system change. We anticipate going
live in 2023. The new core banking system will propel us into
the next growth frontier. The project, spearheaded by ICT
and Transformation teams, has benefited from the existing
synergies and collaboration embedded in our Transformation
experience. The new core banking system will bring about
efficiency gains from reduced cost overlays, higher transaction
speeds, enhanced customer experience and an enhanced pace
of innovations to the market.

Strategic Focus

The Group’s Corporate Strategic Plan 2020-2024 continues
to guide the achievement of our Vision. It continues to guide
our response to the competitive environment within which
we operate and secures the value we have created over
time, protecting it from the existing and emerging risks.
We see growth opportunities in Kenya, our dominant market,
but continually study other markets to seek opportunities
for expansion in the region using our successful co-
operatives Model. The Bank is the top provider of financial
services to the 15-Million-member Co-operative Movement,
a key area of financial inclusion. The Bank considers
customer experience to be critical and has over the years
invested heavily in ensuring optimal digitized customer
experience through all our channels. We continue to focus on
operating efficiency driven by digitization, innovative products
& Processes, efficient business models, and staff productivity.
Additionally, we ensure optimal Enterprise Risk and Compliance
in the dynamic environment. The Bank has a renewed ESG
focus as detailed below.

Risk

Management of enterprise risk and compliance is a primary
focus for us. We proactively engaged with our regulators to
ascertain that the group operates in compliance with guidelines
and regulations. Alive to the threats of cyber risk, we have
enhanced our capacity to detect, manage and neutralise these
threats which is a chief concern across the industry. All bank
staff undergo refresher courses on Anti-Money Laundering/
Combating the Financing of Terrorism (AML/CFT) to heighten
awareness and capacity build our frontline and support officers.
Through e-learning and physical training sessions, engaging
discussions and shared experiences ensure we are abreast with
emerging threats and best practices to appropriately mitigate
risks.

The growth of a high-quality asset book is of vital importance.
Tailwinds of the challenging macro-economic environment
has seen industry non-performing loans (NPL) remain at 13.3
per cent. Co-op’s NPL ratio improved from 14% to 13.74%
(Bank 12.7% to 12.96%). The decentralisation of the portfolio
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to the front-line staff is the reason for this improvement as
our business teams have championed growth, monitoring,
and collection activities — enabling holistic relationship
management of our customers. Project Connect and Build has
positioned us to support and finance our clients through a post-
covid environment where various businesses have witnessed
tremendous growth. The ability to understand, co-create
and deliver to our customers’ needs gives us a competitive
advantage in the market and enshrines customer loyalty. We
continue to reap the benefits of our Credit Risk Adaptation
Project dubbed ‘Project Kilele’ that enabled us to review our
End-to-End assessment of credit risk management practices,
frameworks and improve collections.

Environmental, Social and Governance (ESG)

As an organization, we are cognizant of the fact that the global
social and environmental concerns will require all organizations
to support their resolution. This is affirmed by our strategic
focus number six that states “we shall have positive impact on
the Economy, Society and the Environment”.

To achieve this, we have a formal Board approved ESG Policy
Framework focused on five key areas: ESG framework,
Environmental & Social Management System (ESMS), ESG risk
management, Climate-related risk management & integration
and Sustainable Finance products.

We have integrated ESG into our usual business practices and
established a dedicated ESG Unit to operationalise our ESG
strategy. We have ESG champions across all divisions, control
functions and subsidiaries of the bank to implement the ESG
agenda. We have a formally appointed ESG Committee to
enhance the operationalization of our ESG Policy Framework.

We are committed to addressing climate change and supporting
the transition to a low carbon economy. Our enhanced ESG
strategy will facilitate this transition by promoting financing
geared towards a greener environment. We assess the
transition from the opportunity and risk lenses, cognisant of
the shared value that can arise for our customers, shareholders,
and communities.

TheBankis fully committed to theimplementation of the Central
Bank of Kenya Guidance on Climate-Related Risk Management
and the Nairobi Securities Exchange ESG Disclosure Manual.

Acknowledgement

I would like to extend my sincere appreciation to our
shareholders and customers for their steadfast loyalty through
the seasons. | reaffirm our commitment to serving you and our
community.

I also most sincerely thank the Bank Chairman, Mr. John
Murugu, OGW, and the entire Board of Directors for their wise
counsel in steering the bank. Your guidance and support have
been most critical.

Additionally, | wish to appreciate the Co-op Bank Group teams.
Your efforts and commitment saw us overcome various
challenges and scale to near frontiers, without which we would
not have been able to meet this year’s objectives.

Our shared purpose is to amplify this momentum even into the
years ahead, | have every confidence that we will do it together.

May God tremendously bless you all.

Dr. Gideon Muriuki, CBS, MBS
Group Managing Director & CEO
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hen it comes to
gribusiness solutions
we got you covered

At Co-operative Bank of Kenya we tailor make financial
solutions to all players across agricultural value chains including:

Coffee, Tea, Dairy, Horticulture and Dry Cereals
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Wapendwa Wanahisa,

Ni wajibu wangu kupeana riporti hii inayoeleza shughuli zetu za
kikazi ndani ya mwaka mzima wa 2022. Pia ni furaha kubwa kutoa
riporti hii wakatiambapo tunaendelea na makadadirio ya utendakazi
wetu kwa jumla, kujua tulivyofaulu na matatizo yaliyotukumba.

Ninajivunia vile Co-op Bank, Washiriki wetu ambao ni pamoja na
Wafanyikazi 4,864 walivyoshikana mokono na kusismama wima
dhidi ya mashambulizi ya Covid-19 na kuwa kielelezo bora sawa na
ilivyofanyika kwingineko duniani Kartika harakati hizi za kupigna na
na janga hili la Covid 19.

Pamoja na hayo, juhudi zetu za kuleta mabadiliko na kubuni sera
zinazowezesha jamii kutumia vyema huduma zetu za Benki,
pia ziliendelea kufaulu. Mamilioni ya watu katika eneo hili sasa
wanaaendelea kufahamu manufaa ya huduma zetu na wamefurahia
kuanza kuzitumia. Co-op Bank imekuwa jiwe la msingi katika
huduma hizi na imewezesha watu binafsi kuweka akiba, kupata
mikopo, uwekezaji na kupunguza hatari za kifedha. Tunaleta
pamoja watu binafsi, makapuni na jamii yote kwa jumla imeweza
kupanga mikakati ya kutimiza ndoto zao za mapato na na matumizi
bora ya pesa.

Co-op Bank ni Mshindi

Kutokana na kujitolea kwetu kikamilifu katika mazungumuzo
ya mjadala wa mabadiliko katika ubunifu na ufasaha wa
kuwahudumia wateja wetu, mwaka jana tulitambuliwa na
African Bank Awards kuwa benki bora zaidi ukanda wa Afrika
Mashariki. Zaidi ya hivyo, Co-op Trust Investiment Services Ltd
(CISL) inayomilikwa na Co-operative Bank, nayo kwa miaka miwili
mtawaliwa imetambuliwa na kutuzwa na EMEA African Banking
Awards kwa usimamizi bora zaidi wa mali za wawekezaji Kenya
mwaka wa 2022. CISL inasherehekea miaka 25 tangu ilipobuniwa
na ndiyo kampuni kubwa zaidi ya humu nchini na inasimamia mali
ya takriban bilioni 197. K wa mara ya tatu ndani ya miaka mitano,
Co-op Bank imeweza kutangazwa ‘Most Sustainable Bank’ katika
Shindano la Kenya Bankers’ Catalyst Awards 2022. Juhudi zetu
katika ubunifu, kundeleza kifedha, usaidizi kwa wateja wetu katika
MSME na biashara zingenezo, pamoja na zile ambazo wateja wetu
walioadhirika na janga la COVID 19 inathibitisha ushirikiano wa
kuendeleza jamii na utunzaji wa mazingira katika mfano wetu wa
kuendesha biashara. Kutambuliwa kwenye soko kunathibitisha
kuaminiwa kwetu kama shirika na kunatupatia shindikizo kuongeza
juhudi zetu kupitia michakato ya kupeana huduma mwafaka kwa
wateja wetu ndani ya sera za ubunifu na ufanisi wa biashara.

Co-op Bank imetunukiwa na kutangazwa na Kenya Bankers
Association kuwa bora zaidi kwa huduma kwa wateja kwenye sekta
hii. Tuzo hili ni kulingana na huduma kwa wateja, na ilipewa nafasi hii
kutokana na walivyojibu walioulizwa kutoa maoni kuhusu huduma
wanazopata kwa Benki zao kwa mizani ya kiwango cha chini zaidi
cha (1) na cha juu zaidi (5). Tuzo hili linatuthibitisha tunapozidi
kuimarisha huduma kwa wateja kupitia michakato yetu yote.

Hali ya Soko

Mwaka wa 2022 ulianza kwa kuboreka kwa uchumi baada ya
mkurupuko wa janga la Covid 19. Kuchanjwa kwa umma kuzuia
usambazaji wa Covid 19, kanuni za serikali na juhudi za pamoja
za umma ziliwezesha uthibiti wa kuenea kwa Covid 19. Sekta
zingine kama utalii, burudani na holteli zilipata afueni baada ya
kupunguzwa kwa vikwazo vya kusafiri kimataifa. Matumaini ya
wanunuzi na makampuni kwa jumla yalizidi kuongezeka.

Mwakani, changamoto zililbuka kutokana na mzozo wa kijiolojia
na kisiasa barani Ulaya na kusababisha kuzorota kwa usambazaji
na ugavi wa raslimali. Pamoja na mfumuko wa bei kutokana na
kupanda kwa mahitaji, gharama ya maisha na bei ya bidhaa muhimu
iliongezeka. Kuongezeka kwa viwango vya riba kote ulimwenguni
ulikusudiwa kuweka masharti yatakoyorahisisha hali ya uchumi
kutokana na mfumuko wa bei. Zaidi na hayo, upungufu wa mvua
katika pembe ya Africa ulizidisha mfumuko wa bei katika kanda hiyo
kufuatia upungufu wa mazao ya kilimo.

Co-op Bank, baada ya kuthamini hali mbaya ya jamii, iliungana
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na Wakenya wengine kuchangisha milioni 150 katika jitihada za
kunufaisha familia zilizo adhirika na baa la njaa sehemu kadha
humu nchini. Tulijifunza mengi kutokana na janga la Covid 19
hususan umuhimu wa ushirikiano, kuwa na huruma kwa wengine
na kujistahimili wakati wa majanga. Ni muhimu kufanya kazi
pamoja ili kuleta kilicho bora zaidi katika jamii. Sekta ya fedha ni
nguzo muhimu kwa uchumi na kwa jamii tunazofanya kazi na wao
na inathibitisha uongozi wetu mwema kiuchumi. Tumeendelea
kusaidia katika harakati za kuboresha uchumi katika kanda hii
kupitia ushirikiano, kuwezesha na kutoa suluhu ili kuwezeshawateja
wetu kutimiza mahitaji yao ya kibinafsi pamoja na yale ya kibiashara.

Tunaposonga mbele na mwaka wa 2023, tukiangazia tuliyopitia
katika kipindi cha janga la Covid 19, humu nchini; kuna matumaini
mema baada ya Uchaguzi Mkuu na kuweko kwa Serikali Mpya.
TunapongezaserikalikwakuzingatiaupyaMSME,ambayoinalingana
na uwezo wa Co-op Bank na MSME milioni 1.9 kuendesha ukuaji wa
nguzo hii muhimu katika uchumi wetu. Uwekezaji katika ubunifu
na kuendeleza sehemu maalum za utaalamu unazidi kuboresha
utoaji wa huduma zetu za kipekee. Kwa kuwasikiza wateja wetu,
tumeweka raslimali za ziada ili kupanua mfumo wetu humu nchini.
Tumefungua matawi mengine manne, ambayo tunatarajia kwamba
chini ya mwaka mmoja jumla ya mapato itakuwa sawia na jumla
ya gharama katika matawi hayo. Kupata maoni kutoka kwa wateja
mara kwa mara, itatupa mwongozo wa upanuzi wa miundo msingi
na njia mbadala za kuimarisha ajenda ya ujumuishaji wa kifedha
mwaka huu.

Maelezo ya Utendaji

Co-op Bank imekua na mafanikio muhimu mwaka wa 2022, kukiwa
na ukuaji waasilimia 30, kufikia rekodi ya bilioni 29.4 kulinganisha na
bilioni 22.6 mwaka wa 2021. Amana ya wateja wetu pia iliongezeka
kutoka bilioni 407.7 mwaka wa 2021 hadi bilioni 432.8 mwaka wa
2022. Kulikuwa pia na ongezeko la mikopo na malipo kabla ya bilioni
29.2 kufika bilioni 339.4 mwaka wa 2021, ambayo ni ongezeko la
asilimia 9.4. Mapato yetu yalisalia mseto huku kukiwa na mapato
halisi ya riba na mapato yasio fadhiliwa kuchangia asilimia 63.9 na
asilimia 36.1 mtawaliwa. Tulifikia jumla ya shilingi bilioni 71.3 katika
mapato ya uendeshaji, ongezeko la asilimia 18, kuendeshwa na
ongezeko la asilimia 32 katika ada na malipo kwa ajili ya shughuli
za biashara na huduma. Mapato halisi ya riba yaliongezeka kwa
asilimia 11 kufikia bilioni 45.5, kutokana na ongezeko la mapato
kutoka kukopesha serikali na uwekezaji kwa dhamana za serikali.
Licha ya ongezeko la asilimia 11 kwa gharama za uendeshaji kutoka
bilioni 38.1 mwaka wa 2021 hadi bilioni 42.2 mwaka wa 2022,
tumeweza kudhibiti gharama vyema kwa kuboreka kwa uwiano
kati ya gharama na mapato (ukiondoa masharti) kufikia asilimia ya
47.1 mwaka wa 2022 ukilinganisha na asilimia 49.9 mwaka wa 2021.

Utendaji kazi wetu ni thibitisho kwamba mtindo wetu wa biashara
ni endelevu na umekusudiwa kutoa suluhu kwa changamoto na
fursa zinazojitokeza kila mara. Nguzo kuu ya mafanikio yetu ni
watu wetu binafsi, wako mstari wa mbele kwa kutoa huduma kwa
wateja wetu na wanahisa, ubunifu wa suluhu mwafaka, maamuzi
ya kimkakati na kudhibiti hatari. Tumejitolea kuendesha nia yetu
ambayo ni kubadilisha maisha kwa kubuni ufanisi kwa pamoja kwa
muda mrefu ujao.

Safari ya Mabadiliko

Safari ya mabadiliko ya Benki ya Co-op Bank imepigiwa mgongo
na uimarishaji wa ufanisi kwa uendeshaji, ufanisi wa wafanyikazi
wa mauzo, udhabiti wa gharama, mfumo wadigitali pamoja
na uchanganuzi, usimamizi bora wa mikopo na uboreshaji wa
michakato ya mikopo. Kuanzia mwaka wa 2014, mabadiliko ya
kitaasisi yameambatishwa katika mfumo wa biashara, mdundo
na utamaduni. Haya yamewezeshwa na uwezo wetu kubadili
mawazo na kuweka raslimali kulingana na matakwa ya dunia
inayobadilika kila kuchao.

Safari yetu ya kidijitali imeboresha mwendo wetu wa ufanisi wakati
pia tukiimarisha bidhaa tulizonazo na kuzituma kwa haraka katika
masoko. Mfumo wa MCo-opCash, ulio na wateja zaidi ya milioni
5, unaongoza umiliki wa soko na imekua njia msingi ambayo
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wateja wetu wanashirikiana nasi. Ufumbuzi wa kidijitali umepita
ule mfumo wa kawaida wa matumizi ya benki kuwezesha kufikia
wateja wetu kokote na wakati wowote. Njia zingine zetu mbadala
zimewezesha uhamasishaji wa dhima na kutoa huduma kwa
wateja wetu kwa njia rahisi na isio na upinzani. Mwaka uliopita,
tulitumia MCo-opCash kusambaza kiasi kikubwa cha bilioni 84.2
kupitia mikopo milioni 2.2.

Kiwango kikubwa cha bilioni 25.4 kilitengwa hasa kusaidia
matakwa ya kifedha ya MSME. Kutumia mfumo wa wakala wa benki,
tulikusanya bilioni 196. Mifumo hii ndiyo vichochezi vikuu kwenye
ajenda yetu ya ujumuishaji wa kifedha, kuthibitisha kwamba matawi
yetu ndio msingi mkubwa wa kutoa huduma bora kabisa kwa wateja
wetu. Kukiwa ni asilimia 92 za shughuli za kifedha hupitia njia hizi
mbadala, tunaangazia matawi yetu kuendesha ufanisi wa timu ya
mauzo na kuweka kiwango cha juu cha huduma kwa wateja.

Co-op Bank inaendelea kuwekeza katika teknologia, uwezo na
ubunifu. Kwa sasa tunaanza kufanya mabadiliko kwa kuweka
mifumo mipya na za kisasa pamoja na kubadilisha misingi ya
benki. Tunatarajia kuwa hewani mwaka huu 2023. Mfumo huu
mpya wa msingi utatuwezesha kuvuka mipaka katika azma yetu ya
upanuzi. Mradi huu unaongozwa na timu za Habari Mawasiliano na
Teknolojia pamoja na mabadiliko, umenufaika kutokana na kazi ya
pamoja na uhusiano mwema kati ya idara zilipo kwa sasa kutimiza
mabadiliko tunayotazamia kufanya. Mfumo mpya mkuu wa benki
utaleta ufanisi na faida kutokana na kupungua kwa uwekeleaji
wa gharama, kasi ya juu ya shughuli, kuimarika kwa huduma kwa
wateja na pia kuimarisha kasi ya uvumbuzi katika soko.

Mtazamo wa Kimkakati

Mpango wa mikakati la shirika 2020 - 2024 unaendelea kua
mwongozo wa kufanikisha maono vyetu. Inazidi pia kutupa
mwongozo vile tutawajibika katika soko lenye ushindani, kukinga
thamani tuliounda kwa mda sasa, na kuikinga na hatari za sasa na
zinazo ibuka. Tunaona nafasi za ukuaji nchini Kenya, ambalo ndilo
soko letu kuu, lakini pia tunajifunza kuhusu soko zingine kwa ajili
ya kutafuta nafasi za upanuzi katika kanda hii kupitia mfano wetu
wa ushirika uliofanikiwa. Benki ya Co-op ndio mtoa huduma mkuu
wa huduma za kifedha kwa mashirika milioni 15 wanachama wa
harakati za ushirika, ambayo ni sehemu muhimu kwa ushirikishi
wa kifedha. Benki hii inazingatia huduma kwa wateja kua muhimu
na imewekeza sana kuhakikisha kwamba mfumo wa dijitali katika
huduma kwa wateja kupitia mfumo zetu zote umesalia kua wa hali
ya juu. Tunazidi kuangazia ufanisi wa uendeshaji kutumia mfumo
wa dijitali, ubunifu kwa bidhaa na michakato, ufanisi wa mitindo
ya biashara na tija ya wafanyikazi. Zaidi ya hayo, tunahakikisha
tunadhibiti hatari kwa biashara kupitia Enterprise Risk Management
(ERM) kwenye mazingira yanayo badilika mara kwa mara. Benki
hii inaangazia upya mazingira, jamii na utawala (ESG) kama
inavyoelezwa hapa chini.

Tathmini ya hatari

Kudhibiti hatari za biashara ni mtazamo wa kimsingi kwetu.
Tumefanya kazi kwa karibu na wasimamizi wetu kuhakikisha
kwamba tunaendesha shughuli kulingana na miongozo na kanuni.
Tukiwa tunatambua hatari ya mtandao, tumeimarisha uwezo wetu
wa kutambua, kudhibiti na kuzuia tishio la mashambulizi ambalo
linatupa wasiwasi katika sekta nzima.

Wafanyikazi wote wa benki hupitia kozi za kujikumbusha kuhusu
kuzuia utakatishaji wa fedha na kupigana na ufadhili wa ugaidi (AML/
CFT) ili kuongeza ufahamu na kujenga uwezo kwa wafanyikazi wetu
walio mstari wa mbele. Kupitia mafunzo ya kielektroniki, mafunzo
ya kimwili, majadiliano na kujadili kwa pamoja maarifa , tutakua
tunajiendeleza kufahamu hatari zinazoibuka na njia mwafaka za
kudhibiti hatari hizo.

Tofauti kati ya bei ya mali wakati iliponunuliwa na thamani yake
kwa sasa (High Quality Asset Book) ina umuhimu mkubwa. Licha
ya changamoto zinazoikumba mazingira ya kiuchumi kwa jumla,
kumekua na kuboreka kwa hali ikiwa mkopo isiolipika; ‘Non
Perfoming Loans’ (NPL) ikisalia asilimia 13.3 katika sekta. Uwiano
wa (NPL) katika Benki ya Co-op Bank umeboreka kutoka asilimia 14
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hadi 13.74 (Benki asilimia 12.7 hadi 12.96). Ugatuaji wa wafanyikazi
walio mstari wa mbele ndio sababu ya uboreshaji wakati timu
zetu za kibiashara zimekua, ufuatiliaji na shughuli za ukusanyaji
ili kuwezesha usimamizi wa uhusiano wetu na wateja kwa jumla.
‘Project Connect and Build’ imetuwezesha kusaidia na kufadhili
wateja wetu kwa mazingira ya baada ya janga la Covid-19 ambapo
biashara kadhaa zimeweza kushuhudiaukuaji mkuu. Uwezo wa
kuelewa, kushirikiana kubuni na kufikia mahitaji ya wateja wetu
inatupa makali ya ushindani katika soko na kusisitiza uaminifu wa
wateja. Tunazidi kuvuna faida kutokana na (Mradi Kilele); ‘Credit
Risk Adaptation Project’, amabayo inatuwezesha kutazama upya
na kutathmini taratibu za uthibiti wa hatari ya mikopo, mifumo na
makusanyo yalio boreshwa.

Mazingira, Jamii na Utawala (ESG)

Kama Shirika, tunafahamu kwamba maswala ya kijamii na mazingira
ulimwenguni unabhitaji mashirika yote kuunga mkono maazimio
yao. Hili linathibitishwa na mtazamo wetu wa kimkakati nambari
sita unaosema; “tutakuwa na ushawishi mwema katika Uchumi,
Jamii na Mazingira”.

Kutimiza haya, tuko na bodi rasmi ilioidhinishwa na mfumo wa
sera za ESG kuangazia maeneo tano muhimu; mfumo wa ESG,
Mfumo wa Uthibiti wa Mazingira na Jamii “Environmental &
Social Management System (ESMS)”, Uthibiti wa ESG, usimamizi
wa hatari zinazohusiana na hali ya hewa pamoja na ushirikiano
na bidhaa endelevu.

Tumeshirikisha ESG katika kazi zetu za kawaida za kibiashara na
kuweka kitengo maalum kinachojitolea kuendesha mikakati ya ESG.
Tuko na washindi ESG katika vitengo vyote, kazi ya uthibiti, kampuni
tanzu za benki ili kutekeleza ajenda ya ESG. Tuko pia na kamati ya
ESG iliyo teuliwa rasmi ili kuimarisha utendakazi wa mfumo wetu
wa sera za ESG.

Tumejitolea  kushughulikia maswala yanayoambatana na
mabadiliko ya hali ya hewa na kusaidia mpito kwa uchumi wa
kaboni ndogo. Mikakati yetu iliyoimarishwa ya ESG itawezesha
mabadiliko haya kwa kukuza ufadhili unaolenga mazingira ya
kijani kibichi. Tunatathmini mpito huu kutoka kwa mtazamo wa
fursa na hatari, kufahamu thamani ya pamoja inayoweza kutokea
kwa wateja wetu, wanahisa jamii.

Co-op Bank imejitolea kutekeleza mwongozo wa Benki Kuu ya
Kenya (CBK) kuhusu usimamizi wa hatari zinazohusiana na hali
ya hewa na mwongozo wa ufichuzi wa Soko la Hisa la Nairobi
kuhusu ESG.

Shukrani

Ningependa kutoa shukraeni zangu za dhati kwa wanahisa na
wateja wetu kwa uaminifu wao thabiti katika misimu yote.
Namshukuru pia kwa dhati Mwenyekiti wa Benki Bw. John
Murugu, OGW, bodi ya Wakurugenzi kwa ushauri wao wa busara

katika kuendesha benki. Mwongozo wenu na msaada umekua
muhimu zaidi.

Kwa kuongezea, ningependa kutambua timu za Co-op Bank.
Kujitolea kwenu na juhudi zenu zilizotuona tukishinda changamoto
mbalimbali na kufikia mipaka mipya. Hatungeweza kufikia malengo
yetu ya mwaka huu bila mchango wenu

Madhumuni yetu ya pamoja ni kukuza kasi hii hata kwa miaka ijayo.
Niko na imani kabisa kwamba tutatimiza na kufaulu pamoja.

Mungu awabariki sana nyote.

="

Dkt. Gideon Muriuki, CBS, MBS
Mkurugenzi Mkuu na Afisa Mkuu Mtendaji wa Kundi
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O-OPBANK ACCOUNT
FROM M-PESA

USE PAYBILL 400200

Go to Lipa Na

M-Pesa, Paybill option

1. Enter Business Number: 400200.

2. Enter Account Number: the Co-opBank account you wish to deposit to.

3. Enter the amount you want to deposit.

4. Enter your M-Pesa PIN and confirm the transaction.

5. You will receive a confirmation SMS from M-Pesa immediately.

6. Co-operative Bank will then send you a confirmation SMS with details of the deposit.
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We are you

Co-operative Bank is regulated by the Central Bank of Kenya
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EE Top Management Team

Dr. Gideon Muriuki,

CBS, MBS

Group Managing
Director & CEO (58)

Appointed Managing Director in 2001 and has presided
over the Bank’s turnaround from a massive loss position of
KShs. 2.3 billion in the year 2000, to a profit before tax of
KShs. 29.4 Billion in 2022. He joined the Bank in 1996 as a
Senior Corporate Manager then became Director, Corporate
and Institutional Banking in 1999 before his appointment as
Managing Director in 2001 with a clear mandate to return the
Bank into profitable trading. He holds a Bachelor of Science
degree in Mathematics and is a Fellow of the Kenya Institute
of Bankers. He has over 34 years’ experience in banking
and finance.

Former Chairman, Governing Council of the Africa
International University, and former Chairman, African
Rural and Agricultural Credit Association (AFRACA). He was
decorated in 2005 with the award of Order of the Grand
Warrior (OGW), in 2011 award of the Moran of the Order of
the Burning Spear (MBS), in 2017 with Chief of the Order
of the Burning Spear first class (CBS) in recognition of his

successful turnaround of the Bank and exemplary service to the nation. He is a recipient of a decoration
of Chevalier de Lordre National du Burkina Faso by the President of Burkina Faso in recognition of
his outstanding contribution to development of rural finance in Africa. He was voted CEO of the year
Africa 2014 by the International Banker. In 2016, awarded Lion of Judah Award by Evangelical Alliance
of Kenya and Mtumishi Bora Grand Award by the Kenya Christian Professionals Forum for his great
servant leadership as a committed Christian leader in the marketplace.

In 2018, he was awarded Best Banking CEO Kenya by International Finance and awarded Banking CEO
of The Year by EMEA Finance - African Banking Awards in 2021. Awarded first Honorary Doctorate
in Business Management in 2011 from Kabarak University for Business Leadership. In 2022, awarded
a 2nd Honorary Doctorate from the Co-operative University of Kenya to recognize his contributions
to Banking and the Co-operative sector and was conferred a 3rd Doctor of Humane Letters (Honoris
Causa) - DLitt. of The Africa International University.

Samuel Birech

Director, Human
Resource &
Administration (59)

‘
%,

He joined the Bank in 2002. He is a career banker with
over 26 years experience in local and international banks.
He has previously held various senior positions including
Chief Operating Officer and Director, Retail Banking for
8 years where he presided over the transformation of the
Retail and SME business at the Bank. He holds a Bachelor
of Commerce degree from the University of Nairobi and
has attended various local and international courses. He is
a Board Member at Pan Africa Christian University.

Caroline Karimi

Director, Finance &
Strategy (45)

She joined the Bank in 2012 and has overall group
responsibility of Finance and strategy. Previously she
oversaw financial reporting and information management
of the business. She has a career spanning 21 years as
Finance professional and has worked in key corporates
including Unilever, Safaricom and Toyota East Africa.
She holds an MBA in strategic management, Bachelor of
Commerce degree from the University of Nairobi, Certified
Public Accountant and Certified Public Secretary. She
is also a Certified productivity coach CEPC (ICF) and is a
graduate of Harvard Kennedy School leadership program.
She is a member of the institute of Certified Public
accountants of Kenya (ICPAK)
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Charles Washika

Director, ICT &
Innovations Division (46)

He joined the Bank in 2015 and brings extensive
experience in providing leadership in ICT, Innovation,
Project Management and Change Management of
Mission Critical Financial Systems. He is responsible for
Co-operative Bank’s Strategic technological direction,
championing the use of Information and communication
Technology to meet the Bank’s Strategic objectives
and providing strategic leadership to align investments
in ICT with the Bank’s strategy. He has managed the
Implementation of Core Banking systems around Africa
and Asia including Uganda, South Africa, Cote d’lvoire,
Senegal, Zambia, Tanzania, Kenya, India and Sri Lanka.
He Holds a Bachelor of Education Degree, is a member of
the Project Management Institute and has attained various
Technology Certifications.

Lydia Rono

Director, Operations
Division (57)

She has held many senior positions in the Bank and has
over 34 years banking experience. She has played a
critical role in driving business growth in the Corporate
and Institutional Banking Division over the years and
is currently responsible for driving key operations and
efficiency functions of the Group. She holds a bachelor’s
degree in Commerce and an MBA from the University of
Nairobi and has attended various courses.

William Ndumia

Director, Retail &
Business Banking
Division (49)

He joined the bank in 2006. He is responsible for the Retail
and Business Banking Division, focusing specifically on
growing consumer banking, MSME business, as well as
optimal delivery of the expansive branch network and
other bank channels. He has been in the bank for over 16
years previously as Director Transformation, Director IT &
Innovation, Director Operationsand Head Business Change
management. He is an experienced banking operations
expert having previously worked for international banksin
various technical, controls and compliance roles. He holds
a Bachelor of Science Degree in Mechanical Engineering
and has attended various courses on project management
and risk management both locally and internationally. He

has overseen execution of the growth and efficiency Transformation project, various technical
projects including the implementation of the core banking system, card management system and
a global review of all bank processes among others.

Jacquelyne Waithaka

Director, Corporate &
Institutional Banking
Division (46)
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A career Corporate Banker with over 20 years experience
having worked with various commercial Banks. She
joined the Bank in 2005 and was appointed Head
Corporate Banking in 2015 to oversee the growth of the
Bank’s Corporate portfolio. She was appointed Director,
Corporate & Institutional Banking Division in Feb 2020 to
drive business growth in this key segment of the Group.
She holds a Bachelor of Law degree and a Bachelor of
Business Administration degree. She also holds a diploma
in Banking; advanced diploma in Credit Management by
Omega of UK and Culhane of South Africa. Sheis a Certified
Engagement and Productivity Coach CEPC (ICF) and has
attended various courses including executive leadership at
Strathmore Business School and Harvard Kennedy School
Executive Education on adaptive leadership for Africa.
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WAL LI He joined the Bank in 2003 and has wide experience

Director, Co-operatives in business and financial advisory working with co-
Banking Division (43) operatives and rural finance sectors as Head of Co-
op Consultancy & Bancassurance Intermediary Ltd.
Vincent has key competencies in corporate finance,
strategic planning, business planning, organizational
development and business operations review. He has
consulted for co-operatives in Kenya and East Africa
region and implemented many donor projects with
international agencies.

He holds a Bachelor’s Degree in Economics and Business
Studies and is a graduate of the School of African
Microfinance. He is a member of the Association of
Professional Co-operators (APC), Kenya.

Samuel M. Kibugi

Company Secretary (46)

He has over 19 years experience as a lawyer and prior
to joining Co-op Bank in 2008, worked for a leading
bank as a Legal Counsel. He is an Advocate of the High
Court of Kenya, a member of the Institute of Certified
Public Secretaries ICPS (K) and an Associate Member of
the Chartered Institute of Arbitrators. As the Company
Secretary of the Co-op Bank Group, he has responsibility for
overall provision of legal counsel and company secretarial
services, fraud prevention and investigations. He is also
the Trust Secretary for the Co-operative Bank Foundation,
a corporate social responsibility vehicle of the Bank.

Arthur Muchangi

Director, Credit
Management Division (53)

He joined the Bank in 2003. He oversees Credit
Management including driving asset book growth,
proactive NPL management and spearheading
implementation of enhanced credit management
frameworks under the Covid-19 Pandemic crisis.

He has previously held the role of Director Retail &
Business Banking, Director Compliance and Chief Risk
Officer whereby he was in charge of Retail & Business
Banking growth and supporting the Group’s Compliance
and Risk functions.

He has over 26 years banking experience, spanning
extensively across corporate, retail banking, risk and
compliance. He holds a Bachelor of Arts Degree in
Economics and has attended a number of courses both locally and internationally. He is also a
director of Kingdom Securities Ltd.

Andrew Wanjau

Head, Transformation (41)
‘%‘ He holds a B.Sc. in Computer Science and Engineering,
Project  Management  and Business  Analysis
Certifications among them CISA, ITIL, CBAP and Prince2. He is also a graduate of Harvard
Kennedy School Leadership programme, the Aga Khan University and is a Certified Engagement
and Productivity Coach.

He joined the Bank in 2011. He has extensive experience
in Change Management, Business Analysis, Project
Management and Enterprise-wide Transformation
Programs Management. He is responsible for the
Co-operative Bank’s “Soaring Eagle” transformation in
the Transformation Office, which provides leadership in
delivery of the Bank’s Transformation initiatives. He has
extensive experience in Organizational change having
worked with Big 4 Consultancy firms to deliver ICT Projects
and Process reengineering.
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Mutahe Karuoro

Treasurer (41)

Joined the Bank in 2010 and has over 16 years experience
in Treasury management. She is responsible for the Banks
Treasury management and growth objectives. Prior to her
appointment she was the Head of Trading for the Bank.
She previously worked for Stanbic Bank for five years. She
has held various leadership positions in the industry during
her career, including President of ACI Financial markets
Association of Kenya for 5 years. She holds an MBA from
Strathmore Business School and a bachelor’s degree in
Economics from Moi University. She is a certified dealer
and a member of the financial markets Association of
Kenya (ACI Kenya).

Chief Risk Officer (53)

He has a wealth of experience spanning over 21 years in
Financial Management and Strategy in Financial Services
sector, having worked with a number of International
and local banking institutions in the Country. James is a
member of the Institute of Certified Public Accountants
of Kenya (ICPAK). He Holds a Master’s in Business
Administration (Strategic Management), a bachelor’s
degree in Business Administration (Accounting), both
from the United States International University (USIU),
and a Global Diploma in Engagement and Productivity
Coaching from CDI-Africa Coaching Group Limited.

Joseph Gatuni

Chief Internal Auditor (51)

He is responsible for the Internal Audit function that
evaluates the effectiveness of risk management, control
and governance processes of the bank, its subsidiaries
and related companies. He is an experienced professional
in internal/external audits, consultancy and risk
management. He holds a Bachelor of Commerce Degree,
Certified Public Secretaries CPS (K), Certified Internal
Auditor (CIA) and Certified public accountants CPA (K).
He has also attended various audit and Risk management
training both locally and internationally. He is member of
the Institute of Public Accountants of Kenya (ICPAK) and
the Institute of Internal Auditors.

Henry Karanja

Head of Compliance (46)

He is responsible for the AML/CFT compliance function
for the Bank, its subsidiaries and related companies.
He is an experienced professional in Risk, compliance
and Anti-money Laundering. He holds a bachelor’s
degree in Business Management and is a Certified Public
Accountant of Kenya CPA (K), Certified Information
Systems Auditor (CISA), and Certified Public Secretary
(CPS). He has attended various AML/CFT training both
locally and internationally. He is a member of the Institute
of Public Accountants of Kenya (ICPAK).

Anthony Mburu

Managing Director & CEOQ,
Kingdom Bank Ltd (57)
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Heis aleading credit specialist in the banking industry with
over 28 years of banking experience both in Kenya and the
region. Most of these years were spent in the line of Credit
and Risk Management as the Director Credit Management
division of Co-operative Bank of Kenya and previously with
Standard Chartered Bank. He holds a Bachelor’'s degree
in Commerce and has attended various proprietary and
International Credit courses.

Appointed Managing Director and CEO of Kingdom Bank
in August 2020.
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Nicholas Ithondeka

Managing Director & CEO,
Co-op Trust Investments
Services Ltd (40)

He joined Co-op Trust Investment Services Ltd (CISL) as the
Managing Director & CEO in April 2016. Prior to joining
CISL he served as Vice President, PineBridge Investments
EA. Ltd (Sanlam) and before that as a Portfolio Manager
at Old Mutual Asset Managers (OMAM). He has over
18 years’ experience in Actuarial, Investment advisory
and Fund Management Services. Nicholas holds G-CEO
(Yale University - Lagos Business School), BSC (Actuarial
Science) from the University of Nairobi. He is a member
of the Institute & Faculty of Actuaries (UK), ICIFA (Kenya)
and is also a Certified Public Accountant of Kenya (CPA(K).
He serves as a Board member in Fund Managers
Association (FMA), ICIFA registration Committee, Central

bank of Kenya (MLF Committee), Bond Markets Association (BMA) of Kenya and seats in Nyeri
High School Board on behalf of the Nyeri Archdiocese. Nicholas has attended a number of courses
in Leadership, Investments and Strategy as well as received several awards both locally and
internationally within the investments banking industry.

Nicholas Kamonye

Head, Co-op Consultancy
& Bancassurance
Intermediary (43)

He joined the Bank in 2005. At Co-op Consultancy and
Bancassurance Intermediary, he gives leadership to the
various capacity building initiatives targeting co-operative
societies across the country. He has consulted for co-
operatives on microfinance, financial modelling, strategic
and business planning, business process improvements
and human resource development. He holds a Bachelor
of Commerce Degree in Finance, Diploma in Project
Management, is a Certified Public Accountant (K) and a
member of ICPAK.

Elijah Wamalwa

Managing Director
Co-operative Bank
of South Sudan (49)

He has 20 years banking experience and is one of the
pioneers of Co-operative Bank of South Sudan where he
worked from 2013 as Head of Credit & Risk Management,
in 2015 as Head of Retail and Operations before being
appointed Managing Director in 2017. He has served in
various other capacities at the Co-operative Bank of Kenya
as a Portfolio Manager, Head of Credit Administration and
later as Head of Credit-Core Banking Implementation Team.

He holds a Master of Science Degree in Governance
attained at International Leadership University (Kenya) and
a Bachelor of Arts Degree from Egerton University (Kenya).
He has additional qualifications in accounting and project
management.

Lydia Muchiri

Managing Director
& CEO, Kingdom
Securities Ltd (41)

Mrs. Lydia Muchiri is the Managing Director and CEO of
Kingdom Securities Ltd, a subsidiary of The Co-operative Bank
of Kenya Limited, responsible for providing stock brokerage
services. Lydia joined Kingdom Securities Ltd in 2022 with
over 15-year experience in pensions and capital markets.
Prior to her appointment, she was the Head of Custodial and
Investor Services at Co-operative Bank of Kenya for 9 years,
responsible for growing the custody asset book, introducing
innovative products such as REIT Trusteeship and managing
shareholder registers.

She also previously worked at Co-optrust Investment Services
Ltd as a portfolio manager for five years. Lydia began her

investment careeras a relatlonshlp officer managing financial affairs of high-net-worth individuals
through unit trusts at Commercial Bank of Africa in 2006. She holds a Bachelor of Science
(Actuarial) degree from the University of Nairobi and a Master’s in Business Administration (MBA)
from Strathmore Business School. She is also a Certified Engagement and Productivity Coach
CEPC (ICF) and has completed various local and international trainings.
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NWW.co-opbank.co.ke

Dust off your shoes and put on a smile, because Co-op Bank is now offering 100% financing
on Pre-Owned Cars. Anyone with an income can walk into a second hand car dealership, select
the vehicle that best suits them, and get financing from Co-operative Bank. It's that simple.

f/ﬁ Egg

PRE-OWNED BA

CAR FINANCING

CO-OPERATIVE BANK

We are you

Co-operative Bank is regulated by the Central Bank of Kenya
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How we create value to fulfil our purpose of transforming lives
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Financial Capital
- P

« Total Assets — KShs. 579.8 Billion

« Total Capital - KShs. 87.9 Billion:

« Liquidity - 53.8%

« KShs. 84.2 Billion in retained earnings
« External Rating- B2 (Negative)

2«7 Human Capital

» 4505 empowered staff members

« High Performance Management and
Reward culture

« High-impact leadership culture

« Staff wellness and welfare focus

Manufactured Capital

» 178 Branches
« Alternative Channels - MCo-opCash, CoopNet,

« Shared Services -support departments for the
Group. (KShs. 10.3 Billion in Property and
equipment) Efficient ICT infrastructure (Core
Banking, OPICS, ERP, CRM etc.)

kﬁ’é Intellectual Capital

« Dynamic ICT capabilities and Strong Brand
Positioning- ‘Co-op Bank’

« Tacit Co-operative Banking Knowledge and
specialized talent Integrated Enterprise Risk
Management

« Progressive Lending, Investing, procurement
and Corporate Governance practices

'@‘ Social & Relationship Capital

» Active and robust engagement with
stakeholders.

« Strategic partnerships has seen us grow our
Long term funding to KShs. 42.9 Billion.

» Socio - economic - Environmental Sustainability
investments in people and as described in the
ESG section of this report.

‘AL" Natural Capital

« Sustainably used Energy, Water and Paper
(Stationery)

« Eco-social and eco-environmental lending Book.
(KShs. 1.7 Billion balance as at FY2021)

l.O

@ Operating Environment

» Post-Covid economic rebounds (Kenya and
South Sudan projected 5.6% and 6.5% GDP
Growth in 2022).

« Peaceful elections and regime transition.

« Government of Kenya's focus on MSME'’s

and manufacturing

Coop kwa Jirani (Agency), Open Banking, ATMS.

Governing Pillars of our value adding
activities:

1. Comprehensive Corporate Governance

Our system of control and direction
affirm responsibility, accountability,
fairness and transparency.

2. Integrated Corporate Strategic Planning

Enhanced organizational awareness on
risk and opportunity extraction for
optimal performance leveraging on our
unique capabilities in the operating
environment.

3. Soaring Eagle Transformation Initiatives
Institutionalized investment in
digitization, innovation, credit processes
and sales force effectiveness across all
business segments.

4. Integrated Enterprise Risk Management

Robust risk awareness, mitigation and
conversion to address emerging issues
globally, in Kenya and Sudan. Regulatory
requirements and board capital targets
which define our risk appetite and
capacity to support our business
segments.

5. ESG/ Sustainability Focus
Building our strategies and optimizing
our activities to delivery sustainable
shared value for all stakeholders with a
long-term horizon.

The drivers of value adding activities,
anchored on our governing pillars:

v Employ, support and retain the best
talent to support our stakeholders.

v Invest and innovate on our customer
touch points (physical and alternative
channels).

v Build and improve our ICT capabilities
and infrastructure to support our
activities, product development and
customer experience.

v Engage and maintain relationships with
our stakeholder through proactive
engagement and develop a feedback
loop to respond to their expectations.

v/ Assess and optimize our use of natural
resource, while developing initiatives to
reduce the direct and indirect impacts of
our operations.

v Care and listen to our customers to
understand and address their current and
future needs.

v Align and equip our business segments
to the Corporate Strategy and resources
to extract value.

Through a variety of innovative
solutions and products, our
universal banking model
prioritizes the creation of shared
value for both our group and
stakeholders. This approach
generates multiple revenue
streams while also having a
positive impact on the
environment. To mitigate any
negative effects, we reinvest in
process, people, and product
development.

« Lending programs and
products

 Deposit and wealth
management solutions

Transactional Banking and
Payment services

Payment solutions

Open Banking

E-commerce

Foreign Exchange

Bancassurance

Trade finance

Investment services

Stock brokerage

Custodial and share services

Advisory and consultancy
services

Optimal Customer experience

Corporate strategic planning

Shared and other support
services

Stakeholder engagement

Investor relations

Proactive ESG Strategy
implementation.

Staff Performance and reward
Management

Staff Training

Regulatory engagement

Compliance and risk
management, including BCP
strategy
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At the end of 2022
“7’/‘ Financial Capital
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« Total Assets KShs. 607.2 Billion

« Total Capital - KShs. 98.8 Billion

« Liquidity - 48.3%

« KShs. 97.7 Billion in retained earnings
« External Rating- B2 (Negative)

) .
Pz Human Capital

« 4,864 empowered staff members trained on
distinguished customer experience.

« High Performance Management and
Reward culture

« High-impact leadership culture
« Coaching and personal development program.

Manufactured Capital

« 184 Branches

« Enhancements on our digital channels leading to Increase
in out of branch transactions (92% of all transactions) and
lending.

« Shared Services -support departments (KShs. 9.3 Billion in
Property and equipment) Efficient ICT infrastructure (Core
Banking, OPICS, ERP, CRM etc.)

kﬁ“ Intellectual Capital

« Migration from MCo-opCash 4.0 to MCo-opCash 5.0.
« Increased NPS Score

« Augmented ICT capabilities

« Core Banking Implementation Initiative

m Social & Relationship Capital

« Our engagement with all our stakeholders has been active
and optimal

« Strategic partnerships have grown Long term funding to
KShs. 48.1 Billion

« Capacity building and project implementation through
strategic partnerships.

« Socio - economic - Environmental Sustainability Initiatives
and programs (More detail in the ESG section)

(- .
Natural Capital
- ur pi

« Energy and Water Management Strategy

« Eco-social and eco-environmental lending Book.
(More detail in the ESG section).

« Eco-environment lending book KShs. 2.2 Billion
(29% increase).
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Key Impact on our key Stakeholders

\%"’ Shareholders

« Dividends Paid- KShs. 8.8B (Payout Ratio of 40%)
« Earnings Per Share - KShs. 3.72 (30% increase)
« Quarterly Briefings on performance and Strategy.

()
:‘%‘ Customers
« Innovative and lending collection solutions
(Deposits: KShs. 423.8 B, Loans: KShs. 339.4B)
» NPS Score: 55.5
« Omnichannel Platform —93.4 Million transactions
« Non-Financial Services: 170,000 MSMEs onboarded.

:&% Employees

« Job Created - 4,864 (7% growth)

« Salary & Bonus paid: KShs. 14.8 Billion (11% growth)
« Employee Training: KShs. 72.6 Million

« Wellness Webinars/talks: 337

G .
s Co-operative Movement

« Dedicated Co-operatives Banking Division offering
tailored solutions

« Co-op Consultancy Agency — 21 dedicated consultants.
« KShs. 8.8 Billion paid in dividends.

-
E&) Regulator

« Compliance to all requlatory requirements.

« Extension of credit to MSME’s through the National
Treasury Credit Guarantee Scheme.

« Formulation and review of ICAAP.

[ ]
x\”ﬂ) Suppliers

« KShs. 14.8 Billion paid to suppliers
» 93.5% payment to local suppliers.

« Tendering protocol to ascertain fair competition
and transparency.

« Vendor relation office to support faster processing,
augmented by ERP system.

oo
Community

« 9,553 students educated (14% increase)

« Over 3,265 consultancies undertaken.

» 111 internships supported.

« KShs. 7.4 Billion paid in taxes

« KShs. 150 Million donated for drought relief.
» Enhanced ESG Policy Framework

Financial Statements
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Our Capitals

Our Capitals are Stocks of value on which we depend on as
inputs to our business model, and which are transformed
through our day-to-day business activities to generate our

In this Framework we classify our capitals as follows.

b
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outputs. Our goal is to recognize the impact that value
creation and exploitation of the capitals will have on long
term success of our business.

%
S <

Financial Statements
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Financial Capital
Our pool of funds from diverse sources

Human Capital

Skills, capabilities, knowledge, and
experience of employees; Management

Manufactured Capital

Our Branches and network, plant and
equipment and information technology

and leadership

Intellectual Capital

Staff knowledge, brand positioning and
reputation, enterprise risk management
policy and intellectual property

us X

Social & Relationship Capital

Relationships with stakeholders and
shareholders, Banking licenses and
clients’ resources

Natural Capital

Environmental resources

How utilization of our capitals leads to value creation

Financial Capital

The bank has mobilized a deep pool of financial resources
from diverse sources to fund its core activities. Our balance
sheet has recorded a steady growth over the years to KShs.
607.2 Billion as at end of year 2022. The group has pursued
a balanced funding strategy with an attractive dividend
pay-out ratio (Averaging 43.3% over the last 5 years) that
enables us to reward shareholders while at the same time
reserving sufficient funds to fuel our growth strategy. This
has seen shareholders’ funds grow steadily to KShs. 107.7
Billion. Apart from the retained earnings most of the banks
funding comes from customer deposits which make up
approximately 89.8% of our funding liabilities. Borrowed
funds comprise 10.2% of our funding liabilities mainly
from our development partners.

Human Capital
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Human capital refers to the totality of Skills, capabilities,
knowledgeand experience of ouremployees, Management,
and leadership. We recognize that our human resource
is the most valuable asset of our organisation. Through
selection, management, and development of our team,
we strive to ensure that our human resource can not only
fulfil our present needs, but that it is well skilled and can
be easily repurposed to meet fast-evolving future needs.

We have detailed the diversity and skillset of our board of
directors and management in ‘Our Leadership’ section of
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The group has robust internal capital and liquidity
management policies that not only meet the regulatory
requirements butalso ensure all obligations to stakeholders
are met on a timely basis and that the maximum return
is achieved from these investments. We have a robust
ICAAP (Internal Capital Adequacy Assessment Process)
that enables us to ensure optimum risk return. While
investing, appropriate risks analysis is done, and
investments are done in accordance with the board'’s
prescribed risk guidelines and appetite. On our
transformation initiatives, the bank has pursued various
strategies aimed at cost optimization. We closed the
year ata cost to income ratio of 47.1% (2021 49.9%).
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this book. In the ESG section, we cover our Human Capital
perspective in detail with focus on:

1. Employee Diversity

2. Employee Welfare

3. Attracting and Retaining Talent

4. Skills Development and Career Progression
5. Labor standards

6. Health, Safety & Wellness Programme

7. HR Policy framework

Integrated Report 2022
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Manufactured Capital

Manufactured capital comprises of our tangible and
intangible infrastructure - Our Branches and network, plant
and equipment and information technology - that we use in
our day to day activities of value creation. The group has up to
KShs. 9.3 Billion in property and equipment to ensure all our
customers and other stakeholders are adequately catered for.
Our delivery channels are key - 92% of our transactions are
carried out in the alternative channels;

Our Channels:

The Bank has invested heavily in innovative delivery channels
which has played a critical role in enhancing financial inclusion.

Mco-opcash 5.0 (Omnichannel)

Earlier in the year we rolled out our omnichannel dubbed
MCo-opCash 5.0. Omni-Channel is a strategy that integrates
a bank’s channels of communication between itself and its
clients into a single and coherent environment. MCo-opCash
5.0 integrates accessibility and user experience across our
internet and mobile platforms. MCo-opCash 5.0 can be
accessed through USSD, Web portal and App either from a
mobile phone or a personal computer. We have approximately
5 Million registered users in the platform.

« Access USSD through *667#
« Web through https://onlinebanking.co-opbank.co.ke

« The App is Downloadable: MCo-opCash 5.0 App on
Google Playstore & Huawei App Gallery and on Apple
App store (Omni-MCo-opCash)

Sacco-Link & FOSA Partnerships

The bank in partnership with various Saccos offers retail
banking and related products through front-office service
points (FOSAs) located at Sacco’s premises and to date 175

ICT infrastructure
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licensed Saccos have over 484 FOSA branches in operation.
The bank has also invested in the Sacco Link Switch which has
integrated the Bank and Saccos’ systems, thereby enabling
Sacco members access to ATMs, mobile banking, point of sale
(POS) channels and internet banking. In this partnership, we
offer wholesale banking services to co-operative societies
who then provide to their members retail services complete
with full technological capabilities. To date, over 168 Saccos
are enlisted in this partnership.

Agency Banking & Point of Sale (POS) Terminus

TheBankhasbeenattheforefrontinimplementationofagency
banking model, currently working with over 17,000 agents
and 5,000 POS terminuses countrywide. Our agents who
include co-operative societies, supermarkets, ordinary shops,
petrol stationsamong other outlets enable customersto access
banking services including making deposits, withdrawals and
bill payments beyond official banking hours. Due to the greater
geographical area covered by agents, customers also enjoy
better convenience as services come closer to their most
accessible location. Over 35.2 Million transactions were
carried out through our agents in 2022.

Branch Network and ATMs:

This is our footprint across the region consisting of 184
branches. From our branches our customers can access much
more than banking services to include those offered by our
subsidiaries. In Kenya, we have 180 branches (18 in Kingdom
Bank Ltd) spread in 43 counties while 4 are in South Sudan.
We also have 542 ATMS supporting our channels and
distributed all over the country. Services accessed by
customers in our ATMs include cash withdraws and deposits,
Balance inquiry, utility bill payment, Mpesa withdrawal and
MCo-opCash registration & withdrawal.

The Bank has invested heavily in ICT to ensure customer experience is top notch. To this end, we have the following infrastructure

among many others:

Core banking Systems (BFUB, BankMaster — South Sudan, Loan Track and Credit Desk). The Bank is in the process of changing
the core banking system to enhance efficiency, innovation and customer satisfaction.

Arobust digital platform that enables us to offer enhanced digital experiences to our customers. It guarantees a unified digital
experience for both mobile and internet across the key customer segments (Corporate, Co-operatives, MSME, Consumer,

Diaspora, and High Net Worth).

Customer Relationship Management (CRM)
Debt management system
Business Process Management & Workflows

Risk Management systems

Shared Services Service Desk Request System

Integrated Report 2022

Enterprise Service Bus- Service Oriented Architecture
Data integration, quality, and visualization
Wealth Management System

Enterprise Resource Planning (ERP)

Treasury systems

Financial Statements
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Network Time Protocol (NTP) Clock

Check-Point Firewalls Upgrade

8 digits BIN changes

Enterprise Backup Storage Upgrade

Application Delivery Controller

Generator Selector Panel Upgrade (Datacentre)

Co-op house & South Sudan Core Switch upgrade

Installation of Cooling Unit at Transformer 1

Fire Suppression System Upgrade

Branch Switch and Router Replacements

TeamMate Upgrade-Internal Audit

Functional Test Automation Tool

Dark fibre upgrade project

New IBM Servers + Upgrade + Software

Cards Ordering and Personalization

Oracle Exadata + Upgrade + Software

DELL EMC VxRail Upgrade

PesaLink Switch Upgrade

Intellectual Capital
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The knowledge of our staff, our brand positioning, our
reputation, our enterprise risk management policy and
intellectual property. We have dynamic IT capabilities that
support us in this period of transformation and support
value creation into the long term. The Co-op Bank brand
has become a household name hence it has become easier
for us to market our products to existing and potential
customers hence create more value. The brand is supported
by marketing effort, investor relations, and our well-trained
teams and most importantly by our customers’ word of
mouth. We are geared to ensuring that we create positive
customer experiences at every touch point. To this end, we
have invested in a 24hour contact Centre which handled
approximately 3.2 Million customer engagements in 2022.

Enterprise risk management is at the core of all decision
making hence forming an important part of our strategic
focus and business model. We have a vibrant Enterprise
Risk Management Framework that is detailed later in this
report. We have a dynamic framework for compliance
that ensures compliance to all the set laws, rules and
regulations. This has enabled us to see and exploit
opportunities that exist in compliance to create more value
for our stakeholders. Co-op Bank has an internal strategic
capability building for areas that need specialized talent.
To this end we have hired specialists in Data Analytics,
ICT, CRM, Data Strategy & Governance, Data Architecture,
Enterprise Architecture, Data Engineering, Data Quality,
Revenue Assurance, System Development, Vendor
Relationship Management, and Business Intelligence.

equipment.

are appropriate.
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We have clearly defined lending practices that are geared
towards ensuring economic, social and environmental
value creation as spelt out in our Environment and
Social Management Policy detailed in the ESG section of
this report.

The Bank’s overall investment management guidelines
are provided by the Board of Directors under the Banks
Investment Policy. The broad guidelines within the policy
allow the management to optimize the investments the
bank chooses, with an aim of always maintaining sufficient
liquidity, maintaining a balanced mix of optimum earning
assets and ease of marketability in case of changes in
market dynamics.

Sourcing Policy

The objective of the Sourcing & Facilities Management
department is to enhance the group’s sourcing strategy
and ensure cost efficiency, value creation and a transparent
environment in the sourcing process. The Bank’s
Sourcing and Facilities Management department will
own and drive the sourcing and acquisition of all non-
human resources for the Bank. In execution of its key
mandate, Sourcing & Facilities management department
encompassing management of space and contracts,
facilities management, projects, all forms of non-human
resource procurement, inventory management, transport,
and insurance; shall employ the following objectives to
form the basis for implementation of the aforementioned
Sourcing strategies.

Develop guidelines to include approval levels for purchase of new equipment and replacement of existing/obsolete

Develop guidelines to review approval limits on recurrent expenditures items to ensure that the Bank’s authority levels

The Bank shall have centralized Sourcing to enjoy economies of scale from consolidated procurement. As the Bank
expands to the region, Sourcing and Facilities management will be decentralized into different countries.
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Our Procurement process is based on a sustainable model:
suppliers must meet certain minimum sustainability
requirements of economic, social, and environmental
reliability as set out in our environmental policy. They are
selected according to the standards set out in law and must
have no known cases of contravening the provisions of the
International Labor Organization relating to fundamental
human rights, child labor, freedom of association, working
conditions, equal pay, health, safety, and business ethics.
Further, we select suppliers based on legal and ethical
integrity, technical and professional suitability, reliability and
commercial competitiveness.

ICT Policy

ICT Policy The ICT policy defines the Governance aspect in
support of the Co-operative Bank of Kenya's ICT vision, its
strategic objectives and the boundaries within which the
Bank can obtain them. The ICT strategy has been shaped in
reference to the Co-operative Bank Business Strategic plan
and is envisioned to model the ICT department into the
vehicle on which the business shall drive its initiatives towards
actualizing the bank’s mission and vision. ICT governance
principles and practices have been identified that have guided
the formulation of ICT strategic objectives and subsequent
action items that are to be implemented, managed and

Social and Relationship Capital
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The relationship we have with all our stakeholders to ensure
long-term sustainability of the value we add. The ESG section
of this integrated report shows in detail how we engage
various stakeholders to ensure that this capital stock can
sustain us into the future.

« Environment and Social Management System and policy
« Tax responsibility
« Business Ethics

Natural Capital

258

The natural resources that we employ in our value creation to
our stakeholders.

This is done in a way that minimizes negative impact on the
resources. The ESG section of this integrated report shows in
detail how we ensure that we contribute positively towards
preserving natural resources.

Areas covered in that section include:

« Environment and Social Management System and policy
 Resource Efficiency

« Life -cycle analysis

« Global Climate Change

« Local environment Impact

Resource Management

» Waste Minimization

Emissions Reduction

Regulatory Compliance

Ecosystem Services & Biodiversity
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monitored to deliver the ICT vision.

The Bank has identified dimensions of management of ICT
through which it applies best practices and develops strategic
activities, namely:

« Architecture

« Software (Application) Management

» Resource Management

« IT Infrastructure Management

« IT Change Management

« Contracting and Outsourcing

« Incident & Problem Management

« Project Portfolio Management

« IT Performance Measurement

« Information Security & Compliance

« Business Continuity Planning

« Financial Management

« ICT Organization Structure

« Skills upgrading, training and exposure

ICT Strategy focuses on integrating effective ICT Governance
and fostering an environment that facilitates for innovation
in delivering quality solutions and functionalities that the
business leverages on to create value
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« Co-op Bank Foundation

« Co-op Consultancy & Bancassurance Intermediary Ltd
« Community Dialogue

« Labor standards compliance

» Responsible competition

» Responsible supply chain and supplier relations

« Responsible marketing and advertisement

« Responsible Product Stewardship

Capital Trade off’s

To achieve our strategic objectives, we make decisions on how
to allocate our six (6) capitals optimally. To do this we consider
the key strategic enablers within our six (6) strategic focus
areas. Capital trade-off decisions are made depending on;

« The impact of the capital stock on strategic achievements
» How available the capital is

« The stability of our long term and short-term goals as is
evidenced by the impact of the ongoing Covid-19 Pandemic.

The decision to employ/decrease one capital to increase
another capital is a tough one because Capital is a limited
resource. This calls for optimal prioritization. The group
holds an annual senior leader’s strategy forum whereby
the strategic focus and hence optimal capital allocation is
discussed and agreed upon.

During the year, careful considerations are made as the
environment is dynamic.
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1.0 Overview of Global Economic Developments and Outlook

Recovery in global economic activities observed in
2021 gave way to a weaker position in 2022 than earlier
anticipated. COVID-19 restrictions, the Russia - Ukraine
conflict and the subsequent abrupt disruption of supply
chains led to a sharp rise in commodity prices. For instance,
the price of crude oil rose 42% in 2022 relative to 2021.
In a move to prevent inflation from becoming entrenched
in the economy, central banks, especially in the advanced
economies, started to aggressively tighten their monetary
policy stance.

As a result, the IMF estimates the global economy to have
registered a full year growth of 3.4% in 2022 from a growth

2.0 Overview of the Domestic Economy

2.1 Domestic Economic Performance

Kenya’s economic recovery from the COVID-19 pandemic
continued in 2022. Partially reflecting a base effect, the
economy is estimated to have expanded by 5.6% in 2022
compared to a full year growth of 7.5% in 2021.

Economic activities were anchored on strong outcomes
from the services space especially wholesale and retail
trade (8.6%), Accommodation and food services (30.7%),
Transport and Storage (6.4%), ICT (6.6%), Professional
services (10.6%) and Education sectors (6.6%). Economic
activities were however, held back from a stronger rebound

Table 1: Real GDP Growth (Percent)
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of 6.2% in 2021. At the regional level, the Sub-Saharan
Africa economy is estimated to have expanded by 3.8% in
2022 from a growth of 4.7% in 2021. Economic activities
were held back by the general slowdown in the global
economy, tightening financial conditions in a bid to tame
rising inflation on the back of rising food and fuel prices.

In East Africa, adverse weather conditions continue to affect
agricultural output, hence stocking inflationary pressures.
Coupled with disruption in supply chains in 2022 due to the
Russia — Ukraine conflict and COVID-19 restrictions, Central
Banks across the region increased policy rates to cushion
local currencies.

by declines in activities within the agricultural sector which
is estimated to have contracted by 0.3% in 2022 on weather
related shocks.

In 2023, business confidence has since picked up after a
smooth transition of power following a peaceful presidential
election. Thus, economic activities are expected to be
broadly resilient in 2023 with the Central Bank of Kenya
forecasting a full year growth of 5.8% anchored on a strong
services sector and a recovery in the agriculture sector.

|/ | | | | | a« Al
MAgicuwre 57 27 48 02 03 41 44
2.Non-Agricultwre 56 57 07 94 70 59 &1

4.0 4.0 7.2 4.7 4.4 4.3

2.1 Industry 3.8
Mining & Quarrying -4.8
Manufacturing 3.6
Electricity & Water Supply 3.6
Construction 6.1

2.2 Services 6.1
Wholesale & Retail Trade 5.9
Accommodation & Food Services 15.6
Transport & Storage 6.0
ICT 7.9
Financial Services 2.7
Public Admin 7.9
Professional Services 6.9
Real Estate 6.5
Education 6.4
Health 5.4
Other Services 3.3
FISIM 3.7

Source: The Central Bank of Kenya

4.3 6.7 18.0 12.4 6.8 2.7
2.6 -0.1 6.9 3.3 2.9 3.2
1.7 0.1 5.0 4.4 6.1 5.8
7.2 11.8 6.6 5.5 5.3 5.6
6.5 -2.2 9.8 7.6 6.4 6.6
5.3 -0.4 7.9 8.6 7.0 7.0
14.3 -47.7 52.5 30.7 8.9 11.2
6.3 -7.8 7.2 6.4 5.7 6.7
7.0 4.8 8.8 6.6 7.8 7.9
8.1 5.6 12.5 9.4 5.1 5.5
8.4 5.3 5.6 4.9 4.8 4.7
6.8 -15.0 5.7 10.6 74 6.7
6.7 41 6.7 5.6 5.4 5.5
5.7 -10.8 21.4 6.6 8.1 8.5
5.5 6.7 6.0 4.8 5.0 5.2
4.3 -14.2 12.6 7.5 7.6 6.9
9.5 -2.0 5.5

4.4 1.2 2.1
.03 75 56 56 58
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2.2 Inflation Outcomes

Overall inflation breached the Central Bank upper band of
7.5% in 2022 at 7.7% compared to 6.1% in 2021. Rising energy
and food prices, supply chain disruptions due to the conflict in
Ukraine, domestic tax measures and the drought conditions in
the country resulted in higher and more broad-based inflation.
Food, fuel and core inflation averaged 13.0%,9.6% & 3.0% in
2022 compared to 8.5%, 12.2% & 2.4%, respectively in 2021.
In 2023, we forecast inflation to remain above the government
target range following the tight monetary policy stance and
adverse weather conditions.

2.3 Exchange Rate Movement

The performance of the Kenyan shilling against major
currencies was mixed in 2022. On average, the Kenyan
Shilling gained ground against the Sterling Pound, Euro and
the Japanese Yen by 3%, 4% and 10%, respectively, in 2022.
The KES weakened against the USD by 8% from an average
of 109.62 in 2021 to 117.87 in 2022. Strong dollar demand on
a high import bill, driven by high commodity prices especially
food and energy, resulted in the depreciation of the KES. The
shilling was however, supported by strong remittance inflows
which totaled USD 4.03billion in 2022 compared to USD 3.7
billion in 2021 and external financing drawdowns.

In 2023, the fundamentals that resulted in KES depreciation
againstthe USD (high import bill, high global commodity prices
especially energy, attractive investment options in advanced
economies especially the US & strong demand for intermediate
goods) are largely in place. Therefore, the local unit is expected
to continue facing pressure against the dollar in 2023.

2.4 Monetary Policy

In a move to anchor inflationary expectations, the monetary
authorities increased the policy rate from 7% to 7.5% in May
before revising it to 8.25% in September and to 8.75% in
November 2022. Consequently, the 91,182 & 364 government
papers averaged 8.18%, 8.98% & 9.85% in 2022 compared
to 6.96%, 7.59% & 8.55 in 2021. The interbank rate moved
from 4.71% in 2021 to 4.89% in 2022 mirroring the tightening
cycle. Over the same period, growth in overall money supply
averaged 5.9% compared to 9% in 2021, 9.7% 2020 and 8.7%
in 2019. Into 2023, the impact of the tighter policy stance
adopted in the second half of 2022 is expected to continue
filtering through the market and slightly moderate growth in
private sector credit.

2.5 Public Debt

Kenya’s public debt grew by 9.6% year on year to KES
8,898 billion in November 2022, driven by 8.6% growth in
external debt and 10.7% in domestic debt. The proportion of
external to domestic debt stood at 50.2% to 49.8% in 2022
compared to 50.6% & 49.4% in 2021. In terms of external debt
composition, multilateral debt accounts for 45.4%, bilateral
24.9%, international sovereign bond accounts for 19.8% and
commercial debt accounted for 6.4% as of October 2022. The
US dollar denominated debt accounted for 69.4% of total
external debt, Euro at 18.8%, Yuan at 5.3%, Yen 4.1% and GBP
at 2.3%. This therefore implies movement on the USD/KES
exchange rate has a bearing on external debt obligations.

Our Capitals Operating Strategic Focus
Environment Review

Environmental, Social and
Governance (ESG)

2.6 Quality of Loans Advanced

In 2022, the banking sector remained stable and resilient.
Growth in private sector creditincreased to 12.5% compared to
8.6% in 2021. Strong credit growth was observed in transport
and communication (23.5%), manufacturing (13.8%), business
services (13.7%), consumer durables (12.9%) and trade (11.4%).
The number of loan applications and approvals increased,
reflecting improved demand with increased economic
activities. The ratio of gross non-performing loans (NPLs) to
gross loans-which measures the quality of loans advanced, was
marginally up from 13.1% in 2021 to 13.3% reflecting a faster
accumulation in gross loans and a slight deterioration in the
quality of facilities advanced.

2.7 The Competition Landscape

The banking industry competition landscape continued to
be tight in 2022. Evolving customer needs and demand for
supreme customer experience with affordable pricing is a
reality that banks continue to face and focus on. Physical
branch presence continues to be a key metric when opening
bank accounts. Consequently, in 2022, banks continued to
increase their physical footprints across the country. Increased
competition for capital was observed in 2022 and is expected
to continue in 2023. Social media is quickly becoming a
force and tool for customer engagement that needs to be
well harnessed for value addition to both the bank and the
clients. Diversification into other financial services such as
advisory, bancassurance, cross-border payments solutions,
Wealth management solutions, fintech partnerships among
others gained momentum as banks broadened their value
propositions. Thus, bank solidification of value for existing
clientswhile offering excellent customer experience will be a key
pillar to retain and attract new customers. The growth in after
tax profits across the industry highlights both opportunities
and the high level of competition within the system. Banks
are therefore expected to continue defending their core while
exploring new opportunities in 2023.

3.0 Key Developments on the legal and Regulatory
Environment

Regulatory and policy measures were put in place by the
regulator to ensure smooth and proper functioning of the
financial services sector and the economy. To ensure price
stability, monetary policy was tightened in the second half of
2022. The reintroduction of charges for mobile money wallet
and bank account transactions at significantly lower rates
signifies the sectors desire to offer excellent and affordable
services to its clients. Other significant developments within
the sector in 2022 include:

Mobile money interoperability: The full interoperability of
mobile money operators that became effective in 2022 ensured
further deepening of the digitization of payments to large and
small businesses thereby enabling customers to conveniently
make payments. More than 560,000 vendors and billers, and
almost 28 million customers continue to benefit from the
seamless payments ecosystem. This reinforces the national
payments strategy 2022-2025 which is anchored on core
principles of trust, security, usefulness, choice, and innovation.
The Strategy intends to deliver full-scale interoperability, foster
customer-centric innovation and support the emergence of a
24/7 economy.

Source: The Central Bank of Kenya, Kenya National Bureau of Statistics, The National Treasury.
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Anti-Money Laundering (AML): The money laundering
and terrorism financing national risk assessment
report noted Kenya’s relatively robust AML/CFT legal
and institutional framework that is largely aligned to
international standards. According to the report, the
banking sector has the highest impact on Kenya's ML/TF
risk profile due to the pivotal role it plays in facilitating
payments, trade and investments in Kenya and the region.
It highlighted risks at the national and sectoral level which
gives good guidance on what needs to be strengthened.

Credit repair framework: The credit repair framework
rollout by CBK in 2022, sought to improve the credit
standing of over 4.2 million blacklisted mobile phone digital
borrowers. Through the Framework, financial institutions
were to provide a discount of at least fifty percent of the
non-performing loans outstanding as at end October 2022
and update the borrower’s status from non-performing to
performing. The Framework covers loans with a repayment
period of 30 days or less and were offered through mobile
phones. The borrowers covered in the Framework are
mainly in the personal and microenterprises sectors and
were adversely impacted by the COVID-19 pandemic. These
measures have a sunset clause of 31st May 2023.

As a Bank, we have continued with our proactive
and continuous training and sensitization of our
staff on key and emerging guidelines and trends.
We have a dedicated compliance department whose
responsibility is to track all emerging trends and
ensuring compliance internally.

Kenya conducted a largely peaceful election in 2022 that
was followed by a smooth transition of power, showing the
maturity of the country as a democracy.

Throughout the election period, the Bank maintained
aneutral stanceand continuesto stresstheimportance
of political neutrality in its operations.

Demand for digital services have continued to rise. For
instance, according to 2021 FinAccess Household Survey,
the usage of traditional banking has dropped from 29.6%
in 2019 to 23.8% in 2021. Over the same period, mobile
banking usage has risen from 25.3% to 34.4% partly driven
by the need to adopt safe practices to limit the spread of the
covid-19 virus in 2020 and 2021. This trend is expected to
continue as financial technology and digitization continue
to transform the banking industry. Kenya’s high mobile
subscription and a younger population means the demand
for digital services will continue to rise as customers seek
convenience and flexibility in their transacting lifecycle.
This has come with its own share of challenges. Cyber
security risks are on the rise and there is increased social
media platform usage by customers to give feedback.

Strategic Focus Environmental, Social and
Review Governance (ESG)

The Bank through its strong digital transformation
framework, continues to adapt to technological
changes without compromising on security, usability,
and stability. In order to re-invent and catalyze its
performance the bank has:

« Maintained a strong social media presence to
address queries raised by customers with a team to
address social media trends daily,

Enhanced automation of processes to improve
efficiency,

We have acquired systems, knowledge, and skills
to defend our systems, networks, and data from
cyber-attacks,

Enhanced system connectivity and interoperability
to create unrivalled user experience,

Leveraging on data & analytics in decision making,

Continuous innovations to meet customer needs
and changing expectations and

Exploring opportunities for collaboration with
fintech and system developers with a view to
deploring the best technology platforms.

ESG has received increased focus, the main objective being
to have a collaborative effort towards addressing issues
of global concern especially climate change. The Central
Bank of Kenya issued Guidance on Climate-Related Risk
Management and the Nairobi Securities Exchange issued
the ESG Disclosure Manual.

The Bank is fully committed to the implementation
of the Central Bank of Kenya Guidance on Climate-
Related Risk Management and the Nairobi Securities
Exchange ESG Disclosure Manual. In the ESG
section of this report we detail the various initiatives
that address ESG matters in terms of Governance,
Strategy, Risk & Opportunity management.

The Bank took cognizance of developments within the
operating environment; the rollout of the credit repair
framework, tightening of monetary policy in the second half
of the year to maintain price stability, the adverse weather
conditions affecting the agriculture space and challenges
resulting from the depreciation of the Kenya shilling.

The Bank continued to support its clients to navigate the
challenging operating environment by offering relevant
bank solutions, excellent customer service, quickly aligned
itself with the credit repair framework as envisaged by the
regulator and noted the highlights of the money laundering
and terrorism financing national risk assessment report
with a view to strengthening the inhouse mechanism for
addressing any new challenges.

The proactive and continuous training and sensitization of
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staff on key and emerging trends continue to pay dividends
for the Bank through the timely and effective handling of
issues as they emerge. This is made possible by the dedicated
compliance department whose responsibility is to track all
emerging trends and ensuring compliance internally.

In 2023, global growth outlook has improved with the
moderation of inflation pressures and China’s exit from the
zero covid policy. According to the International Monetary
Fund report in January 2023, global growth is projected to

Strategic Focus Environmental, Social and
Review Governance (ESG)

average 2.9%, a 0.2 percentage point upward revision for
2023 than in October 2022 world economic outlook. This
largely reflects forecast markups in the two largest economies
i.e., China and USA.

At the domestic level, economic activities are expected
to remain resilient supported by the continued strong
performance in the services sector and expected recovery
in the agriculture sector. However, the war in Ukraine, out
of range inflation levels and a shorter, frequent, and intense
drought cycle due to global climate change and environmental
degradation continue to pose risks to the outlook.

KENYA BAI

ASSOCIAT

The Bank was recognized as the Over-All winner in Customer Satisfaction in a survey conducted by the
Kenya Banker’s Association. Head Customer Service, Rose Nyamweya and Head Digital Products and Services,
Chris Cheruiyot received the award for the Bank.
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The banking environment has evolved with dynamic
regulation, business models and a stiff competitor landscape
as various players have entered the financial services space.
With the entry of pan-African banks, telecommunication
companies and Fintechs, we continually reinvest,
interrogate, and review our strategies to ascertain that we
deliver a premium value proposition to our customers.

In a post-Covid environment, where inertia towards digital
platforms have been shaken off, technology adoption
continues to provide new opportunities for enhanced
service delivery, revenue generation and improved
efficiency. This new disposition also hosts emerging
challenges such as cyber security risks and the need to

Strategic Themes

Operating
Environment

Strategic Focus Environmental, Social and
Review Governance (ESG)
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remain abreast with the technological developments in our
market and beyond.

Our Corporate Strategic Plan (CSP 2020-2024) affirms our
strategic direction as it entails our collective objectives and
goals in mind of the opportunities and risks arising. The
review and enhancement of the Corporate Strategic Plan is
a critical enabler to our proactive approach in opportunity
extraction, risk mitigation and efficient resource
deployment. The Corporate Strategic plan is anchored on
long term value creation ascertaining that as we continue
to ideate, generate revenue, and serve our clients while we
continue to transform the lives of the communities that we
interact with.

v

2022/2023 Overarching focus areas

« Exceptional customer experience

« Leveraging on Sales Force Effectiveness for our
customers to grow liabilities and sales.

» Quality loan book growth through Sales Force
Effectiveness and Proactive Credit Management.

« Enhance our leasing proposition through a joint
venture with Super Group.

«» Optimize our cost through increased efficiencies
to drive down our cost to income ratio.

« Operational excellence ensuring optimal
systems uptime, optimized operational
processes and data security.

« Digital Transformation to propel the group into
digitization.

« Collaboration with Fintechs to synergies with their
innovative capabilities.

« Staff productivity and high-performance culture.
« Proactive regulatory compliance.

« Synergies with our subsidiaries to enhance sales
force effectiveness and create increased revenues.

/
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Strategic Theme

Aggressive deepening of our dominance in the Kenya Market

4

Key Strategic Performance Indicator and Achievement

v Market Confidence
« Market Capitalization - KShs. 73B (2021: 76B)
« Most Sustainable Bank (Kenya Bankers Catalyst Awards 2022)
« Overall Winner (KBA Customer Satisfaction Survey 2022)
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L ' / v Implementation of Transformation Initiatives (detailed later in this section of the report)

« We continued with Transformation, an efficiency and growth project that we began in 2014 and it
continues to be a key strategic enabler in every area of our Business. See the section below for details.

« Undertook a Credit Risk Adaptation Project aimed at End-to-end assessment of credit risk, strengthening
of portfolio assessment, risk frameworks, and enhance Collections.

/

Strategic Theme

Dominant provider of financial services to the
Co-operative Movement in Kenya and the region.

4

Key Strategic Performance Indicator and Achievement

v Implementation of the Digital strategy for Co-operatives
« Deployment of Sacco link for instant issuance.
» Remote Cheque Scanning penetration across the country.
« Coffee Direct Settle Scheme (DSS) onboarding is on track to reduce lead time for coffee farmers.
« Co-op and Mastercard partnership underway to generate a marketplace for our customers.
« Business to Business (B2B) integration with Sacco’s and Co-operatives.
« Pay to FOSA for direct payment for Sacco members.

v Co-operatives Loans and Deposits growth
» 105% achievement on disbursement
« 23% loan book growth
« Sustained deposit book

v Co-operative Bank of South Sudan Performance
« Profit before tax of KShs. 132.7M in 2022 (KShs. 421.7M loss in 2021 ~ 131% increase)
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Strategic Theme

Strategic Theme

[ ) ‘ Customer experience that is seamless across all our touch points. Optimal Enterprise Risk and Compliance in the dynamic environment.

L

Key Strategic Performance Indicator and Achievement Key Strategic Performance Indicator and Achievement

v/ Digitization of customer journey v Optimal NPL Management
« We continued implementing key customer journey digitization journeys to meet customer expectations « NPL of 13.74% (2021: 14%). At Bank level the NPL was 12.96% (2021 - 12.71%).
(92% of transactions were on digital channels). Key customer project rolled out was the Omnichannel

(Di d in the Capitals Section of thi 5 « See the Transformation Section below for details on the key initiatives around credit management including
iscussed in the Capitals Section of this repor

the following key projects:

v/ Training on DCE (Distinguished Customer Experience) + Credit Risk Adaptation Project “Project Kilele”
« Decentralization of Loan Portfolio Management Enabling Project Connect & Build

« 2,767 staff trained through Virtual Training and physical training at our Leadership and management
Centre on Distinctive Customer Experience.

v Independent Audit

v Customer Centric Model « Our independent Auditors Ernst & Young Kenya LLP, issued an unqualified opinion on the Financial
Statements. Refer to page 142 for details

« Embedded in our innovation, product development, and relationship management. We sustained our
focus on customer centricity in our Customer experience that business model.
« NPS Score: 55.5

v Performance review of Control Functions

« Compliance, Internal Audit & Risk Management Department achieved their objectives set by their
respective boards.

Strategic Theme v Compliance to regulatory reporting and requirements.
« Timely and accurate reporting to all regulatory bodies in Kenya & South Sudan.

Operating efficiency driven by digitization, innovative products « Compliance to regulatory requirements continues to be a key focus.
& Processes, efficient business models, and staff productivity.

4

Key Strategic Performance Indicator and Achievement

v Review of Bank Policies and Procedures.
« Bank policies reviewed by HR, Audit, Credit and Risk Management Departments. /

v Cost to income ratio

2020 S 58.1% Strategic Theme
2021 D 49.9%
202 419 ol N <
170 it « Positive impact on Economy, Society & Environment

v/ System Uptime & Availability %d bbv

« System and Channels service availability and Uptime averaged 99.36%.

4

« 92% (94% 2021) of our transactions were performed on digital channels Key Strategic Performance Indicator and Achievement
« Enhancements on Omni-platform.

v Product Innovation & development

+ E- Credit deployed to retail and Business banking growth (KShs. 84.2B disbursed in 2022). We continue to operate as a responsible corporate citizen as it governs our activities, strategy, risk mitigation
 Deployment of Co-op Till for deposit collection. and purpose to transform lives.

« Kingdom Securities app for securities trading.

Objective and success metrics are detailed in the ESG section of this Integrated Report.
« ESG focus driven from Board Level - Board approved ESG Policy Framework
« Dedicated ESG unit
« Formally appointed ESG Champions in all Strategic Business Units
« Published ESG Policy Statement. /

/ Digitization Road Map
« Omnichannel - Feature enhancements
« Core banking - ongoing, expected to go live in 2023.

v/ Staff performance
« 91% of staff met and exceeded targets (against a target of 90%).

v/ Corporate Wellness Plan
« 337 webinars and physical health talks.
« FY22 focus area for wellness programs was on Financial Wellness.
(Detailed in the ESG section of this Integrated Report.) /
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Transformation . ffici
In 2014, to sustain the growth momentum and put the group on a new growth trajectory, the Board of Directors appointed Operatlonal E aency

McKinsey & Co. for a growth and efficiency review. Developing a transformational culture across the institution has steered e . R 2 . .
: i , L - « Distinctive Customer Experience initiatives - Process automation - focusing on top 20 customer journeys
the bank towards becoming a ‘Digital Bank’ and enhanced cross-departmental synergies in Co-op. The Bank has a dedicated . .
. . . . : L for automation through Business
Transformation office that has been key in follow up and seamless implementation of all the transformation initiatives.

The eagle keeps soaring through the implementation of reiterative strategies and embeddedness within our business models. siiocessiManagementsystemiEREMS) e pinuotlplEEe S BigVeent

« Ensure implementation of Compliance, Risk and Anti money Laundering (AML) initiatives to meet all
regulatory guidelines
« Data governance
« Continuous review of the 8 types of Waste across structure, processes and policy i.e. Intellectual, motion,
rework, overproduction, unnecessary processing, transportation, inventory and waiting to free up time for
1 9 M NO. 2 sales at branch and head office units /
e Asset Finance
provider in Kenya

Key
Success

MSME account Sales Force Effectiveness for Co-operatives Banking including

Measures holders. by market share.

implementation of the Digital Strategy for Co-operative Bank

« Digitization of Co-operatives Banking.
« Capacity building of relationship managers.
« Support in asset, liability and Non-Financial Income (NFI) growth by tracking, monitoring and sustaining rhythms.

+170,000 §  KShs.

MSME clients 84.2 B 47.1% 9% e ) :
onboarded on the * Cost to income increase in staff Digitization and innovation
disbursed through

new pac|.<ages e-credit ratio productivity Drive implementation and full benefit realization of the ongoing Digital initiatives in partnership with IFC:
-Gold, Silver, c . . o
Bronze * Omni-channel « Product Rationalization
« Digital Hub and Innovation Framework « Open Banking

+1 6'000 274 3 .4 - Digital Technology Capability Review « CRM & BPM (Automation) Support /

I P « Core Banking System - New Core Banking implementation ongoing. e« Digital Co-operatives
customers average product

dertook programmes (Clinics, ; -
o undertook Networking forums holding within NPL & Credit processes
hancial capacity and international MSME packages.

G

building sessions. trips) « Implementation of Project Kilele initiatives around time on nature of the anomaly) to customers already in
’ to yes and time to money. Steering sandboxes formed distress.
for rollout of initiatives. « Revamped realization process and aggressive
The transformation pillars of growth and efficiency strategically underpin the initiatives. The transformation culture is - Sustained customer engagement at both pre and post marketing of realized collaterals.

: delinquency using various channels: SMS, calls, e-mails, . ; i A
embedded in rituals, routines and rhythms across the bank. The transformation team has staff across the bank facilitating for Ietter(s] and zisits. g Sustain best practices learnt through portfolio
cross functional transfer of skills, knowledge and evaluation of the initiatives. ) ] e decentralization, project Kilele and project connect
The group’s strategic objectives are supported the below programs and enablers » Continued analysis of early warning signs -Revamped gL

grodp U PP prog ) analysis of portfolio trends (sector/Industry) and » Continuous involvement of all stakeholders in
Transformation Initiatives assessment of individual clients. Leveraging on remedial initiatives with clear action plans.
predictive analytics to detect likelihood of default. . .
. £ solutions/ (Analysis of root « Continuous improvement of debt recovery through
. . . « Offering a range of solutions/cures (Analysis of roo innovative solutions and campaigns
Branch Transformation (MSME & Retail Sales Force Effectiveness) \ causes and identification of possible treatment based

« Micro, Small and Medium Enterprises (MSME) Transformation. To leverage and unlock the huge and lucrative

potential of the MSME segment.
» Retail SFE. To leverage and unlock the 184-branch network potential for Asset, deposit and NFI growth by Key Transformation Enablers:

segments and product houses. Orchestration and support of front office staff to serve clients with ‘basket of - o . ; ;
goods and services'. o ICT capability, reliability & Shared Services strategy _}Shared Services Strategy enables for centralised

operational support and digitisation across the bank,

« Leverage on Channels for Sales and non-funded income (Alternative Banking Transformation). + Data Analytics and Business Intelligence ] w13 B (o LoveraEe 60 Gaaer s el sl and
L « Proactive CrEij‘t management increased efficiency:
« Staff productivity. Performance Management, « Omni-channel (mobile and internet banking)
Sales Force Effectiveness for Corporate and Wholesale Banking Dialogues and Rhythms « CRM 365 as the authority on customer engagements.

. . . e + Agile culture and practice. « Business Process Management System (BPMS) for
« Designed and implemented sector focus/industry specialization. « Transformation Office providing Accountability, inter and intra departmental processes.
« Enhanced go to market strategies and training in collaboration with IFC. Tracking and Communication j « E-commerce through Verified by Visa.

« Money Transfer Organizations (MTO) partnerships

« Supply Chain Finance & Distributor Finance program underway in collaboration with Business Banking Department b
for international remittances.

. i » Innovation and Fintech engagement framework

» Omni-Channel for Corporate Banking centralizing partnerships with third parties.

« Centralized Business to Business (B2B) interrogation.
« Data Analytics capabilities.

« Support in asset, liability and NFI growth by tracking, monitoring and sustaining rhythms.
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2022 Environmental, Social and
Governance Report

Our Policy:

“We are fully committed to
sustainable development and to
achieve positive environmental

& social outcomes with good
governance”.

“—:
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CEl Our ESG Priorities

Transforming lives and creating sustainable value

Founded in 1968, The Co-operative Bank was established by co-operators to address the need for sustainable and accessible
financial services. Rooted in the values of the Co-operative Movement, we have made it our mission to improve the lives of
millions through innovative financial solutions.

Our commitment to ESG is driven by a comprehensive ESG policy framework that articulates our unwavering dedication to
sustainable business practices. This is demonstrated by our Board of Directors who continuously ensure that our corporate
governance values are founded on the pillars of responsibility, accountability, fairness, and transparency.

Our commitment to responsible environmental stewardship is demonstrated by running our business in such a way that it
leaves minimal adverse impact on natural resources and the environment for the future generations. We are also committed
to positively impacting the society around us by fostering growth, reducing poverty, and improving financial inclusion
and shared prosperity in Kenya. By integrating ESG into all aspects of our operations, we aim to deliver both financial
performance and long-term value to our stakeholders.

Sustainability through policy and governance in Co-op Bank is deep-rooted. Our commitment is aligned to the following:

S Giobal | Mol | sy | coporae

UN Sustainable Kenya’s Vision 2030 and Kenya Bankers’ Association Our Corporate Strategic
Development Goals (SDGs)  the Big Four Agenda Sustainable Finance Plan (2020-2024) Theme 6:
(accelerates Vision 2030) Initiatives guidelines Positive impact on Economy,

IFC Exclusion List & Society & Environment

Performance Standards CBK Guidance on Climate-
Related Risk Management Our ESG Policy Framework
NSE ESG Disclosure Our ESG Roadmap
Guidance Manual Our Climate Related Risk

Management Roadmap

Co-op Bank ESG

‘Creating Sustainable Value’

Enabling the achievement of

I(enya () I(enya () p-—,f I(enya ()
V|S|0N2030 vision2030 V|S|0N2030
POLITICAL PILLAR SOCIAL PILLAR ECONOMIC PILLAR
Government influences the economy « Affordable Housing « Enhancing Manufacturing

& hence the Banking industry through « Universal Health Coverage « Food Security & Nutrition
Trade/Tax/Green Policies & stability

Environmental Governance

Kenya Bankers Sustainable CBK Guidance on Climate
Sl AT 4 ek Finance Initiative Principles Related Risk Management
2020 - 2024 Corporate

. Formal Environmental & Social . .
Governance from Board level ESG Policy framework Management System (ESMS) ESG implementation Roadmap
Dedicated ESG Unit Groupwide ESG Champions Enterprise Risk Management
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Policy Statement

Introduction

Co-operative Bank of Kenya Ltd was formed by Co-operators through their Co-operative
Societies in 1968 to ensure delivery of affordable financial services to the Co-operative
movement for maximum benefit of the societies’ members. Sustainability is thus the
backbone of our strategy and operations to date.

Co-operative Bank Group is committed to transforming lives and being a responsible
corporate citizen. The Bank believes that sustainable development and sustainable profit
growth are complementary to each other and create a positive impact on the economy,
society, and the environment.

Co-operative Bank Group is a responsible financial partner and supports the UN
Sustainable Developments Goals (SDGs) by developing products and services aimed at
addressing challenges identified by the SDGs with the support of the Co-operative
movement, customers, funding partners, investors, and all other stakeholders.

Our ESG Policy

We are fully committed to sustainable development and to achieve
positive environmental & social outcomes with good governance.

The Co-operative Bank Group objectives under this policy are:
e To incorporate strong environmental, social, and corporate governance
principles throughout all operations and business activities.

e To comply with relevant national laws, regulations and agreements on the
environment, climate change, health, safety, and social issues to which the Group
subscribes to and in the countries it operates in.

e To evaluate and manage environmental and social impacts when developing
policies, products, or major change initiatives.

e To communicate this policy to internal and external stakeholders as part of

regular reporting.

This policy shall be applied entefprise-wide and covers all material operations, including
geographies, corporate function§, and business units of the Co-operative Bank (Co-op
Bank) Group.

Signed:

i

DR.'GIDEON MURIUKI - CBS, MBS
GROUP MANAGING DIRECTOR & CEO
NOVEMBER 2022
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CE Our ESG Journey in 2022

CE) A Leading ESG Bank

In 2022, the Bank embarked on an ESG roadmap to integrate ESG considerations into its operations, achieving several key
milestones. Key ESG governance matters were defined to ensure that the Bank has effective policies, procedures, and practices
in place to identify, manage, monitor, and report on environmental, social, and governance (ESG) matters that may impact the
Bank’s operations and stakeholders.

This process included enhancing the Board Charter, Board of Directors, and Board of Management’s terms of reference
with ESG roles and responsibilities. An ESG Champions Committee was formally appointed, and a dedicated ESG Unit was

4§ established. The Bank also appointed ESG champions across the entire Group, representing all Divisions, Subsidiaries, and
Control Functions.

An enabling ESG policy framework was developed and approved by the Bank’s Board of Directors. This policy framework
guided the review of existing Bank policies to ensure that ESG considerations are anchored in policy and embedded in our
standard operating procedures. Enterprise-wide capacity building programs have been developed, and training is ongoing
using both external and internal subject matter experts to enhance the knowledge, skills, and expertise of employees and
stakeholders in the areas of ESG issues, principles, practices, and regulations. In 2022, we published our ESG Policy.

Additionally, to operationalize the ESG policy framework, ESG Key Performance Indicators (KPIs) were included in the targets
for all champions at all levels of the organization for 2023.

The Bank is continuously undertaking ESG capacity building for all staff. So far, 35% of total staff have completed the Kenya
Bankers Sustainable Finance Initiatives Training Modules I to lll, available at https://sfi.kba.co.ke.

ESG Best Practice

« We have a formal, Board-approved Environmental and
Social Management System (ESMS) integrated into our
day-to-day activities.

» We apply the ESMS in conjunction with other policies
within our enterprise risk management framework,
ensuring a holistic approach to risk.

« The Environmental and Social Management System
(ESMS) is governed and owned at the Board of
Directors level and aligns with our strategic objectives,
mission, vision, and purpose.

«We have referred to the International Finance
Corporation (IFC) guidelines in developing our policy,
customizing it based on our portfolio, structure, and
responsibilities.

« The Board approved an ESG Policy Framework focused on  « Our ESMS includes the application of the IFC exclusion
five key areas: ESG framework, Environmental & Social list for all our lending.
Management System (ESMS), ESG risk management,

Climate-related risk management & integration, and °We have adopted the Kenya Bankers Association
SuEEiTE e Finsnee femerek. Sustainable Finance guiding principles and minimum

standards in their entirety.
« The Bank has integrated ESG into business practices and

established a dedicated ESG Unit. ESG champions have ®We directly invest in Environmental & Social (E&S)

been appointed across all divisions, control functions, and initiatives by partnering with development financial

subsidiaries of the bank to implement the ESG agenda. ~institutions (up to KShs. 2.2B in December 2022)

A cross-functional ESG Committee has been formally ~ to provide special credit lines that promote E&S

appointed to enhance the operationalization of our ESG sustainability. - :

Policy Framework. ESG Key Performance Indicators (KPIs) . we ensure continuous training for all our staff to 1 RUNNER up
have been cascaded throughout the Bank. cultivate best practices. : i !

; Awarded to
» The Board Charter, Board of Directors, and Board of  .\e conduct our own activities with regard for the Cooperative Bank
Management’s terms of reference have been enhanced with environment and the communities within which we LMC lﬁir-r:“ -

ESG roles and responsibilities. operate.

Service Sector
_ Award
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Co-operative Bank is playing its role in afforestatlon to alleviate the Climate Change effects. Co-operative Bank staff
plant trees in the Upper Tana region.

1
g
= |

Director ICT and Innovation Charles Washika (centre), receives the award for the No. 1 Digital Bank awarded for the
Mco-opcash Mobile banking platform, in the recently held Digibank Awards.
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[BB) ESG Governance BB Our ESG Framework
The Bank has taken a proactive approach to addressing sustainability, environmental, and social risks by adopting robust Our ESG framework ensures that we integrate ESG considerations into decision-making processes and operations, and it ensures
policies and processes that are integrated into all aspects of the Bank’s operations. The Board of Directors provides oversight that we operate in a sustainable and responsible manner, while creating long term value for all stakeholders.

of these issues and has established clear responsibilities for Executive Management, ESG Champions, and the ESG Team to
ensure that sustainability is strategically addressed at all operational levels. Through this comprehensive ESG governance
mechanism, the Bank is well-positioned to mitigate potential negative impacts and leverage opportunities for positive impact
in a rapidly evolving landscape of environmental and social risks.

Our ESG Framework

The figure below depicts our ESG governance model which enables the implementation and monitoring of our ESG strategy Our aim is to have positive impact on the
at all levels, from the Board of Directors to our business and corporate functions. economy, society, and the environment.

Board of Directors (BOD)

Banking Division Division Division Division

EZ0 AEL=aD8 &8 B
L RN L] ' L

T Environmental Social Governance
’ - .
ah
A\ o e
[ f \N¢ -y A IIIT
. . Group Managing Director Board Credit Board Staff & . . . o . . . _ -
cgfﬂ‘:zi'g é“(‘é';c) cOn‘fl‘_’n"ig’eE'(Sch) & Chief Executive Officer Committee Nominations Bolster environmental health Contribute to inclusive economic Build enterprise resilience
(GMD & CEO) (BCO) Committee (BSNC) through sustainable practices, outcomes through our business through ESG integration.
A A financial products, services activities, philanthropy, supply chain,
; : and programs. employees and communities.
Chief Internal Chief Risk Head of I + +
Auditor (CIA) Officer (CRO) Compliance E Board of Management (BOM) ! [ ] [ I ]
: : : E'g'(r:ﬁrr:]";fe"t Rsse[;gﬂige Financial Social Economic ESG Business
LR E O LCEEE PP Ao ’ ! Inclusion Inclusion Inclusion Integration
! Change Use
Credit Human Resource . Corporate & ICTE ‘
M - . Operation - N 1
anagement & Administration Divisi Institutional Innovations 1
Division Division (HRD&A) fvision Banking Division Division i
Retail & Business Company Secretary’s Co-operatives Finance & Strategy 0 B o i vy

Kinadom Co-0p Bank Co-op Trust Co-0 Co-op Consultancy Investor
Kingdom Bank Secgrities SouthpSu dan Investment Co-op Fleet Foun dafion & Bancassurance Relations &
Services Ltd Intermediary Ltd Strategy Dept
ESG Champions Committee drawn from the following: T
Transformation, HRD&A, Credit, Risk Dept, Co-operatives, Retail, ESG Champions
Corporate, Co-op Foundation, CCBI, Compliance, Co-op Bank South Sudan, Groupwide representation: > ESG Unit
Kingdom Bank Ltd, Business Change Management, ESG Unit Includes Subsidiaries & Control
ESG Champions of functions with high Environmental & Social impact in the Group. Departments
The committee ensures a progressive Group ESG strategy in liaison with the BOM.
ESG Unit coordinates ESG
The Board of Directors (BOD) through the The Board of Management: . stratigy acrossEtShé .
Board Risk Committee « Implements the Bank’s ESG strategy ensuring ESG rl?]ltjep r:teer:jsiunrfo our s
= Has the primary responsibility to oversee the effective integration in the day-to-day activities of the Bank. day-to-?:lay practices with
management of ESG risks and opportunities in the Group the support of ESG
Champions.
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The specific focus areas and goals of our ESG framework are as follows:

Environmental

Supporting the transition to a low-carbon economy and reduce the impact of climate change

« Developing and offering green loan products and services for renewable energy, energy
efficiency, and sustainable infrastructure projects.

« Collaborating with partners to promote innovative solutions for climate resilience, such as

Environment & Climate
Change

RoSutiion 13 e investing in projects addressing water scarcity or supporting sustainable agriculture.
@ « Committed to measuring our financed emissions and use this data to establish science-
based targets aligned with the Paris Agreement’s goal of limiting global warming to well
1 5= oo below 2°C.
Qi « Implementing measures to reduce the Bank’s own operational carbon footprint, such as

energy-efficient building design, reduced paper usage, and encouraging employee use of
public transportation.

Encourage the responsible and efficient use of resources through the Bank’s operations

« Implementing waste reduction strategies by establishing recycling programs, eliminating
single-use plastics, and promoting paperless transactions and communications.

« Optimizing energy use by implementing energy-efficient technologies in bank facilities,
such as installing LED lighting, utilizing smart thermostats, and employing energy
management systems.

« Encouraging the use of renewable energy sources by installing solar panels on bank
premises

« Promote water conservation measures by installing low flow fixtures, and performing
regular maintenance to minimize water leaks.

Social

Enable access to financial solutions supporting economic development and reducing inequality

« Expanding digital banking platforms and increasing our branch and ATM presence in
underserved areas.

« Offering financial education through workshops, online resources, and personalized
consultations.

» Developing tailored loan products for underserved communities, with competitive
interest rates and reduced barriers.

» Providing specialized financing solutions, mentorship programs, and resources for micro,
small and medium enterprises.

Financial Inclusion

o REDUCED
1 POVERTY 10 INEQUALITIES

it | « % >

Promote financial intermediation in the economy
Economic Inclusion « Supplying investment capital and loans for initiatives increasing affordable housing, job
creation, and supporting a just and orderly transition.
8 oo | 9 Rowmiammor « Facilitating trade and investment flows between countries and key global markets.
M « Supporting sustainable infrastructural development and upgrades for economic growth.
L « Contributing to the country’s prosperity and stability by ensuring timely payment and
facilitation of tax collection.

Empower and build resilience in the community, especially for the underserved
« Investing in employee health, safety, and wellbeing.
« Financing health, water, and sanitation infrastructure and projects.

Social Inclusion

‘GOOD HEALTH QuAuTY
AND WELLBEING EDUCATION

3 Ul « Increasing access to inclusive, quality education.
« Fostering job creation and staff development.
mwe [ g o | gq sewarens « Promoting employee diversity and equal gender access to financing.
gl M E « Engaging in corporate social responsibility initiatives and social investments.
“' f éﬁ « Supporting affordable housing projects.

Governance

» Strong Corporate Governance Practices

ESG Integration

16 PEACE, JUSTICE 1 PARTHERSHIPS
ANDSTRONG FORTHE GOALS
INSTITUTIONS

Y, | ®

« Collaborating with international financial institutions to achieve common goals.

» Upholding strong business ethics and integrity, prioritizing customers, community, and
the planet.

« Developing and integrating a formalized ESG operating model within the bank.

« Implementing comprehensive enterprise risk management strategies.
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CE Stakeholder Engagement

The Co-operative Bank prioritizes stakeholder engagement and takes a stakeholder-inclusive approach to corporate governance,
led by the Board of Directors and Board of Management. In the 2021 corporate governance assessment by the Capital Markets
Authority (CMA), the Bank received a leadership rating for its stakeholder relations. Key stakeholders are identified, and their
feedback is incorporated into policies, procedures, and strategies that are regularly reviewed for relevance and effectiveness.
The Bank is committed to meeting the unique interests and expectations of each stakeholder group and maintains transparency
in communications. The Bank has a formal dispute resolution process and regularly reports on ethics to stakeholders to ensure
alignment with social and environmental responsibilities. Additionally, a dedicated team of staff has been tasked with ensuring
accurate and efficient feedback to and from stakeholders, providing relevant and up-to-date information about the Bank’s
performance to existing and potential shareholders while addressing continuously changing concerns about our ESG work.

Our Key Stakeholders

Regulators &
Policy makers

Integrated Report 2022 ‘ . /7




A

About this Integrated
Report

Our Leadership Co-op Bank Model Our Capitals

CUSTOMERS

Operating
Environment

Strategic Focus
Review

Ways we Interact:

« Solicit feedback by phone, in person, email and
online including social media.

« Formal complaint-handling process

« Use of service surveys/questionnaires

« Customer engagements in webinars, training
workshops, product launches and exhibitions

How we Respond

Key ESG concerns

« Business Ethics

« Customer service quality
« Dispute Resolution

« Fee changes

« Credit decisions on customers

« Cybersecurity and data privacy

« Reliability of digital channels

« Product Quality and Suitability

« Continued impacts of COVID-19

« Disability sensitive facilities
« Ethical and sustainable sourcing practices

« Marketing and advertisement
communications are truthful.

Environmental, Social and Financial Statements
Governance (ESG)

J

Business Code of Conduct and Ethics: Co-operative Bank
(co-opbank.co.ke)) outlines our commitment to ethical and
transparent business practices. We are committed to
treating our customers fairly and honestly.

Customer service quality: We aim at providing exceptional
customer service and continuously strive to improve our
services. We have implemented various initiatives to
enhance customer experience, such as customer feedback
mechanisms and regular training programs for our staff.
Co-op Bank was named “Overall Winner” in the 2022
Customer Satisfaction Survey of the Kenya Bankers’
Association

Dispute Resolution: We have centralized all disputes
through our CRM system, ensuring efficient dispute
resolution

Fee changes: We regularly review our fee structures to
ensure that they remain competitive and provide value for
our customers. Any changes are communicated
transparently and well in advance.

Credit decisions: Our credit decisions are based on robust
risk management processes and regulatory requirements.
We strive to make fair and objective decisions, considering
each customer’s unique circumstances.

Cybersecurity and data privacy: We take cybersecurity and
data privacy very seriously and have implemented
comprehensive measures to safeguard our customers’ data.
We regularly review and update our security protocols to
ensure that they are up to date with the latest industry
standards.

Reliability of digital channels: Our digital channels are monitored
and maintained regularly to ensure that they remain reliable
and secure. We have implemented measures to minimize
downtime and provide seamless customer experiences.

Product Quality and Suitability: Our bank’s products
and brand propositions are designed to far exceed
customer expectations and respond to the
diversification and sophistication of their needs. We
focus on understanding our customers’ needs and
have created a comprehensive range of ethical and
excellent products that we deliver through innovative
delivery channels. We welcome feedback from our
customers and use it to inform our product
development.

Continued impacts of COVID-19 on customers: We
understand the challenges that our customers are
facing because of COVID-19 and have implemented
various relief measures to support them during these
difficult times.

Disability sensitive facilities: We are committed to
providing disability-sensitive facilities and services to
all our customers. We have implemented various
measures to ensure that our facilities are accessible
and welcoming to all.

Ethical and sustainable sourcing practices: We ensure
that our suppliers comply with good business
practices and have set minimum requirements to
guarantee quality and sustainable supply of services,
while minimizing negative social and environmental
impacts.

Ensuring marketing and advertisement are truthful:
We ensure that our customers can trust that our
marketing and advertising communications are
honest and truthful. We do not use misleading
language or images, and we ensure that any offers or
promotions are truly free or new. Additionally, we do
not target children or minors in our advertising. We
use legally obtained images and compensate our
models appropriately.
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Ways we Interact:

« Dedicated human resource business partners

« Employee performance discussions,

« Employee coaching and assistance

« Employee complaint handling process & hotline

« Regular staff meetings

« Employee engagement surveys

« Employee training - virtual, face to face,
elLearning, staff briefings etc.

How we Respond

Employee financial and health wellness including mental
health, work/life balance: We offer various programs, such
as health and wellness programs, employee assistance
programs to support our employees’ overall well-being.
For staff with new-born, in accordance with existing labor
laws and best practice, they are allowed time off.

Key ESG concerns

Employee financial and health .
wellness including mental health, .
work/life balance

Career and skills development
Role reengineering and training .
Compensation and recognition

appraisal process

system

Improving work processes and tools  «
Openness and accountability
« An objective and fair performance « Safe, accessible and healthy work environment

Effective performance and reward .

Equal opportunities for all staff
« Upheld labor standards

« Diversity and inclusion

Responsible marketing and advertising
practices

J

Career and skills development: We are committed to
providing our employees with opportunities for career and
skills development through various training programs,
mentorship, coaching and job rotations. Our aim is to
support our employees’ career growth within the
organization.

Role reengineering and training: Our Transformation
Initiatives have re-engineered the teller role, and now our
tellers are Sales and Service advisors. We have also
retooled our relationship managers to offer the best from
our customer-centric basket of products. Our staff are
well trained and knowledgeable, which enables them to
guide customers to the financial solutions that best suit
their needs.

Compensation and recognition: Our Bank is committed to
providing fair and competitive compensation and
recognition to our employees based on their performance,
skills, and experience.

Improving work processes and tools: We are continuously
evaluating and improving our work processes and tools to
enhance our employees’ productivity, efficiency, and job
satisfaction.

Openness and accountability: Our Bank values openness
and accountability in all our operations, including how we
interact with our employees. We have various channels for
employees to raise concerns, provide feedback, and offer
suggestions, such as our employee feedback surveys.

An objective and fair performance appraisal process: We
have a performance appraisal process that is objective,
transparent, and fair. The process is based on clear and
measurable performance indicators that are aligned with
our Bank’s objectives and values.

Effective performance and reward system: Our
performance and reward system is designed to
recognize and reward employees who demonstrate
exceptional performance and contributions to the
organization. We have a comprehensive reward and
recognition program that includes bonuses,
promotions, and other forms of recognition.

Equal opportunities for all staff: We are committed to
providing equal opportunities for all staff, regardless
of their race, gender, age, religion, or other personal
characteristic