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Over the years, organisa�ons have made drama�c changes to their respec�ve risk management policies. 
This has largely come in response to new regula�ons, which are a result of the ongoing regional and 
global financial slowdown, and are set to undergo more changes as new trends and disrup�ons lie ahead 
in prepara�on for 2020. Changing regula�ons and ever-evolving customer expecta�ons, supported by 
advanced analy�cs such as machine learning, are enabling new risk-management techniques.

Today, while a large por�on of the popula�on remains unbanked, financial inclusion is a key enabler to 
boos�ng prosperity. Analy�cs is changing the face of credit risk as we know it, playing a growing role in 
helping lenders assess borrowers more accurately and make faster decisions. The focus on advanced 
analy�cs, and the investment being made in it, is increasing for reasons varying from regulatory 
expecta�ons to the need to stay compe��ve and minimise risk related losses. As a result, risk 
management prac�ces con�nue to gain wider adop�on and C-level execu�ves are paying more to 
manage all types of risks.

It is �me to fundamentally rethink your business model and expand your por�olio insights by exploring 
how advanced risk analy�cs and decisioning techniques can transform your business.

We would like to thank the organisa�ons and professionals that responded to this survey, which helps us 
to understand the shi�ing risk-related priori�es. We truly value the informa�on you have provided and 
appreciate the �me and feedback you have given to this survey. 

Qarar aims to remain at the forefront of an�cipa�ng disrup�ve forces to assist in strategy development 
and help organisa�ons take proac�ve steps to stay in line with industry trends.

About the Survey

Organisa�ons need to adopt several new risk management prac�ces to align themselves and prepare for 
2020. While knowing your strategic business priori�es is important, many organisa�ons struggle while 
implemen�ng them. Being hampered by organisa�onal silos is a top risk-related failure. 

The most innova�ve and progressive organisa�ons are those that have realised the benefits and use of 
data, par�cularly in analy�cs-led decisioning. To facilitate this enormous shi�, we work with organisa�ons 
to unlock the true value of their data to deliver increased profit and revenue enhancement. Through the 
unique combina�on of Qarar's bespoke advisory, analy�cs and so�ware, we ensure our clients op�mise 
their business decisions at every customer interac�on.

The Road Ahead
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Industry

Banking

74%

Telecom

9%

Public Sector

4%

Financial Sector

13%

The Qarar Market Pulse is a series of short market survey reports that aims to measure and report on 
the ma�ers that are most important to our clients, covering topics like analy�cs, regula�on, compe��on 
and risk management. This report on The State of Credit Risk Analy�cs in the Jordan Financial Services 
Industry shares the findings of responses collected between 15th January and 1st March 2018 from 23 
credit risk professionals in Jordan, of which 87% were from the BFSI sector, 9% from the telecoms sector 
and 4% from the public sector.

Key highlights of the survey:
1.  57% of Jordanian risk professionals said their primary focus is to improve customer experience as a
      top business priority, indica�ng more alignment with business objec�ves.
2.  Over 56% of respondents chose customer service as a core risk management process that will be 
      automated by 2020.
3.  Minimising risk-related losses was one of the top drivers for employing new credit risk analy�cs 
      within an organisa�on.
4.  88% of the respondents believe that analy�cs is the way forward when it comes to managing credit 
      risk within an organisa�on.
5.  35% of the audience is considering using machine learning for new business acquisi�on purposes, 
      followed by 22% for fraud iden�fica�on.
6.  Skilled human resources, availability of new IT solu�ons and development of predic�ve analy�cs 
      solu�ons are the top three challenges in the region in terms of deploying credit risk analy�cs across 
      organisa�ons.
7.  More than half of respondents (52%) felt that internal resources are not up to the mark when it 
      comes to developing sophis�cated predic�ve models for the organisa�on.

“Opportunity cannot exist without risk. Risk management needs to be taken in a strategic and tac�cal 
direc�on with a value-focused approach, because opportuni�es that create value have the ability to 
boost reputa�on, market share, and compe��ve advantage. Risk professionals need to shi� their 
approach from being risk-averse to risk-aware, and organisa�ons need to get ahead and an�cipate 
disrup�ve forces to alter their strategy.”
- Zaid Kamhawi, CEO, Qarar
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In your opinion, which are the 3 most important business
priorities for your organisation over the next 3 years?

Customer knowledge is ever increasing and consumers looking for the best product are not afraid to 
vote with their feet. It is interes�ng to see that 57% of Jordanian risk professionals focus on improving 
customer experience as a top business priority, indica�ng more business alignment. 

Opera�onal efficiency at 52% is no surprise as the financial services market is maturing and top-line 
growth is no longer a simple endeavour. This reflects a more cost-conscious approach to 2018 for banks 
in response to expected slow growth, but in the longer term it is more of a response to the need to 
automate processes. 

The feedback received is centred on efficiency, increased market share and maintaining customer 
sa�sfac�on. These are typical characteris�cs of a maturing financial market landscape where 
organisa�ons are star�ng to realise that compe��ve products are becoming commodi�sed, switching 
costs are quickly reducing, and customer longevity is becoming increasingly important. 

It is interes�ng to note that regulatory compliance is lower down the list, especially in light of the recent 
IFRS9 regula�on enforcement and a more compe��ve landscape. 

Another key point of interest for responders was fraud, which is normally correlated with an 
organisa�on's exposure to conduc�ng business online. As online business increases, fraud risk is 
becoming a greater area of focus. It is difficult for organisa�ons to iden�fy the amount of fraud they 
absorb as most fraud losses are considered as part of 'normal' credit risk losses. Organisa�ons will need 
to be more aware of first or third party fraud to ensure they invest in the right infrastructure. 

In this context, Qarar believes a paradigm shi� is required from manual/subjec�ve decisions to an 
analy�cally-driven decision approach where every decision is made based on empirical predic�ve 
models and executed/monitored through automated solu�ons.

• Improve cost
   effec�veness

43%
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Over 56% of respondents chose customer service as a core risk management process that will be 
automated by 2020. With the majority of banks chasing a common pool of customers, differen�a�ng 
based on customer service and automa�on will be a key difference in the value proposi�on to the 
limited pool of borrowers within the market.

This supports our thinking that banks will increasingly focus on building market share from exis�ng 
rela�onships rather than new ones. This includes processes such as automa�c line increases and over-
limit authorisa�ons that need immediate risk assessment. With the drive toward digi�sa�on and online 
channels, the market will see more cross selling (39% of respondents) of new products taking place 
online rather than face-to-face. 

Debt management is also a key focus area, with over 47% of respondents indica�ng a need to u�lise 
predic�ve models in accurate collec�ons segmenta�on, ensuring the right account is allocated to the 
right collector at the right �me, with an objec�ve of op�mising money collected through a balance 
between customer service and collec�ons ac�vity.

When considering the digi�sa�on of risk components and automa�ng systems, we need to establish the 
market trends of customers as well as the requirements of financial ins�tu�ons. The problem does not 
lie in digi�sing but in providing the right offer to the right customer and allowing the consumer to 
become the decision driver with the aim of reducing turnaround �mes. There is a clear need to 
automate customer experiences by implemen�ng decision engines and solu�ons across the credit life 
cycle, including acquisi�on, account management and collec�ons.

Which of the following core risk management processes
will be digitised or automated over the next 3 years?

39%
Cross Selling

New products

Customer
service

57%Debt
Management

48%

Customer
Rewards

22%

Others
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What amount of time does your organisation spend on analytics?

4%
All the
�me

9%
Not much

at all

It is important to understand the financial sector investment in analy�cs as a func�on within a region. 
70% of the respondents state that they spend anywhere from a moderate amount of their �me to the 
majority of their �me on analy�cs. At Qarar, we believe the majority of the analy�cs work reported is 
focused on descrip�ve and diagnos�c type analy�cs and specifically on predic�ve model development or 
op�misa�on work (prescrip�ve analy�cs). Banking execu�ves in Jordan need to urgently scope a 
roadmap for making predic�ve analy�cs more important if they are to remain compe��ve in the future.

How reliant is your business on 3rd party data for
risk based decisions?

61% 9%
High Medium

30%
Low

4% 52%43%
High Medium Low

39% 26%35%
High Medium Low

Credit Bureau Data Social Media Data Government Data

As alterna�ve data sources are becoming very important for banking the unbanked, strategic investment 
is needed into new data sources other than the credit bureau.

Credit Bureau and government data seem to be taking the lion's share of the third party data sources 
considered in risk-based decisions. Again, here we would challenge whether full benefit is being 
extracted from credit bureau informa�on, and if so, what kind of IP is being derived from it. Consul�ng 
firms alongside banks should drive execu�ve adop�on of third party data through tangible business 
cases to substan�ate the value of such data.

39%
A moderate

amount

30%
The majority

of �me

17%
A small
amount
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Since 2015, how much has analytics changed credit risk
in your organisation?

Nearly 67% of the respondents say that risk analy�cs brings about posi�ve changes in an organisa�on's 
approach to managing credit risk, with another 21% sta�ng it brings about a small change. This makes a 
total of 88% of the respondents who believe that analy�cs is the way forward when it comes to 
managing credit risk within organisa�ons.

These organisa�ons have undoubtedly realised that there is lot of value in using data for decision making 
and moving away from subjec�vity and judgmental decisions. The use of advanced analy�cs results in 
be�er risk management, customer management and increased opera�onal efficiencies. As a star�ng 
point, banks should aim to use predic�ve methods such as applica�on scorecards, along with any 
available bureau score, to drive customer acquisi�on decision. This can be followed by the use of 
behavioural models to be�er manage product por�olios.

Not much
at all

A small
amount

Stayed the
same

Changed
slightly

Changed
drama�cally

4%
22% 9%

30%35%
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Which of these roles are spearheading advanced
analytics in your organisation?

As data and analy�cs is becoming a top agenda item globally, it's no surprise that respondents iden�fied 
CROs along with CEOs and CFOs as the leaders of this ini�a�ve. Understandably so, as these execu�ves 
have realised the importance of advanced analy�cs while making cri�cal decisions. This is coupled with 
an increased focus and scru�ny from the regulators on managing risk effec�vely. They understand the 
importance of being able to iden�fy measure, manage and monitor risk across all func�ons. Apart from 
managing losses and provisions, advanced analy�cs provides a compe��ve advantage and is the key 
enabler to op�mising risk-reward trade-offs. It is also cri�cal to note the value that advanced analy�cs 
can have on areas outside of risk, specifically in the area of marke�ng for customer targe�ng, reten�on 
and cross sell.
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What are the top 3 challenges in deploying credit risk
analytics within your organisation?

Credit risk analy�cs has evolved over the years, moving from using simple management informa�on 
reports to using sophis�cated predic�ve models involving sta�s�cal algorithms. These techniques have 
helped organisa�ons make insigh�ul decisions. While advanced sta�s�cs and machine learning 
techniques are being adopted globally, this survey aims to understand the level of sophis�ca�on in the 
Jordan market and also the challenges in adop�ng credit risk analy�cs across organisa�ons.

The survey results reveal that skilled human resources, availability of new IT solu�ons and development 
of predic�ve analy�cs solu�ons are the top three challenges in the region in terms of deploying credit 
risk analy�cs across organisa�ons. Around 61% of the respondents feel that applying new so�ware and 
system solu�ons is the most challenging task. It is common for organisa�ons that start their analy�cs 
journey to realise at some point along the way that models need to be automated and configured into a 
so�ware solu�on, usually a scoring engine or a decision engine. 

Iden�fying the right people for the job (52%) and use of modelling data and employing predic�ve 
analy�cs (48%) are also challenges. Global data science skills are in short supply globally and more so in 
the Middle East, but even the availability of model development talent is not enough on its own to 
implement analy�cs into an organisa�on. As more and more organisa�ons are learning, subject ma�er 
exper�se on how and where to apply models is the missing link to make full use of these models.

Iden�fying Right people
for the job52%

Applying new So�ware
& System solu�ons61%

Sourcing external Structured/
Unstructured data22%

Enterprise-wide Analy�cs
integra�on26%

Restructuring siloed data
& Regulatory systems30%

13%
Responding to Regulatory &
Shareholder expecta�ons48%

Modeling data & employing
predic�ve analy�cs

17%
Detec�ng fraud & Privacy
concerns

9%
Stress tes�ng & Responding
to risk scenarios

4% Other
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Rate your organisational internal resource readiness
for developing predictive analytical models

In terms of organisa�onal readiness for developing predic�ve analy�cs solu�ons, while 48% of the 
respondents felt that their internal resources are competent enough, a high propor�on (52%) felt that 
the internal resources are not fully equipped when it comes to developing sophis�cated predic�ve 
models for the organisa�on. Half of these (52%) said that their employees are learning the specifics of 
analy�cs but are at a nascent stage right now.    

In order to improve credit risk management prac�ces, it is extremely important to invest in developing 
the knowledge base of exis�ng human resources, along with an investment in so�ware and data 
analy�cs solu�ons which can help organisa�ons take a lead among compe�tors. The development of 
sophis�cated models requires availability of appropriate data sources that enable the development and 
also the implementa�on of such solu�ons. Therefore, availability of a robust so�ware solu�on and IT 
systems plays a vital role in achieving the level of sophis�ca�on which could help organisa�ons in Jordan 
to adopt and benefit from world-class credit risk management prac�ces.

Don’t Know

17%
Learning Phase

26%
Competent Enough

48%
Outsourced

9%
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Does your current data analytics strategy allow you
to more effectively manage credit risk

Banks have realised the importance of incorpora�ng data analy�cs to assist the risk teams in be�er 
classifying and managing risk within an organisa�on in the long term. Although the importance of data 
analy�cs as a concept of value add is generally accepted and has been implemented, we have observed 
through our latest survey in Jordan that a number of banks in the region do not have formal data 
analy�cs strategies in place. 

Our survey results have shown that there is almost an equal number of banks in the region with formal 
data analy�cs strategies as banks without formal strategies. Data analy�cs can add tremendous value to 
banks, but it is of vital importance that a structured approach is followed to determine the most efficient 
and produc�ve use of analy�cs and accompanying resources in an organisa�on. A formalised data 
analy�cs strategy is highly recommended.
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4%

Quite
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35%
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31%

No;
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What are the top 3 drivers for employing new credit
risk analytics within your organisation?

It comes as no surprise that the top driver for employing credit risk analy�cs within organisa�ons is 
minimising risk related losses. However, the trend that has come to light through the results of our latest 
survey is that organisa�ons are realising the alterna�ve benefits that analy�cs could offer, such as 
sa�sfying the rising consumer expecta�on for faster responses from financial ins�tu�ons, enhancing 
transac�onal speed and effec�veness, and in essence providing the bank with a compe��ve edge over 
its compe�tors. 

We are also seeing a move towards u�lising analy�cs to either improve or find new analy�cal 
competencies within organisa�ons and thus deal be�er with changes in consumer demands and 
rela�ons, regulatory changes, and internal shareholder requirements.

Company shareholder
requirements

Minimize risk
related losses

61%

Maintain
compe��ve edge

39%

Access to new
analy�cs

competencies

48%

Regulatory
changes

39%

Increased transac�onal
speed and efficiency

52%

Be�er customer
rela�ons

22%

Meet customer
expecta�ons

30% 17%
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Is your business considering using and applying machine
learning over the next 3 years?

More than one third of the respondents responded with acquisi�on as a core area of the machine 
learning applica�on. Growth remains the top priority for all banks in Jordon. With the advent of new-age 
customers who are tech savvy, coupled with the availability of both structured and unstructured data, 
the usage of non-tradi�onal sta�s�cal techniques in risk assessment are picking up. Banks want to 
differen�ate good customers from bad ones and treat them differently, and within the good customers 
bracket banks also want a certain level of differen�a�on to offer more customised services to the best of 
the bunch. This is at �mes difficult to achieve using tradi�onal sta�s�cal methods. 

Another area of applica�on was fraud iden�fica�on, which is again in line with global trends. Fraud and 
collec�ons are the two main areas for machine learning applica�ons. This is because in fraud and 
collec�ons, there is less of a regulatory watch in terms of explaining models like the credit capital model. 
These areas also provide a good business case with quick ROI. 

In general, with the growing compe��on, digi�sa�on and increasing customer expecta�ons, it's 
impera�ve for banks in Jordon to use advance analy�cs techniques to maximise profit and reduce churn.
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About Qarar
Qarar is the region's leading Decision Analy�cs 

company specialised in offering consul�ng, 
decision analy�cs and so�ware technology to 

deliver tailor-made customer management and 
process automa�on solu�ons. Headquartered in 
Dubai and serving customers across the Middle 
East and North Africa, Qarar helps its clients to 

solve business challenges and achieve sustainable 
business outcomes. We achieve this across the 

customer lifecycle by employing the right mix of 
predic�ve analy�cs, and market experience based 
advisory and decision technologies. Our exper�se 
spans Strategy, Pricing, Credit Risk Management, 

Marke�ng and Sales Analy�cs.

Get in touch
If you would like more informa�on about the 

results from this survey or about how the survey 
was conducted, please contact us at 

info@qarar.org.

contact
Qarar

Building 12, Office 220, P.O.Box 502390
Dubai Internet City, Dubai, UAE

Tel: +971 4 3759363
Email: info@qarar.org

Web: www.qarar.org
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