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A word from the
editorial team

Have you ever wondered what it would be like not to
have a home to go to? After a long, hard day at work
or a trip away, do you ever ponder the difficulty of not
having a place to, as Paul Young* so eloquently put it,
“lay down [your] hat?”
Yet for centuries people have left their homes or have
been driven out as a result of wars and occupations,
or out of a desire for a place that could provide
perhaps more safety, autonomy and security, a new
roof over one’s head: a place of one’s own, a new
place to call home.
The essential idea of “home” is a nuance that wafts
through this issue of Middle East Point of View, in
both senses of identity and space, in the macro and
microeconomic sense and in the literal and figurative
sense. In some of the articles included, it is the notion
of bringing the outside in, of importing ideas and
growing them locally that is considered, while in
others, it is about improving one’s environment
and making it an even better place.
In Going local by Umair Hameed, Benjamin Collette
and Francois Gilles, and Mixin’ it up by Joaquin
Martinez, asset management products and the
commercialization of sports venues, respectively,
are notions that are imported and then homegrown.
A similar idea runs through the article on accrual
accounting by Mohammad Jallad and Faisal Darras
(Accrual accounting is for the public sector too) in
which they offer a perspective on the subject for
Arab countries.

Big Data, mining a national resource by Emmanuel
Durou is also about using a local resource, data, to
support governments in their national vision. In Living
in perfect harmony, it is, in contrast, a notion exported
from the Arab world, that of Islamic banking, that is
under scrutiny. Bhavin Shah and Saad Qureshi say that
despite the substantial growth of the sector in recent
years, it would benefit from a more consistent and
harmonized approach in order to penetrate global
markets.
In Journey to Excellence by Tarek Nahle, Joana Abou
Jaoude and Raquelle Azar, the concept of improving
one’s space is examined through their article on
excellence standards and e-initiatives that “have
improved service quality [and] customer experience.”
As social media becomes the new standard, companies
need to learn how to attract and use that power for
their own benefit, says Elissar Hajj in her article Like
it or not, here I am. In trying to harness the people
power of “Social,” Hajj advises company leaders to
ask not “how social are my employees” but how
“social is my company?”
Talking of which, make sure not to miss us on all the
social networks to stay updated on the hot issues
making the business rounds in the region.
ME PoV editorial team

* English singer and musician
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Asset management

Going local
Asset management
in the Middle East
The Middle East economies have grown strongly
in the past few years and are increasing their
efforts at diversification
Middle East growth has picked up strongly following the
financial crisis of 2008-2009, driven to a large extent by
growth in the Gulf Cooperation Council (GCC) countries.
The GCC region’s real GDP growth rate averaged 5.2
percent from 2010 to 2014, outperforming most
developed countries throughout this period.1
Most GCC countries have benefited from high oil prices
over the past decade, which contributed to significant
wealth creation for both institutional and private
investors. Oil revenue still represents the majority of

the region’s GDP, but the countries are making efforts
to diversify their economies. The United Arab Emirates
(UAE) and other countries in the region have launched
development plans (e.g. Abu Dhabi Vision 2030, Qatar
National Vision 2030, UAE Vision 2021) to develop
other sectors such as aviation, tourism, transportation,
and financial services.
Oil revenues have allowed the countries in the region to
invest heavily in infrastructure projects that today form
a solid base for the development of a more diversified
economy. However, the recent fall in oil prices could
challenge near-term growth and investments.
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The Middle East asset management industry is
gaining in maturity and is no longer a purely
institutional business
The total wealth pool in the region today amounts
to approximately US$5.2 trillion and local Sovereign
Wealth Funds (SWFs) represent almost 50 percent of
this wealth. The remaining wealth is split between
other institutional investors such as local pension
funds, as well as mass affluent investors and Ultra
High Net Worth Individual (UHNI) investors in the
non-professional segment. The growth in local wealth
results from global capital markets growth as well as
the strong growth of GDPs in the region.
International as well as local asset managers have
recognized the importance of the region in terms of
potential asset collection and have started to increase
their local activities over the past decade. Historically,
asset management activities in the Middle East have
focused on SWFs and other institutional investors.

International as well as local asset
managers have recognized the
importance of the region in terms of
potential asset collection and have
started to increase their local activities
over the past decade
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Recently, however, we have seen asset managers
increase their range of investment funds in the region
that are addressed to private investors. Particularly in
anticipation of the opening of the Saudi Arabian stock
market to foreign investors, there has been an increase
of almost 10 percent in the number of investment
funds operating in Saudi Arabia in 2014. There is also
increased interest in the distribution of Undertakings for
Collective Investment in Transferable Securities (UCITS)
structures into the Middle East region, reflected in the
increasing number of UCITS approved for distribution in
the various countries.
The mass affluent segment shows one of the
strongest relative growth rates in private wealth
The mass affluent segment shows the strongest growth
in wealth from 2009 to 2013, with a Compound Annual
Growth Rate (CAGR) exceeding 15 percent. This
segment is composed of Western, Asian, and other
expatriates who tend to keep their home banking
services providers and asset managers when moving
into the region and tend not to invest large portions
of their wealth in the region. While historically this
segment may have suffered from a home market bias
in terms of asset management choices, the length of
expatriates’ stay in the region is increasing, and is
expected to encourage local investment choices.2 The
mass affluent segment also recorded an increase in
the number of households over the past five years,
indicating the creation of a financially stable middle
class in the region, which supports the long-term
economic development of the region in general.
HNWI and UHNWI investors represent the largest
segment of non-professional investors in the region in
terms of wealth, and have shown continued growth
over the past few years. The majority of investors in this
segment are GCC nationals. The generational shift in this
segment raises questions of how to align the traditional
values of the current generation with the new, more
modern perspectives of the younger generation, and
the impact on their investment behavior.

Asset management

The current generation’s investments are characterized
by highly liquid, low-risk assets with emphasis on capital
protection. On the other hand, the younger generation
has a more aggressive investment approach with higher
expected returns, shorter time horizons, and seeks
wealth generation rather than wealth preservation. This
new generation of investors also shows an increased
interest in professionalizing their private portfolios in
terms of asset allocation and diversification. This creates
opportunities for asset managers to provide professional
solutions to those investors. Furthermore, GCC investors
tend to appreciate tangible assets such as real
estate–“Property gets sick but it never dies” is a
commonly used proverb to explain the lure of such
assets for local investors.3
Most assets in the UHWNI segment are held offshore,
in part due to the lack of actively managed investment
opportunities with a good track record in the region.
We observe a low penetration of private wealth by
professional asset management products. In 2012,
roughly US$56 billion of the total US$2.2 trillion wealth
pool in the region was captured by professional asset
management products locally (i.e. investment funds
and/or discretionary mandates.) This is also due to the
fact that many wealthy families have their own wealth
advisor to ensure discretion and are not linked to
professional advisors. However, both professional
and non-professional investors have shown increased
interest in Shari’a-compliant structures as well as
regional investment products, but the demand
significantly outpaces the supply of such products,
indicating the strong growth potential for asset
managers.
Regional financial centers continue to emerge with
the ambition to enter the top tier of global financial
centers
The financial industry in the Middle East has seen strong
growth over the past decade. Today, four Middle Eastern
financial centers appear in the top 35 as per the Global

While market capitalization has increased
steadily over the past decade, regional
markets are still limited in terms of asset
classes and investor groups such as
pension funds, insurance companies,
and large investment companies
Financial Centers Index 2015, namely Qatar (26th),
Dubai (29th), Riyadh (31st), and Abu Dhabi (32nd). In
consequence, global banks and asset managers have
constantly increased their presence in the region and
local banks have been expanding into non-interest
income activities such as asset management to reduce
their exposure to the highly competitive core banking
activities.
Despite this increased activity, we still observe certain
areas for improvement in the financial centers, which
limit the ability of industry players to commit to on-theground investments and increased activity. These areas
for improvement include capital markets liquidity and
the development of robust regulatory and legal
frameworks.
While still small, the local capital markets are
showing progressively more sophistication and
liquidity
The market capitalization of the GCC stock markets
was about US$1 trillion in December 2014, with
Saudi Arabia accounting for almost 50 percent with
US$480 billion. While market capitalization has
increased steadily over the past decade, regional
markets are still limited in terms of asset classes and
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The stability of the regulatory and legal
environments is a requirement for the
development of the asset management
industry

half of 2015, is widely considered a milestone in the
development of the regional stock markets and likely to
increase the liquidity in the Tadawul, the Saudi Arabian
stock index. Also, the increased presence of GCC indices
in global emerging market indices (e.g. Qatar’s increased
weight in the MSCI Emerging Markets index) is expected
to have a positive impact on the capital markets’
liquidity in the region.4

investor groups such as pension funds, insurance
companies, and large investment companies. These
are important elements of a sound financial system
that eventually support the development and growth
of the overall economy.

Gradual sophistication of the capital markets is also
likely to promote the development of the domestic
economy with increased availability of financial products
potentially helping fuel growth of the private sector,
especially the SMEs that have restricted access to capital
markets and are often limited to traditional sources of
funding.

Some of the local capital markets have been closed to
foreign direct investments (FDI) and are now slowly
being opened to foreign investors, which will ultimately
increase liquidity. The opening of the Saudi Arabian
stock market to qualified foreign investors, in the first

Legal and regulatory regimes are gradually evolving
toward global standards
The stability of the regulatory and legal environments
is a requirement for the development of the asset
management industry. Regulatory frameworks are

GCC market capitalization evolution (in current US$ million)
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Asset management

evolving in the different regions (e.g. DIFC, ADGM, QFC)
to ensure clearly recognized and enforced operating
standards, upon which financial services providers can
build their strategy and operations. Even though the
GCC countries are considered relatively safe havens
compared to other jurisdictions in the Middle East and
North Africa, local regulators are still defining and
setting up the regulatory frameworks.
This evolution is creating both opportunities and
challenges. As industry practices become more
transparent, investor confidence and operator interest
will continue to grow. At the same time, the complexity
and cost of ensuring compliance with tightening
regulatory standards will increase, especially when
considering the multiple, country-specific frameworks
present in the region.
Considerations for asset managers
Asset managers need to continue developing
propositions tailored to private client needs
The mass affluent segment is particularly interesting

for asset managers. Those investors are generally well
educated and might already be served with existing
products from global asset managers. However, given
the increase in the number of households, there is
likely growth potential in this segment, as they need
increasing amounts of financial advice when moving
along their career paths and growing their net wealth.
Despite the high cost sensitivity of this segment, which
asset managers must consider in their product offering,
product needs are generally basic and straightforward,
and no complex asset allocation strategies are required.
Moreover, the client relationship can be relatively limited
and could, for example, be centered on digital access,
thus reducing costs for the asset manager. Such
“execution only” service models with limited advice
costs should be considered, but require higher degrees
of systems automation for asset managers to operate
profitably.
Opportunities to better serve the UHNWI segment
also exist. The generational shift offers opportunities
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for asset managers to establish connections with
the new generation and their specific need for
professional advice.
This could also be used as a foot in the door to establish
a link to the current generation, by understanding their
investment needs and translating them into easy-tounderstand investment propositions. UHNWI have
historically been one of the most favored client segment
for asset managers due to the high margins linked to
this client base. However, competition in this segment
is intense and it may be difficult to convince clients with
a long-term relationship with existing Single- or MultiFamily Offices (SFO/MFO) to enter into new wealth
management relationships.
Besides the macro segmentation of the non-professional
investors, asset managers should consider the
demographic composition of the different countries
and markets. Even though GCC nationals dominate
the UHNWI segment, expatriates are also represented
and have different investment habits that should be
considered by offering specially tailored products to this
sub-segment. The same rule applies to the mass affluent
and retail segments, where expatriates from the Asian
countries can wield increasing investment power.

Digital channels have become a key
selling point of a complete asset
management value proposition and
go beyond the provision of account
statements in electronic format
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Low oil prices will have an impact in the short term
though the long-term potential of the industry looks
promising
The recent drop in oil prices has impacted GCC market
capitalization and impeded liquidity with some of the
regional governments resorting to debt, in order to
meet funding shortfalls. However, given customer
interest and a strong government drive to develop the
sector through initiatives such as the new Abu Dhabi
Global Markets, intended to become operational in
2016, give further indication that asset management is
poised for growth in the longer term.
The changing regulatory landscape needs to be
closely monitored
The increasing number of regulatory regimes in the
region, that aim to define a framework for asset
managers and financial services providers to operate
in, creates opportunities for those players to position
themselves in the market in the appropriate way.
However, as those regimes are still under development
and most likely subject to further amendments, asset
managers need to implement regulatory watch
processes to closely monitor the evolution of the
regulatory regimes applicable to their entities and
assess their impact on their existing business models.
New or changing legal requirements may just
represent additional workload (e.g. additional
reporting requirements), but may also offer new
business opportunities to asset managers (e.g. creation
or permission of new product classes) into which they
(quickly) need to tap if they want to benefit from the
momentum created by such amendments or new laws.

Asset management

On-the-ground sales teams are not sufficient to
build long-standing relationships
Global asset managers often limit their presence to local
sales teams or representative offices in order to manage
the assets in the global financial centers. However,
establishing relationships with wealthy investors in the
region is a long-term project and such relationships are
built over several years with regular face-to-face contact.
We think that this is one of the reasons why global asset
managers have failed to capture more of the available
wealth into their asset management products.
Asset managers have to rethink both their
distribution and product strategies
The increasing wealth–and thus investment potential–of
mass affluent investors and the new generation of
UHNWI investors require asset managers to rethink their
distribution strategies and product offerings.
Digital channels have become a key selling point of a
complete asset management value proposition and go
beyond the provision of account statements in
electronic format. The digital channel should offer a
complete service with information and transaction
execution features as well as advising features and a
link to the relationship manager. It should also be
possible to switch between interaction channels
without any problems (e.g. from mobile applications
to face-to-face advice in a branch.)
This increased wealth also has an impact from a product
point of view, as the increased reallocation of assets
in the region should be captured in local products to
further boost economic development and local financial
market liquidity. The success of local products (e.g.
Sukuks and other Shari’a-compliant structures as well
as local Real Estate Investment Trusts) indicates that

This increased wealth also has an
impact from a product point of view,
as the increased reallocation of assets
in the region should be captured in
local products to further boost
economic development and local
financial market liquidity
there is a strong demand to invest in the region and to
do this using local structures. If asset managers can
successfully respond to that demand by creating
innovative products, it will eventually lead to a greater
diversity in asset pools and thus allow the financial
centers to increase their maturity and their contribution
to overall economic development.
by Umair Hameed, Director, Monitor Deloitte Middle
East, Benjamin Collette, Partner, Deloitte Luxembourg
and Francois Gilles, Director, Deloitte Luxembourg

Endnotes
1. Institute of International Finance.
2. Invesco Middle East Asset Management Study 2013.
3. Ibid.
4. http://www.khaleejtimes.com/biz/inside.asp?xfile=/data/uae
business/2014/September/uaebusiness_September177.
xml&section=uaebusiness
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Islamic banking

Living in
perfect
harmony
Despite its substantial growth in recent years,
Islamic banking is facing challenges when it
comes to deeper global market penetration.
The solution, say these authors, is more
consistency and harmonization.
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The growth of Islamic banking has outstripped that of
conventional banking in recent years with total Islamic
banking assets crossing the US$1.5 trillion mark in 2013.
The widely held expectation that this superior growth
record will continue is understandable given that
approximately one-sixth of the world’s population is
Muslim–most of which is based in the Middle East and
Asia. Taking note of the demand, a number of western
countries have recently started allowing Islamic banks to
operate in their respective jurisdictions. The UK became
the first leading western country to issue a government
Sukuk (Islamic bond.) The first full-fledged Islamic bank
in Germany was launched earlier this year; while
Japanese regulators are considering issuing regulations
that will allow Japanese banks to provide Islamic finance
products in Japan.
Yet, despite the increased interest, Islamic banking
penetration in non-Muslim countries has been slow as
Islamic banks find it difficult to expand into different
jurisdictions and face regulatory and Shari’a
complications in terms of approvals. Islamic banks are
also finding it challenging to cope with the evolving
global banking environment and making appropriate
rules and regulations to cope with these changes while
still remaining competitive with their conventional
counterparts. Additionally, the industry lacks consistency
in product structures and investment practices that
adversely affects its credibility, reputation, perception
and regulation capabilities.

The challenge is that there is no central
authority promulgating Shari’a law, and
the understanding of what is hence
permissible and what is not varies among
Islamic scholars and jurisdictions
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The challenge
Islamic banks are essentially governed by their Shari’a
boards–the religious scholars that deem a product
Shari’a-compliant, or not. But the challenge is that there
is no central authority promulgating Shari’a law, and the
understanding of what is hence permissible and what
is not varies among Islamic scholars and jurisdictions.
The rapid growth of Islamic banking over the years
has resulted in the introduction of complex banking
products and structures, which now require Shari’a
harmonization at a global level. At present, that
harmonization is lacking. For example, the Islamic
contract of Tawwaruq or Commodity Murabaha is only
allowed by certain scholars. Similarly Bai-al-dain, or sale
of debt, although disallowed by the majority of Muslim
scholars, is allowed by some scholars in Malaysia.
Recently a prominent Shari’a scholar concluded that
approximately 85 percent of Sukuks in the market fall
short of basic Shari’a principles.
While conventional banks have harmonized and
approved regulatory standards that banks around the
world follow, making it easier for them to expand and
conduct operations in different countries, there are no
approved standards per se for Islamic banks; they follow
the conventional banking regulations.
But because Islamic banking differs from conventional
banking, it is difficult for Islamic banks to completely
follow these global conventional standards. For
instance, the capital structure in Islamic banks is
different from that of conventional banks. Because of
the prohibition of interest, Islamic banks mobilize and
utilize funds using Shari’a-compliant instruments or
contracts that are not used by conventional banks and
hence their capital structure primarily consists of Tier 1
capital only, while only a handful of Islamic banks have
Tier 2 capital. Another differentiation between the two
banking models is the bank’s ownership of the asset: in
Islamic banking contracts like Murabaha, Islamic banks
have to own the asset for a period of time, a practice
that is not required in conventional banking practices.

Islamic banking

Industry response
The industry realizes this challenge and certain countries
and governments have fostered the development of the
Islamic banking sector. Countries like Malaysia, Bahrain,
and Oman have developed separate legal and regulatory
frameworks for Islamic banks to follow, while Qatar has
aimed to separate Islamic banking from conventional
banking by banning Islamic windows within
conventional branches in the country. Other countries,
like the United Arab Emirates (UAE) and Turkey, have
been focusing on promoting the Islamic banking
industry and are becoming centers of excellence. Yet
despite these improvements, these countries have been
working in isolation rather than collectively to address
these issues. As a result, the industry still lacks a clear
strategy and direction to help achieve its potential.
Nevertheless, the industry has taken certain steps; the
Islamic Development Bank (IDB) recently echoed the
need for a Global Shari’a advisory board that offers
greater uniformity to the Islamic finance industry. Also,
the Association of Shari’a Advisors in Islamic Finance
(ASAS) was officially registered in 2011 with the
objective of establishing a global entity to ensure
professionalism among Shari’a advisors and experts
in Islamic Finance. The aim of the Association is to
“develop Malaysia as a reference center for Islamic
financial transactions” and the country is working on
the development of human capital in Islamic finance
and is establishing the necessary Shari’a, legal,
regulatory and supervisory frameworks. The success
of such associations will rest heavily on individual
governments and local regulators to enforce the
standards within their jurisdictions.
Conclusion
It is imperative for the Islamic banking industry to focus
on the development of products that foster market
integration and attract investors and entrepreneurs to
the risk-return characteristics of the product rather than
concentrating only on its Shari’a compliance. Islamic
banks need to invest in the research and the
development of new products that are acceptable by a
“Global Shari’a Board.” At the moment, there is a

The harmonization of Shari’a compliance
is a critically important component to
ensuring the stability, which is intrinsic
to the Islamic finance model
dilemma as Shari’a opinion is diversified, leading to
situations where one school of thought may approve a
product or service as being Shari’a-compliant only for it
to be rejected by another school of thought. A big step
towards achieving harmony would be to set up a central
board at a global level with representation from all
different schools of thought.
For harmonizing standards and structures, the industry
does encourage ijtihad in the global community
through international conferences and convocations.
Organizations such as the Islamic Financial Services
Board (IFSB) and the Accounting and Auditing
Organisations for Islamic Financial Institutions (AAOIFI)
have been formed to recommend principles and
industry best practices at global levels. However, these
organizations unfortunately have no binding powers
to implement their standards on the industry and they
merely develop recommendations. If Islamic banking
is to achieve its potential, it needs to be supported
by governments and regulators. Most importantly,
all aspects of Shari’a compliance need to be properly
defined; ultimately the harmonization of Shari’a
compliance is a critically important component to
ensuring the stability, which is intrinsic to the Islamic
finance model.
by Bhavin Shah, Director, Forensic, Deloitte Corporate
Finance Limited and Saad Qureshi, Manager, Forensic,
Deloitte Corporate Finance Limited (regulated by the
Dubai Financial Services Authority)
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Sports

Mixin’ it up
Commercialization opportunities
in GCC sports venues
Sports venue operators have become increasingly
creative in their efforts to identify additional revenue
streams by capitalizing on the needs of the local
community and market. In this article we explore which
opportunities are available in the Middle East region
and steps to introduce these complementary activities
as part of the sports venue’s value proposition.
The Gulf Cooperation Council (GCC) region has the
opportunity to develop broader attractive and sustainable
commercial offers at sport venues. Traditionally the
regional sports venue operators (e.g. sports clubs and
sport governing bodies) have focused their efforts on
customary sporting events. The region has recently started
to explore other commercial opportunities not related to
sporting events such as business and cultural events,
restaurants facilities, rental of commercial spaces and
other retail opportunities.
Operators are facing significant challenges to exploit these
new commercial opportunities. The common challenges

include operational and logistical complexities, lack of
suitably qualified and experienced professionals and
incompatibility of traditional European approaches to
supplemental revenue generation with local factors such
as climatic conditions and cultural norms. Early selection
and planning of the commercial uses are key to address
some of these challenges.
Commercial uses available and selection
The commercial uses available can be classified into
four categories: retail, leisure and hospitality, sports and
other commercial. Table 1 lists a selection of the typical
commercial uses for sports venues for each category.
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1

Retail

• Catering and restaurant facilities
• Food and beverage sales
• Merchandising/service outlet e.g. football/club merchandizing, ticket sales
• Retail outlets e.g. sports clothes and equipment, cosmetics, footwear, organic food market, electronic appliances, apparel
• Affiliated business outlets e.g. travel agencies and car hire

2

Leisure &
hospitality

• Recreational entertainment events (hosting and management)
• Mass public gatherings, including leisure and cultural gatherings/events (e.g. concerts, exhibitions, weddings and other special occasions)
• Indoor and outdoor hospitality activities e.g. hospitality villages
• Skyboxes & VIP areas, hotel and nursery
• Cinema e.g. screening of sport and recreation-related films

Sports

• Large sports events (hosting and management) – such as ticketing, TV broadcasting rights and sponsorships
• Fitness and wellness center(s); gymnasium, spa, etc.
• Commercial sports programs and events (hosting and management) e.g. school sports programs, sports performance programs
and disability sports programs
• High-performance sports center and associated facilities
• Indoor sports areas for rent, e.g. a bowling alley, squash and indoor tennis
• Indoor training facilities for rent e.g. multi-purpose rooms for special training
• Commercial sports coaching and training

Other
commercial

• Business center(s) for rent
• Sports/Olympic museum
• Paid parking areas
• Health/therapeutic facilities (private center)
• Corporate events, marketing events, product launches, team-building exercises, annual functions (hosting and management), etc.
• Conferences and exhibitions facilities for rent

3

4

A sports venue operator should build a commercial
strategy upon a mixture of these commercial uses, often
referred to as the “activity mix.” The composition of this
strategy is based on factors such as location, competitor
facilities available, visitors per year and local amenities.
The synergy between the venue and the community
(potential customers) is another key factor for the
selection of the commercial uses.
Central to any commercial strategy is the anticipated
revenue. The potential revenue generated by the activity
mix will be influenced by factors such as competitor
facilities, market demand for activities, local
demographics and economy.
Singapore Sports Hub is a good example of optimal
selection of activity mix. It is Asia's first integrated sports,
leisure, entertainment and lifestyle destination. The
successful formula was to offer 41,000 sq.m. of
commercial spaces through a Public Private Partnership
(PPP) operating model.
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The project has a capital value of US$1.4 billion and
involved the construction of a 55,000-seat stadium,
aquatic center, multi-purpose indoor arena and
supporting retail developments.
Maximize commercial uses through venue design
Integrating the proposed commercial strategy into
the design ensures that the final stadium design
complements all the activities, and more importantly
reduces costly workarounds and redesign to meet the
requirements of the commercial strategy. Too often
the commercial strategy and plan is developed after
completion of the venue’s design, either limiting the
activities that can be undertaken in the venue or
developing new and costly workarounds or redesigns.
In the case of stadia, the table below outlines key design
specifications features to take into consideration during
the planning phase.

Sports

Feature

6,000 capacity stadium

10,000 capacity stadium 20,000 capacity stadium 30,000 capacity stadium

Roof

To cover at least 2,000
spectators

To cover at least 3,400
spectators

To cover at least 6,700
spectators

To cover at least 10,000
spectators

Parking – car

VIPs – 150 spaces
Sponsors – 100 spaces
Hospitality – 75 spaces
Spectators – 950 spaces
TOTAL – 1,275 spaces
Gross space 31,875 m²

VIPs – 150 spaces
Sponsors – 100 spaces
Hospitality – 125 spaces
Spectators – 1,585 spaces
TOTAL – 1,960 spaces
Gross space 49,000 m²

VIPs – 150 spaces
Sponsors – 100 spaces
Hospitality – 375 spaces
Spectators – 3,170 spaces
TOTAL – 3,670 spaces
Gross space 91,750 m²

VIPs – 150 spaces
Sponsors – 100 spaces
Hospitality – 560 spaces
Spectators – 4,750 spaces
TOTAL – 5,375 spaces
Gross space 134,375 m²

Hospitality

Backrest – minimum 300mm
Tread depth – minimum
1,000mm
Seat width – recommended
minimum 600mm
Volume – minimum 300
seats
Private area – minimum
net space of 600m²

Backrest – minimum 300mm
Tread depth – minimum
1,000mm
Seat width – recommended
minimum 600mm
Volume – minimum 500
seats
Private area – minimum
net space of 1,000m²

Backrest – minimum 300mm
Tread depth – minimum
1,000mm
Seat width – recommended
minimum 600mm
Volume – minimum 1,000
seats
Private area – minimum
net space of 2,000m²

Backrest – minimum 300mm
Tread depth – minimum
1,000mm
Seat width – recommended
minimum 600mm
Volume – minimum 1,500
seats
Private area – minimum
net space of 3,000m²

40 points of sale
5-7 concessions
300m² - 420m² of
dedicated space

80 points of sale
10-14 concessions
600m² - 840m² of
dedicated space

120 points of sale
15-20 concessions
900 m² - 1,200 m² of
dedicated space

Public refreshment 24 points of sale
facilities –
3-4 concessions
permanent
180m² - 240m² of
dedicated space

Four steps to success
During the planning phase, a commercial and
operational plan will define the potential activity mix of
the sport venue, capture specific design requirements
and assist the design team to integrate these into the
venue design.
The following approach is recommended to develop
commercial and operational plans:
1. Market analysis and commercialization elements
selection: assess the level of market demand for a
range of commercial activities and develop a schedule
of commercial, leisure, sports and retail uses to
stimulate the area socially and commercially.
2. Financial analysis (feasibility assessment): undertake a
financial appraisal of the proposed activity mixes,
developing and reporting on key performance metrics
to assess viability.
3. Stakeholder consultations and operating model
selection: hold consultations to assess the viability of
the developing concept and establish the appropriate
operating structure.

4. Commercial and operational plan development:
develop a detailed description of the proposed
activities mix, how this will be implemented and any
specific design requirements for inclusion into the
venue design.

1. Market analysis and
commercialization
elements selection

2. Financial
analysis (feasibility
assessment)

3. Stakeholders
consultations and
operating model
selection

4. Commercial and
operational plan
development

by Joaquin Martinez, Senior Manager, Sports and
Events Management, Consulting, Deloitte Middle East
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Cyber
Technology
Security

Big Data
Mining a national resource
Since the Obama Administration announced the
“Big Data Research and Development Initiative” in
2012, a number of nations across the globe have set
in motion their national Big Data plans. Improving
the government’s ability to extract insights from a
large volume of information and complex data sets
is also increasingly topping the national agendas of
governments in the Middle East.
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The regulatory debate
Big Data usage, by private and public entities, is coming
under increasing scrutiny from regulators and policy
makers, with data privacy clearly top of mind in terms
of key concerns. While there are limited instances of
“Big Data regulation” internationally it has become an
increasingly important theme for regulators within and
without the Middle East region.
The challenge is twofold. First, how can the government
leverage the massive amounts of data available within
its different entities to deliver better service, formulate
more predictive policies and reduce operational
inefficiencies? Secondly, how can regulators set up a
regulatory framework that will encourage usage of Big
Data within the private sector and at the same time
provide enough assurance for the citizens that their data
is not being misused?
The stars are aligned – Big Data strategy to
support the national vision
Globally, governments have started implementing Big

Data programs, either as sectorial initiatives, or in some
cases, as national plans. Eight broad themes and
objectives seem common across the various programs
we have surveyed:
1. Sharing data sets among government institutions;
2. Improving policy-making, service delivery and
operational efficiency via the use of Big Data tools;
3. Personalizing government services to the needs of
citizens;
4. Empowering citizens to make more informed
decisions;
5. Solving complex public policy issues via the analysis
of large, multi-dimensional data sets;
6. Promoting innovation via the emergence of new
business models based on large government data
sets;
7. Reducing the transactional costs and redundant
expenditures across government agencies; and
more occasionally,
8. Benefiting from Big and Open data to increase
revenues (e.g. tax income.)

The eight common priority themes in Big Data strategies

Sharing

Solving

Improving

Innovating

Personalizing

Saving (cost)

Empowering

Growing (revenue)
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Technology

Select national Big and Open Data governmental initiatives
Case of Obama
Campaign and Social
Media/ Big Data

“Linea Amica”: Multichannel
Innovation for Integrated
Service Delivery

Five Star Movement
in Italy (Social Media)

NHS publishing MRSA
infection rates in all
hospitals on data.gov.uk

Norway’s Digital
Government

Government data
sharing policy

Smartvote app.

Norway
SeeClickFix
platform (civic
improvement)

Smart City/Smart
Mobility Platform
(Santa Monica,
California)

B20 Collective
Action Hub

Basel

United States
California
Los Angeles
National Statistical
Agency Big Data
Mexico

UK

Estonia
Switzerland
Italy
Greece

Open Data
Trading
platform
Japan
China

Bahrain
KSA
Dubai

Haiti

Philippines

Big Data to
fight against
Corruption

Karnataka

County of
Los Angeles
Metropolitan
Transportation
Authority (Metro)

Open
Government
Data Strategy
(OGDS) in
Japan

“Smart City ”
Dubai

California Open
Data (California
Campaign Finance
and Judicial
Disclosure Data)

Mexico’s National
Digital Strategy

MOGO’s Big Data
tool to analyze
Centel’s activities

Mapping and
treating spread
of disease via
social media
and Big Data

KSA Government
Data Portal

Bahrain Open
Data Portal

Karnataka Land
Records
Digitization

Checkmyschool.org
Open Data in
Filipino Education

Source: Various government websites, Monitor Deloitte analysis

In some cases, a Big Data Strategy at national level
has been developed to serve as a support for the
implementation of national plans. For instance in
Singapore, the Big Data national strategy focuses on
infrastructure building to position Singapore as a “Smart
Nation” and a Big Data hub for other countries. Estonia
has been using ICT (Internet and Communications
Technology) for a variety of services. It was the first
country to allow online voting–now 25 percent of
voting takes place electronically and 99.6 percent of
banking transactions happen online. Its “Digital Agenda
2020” outlines the need to study innovations like Big
Data to deliver services to its citizens.
In the Middle East region, we are seeing the emergence
of national Big Data strategies principally focused on

three needs of government:
a. To improve the efficiency of existing services by
ensuring that data is not requested multiple times
for one individual;
b. To support policy making by data analysis; and
c. To use Open Data to enhance engagement with
the public and businesses.

In the Middle East region, we are seeing
the emergence of national Big Data
strategies principally focused on three
needs of government
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Historically, in many markets, there have been two sets
of policies defining the perimeters of this issue: privacy
laws and freedom of access to information legislation.
Privacy laws are becoming increasingly widespread. The
number of privacy laws grew from 20 in the 1990s to
over 100 now. However, not all countries are equal in
their data privacy law maturity. Examples of countries
with a comprehensive privacy law include all European
member states (27 countries), Singapore, and Canada.
Countries such as South Africa and Australia are also in
advanced stages of creating legislation. A number of
countries such as the United States have sectorial laws
governing data privacy in particular areas (such as
children’s medical records or financial information.)
Freedom of access to information (FoAI) laws on the
other hand, allow access by citizens to data held by
national governments. They establish a “right-to-know”
legal process by which requests may be made for
government-held information. This type of legislation is
as widespread as privacy laws although their prevalence
in the Middle East is very low (only two countries:
Jordan and Yemen.)

In the Middle East North Africa region,
the first challenge to Big and Open
Data regulation has been the lack of
underlying legal instruments
Open vs. Private – the challenge of opening
up data
As for other national resources, the exploitation of Big
and Open Data needs to be carefully governed,
particularly in the early days of adoption. The primary
legal, ethical or sometime national security challenges
come from the degree of openness of data: which data
sets can or should be shared and under which terms?

Freedom of Access To Information (ATI) laws

W. Europe - 19
Austria 1987, 2005
Belgium 1994, 2000
Denmark 1985, 2000
Finland 1951, 1999, 2009
France 1978, 2005
*Germany 2005
Greece 1986, 1999
Iceland 1996, 2003
Ireland 1997, 2003, 2005
Italy 1990, 1997

N. America - 8
Antigua & Barbuda 2004
Belize 1994
*Canada 1983, 2001
Guyana 2011
Jamaica 2002, 2004
St. Vincent & Grenadines 2003
Trinidad & Tobago 1999
*USA 1966, 1976, 2009

Liechtenstein 1999
Malta 2008
Netherlands 1978, 1991, 2009
Norway 1970, 2006
Portugal 1993, 1999
Spain, 2013
Sweden 1766, 1976
Switzerland 2004
United Kingdom 2000

CE. Europe - 19
Albania 1999
Armenia 2003
Azerbaijan 2005
*Bosnia & Herzegovina 2000
Bulgaria 2000
Croatia 2003, 2013
Czech Republic 1999, 2006
Estonia 2000, 2009
Georgia 1998, 2001
Hungary 1992, 2003

Latam - 14
^Argentina 2003
Brazil 2011
Chile 2008
Colombia 1985, 1998
Dominican Republic 2004
Ecuador 2004
El Salvador 2011
Guatemala 2008
Honduras 2006
*Mexico 2002, 2006
Nicaragua 2007
Panama 2002
Peru 2002
Uruguay 2008

º Law used primarily to restrict ATI and freedom of expression.
^Actionable ATI regulation rather than a law.
* Federal system: several states (also) have ATI laws.
Source: Various government websites, Monitor Deloitte analysis

26 | Deloitte | A Middle East Point of View | Fall 2015

Kosovo 2003
Latvia 1998
Lithuania 2000, 2005
Macedonia 2006, 2008
Moldova 2000, 2003
Montenegro 2005
Poland 2001
Romania 2001, 2007
Russia 2009

C. Asia - 3
Africa - 13
Angola 2002, 2006
Ethiopia 2008
Guinea Conakry 2010
Ivory Coast, 2013
Liberia 2010
^Niger 2011
Nigeria 2011
Rwanda 2013
Sierra Leone 2013
South Africa 2000
^Tunisia 2011
Uganda 2005
ºZimbabwe 2002, 2007

Kyrgyz Republic 2007
Tajikistan 2002
Uzbekistan 1997, 2003

ME - 2
Jordan 2007
Yemen 2012

AsiaPac - 15
*Australia 1982, ‘04, ‘09
Bangladesh 2008
^China 2007
Cook Islands 2008
*India 2005
Indonesia 2008
Japan 1999, 2003
Maldives, 2014
Mongolia, 2011
New Zealand 1982, 2003
Nepal 2007
Pakistan 2002
South Korea 1996, 2004
Taiwan 2005
Thailand 1997

Technology

In contrast with data privacy laws, Open Data laws
are still relatively few as their origins are more recent
(post-2010) and include laws such as the 2014 Digital
accountability and transparency act in the United States.
In many cases, instead of full fledge laws, Open Data
policies were developed, for instance the EC directive
2003/98/EC on the re-use of public sector information,
which took root in the FoAI laws mentioned above.
In the Middle East North Africa region, the first
challenge to Big and Open data regulation has been
the lack of underlying legal instruments. Privacy laws
are being developed but do not always have a track
record of implementation and the limited number of
countries with FoAI frameworks makes it even more
difficult to have Open Data laws or data sharing policies
in place. Overall the region still has a long way to go
on data sharing as demonstrated by the current low
ranking of most Middle East nations, with all Gulf
Cooperation Council (GCC) countries ranked below the
50th global rank in the Open Data Barometer. However,
some interesting initiatives are underway across the
region–the UAE and Qatar have plans to launch or
revamp their open data portals and Saudi Arabia has
recently launched a new Open Data portal
(http://www.data.gov.sa/).
Managing data access
Open data is however only one component in the vast
realm of applications of government Big Data. Sharing
information among government institutions can also
lead to significant value creation across one of the eight
themes discussed above. Nevertheless, with large
amounts of data available but also scattered among
different entities, it is critical to establish a structured
framework to collect, analyze and share the data.

Open data is however only one
component in the vast realm of
applications of government Big Data.
Sharing information among government
institutions can also lead to significant
value creation.

Sharing data within government entities or between the
public and private sectors has promoted the creation of
innovative products and services. This becomes
increasingly of value when developing smart cities, since
smart city services will require automated interactions
between public and private sector companies through
standard data interfaces. For example when London
released its maps of the tube to the public, new online
and mobile applications were created by entrepreneurs
to improve the usage of the tube.
The flipside to sharing data this freely is security.
Countries are often struggling to strike the balance
between improving services and exposing the country
to threats unintentionally. It is well-known that multiple
streams of open data can be overlaid to deduce
potentially sensitive information. For example, it may
be possible to deduce the destination and movement
of oil supplies via ships from oil production data and
port vessel movement data.
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Another issue that needs to be
considered when addressing the
regulatory framework of Big and Open
Data is the price tag of data
Prevention, as the old adage recommends, is better
than a cure. Governments can mitigate these risks by
adequately whetting the data through a consistent and
coherent framework. It starts with putting the data
broadly in buckets that mark it as open or closed
depending on the national or institutional policy.
Buckets that are classified as potential for Open Data
then need to be assessed for consumption by the public
by ensuring that sensitive private or national data is
rendered anonymous, or removed. The data should
ideally then go through at least one more round of
checks by qualified data scientists that look at the risks
of releasing the data sets. The broad selection
framework should be tailored to the government’s
policies.
Regulating data monetization
Another issue that needs to be considered when
addressing the regulatory framework of Big and Open
Data is the price tag of data. The general consensus is
that Open Data is free to access and use, but not all
organizations are willing to give away their data for free.
Organizations often consider their data to be part of
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their Intellectual Property and are reluctant to forego
additional revenues for the cause of open data. Telecom
companies are a case in point as they typically sit on a
variety of structured (call data, geo-location data) and
unstructured data (web browsing logs, social media
posts, app usage patterns, etc.) that has high value
when analyzed. For example, retailers are usually willing
to pay for information that tells them the density and
profile of customers in the vicinity of their location
during different times of the day. However, these and
other types of geo-location data are very useful in
providing public services as well. In Sierra Leone,
telecom data has been used to predict day-to-day
outbreaks of Ebola and take preventative action to
contain the disease. This natural tension between
opening data and monetizing it will need to be carefully
thought through by governments in the region as they
weigh the potential costs and benefits of a free versus a
pay model for data access.
Capability building: data scientists are the new
unicorns!
With an increasing role as Big Data regulators and
promoters, a key challenge for governments in the
region will be capability building. Big Data is bringing
about a new breed of roles and job positions both in
the core business and in the Information Technology (IT)
departments of public and private organizations.
The analysis of real-time structured and unstructured
data requires not only sophisticated systems but also
new resources that did not exist several years ago.
The presence of data owners, governors and stewards
among others is as much part of the sophisticated

Technology

system as the mining tools, business intelligence
applications, and server and network infrastructure.
The emerging positions and roles are becoming more
difficult to fill due to the increasing need to have both
business and technical knowledge and skills. Moreover,
the limited existence of skilled professionals currently in
the industry’s workforce hinders effective knowledge
and skill transfer. This is eventually leading to increased
reliance on contractors and consultants, which in turn
challenges organizations in terms of skill retention and
future capability building.

Going forward, it will be crucial for
governments to invest in building their
capabilities around Big Data if they
want to achieve tangible results from
their Big Data strategy

Going forward, it will be crucial for governments to
invest in building their capabilities around Big Data if
they want to achieve tangible results from their Big Data
strategy. Although this will involve significant investment
in capturing and retaining key talents, it will also
demand stronger awareness of Big Data and its
operations among the government leadership as well as
Human Resource managers and talent specialists. The
profiles required for the realization of national Big Data
strategies are not only sophisticated but also often a
unique blend of skills (e.g. Physician crossed with Data
specialist.) Data Scientists are the new unicorns of the
talent pool.
by Emmanuel Durou, Partner, Technology, Media and
Telecommunications, Monitor Deloitte

Deloitte | A Middle East Point of View | Fall 2015 | 29

Like it or not,
here I am
Social media and the workplace

Social media

The figure of 1 billion active users a day as at endAugust of this year, i.e. 1 in 7 of the world’s population
now on Facebook may not be striking per se, except
when compared to the figure of 1 in 9 of the world’s
population who don’t even have access to clean water.
We know that social media has changed the way that
people think and operate, but what do they seek out of
this daily engagement and how can companies harness
that drive to their own advantage?

The changing world of “Social”
Social media has been changing the destiny of nations
in the last decades, eradicating entire countries’ political
systems, and creating the momentum for drastic
changes in entire regions. A photo or video going viral
can affect people’s perception of events, such as some
photos that have ignited outrage over the deaths of
thousands of desperate refugees and prompting
hitherto blindsided countries to aid in what had proven
to be one of the largest humanitarian crises of this
century. Such stories of fundamental worldwide
mobilization are a crystal clear revelation of the power
of social media channels and their impact on changing
the status quo.
Social media and enterprise social networks:
identical or fraternal twins?
Figures on social media platforms such as Twitter,
Instagram and LinkedIn are on an exponential rise,
illustrating social media’s high penetration rate as it
increasingly becomes part and parcel of people’s daily
lives. But what is it that makes these platforms so
successful and what are people seeking from such
daily engagement? Is it the technology itself or the
networking and relationship-building part? The
knowledge-sharing one? Or is it the fear of missing out?

Defined as “the set of visions, goals,
plans, and resources that align social
media initiatives with business
objectives,” a social media strategy lays
out the channels, platforms, and tactics
to support publishing, listening, and
engagement
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And do these same needs apply when it comes to
having people use internal social media networks,
referred to as Enterprise Social Networks (ESN), at the
workplace? How long will it take ESN to potentially
outshine their “public” twin and meet their objectives of
fostering collaboration, communication and knowledgesharing among employees? Are external social media
platforms and enterprise social networks identical, or
fraternal, twins?
Building the case for internal communications
Today’s business leaders seek a highly engaged
workforce to support them in achieving their business
growth strategies at a faster pace. Hence the need and
call for action for a social media strategy that lays out
platforms, known as ESN, targeted at the firm’s internal
audiences as a primary communications tool for noting,
deciding and acting on information relevant to carrying
out the work and increase productivity.
Adopting ESN technologies in the workplace has
been on the rise since 2011, according to Deloitte
Telecommunications, Media and Technology yearly
predictions. While many enterprises have already
adopted ESN, many of these companies struggle to
recruit users and advocates, or to engage with them.
What is it that makes such companies struggle in
building the case for proper internal communications
and to what extent have businesses been going social
in their strategies, shifting from a social media strategy
to a social business strategy?
Defined as “the set of visions, goals, plans, and
resources that align social media initiatives with business
objectives,” a social media strategy lays out the
channels, platforms, and tactics to support publishing,
listening, and engagement. Such had been the hope of
many a company that has sought to emulate, through
its enterprise social network, the success that the
external social media platforms are witnessing. With
time, more emphasis has been placed on the business

Social media

than on the media, changing the platform from “social
media” to “social business.” Social business is more
about the integration of social media and social
methodologies and processes into the organization and
its day-to-day practices to build relationships and spark
conversations within and without the organization, to
creating value and driving impact to clients, talent and
the business alike.
Finding the ideal balance for social engagement
There is not one best way to engage employees socially,
be it in the frequency of posts, or content, or driving
conversations. What matters is finding the ideal balance
for social engagement, taking into account that even if
internal communications are addressed to internal
audiences, they do not necessarily encompass
everyone’s varying interests i.e. they are not a one-stop
shop. Internal audiences’ interests vary widely in large
organizations. These audiences are being spread in
different geographies, are connected to different sets of
clients, sometimes have different language preferences,
and are of different leadership levels. Different
audiences respond in different ways. What works for
one category of talent may not work for another
category of talent. And no, there are no magic buttons
that internal communicators can click to secure social
following and interaction, or to spark conversations
and increase their social engagement rates.
If internal communicators never post, they will surely
never get interactions per post. But what they do post
also matters. Much depends on the quality of posts,
how relevant the messaging is, how catchy the design
is, the added-value that the conversation is bringing,
how it is tied to people’s performance, and how it
makes processes and procedures more efficient and
streamlined.
Today’s companies and their chief marketing officers,
chief communicators, and chief internal communicators
are looking for new levels of employee engagement and

Today’s companies and their chief
marketing officers, chief communicators,
and chief internal communicators are
looking for new levels of employee
engagement and advocacy, in more
agile companies, able to move fast to
face the challenges of inevitable change

advocacy, in more agile companies, able to move fast
to face the challenges of inevitable change. Leaders in
these companies are required more and more, to better
articulate a social business vision and strategy that
goes beyond the scope and responsibility of brand,
communication, marketing and, more specifically,
internal communication experts’ field of expertise.
It requires working in a hybrid matrix that is the
organizational platform to support cross-functional
collaboration and cooperation and bridge the gap
between the client and talent experience, getting them
closer towards reaching the company’s overarching
business goals.
Strategy, not technology, drives digital
transformation
Successful social business initiatives require leadership
and behavioral changes. They hit at the core of
companies’ cultures and require that enterprises
embrace innovation and collaboration. Leaders of such
enterprises are not necessarily tech savvy, but they are
advocates of technology, with a clear understanding
of the potential impact that adopting innovation and
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While the use of external social media
platforms and social media strategies
of companies have shown increasing
success, with the ability to target clients
based on their preferences and needs,
the use of ESN in companies requires
a wider look at the evolution of the
firms into better social businesses
technology has on their businesses, as well as retaining
and engaging talent. As such, social business and digital
fluency do not demand mastery of the technology.
Instead, they require the ability to articulate the value
of social and digital technologies to the organization's
future and scale it up for wider use among constituents.
A recent report conducted by Deloitte and MIT Sloan
Management Review, entitled Strategy, Not Technology,
drives Digital Transformation reveals that 80 percent
of employees across all generations want to work for a
digitally-enabled company or digital leader. In addition,
more than 75 percent of respondents from digitally
mature companies agree that their organizations provide
the necessary skills to capitalize on digital trends.
Among low maturity entities, the number drops to
19 percent.
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Findings from Deloitte’s fourth annual global survey
of more than 4,800 business executives across 27
industries and 129 countries, reveal that the ability
to digitally transform and reimagine a business is
determined in large part by a clear digital strategy
supported by leaders who foster a culture to change
and reinvent their organizations. Accordingly, it is
strategy, and not technology, that drives digital
transformation in companies. It seems that many
companies have been putting too much emphasis on
the technology itself that they have missed the critical
and most important factor behind successful behavioral
change that is mainly driven by leadership commitment
and the setting and implementation of a sound digital
strategy.
Integrating social and digital strategies
The success of such a strategy as outlined above clearly
requires an alignment between the strategic business
goals of a company and its organizational arrangement
i.e. the support that enables the execution of a social
media strategy.
While the use of external social media platforms and
social media strategies of companies have shown
increasing success, with the ability to target clients
based on their preferences and needs, the use of ESN
in companies requires a wider look at the evolution
of the firms into better social businesses, and the
integration of the social aspect of the business with the
digital one. Internal communicators need to shift their
focus from working on social media platforms in silos
to developing a consistent and integrated content
strategy that supports a cohesive digital and social
strategy. Social media platforms should enhance talent
experience and knowledge-sharing, while driving more
business integration of mobile applications and intranets
as well as social media channels and platforms.

Social media

What happens in Rome goes on Facebook, what
happens at work, stays at work!
Do employees post on internal social media platforms
with the same frequency and enthusiasm that they post
on Facebook, LinkedIn or Twitter? In reality, people use
external social media platforms differently than they use
internal ones. With a socially extrovert generation Y so
keen on taking everything in their social life out to the
public out of peer and social pressure, it becomes more
challenging to differentiate ways of interacting within
external and internal social media platforms. This
challenge requires companies to define the boundaries
and draw the horizons of social media activity, laying out
governance and risk structures that can alter as talent,
as well as companies’ social and digital maturity,
increases.

If what happens in Rome goes on
Facebook, what happens at work,
stays at work, even if it is bound to go
“social.” Business leaders should not
necessarily ask “how social are my
employees?” but “how social and
digital is my business?”

Fraternal twins have, after all, many things in common,
yet many differences still do set them apart. Whether
external and internal social media platforms are identical
or fraternal twins, is not in itself the question anymore.
What matters is that they are surely twins, yet with
different mindsets, and different expectations arise
out of each one.
If what happens in Rome goes on Facebook, what
happens at work, stays at work, even if it is bound to
go “social.” Business leaders should not necessarily ask
“how social are my employees?” but “how social and
digital is my business?”
by Elissar Hajj, Senior Manager, Brand and
Communications, Deloitte Middle East
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Journey to
Excellence
36 | Deloitte | A Middle East Point of View | Fall 2015

Operational excellence

The excellence agenda in the Gulf countries is
increasingly changing the context in which governments
operate and serve their citizens. The United Arab
Emirates (UAE), for example, is seeking to position its
economy among the most successful economies of
the world by 2030. The UAE government is setting
its Excellence Programs as a key priority in order to
improve their overall performance, quality and
customer experience and become more competitive.
To this end, several initiatives were set up in the 1990s,
such as excellence awards, recognition programs,
excellence standards and e-government initiatives that
have improved service quality, efficiency, customer

experience and most importantly, competitiveness.
Excellence awards in the UAE are being awarded
to entities demonstrating a consistent engagement
to good practices and promoting sustainable
organizational excellence across the emirate.
Most of the excellence awards and frameworks in the
UAE are based on the European Foundation of Quality
Management (EFQM), which is a practical, nonprescriptive framework that provides a holistic view of
the organization and allows leaders to understand the
cause and effect between their actions and the results
they can achieve.
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The EFQM Excellence framework is based on nine
criteria, five of which are ‘enablers’ (what the
organization does) and four are ‘results’ (what the
organization achieves.) The five enablers are leadership,
people, strategy, partnership and resources and
processes, products and services.
Objectives of “excellent” public sector
organizations
Excellence has several objectives that are embedded in
the economic and social visions of the public sector.
These are: achieving balanced results, adding value for
customers, creating a sustainable future, nurturing talent
and developing competencies, managing with agility,
harnessing creativity and innovation, and leading with
integrity.
Organizations perceive excellence as their ability to
reach their fullest potential using their human, financial
and physical resources. These organizations are
successfully able to meet their mission and vision
statements by planning and achieving balanced results
that meet and exceed the short- and long-term
expectations of their stakeholders.
A modern yet “excellent” public sector organization
is one that identifies, categorizes and prioritizes its
customers. In fact, this activity allows for a better
understanding of customers’ needs and expectations
that the organization has to consistently understand,
anticipate, fulfill, meet or even exceed by striving to
be innovative and create value for them.

The public sector has come to be known
for its bureaucracy and rigidity. However
some government entities have proven
their agility and ability to effectively
manage change.

38 | Deloitte | A Middle East Point of View | Fall 2015

Increasingly, governments are asked to think of
sustainability. When making an impact, a public sector
organization needs to ensure that it does so in the longterm while advancing the economic, environmental and
social conditions in the ecosystem it operates in.
The public sector has come to be known for its
bureaucracy and rigidity. However some government
entities have proven their agility and ability to effectively
manage change. In fact, they respond in an effective
and efficient manner to opportunities and threats and
are able to adapt to increasingly demanding citizens.
Over time, “excellent” public sector organizations have
successfully demonstrated their ability to build on
lessons learned to derive continuous improvements.
Furthermore, they have built an environment that
nurtures and harnesses creativity and innovation, a
crucial element for leading with vision and making
things happen. Additionally, it nurtures a culture in
which people are empowered, rewarded and recognized
for the balanced achievement of both personal and
organizational goals.
Excellence in the public sector
We have identified the following enablers to be
common among the most efficient public sectors across
the globe.
Leadership
Every organization requires strong leadership. An
“excellent” organization requires leadership that shapes
and helps achieve its vision. Leaders act as role models
mainly in their ability to adapt to the various situations
their organization faces. Additionally, they have the
capacity to adopt change and always be ready to
embrace it. While leadership is only one of the enablers,
it definitely is a key success factor for other enablers as
well. In fact, leaders are a great source of inspiration to
move organizations forward and to ensure that people
are building on any potential failures and extracting
lessons learned.

Operational excellence

Public sector leaders have a great task to demonstrate
possibilities and opportunities. They have the power as
well to create the future. As the prominent sociologist
Peter Drucker rightly said, “the best way to predict the
future is to create it.” In fact, they are those who design
governments’ strategies and lead their successful
implementation.
Strategy
An “excellent” organization does not have a strategy
only. It implements it and ensures that it is being
refreshed regularly. “Excellent” organizations in the UAE
have ensured the alignment of their strategy with their
key stakeholders’ needs and expectations and, most
importantly, with the emirate’s strategy.
A strategy is not only a vision, a mission and a set of
measurable initiatives that are documented. Excellent
organizations have the ability and, perhaps more
importantly, the agility to implement what they aim
to achieve and to adapt to the changing dynamics of
the ecosystem in which they operate. In its multi-year
initiative, Gov2020, Deloitte identified drivers of change
that shape public sector strategies. Those include, in a
nutshell, the demography, the economy, the society, and
the technology. Those drivers will introduce mega shifts
in governments’ strategies by 2020.
People
Excellence frameworks, particularly the EFQM model,
put employees at the heart of excellence. They define
clearly how the people criteria can be fulfilled by
organizations. People existed long before organizations
did and without them, organizations would not have
been built and would not have lasted.
From an excellence standpoint, the people factor is a
key enabler that consists of empowering, involving,
recognizing and rewarding employees and nurturing
an organizational culture. Accordingly, organizations
are invited to build the competencies that will allow
people to produce the required results. “Excellent”
organizations aim to harmonize between their goals and
interests as well as their people thanks to systems that

Over time, “excellent” public sector
organizations have successfully
demonstrated their ability to build on
lessons learned to derive continuous
improvements. Furthermore, they have
built an environment that nurtures and
harnesses creativity and innovation.
are well orchestrated around attraction, recruitment,
selection, retention, development, deployment and
remuneration. In Deloitte’s Human Capital Trends 2015
report, Middle East respondents (primarily from the
public sector) said that the highest interest for
organizations is to “reinvent” how people are being
managed. There is a great appetite to modernize the
Human Resources (HR) function and to introduce new
concepts that have been successful elsewhere in the
world such as employee self-service (rather than data
entry), HR data analytics, and HR business partners.
Partnership and resources
From an EFQM perspective, partnership and resources
are essential to an organization’s excellence agenda. In
fact, they enable its strategy and the effective realization
of its processes. Additionally, they ensure that the
organization has the impact it hopes to have based on
good relationships with those partners and on the
optimal allocation of its available resources.
Partners are typically customers, the wider society, key
suppliers, and non-governmental organizations that
generally do not seek profit and share common interests
and objectives with the organization. An “excellent”
organization identifies, categorizes and prioritizes
partners and seeks to build a long-lasting or sustainable
relationship with them as this is mutually beneficial from
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various perspectives, namely cost and reputation.
Excellent organizations reassess the status and priority
of those relationships regularly as they may change
depending on the need of the organization, the stage
of its maturity, its growth, and the context in which it
operates. Moreover, excellent organizations are
interested in those types of relationships as they are
aware that there are things that they cannot achieve
on their own or that can be achieved in a better way
should they enter in a form of partnership with another
organization. It is crucial to plan the exchange of
experiences, knowledge and services to achieve added
value for both parties, in order to support the
development and institutional performance.
From a resources perspective, the one key remains
the organization’s financial capabilities. An “excellent”
organization is aware of those capabilities thanks to
parameters and measures that are constantly updated
such as cash flow, turnover, cost benefit analysis, and
others. There are others as well that indicate the
organization’s capability to plan for the future and make
decisions around certain investments. The second key
resource consists of assets and facilities. An “excellent”
organization manages those resources in a sustainable
fashion. In fact, assets are typically managed by
“excellent” organizations using methodologies and

All governments and public sector
organizations want to achieve their
strategic plans and their economic
and social vision. But “excellent”
governments achieve concurrent results
in four main areas that are tightly
correlated to their stakeholders: their
customers, their employees, the society
and the business community.
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tools that aim to increase productivity, reduce
throughput times, and enhance standardization.
“Excellent” organizations are not only keen on how best
to utilize resources (particularly fixed assets). In fact, they
are increasingly conscious about the society and the
environment. Furthermore, public sector organizations
recognize their societal responsibilities. Some adopt
standards or frameworks that help them put things into
context and gain control (e.g. ISO 14000, Eco
Management Audit Scheme). However, “excellent”
organizations go beyond that from a corporate social
responsibility perspective.
Technology has demonstrated its ability to move things
forward. It has brought information to everyone and
enabled governments–“excellent” governments–to
respond to a workforce that has become increasingly
mobile, diverse and dynamic through e-government
and m-government initiatives. What is critical for success
though is to develop a technology strategy in alignment
with the overall corporate strategy and ensure that
stakeholders are properly engaged in its development
and deployment in order to maximize the benefits of
the latest digital and technological trends. Moreover,
technology should be used to support the deployment
of innovative and creative ideas in a digital and
advanced manner (e.g. suggestions scheme.) To
highlight the importance of technology, the UAE
government has introduced the ISACA Excellence
awards that are intended to recognize IT achievements
in seven key areas, including IT Management, IT Security,
IT Audit, IT Governance, IT Risk, IT Service Continuity
and IT Professional Services.
“Excellent” organizations are keen on identifying,
managing and exchanging knowledge in an integrated
and effective manner. Developing a thorough
knowledge management approach results in several
benefits such as improving business decisions by
increasing access to lessons learned and global
expertise, increasing efficiency and productivity and
avoiding cases that essentially reinvent the wheel,
reducing the loss of knowledge and expertise when
there is employee attrition, improving response time
by reducing search time required to locate expertise, or

Operational excellence

enabling continuous quality improvement of services
through improved access to shared knowledge and
expertise.
Processes, products and services
The objective of a public sector organization is to
continually increase the value it is adding to stakeholders.
This objective is achieved through the organization’s
processes, and how it is resulting in optimal products
or services in the case of the public sector.
An “excellent” organization ensures that every process
has an owner with clear roles and responsibilities. They
mostly revolve around developing, maintaining and
continuously enhancing the process.
Public administrations are increasingly becoming
innovative. Accordingly, they are introducing creative
means to improve their processes such as using market
research, the results of satisfaction surveys (e.g. voice
of the customer), and involving key stakeholders in
brainstorming exercises. This collaborative approach
makes it easier to effectively promote and market
services whether internally or externally and ensure
that they respond to the real needs of stakeholders.
Identifying and mapping an organization’s processes
is a labor-intensive exercise. To achieve the required
level of effectiveness and efficiency necessitates a
comprehensive and detailed process mapping exercise
rather than a simple block diagram. In fact, what
“excellent” organizations are after is measuring time,
cost and quality through standards such as ISO and
techniques such as Six Sigma.
Concluding remarks
All governments and public sector organizations want
to achieve their strategic plans and their economic
and social vision. But “excellent” governments achieve
concurrent results in four main areas that are tightly
correlated to their stakeholders: their customers, their
employees, the society and the business community.
The realization of the objectives of the excellence
agenda requires key factors that were extracted from
regional and internal success stories and good practice
that governments would then need to operationalize
and implement.

Governments have to be confident about
their future performance. This can be
achieved when there is a clearer
understanding about the reasons (or
drivers) of the positive trends and how
these trends will impact their results and
their performance indicators.
Additionally, results achieved with various stakeholders
need to be sustained over time (a period of at least
three years.) “Good” results are those that are
demonstrated over a specific period of time and have
a long-term impact on the organization’s results and
stakeholders.
Sustaining and instilling a culture of excellence among
all employees is critical for the success of such programs.
This will allow all employees to understand the levers of
excellence and will provide them with the required tools
and thinking to overhaul their daily operations and the
quality of service they provide to their customers.
Further, governments have to be confident about their
future performance. This can be achieved when there
is a clearer understanding about the reasons (or drivers)
of the positive trends and how these trends will impact
their results and their performance indicators.
Eventually, it is important that public sector
organizations benchmark themselves to comparable
organizations or governments and use this data (where
relevant) to set targets and achieve the rising
expectations of people.
by Tarek Nahle, Director, Consulting, Deloitte
Middle East, Joana Abou Jaoude, Senior Manager,
Consulting, Deloitte Middle East and Raquelle Azar,
Consultant, Consulting, Deloitte Middle East
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Accrual accounting
is for the public
sector too
A perspective for Arab
central governments
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Over the past decade central governments in various
countries around the world have adopted1 or are
implementing2 accrual accounting, moving from their
legacy cash or modified cash basis of accounting. This
is illustrated in Figure 1 and this trend is expected to
continue in the years to come.
Figure 1 – Indicative adoption of accrual accounting by
central governments in the past 10 years
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adopted accrual accounting

Many central governments are also electing to adopt
International Public Sector Accounting Standards
(IPSAS): standards issued by the International Public
Sector Accounting Standards Board (IPSASB) that
develops accounting standards for public sector entities.
The accrual IPSAS are based on International Financial
Reporting Standards (IFRS), issued by the International
Accounting Standards Board (IASB) where the
requirements of these standards are applicable to the
public sector. The accrual IPSAS also deal with public
sector-specific financial reporting issues that are not
dealt with in IFRS.3
Central governments implementing accrual accounting
IPSAS have identified a number of expected benefits
and these are described in Figure 2 below.

Central governments/
countries that have
adopted accrual accounting

Clearly this global trend is proof that central
governments see the benefits of implementing accrual
accounting IPSAS.
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The status of accrual accounting adoption in
Arab central governments
In line with the global trend, Arab central governments
have taken a step forward in the development of their
public sector financial management through the
adoption of accrual accounting IPSAS.

Central governments/countries
adopting and implementing
accrual accounting

Central governments/countries
adopting and implementing
accrual accounting

Figure 2 – Expected benefits of implementing accrual accounting IPSAS
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Enhanced reporting
of Government
Finance Statistics
(GFS) required by
the IMF

Better management of
government resources
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cost effectiveness
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with other
governments
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Public sector

Out of the 22 Arab League member states, five central
governments are implementing accrual accounting
IPSAS, which include Morocco, Kuwait, the United Arab
Emirates (UAE), Jordan and Comoros Islands (see figure
3). This is based on official announcements issued by
the Ministries of Finance of these countries. Worth
mentioning is that although these central governments
are implementing accrual accounting for their financial
statements, they have maintained their budgets on
cash basis or modified cash basis.
These Arab central governments show promising
progress in the accrual accounting IPSAS adoption
programs, which have so far led to updating relevant
laws and regulations, redesigning chart of accounts,
developing new accounting policies and processes and
implementing financial management information
systems. A key interim success milestone yet to be
achieved is the preparation of consolidated financial
statements for central government departments.
Top four challenges facing Arab central
governments
There are four key challenges that have the most
significant impact on the efforts of Arab central
governments during the adoption of accrual
accounting IPSAS:
• Realistic program timeline and appropriate planning
The common timeline of accrual accounting adoption
is usually 5-7 years, keeping in mind the differences in
size and complexity of respective central governments.
It is wise to balance the leadership aspiration of the
program timeline with the reality on the ground,
taking into consideration capabilities and constraints
of the central government, its related entities and
involved stakeholders.

It is fundamental to ensure that planning incorporates
a clear transition strategy, a detailed adoption
roadmap that also takes into consideration other
government initiatives and sets a comprehensive
program budget.

There are four key challenges that have
the most significant impact on the efforts
of Arab central governments during the
adoption of accrual accounting IPSAS
Figure 3 – Arab countries implementing accrual accounting as of August 2015
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Effective advance planning is key to setting an
achievable target timeline and obtaining the required
resources. Although such planning may be perceived
as costly, it saves total adoption program investments
and reduces the probability of delays.
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Property, Plant and Equipment (PPE)
identification and recognition is an
effort to be driven with force and focus,
with a ‘can do’ attitude, to avoid
getting preoccupied with information
constraints
• Buy-in of operational government leadership
It is not uncommon for accrual accounting IPSAS
programs to face delays in obtaining the required
information and support from other operational
non-finance functional teams. For example: obtaining
information from Human Resources (HR) departments
on employee post-service benefits to recognize
associated liability or collaborating with the Projects
Department to account for capital projects as assets.
Government finance leaders responsible for the
accrual accounting IPSAS adoption program need to
take into consideration the role of operational leaders
and the influence these operational leaders have on
the success of various activities in the adoption
program.
To enable productive cooperation and timely
support, finance leaders have to hold well-organized
and targeted orientation sessions for the operational
leaders and their teams to explain the impact and
benefits of the accrual accounting IPSAS adoption
program to their respective functional areas. As part
of the orientation effort, the usefulness of accrualbased financial statements should be emphasized,
especially that operational leaders continue to follow
the cash-based budgets in securing their funding.
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• Finance department employees capacity and
technical accounting support
It is the finance and accounting employees in
government entities implementing accrual accounting
IPSAS who will make this transformation a reality and
who, on top of their daily operations and spending
time on transition activities, need to learn about
accrual accounting IPSAS, which is different from
their legacy cash/modified-cash basis.
Accrual accounting IPSAS program leaders should
therefore evaluate the capacity of finance department
employees and ensure a proper distribution of the
workload.
Training on the basics of accrual accounting and
the framework of IPSAS is also important to help
employees understand how to implement the new
operations. This has to be combined with the
provision of regular and accessible on-site technical
guidance on accrual accounting IPSAS to enable
practical learning on a gradual basis.
• Property, Plant and Equipment (PPE) recognition
Identifying and recognizing Property, Plant and
Equipment (PPE) as referred to under IPSAS, is a critical
component in determining the opening balances of
the Statement of Financial Position at first-time
adoption.
Recognition of PPE is seen as a challenge due to
the difficulty of identifying, counting and finding
historical records of PPE. Too often governments
and related entities continue to struggle to find
historical records (e.g. roads network built 50 years
ago for which original documents do not exist.) The
recommendation is to find practical alternatives to
establish the deemed cost.4
PPE identification and recognition is an effort to be
driven with force and focus, with a ‘can do’ attitude,
to avoid getting preoccupied with information
constraints.

Public sector

Learning from peer countries
There are a number of well-known leading nations
that are advanced in their public sector financial
management such as Australia, New Zealand, the
United Kingdom and Canada. In addition to learning
from their experiences, it would be beneficial for Arab
central governments to look at recent experiences of
peer nations who have a similar central government
structure, size of economy and government complexity.
Our recommended list of peer countries is based on
government revenue and expenditures and the current
state of adoption of accrual accounting. These peer
countries are Indonesia, Turkey, Switzerland, Nigeria,
South Africa, Austria, Malaysia, Singapore, Chile and
the Cayman Islands (see figures 4 and 5.)

It would be beneficial for Arab central
governments to look at recent
experiences of peer nations who have
a similar central government structure,
size of economy and government
complexity

Figure 4 – Recommended peer countries as of August 2015
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Figure 5 – Peer countries relative to Arab governments based on government revenue and expenditures 2014
General government expenditure (US$ billion) 2014
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Source: IMF
Note: General government expenditure and revenue in absolute US$ terms are calculated by taking General government revenue as a
percentage of GDP for 2014. For Syria, Palestine, Cayman Islands and Somalia the general government expenditure as percentage of GDP
data is not available for 2014.

The timeline of the accrual accounting adoption
program of these peer countries has been between 7 to
10 years.5 The emphasis is on publishing consolidated
government accrual-based financial statements at the
end of the program. Learning from these countries’
experience may fast-track the adoption program by the
Arab central governments.
The way forward
For Arab central governments currently implementing
accrual accounting IPSAS or under active consideration,
it must be kept in mind that the first milestone of
success is to produce consolidated financial statements
for central government departments.
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Any effort of system implementation, training,
asset recognition, without leading to the development
of financial statements, is short of the goal. From there
on, further developments continue around improving
financial reporting based on audit findings and aiming
for consolidated government (including government
financial statements departments, agencies6 and public
enterprises.)
The choice of these financial statements being made
public or remaining internal to the government is a
different question. With the global trend of transparency
and accountability to citizens, the publication of these
statements is more likely to happen than not.

Public sector

To help design an accrual accounting IPSAS adoption
program or reassess an existing one, we suggest eight
critical components shown in figure 6 below.
With the amount of global progress and available
regional and international know-how, the feasibility of
successful implementation of accrual accounting IPSAS
is better than ever before.
by Mohammad Jallad, Principal, Audit, Deloitte
Middle East and Faisal Darras, Senior Manager,
Operations, Consulting, Deloitte Middle East

Endnotes
1. Adopted is a term indicating that the government completed the
implementation of accrual accounting and prepares accrual-based
financial statements.
2. Implementing/implementation is a term used to refer to the
process of actually implementing accrual accounting.
3. Handbook of International Public Sector Accounting
Pronouncements, 2014 Edition, Volume 1, Pg1.
4. Deemed cost: an amount used as a surrogate for acquisition cost
or depreciated cost at a given date (IPSAS 33 para. 9).
5. Deloitte research.
6. Agencies refer to central government-controlled entities with
non-market activities.

Figure 6 – Eight critical components of accrual accounting IPSAS programs

For successful adoption of accrual
accounting IPSAS, it is essential to develop
relevant communication and change
management strategies, resources and
events to deliver regular updates, reduce
resistance and motivate stakeholders.
Entities going through
transition need to have a
clear understanding of the
audit requirement during
and post-adoption. Audit
findings help improve the
financial statements to
enable full compliance
with IPSAS.

For successful
implementation
financial and accounting
employees need to have
sufficient capacity to
support the program,
have access to technical
accounting guidance and
a structured training plan.

A clear plan with a phased approach must
be designed for the adoption of accrual
accounting IPSAS showing all key activities,
timelines and milestones for the transition
process. This will be coupled with an equally
detailed program budget.
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Program plan
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Program
management
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Audit
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8 critical components
of accrual accounting
IPSAS Programs
Employee
capacity
building and
training

IPSAS adoption
senior oversight
committee

IT solution and
infrastructure

Recording accounting transactions
on accrual basis requires a financial
management information system and
associated infrastructure to facilitate
book-keeping, closing and reporting.

Property, Plant and
Equipment (PPE)
recognition and
valuation

The leading practice is to
set up and run a program
management office for
the accrual accounting
adoption program to
execute the program plan,
transition strategy, manage
key stakeholders and
address difficulties faced
during the conversion.

This senior oversight
committee will comprise of
the government’s top
sponsors of the program.
This committee takes strategic
decisions and is approached
to resolve government wide
challenges. They also play a
leadership role in ensuring the
collaboration of government
entities top management.

This is a focused initiative to identify
PPE controlled by the government, and
establish the initial value at recognition,
either at historical cost or deemed cost.
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