o

R 2=,
RV, S TSR
"R "IM/MV >

GROWTH IN
EMERGING
TECHNOLOGY

ANNUAL REPORT 2020

9zaiN



H.H. SHEIKH NAWAF AL-AHMAD
AL-JABER AL-SABAH

AMIR OF THE STATE OF KUWAIT

H.H. SHEIKH MESHAL AL-AHMAD
AL-JABER AL-SABAH

CROWN PRINCE OF THE STATE OF KUWAIT

H.H. SHEIKH SABAH KHALID AL-HAMAD
AL-SABAH

PRIME MINISTER OF THE STATE OF KUWAIT




Table of Content ANNUAL REPORT 2020 05 | Table of Content ANNUAL REPORT 2020

WELCOME

TO OUR

2020 ANNUAL
REPORT

T B L E O F 01- Strategic Review: 02- Governance: 03- Financial Statements:

Board of directors message Introduction Independent Auditor’s Report
KPls Board of Directors Consolidated Statement of Financial Position
Year In Review Board Committees Consolidated Statement of Profit or Loss
Key Milestones Members of the Board and Consolidated Statement of Profit or Loss

the Executive Mangement and Other Comprehensive Income

Executive Management Consolidated Statement of
Remuneration Report Changes in Shareholders’ Equity

Integrity of Financial Reporting Consolidated Statement of Cash Flows
Risk Management and Internal Audit Notes To The Consolidated

Code of Conduct and Ethical Standards Financial Statements

Disclosure and Transparency

Shareholders’ Rights

Stakeholders’ Rights

Performance Management

Corporate Sustainability

Vice chairman and group CEO Statement
Strategy

The World of Zain

Business Operations

Regulatory

Risk Management

Technology

Commercial and Customer Experience
Zain Drone

Diversity & Inclusion

Corporate Sustainability



06 1 2020 At A Glance

| — 4

47.8
MILLION

ACTIVE CUSTOMERS

S
$605
MILLION

IN NET INCOME

AN
7/

16,220
TB

AVERAGE DAILY
DATA VOLUME

of

2.0x

IN NET DEBT/EBITDA

S
$5.3
BILLION

IN REVENUE

P
ul

14
CENT

IN EPS

¢

MARKET
LEADER

IN KUWAIT, IRAQ,
SUDAN & JORDAN

—>
-

5G TECHNOLOGY

IN KUWAIT, KSA & BAHRAIN

07 1 2020 At A Glance

of

$2.2
BILLION

IN EBITDA
EBITDA MARGIN 41%

$1.4
BILLION

IN CAPEX
26% OF REVENUE

0a®
A

OVER
7,500

EMPLOYEES

Znd
9%

DATA REVENUE
GROWTH

FEMALE EMPLOYEES

45

NATIONALITIES

AN
7/

FREE DATA AND
VOICE TO 2.6m

CUSTOMERS DURING
THE LOCKDOWN PERIOD




4SIGHT and digital future

@ L ]
@
oy
[0
° 01
* =
Y o-cp 01 ICT
(3
- . . T
© ¢ o N Transforming the telecom.core to provide customers with Establishing a regional center of excellence
[ the best experience, while simultaneously streamlining the developing and providing the latest
W back end and reaping the best of analytics for Zain to infrastructure, managed services and
® ™ thrive and even lead in the digital era. digital solutions.
@ @
o \®
- ® ®

Digital 02
Infrastructure

Building a leading independent digital
infrastructure player in the region.

,E! Working closely vzith organizations of all sizes to provide them
with the necessary.connectivity andithe latest solutions
required to achieve their business and operational objectives.

EVOLUTION OF TELCO GROWTH VERTICALS

®
' 3.
A\
a..° 03
[ ) ® [} —‘ ®
- ® Traasforming from a mobile centric telecom
into an integra;ed player o@ring fixed-

Fintech 03

Introducing a suite of digital financial
and insurance services contributing

® . mobile domestic and intérnational to the evolution of the region’s
® convergence serving the needs of digital ecosystem.
L .congumeﬁ and businesses,
® ® @
® ® ]
L °
® . ® 4 L

W N 047 oise! 04

: ontinuously seeking opportunities to eading the development of the digita ¥

Conti S| ki rtunities t Leading the devel t of the digital &
I8 realize synergies and unlock potential value » healthcare landscape in the region

o . o ‘through M&A activities. as well as widening and facilitating &
® " ° S access to medical services.
°
n ® ® e 2 ® ®
(] @ y ° 2 °, PS ®
]
. [ ] ® ® L ] . ® .
° ® e o .



O1 Review™




ANNUAL REPORT 2020

12 | Board of Directors Message

Board of Directors Statement for the Financial Year ended

December 31, 2020

The Board of Directors would like to welcome you to the
annual meeting of the esteemed General Assembly and
present the Zain Group annual report, in which we
showcase the financial results and important achievements
of our operations and subsidiaries across the Middle East
and Africa for the financial year ended December 31, 2020.

The COVID-19 pandemic broadly affected economies
across the globe, which were plunged into a state of
uncertainty. However, the telecommunications sector
proved to be the first line of defense during the crisis, being
a critical element that all societies depended on to remain in
contact with loved ones and access other vital day-to-day
services and important information, given the limitations
on mobility, locally and travel abroad.

As a consequence of the fast-spreading pandemic,
organizations were required to make drastic changes to
their operating structures, to reduce costs and expenses,
and to focus more on improving their digital presence.
Thanks to these critical steps, markets began to see signs of
recovery, albeit partial in some areas, and we hope the
worst is behind us.

Society, governments and all economic activity relied more
than ever on telecommunication networks, as the
exceptional circumstances increased the demand for data
use, further highlighting the vital importance of
communications infrastructure and digitization.

On its part, Zain Group mobilized all its resources to provide
vital and meaningful connectivity during the lockdowns,
implementing more digitalization initiatives to better serve
businesses, governments, and societies, aiming to lessen
the impact of the pandemic on society. The extensive
coverage of Zain's mobile networks and digital solutions
contributed to the continuation of many economic, health
and educational activities as well as to keeping people
connected and being able to work remotely.

During these challenging times, Zain Group undertook
proactive measures to drive efficiencies and improve costs,
such as renegotiating contracts and managing cash flows.
The company used its infrastructure and digital solutions for
quick access to clients and followed through on key
operational activities across all operations to mitigate the
impacts of the economic slowdown. These intensive
measures helped us reduce operational expenses by USD
168 million in 2020.

Financial indicators

The Group's performance for 2020 reflects the reality of the
COVID 19 pandemic’s disruption on economic-social
activity and the unavoidable impact it had on the financial
results. For the full-year 2020, Zain Group generated
consolidated revenue of KD 1.63 billion (USD 5.3 billion),
reflecting a 2% Year-on-Year (Y-0-Y) decrease, while
consolidated EBITDA for the period declined by 8% Y-o-Y,
to reach KD 673 million (USD 2.2 billion), reflecting a
healthy EBITDA margin of 41%. Consolidated net income

reached KD 185 million (USD 605 million), down 15% and
reflecting Earnings Per Share of 43 Fils (USD 0.14).

The Group estimates that the COVID-19 pandemic
disruption on economic activity such as lockdowns and
travel ban across all Zain markets, adversely impacted
revenue by USD 417 million for the full year.

Moreover, for the full-year, foreign currency translation
impact, mainly due to the 16% currency devaluation in
Sudan from an average of 45.6 to 54.4 (SDG / USD), cost
the Group USD 110 million in Revenue, USD 50 million in
EBITDA and USD 16 million in Net Income.

Our commitment to providing our customers with the best
mobile experience and offering them the latest
technologies, saw our CAPEX amount to USD 1.4 billion,
representing 26% of revenues, spent on 5G rollouts,
coupled with FTTH and 4G expansion, as well as spectrum
license fees in key markets.

At its meeting held on 23 February 2021, the Board of
Directors agreed that despite the COVID 19 impact on
revenues and the currency translation impact on the Group’s
results, it would adhere to its three-year minimum cash
dividend policy commitment of 33 fils per share that was
approved at the Ordinary General Assembly for the year
2019. This 33 fils per share dividend for the fiscal year
ended 31 December, 2020 reflects a 77% payout ratio, one
of the highest in the region.

Furthermore, the Board recommended the distribution of
directors’ remuneration for the total of KD 435,000 for the
financial year ended 31 December 2020. It should be
noted that these two recommendations are subject to

the approval of the Annual General Assembly and
regulatory approvals.

Investing in networks to create value

Zain continued to make heavy investments in its 4G, 5G and
Fiber (FTTH) networks, as well as the provision of attractive
products and services that extend beyond the field of
communications.

Zain Saudi Arabia’s 5G deployment was the largest in the
Middle East and North Africa and fourth largest in the world,
cementing Zain'’s presence on the 5G map globally, having
also launched 5G networks in Kuwait and Bahrain. Zain also
introduced 4G in Iraq in early 2021, following the Iraqi
Communications and Media Commissions approval that
extended Zain Iraqg’s operating license for eight years

to 2030.

Moreover, operations in Bahrain, Jordan and Sudan
expanded their 4G networks to cater to the growing
demand for broadband services.

Among the prominent milestones in 2020 include the
success of Zain Saudi Arabia’s capital restructuring and
offering of priority rights shares. This initiative is expected to
improve the financial performance, profitability and leverage
rates of the operator. Moreover, with the lifting of economic
sanctions on Sudan, the future prosperity of the country and
our mobile operation there is looking very positive.
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New growth opportunities

Our strategy is based on business development through
ongoing digital transformation, continuous development,
and modernization, with the aim of unleashing the potential
of our resources, and entering new business verticals that
enhance available growth opportunities.

Amid the changing landscape, Zain Group continues to
provide technological capabilities, reinventing its
business, and exploring new investment areas to keep
pace with strategic shifts in the market. The company
strives to provide meaningful connectivity that meets
customer aspirations, and creates positive impacts, while
creating a prosperous digital future.

As part of this strategy, Zain invests in building new
business areas that are integrated with the telecom sector.
2020 has represented an exceptional milestone for digital
transformation, as COVID-19 demonstrated the critical
importance of digital platforms as a major driver of
business continuity, as well as the importance of the
digital economy.

Supporting Governments and Businesses

Zain Group is focused on strengthening its leading brand
position in the telecom sector in the Middle East and is
implementing an ambitious strategy to transform into a
digital lifestyle provider. Accordingly, Zain has developed its
business portfolio by launching attractive product packages
as it strengthens its position in the enterprise sector,
becoming the preferred operator for government entities
and businesses of all sizes. Zain has made strategic
investments in its digital platforms and innovative services
to meet the ever-changing needs in the areas of fixed and

mobile communications, loT, and managed security services.

The Zain Business brand achieved strong revenue growth in
2020, driven by the expansion of the customer base as well
as the increased penetration of non-mobile products and
fixed services.

Zain realizes that the entrepreneurial ecosystem needs to
return to growth, as the region requires the economic
diversification that arises from innovation, and on this basis,
the company focuses on numerous digital initiatives to
support emerging companies.

Corporate Governance and Compliance

Zain Group adopts a conservative approach to making
decisions related to risk management, and adheres to the
highest standards of corporate governance, as the Board of
Directors works to ensure that the culture of accountability
and compliance with laws, regulations and best practices is
adopted Group-wide. Every employee across Zain is
committed to the Group’s Code of Conduct, all operating in
a transparent manner and championing the principles of
good corporate governance. Through these values and
principles, the Group looks to have a positive impact on the
telecom sector, and across the communities it serves.

Making the world a better place

Zain's sustainability, diversity and inclusion program
confirms the Group’s commitment to be a pioneer in the
region by addressing social, economic and environmental
challenges, and bringing about positive changes in its
societies through initiatives related to youth, poverty
reduction, climate change, women empowerment and the
inclusion of people with disabilities, thus creating equal
opportunities for all.

The company has been keen to ensure the health and safety
of its employees, having taken decisive measures to support
them, while maintaining workflow efficiencies throughout
the course of the pandemic. Zain regards its employees as
the greatest competitive advantage it possesses. The Group
is proud of its efforts in supporting gender diversity and
developing employee skills, raising the level of productivity.

Appreciation

We would like to take this opportunity to express our
sincere appreciation for the confidence shown to us by our
valued customers and shareholders, as well as by all the
government ministries and regulatory authorities across our
markets for their wisdom and understanding of the
emerging industry dynamics.

We would also like to extend our deep gratitude to the
executive management team at Zain Group and all
employees for their outstanding and dedicated efforts
during these challenging times, ensuring the continuity of
work and the success in achieving the strategic goals that
have contributed to the solid performance in 2020.

On behalf of all members of the Board of Directors,
executive management and employees of Zain Group, we
would like to offer our deepest gratitude and appreciation
to His Highness the Amir of Kuwait, Sheikh Nawaf
Al-Ahmad Al-Jaber Al-Sabah, as well as to His Highness
the Crown Prince, Sheikh Meshaal Al-Ahmad Al-Jaber
Al-Sabah and to His Highness the Prime Minister and
Sheikh Sabah Al-Khaled Al-Hamad Al-Sabah and to the
esteemed members of the government for their continued
support of Kuwait's national organizations.

Zain Group Board of Directors
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GROUP KEY PERFORMANCE
INDICATORS

Customers (000) EBITDA (USD m) & EBITDA Margin
41%
2020 | 47,764 2020 # 2,198
44%
2019 § 49,521 2019 # 2,400
39%
2018 # 48,993 2018 i 1717
40%
2017 # 46,608 2017 § 1,367
47%
2016 B 47,004 2016 | 1694
Revenues (USD m) Net Income (USD m)
2020 j 5311 2020 J 605
2019 | 5471 2019 § 715
2018 § 4362 2018 | 649
2017 § 3,398 2017 § 527

2016 i 3,602 2016 i 519
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YEAR IN REVIEW

January

Zain Kuwait concludes its Zain Great Idea tech
W startup accelerator program introducing 11 aspiring
entrepreneurs to Kuwait’s investment community

Zain Kuwait launches a SME App, a comprehensive
digital platform for SMEs offering immediate online
onboarding and more to Zain Business solutions

A first in Saudi Arabia, Zain KSA offers Google’s
Mobile Data Plan services offering Android customers
personalized data solutions

Zain Jordan launches new esports platform:

“ZE Sports” Center to develop young people’s skills
in programming electronic games and developing

a new generation of professional players, casters
and streamers

L

February

A regional first as Zain ggnc des s'élejnd'lea‘se
B back of its telecom towers in Kuwait to IHS for
USD130 million

= AN ;_\/'
2 i §!

L ﬁ "

] £UR
In presence of HM King Abdullah Il, Zain Jordan
r launches “Innovation and Development Center

for the Public Security Directorate” to enhance
the skills of the directorate’s cadre

ANNUAL REPORT 2020
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Zain Group holds its annual general assembly for the first time in the open air with livestreaming due to the COVID-19

F exceptional circumstance

9zaiN

M Zain publishes thought leadership report, ‘The Circular Economy: Embedding Sustainable &
Solutions in a bid to Save the Planet

Zain KSA celebrated International Women’s Day with a unique initiative replacing voices in its Interactive Voice
System with female voice of “Roaa” for all call center auto answer prompts

Due to COVID-19, all Zain operations change network names to STAY HOME, spreading the message fight the spread
of the pandemic as well as extending data usage limits to customers

April

.
Zain Kuwait in collaboration with MOH and CAIT, launches ‘Shlonik’ app to support Jll Shlonik
country’s efforts to monitor the compliance of citizens who recently returned to Kuwait @
with regardsself-quarantine directives “E |
e |

Goodbye to SIM cards in KSA as Zain launches Electronic Sim (€SIM), a first in the Kingdom providing many unique
high-efficiency features

May June
Zain Group published 9th
annual sustainability report,

9Z0iN |
Zain's inspirational Ramadan
television commercial exceeds 4
12 million views / Future’
Wt

titled “The Road to the

A regional first as Zain Group

joined Hedera Governing Hedera
Council to create a safer, Hashgraph

fairer, more secure internet

Zain partners Mentor Arabia Foundation
to launch #StayZain campaign

9zaiN NG

Zain Bahrain launches 5G

0 q THE
commercial services 5@ FUTURE

Zain KSA launches “Zain Cloud” service dedicated

to businesses, SMEs, entrepreneurs, and government
sectors in partnership with AliBaba Cloud, one the
world’s largest cloud computing companies
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July September November December

A new regional gaming Qzai
powerhouse: ‘Zain ~
esports’ launched to e e LSRR
boost the online gaming \
ecosystem, holds FIFA21

tournament with 3000

players

Zain Saudi Arabia refinances and extends Murabaha

We've made facility at preferential terms
disability our

Zain Group joins ‘The Valuable
500’ to unlock opportunities

for people with disabilities Zain Jordan establishes its customer service call center

in Ma’'an Governorate focusing on training and
providing job opportunities for women and reduce
unemployment and poverty rates among youth

Zain Group [y s
partners Mentor
M Arabiato launch
“Youth Awareness

October

Zain joins a global effort with
GSMA to launch Principles
W for Driving and improving

Film Competition” YI?UEI:-IOAV{, E#Fgﬁ : bt i e
s 'WORLD . Digital Inclusion of Persons B
R * + 4 =€ (naye ! with Disabilities to help close Ofibersons with
. . , o CELEBRATING EXCELLENCEIN . B [ remaining offer of priority shares oversubscribed s el el ee (the “Principles”)
Zain KSA wins OOKLA's Speedtest Award™ for CELEBRATING EXCELLENCE : by 469% gap
Kingdom'’s fastest fixed network I ’ P
BEST BRAND & ICwi IAA N ® @ 8
i i i ﬂg&l.u.’ W) AA Y B &S 2
A new era for Saudi ICT services as Zain KSA Iaqnches Zain dBwned ‘Best Brand’ at 2020 Telc T R H
the Open Access Agreement for fixed communication | . . ole Juaai
" ide Zain Fib ) I g Middle East Awards for 7th consecutive year i T
networks to provide Zain Fiber services to all regions mx Zain receives six awards sl Joo
and cities of the Kingdom LEADERS' SUMMIT M at Arab Media Forum'’s | @ (W=)N2020¢ L el
w 1 M ANILTLTIRS a)Kuwai( Creativity Award 2020 (Eighth year)

LEADERS' SUMMIT

4
Telecom Review : Telecom Review ) | N
A t Excelle ds ‘_Teki']m"‘ Ri‘“e‘”l Ixcellence Awards . ’u O
N 2 xcellence Awards 2020 T P
ugus \ . A\
4 [
, = G User 3
; =S 560

Zain ranked best Telecom employer in region by

TELECOM Review . m 1 Creativity Award fne 02:00 dtua - 2020 1 _ags13
/

Zain launches “Zain
Health’ remote patient
monitoring platform,
M allowing healthcare
providers to remotely
monitor patients using
smart medical devices

X : i - Zain KSA wins three Telecom Review Excellence
Forbes’ World's Employers list for 2020; Also ranked L Awards recognized in three separate categories for

r 4th best employer across all industries in region and ‘Best 5G User Growth', ‘Best Cloud Provider’, and

only company from Kuwait included in Forbes list ‘Best 5G Infrastructure Deployment Shlonik’ App wins Salem
M Al Ali Informatics Award
2020

s

Zain Kuwait receives
‘Country’s Fastest
Fixed Broadband
Network’ award from
Speedtest by Ookla, SPEEDTEST
the global leader in gl
transparent Internet
testing applications,
data and analysis

“Zain KSA” increases its 5G network coverage to 50
r cities enabled by more than 4,600 towers, the largest
in the region

FASTEST FiXeD.
NETWORK

2020

o
-
»

()

K |

Zain evolves its graduate program to a data science
F focused initiative called ‘CODE 7’

(S
YU
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KEY MILESTONES

B Established Mobile
Telecommunications
Company (MTC) in Kuwait

B Acquired Fastlink in Jordan
B Awarded 2™ GSM license
in Bahrain

B Awarded GSM license
in Iraq

B Awarded management
\ agreement in Lebanon
\
\

005]

‘ B Acquired the remaining
61% of Mobitel in Sudan
B Acquired 65% of

V-mobile in Nigeria

>

B Won bid for 3¥GSM license
in KSA
B Rebranded to Zain in 4 markets
B Acquired a 15-year nationwide
license in Iraq

B Acquired 75% of Westel Ghana
B Acquired Iragna in Irag

B Merged MTC Atheer and
Iragna, and rebranded to Zain

B Rebranded from Celtel to Zain
in all African operations

B Commenced operations
in KSA

B Commenced operations
in Ghana

B Invested in 15.5% of
Moroccan operator Inwi

B Sold mobilé operations in 15
African countries (excluding
Sudan and Morocco) to Bharti

Airtel for $10.7 billion

B Separated operations
between Sudan and W
] _| South Sudan
2 '
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2012
2013
2014
2015

2016

B Zain KSA raised $1.6 billion
in rights issue and Group
increased stake in the
operation to 37%

B Increased stake in Zain Iraq
to 76%

B Zain celebrates its
30" Anniversary

B Listed Zain Bahrain
on Bahrain Bourse

B Listed Zain Iraq on Irag
Stock Exchange

B Zain Sudan launched 4G LTE
high speed technology

B Zain KSA mobile operating
license extended for additional
15 years

B Zain KSA grant‘e%d Unification
telecommunication license

ANNUAL REPORT 2020

B Zain sells 425.7m treasury
shares representing
9.84% of its capital to

Omantel for $846.1m

B Zain Saudi Arabia
becomes a subsidiary of
Zain Group due to step-up

acquisition in Q3-2018

B Launch of commercial 5G
services in Kuwait and
Saudi Arabia

B Launch of commercial 5G
services in Bahrain
B In a regional first, Zain

Kuwait successfully
completes the sale and
leaseback of its 1,620
towers for $130m

\ B Zain Iraq 2G+3G licence
extension and grant of

technology-neutral 4G

licence for 8 years

: VA | Zain KSA successfully
) ‘ completes capital
restructuring and right issue
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VICE-CHAIRMAN & GROUP

CEO STATEMENT

Bader Nasser Al-Kharafi

| am pleased to report
that Zain Group’s
response to the
modified operating
circumstances has
been nothing but
exemplary. We
refocused on digital
transformation

to better serve
businesses,
governments, and
socleties, granting
increased digital
access to essential
medical, commercial
and financial services.

23 | Vice-Chairman & Group CEO statement

A year that allowed us to

show our true character

It is an honor to address shareholders in these exceptional
times, which have been impacted so profoundly by the
global pandemic. 2020 has been a turbulent year in ways
that governments, businesses, and individuals could not
have imagined or predicted at the start of the year. Zain
Group stands in solidarity with the multitudes of people
around the world who have been affected by the scourge of
the COVID-19 pandemic.

Like many businesses, we were faced with the twin
responsibilities of protecting our own staff from the ravages
of the virus, while also ensuring we continued to provide
meaningful connectivity with minimal disruption given the
central importance the telecom sector has continued to play
in keeping people socially distanced while remaining
connected and productive.

| am pleased to report that Zain Group’s response to the
modified operating circumstances has been nothing but
exemplary. We refocused on digital transformation to better
serve businesses, governments, and societies, granting
increased digital access to essential medical, commercial
and financial services.

We took numerous proactive measures across our
footprint to ensure we take into consideration the needs
and challenges that our communities face during this
global pandemic. The company created a Group Crisis
Response Committee led by Executive Management to
ensure that all country operations implement appropriate
measures to rapidly respond to the evolving situation.
Accordingly, Zain operations created similar committees
to help address the situation locally.

Early on, we equipped and empowered staff across our
operations to be able to work from home, while also
improving our digital sales channels to enable customers to
stay connected and continue dealing with us from the safety
of their homes.

Our fixed and mobile broadband networks responded
well to the increased data traffic being exchanged as
remote learning and working became the new norm.
Since March 2020, we experienced over a 50% increase
in high-speed broadband data traffic in our footprint

in various markets.

To guarantee network resilience and continued
connectivity at high service quality levels, Zain continued
to actively engage with national regulatory authorities.
In some markets, national regulatory authorities have
granted Zain additional radio frequency spectrum
free-of-charge on a temporary basis, to expand radio
network capacity. In other markets, access has been
granted to increase international bandwidth to meet
increasing demands for data.

ANNUAL REPORT 2020

Zain collaborated closely with government entities across
various sectors to ensure that additional internet capacities
and ICT solutions are provided to support educational and
health services online. We supported governments directly
and indirectly in alleviating pressure on national resources,
and in Kuwait for example, in collaboration with the Ministry
of Health and the Central Agency for Information
Technology (CAIT), we developed and launched the Shlonik
app, which utilized the latest tech solutions to monitor the
compliance of citizens who had recently returned to the
country facing self-quarantine directives.

Internally, we took a decision not to reduce salaries of Zain
staff during the pandemic in a move aimed at expressing
our appreciation for their ongoing efforts despite difficult
circumstances, as well to incentivize them to keep giving
their best. It is this type of regard for the well-being of staff
that saw Zain being selected as the only company from
Kuwait to be included in Forbes magazine’s ‘The World's
Best Employers'’ list for 2020. The list saw Zain ranked
fourth across all employers in the Middle East, and as the
region’s highest ranked telecom group.

Company fulfills its dividend

commitment of 33 fils for
second consecutive year

Last year, in a first by any corporate entity in Kuwait, the
Board of Directors recommended a new cash dividend
policy committing the company to a minimum 33 fils for
three years commencing 2019. Despite the USD 417 million
loss of revenue due to the impact of COVID-19 on the
business and a foreign currency translation impact of USD
110 on revenue, | am pleased to reaffirm the Board's
commitment for 2020 will be fulfilled. This confirmation is a
result of the impressive operational performance attained by
the Group, that saw the company achieve a relatively stable
consolidated revenue of USD 5.3 billion, an EBITDA of USD
2.2 billion (41% margin) and a net income of USD 605
million. This achievement was supported by our decisive
efficiency drive that succeeded in reducing operational
expenses by USD 168 million since the beginning of the
pandemic. It is also a result of several beneficial regulatory
initiatives that we achieved and the healthy revenue we
attained from our strategic and forward-looking
investments in 5G, fiber and network upgrades across key
markets, which supported the ever-increasing demand for
mobile and fixed broadband services by individuals,
businesses and governments during the pandemic.

The capital restructuring of Zain Saudi Arabia in the last
quarter of 2020, coupled with the overall performance of all
operations, allowed Zain Group to reduce the total net debt
by approximately USD 1 billion, an achievement that has
bolstered our financial position and helped reduce net debt/
EBITDA ratio (including guarantees) to be at 2.0 times. This
is below industry averages, and Zain aims to reduce such
levels to avoid future interest rate increases and associated
costs.
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Huge investments in digital
transformation proved

effective in countering
the crisis

Despite the unprecedented market conditions, Zain
maintained robust commercial activity throughout 2020,
investing USD 1.4 billion in its 4G and 5G networks as well
as spectrum and license fees across its footprint, and
producing strong financial results that reflected our
continuing market leadership. Seeking to exploit the multiple
and lucrative opportunities in the B2B space and provide
customers an enhanced mobile experience, we launched 5G
services in Kuwait and Saudi Arabia during 2019, followed
by Bahrain in June 2020.

Zain Kuwait and Zain Saudi Arabia are the leading 5G
providers in their respective markets, having the largest 5G
presence, with 5G network coverage in Kuwait extended
nationwide and Saudi Arabia covering over 50 cities with
4,450 towers, making it the fourth largest 5G network in the
world. Zain Kuwait and Zain KSA's 5G networks gained
international recognition by earning the award for Kuwait’s
and Saudi Arabia’s “fastest fixed Internet” from Ookla,
operator of SpeedTest, the globally acclaimed Internet
speed measuring website.

In addition, Zain continued to focus on 4G LTE technology in
multiple operations. In Irag and South Sudan, we paved the
way for the introduction of LTE by modernizing the network,
with Jordan and Sudan expanding their LTE networks to
meet demand for broadband during the pandemic,
providing critical and meaningful connectivity to the
communities we serve. We are confident that with the
launch of 4G LTE in Iraq in early 2021, which will contribute
immensely to the socio-economic development of country
and we forecast the Iragi community to heavily subscribe

to the technology.

The COVID-19 pandemic brought to light the critical
importance of fixed and mobile telecommunications
infrastructure and the use of digital data and digital services
as an essential economic and social enabler.

Zain benefited from regulatory

initiatives accelerating digital
transformation

Across the Zain footprint, in order to support the upsurge in
demand, national regulatory authorities granted Zain
temporary spectrum or rights to use existing frequencies
on a technology-neutral basis. Moreover, Zain acquired
additional spectrum in several of our markets.
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The regulators also applied a mandatory non-disconnection
policy during the lockdown period even where customers
defaulted on payments to ensure continuity of service as
well as asking operator to offer free data consumption
capacity on top of an existing subscription with mandatory
access to online educational platforms and healthcare
services. Zain was very pleased to abide by and support all
governmental requirements and requests.

In Iraq, the authorities granted Zain a 4G license with the 2G
& 3G mobile license extended to 2030. This license
extension had a favorable impact on the company’s
financials, and we expect exponential growth in revenues
with the rollout of 4G commercial services in early 2021.

In Lebanon, effective October 30, 2020, Zain handed back
the managment of one of the mobile networks to the
country’s Ministry of Telecom, ending Zain’s long-standing
management agreement dating back to 2004. Zain looks
forward to returning whether it be under a management
agreement by acquiring a license. We have an unwavering
commitment to the telecom sector in Lebanon.

The region also witnessed the enactment of various forms
of legislation and regulations by the telecom and financial
sectors regulators to accelerate digital transformation
including in the areas of cloud computing, electronic
payments and enforcement of electronic contracts
through the judicial system. These initiatives will serve to
boost the take-up of digital services going forward, and
Zain is primed to exploit the unlimited opportunities in
this space.

‘4Sight’ strategy gaining
momentum and creating

opportunities for new
revenue streams

Zain made significant progress on its ‘4Sight’ strategy,
centered on evolving the company’s core telecom business
to maximize value and building on its many strengths to
selectively invest in growth verticals beyond standard
mobile services to support Zain’s vision of becoming a
leading ICT and digital lifestyle provider.

As we continue to rollout and implement different elements
of the strategy, new opportunities to diversify revenues,
increase shareholder value, and generate sustainable
growth for our operating communities arise. This is proving
successful as evidenced by our strong financial performance
and other operational achievements.

We aim to become one of the leading trendsetters in the
digital revolution in the region and provide our customers
an exceptional mobile experience. Innovation is part of our
DNA, and if one looks back on the history of Zain over the
decades, one can see we have always strived to bring
the latest and best technologies to our markets as soon

as practicable.
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We have continued that tradition and during the year
made several substantial investments and announced
significant developments. We also identified new business
areas, value-adding strategic partnerships, accretive
acquisition opportunities and synergistic corporate
venturing investments which, collectively, will create new
revenue streams to fully maximize the Group’s high-speed
broadband networks, customer assets, network
intelligence and payment and billing infrastructure.

The sale and leaseback of the passive physical
infrastructure of Zain Kuwait's 1,620 mobile tower
portfolio for USD 130 million (KD 40 million) to IHS
Holding Limited in February 2020 confirmed Zain’s
pioneering role in the region, as the transaction was the
first sale and leaseback of telecom towers in the Middle
East by a licensed mobile operator. This historical
transaction unlocks value for shareholders

as it gives us greater flexibility to focus on higher yielding
digital investments, 5G expansion and operational
efficiencies in Kuwait.

In order to take advantage of the full potential of our
infrastructure investments across our footprint, we have
entered into a strategic partnership with TASC Towers
Holding with respect to digital infrastructure.

Furthermore, we are enthusiastic about the rollout of Zain
Data Park (ZDP) in Kuwait and Jordan, providing our
government and enterprise customers with the very best
IT support services focused on cloud hosting and
managed services across the ICT stack, including
applications, cybersecurity and networking.

In Jordan, ZDP’s platforms are hosted in The Bunker, a
nuclear-grade regional data and disaster recovery center
in Amman, which is the first-of-its-kind in the region. As a
certified Tier lll Data Center, The Bunker gives comfort to
ZDP’s clients that their data will be preserved under all
circumstances.

In Kuwait, in the South Sabahiya area, situated a safe
30km outside of the city in case of emergency, Zain has
built the country’s first uptime-certified Tier lll co-location
data center that will change the digital landscape in the
country. ZDP is to contribute to Zain’s offer of world-class
telecom and IT infrastructure to Kuwait's business and
SME community. We are currently planning to expand
ZDP to another location in Kuwait and we are working
closely with the visionary team at CITRA to achieve this.

Leading the region in 5G

services to enhance the
customer mobile experience
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Launch of many innovative

digital initiatives in B2B and
consumer segments

Zain is constantly setting up new structures and entering
into key partnerships in the fintech, e-Health, esports, and
insurance arenas, and opening our APIs across key markets
to offer appealing entertainment and gaming services, so as
to reap the lucrative opportunities in the digital space.
Throughout 2020, Zain remained focused on our digital
strategy of monetizing our broadband infrastructure and
the Group API platform through compelling initiatives
and packages for the B2B sector covering government,
business, loT, and smart city sectors, as well as focusing on
gaming, entertainment, fintech and e-health services.

This focus proved instrumental in countering the negative
impact of the global crisis prompted by COVID-19, with
data revenues (excluding SMS and VAS) growing 9%
year-on-year in 2020, representing 41% of the Group’s
consolidated revenue at the end of the year.

The Zain Group API platform has been hugely successful,
enabling faster deployment of digital partnerships, and
continues to grow exponentially, resulting in over 5.2 million
transactions per month with a total of 70 million
transactions processed since launch in 2018. During the
course of 2020, Zain built upon its API program, offering
customers top-tier regional and international content. Digital
partnerships provided unified connectivity for partners to
use services including direct operator billing and attracted
key content providers such as Apple, Google, OSN, Digital
Virgo, and others across Zain markets.

Zain Kuwait, Bahrain, Iraq, Jordan, Saudi Arabia and
Omantel all benefit from new revenue streams from

this cloud service. In 2020, Zain Group also launched
Sudan’s largest digital entertainment platform

- www.zainsudangames.com - offering over 1,000 games
for Zain Sudan customers, using the Group API platform.
We will continue to foster this lucrative and loyalty-
generating platform that provides customers access to
multiple mobile-led services.

Moreover, investing in the world of venture capital provides
Zain with a vast range of opportunities to diversify and
expand its reach in the startup ecosystem. We have
expanded our relationship with regional and international
venture capital funds such as MEVP, Wamda and Colle
Capital, supporting their respective portfolio companies.
Moreover, we continued our active engagement in direct
strategic investments in a variety of startups across the
region, offering them access to a wide geographical reach
and progressive customer base, as well as offering them
access to our ZINC facilities and supporting resources in
Jordan and Kuwait.
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Launch of Zain esports: A new

regional powerhouse in gaming

Continuing our efforts to reach out to the youth of the region
and find better propositions for the broadband services
being offered by Zain operations, Zain esports was launched
in November 2020. It has held several major tournaments to
date, and plans to organize more throughout 2021, along
with multiple engagement activities to bolster the gaming
ecosystem and build an active community for gamers in the
region.

Zain is a pioneer by nature, and the introduction of this latest
initiative reiterates our outlook on being first-to-market with
products and services that enhance the lives of people in
the communities we serve and beyond. This initiative also
meets a number of different goals for Zain, including youth
development, enriching the brand, and fostering innovation
and digital opportunities across our 4G, 5G and fiber
networks, all with the aim of creating shareholder value.
Zain is confident that Zain esports will develop into a
regional and international gaming powerhouse.

Key achievements futureproof

Zain Saudi Arabia

The successful completion of Zain KSA's capital
restructuring during Q4 2020 and the massive demand in
the remaining priority rights subscription that was
oversubscribed by an unprecedented 469%, reflected the
confidence of shareholders and investors in the operator’s
operational strategy and future growth plans, reinforced
by the company’s profitability over the last four years.
The transaction enhances Zain KSA's ability to expand

its strategic investments in the Kingdom'’s
telecommunications sector, growing its profitability and
paving the way for dividends.

This followed the successful signing of an agreement to
reschedule the Zain KSA’s SAR 3.85 billion syndicated
Murabaha financing facility with a consortium of eight
banks on preferential terms that also extended the term for
a period of five years to 2025, with facilities of up to SAR 6
billion. In addition, the agreement includes working capital
facilities worth SAR 1 billion until 2025, which will provide
additional liquidity to finance the company’s business
growth plans. The funds will be drawn down according to
the company’s requirements, at a much lower interest than
previously, and with better commercial terms in place that
will reduce the cost of the debt, improve the company’s
financial performance and profitability.
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The first week of January 2021 witnessed a milestone in
our regional Fintech ambitions with the Saudi Central
Bank (SAMA) granting Zain fintech subsidiary, “Tamam’,
the first consumer micro-financing license in region. This
Shari’a compliant platform offers consumer micro-finance
in less than 5 minutes via a seamless digital customer
experience through a mobile app. Innovation is key and
investing in viable digital services such as the fintech
sector is critical to Zain's sustained evolution and success.

Collaborative focus on
Sustainability, Gender Diversity
and Inclusion initiatives

Zain recognizes that contributing to the socio-economic
development of our operating countries, providing
meaningful connectivity, aligning to the climate change
target and developing our employees, ultimately leads to

a more successful and profitable organization. Through
digitization, our wide range of services, and reach, we aim
to unlock the many opportunities that the UN’s Sustainable
Development Goals (SDGs) offer, as both Sustainability
and Diversity & Inclusion are an intrinsic part of our
corporate culture.

The sustainability vision for our operating markets is
centered on four strategic focus areas: Reduce Inequalities,
Safeguard the Planet, Foster Innovation and build
Prosperous Communities. Our membership to the Climate
Disclosure Project (CDP) paves the way to a structured
reduction of our environmental footprint.

The company’s Diversity & Inclusion program is one of the
most progressive of any entity in the region, with initiatives
focusing on gender diversity (WE); and our aim to become
disability inclusive by 2022 (WE ABLE). We became a
signatory to the International Labor Organization (ILO)
Global Business and Disability Network Charter;
implemented Reverse Mentoring through our Generation Z
graduate program (ZY); and our internal innovation program
(ZAINIAC) have all become central to our development as
an organization. The overwhelming success of these
initiatives has seen all our operations enjoy numerous direct
benefits as well as being appreciated by our own people
and external stakeholders.

Our inclusion in The Valuable 500, an international initiative
striving to place disability on the leadership agenda within
corporates, complements our already well-defined and
proactive diversity and inclusion program aimed at helping
improve the business, social and economic prospects of
people living with disabilities.
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THANKYOU

On a final note, | would like to recognize

and thank all the 7,500 dedicated and talented
Zain colleagues across all our operations who
have remained committed to their duties and
provided exemplary services, helping deliver on
the critical role we play in maintaining
connectivity and supporting the communities we
serve throughout these exceptional times. Zain
was committed to ensuring their wellbeing and
safety, and the company took decisive actions to
support and provide them with the tools needed

to adapt and deliver during this time of crisis.

ANNUAL REPORT 2020

| would also like to express my deep,
personal gratitude to our customers,

the Board of Directors, and government
agencies and bodies we cooperate with to
deliver the mobile experience we do at such
a high level across our footprint. We look
forward to the subsiding of the pandemic
and look ahead with confidence as we
continue to make considerable progress and
help deliver a significant and lasting positive
impact on the societies we serve.

A tribute to the colleagues we have lost to COVID-19

Ahmad Sabah
Hameed
Zain Iraq

Mahdi Musalam
Hmoud
Zain Iraq

Atef Yasin
Ahmad Yasin

Mada Comm. - Kuwait

We tragically lost six Zainers to COVID-19, and
we feel it necessary to include a heartfelt tribute
to them as well as to share their photos in honor
of their lives. We are forever grateful for their
wholehearted dedication to Zain and for the
community we proudly serve.

It is very hard to lose a colleague, a person with
whom we shared many beautiful memories.
These colleagues who were also friends to many
supported us in all our endeavors, including
through the most difficult moments. They always
stood with us in overcoming challenges; and
shared in our successes and achievements.

There have been days that have been cruel for us
all, in which anxiety and fear dominated our lives.
But the most difficult thing to have to endure is the
loss of loved ones and loyal colleagues on account
of the pandemic. We continue to exhibit heavy
hearts on account of their departure.

We share in the grief of their families and loved
ones, and pray to God that the departed be blessed
with forgiveness and mercy.

May God bless all.

Mostafa Abdel
Khaleq Latif
Mohammed
Zain Iraq

Abbas Ahmed
Bashir Ahmed

Zain Kuwait

Mahmood Ahmed
Abdul Razak

Zain Iraq
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Evolution of Telco

As a prominent Group of telecom operations, Zain carries on the journey of evolving the telecom business to
maximize returns and improve efficiencies. The Group is also committed to enhancing the customer experience
whether by making the right investment decisions in assets or by enriching the portfolio with the latest and most

relevant offerings.

The main pillars that fall under this theme can be summarized as below:

Digital
Transformation

oi‘cgl_

s

N\

The journey of digitizing the customer experience for
Zain started a few years ago. Across its operations, more
transactions are taking place digitally, utilizing
continuously improving digital channels such as the
Zain app and zBot, as well as the different Zain e-stores.
These channels allow Zain to better serve customers,
even in challenging times like during the COVID-19
pandemic, and optimize use of resources leading to

a more efficient and streamlined operation. Restrictions
imposed by the spread of the pandemic during 2020
and Zain’s positive response to this situation, expedited
the load shifting and growth in digital touchpoints,
accelerating the optimization of Zain's telecom
operations.

Furthermore, the digital transformation adopted by Zain
entails a deeper use of analytics in managing operations.
A deeper understanding of what individuals need,
permits Zain to offer them a tailored, relevant and timely
value proposition that both enriches their lives and
maximizes the utility derived from the use of resources.
From an operational perspective, Zain's strategy
promotes the more efficient approach of using software
defined networks and asset sharing in addition to
streamlining the back-end operations for a more

rationalized and agile business ecosystem.
y

=

Enterprise
and Government

r

Zain is committed to working closely with organizations
of all sizes to provide them with the necessary
connectivity and the latest solutions required to grow
their businesses efficiently and effectively. During this
year, and in spite of the global pandemic, Zain continued
to invest in assets and innovations to anticipate the
evolving needs of B2B customers across industries by
productization and hand-in-hand collaboration with
clients to design and implement state-of-the-art
tailormade solutions.

In addition to enabling the digital transformation of large
businesses, the suite of data hosting and cloud services
Zain offers across all its markets avails access to
products and services that are not always available for
SMEs. Such virtual and digital solutions have contributed
considerably to the continuity of businesses and the
increasingly needed efficiency brought about the new
reality presented by the COVID-19 pandemic. Zain also
played an instrumental role through supporting
governments with the latest technological platforms and
extensive connectivity to jointly combat the pandemic
and enable virtual education.

-
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Fixed and
Convergence

Zain’s long-term ambition is to transform into a fixed

— mobile convergent player serving consumers and
businesses. Zain thrives on providing superior
connectivity to all households and businesses across
its operations. The company believes that superior
broadband connectivity will enable and accelerate the
evolution of information, education, and the digital
transformation of societies. 2020 has witnessed the
ultimate reliance on broadband to carry out day-to-day
professional and educational activities. Throughout the
months of the pandemic, Zain has managed
exponentially increasing demand for broadband
connectivity. It shall continue to bring the latest and
best technologies to its operating markets, both in the
mobile and fixed domains.

.«

N

W

Portfolio
Optimization

Y

Zain constantly seeks opportunities to maximize
shareholder returns through rationalizing the Group’s
portfolio and assets to create value. Zain also actively
participated in local sharing of assets with other market
players, and ultimately plans to sell its towers and lease
them back, which in turn allows sharing of passive
network infrastructure. This would accelerate the
region’s journey towards digital transformation and
fostering a wiser collective use of resources.
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Growth Verticals

The Group has designed its 4Sight strategy with the purpose of transcending the historical role of providing only
telecom services. Zain has gone through a process to select four digital growth areas to focus on. These areas needed
to be relevant digital services that are still new to the region, where Zain can shape the industry, enjoy a sustainable
early mover advantage, and play an instrumental role in the development of the digital scene. Equally important is
Zain’s ability to leverage its assets and capabilities in scaling up the new verticals, while seeking complementarities
with the existing telecom core. Since 4Sight was formulated, Zain has been relentless in executing the strategy and
building these digital verticals. The new initiatives that Zain has embarked on will lead technological evolution and
bring the latest digital developments to the region. They will continue to grow and generate significant returns

to shareholders in the medium to long term horizon, and are based on the following areas:

n e
*

4Sight places special emphasis on the enterprises and
government segment as an important growth vector. Zain
also believes that it is duty-bound as a socially conscious
and positive organization to contribute to the region’s
economic development, helping businesses and
governments achieve their strategic, operational, and
financial objectives. Zain is committed to enriching its
portfolio with products and services that increase
efficiency, strengthen security, and trust to enable clients
to offer better services to their own customers.

Zain is establishing a regional hub to deliver
infrastructure, managed, and professional services.
This hub works closely with local Zain Business teams
to extend reliable ICT and digital services, responsive
support, and seamless experience to Zain's enterprise
and government customers.

Zain Data Park (ZDP) represents one key component
of the ICT core and is Zain’s hub for cloud hosting and
advanced managed services, incorporating everything
from cloud to cybersecurity. ZDP is already operational
in Kuwait and Jordan and will soon offer local services
in other Zain markets.

Digital
Infrastructure

@)

The vision that Zain adopts is to play an active and
significant role in leading the development of the nation-
wide digital infrastructures in the region.

This vision builds on the direction adopted by Zain in
recent years of separating the network operations from
the telecom business and the ensuing sale of the
company’s passive network infrastructure in Kuwait and
planned sale in Saudi Arabia. To exploit the full potential
of our infrastructure investments across our footprint,
Zain entered into a strategic partnership with TASC
Towers Holding, an independent tower operating
company with a focus on developing markets. With
Zain's vision of becoming a leading digital infrastructure
player and TASC'’s solid experience and strong operating
skills in the field, this partnership is set to significantly
contribute to the technological and digital evolution

of the region.
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Fintech

Over the past few years, Zain Group achieved
milestones in realizing its fintech strategic objectives.
Zain continues to drive and scale its mobile banking
services to the communities it operates in. By offering
such digital tools across the board, the company is
providing revolutionary and far-reaching benefits to the
most disadvantaged and vulnerable groups.

To support digital innovation and solution development
in the fintech space, Zain is cooperating with FOO,

a regional fintech entity offering a full spectrum of
innovative end-to-end mobility related digital solutions.
FOO is supporting the launch of one of the first digital
currencies in the region during 2021.

M~ TAMAM KSA

Licensed by Saudi Central Bank

(SAMA), “Tamam’ is the first consumer
micro-financing license in region. The platform is Shari’a
compliant and offers consumer micro-finance in less than
five minutes via a seamless digital customer experience
through a mobile app.

@ZQiN ZAIN CASH JORDAN

In addition to maintaining its position
CASH in the market as the largest mobile
financial services provider in Jordan, Zain Cash Jordan has
expanded its service portfolio and broadly extended its
footprint and partnerships by becoming the main provider
for the government’s financial aid disbursement programs
covering more than 500K beneficiaries. The demand of
such a service was reflected in a surge of transaction to 6
million totalling $650 million.

@ZQiN ZAIN CASH IRAQ

New financial digital services were

CASH introduced to the underbanked
population in Iraq. 2020 witnessed an exponential
growth in Zain Cash Iraqg’s customer base and volumes
along with a variety of initiatives to assist the
government funding support to reach out to
beneficiaries. During the pandemic, Zain Cash ran a
series of awareness campaigns in Jordan and Iraq
including updates on the latest COVID-19
developments, promoting the use of digital payments
instead of cash, promoting digital grocery shopping
with free delivery, and initiatives to have people wash
their hands.

Our teams managed to successfully work from home
while maintaining the best customer experience

and journey. The demand of such a service was
reflected in a surge of transaction to 7.6 million totalling
$490 million.

Digital Health

Zain aims to expand its reach to the healthcare sector
with a focus on transforming the patient care journey
through the implementation of a series of digital
initiatives in the sector. The company’s infrastructure,
technological capabilities and strong customer base
offers healthcare providers a prime opportunity to
partner with Zain and create much needed e-health
services. It is expected that several e-health services
will be launched in 2021 and across key Zain markets.

WASFA PILOTS

Al Rashed Allergy
Center and Al Amiri
Cardiology Center

Wasfa is an end-to-end e-prescription digital platform.
By connecting medical stores, pharmacies, and
prescribing doctors, Wasfa allowed the Ministry

of Health to control end-to-end prescription and
dispensing of drugs in Kuwait. Wasfa provides insights
and analytics on the purchasing habits and behavior of
patients, doctors and pharmacists in order to minimize
waste and fraud, and generate significant savings for
the Ministry of Health. The platform also introduces
the concept of preventive care. Operational in two sites
since August 2019, Wasfa generated over 350,000
e-prescriptions.

SHLONIK PLATFORM

Another milestone for Zain in 2020
was with Kuwait's Ministry of Health,
where Zain's team played a key role
in supporting the authorities in the
control of the spread of COVID-19, ensuring

the safety of all citizens.

SHLONIK

Zain developed a state-of-the-art digital platform,
Shlonik, in collaboration with the Ministry of Health and
Central Agency for Information Technology, to manage
the quarantine process for those arriving from overseas.
The platform was developed in record time and was
ready for operation during one of the largest repatriation
campaigns ever undertaken in Kuwait in April and May
2020 to bring Kuwaiti citizens back to the country from
abroad. The platform has become a vital tool for the
Ministry of Health to manage the quarantine process.

Shlonik is an excellent demonstration of Zain’s
capabilities as a trusted digital provider for public
authorities and the app has gone on to win a seri

of awards highlighting/the importance of private/publi
sector partnerships. ‘
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ZAIN GROUP INVESTMENT

AND DIGITAL

Our digital transformation journey continued in an exceptional year in which
technology has created the necessary cohesion during the pandemic to connect
people, to ensure business continuity, and to adapt to the new status quo.

Zain has taken pro-active steps into securing digital services to its environment
in various markets, adapting to the needs of each market and providing tools

with which to fight the pandemic.

01. ©2QiN

Ventures

Investing in the world of venture capital provides

Zain with a vast range of opportunities to diversify
and expand its reach in the surrounding ecosystem.
Zain has expanded its relationship with regional

and international venture capital funds such as MEVP,
Wamda and Colle Capital, supporting the respective
portfolio companies whenever appropriate.

Zain has also continued its active engagement in direct
strategic investments in a variety of startups in the
region, offering the companies a wide geographical
reach and progressive customer base.

EXPAND OUR NETWORK :
Investing in multiple venture capital funds focused on
technology startups

COMMITMENT
\"I= MIDDLE EAST USD 5 Million
\"A VENTURE PARTNERS || Apr 2015
+wamda USD 3 Million
capital May 2015
¥ COLLE USD 2 Million
A CAPITAL Dec 2016
\YAS MIDDLE EAST USD 8.5 Million
A\"B3 VENTURE PARTNERS Il Apr 2020

Received

$16.5m | $13.2m

Value Generated

2.02x

Invested

Oustanding Value

$20.2m

\

02. @zqQiN

esports

A new regional
gaming powerhouse

Continuing its efforts to reach out to the youth of the
region and find better propositions for the broadband
services being offered by Zain operations, Zain esports
was launched as a sub-brand in November 2020.

It plans to organize tournaments, along with multiple
engagement activities to build an active community for
gamers in the region.

Zain esports launched with the EA SPORTS FIFA21 PS4
Middle Eastern Challenge in December 2020, in
partnership with Sony PlayStation and EA Sports. The
event was one of the largest FIFA 21 tournaments held
on the PlayStation Network in the region, with more
than 3,000 gamers participating. It was broadcast live
on Twitch, with more than 350,000 views across the
English and Arabic streams.

In 2021, Zain esports is introducing multiple other
tournaments, and at the same time ensuring that it
creates a safe gaming community free from
bullying,online abuse and other risks outlined by UNICEF
and other global bodies.

This initiative meets a number of different goals for Zain,
including youth development, enriching the brand,
fostering innovation and digital opportunities on our 4G,
5G and Fiber networks, and creating shareholder value.

Zain is confident that its entry into gaming will develop
Zain esports into a regional and international gaming
powerhouse, as is seen from the traction already picked
up on its social media handles:

O @ ¥

ZainEsports | @zain.esports | @ZainEsports

3.2k 20.2k 2.4k
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03. Livestreaming: A new digital service

REAMING

POWERED BY ZAIN

Zain Live Streaming is a web application that provides digital attendance for events in line with social distancing
government directives. During 2020, the platform hosted Zain Group’s annual general assembly for the first time
in the open air with livestreaming as a result of the exceptional circumstances brought about by the presence of
COVID-19. It also hosted a musical event and other annual general assemblies for entities in Kuwait. This servic
will be extended across Zain’s footprint during 2021 and beyond.

04. Zain Group API: A single
digital hub for Zain markets

In 2020, Zain built upon its Zain Group APl Program,
offering customers top-tier regional and international
content. Zain Group API digital partnerships provided
unified connectivity for partners to use services
including Direct Operator Billing and attracted key
content providers such as Apple, Google, DOCOMO
Digital, OSN, Digital Virgo, Codapay and Centili
across Zain markets.

This efficient, one-stop shop platform allows Zain Group to
scale its partnerships and prosper in the digital age. Global
digital players are able to seamlessly use Zain Group API as
one common platform to reach 50 million customers with a
single connection and contract.

Zain Kuwait, Bahrain, Iraq, Jordan, Saudi Arabia and
Omantel all benefit from new revenue streams from this
cloud service. In 2020, Zain Group launched the
country’s largest digital entertainment platform for Zain
Sudan - www.zainsudangames.com - using the Group
API platform. The new entertainment platform in Sudan
offers over 1,000 games in partnership with Digital
Virgo. This development was the first digital service
that Zain Group launched in Sudan, reflecting the
expansion and success of the Zain Group API platform.

Today there are 12 partners who have agreed to
participate on the API platform offering 24 different
digital entertainment services to Zain customers through
Direct Operator Billing.
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ZAIN KUWAIT
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2,596 37%
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The Group’s flagship, Mobile Telecommunications

Company (Zain), was founded in Kuwait in 1983, and

went on to become the first telecom operator to launch

a commercial GSM service in the region in 1994. Listed on
the Boursa Kuwait in 1985 and incorporating all the Group’s
operations and assets across all markets, Zain Group’s
market capitalization stood at USD 8.6 billion as of

31 December, 2020.

Operationally, Zain Kuwait remains the most profitable
company within the Group and maintains its market lead

in terms of both value share and customer base, serving

2.6 million customers. Its market leadership across key
financial indicators is highlighted by its revenue representing
39% of the total market revenue and 76% of the industry’s
net income.

2020 was an extremely challenging year given the spread of
the COVID-19 pandemic and resulting lockdown impacting
the operation on many different levels through the
slowdown in economic activity and lower roaming revenue
due to travel restrictions. For the full-year, revenue dropped

by 4% year-on-year (Y-o0-Y), to KD 321 million (USD 1.05
billion), with the COVID-19 impact estimated at
KD 19 million (USD 62 million).

Government directives to support the community during
the crisis by providing free local interconnect airtime and
free 5GB data usage impacted revenues.

In order to mitigate the impact on revenues, several cost
optimization initiatives implemented by the operation
managed to limit the decline in EBITDA for the year to 11%.
Accordingly, net income for the year decreased by 8% Y-o-Y
to KD 76 million (USD 248 million) mainly on account of the
pandemic and increase in depreciation due to significant
investments in the 5G network rollout.

Given Zain’'s commitment to enhance customer experience,
the operator accelerated 5G deployment to cater for the
surge in data demands during the pandemic while carefully
balancing the network. The operation invested USD 101
million (10% of its revenue) in CAPEX during 2020,
deploying more than 500 new 5G sites and providing
connectivity nationwide via 2,596 network sites.

Supporting the country’s efforts in counteracting the
pandemic, Zain established new mobile sites in field
hospitals, airports and other quarantine locations.

To ensure business continuity, digital channels experienced
a significant acceleration, reaffirming how strategic
investments and operational efforts have paid off,

as the operator implemented an entire range of new data
monetization initiatives. Over 90% of all prepaid services
and the majority of postpaid services are now activated
digitally. The benefits of such investment and focus are
reflected in data revenue representing 38% of total revenue
compared to 37% in 2019.

Zain Kuwait’s focus on lucrative B2B opportunities resulted
in the acquisition of many prominent corporations through
the offer of a multitude of new dynamic services such as
cybersecurity, cloud hosting, and managed services.

The operator is able to provide such through the country’s
first uptime-certified Tier lll co-location data center

(Zain Data Park).

On February 12, 2020, Zain Kuwait completed the sale
and leaseback of the passive physical infrastructure of its
1,620 mobile tower portfolio for USD 130 million to IHS.
The transaction is the first sale and leaseback of telecom
towers in the Middle East by a mobile operator.

The next phase of growth for Zain Kuwait will see

it exploiting its dominant 5G network and focusing
on digital services to individuals, corporates and the
government sector.
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Operational & Financial Performance 2020 2019 Growth
Customers (000s) 2,568 2,777 -8%
Revenue (USD m) 1,047 1,098 -4%
EBITDA (USD m) 367 417 -11%
EBITDA % 35% 38% -

Net Profit (USD m) 248 273 -8%
ARPU $24 $25 -

Capex (USD m) 101 210 -52%

NETWORK KPIs
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ZAIN SAUDI ARABIA
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Zain Saudi Arabia (KSA) launched commercial operations

in the Kingdom on August 26, 2008, a year after it was
awarded its mobile license. Zain Group holds a 37% equity
stake in the operation, while the remaining shareholding is
held by a Saudi consortium that owns 21%, and 42% is free
floating on the Tadawul Stock Exchange (ZAIN Saudi Arabia,
7030). The company’s market capitalization stood at
approximately USD 3.2 billion as of 31 December, 2020,
reflecting a share price of SAR 13.6.

Despite the extremely challenging year for KSA, which was
characterized by travel restrictions that led to a huge
reduction in numbers of visitors for business and Umrah, the
operator remained profitable for the fourth consecutive year.
The customer base dropped 8% Y-o-Y to 7 million, mainly
due to expats leaving the Kingdom.

Revenue for the year amounted to USD 2.1 billion compared
to USD 2.2 billion in 2019, with the decrease in revenue
attributable mainly to the impact of the COVID-19 pandemic,
estimated at USD 176 million, MTR reduction, and VAT
increase from 5% to 15% commencing July 2020. Zain KSA
is the largest revenue contributor to the Group, representing
40% of Group consolidated revenue.

Zain KSA EBITDA decreased by 10% to USD 918 million,
reflecting a healthy EBITDA margin of 43%. Net income fell
by 46% to USD 69 million on account of the top line
performance, lower CITC waiver compared to last year, and
higher depreciation (5G rollout) and amortization (due to
acquisition of new spectrum in 2020).

During 2020, Zain KSA invested USD 785 million (37% of
revenue) on CAPEX (Fiber-to-the-Home and 5G rollout), and
spectrum and license fees, providing connectivity through
9,897 network sites, including over 4,500 5G sites across 50
cities as well as installing 12,000 public Wi-Fi locations.

An immediate benefit of such significant investments can be
seen in the 1.4% Y-o-Y increase in ARPU, indicative of the
success of the company’s focus on attractive high-value
postpaid customers and a range of data monetization
initiatives. Data revenue currently represents 50% of total
revenue, which grew 8% Y-o0-Y, and helped secure the
Kingdom’s position as being ranked first in 5G speeds
regionally.

The launch of Zain KSA’s B2B services saw the operator
offer many new lucrative services through Zain Cloud,

in partnership with AliBaba Cloud, targeting the business
and government sectors.

Zain KSA successfully refinanced and extended the maturity
date of its existing five-year syndicated Murabaha facility
that had an outstanding amount of SAR 3.85 billion as of
30 September, 2020, until 2025 for a total amount available
up to SAR 6 billion with two years grace period, at better
commercial terms. In addition, the agreement includes
working capital facilities worth SAR 1 billion, providing
additional liquidity to finance the company'’s business
growth plans. This refinancing reduces the cost of the debt
and improves the company’s financial performance and
profitability.

The successful completion of Zain KSA's capital restructuring
during Q4 2020 and the massive demand

in the remaining priority rights subscription that was
oversubscribed by an unprecedented 469%, reflected the
confidence of shareholders in the operator’s operational
strategy and future growth plans.

The operator’s digital-only mobile platform Yaqoot
witnessed enormous growth during 2020, counting over
one million installations of the app. Yaqoot offers customer
centric services such as eSIM and Apple Pay, and a chatbot
service, as well as coordinating the delivery of eSIMs and
SIMs to over 170 cities in the Kingdom.

The first week of January 2021 saw the Saudi Central Bank
(SAMA) grant Zain fintech subsidiary, Tamam, the first
consumer micro-financing license in the region.

On the back of its capital restructuring and new Murabaha
financing arrangements, Zain KSA is poised to invest further
in its 5G rollout and in digital innovative solutions to B2B
and individual customers that will drive growth for all key
financial indicators.
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Operational & Financial Performance

2020

2019

Growth

Customers (000s) 7,015 7,596 -8%
Revenue (USD m) 2,112 2,240 -6%
EBITDA (USD m) 918 1,021 -10%
EBITDA % 43% 46% -

Net Profit (USD m) 69 130 -46%
ARPU $20.3 $20 -

Capex (USD m) 785 512 53%

NETWORK KPIs
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Coverage
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ZAIN IRAQ
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Zain has been providing mobile services in Iraq since
December 2003. After securing a 15-year license in August
2007, the operator has grown to become the largest mobile
operator in the country, with an approximate market
capitalization of USD 2.95 billion as of 31 December, 2020.

2020 has been a year of significant change with the
materialization of high impact initiatives disrupting the Iraqi
market status quo, leading to a customer base growth

for Zain Iraq of 3.3% Y-0-Y to 16.2 million active customers,
an all-time high with an increase of over 500,000 as
compared to 2019.

Zain Iraq successfully acquired a 4G license, giving

the company the opportunity to improve its customers’
experience with unprecedented internet speeds
throughout all of Iraq.

The company was able to quickly equip his customers with
adequate SIMs in anticipation of the launch through various
channels including an unprecedented digital SIM swap
delivery campaign through new digital delivery partners,
putting the operator at the forefront of digital innovation in
the Iraqi market.

All'in all, the operator has invested USD 257 million, 27% of
its total revenues in CAPEX this year, to expand and upgrade
its network to support the increasing demand in data and
improve the mobile experience for its customers.

Together with the new 4G license, Zain’s 2G and 3G licenses
have been extended up until 2030 enabling Zain to continue
to provide high quality services whilst solidifying its position
as the leading mobile operator in the Iragi market.

Lower amortization costs following the license extension
and lower cost of financing resulted in a net income increase
by 27% to USD 80 million USD for the full year.

Throughout 2020, Zain increased its focus on diversifying its
product range, for example in the B2B market which has
seen significant uptake and value-add to enterprises. Within
this segment, Zain launched new business solutions such as
VPN offerings, alongside DIA and ISP services as well as
customized bundle offerings.

Furthermore, Zain has pushed its digitization efforts forward
to achieve a seamless customer experience across all
segments, with an app/web launch alongside smart digital
marketing campaigns to target sharply and efficiently current
and new customers. Zain enhanced its customer smart
services throughout social media channels reaching an
increasing number of users and an even higher response
rate.

The operator’s fintech arm, Zain Cash, saw exponential
growth, doubling the number of transactions in 2020, and is
still expected to continue growing at a similar speed in the
years to come.

2020 was also marked by the COVID-19 pandemic though,
which struck Iraq even harder than most other countries.

In this challenging environment, Zain has maintained
operations providing vital internet connectivity throughout
the entire country and to large portions of the overall
population.

Zain was able to support its customers through a variety

of customer-oriented initiatives, including free validity
extensions and bonuses on recharges. The company further
extended its customer care team to ensure that customers
continued to receive exceptional customer service. Zain
further offered free internet gifts to its customers during the
pandemic, enabling users to remain connected during these
challenging times.

Business offerings included initiatives to facilitate a changing
lifestyle imposed by forced health prevention measures: Zain
offered three free months of Webex use alongside six
months of MS Teams to mitigate against the impact of the
COVID-19 pandemic.

While the business environment in Iraq remains challenging
and operational and country risks such as the recent currency
devaluation of the Iraqi Dinar persist, Zain Iraq is well
positioned to tackle these challenges and turn them into an
opportunity to increase its market share and further build out
its reputation as the Iraqi people’s mobile operator of choice.
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Operational & Financial Performance 2020 2019 Growth
Customers (000s) 16,176 15,658 3%
Revenues (USD m) 943 1,078 -12%
EBITDA (USD m) 378 465 -19%
EBITDA % 40% 43% -

Net Profit (USD m) 80 63 27%
ARPU S5 S6 -

Capex (USD m) 257 133 93%

NETWORK KPIs
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Data Volume Coverage Coverage Availability
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ZAIN SUDAN

_— P Nevertheless, despite the impact on revenues from the
| E Q pandemic, estimated at approximately USD 11 million, Zain Operational & Financial Performance 2020 2019 Growth

Sudan reported its best performance ever since 2016. The

o operator witnessed the highest increase in its financial Customers (000s) e 15870 4%
2006 100 /o 4G performance in both SDG and USD terms Y-o-Y. Revenues (USD m) 417 304 37%
ac:?.l?;i‘t)ifcm Ownership Technology For the full-year 2020, revenue grew by 62% Y-o0-Y to SDG o

22.5 billion (USD 417 million, up 37% in USD terms) due to EBITDA (USD m) 71 122 41%
/\/ . . a number of price revamps in 2020. EBITDA increased by EBITDA % 41% 40% _
. 67% to SDG 9.3 billion (USD 171 million, up 41% in USD
III '-‘ terms), and net income increased by 47% to reach SDG 3.3 Net Profit (USD m) 61 49 23%

billion (USD 61 million, up 23% in USD terms).

760/0 16.6m 90% Sudan entered a state of hyperinflation in 2020, estimated to ARPU 2 2 )

Penetration Customers Coverage be in the vicinity of 270%, with the USD exchange rate Capex (USD m) 110 51 113%

impacted. Most of the negative effects of the inflation
—
~
=)

impacted the currency variance, which had an effect on net
O/ M’ income, though the operator frequently revamped prices to
g 12

try to keep up with inflation.

The expansion of 4G and 3G services to key cities across the Operational & Financial Performance 2020 2019 GI"OWth
o o country combined with data marketing initiatives saw data
$2 41 /o 26 /o revenues grow by an impressive 142%, representing 26% of Customers (000s) 16,572 15,870 4%
. total revenue in SDG terms (104% growth in USD terms).
ARPU EBITDA Margin Data revenue Revenues (SDG m) 22,542 13.895 62%
Zain Sudan invested USD 110 million in CAPEX or 26% of

its revenue, expanding and acquiring multiple spectrum EBITDA (SDG m) 9,253 5,557 67%
(( )) bands to enhance its 4G LTE network across the country. By
the end of 2020, the operator’s mobile network covered EBITDA % 41% 40% -

90% of the population via 2,814 network sites.

2 814 490/ The operator also launched Sudan'’s largest digital

y (1 entertainment platform - www.zainsudangames.com -

Number of sites Market Share offering over 1,000 games for its customers, using the Group
API platform. The team will continue to foster this lucrative

and loyalty-generating platform, which provides customers NETWORK KPIS

access to multiple mobile-led services. Additionally, the
operator implemented an extension of the validity of top-up

Net Profit (SDG m) 3,309 2,256 47%

In February 2006, Zain acquired a 61% stake in Mobitel,

Sudan’s first mobile operator, in a deal valued at USD 1.33 . .
: d d fund d th d .
billion. Rebranded to Zain in September 2007, the operator Caras and a Feflind process during te pandemic A
subsequently renewed its license for a period of 20 years. Zain Sudan’s focus and current business streams center A
With a leading customer market share of 49% as of around, loT & cloud services such as Cloud Zain Blue, loT “ 90% 63% 38% 100%

and smart cities, DSP and digital solutions; Electronic

31 December, 2020, Zain Sudan was able to further improve services such as eGovernment, eEducation, eCommerce and

its market position by reporting customer growth of 4.4% . - . .

Y-0-Y to 16.6 million, representing 35% and the largest eHealth; Mobile financial services and payment gateways. 454

contributor of Zain Group’s total customer base. To better understand and serve its customers, the operator

The economy in Sudan was heavily impacted by COVID-19 implemented a sentiment analysis system allowing th? Average Daily 2G Population 3G Population  LTE Population  Contact Centre
. ; ’ company to make sense of structured text by automating Data Volume Coverage Coverage Coverage Availability

which was further compounded by the worst flooding of the business processes, and receiving actionable insights, thus (TB)

Nile River experienced in Sudan for over 100 years. This
catastrophe resulted in 34 sites being rendered non-
functional, three destroyed, and all were inaccessible
resulting in massive airtime loss.

automating VOC coding and analysis by deriving high-
quality information from text (reviews and feedbacks). This
was achieved through a machine learning approach
delivered via an interactive dashboard.

The pandemic also impacted Sudan exports, especially

livestock given the cancellation of the Hajj season in

Saudi Arabia.

Accordingly, the official exchange rate vs the USD increased
from SDG 45.6/USD in December 2019 to SDG 54.4/USD in
December 2020, a 16% devaluation that impacted the
Group’s results.
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ZAIN JORDAN
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In 1994, Zain Jordan revolutionized the telecom sector

in the Kingdom by becoming the first operator to introduce
mobile services (as Fastlink). In 2003, the operator notched
up another first by joining Zain Group’s Middle East portfolio,
and despite intense competition in this liberalized market,
the operator was the first to launch 4G services. Zain Jordan
has maintained its status as the country’s leading mobile
entity from inception.

2020 was an extremely challenging year for Jordan,
as the government imposed strict curfew hours, lockdowns
and travel bans.

Zain Jordan remains the market leader, serving 3.6 million
customers. Despite an estimated USD 22 million impact

on revenues due to COVID-19, and the drop in interconnect
revenue (resulting from the new regulated interconnection
rates from 8.4 fils to 5.2 fils), revenue for the year amounted
to USD 487 million, down 2% Y-o0-Y. Consequently, EBITDA
was down 2% to USD 216 million, reflecting a healthy
margin of 44%. Notably, net income for the year increased
by 3%, despite the increase in depreciation and amortization
on account of investments in 4G and FTTH.

CAPEX in Jordan amounted to USD 68 million in 2020,
reflecting 14% of the company’s revenue. CAPEX was
mainly spent on FTTH expansion and 4G network sites,
which reached 3,041 locations, with the operator to further
expand its FTTH rollout across Amman and other
governorates. This, and related digital offerings including

a concerted focus on B2B services, saw data revenue grow
by 12% Y-0-Y to represent 46% of total revenue.

To mitigate the impact of the pandemic, the operation
focused on the expansion of sales channels, focusing on
new points of sale and express shops to increase the reach
of Zain products and services. Promotions were also
launched through eShop and digital channels, encouraging
customers to move online, resulting in an increase of prepaid
ARPU and postpaid sales. Zain Jordan tripled its social care
team to support the growing need for online support and
launched an Al chatbot on WhatsApp.

Zain Jordan focused on utilizing digital channels to capitalize
on its FTTH and 4G networks, increasing home and
broadband revenues and market share. The operator

also focused on enriching value propositions by offering
streaming applications, cloud services, gaming, and new loT
devices and services.

There is a major focus on expanding Zain Data Park’s
offering of cybersecurity, cloud hosting and managed
services that are hosted in The Bunker, the regional
first-of-its-kind nuclear-grade Tier Il Data Center and
disaster recovery facility in Amman.

Zain Jordan’s focus on youth and creating a digital lifestyle
for its customers saw it partnering with ZE Sports and
establishing a center equipped with the latest computers
and gaming consoles to qualify a new generation of
professional Jordanian players, casters and streamers in this
booming sector.

Furthermore, the operator is supporting innovation and the
entrepreneurship ecosystem in Jordan via its ZINC Academy
and programs, Zain Al-Mubadara startup competition,
hackathons and DeZain Space.

There has been a focus on the skills development of younger
people and women empowerment, with the inauguration
of several Fiber Labs and Call Centers.

Zain’s agreement with Ahli Fintech to use its artificial
intelligence and Blockchain-based eKYC-as-a-service
platform (MeenWorld) allowed Zain to identify and verify
the identity of its clients electronically, a feature that
support e-commerce.

Zain Jordan'’s focus on fintech saw Zain Cash, the country’s
most prominent wallet, increase its customer base by over
200% and witness a doubling of card payment transactions
during the year. Many new service features were introduced
on Zain Cash as well as having 400 locations for card-less
ATM services for cash infout.
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Operational & Financial Performance

2020

2019

Growth

Customers (000s) 3,551 3,614 -2%
Revenues (USD m) 487 496 -2%
EBITDA (USD m) 216 221 -2%
EBITDA % 44% 45% -

Net Profit (USD m) 79 77 3%
ARPU $10 $10 -

Capex (USD m) 68 51 35%

NETWORK KPIs
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Data Volume Coverage Coverage
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Coverage
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Availability
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ZAIN BAHRAIN
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Zain Bahrain began commercial operations in the Kingdom
in December 2003 as MTC Vodafone until its rebranding to
Zain in 2007. With its pioneering efforts in rolling out the
latest technologies, Zain has played a key role in placing
Bahrain on the global telecom map. Zain Bahrain is listed on
the Bahrain Bourse (ZAINBH) with a market capitalization
of approximately USD 116 million (share price BD 0.120)
as of 31 December, 2020.

Despite the challenges brought up by the pandemic, 2020
was another year of growth and getting future ready for Zain
Bahrain. Revenues came in relatively stable at USD 164
million, while EBITDA increased by 2%, reflecting an EBITDA
margin of 34%. Net income amounted to USD 14.3 million,
reflecting a 3% increase Y-o-Y. Data revenue represented
51% of overall revenue, up 7% on last year.

The company invested USD 62 million in Capex which
included launching its 5G services commercially, further
modernizing its network infrastructure and expanding

its 4G LTE layer which resulted in a significantly enhanced
customer experience.

The operator currently provides connectivity through

a network of 645 sites, with its focus remaining on rolling
out appealing, innovative digital services that provide greater
value to enterprise (B2B) and consumer customers.

The Board of Directors of Zain Bahrain recommended
distributing annual dividends to shareholders representing
6% of the company’s paid-up capital, equivalent to 6

fils per share.

Operationally, Zain Bahrain focused on the launch and
expansion of 5G commercial services to accelerate business
opportunities for numerous sectors; and enhanced the 4G
mobile experience with faster internet speeds and improved
indoor coverage. The operator’s focus on expanding its B2B
offerings and portfolio enrichment resulted in it securing
major new lucrative deals across different sectors.

In a year that saw online service channels and remote
support take center stage, the operator enhanced its smart
branch self-service machines, enhanced its Al web chat
robot zBot, and launched the Be Safe initiative to enable
customers to utilize Zain Bahrain’s digital channels in

a secure manner from the safety of their homes. Zain
Bahrain also launched a WhatsApp business channel
backed by zBot and self-care channels resulting in a
double-digit increase in usage.

Users of the operator’s app have increased by over 300%
since 2017 due to numerous initiatives, promotions and

a gamification approach, with overall Digital self-care
interactions reaching 95% of total customer interactions.
zBot interactions reached over 40% of total live chat
interactions, the smart Al of the bot resulted in fully
automated service interactions reaching 60% and the zBot
Net Promoter Score doubling.

The company also continued to maintain a strong focus on
delivering a superior customer experience; through initiatives
such as “proactive customer care” and focusing on customer
journeys; resulting in improved Net Promoter scores

Zain Bahrain launched the Zain delights program phase two,
offering more personalized and relevant offers to customers,
which increased ARPU and customer engagement,
improved communication effectiveness and customer reach.
The operator also introduced a remote teleworker solution
and the Al Zain postpaid platform.

Conscious of the effects of the pandemic on society, the
operator offered free internet access for home broadband
customers to online educational platforms, enabling students
to continue their education virtually. These educational
platforms included, Google Classroom, Google Hangout,
Microsoft Teams, University of Bahrain Black Board,
https://www.edunet.bh/, and eduNET.BH app.
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Operational & Financial Performance 2020 2019 Growth
Revenues (USD m) 164 167 -1%
EBITDA (USD m) 57 56 2%
EBITDA % 34% 33% -

Net Profit (USD m) 143 14 3%
ARPU $18 $18 -

Capex (USD m) 62 53 17%

Y

NETWORK KPIs
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Data Volume Coverage Coverage Coverage Availability
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REGULATORY AFFAIRS

Zain’s operating companies are subject to laws and regulations governing the operations’ business
activities. Such rules typically take the form of cross-sector legislation such as Personal data protection
laws, or sector-specific rules and licensing obligations such as those covering telecoms (competition,
consumer protection, coverage, quality of service, numbering, spectrum allocation and many others)

or digital financial services (anti-money laundering, customer protection, and credit information) or digital
health. Zain works closely with national telecommunications regulatory authorities, the data protection
supervisory bodies and financial services regulators to ensure compliance with regulatory legislation.

The COVID-19 pandemic has brought to light the critical importance of fixed and mobile
telecommunications infrastructure and the use of digital data and digital services. With the lock-downs
and the restrictions on the movement of people within and beyond national borders, telecommunications
operators witnessed (a) a dispersion of traffic from central business districts to residential areas to cope
with the working-from-home mandate and online education for stay-at-home students (b) a significant
increase in traffic - reaching up to 50% increase in some markets - as a consequence of further data
consumption of video-on-demand or immersive gaming and other services (c) a need to selectively share
location data with government medical authorities to aid in implementing social distancing measures

to stem the spread of the virus (d) telecommunications networks as an essential social enabler which
provides a means of communication and social cohesion.

Il ORGANIZATIONAL RESPONSE

<
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I
[
Disruption in
supply chain
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o Delays in fibre
o and 5G expansion
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g country cannibalization
cZ) by OTT apps
= (Reduced international
Q call traffic)
E Temporary closure ’
S of retails shops .
- Discontinuation ::gﬁu::?n::at::\?egl
of physical sales is limited
Provision of free services campaigns
to support society in
crisis (i.e., data packages)
4

Short-Term TIME Long-Term

Other critical issues as a consequence of COVID-19
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Across the Zain footprint, regulatory intervention came in
various forms: (a) grant of spectrum temporarily in critical
bands to enable operators to cope with the sudden surge
in traffic (b) permitting operators to use spectrum available
to them on a technology-neutral basis in an erstwhile
technology-specific regulatory regime (c) mandatory
non-disconnection policy during the lock-down period
even where customers defaulted on payments to ensure
continuity of service (d) offer of free data consumption
capacity (up to 5 GB per month) on top of an existing
subscription (e) mandatory access to online educational
platforms and healthcare services.

Spectrum and Licenses

s Sufficient IMT Spectrum
= Backhaul Spectrum
= Favourable Spectrum Roadmaps

= Optimal Spectrum Costs

Infrastructure

Ubiquitous Fiber Access
s Infrastructure Sharing
= Fixed Network Licenses

)

= International Connectivity

Industry Taxation
= Optimizing revenue share /
regulatory levies / air-time taxes

= Negotiating favorable payment
terms on all regulatory cost items

Competition & Market
@ Developments

= Effective competition enablers
(Licensing review, strategic market

I reviews, cost-orientation, ex-ante
and ex-post remedies)

= Enforcement of anti-competition controls

Apart from the COVID-19 impact, the regulatory landscape
witnessed several developments all designed to accelerate
digital transformation. These include launch of new policies
such as national spectrum strategy plans to implement
outcomes from WRC-19; and new cloud computing policies.
Other measures included the larger-scale provision of
fiber-to-the-home (FTTH) to cater to customers’ demand for
fixed home broadband (HBB), and a fixed-mobile converged
quadruple play.

Zain's approach to regulatory matters focuses on eight core
areas with critical impacts on the company’s business and
enablers for the realization of Zain’s Group’s ‘4Sight’ strategy.

Customer Affairs

= Consumer Protection

= Personal Data Protection

= SIM Registration

= Universal Service Fund Reforms

5G

= Making Rollout Obligations Less Onerous
» Strategic Approach To Verticals

= Security and Privacy

= Government Demand Stimulation

o— R B2B
J = License enablers for B2B
@ P = Cloud Computing Regulatory Support
» -0 = Favorable M2M/loT Frameworks
= Support for Cross border flow of data

Digital Services

= Digital Identity / Facilitation
of e-KYC/e-signature/E2E
digital contracts

s FinTech: AML/CFT Regulations /
Open Banking

= Digital Health Regulations
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Spectrum and Licenses

In 2020, several developments occurred within the spectrum domain. Firstly, as a short-term measure to support
COVID-19 impacts, national regulatory authorities in Kuwait, Jordan and Saudi Arabia granted temporary spectrum
or rights to use existing frequencies on a technology-neutral basis. In other markets such as Sudan and South Sudan,
Zain acquired new frequencies. Finally, in Jordan and Iraq spectrum licenses were renewed.

Temporary Spectrum

KUWAIT

s 2x3.3MHzin 1800 MHz band
s March 2020 — December 2020

JORDAN

s 2x5MHzin 900 MHz band
and 10 MHz in 3500 MHz band,;
Technology-neutrality applied
to 900 MHz band

= March 2020 - February 2021

SAUDI ARABIA

= 2x 10 MHz in 800 MHz band
in selected regions

s March 2020 - February 2021

:: SUDAN

= 2x5MHzin 1800 MHz
m 2x5MHzin 2100 MHz
= Licence until Jan 2029

= Cost of USD 30m

= Payable in 3 installments over
3 years and in local currency.

A
. SOUTH SUDAN
-wr

= 2 x5MHzin 900 MHz band
= 2x5MHzin 2100 MHz band
= Licence until November 2029
= Cost of USD 400K

s Payable in local currency

Temporary allocation, new spectrum acquisition and license renewals

Licence Renewals

JORDAN

» Renewal of 2 x 12.5 MHz in 900
MHz band

= Technology-neutral 15-year licence
commencing from 22 February 2021

= JD 156.375m, payable in three
equal installments (each every
five years)

S« | IRAQ

= Renewal of 2G/3G licence

= Acquisition of 4G authorization
= Licence until August 2030

= USD 233m, payable up-front as well
as any outstanding liabilities to CMC

yZ
BAHRAIN
AN

= Extension of the use of 10 MHz
(which forms part of 100 MHz
in C-Band used for 5G)

= Until end of 2021
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Countries are also taking steps to issue spectrum
roadmaps. Saudi Arabia plans to release more than 23
GHz spectrum as part of the Kingdom'’s five-year national
spectrum strategy. Bands to be released include millimetre
wave bands, extended C-band (3.8 — 4.2 GHz) and other
mid-bands (1427 — 1518 MHz and 5925-7129 MHz).
CITC is exploring innovative uses such as spectrum
sharing and trading, spectrum allocations for verticals,
for vehicle-to-X applications. In its most recent spectrum
roadmap, CITC has outlined plans to release 3.8 - 4.0
GHz, 600 MHz, additional spectrum in the 700 MHz

or 800 MHz for IMT use in 2021. 26 GHz and L-Band
are expected in 2022. In Jordan, the TRC launched an

Lowering of spectrum
costs for new acquisitions
and license renewals

Grant Longer License
Duration (>20 years)

Regulator-led

Accelerated release
cross border frequency

of IMT spectrum in
markets with limited
spectrum holdings

and synchronization
coordination across
all bands

Infrastructure

In 2020, several infrastructure-focused policies and initiatives
were proposed by governments across Zain’s footprint.

In Kuwait, CITRA published a new bylaw (coming into effect
on 28 January 2020) governing the minimum specifications,
site rectification procedures and annual audit requirements
for the construction and maintenance of tower infrastructure
including requisite approvals from CITRA, municipalities,
and other authorities. The long-awaited licensing framework,
which has been in development for over three years, is
expected to be published sometime in 2021. The framework
may introduce the grant of universal licenses, enabling
mobile operators to have access to fixed infrastructure and
operate international gateways.

In Jordan, in May 2020, the Telecommunications Regulatory
Commission (TRC) issued a decision to permit operators to
establish more Internet Exchange Points (IXP). More IXPs
will reduce operational costs for ISPs, improving access
speeds and caching traffic locally.

In Saudi Arabia, in February 2020, CITC initiated the process
for an open-access agreement on fiber, granting all

industry process to assess shared spectrum access’
merits, including impacts on competition, innovation,
and investment.

On the spectrum cost front, Zain Kuwait and other MNOs
in the country have continued to engage with CITRA to
obtain a two-year grace period for the annual payment
of the recurring KWD 2 million spectrum fees.

In line with its regulatory strategy, Zain continues
to advocate critical messages to national regulatory
stakeholders on the radio access network, backhaul
spectrum and the advanced publication of national
spectrum roadmaps.

Favorable Payment
Models: Installment over
license tenure; deferred

payment for
5G spectrum

Guarantee technology
neutrality across all bands

Proactive Publication
of National Spectrum
Roadmap for
Coordinated Planning

Ensure availability of
E-Band Spectrum for
Microwave Backhaul

operators the opportunity to provide fiber-to-the-home
(FTTH) connectivity to customers, independent of
infrastructure ownership. This agreement came into force
in July 2020. The open-access agreement facilitates fiber
backhaul connectivity, critical for 5G services and
enables strong fixed-mobile converged plays.

In 2020, CITC also issued public consultations on access
rules to physical facilities and interconnection to enable
stricter controls to be imposed on dominant players. In June,
CITC articulated its position to enhance the regulatory
environment to promote investment in tower ownership
to boost 5G deployment.

In Bahrain, Zain continues to leverage the infrastructure of
BNET, the national fiber-based national broadband network
and fixed wholesale infrastructure player in the Kingdom.
BNET provides regulated access to fiber-to-the-home

(exceeding 78% of households) on a wholesale basis for
resale by licensed operators in the retail market; and access
to fiber for backhaul / fronthaul circuits with the price
and non-price terms defined in a BNET Reference Offer.
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In Sudan, Zain is still exploring opportunities to enter the fixed network and services space by applying for a fixed licence.

Separately, fiber infrastructure and voice and data international gateway and cable landing facilities remain monopolies
in Iraq and Kuwait. There are no definitive timelines for liberalization, despite significant advocacy efforts.

In South Sudan, mobile operators are no longer permitted to roll out their fiber but are mandated to enter into commercial

agreements with separately licensed fiber companies.

Zain's regulatory strategy advocates critical messages to national regulators on infrastructure initiatives:

Ubiquitous fibre networks: Support
right to deploy fibre or regulated
access to fibre on fair price and
non-price terms

Advocate liberalization of
international gateway and open
access cable landing stations to

enhance international connectivity

To lower IP transit
costs, advocate establishment
of more Internet Exchange Points

Advocate universal ‘service-neutral’

Advocate for favourable legislation
for passive and active infrastructure
sharing and TowerCo establishment

Industry Taxation

Zain's regulatory strategy promotes the lowering of
industry-specific costs given the significant investments
that need to be made to deploy 4G/5G, next-generation

access networks, digital services, and many other solutions.

Within the industry taxation focus area, some favorable
outcomes have been realized. In 2020, in a bid to boost
the take-up of M2M/IoT services in Jordan, the TRC
agreed to create a new numbering range that will not be
subject to the JD2.6 new subscriber line tax imposed on
other voice and data SIMs.

Through extensive engagement with the TRA, Zain was

Lower levels of
industry-specific
fees (revenue share,
regulatory fees, numbering

national players

Lower Government-imposed
activation charges on customers
(SIM, connection taxes)

licence to permit fixed and mobile
services to allow converged fixed
and mobile offerings

Where possible,
eliminate industry-specific
utility prices or differential
fees, mast fees) on tax rates

Lower Usage Taxes (excise
duties, higher VAT rates....)

Advocate for Government-led
Broadband Cost
Reduction initiatives

able to achieve BHD 868K in saving including reduction
on the unified URL blocking filtering solution (BHD 45K),
credit note of BHD 524K corresponding to the
postponement of the application of higher rates in the
Schedule of Fees for frequencies and BHD 299K based
on a recalculation of the annual compliance fees for masts.

On the other hand in Sudan, Zain anticipates an increase
in VAT from 35% to 40% and income tax, specific to
mobile services, as a percentage of gross revenue from
7% to 10% in Q1 2021.

Zain continues to advocate key messages on industry costs:

Create incentive
to deploy loT/M2M
by lowering regulatory costs
to enable these to thrive

Lower handsets taxes
to enhance affordability
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Competition and Market Developments

The competition landscape within Zain’s footprint
continues to evolve rapidly. Several regulatory decisions
and actions were initiated or implemented in 2020,
including the entry of new players.

In Kuwait, the mobile virtual network operator (MVNO)
licensing process initiated by CITRA, resulted in selecting
one bidder, Connect Arabia WLL, which the STC network
will host with the license expected to be issued in Q1
2021. CITRA also published interconnection and access
bylaws early in 2020.

In Bahrain, the Kingdom published its fifth National
Telecom Plan (NTP-5). NTP-5 includes policies supporting
the award of more spectrum for 5G deployment. It also
includes considerations for treating other licensed
operators’ fiber assets to meet the single network
objective and plans to enhance international connectivity.
It also addresses the possible award of loT virtual
network licenses within a 3 year timeline.

In Jordan, the TRC completed and published its strategic
market review report on the mobile, fixed, and dedicated
capacity markets in October 2020. The outcomes are
favorable to Zain. Firstly, this entailed removing the obligation
to ensure that off-net tariffs do not differ from on-net tariffs
by more than 200%. It also resulted in the removal of the
mobile-access-and- call-origination obligation. Finally, it
placed a responsibility on the dominant operator in the fixed

market to offer access to its civil engineering infrastructure.

In Saudi Arabia, CITC embarked on several initiatives.
Firstly, in January 2020, the Kingdom initiated the process
to award two MVNO licenses with final bid submissions
being made on 10 December 2020. Separately, CITC
issued two new loT Virtual Network Operator licenses
to entities in the Kingdom - Dawiyat and Machine Talk.
In June, CITC reduced the mobile termination rate by 60%

NRAs to launch periodic
Strategic market reviews to
determine competition status and
assess effectiveness of any
ex-ante obligations

Introduce functional
or legal separation as a remedy
in the event of persistent market
failure as a result of abuse
of dominance

Advocate cost-based pricing for
wholesale services in the market

Enforcement of proposed
ex-ante and ex-post remedies is
critical — simply recommending

measures is not enough

to 2.2 Halalas and the fixed termination rate by 48% to 1.1
Halalas over rates last reduced in 2017. The reduction is
favourable to Zain. CITC also issued regulations (a)
concerning minimum internet throughput for fixed
broadband connections (minimum 85% of advertised
throughput for fiber services) to be effective as from April
2021 (b) tariff regulations which became effective on
9 September 2020. CITC also issued the final market
determination, designation, and dominance (MDDD)
report identifying STC as dominant in eight wholesale
markets and three retail markets. Zain will benefit from
obligations imposed on the dominant operator. These
obligations include the non-discrimination of services and
cost orientation of fees. CITC has also taken steps to
implement margin squeeze testing (as an outcome of a
public consultation held in February 2020). This approach
ensures that if a dominant player launches a product, CITC
will assess whether other operators can replicate the
product and secure an acceptable profit margin.

In Iraq, the parliament passed a resolution to initiate the
launch of a national mobile as a 4th player. Stakeholders
anticipate, however, that this process will take time.
Due to COVID-19, mobile number portability (MNP)
implementation is delayed, and the industry expects that
MNP will become active in Q4 2021.

In Sudan and South Sudan, to accommodate inflationary
impacts, Zain has made appropriate adjustments and
rebalancing to retail tariffs in 2020, all approved by the
national regulatory authorities. Furthermore, in South
Sudan, a new operator, DigiTel Telecom Company,
secured a license and plans to launch commercial services
inQ12021.

Zain’s regulatory strategy advocates putting in place
controls that will foster effective competition:

Implement tariff regulations
which impose proportionate
obligations - for example, tariff
approvals should be applied only
on dominant operators

Introduction of new entrants
should take cognizance of the
ability of existing players to
sustain and recoup investments
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Customer Affairs and Universal Service

Zain operations place considerable focus on compliance with regulations that apply to customer affairs. These
regulations include personal data protection laws and policies, consumer protection regulations, quality-of-service
obligations, SIM registration or SIMs caps, credit and collection procedures, international roaming services, traffic
management and pricing practices as well as cyber-safety policies. Zain also places a premium on an inclusion agenda
through its sustainability programs and the importance of extended connectivity to the unconnected through universal
service and universal access. Zain supports this agenda through recommendations on regulatory reform.

Quality of Service Personal Data Protection International Roaming

yZ
KUWAIT SAUDI ARABIA ‘ ; ‘ BAHRAIN
\3

= CITRA issued new QoS Regulations = CITC issued new Personal Data = TRA published the International

in January 2020 Protection Guidelines Roaming Service Regulation in
= New KPlIs on fixed and mobile s CITC issued “General Rules for April 2020

broadband services Users Personal Data Protection” = Regulation obligates service
= Replaces QoS Regulation of 2015 in April 2020 providers to set a default limit

s CITC issued “Procedures for of BHD 50 on roaming charges

Launching of Services or Products = Service providers must notify
Based on User Personal Data” in customers at different usage
May 2020 thresholds

= Data Services cease unless the
roaming subscriber requests
continuation of service

Regulations and developments in the customer affairs domain
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Connecting the Un-Connected / Empowering Universal Service

Throughout 2020, Zain worked closely with the UN Broadband Commission for Sustainable Development, SAMENA
Telecommunications Council, GSMA, and other like-minded organizations, as part of the 21st Century Financing
Working Group, in bridging the divide between the connected and the unconnected. The Working Group is
conducting a comprehensive study on innovative funding, financing, and investment strategies to Connect the
‘Un-connected’. The Working Group will also provide sets of policy recommendations for governments and
policymakers to foster innovative funding, financing, and investment strategies. Such guidance will include
reforms to universal service funding (USF) programs.

Zain's regulatory strategy advocates key messages to foster the development of regulations governing customer affairs:

Create Quality of Service
Enact consumer protection Develop Robust and Quality of Experience
legislation which guards against Standalone Data Regulations that deliver
unfair pricing, unfair terms and Protection Laws best-in-class quality without
advocates transparency Across All Sectors creating an unnecessary
burden for operators

Broaden tax/contribution
Make Efficient Use of Universal base or ICT funding for Create a safer internet
Service Fund and ensure fast rural areas to include experience for consumers,

disbursement of funds non-telco operators and businesses and society
digital players
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5G

Zain has continued its rollout of 5G in Saudi Arabia,
Kuwait, and Bahrain apace. As 5G network coverage and
capacity continue to grow (with more spectrum
availability), and accompanying technology advances
in loT, artificial intelligence, big data, cloud, and edge
computing, innovative 5G use cases are beginning to
emerge. Saudi Arabia and Bahrain have started to develop
5G-focused policies that will enable even faster 5G
deployment and take-up through one-stop-shop-site-
approvals, infrastructure sharing, lower-cost spectrum,
availability of fiber for backhaul and front haul. Zain is also
cognizant that authorities are studying the merits of
setting aside dedicated spectrum in core IMT bands for
verticals to deploy private 5G networks for connectivity
across many mission-critical, industrial, and traditional
enterprise organizations.

Ensure 5G rollout obligations
are not onerous

Government-led 5G investment
support in exchange for
accelerated rollout of 5G

B2B

Licensed spectrum
dedicated to MNOs
and not to Verticals

Zain's regulatory strategy is very supportive of the broad
initiatives proposed by governments. However, Zain
maintains that setting aside IMT spectrum for Verticals
overlooks challenges with spectrum underutilization,
fragmentation, and regulatory overhead. Instead, Zain
continues to advocate that verticals have access to several
alternatives: (a) the use of the plain vanilla or bespoke
enterprise offers (b) access to loT virtual network licenses
and wholesale capacity from a mobile network operator
— if the desire is to control core network elements (c)
access to a 5G ‘network slice’ if there is a desire to control
radio parameters (d) use of license-exempt spectrum for
short-range devices or Wifi-6.

Zain's regulatory strategy advocates key messages to
support the development of 5G rollout:

Government to develop
cyber-security strategies and
policies to support 5G

Government to stimulate
5G demand and to accelerate
sector regulators collaboration

to support use-cases

Given sites-hyper-density,
create one-stop-shop for
sites approvals

Zain's B2B portfolio includes mobile services, fixed services, loT, hosted and managed services and managed security.
Therefore, the regulatory requirements for providing fixed services, cloud services, cyber-security, and cross border

data flow are crucial to B2B services’ enablement.

Fixed Services

Zain is able to offer fixed services leveraging on its licence
and infrastructure or through regulated access to licensed
third-party infrastructure in all markets except Sudan.

Cloud Computing

On cloud computing, Saudi Arabia, Kuwait, Bahrain,
and Jordan have standalone cloud computing policies,
and relevant developments occurred in the three markets
in 2020.
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Cloud Computing

SAUDI ARABIA

s CITC issued Version 3 of its cloud computing framework
in December 2020

m CITC also issued Guidelines for Cloud Service Providers

= Framework obligates Service Providers to register
with CITC

= Service Providers can transfer data outside Kingdom
subject to customer’s consent

» Data for Saudi Government entities cannot be transferred
outside Kingdom unless permitted under any other
Kingdom law

KUWAIT

= CITRA issued a draft cloud computing framework to
regulate cloud computing use within Kuwait which
contains onerous obligations

Policy proposes data classification, controls and
obligations on Cloud Service Providers (CSPs)

Policy also advocates data localisation and promotes
extra-territorial obligations on CSPs

= Policy outlines privacy obligations and data protection
principles

Policy obligates organisations to notify subscribers
within 1 hour following data breach

Changes to cloud computing regulatory frameworks

JORDAN

Ministry of Digital Economy & Entrepreneurship (MoDEE)
issued in August 2020

Policy espouses benefits of adopting stylised Jordan Cloud
architecture

Proposes Government private Cloud Platform for
Government use only and public cloud for private
use managed by Cloud Service Providers (CSPs) inside
and outside Jordan

MoDEE has mandated TRC to issue instructions for CSPs
including instructions, guidelines, service level agreements
and to manage certification, approval and audit of CSPs.
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loT

Zain is increasingly focused on cross-border loT/M2M services. For this area, loT regulations covering licensing, permanent
roaming, the use of eSIMs, addressing of loT devices, availability of IPv6 versus IPv4 are all essential. M2M brings up
special requirements including the need to support eCall services and to support permanent roaming to enable
in-factory installation of SIMs before vehicle shipment across borders.

Within the loT space, regulatory developments took place in Saudi Arabia, Jordan, and Bahrain.

Internet of Things (loT)

‘ SAUDI ARABIA

In March 2020, CITC issued two loT-Virtual Network Operator licences to Dawiyat and machines Talk

@ ‘ JORDAN

In November 2020, TRC issued a consultation on loT services with the objective of further enhancing
its existing loT Regulatory Framework

€> ‘ BAHRAIN

In October 2020, the Ministry of Transportation and Telecommunications issued its 5th National Telecom
Plan (NTP-5) which advocates possible award of loT-Virtual Network Licences

Changes to loT regulatory policies or market landscape
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As of January 2021, the other markets do not have standalone loT policies, and Zain anticipates significant development
in this area in 2021.

Zain’'s regulatory strategy calls for regulatory authorities to put in place enablers to support the development and growth
of B2B services:

Lobby for Unified Accelerate adoption Permit cross-border transfer

Licenses or Right to of Cloud regulations through of non-personal data for
Offer Fixed Services favourable legislation centralized processing

Create favourable rules for loT/
M2M - including separate
numbering range, permanent
roaming, cross border data flow

Lobby for robust Advocate for fair
legislation and controls share of government
on cyber-security spend in B2B Space



ANNUAL REPORT 2020

62 | Regulatory

Digital Services

Zain's digital portfolio focuses on group-API initiatives, digital financial services, e-commerce, digital health, and e-sport
(immersive gaming). As such, developments in digital identity regulations, direct carrier billing rules, e-commerce laws,
electronic payments laws and fintech anti-money laundering regulations are fundamentally essential to Zain. Over the last
twelve months, significant developments have taken place in some markets in the Zain footprint to support the enablement
of such digital services — particularly in the wake of COVID-19.

BAHRAIN

= In Bahrain, several relevant statutory orders have
been passed

s Order 35 of 2020 permits small civil and commercial
cases (~ BHD 1000) to be entirely electronic

= Order 42 of Regulations of Procedures for Civil

Electronic Adoption of Cases permits electronic case procedures
Transaction Laws Electronic
Signature
SAUDI ARABIA
Enabling = In Saudi Arabia, early in January 2020, banks
Digital launched the process of accepting electronic

Contracts signatures

= National Centre for Digital Certification (NCDC)
accredited several government establishments as
Government certification service providers to activate
digital authentication services (identity verification,
electronic signatures, and data encryption for
electronic contracts)

Approving more
through Digital Certification

Courts System Centres for

Authentication

Enforcement

JORDAN

= InJordan, in a bid to accelerate the onboarding of
customers to e-wallets, the Central Bank of Jordan
authorised electronic KYC procedures eliminating
the need for paper-based signed documents.

Adoption of Electronic Contracts, e-Signature, enforcement through courts

Digital Financial Services and E-Commerce

The markets within Zain’s footprint have a high unbanked population. As such, mobile money and digital payment
methods continue to witness significant growth. Against the backdrop of the COVID pandemic, e-wallets,
contactless platforms, and payment solutions have had significant take-up and adoption to respond to the need to
reduce physical interactions.

Zain's markets have witnessed significant developments in regulations governing financial services. Firstly, the
regulatory sandboxes in Saudi Arabia, Kuwait and Bahrain have continued to thrive, enabling fintech companies
to experiment with new financial solutions.
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In Saudi Arabia, the Saudi Arabia Central Bank (formerly
the Saudi Arabia Monetary Authority) issued a new
Payment Service Providers (PSP) Regulation in August
2020. The regulation covers credit transfers, direct debits,
and payment transactions through a payment card or
similar physical or digital device. Invariably, this will impact
direct operator billing activities currently undertaken by
Zain Saudi Arabia. These will likely come under the purview
of the SAMA rather than just the telecom regulator (CITC).
Similarly, SAMA issued a consumer micro-financing
regulation in December 2019, which has enabled Tamam,
Zain Saudi Arabia’s micro-lending subsidiary to secure the
first consumer micro-lending licence in the Kingdom.

The Ministry of Commerce and Investment in Saudi Arabia
has adopted the Implementing Regulations of the
E-commerce Law (effective from 31 January 2020) to
accompany the recent shift towards electronic
transactions in the Kingdom. The new extraterritorial
regulation, which regulates commercial transactions
between service providers (both located in Kingdom and
abroad) and consumers, aims to increase confidence in
e-commerce transactions.

In Kuwait, in 2020, the Central Bank of Kuwait took further
steps to ensure compliance with the Instructions for

Accelerate adoption
of e-KYC and

Regulating Electronic Payments (Resolution No. 44/430 of
2018). The statutory instrument that regulates electronic
payment infrastructure providers (EPIP) and Electronic
payment Agents (EPA) calls for all direct operator/carrier
billing activities undertaken by telecommunications
operators to now fall under the purview of the CBK and
requiring an electronic payments licence. CBK has
requested that all telecom operators register to obtain
electronic payment licenses to act as intermediaries on any
financial transaction.

Digital Health

One of the primary outcomes of the COVID-19 pandemic
is an acceleration of digital services in the healthcare
sector. Zain has been active in supporting government
healthcare initiatives, including developing contact-tracing
mobile applications (such as the Zain Shlonik app in
Kuwait). Zain continues to monitor the development of
regulations in the healthcare space.

Zain's regulatory strategy calls for governments to create
enabling legislation to support the growth of digital services:

Build national digital ID
infrastructure with
wide coverage and

open APIs to support

digital identity

Enactment of
laws - e-commerce,
payment - which are

supportive of

FinTech growth

e-Authentication
procedures — including
licensing of digital
certification service
providers

Enactment of laws
and regulations which
are supportive
of digital health

Enforcement of
electronic contracts and
signatures in judicial
system

Enactment of legislation

which is supportive of

e-gaming growth and
development

Demand stimulation by
Government through
acceleration of take-up
of e-Government
services

Promote creation of
regulatory sandboxes for
emerging technologies
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RISK MANAGEMENT

A. Overview

A robust and agile Risk Management framework enables the achievement of Zain’s strategic objectives by
identifying, analyzing, mitigating, monitoring, and governing risks or potential threats to strategic objectives.

Zain Group’s Risk Management function plays a vital role within the company, reporting to the Board Risk
Committee (BRC), which meets quarterly to discuss the risk profile of the organization. The BRC oversees
the implementation of a comprehensive risk assessment exercise covering all of Zain’s operations, while also
reviewing and approving the risk management framework on an annual basis.

In addition, the BRC oversees compliance with risk management policies and procedures, and reviews adequacy
of the risk management framework in relation to the risks faced by the organization.

B. Framework

The table below illustrates some of the key risks across Zain Group and how they are being mitigated through
the various mitigation options.

Table 1: Key Risks for Zain

Evolving

Description

As our business is undergoing

Regulatory Regime digital transformation, the

regulatory implications bring
new challenges.

Impact

Increased cost of operations
(license fees, cost of regulatory
compliance) leading to lower
profits; delay or rejection

in launching new businesses
and services to create new
revenue streams.

Mitigation

Collaborate with market
regulatory authorities and other
stakeholders, engage on
market issues, with a clear
focus on common benefit.

Innovation on new products
and services to enhance
revenues and overcome
increased regulatory costs.

Cybersecurity As technologies advance Customer data breach, Continuous enhancement of
Zain’s Risk Management framework has been benchmarked with leading global risk management standards rapidly, cybersecurity threats financial, reputational or our cybersec.:urlty capabilities
and guidance such as ISO 31000 and the Committee of Sponsoring Organization (COSO) framework. are also evolving and need regulatory consequences. by updating:
continuous monitoring. 1. Policies and procedures
2. Latest security tools
ERM policy, procedures and roles & responsibilities 3. Training and
awareness programs
4. Periodic security assessments
| 14
; Over the Top Disruptive technologies are These OTT players continue Transform our business from
Establish the context — (OTT) being adopted at an extremely  to impact revenue for all mobile  a pure telecommunications
- Z Applications fast rate, where competitors are  network operators without model to a digital lifestyle
= - S_ infringing on traditional voice having to conform to regulatory provider by creating innovative
5 Identify risks — § and SMS revenue streams. implications. products and services and
%C) - reinventing business models.
(9]
© <
o Analyse risks — 2' Geopolitical & Zain operates in multiple Reduced customer Ensure cost optimization
3 o Macro-economic markets, and changes to spending ability leads initiatives and access to
5 = Situation macro-economic indicators to reduced revenues long and short-term capital
E Evaluate risks > BPe impact operations enormously.  impacting the execution of options through varied
S g the company’s strategy. sources of funding.
3
. Weakening currencies impact ~ Employ various hedging
IR the profitability of Zain's instruments to prevent value
| operations and asset valuation.  erosion of assets.
Geopalical indences 62410 Ongeing improvernet of our
Figure 1: Zain Risk Management Framework (alignment to ISO 31000) technology. business contlnun-:y capabilities
: across our operations.
Price Wars & Unrestrained competitors Impacts revenue, profitability Observe the competitor
Irrational or irresponsible operators and customer experience landscape in all markets, and

This framework continues to use an impact-likelihood matrix to determine the risk rating of events facing the
company across its operations. The impacts are assessed across multiple parameters that include financial,
reputational, climate change, markets, customers, and employees, among others. The rating also takes into
consideration the pre- and post-mitigated status of the risks, providing information on both the status of
inherent and residual risk status to the organization. The Risk Management function uses key risk indicators
(KRIs) that are monitored and analyzed by Zain Group and its operating companies to ensure that risk
profiles are within the acceptable risk appetite set by the BRC.

Competition

with low value and market
share could perpetrate
market erosion through
price pressures.

metrics.

counter suitably. Ensure the
market is fair and competitive,
while trying to create value
propositions to maintain
customer loyalty.
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C. Impact of COVID-19 Below illustrates the top COVID-19-related risks, with a comparison of their impact and relevance to Zain Group
and other telecom operators.

Due to COVID-19, Zain's operations were affected by lockdown measures imposed by respective government
authorities that resulted in activation of remote work procedures. Group Risk established a Crisis Management
Committee at the Group level and at respective operations to establish COVID-19 response plans. Execution of
the plans was monitored on a weekly basis from March 2020.

Global Telecoms Zain Group

The focus of the committee was on employee safety, business scenario planning, opex management, supply
chain, network performance, work from home, and calibrated restart of business as the operations began to
emerge from lockdowns.

APR-MAY’20 JUN’20 onwards
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ACTING RESOLVING PLANNING
UPON INITIAL GAPS IN FOR THE ‘NEW
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e Crisis Management Committee e Business Continuity Plans e Implementing new work
created at Group & OpCos « Enabling mobilization of teams to environment Risks due to COVID Impact

e Ensuring safety and well-being of work from home (Contact Center Rl Nololo)¥/[aloRieldg=i{e]gaaNe]4]
our employees (working remotely) & Sales) regulations 1. Subscriber addition impacted due to retail store closure

e Keeping contact with customers e Expanding network capacities e Enhanced digital services

through e-channels 2. Inaccessibility to offline recharges impact feature phone

¢ Re-developing payment and
e Supporting Government & Local distribution of online payment
Community channels (Zain Cash - Jo & 3. Customer support services under strain

Zain Iraq)

e Compliance with Government
Directives e Stock Management of SIM Cards/
Vouchers/Devices

4. Pressure on telecom networks as data consumption spirals

5. Low adoption of business collaboration and productivity tools impact remote working

Figure 2: COVID-19 response plan 6. Surge in teleworking increases cyber and data security risks

7. Telecom and OEM companies exposed to long-term supply side risks

8. Inability to contain costs to adversely impact net margin and working capital

9. Financial accounting and reporting considerations in book of accounts

Figure 3: COVID-19 impact
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Cybersecurity response during COVID-19

Comprehensive cybersecurity guidelines were developed and communicated to the operations.
The guidelines outlined the best practices and minimum activities required to secure Zain from
rising cyber threats, particularly due to the increased reliance on remote working.

Group Risk prepared a framework for all the operations to assess their security posture.
The framework was used to track activities currently performed, and ones that needed
to be implemented, with dates for Group Risk’s oversight on the security requirements
per operation.

Cybersecurity Assessments

Overseen by Group Risk Management, Zain operations continue to invest in automated
detection and prevention solutions to address evolving cybersecurity threats. Rigorous security
reviews and testing across operations are performed by Group Risk Management to validate
effectiveness of security controls on both telecom and IT security. Group Risk continued
enhancing its comprehensive cybersecurity awareness program to detect security threats,

and to protect corporate and personal information. The program was designed across various
channels such as email newsletters, SMS, roll ups, banners and electronic displays and was
communicated to operations for dissemination.

Business Continuity Management

Zain Group is committed to ensuring the continuity of its businesses in the event of an
incident or disaster that could cause major disruption. In response to the COVID-19
pandemic, Zain Group developed a framework for seamless work from home. The exercise
involved identification and prompt deployment of tools, assets, and trainings for staff to
continue offering services to customers.

Group Risk developed critical continuity indicators to monitor the response to the pandemic in
its operations. The indicators were presented and reviewed by the COVID-19 Crisis
Management Committee at Zain Group.

Further, Zain Group developed the Safe Return to Work plan for gradual return of staff to
the office.

ISO Certifications

Maintenance of existing ISO 27001 Information Security Management System
at Zain operations.

69 | Risk Management

ANNUAL REPORT 2020




/".,/ =

/0 | Technology ANNUAL REPORT 2020

TECHNOLOGY
ENERGY EFFICIENT SOLUTIONS

Optimization of Sites

In 2020, Zain deployed outdoor cabinets in Bahrain, Iraq, Jordan, and Saudi Arabia (KSA) as part
of its effort to reduce energy requirements at its base stations, which would lead to reductions in
CO2 emissions. Those cabinets are less energy-hungry than the conventional equipment housing
premises known as shelters because they rely on reduced cooling solutions such as free cooling
units or direct current (DC) cooling technology instead of the usual alternating current (AC)
cooling systems. Given that the usual AC cooling systems requirements tend to represent 40 to
45% of total base stations energy consumption, cutting this consumption by more than 50%
using outdoor cabinets on more than 250 base stations in 2020 has had a significant positive
impact on Zain's carbon footprint.

Base Stations

Zain focused on the deployment of high efficiency DC power systems in Kuwait, the
deployment of green power solutions in South Sudan, and the connection of off-grid sites to
commercial power in South Sudan and KSA. The objective of using high efficiency DC power
systems is to reduce energy losses due to conversion from AC to DC power as required by
telecom equipment. Green power solutions help achieve around 60% saving on sites’ energy
consumption. Connecting off-grid sites to commercial power results in at least 80% saving on
fuel consumption. By reducing the losses in energy due to power conversion, deploying green
power solutions where feasible, and connecting off-grid sites to commercial power, Zain
reduced its CO2 emissions on some of its base stations in 2020.

Data Center

In 2020, Zain successfully deployed its second-TIER Ill data center in Kuwait, following the
establishment of “The Bunker’ in Jordan in 2019. This co-location data center obtained the approval
of Uptime Institute for Design Documents and Constructed Facility, a first for Kuwait. This outcome-
based infrastructure was designed with energy use efficiency in mind, ensuring the associated CO2
emission is kept as low as possible following the best available practices in the field of data center
facility management. The deployment of this infrastructure is in line with Zain strategy of providing
the best digital experience to its customers in a sustainable way, fulfilling its mission of providing
world-class telecom and IT infrastructure to Kuwait’s business and SME community.
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5G Core & Cloud Native

With all the challenges we faced in 2020, Core evolution continues to progress as per our
roadmap and in line with industry trends. 5G Standalone (SA) has been implemented in some
operations and the work is ongoing to integrate it successfully with other areas of the network. 5G
SA plays a major role towards adopting Cloud Native infrastructure that will enable our networks
to be more efficient in terms of speed, resiliency, agility, automation and performance. The
evolution from the exiting Network Functions Virtualization Infrastructure (NFVI) to Cloud Native
Infrastructure constitutes a major part of our plans for the foreseeable future. Cloud Native
Infrastructure will facilitate the optimum development of networks, providing enhanced latency.
Zain has also shown resilience in sustaining reliable service during the COVID-19 pandemic across
all its operations.

Evergrowing Demand for Data

COVID-19 has given rise to extraordinary challenges in 2020 forcing individuals, families, and
companies to rely more heavily on online communications. This exceptional situation increased the
demand for network data usage. With all the challenges we faced in 2020, Zain KSA managed to
expand 5G coverage to 50 cities. The company has thus established itself as the leading 5G
operator in the region in terms of national coverage. Zain Kuwait achieved nationwide 5G
coverage, and Bahrain expanded its 5G coverage to new areas. Committing to the technology
roadmap and in line with industry trends, Zain KSA and Kuwait have been advancing their 5G
network and were able to successfully complete trial and launch 5G SA, creating new capabilities
for commercial 5G use cases supporting industrial requirements.

In addition, Zain continues to focus on LTE technology in multiple operations. In Irag and South
Sudan, Zain managed to pave the way for the introduction of LTE by modernizing the network to
cater for LTE and enhanced LTE technologies, and deliver the expected customer experience.
Likewise, Bahrain, Jordan, and Sudan expanded their LTE networks and introduced Advanced LTE
to meet demand for broadband during the pandemic.
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Segment Routing IPv6- Based Transport Network

Zain is looking to benefit from the premium transport services that come with the promising new Segment
Routing over IPv6 (SRv6) technology, and as such in 2020 started deploying / migrating its transport
networks to the new solution in some Zain operations including Zain KSA, Zain Kuwait, and Zain Irag. SRv6
helps overcome current challenges faced by existing IPMPLS transport technology, reduces complexities in the
network, and adds more capabilities to the transport network. SRv6 will play a vital role in enhancing and
facilitating the evolution of advanced 5G services, supporting the highly needed network slicing in the future.
The new solution will also help in simplifying the transport network architecture, enhancing the quality of
experience for end customers as well as opening the door to the development of more new digital services,
mainly those that are extremely sensitive to low latency or require specific quality of service.

On the Al Journey

Artificial Intelligence (Al) together with 5G are set to supercharge the telecom industry. Hence, Al, advanced
analytics and automation form a major part of Zain corporate strategy and as the telco looks to evolve to
become a digital lifestyle provider. Al/machine learning (ML) is considered to be the technology that will drive
the next wave of data value creation. Al has already been applied in some areas of the business, specifically
customer experience management through virtual assistants and Al-based customer value management.

Zain is going further in exploring the benefits of Al and ML broadly in network management functions and
other user cases as Zain continues to rollout 5G networks and services.

To ensure that Zain adopts a holistic approach to Al and leverages existing capabilities, a blueprint was
developed to provide a framework for an enterprise architecture. The architecture forms the basis for providing
Al capabilities, including data services, model training/retraining, model management, and network knowledge
base. It lays the foundations for enabling intelligent automated network operations and digital service
innovations that rely on Al and ML. It was also critical that use cases are identified with better potential
economic benefits starting with reducing network/IT costs (energy saving, network operations) and
optimization of business processes (e.g., security, service optimization), enabling external new businesses
powered by 5G in the future.
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Measuring Network Customer Satisfaction

As Zain continues to put customer experience at the heart of its business and digital transformation, the
company finds ways to monitor and measure how customers utilize the network and gauges their experience
while using it. In 2020, Zain introduced the Network Customer Satisfaction Index (NCSI), with the main aim of
the statistic being to measure and identify customers whose experience of the network is not positive while
using selected services.

The index calculates the extent to which each customer does not receive the set thresholds for specific
experience indicators. These metrics, round-trip delay, and data speed are measured for a number of selected
data services, including video, messaging, gaming, and social media among others. The use case brings a new
way of measuring customer satisfaction based on customer level indicators contrary to traditional network-
based indicators.

% UNSATISFIED CUSTOMERS

10.65%

DISTRIBUTION OF CUSTOMER SATISFACTION LEVEL

e | 1% 2% 31%

Bl 0t2%% Bl 20t9%5% [ 95t097% 97t099% [l 99to 100%

Zain will be able to identify customers who are impacted and what specific services are contributing to the
below-par experience of each individual customer and take immediate action to improve the customer’s
experience quicker than before with traditional metrics.

The index will continue to be improved with ML and advanced analytic capabilities, enabling correlation of
other metrics, integration over the customer’s journey, and prediction of customers’ experience, helping to
proactively manage actual customer experiences.
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Containerization

Digital transformation is one of the key strategic initiatives Zain is using to simplify and optimize the delivery of its service
offerings in order to expand beyond the scope of standard telecom services and diversify revenues.

To achieve this goal, IT must play a vital role in the deployment of new solutions to keep pace with emerging business
requirement. The best infrastructure resource utilization is required, which can be achieved through Software
Containerization.

Software Containerization is going to be the key driver to Data Park realization. This technology will provide improved
time-to-market, optimized deployment cost and re-usability of the code in different cloud platforms.

Zain has begun to establish guidelines and master plans for a containerized environment by introducing a blueprint on
containerization orchestration. This blueprint covers the motivation for containerization; different deployment approaches;
how to secure the containerized environment; and what considerations need to be taken while deploying any orchestration
layer or containerized solution.

Currently Zain operating companies are evaluating different solutions through proof-of-concept efforts.
In the future, most operating companies are set to incorporate a containerized production environment, hosting
major internal or external applications.

RPA use cases implemented in OPCOs

Robotic Process Automation (RPA) is a journey that Zain and several of its operations commenced in 2019. Significant
milestones included selecting the best fit technologies for Zain through conducting a number of proof of concepts
across different functions; to determining the processes that are best targeted for automation, and injecting new RPA
robots to learn, mimic, and then execute rules-based business processes. The aim was to achieve greater efficiency,
better performance, enhanced consistency, reduced risk, optimized cost, increased productivity, and elevated
customer experience.

Despite the COVID-19 pandemic, numerous use cases were incorporated utilizing RPA in 2020 and are set to continue
during 2021. Use cases were focused on functions including finance, procurement, human resources, shop reconciliation
processes, pre-sales and technology (network operations centers, data centers and business support systems (BSS).

Digitization

Zain has continued to capitalize on its well-established Group API layer to diversify digital services offered to customers.
The Group API Layer ended this year providing more than 24 different digital products/services and serving over 1.5 million
customers on a monthly basis across seven countries.

The Group APl is spearheading Zain's efforts to become a fully-fledged digital service aggregator by 2021, supported
by the introduction of a Customer Life Cycle Management Layer. This initiative will be driven by a backend system
revamp that Zain is planning through the introduction of state-of-the-art Digital Business Support Systems (BSS).

Number of successful API calls per month going through Zain Group API Number of Customers using Zain Group API Platform
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ZAIN KUWAIT

9zain The operator partnered with
THERMAL Classera to offer learning
CAMERAS management solutions (LMS)

to facilitate e-learning and

) ' support universities, schools,
teachers, students, and
families, to better cope with
remote learning during the

COVID-19 pandemic.
o

92zaiN

BUSINESS.

ZAIN  ®
LIVE STREAM
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Zain Kuwait began offering thermal camera services to its
corporate customers with great success. Running on

e ik
Zain's network, these cameras can measure body LEARNING £ v

9zaiN

BUSINESS

temperatures from a safe distance in less than a second.
The camera system also facilitates the recording of —
temperatures of large groups of people, numbering up to \M
30 individuals at a time. The solution is also equipped with

artificial intelligence (Al), which allows for the identification
of individuals’ faces, and matches the images with past
recorded body temperatures. The matching function
works in scenarios where people are wearing face masks.
These cameras also function as CCTV surveillance
cameras that record footage around-the-clock.

ZAIN SUDAN

VIRTUAL CLASSROOMS

Zain live stream service was
used to run shareholder
assembly meetings for Zain
and other companies, as an
alternative platform to
physical meetings. The
solution supports capital
market regulations on the
organization of shareholder
meetings, while keeping
participants at a safe
distance.

In 2020, Zain strengthened its position as the operator of choice for governments and enterprises of all sizes, across our
markets. The company made strategic investments in assets and innovative service platforms to address the evolving
needs of B2B customers in mobile, fixed, loT, hosted managed solutions and managed security services.

HECOOL is the first smart agriculture
product provided by Zain Sudan, aiming to
support farmers to increase productivity and
decrease OPEX. HECOOL provides farmers
with four indexes generated from high-

ZAIN BAHRAIN

. ) quality satellite images enabling them to
=== Republic of Sudan . .
== winsiyotreroeom monitor and analyze crop health, soil
< moisture, and green coverage.
- Launched a unified threat management D
" service, in partnership with Fortinet. This is A 4
a cloud-based comprehensive security The Sudanese Petroleum As part of Zain efforts to support innovative
T solution designed to increase network Corporation (SPC) Project is learning experiences in Sudan through
- il protection, security, and control through a business connectivity information and communication
- ogessag anti-virus, anti-malware protection, content solution providing fuel technologies, Zain Sudan launched ZEES
. filtering, firewall, Intrusion Detection distributers and service e-education management system, which
A\ System, Intrusion Protection System, and stations with secure, private, provides a quality education platform for
4 threat monitoring. and customized remote e i S O teachers and students.
D access to their HQ and t(_) the ZEES is a comprehensive, integrated, and
Vv Vv Ministry of Petroleum using advanced system for managing remote

Zain Bahrain launched fiber
based broadband offerings,
with speeds up to
500Mbps, to support and
enhance customers’ digital
transformation journey.

92zaiN
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The operator introduced a
suite of fiber-based
solutions to address the

needs of SMEs in Bahrain.

the Zain network.

The project enables the
Ministry and distribution
companies to successfully
monitor fuel distribution by
providing secure and
cost-effective connectivity to
fuel stations.

learning institutions that can be applied in
universities, schools, institutes, and colleges.
It is designed to raise the level of interaction
between students, teachers, parents, and
management.

ZEES | changed traditional administrative
systems and educational activities within
institutions, to an intelligent, interactive
electronic system accessible from anywhere
through the cloud.
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ZAIN SAUDI ARABIA

Launched the “Teachers
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bundle”, a mobile s
broadband offer with a PC
$AmsuNG ' to support remote ﬁ
Knox schooling. —
A

Zain KSA launched
Samsung Knox, a multi-
layer mobile device security
solution to address security
concerns on Android.

Strong and stable
connectivity solutions
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Launched Direct Internet
Access (DIA) services over
5G. DIA is a fixed-mobile
substitution technology,
where Zain utilizes its
leading 5G network to
provide B2B customers
with high-speed dedicated
internet connectivity.

' N

e-SIM launch in KSA for
business customers,
providing a contactless
selling experience. E-SIM is
now available for business
customers in Kuwait, Saudi

Arabia, Bahrain, and Jordan.

Manage Router Service
A higher level of performance

Launched dedicated
IP-VPN services over 5G by
leveraging the ultra-fast
Zain KSA 5G network to
build data networks and
connect customer
headquarters, warehouses,
branches, shops, etc., on a
single network.

Connectivity solutions
designed for your business

Launched a managed
router service providing
customers with end-to end
LAN-WAN service
management, which
includes bandwidth,
internet connectivity and
LAN devices.

Zain KSA launched Fiber-
to-the-Business services,
providing B2B customers
with very high bandwidth
internet connectivity over
fiber.

A
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Zain Cloud’
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Zain launched a full suite
of cloud services that range
from laaS to SaaS.

The infrastructure offer
includes elastic compute
services, object storage
services and server load
balancer.

Zain offers telemedicine-as-
a-service, tele radiology-as-
a-service, thermal
screening-as-a-service, and
unified communications-
as-a- service
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Zain Business believes that an innovative approach and flexibility are
enablers of business growth. Expanding our portfolio to include cloud and
security solutions bundled with our voice and connectivity services, Zain
Business has developed solutions that support Zain customers in managing
the complexity of business communication. In 2020, Zain Jordan launched a
full suite of cloud and security services in collaboration with Zain Data Park
and hosted directly from the Bunker including WAF, DDOS and laaS

Zain Jordan launched integrated fixed-
mobile ICT offers for SMEs, delivering on the
promise of the offer of a one-stop-shop for

SoHo’s and SMEs.

ZAIN IRAQ

A 4

Zain Iraq launched location-
based SMS service enabling
businesses to promote their
products to an audience
within a certain
geographical location.

The operator’s two-way
SMS service enables
companies to engage better
with their customers, by
establishing meaningful
interactions with their
audiences.

'

Through the operator’s
partner Awal Telecom, Zain
Iraq B2B began providing
SME/large enterprises with
Microsoft 365 products to
run their businesses
effectively.

' N

Zain Iraqg launched a new
mobile broadband offer,
targeting business and
government institutions
in Iraq.
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2020 A YEAR OF REVENUE
GROWTH FOR ZAIN BUSINESS

Despite the slowdown in economic activity caused

by the COVID-19 health crisis and government mitigation
policies, Zain’s B2B business unit delivered robust revenue
growth in 2020.

This was driven by both the expansion of the customer base
including SoHo's and SMEs accounts, large corporations and
Government accounts, as well as increased penetration of : .

non-mobile products, with a focus on fixed services. sl Shlonik

In Kuwait, Zain’s role has
ranged from equipping
first responders and
quarantine centers with
the connections they
need, to a full-fledged
solution to monitor
government self-
quarantine directives.
The latter was achieved
through the creation of
a mobile application (Shlonik) internally and

Another area of growth was loT, where Zain acquired
hundreds of thousands of new smart meter contracts
in Jordan, Iraqg, and Bahrain, consolidating our market
leadership position in the smart meter sector.

ZAIN B2B teams across operations worked alongside public equipping the users with smart bracelets. These
health authorities to implement awareness and information efforts have helped curb the spread of the virus and
campaigns, and deployed technology to track COVID-19 protecting the public.

infections and quarantine, joining efforts with governments
to mitigate the effects of the pandemic.

Customers were top of our minds in the development of COVID-19 response plans. Zain operations implemented
the following support initiatives to help B2B customers mitigate the impact of the pandemic, and the associated
business disruption:

Free Microsoft Cisco Webex

Teams Zain Business customers offered free
Exclusive offer of free of charge 3 months of Webex free
MS Teams licenses of charge

(limited time) offered to

support business

customers in managing

& communicating their Payment
employees Facilitation

Extending the bill
payment period without

Stock Delivery
Home/Office delivery of SIMs and

Devices to B2B Customers, securing
business continuity despite curfews
and movement restrictions

Free Microsoft
0365

Exclusive offer of free
MS Office 365 licenses
(limited time) offered to
support business

Free Minutes deactivating the lines for
most of the accounts.

Supported the business clients during Design payment plans to
the pandemic with free voice minutes support customer’s

cashflows

iDe Pei
Pk FK
iDe Pei

Work from Home Solution

Introduced high-bandwidth connectivity
solutions to support remote workers

Free Data Package

Free date package offered during
the pandemic to business customers
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DIGITALIZATION TO BETTER
SERVE B2B CUSTOMERS

The ecosystem of Zain Partners, who like most businesses were affected by the slowdown in the economy, were supported
by specific cash lines, which helped them maintain their sales and service capabilities, staffing levels, and the high standards
of service to Zain customers.

In pursuing the full digitalization of our operations, 2020 has seen the implementation of important milestones.

Digital lead generation -
all Zain operations enable y N
potential customers to y. \
request service quotes, sales ’
meetings, and product
information, via social media.
Potential customers for each
Zain service line are targeted
with relevant product
information based on

Business

their profile.

V' N
A\ 4 A 4
SME app in Kuwait - As part of its strategic focus on the Digital contract — Zain KSA
SME segment, Zain Kuwait was the first and only telecom introduced the full
operator in Kuwait to offer a comprehensive digital digitalization of its contract
platform. This application enables SME customers process by dematerializing
to access Zain Business’ wide range of digital services contracts while securing the
through the click of a button, without the need for transaction end-to-end
physical presence. through government

database integration
and OTP procedures to
authenticate signing parties.

This advanced solution received wide acceptance from
the market, as over 1,000 companies are registered on
the application and are using it actively.
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PROMOTING THE ZAIN BUSINESS BRAND

The ecosystem of Zain Partners, who like most businesses were affected by the slowdown in the economy, were supported
by specific cash lines, which helped them maintain their sales and service capabilities, staffing levels, and the high standards

of service to Zain customers.

In pursuing the full digitalization of our operations, 2020 has seen the implementation of important milestones.

gl uliygs yajrea

KuwaltTech
LA\.EXPO

‘Saudi

>
II

A 4

Zain Kuwait was the strategic sponsor of Kuwait’s biggest
technology expo: Kuwait Tech Expo 2020. Zain's strategic
support of this event affirms the company’s commitment
to being present at the various activities and programs that
contribute to Kuwait’s digital transformation journey. Large
global and local companies from the tech and telecom
sectors participated in the expo, as well as numerous
government entities, and was attended by over 25,000
attendees.

Through its futuristic booth at the event, Zain showcased its
capabilities as an active partner in empowering a smart life,
a safe community, and an efficient business sector by
offering the most advanced digital services and solutions.

Zain KSA showcased its business solutions at the Saudi loT
event held in March 2020 in Riyadh. Through “Zain
Business,” the Zain KSA team presented state-of-the-art
technologies, loT, and smart city solutions. Additionally,
showcased 5G network connectivity packages
encompassing loT bundles and connectivity options and
applications for M2M devices to enable managing and
integrating businesses throughout various sectors. These
included, transportation, logistics, healthcare, energy,
facilities management, general services, retail, and more.

Moreover, Zain KSA presented “Zain Cloud” for businesses
and SMEs, as well as drone applications via “Zain Drone,”
where data collection and analysis services utilize Al
analysis and cloud network technologies.

ZAIN DATA PARK- DELIVERING HOSTED
MANAGED AND SECURITY SERVICES

Zain Data Park (ZDP), a new company playing a critical
role in Zain's journey to become a digital service provider
was launched in Kuwait and Jordan. ZDP is responsible for
the hosted managed and security service portfolios, which
are available to Zain B2B customers through Zain
operating companies. Our sales teams, supported by
solutions architects, design integrated solutions with LAN/
WAN data connectivity, data storage, data transformation
and data security.

ZDP is a key component in Zain’s B2B strategy to become
an integrated ICT player, and address customer needs to
transport, transform, store and secure data, across Zain
markets.

Leveraging on Zain’s regional datacenter network, which
includes the Bunker — the only military nuclear grade
datacenter in the Middle East, ZDP’s hosted managed
services portfolio includes a wide range of cloud services,
from virtual machines to virtual private datacenter
services, which can be implemented in a variety

of scenarios such as on-premise, from a Zain datacenter,
or in hybrid set-ups.
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DATA CENTER

With the data management capabilities of ZDP, our service
offerings include disaster recovery services, where our
solution architects work together with Zain customer CTOs
and ClOs to implement data resilience strategies to deliver
high availability solutions for critical corporate data and
systems.

ZDP is expanding its services from the infrastructure layer —
laaS to the Software-as-a-Service layer, with an expanding
offer that already includes Video Surveillance-as-a-Service,
and Banking-as-a-Service.

The security portfolio is organized in three pillars: Risk
assessment, risk prevention, and risk management. Our
security consultants can identify security risks and

vulnerabilities in government and corporates through
auditing and intrusion test methodologies. They can then
mitigate risks through security policy design, technology
deployment, and management practices.

ZDP also operates the Zain Security Operation Center, from
where Zain manages the security platforms and policies for
its corporate and government customers.

Hosted managed services and security solutions from ZDP
are already integrated with Zain Kuwait’s and Zain Jordan’s
B2B portfolio, and these services are being deployed in
some of the largest organizations in both countries. Zain has
ambitious plans to extend ZDP’s footprint and compelling
service offering across the region.
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NXN- DELIVERING SMART AND DIGITAL

SERVICES

NXN is Zain's smart and digital services arm, driving the
development of Zain’s digital products and big data
offerings. NXN has prioritized the development of smart
security, digital healthcare, asset tracking and smart cities/
district solutions.

NXN smart security-as-a-service is a state-of-the-art,
end-to-end service that enables businesses to protect their
people, assets, and facilities, while featuring advanced video
surveillance management and analytics capabilities that
cater to evolving surveillance needs. NXN offers a unique,
cost effective and innovative digital security service that
seamlessly functions with the highest level of loT
integration, automation, intelligence, control, and simplicity.
It blends video surveillance, video artificial intelligence,
smart video analytics, and incident management within one
solution, in a pay-per-use pricing model.
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The digital healthcare solution from NXN is a
comprehensive platform of services for the healthcare
cluster to manage the patient journey end-to-end, from
medical appointments through the teleconsultation digital
platform, prescription management, and electronic medical
records.

NXN was present at the Kuwait Tech event in February,
with its remote patient monitoring solution, one of NXN
services in the healthcare vertical.

NXN demonstration of the remote patient monitoring
solution to Zain’s Vice-Chairman and Group CEO at
Kuwait Tech.

NXN has developed a unique and powerful advanced
analytics service, allowing it to help customers design,
transform, and run intelligent operations leveraging Al and
embedded analytics. NXN advanced analytics can deploy
business intelligence to support any type of operation,
process, or customer interaction as it happens.

NXN advanced analytics seamlessly integrates data sources
from disparate systems allowing the creation of Al-powered,
cross-functional, embedded data insights. We make it easy
for customers to combine business and data strategy, data
science and technology, in order for the customer
organization to become more agile, efficient,

and profitable.

NXN digital capabilities were recognized by tahawultech.
com in the “Future Enterprise Awards 2020", as the winner
of “Smart cities solutions provider of the year”.
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NXN is one of the leading companies in Gartner’s Hype
Cycle for smart city technologies and solutions 2020, where
it was recognized as a leading vendor across five categories:
city operations center; smart city-as-a-service; data
exchange; greenfield smart city framework; and smart city
framework. This showcased the key elements of NXN'’s
value proposition.
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DIGITAL TRANSFORMATION TO LESSEN

IMPACT OF COVID-19

Since March 2020, Zain has been under mission-critical
conditions as all operations have been focused on providing
connectivity during the lockdown to minimize the impact of
COVID-19 on socio-economic development. At the same
time, Zain has doubled down on digital transformation to
better serve businesses, governments, and societies,

SUPPORTING THE REGIONAL

STARTUP ECOSYSTEM

Zain recognizes that now more than ever, the entrepreneur
ecosystem needs to grow as the region requires the
economic diversification that arises from the ensuing
innovations. Accordingly, the company is focused

on numerous digital innovation and startup initiatives
across operations.

The company’s digital partnership with the MIT Enterprise
Forum Pan Arab Competition since 2015 has evolved

to become an annual occurrence that is awaited by thous
ands of young Arab entrepreneurs, who see it as a platform
to showcase, test and develop their creative and innovative
ideas. We have supported this competition in the firm belief
that today’s innovators are tomorrow’s differentiators.

Through this partnership, we look forward to encouraging
opportunities that enhance the power of innovation through
building up our future entrepreneurs and making the world
a better place. Furthermore, supporting such events aligns
perfectly to Zain’s aspirations of becoming a leading digital
lifestyle operator.

granting increased digital access to essential medical,
commercial, and financial services.

The company has also focused on enhancing its entire
network to offer the latest technology and digital services
across its operations, developments that are positively
impacting brand recognition and customer experience at
every touch point they deal with Zain, whether they be
individuals, enterprises or government bodies.

These investments in nascent technologies and network
capabilities including 5G positions Zain to be able to offer
compelling products and service that extend beyond
telecom into a vast array of digital services, content,
entertainment, wearables, home automation, health and
fitness as well as smart cities and drones.

Over the past 12 months, Zain has invested approximately
USS1 billion in expanding, upgrading, and rolling out 4G
and 5G networks across its footprint, successfully rolling
out 5G services in Kuwait, Saudi Arabia, and Bahrain. Zain
Saudi Arabia’s 5G rollout remains the largest in the MENA
region and the fourth largest globally. The campaign
celebrating these historic milestones helped place Kuwait,
Saudi Arabia and Bahrain on the global 5G telecom map,
embodying our ethos of leveraging new opportunities.

The Zain Innovation Center (ZINC) in Kuwait and Jordan
are vibrant co-working hubs geared towards encouraging
young minds to think and act creatively in an open and
supportive environment. The goal of these centers is

to create a conducive atmosphere for entrepreneurs

to generate new ideas and develop them into viable
opportunities.

In January 2020, Zain Kuwait completed its fifth edition

of its Zain Great Idea (ZGl) tech startup accelerator program.
The conclusion came during the company’s Zain Demo Day
event, under which Zain’s 11 entrepreneurs met Kuwait's
investment community. Zain Jordan’s ‘Al-Mubadara’
competition saw six startups win prizes in a local
competition and go on to participate in the MIT Enterprise
Forum Pan Arab Competition, with one of these startups,
Draw It, being awarded first prize in the Ideas track. Draw It
is a tool that allows users to express their emotions through
the guided drawings of the human figure.
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Our brand grew from strength-to-strength in 2020,
continuing to set high standards, ensuring our customers,
stakeholders and employees had the best experience
with Zain.

Most distinct was Zain's categorization as the region’s
highest ranked telecom group and only company from
Kuwait in Forbes magazine's The World's Best Employers
list for 2020. The list also saw Zain ranked fourth best
employer across all industries in the Middle East.

Zain also won the ‘Best Brand’ at the 2020 Telecoms World
Awards Middle East, marking a record seventh consecutive

SOCIAL MEDIA

Zain's strategy of promoting its brand and activities

across its markets and the wider region through social
media channels saw an impressive increase in the number
of followers, comments and views across all social

media channels.

Every Ramadan, Zain seeks to present a new message that
touches upon the most relevant issues in life in its television
commercials as the region’s Ramadan audience keenly
awaits Zain’s annual campaigns. The 2020 Zain <ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>