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This year 41 countries received 
sufficient responses to the ABFM 
Survey to be included. The table 

shows, based on total weight of responses, 
which of the frontier markets received 
the most responses. Clearly some of 
the countries have received numbers 
comparable with markets included in the 
Emerging Markets Survey, while others 
still reflect the fringe of activity among 
global investors. 

The order of the list is also volatile from 
one year to the next as is shown by the 
rank in 2016 compared with this year. 
There is more movement in the rankings 
at the top end than was evident last year. 
Mauritius, for example, has moved up from 
21st to fourth, largely as a result of the role 
it plays for at least one service provider as 
a client hub for several African markets. 
Latvia and Lithuania, by contrast, have 
slipped down to the middle of the ranking.

Lower down the list, the position is 
affected more by short-term levels of 
activity. This year for example Costa Rica, 
Palestine and Georgia have dropped out 
of consideration as insufficient responses 
were received for a write up. There is no 
doubt that investment fashions change 
and from time to time very specific op-
portunities arise, but the trend this year 
appears to be for investors to focus on a 
smaller universe of frontier markets.

Pulling back from 
the edge

While interest in the potential returns from frontier markets continues, this year’s survey suggests a 

slight narrowing of focus.
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This is the third year in which we are running our Frontier 

Markets Survey. Prior to that, the markets covered here 

were part of our long-running Emerging Market Survey. This 

change was made with the goal of simplifying the Agent 

Bank Surveys for respondents, readers and providers. 

Categorisation of countries between Frontier Markets and 

Emerging Markets was based largely on guidance from the 

MSCI and Standard & Poors Market Indices. By and large, 

the two sources concur on the classification, but we might 

well see shifts between the two categories from year to 

year, depending on levels of activity. In all 43 markets were 

covered in our 2015 Survey and 46 last year. 

When we introduced the ABFM Survey, we also pared 

down the questionnaire significantly to just six questions 

about core areas of service capability: Settlement, Asset 

Servicing and Safety, Relationship Management and Client 

Service, Technology, Ancillary Services, and Value Deliv-

ered. Respondents were then encouraged to leave detailed 

commentary at the end of the questionnaire. As in the 

Major Markets and Emerging Markets Surveys results just 

cover cross-border/non-affiliated respondents. No domestic 

responses were included. Cross-Border is determined by the 

location of the client, not the assets. Therefore, a response 

from a domestic client who happens to have foreign invest-

ments will not be included in the survey. As in the Major 

Markets Survey we have not sought to distinguish any so 

called “leading” client responses. We have retained the 

seven-point scoring scale (7.00 being excellent; 6.00, very 

good; 5.00, good; 4.00, satisfactory; 3.00, weak; 2.00, very 

weak; and 1.00, unacceptable). Responses were weighted, 

as were questions, in a manner consistent with previous 

years. As with our other Agent Bank Surveys there was no 

substitution of historic information into the scores where 

respondents had not included a score. 

Once again CB/NA scores for all major providers in each 

country are presented in tabular form, covering each of six 

areas of service. For the reasons mentioned in our other 

surveys, we do not intend to create any kind of overall score 

for individual providers. We recognise that providers will 

be tempted to create overall scores for themselves and 

draw conclusions about overall performance, relative and 

absolute, from the data that we have published. We regard 

such approaches as at best ill-advised and at worst mis-

leading, for both internal and external audiences, given the 

heterogeneous nature of responses received. However, we 

are realistic enough to recognise the natural human desire 

to create patterns and lists, and, therefore, expect such 

usage to continue. For provider institutions who wish to 

receive a more considered analysis of the implications of the 

responses and comments that they have received, Global 

Custodian will again make available research reports that 

analyse individual provider results in an appropriate context 

and to a relevant depth.  

Market % of responses by 

weight

2016 ranking

Croatia 4.38 3

Romania 4.06 1

Mauritius 3.78 21

Bulgaria 3.65 7

Cyprus 3.60 4

Colombia 3.40 2

Nigeria 3.37 15

Serbia 3.37 9

Estonia 3.31 6

Slovenia 3.28 5

Oman 3.01 23

Vietnam 2.96 13

Bahrain 2.83 18

UK 2.83 16

Kenya 2.74 22

Peru 2.69 10

Iceland 2.67 17

Zambia 2.64 26

Kuwait 2.60 20

Jordan 2.51 27

Latvia 2.46 11

Lithuania 2.46 8

Sri Lanka 2.46 12

Tunisia 2.42 30

Ukraine 2.33 14

Bangladesh 2.23 24

Saudi Arabia 2.19 35

Botswana 2.14 19

Zimbabwe 2.07 36

Namibia 1.73 34

Bosnia & Herzegovina 1.71 31

Uganda 1.55 32

Ivory Coast 1.50 37

Venezuela 1.50 29

Uruguay 1.14 28

Tanzania 1.09 39

Kazakhstan 1.00 33

Malawi 0.91 42

Bermuda 0.87 40

Lebanon 0.78 25

Swaziland 0.68 43

METHODOLOGY  
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EUROPE

BOSNIA & HERZEGOVINA
Operating with two CSDs and two stock exchanges, the market 
in Bosnia and Herzegovina is by no means without its chal-
lenges. This is a result of the country being divided into two 
sovereign entities: The Republic of Srpska and the Federation of 
Bosnia and Herzegovina, with each being responsible for its own 
capital markets development and regulation.

Despite many companies being listed on these exchanges, few 
have used the securities market to raise capital to finance growth 
and expansion. The country’s government has taken steps to 
address this with the issuance of treasury bonds and other bills 
to finance budgetary needs. In the meantime, the country is 
burdened with the memory of failed privatisation investment 
funds introduced in the 90s, damaging investor trust and market 
development. 

From a regulatory point of view the lines are rather blurred 
with capital markets in Bosnia being regulated at the entity level 
by two separate commissions. Despite both entities having a 
broadly similar set of laws and regulations, both regulators are 
fairly small in scale and thus lack the resources to implement 
many changes to improve the status of the market. 

Equally, there are no procedures in place for these regulators 
to cooperate, which may be considered necessary if the market 
is to tackle any complex market initiatives or infrastructures. 

UniCredit (Global Securities Services Bosnia and Herzegovina)
The Italian owned bank followed up on 2016 the way it left off 
in terms of hosting a number of marquee clients. From a scores 
point of view, Settlement and Asset Servicing remained flat in 
this year’s ABFM survey both remaining at 5.00, which, howev-
er, is still within Good territory (5.00-5.99). 

The result for Value Delivered did increase noticeably, taking 
its score up to 4.33 compared to 4.07 in the previous ABFM sur-
vey. This suggests that clients have softened slightly in relation 

to their expectations of reduced fee levels, though this year’s 
score does still leave room for improvement.

A notable dip was recorded in one area: Relationship Manage-
ment and Client Service dropped 26bps to 5.00. Clients fell short 
of specifying where certain improvements could be made in this 
category. 

Perhaps a more interesting takeaway from UniCredit’s per-
spective was the suggestion by one European custodian bank 
that this is a “market with no activity.” It may therefore be an 
uphill task for providers looking to make headway in the market. 

Raiffeisen Bank International
With the largest number of responses in this market, Raiffeisen 
Bank has seen all category scores remain in Good range, though 
lower down that range than last year. Only one category, Asset 
Servicing, records a slight increase.

Five of the six categories in fact saw sizeable drops in average 
score, with Settlement and Ancillary Services both receiving 
drops of over 50 basis points in their year-on-year score. To be 
fair, however, one custodian bank notes that such services are 
“hard to determine due to no/low volumes.” 

Technology and Ancillary Services also registered score reduc-
tions with a drop of 41 basis points for the former and 54 basis 
points for the latter. Clearly technology developments should 
be a priority area for Raiffeisen especially in a market with two 
CSDs and two stock exchanges. That said, there is an air of 
positivity in some client comments, with one European bank 
singling out RBI for “professional staff and excellent relation-
ship management.” 

BULGARIA 
Much like its Central and Eastern European counterparts, Bul-
garia has, to a large extent, made positive strides in developing 
local market infrastructure and reforming tax and corporate 
governance regimes. 

The implementation of European Union financial integration 
norms as well as privatisation of the Bulgarian Stock Exchange 
has increased the effectiveness of the capital markets in the 
country. 
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In 2016, the most important infrastructure development was 
the implementation of Central Depository AD (CDAD)’s new 
IT system - following several postponements and test phases, 
CDAD finally launched the system on 29 February 2016. 

Other important developments include a project for the intro-
duction of DVP settlement for client trades in government secu-
rities (ongoing); and a project to facilitate trading in government 
securities on a regulated market (ongoing).

From a regulatory perspective, UCITS V was transposed into 
local law and FATCA was implemented.

These reforms come on top of changes at the end of 2015, 
including an overhaul of the CSD, splitting functions into a 
register of financial instruments and a system for clearing and 
settlement. 

Other issues continue to linger at an institutional level in areas 
of infrastructure with a lack of adequate clearing infrastructure 
limiting developments, particularly in the derivatives space. 

Raiffeisen Bank International
With a limited response sample, Raiffeisen Bank has achieved 
modest, but important, improvements in this year’s ABFM 
survey results. All scores are now within the Good range (5.00-
5.99). Technology is up 46 basis points to an  impressive 5.75, 
while Ancillary Services, up 25 basis points, is now rated Good 
rather than simply Satisfactory.  The same applies to Value De-
livered, which is up 14 basis points to 5.00.

Declines in scores for Asset Servicing and Relationship Man-
agement and Client Service nevertheless leave these categories 
just within Good territory. Client comment does not enlighten, 
with one respondent acknowledging that in this market, “trades 
are rare.”

Citi
Citi Bulgaria can be justifiably elated by its results in this year’s 
ABFM survey, with the standout score coming for Relationship 
Management and Client Service, up 71 basis points to a rare 
6.30. This will be particularly welcome due to a dip in the same 
category during the previous survey. 

All category scores have improved, however. Others to move 
from Good (5.00-5.99) to Very Good (6.00-6.99) include Settle-
ment and Value Delivered. These are notable outperformances 
at both a local and global level. It is rare in the ABFM survey  to 
find Value Delivered rated higher than low fives.

Eurobank Bulgaria (Postbank)
Eurobank’s entry in the previous ABFM survey recorded glow-
ing comments for the Greek bank and 12 months later, client 
commentary continues in the same positive manner. One large 
European CSD commends Eurobank as being “always very 
supportive of all our needs and ready to find the best possible 
solutions” while another European bank describes Eurobank’s 
service team as being “very helpful and knowledgeable.” 

Scores took a slight dip in this year’s survey with technology, in 
particular, recording a 48 basis point drop in its score compared 
to last time out. Falls of 34 and 32 basis points respectively were 
recorded for Settlement and Asset Servicing. Despite that, Euro-
bank’s category scores remain amongst the highest in the survey.

An increase in Relationship Management and Client Service 
by 12 basis points goes some way to backing up the glowing 
client commentary and with clients clearly supportive, Euro-

bank looks set to continue its strong position in the Bulgarian 
market. 

UniCredit (Global Securities Services Bulgaria)
UniCredit has seen a shaky period in the Bulgarian market with 
scores recording notable declines across all categories. Rela-
tionship Management and Client Service was the most notable 
casualty in this regard with a drop of 75 basis points. Elsewhere, 
drops were seen for Settlement and Asset Servicing of 71 and 54 
basis points respectively. 

A relatively small number of responses may go some way to 
explaining such a decline, but clearly there is room for improve-
ment. All category scores for UniCredit now sit within Satisfac-
tory range (4.00-4.99).

In spite of the scores, client comment on UniCredit’s service 
offering remains broadly positive with one European bank not-
ing a “good overall service.” Clearly the drop in average scores 
requires attention, but it seems UniCredit retains the support of 
clients. 

CROATIA 
The pattern among Central and Eastern European countries is 
rather clear with opportunities both encouraged by domestic re-
forms as well as limitations due to wider economic and political 
obstacles. 

Croatia neatly fits into this landscape with recent develop-
ments such as a 12% capital gains tax imposed on numerous 
assets. 

In contrast to this, policies are being enacted that allow for 
the free flow of financial resources. Foreign residents may open 
non-resident accounts and may do business both on a domestic 
and international level fairly unimpeded. 

Some commentators go one step further in describing the 
country as the link between the capital markets of the Western 
Balkans and the EU due to the scope and scale of the Zagreb 
Stock Exchange. 

The creation of the SEE link bringing together the stock 
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exchanges of Bulgaria, Macedonia and Croatia establishing a 
regional infrastructure to capitalise on growth made by three 
exchanges, can only help improve international perspectives on 
market progress. 

Raiffeisen Bank International
Despite a smaller response base, Raiffeisen Bank has recorded 
an impressive set of figures with significant increases in score in 
three of the six categories. 

Settlement, Technology and Ancillary Services were all up 60 
bps, taking all three categories into the Very Good Range (6.00-
6.99). Such a result for Ancillary Services, covering payments 
processing and funding deadlines, is something of a rarity mak-
ing this achievement all the more impressive. 

Elsewhere drops were seen in Asset Servicing, Relationship 
Management and Client Service and Value Delivered, though 
these categories remain in the Good range (5.00-5.99). A lack 
of client commentary makes it difficult to take any thorough 
analysis further. 

Privredna Bank Zagreb
As was the case 12 months ago, PbZ recorded a decidedly mixed 
set of results with notable drops seen in Settlement, Technolo-
gy, Ancillary Services and Value Delivered, the biggest of these 
coming in Technology which saw a drop of 108 basis points. 

Just like Raiffeisen Bank however, a limited number of respon-
dents as well as a lack of client commentary means it is difficult 
to account for such drops. 

Scores suggest that the bank’s existing client base is secure 
though more will be needed to win over new clients from exist-
ing providers.

Societe Generale Securities Services Croatia 
Despite being by no means the biggest player in the market, 
Societe General serves a well-known client list, including several 
global custodians. 

This year’s performance has recorded impressive increases 
across all categories. Most notable scores from this year’s results 
came in the Asset Servicing and Relationship Management and 
Client Service categories, recording increases of 130 and 120 ba-
sis points respectively. All scores are now in the Good range with 
Asset Servicing well above market and survey averages.

Client comment reinforces the positive impression. One 
European bank notes that “All colleagues are friendly and all 
obligations are finished professionally and quickly.” The seal of 
approval is confirmed when the same client looks for a word to 
describe the overall service they received. Their response- ex-
cellent. 

UniCredit (Global Securities Services Croatia)
UniCredit boasts a fairly impressive year with notable increases 
in five of the six service areas. The only decrease is in the area 
of Settlement, down 11 basis points, though still comfortable 
in the Good range (5.00-5.99). An increase of 33 basis points in 
the Relationship Management and Client Service category was 
the most impressive result with one large European bank client 
noting that UniCredit provides “a good overall service.” 

Other impressive increases were for Value Delivered, which 
clocked up a 24 basis points increase, along with a 17 basis point 
increase for Ancillary Services. 

CYPRUS 
The Cypriot economy remains constant in its efforts to recover 
from the 2013 financial crash with the Cyprus Stock Exchange 
(CSE) setting its sights on becoming the region’s specialist secu-
rities exchange and an entry point to the EU capital market for 
small cap and non-European issuers. 

In recent times it has focused on niche markets to boost its 
economy with sectors such as energy, tourism and real estate 
leading the way to increasing growth along with a promising 
funds industry. 

The Cyprus Security and Exchange Commission (Cysec) has 
also been taking active steps to boost capital markets in the 
country. Companies under Cysec’s purview have nearly doubled 
from 315 in December 2011 to 610 in December 2016. 

Amendments to various legal frameworks have also had a 
positive impact on the country with the introduction of ‘mini’ 
managers for Alternative Investment Firms (AIF) where the to-
tal assets of AIF under management fall below the $100 million 
threshold. 

Along with Citi, Eurobank and BNP Paribas, four other pro-
viders received responses in the survey but at levels too low to 
allow for critical analysis. 

Citi  
Positive developments in the Cypriot market as a whole are not 
reflected in Citi’s performance in this year’s ABFM survey with 
a striking drop of 94 basis points in its Settlement score and falls 
in three other categories: Asset Servicing, Technology and Ancil-
lary Services. Clients however, do not expand on the reasoning 
for such scores. While some of these scores will be disappointing 
to Citi, there is no obvious reason to fret with all categories still 
scoring in the Good range (5.00-5.99). 

One large European CSD noted Citi’s “proactive and personal 
contact in informing about market changes and developments as 
well as being a very good service provider on all areas.” 

BNP Paribas Securities Services Athens
BNP Paribas’ entry in last year’s ABFM survey showed a fairly 
indifferent return with most results unchanged and gains and 
losses being fairly minimal.  This year’s focus is mainly on losses 
with drops seen across five of the six categories.  The most strik-
ing of these drops comes for Value Delivered, which dropped 
37 basis points. In the bank’s favour, however, is an impressive 
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score for Relationship Management and Client Service, well 
above the market and survey averages at 6.22. As this is the 
sharp end of client engagement, the bank is well placed to retain 
the confidence of its present client roster.

One client describes BNP Paribas as being “very dependable. 
The bank continues to exhibit high quality service.” 

Eurobank
Eurobank received the most responses out of any other provider 
in the market and such dominance extends to its scores with 
a highly impressive set of results showing clear progress from 
last year’s survey. It is one of the few providers across the entire 
survey to record scores above 6.00 in all service areas, apart 
from Value Delivered, where it is bubbling under the Very Good 
threshold.

Clients are fairly universal in their praise for the bank’s service 
in the market with one European bank,  noting Eurobank’s “re-
sponsiveness and flexibility to meet and understand our needs 
considering the specificities of the Cypriot market.“

ICELAND 
Iceland is well on the way to recovery from the devastating impact 
of the financial crisis of 2008. Last year, the country began to 
ease restrictions on the capital controls that had been in place for 
the previous seven years. The Central Bank also offered to buy 
offshore ISK against EUR through an auction process, following 
which all offshore holdings were moved to new accounts moni-
tored by the Central Bank. Volumes, however, remain very low. 

Íslandsbanki hf.
Íslandsbanki holds approximately ISK 32,5 billion ($327 million) 
in assets under sub-custody, processing an average 50 trans-
actions a month. Judging by this year’s results, either the bank 
has upped its game or the responder base, including some large 
global players, is more generous than last year’s cohort. Scores 
are up in all categories apart from Technology and clients ap-
pear grateful for the help received through the reforms of 2016. 
“Íslandsbanki has been of great help during the June auctions 
and keeps us posted on market changes,” says one European 

custodian. Looking ahead, they are anticipating enhanced tax 
services as well as the implementation of the new CSD system 
that will allow a “true DVP process.” Another European client 
says simply, “Good service in a complex market.” Technology 
and Value Delivered are now the only service categories for 
which Íslandsbanki’s scores are still languishing in the “Satisfac-
tory” range (4:00-4.99).

Landsbankinn
2015 was a year of marked improvement for Landsbankinn; 
scores rose in every service area save Relationship Management 
and Client Service. This year is virtually the reverse with Rela-
tionship Management and Client Service recording an impres-
sive increase and other categories declining, in some cases quite 
significantly. No doubt the difference in responder lists explains 
some of this. However, one returnee from last year notes that, 
“Landsbankinn has had to deal with a large increase in trading 
volumes with the liberalisation strategy from the central bank. 
The new system at the CSD should allow a less manual process 
for Landsbankinn with foreign investor trading”. 

ROMANIA 
In this year’s ABFM survey, Romania is 2nd in terms of weight 
of responses and 3rd out of 50 in terms of overall score. Several 
changes have been introduced to the market over the past year 
or so. A 5% withholding tax on dividends, down from 16%, came 
into effect. Issuers must now make dividend payments and any 
other payments to shareholders through the Central Depository. 
In July, the IRIS reporting system was introduced by the Bucha-
rest Stock Exchange (BSE) or listed issuers. 

The CSD meanwhile has a number of ongoing projects. Intro-
duction of Corporate Action SWIFT messaging, is planned for 
Q1 this year, while the acceptance of indirect participants in the 
CSD and the implementation of a CCP are in the pipeline. The 
CSD was also in the first wave of migration to the T2S platform.

Taken as a whole, the market has reproduced a similar set of 
results to last year with all service categories comfortably in 
Good range (5.00-5.99).
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Citi
Citi has recorded an impressive set of results this year. Relation-
ship Management and Client Service, in particular has risen 0.57 
points to a highly creditable 6.06, well above both market and 
survey averages. The only service area still rated simply Satisfac-
tory (4.00-4.99) is Value Delivered, very often the lowest scoring 
category in the survey, since it is not in the nature of most clients 
to express overt satisfaction with the fee levels they are paying. 
“Good overall service with specific focus on Relationship Man-
agement,” notes one large European client.

Bancpost (Eurobank Group)
Eurobank’s Romanian operation holds some $465.42 million 
in assets under custody for international third party clients, 
processing an average 228 trades a month. Asset managers domi-
nate amongst this client group.

The bank has produced another set of stellar results with all 
categories rated Very Good (6.00-6.99), including, for the second 
year running, Value Delivered. This puts Eurobank in Romania 
among the most highly regarded service providers in the ABFM 
survey. One very large Europe-based client comments that, 
“Bancpost is very proactive in handling all our requirements. It 
is always willing to find or to suggest a solution.”  

Raiffeisen Bank International
With a very small responder base, no firm conclusions can be 
drawn about RBI’s service. Scores are, however, down on last 
year, with the exception of Relationship Management and Client 
Service. There are no additional responder comments to provide 
colour to these results. Greater participation next year will 
hopefully yield a more substantial analysis.

BRD Groupe Société Générale
SGSS’ Romanian custody operation holds $1 billion in assets 
under sub-custody for third party international investors and 
settles some 1000 trades a month. Custodians and asset manag-
ers account for the bulk of the client base.

The bank claims a 40% market share of international inbound 
business and is the largest local custodian. Its market share 
increased by 4.5% with the transfer of Royal Bank of Canada’s 
business from a local competitor.

Its scores this year exhibit some volatility. While Settlement, 
Asset Servicing and Value Delivered are all down by between 68 
and 125 basis points, Relationship Management and Client Service 
is up by 98 basis points and Technology by 88 basis points. All 
category scores are now in a relatively narrow, but still impressive, 
range from 5.60 to 5.90. The sharp improvement for Technology 
may reflect the fact that the bank has implemented a custody 
on-line web tool, SGSS Gallery, which allows clients to consult the 
status of their trades and customise valuations and reporting.

UniCredit (Global Securities Services Romania)
UniCredit claims a 15% market share of international third party 
business in the Romanian market. A mixed set of results are 
recorded for the bank this year. Relationship Management and 
Client Service and Value Delivered are both up, by 28 and 35 
basis points respectively. Three categories – Settlement, Asset 
Safety and Relationship Management and Client Service – are 
now rated Good, while Technology, Ancillary Services and Value 
Delivered are in Satisfactory range (4.00-4.99).

SERBIA 
As we noted last year, Serbia is not the easiest of markets for 
foreign investors to access. Regulations and company-related 
as well as stock exchange information are not readily available 
in English and trading costs are high due to a limited level of 
competition among brokers. 

This past year has seen a significant drop in the number of 
transactions as a result of poor liquidity and lack of premium 
financial instruments on offer. According to Vojvodjanska Bank, 
major domestic participants are becoming increasingly oriented 
towards government debt instruments. The high denominations 
of such instruments have deterred many smaller investors.

A number of minor changes were introduced to the market in 
2016. Among these is a Central Depositories rulebook amend-
ment, removing the exemption of shares in a collateral transac-
tion from a squeeze-out process.

Despite the drop in volume, average category scores for the 
Serbian market have all risen somewhat and are now comfort-
ably in the middle of the Good range (5.00-5.99).

Raiffeisen Bank International
The overall score for RBI in Serbia has fallen, dragged down 
by sizeable declines for Settlement, Asset Servicing, Ancillary 
Services and Value Delivered. All scores nevertheless remain in 
in the Good territory (5.00-5.99). The only client comments are 
to indicate a lack of activity in the period covered by the current 
survey.

UniCredit (Global Securities Services Serbia)
While one large UK-based client says UniCredit offers a “good 
overall service”, another is more effusive, asserting that, “Uni-
Credit provides the best service across the whole region.” Scores 
have more or less held steady, shifting by only a few basis points 
up or down, apart from Relationship Management and Client 
Service, up 54 basis points to 5.47, comfortably within the Good 
range (5.00-5.99).

 
Vojvodjanska Bank
Vojvodjanska Bank is the sole indigenous provider in Belgrade. 
It holds $65m in assets under sub-custody for international third 
party clients and processes over 3500 transactions a month in 
total. It estimates its share of inbound third-party business to be 
around 17%.
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Vojvodjanska services a collection of banks and broker-dealers, 
mostly from the surrounding markets. Judging by the comments 
received, they are particularly happy with the level of service 
received. “We are very satisfied with this agent with excellent 
client relationship and asset servicing,” says one. Another would 
“highly recommend them, because of excellent communication, 
expertise, responsibility, accuracy and speed in dealing with 
queries.” 

The bank has managed to improve even on last year’s stellar 
scores and its current set of Very Good to Excellent ratings will 
be hard to beat in future surveys. Of note is a perfect 7.00 for 
Settlement.

SLOVENIA 
Liquidity on Ljubljana Stock Exchange is low with only five to 
ten liquid securities. There have been a number of delistings and 
the number of active brokers is decreasing. Much of the effort 
over the past year has gone into preparing for the recent migra-
tion to the T2S platform with the Book Entry Securities Act and 
the Takeover Act being amended to support it. A new corporate 
actions process will be introduced in line with international 
standards. Meanwhile, the AIFM and UCITS directives were 
transposed into the local legislation. The Prevention of Money 
Laundering and Terrorist Financing Act has introduced more 
detailed KYC of clients and lowered the threshold for reporting 
cash transactions.

As indicated last year, Ljubljana Stock exchange has become 
an active member of the SEE Link; the objective of the link is to 
create a regional infrastructure for trading of securities.

Scores for the market as a whole have held steady overall, 
remaining in the middle of the Good range (5.00-5.99). Though 
there are other providers such as SKB in the market with a 7% 
share, only three banks, RBI, Societe Generale and UniCredit, 
received sufficient responses for a write up this year.

Raiffeisen Bank International
Trades are rare in this market, according to one client of RBI. 
With a small responder base, all conclusions about service levels 
must therefore be regarded as tentative. All category scores are 
within the Good range, though there is little hard evidence on 
which to test them.

SKB d.d. 
The French bank continues to carve out a small niche in this 
Balkan market. Scores have remained steady overall though with 
a notable increase in results for Relationship Management and 
Client Service, up 100 basis points to a very impressive 6.00. 
There are no client comments to add colour.

UniCredit (Global Securities Services Slovenia)
UniCredit is certainly the dominant provider in this market, 
claiming a 59% share of inbound custody business and account-
ing for the majority of survey responses for this market. One 
large European client describes it as providing “a good overall 
service.” Scores have held more or less steady, varying by only a 
few basis points either way. All categories are within the Good 
range (5.00-5.99) apart from Value Delivered, which, as is the 
case with many providers, is rated at the upper end of Satisfacto-
ry (4.00-4.99).

UKRAINE 
After a period of significant restriction, the National Bank of 
Ukraine has begun liberalising capital controls. Given its geo-
political challenges, however, the floodgates of inward foreign 
investment are unlikely to open any time soon.

The market’s three stock exchanges, Perspectiva Stock 
Exchange, PFTS Stock Exchange and Ukrainian Exchange 
continue to discuss the possibility of consolidating into a single 
exchange.

Citi
Citi is one of two major players in this market. “In a complex 
economic and political environment. Citi has a strong knowl-
edge of this market,” comments one large US client. Scores are 
generally down on last year’s though Relationship Management 
and Client Services records a 39 bps increase to 5.47. All the 
bank’s scores are in the Good range (5.00-5.99) with the excep-
tion of Value Delivered. This category, often a proxy for senti-
ment about fee levels, has seen a sharp drop from 5.00 to 4.54.

Raiffeisen Bank International
RBI’s results are well down this year with falls across all service 
categories of between 115 and 168 basis points. Four categories 
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which last year were rated Very Good are now merely Satis-
factory. There is no additional client comment to explain this 
steep decline in perception of service received though a small 
responder base and very limited activity could go some way to 
explaining this volatility.

UniCredit (Global Securities Services Ukraine)
The responder base for UniCredit in Ukraine is small this year 
and represents very little activity. Category scores are again in 
Good territory (5.00-5.99), though at the lower end compared 
to last year when they were comfortably situated in the upper 
band of this range. More responses would be needed to draw any 
definitive conclusions.

THE BALTIC 
STATES

ESTONIA 
Within the Baltic region, the challenges are fairly commonplace 
and this is no different for Estonia. Its capital markets are widely 
regarded as being fairly inactive due to the decline of stock and 
bond market liquidity.  

Despite that, the market as a whole has seen an improvement 
in category scores. It now averages 5.24 across all categories, 
up almost 0.40 points from last year. Of the 50 frontier markets 
for which responses were submitted, it now sits 13th in terms of 
client perception.

Conitinued improvement seems to be on the cards as Europe 
approaches the final wave of the ECB’s TARGET2-Securites 
project that will see the Estonian CSD migrate onto the platform 
in September 2017. 

Nordea Bank
Nordea’s response base for Estonia is small, but consistent. The 
bank seems to be keeping these clients happy as they have raised 

its scores for five of the service areas, surveyed. Only Value 
Delivered remains unchanged at 5.00, which is still in the Good 
range (5.00-5.99). 

Swedbank
Despite a small rise in its score for Asset Safety, Swedbank has 
seen other category scores fall by between 0.07 and 0.61 points. 
Most of these remain within the Good range, however (5.00-
5.99). Only Ancillary Services and Value Delivered have fallen 
below this threshold. There are no enlightening comments from 
respondents for this trend and one acknowledges that they have 
carried out no settlements in the Estonian market in the past 
year. All conclusions should therefore be treated as tentative.  

SEB
Like its peers in Estonia, SEB recorded a mixed bag of results in 
this year’s ABFM survey. A notable increase was in the Relation-
ship Management and Client Service category, which recorded 
an increase of 38 basis points to 5.91, well above both the local 
market and global frontier market averages for this category.  In 
the three categories where falls were registered – Settlement, 
Asset Servicing and Technology – the declines were modest and 
all service areas remain in Good range (5.00-5.99). The few cli-
ent comments are positive. “One of best providers, SEB Estonia 
uses a modern custody system, Relationship Management and 
Client Services teams are very knowledgeable,” says one global 
custodian.

LATVIA 
The pattern for markets in this region is fairly straightforward 
with macroeconomic developments being restrictive, but mar-
kets themselves attempting to loosen up to attract investment. 

Latvia’s economy was one of the best performing in the EU 
in recent years seeing growth of 2.4% in 2014 and 2.3% in 2015. 
With this in the background, small and medium sized enter-
prises are being targeted and funded by policy makers who are 
looking for new ways to redirect financial resources. 

It is not without its challenges though and the fact remains 
that the capital market in the country is rather small with limit-
ed capitalisation in both the stock and bond markets. 

The market as a whole has recorded improved results in two-
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thirds of service categories. The fact that Value Delivered is 
now rated as Satisfactory rather than Good suggests that clients 
consider it relatively expensive. Latvia ranks 17th out of the 50 
markets for which responses have been received in terms of 
overall score.

Swedbank
Swedbank scores have dropped across all categories, notably An-
cillary Services (-33bps) and Value Delivered (-57bps). Despite 
this, all scores remain in Good territory (5.00-5.99), indicating its 
position in the market was already at an impressive level prior to 
this survey. 

A lack of client commentary makes it difficult to delve any 
deeper into the reasons for this downward trend, but unless 
scores continue to fall, Swedbank will continue to be a main 
player in a small market. 

SEB
SEB has had a fairly successful 12 months with five of the six 
service categories still scoring within the Good range (5.00-5.99) 
and Ancillary Services increasing slightly by four basis points. 

In a less positive development, however, Technology dropped 
by 39 basis points, which could be explained by a lack of 
technological development in the market as a whole.  Client 
commentary does go some way to explaining this drop with one 
European bank noting that the forthcoming “implementation of 
a new system will allow better flexibility and implementation of 
new services.” 

One US custodian comments that SEB remains “dependable in 
this market.”

LITHUANIA 
Lithuania stands out from its counterparts with the introduction 
of the Euro at the beginning of 2015 having a positive impact 
on the country. Lithuania will also migrate to the ECB’s T2S 
platform in September 2017 thus aiming to boost settlement 
interactions with other CSDs currently on the platform. 

In spite of challenges in the macroeconomic climate as seen in 
other countries in the region, it is clear that more wide scale Eu-
ropean developments are having a positive impact on the status 
of Lithuania’s capital markets. 

While Nordea and UniCredit did receive one or two respons-
es, they did not provide sufficient data for analysis. Once again 
Swedbank and SEB data can be found in the accompanying 
tables at the end of the survey. Overall scores for the market as a 
whole have risen slightly, with the exception of Value Delivered, 
which still remains in Satisfactory range (4.00-4.99). Lithuania 
sits 12th out 50 in terms of ABFM market scores.

Swedbank
In spite of declines in perception of service compared to the last 
ABFM survey, Swedbank has still managed to retain scores of 
5.00 in all categories. However, notable drops of 50 basis points 
in Settlement, 38 in Ancillary Services and Relationship Man-
agement and Client Services, not to mention a 50bps drop for 
Value Delivered will be disappointing for this provider.

A lack of client commentary makes it difficult to assess the 
reasons for these decreases, though a narrow response base may 
be a partial explanation for volatility. Bearing in mind a relative 
lack of activity, these results do not indicate any particular cause 
for concern.

SEB
SEB has recorded a modestly successful set of results in this 
year’s survey with a notable increase in score for Relationship 
Management and Client Service taking its score in this category 
over the 6.00 bracket and well above both market and survey av-
erages. One European bank noted improvements in this regard,  
commenting on “the level of focus shown by the client relation-
ship manager and the client services team.”  

Elsewhere, Ancillary Services recorded an increase of 30 basis 
points. A lack of further client commentary makes it difficult to 
attribute this to any particular development, though improve-
ments in payment processing are often behind such movement. 

The only slight negative for SEB was a fall of 20 bps in the 
Technology category, though its score in this area remains com-
fortably in Good territory.
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MIDDLE EAST

BAHRAIN
Bahrain Bourse (BHB) was launched in 2010 as a shareholding 
company to replace Bahrain Stock Exchange which was estab-
lished in 1987. In 1999, BHB implemented an automated trading 
system to carry out all the Bourse’s transactions electronically. 
In 2002, the legislative and regulatory authority and supervision 
of BHB was transferred from the Ministry of Commerce to the 
Central Bank of Bahrain. Starting with equities, BHB now covers 
preferred shares, bonds, sukuk, and mutual funds.

All investors are required to open a securities account with 
any licensed participant through the CSD before conducting any 
business on the Bourse. While several banks are listed as cus-
todians with the Bourse, sufficient responses for analysis were 
received only for HSBC.

HSBC
Although the bank’s scores have fallen compared to last year’s 
published results, all scores remain in the Good range (5.00-
5.99) with Relationship Management and Client Service rising a 
few basis points. Several clients are reluctant to add additional 
comment, pointing to minimal levels of trading volume over 
the past year. One European client notes, however, that, “Even 
though we have not had a high volume of activity, our contact is 
always available and reliable.” One client asks for greater proac-
tivity in responding to email queries.

OTHER
While Deutsche Bank did not receive enough responses for a 
separate write up, it nevertheless appears to be regarded as a 
good provider by those who use it.

JORDAN
In 2015, the Amman Stock Exchange approved a strategic plan 
for the next three years to include the implementation of a new 
electronic trading system, a new surveillance system and the use 
of XBRL for listed companies and the brokerage firms.

In 2016, the Amman Stock Exchange (ASE) in cooperation 
with the Jordan Securities Commission (JSC) and the Securities 
Depository Center (SDC) prepared Regulating Directives for 
Trading in Unlisted Securities at the ASE. The OTC Market will 
be independent from ASE trades and will not affect the market 
index. 

JSC has also issued a draft proposal for Securities Lending and 
Borrowing, Short Selling and Securities Depository Receipts.

The SDC has meanwhile completed the system development 
and legislative changes needed to implement a new cash clear-
ing model that will fully involve local custodians in the clearing 
of cash and securities on behalf of investors.  

Sub-custody is dominated by two banks: Bank of Jordan and 
Standard Chartered. In terms of aggregate performance, secu-
rities service providers in Jordan tack fairly close to the global 
average.

Bank of Jordan
Bank of Jordan estimates its assets under sub-custody at over 
$60 million with an average 133 transactions settled every 
month. The bulk of its international clients are global custo-
dians. The bank has recorded a rise in all category scores with 
the exception of Asset Servicing, which has recorded a fall of 
53 basis points. All scores nevertheless remain creditably in the 
high-fives. “A boutique custodian - well done!” says one Europe-
an client.

Standard Chartered Bank
After holding steady last year, Standard Chartered has seen 
improvements in scores in all service areas. This is most notice-
able in Relationship Management and Client Service, which 
has more than covered last year’s decline in this category. “SCB 
shows consistency and attentive client service and a willingness 
to work with us to solve any issues that may arise in the market,” 
comments one large global client.
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KUWAIT
Established in 1983, regulatory responsibility for the Kuwait 
Stock Exchange (KSE), now known as Boursa Kuwait, was 
transferred to the Capital Markets Authority in 2010. The name 
change reflects a move of the Bourse into the private sector in 
preparation for an eventual IPO. The bourse has been in advance 
of many markets in the region, implementing its first electron-
ic trading system in 1995 and online trading in 2003, while its 
market capitalisation has generally been one of the largest in the 
region.

Boursa Kuwait is currently working with local stakeholders to 
revamp its infrastructure and is also collaborating regionally to 
attract inward investors, through reforms such as the regulat-
ed introduction of short-selling. In addition, the bourse has 
recently published a draft copy of the official Over The Counter 
Trading (OTC) Rulebook for public consultation, laying out the 
proposed procedures and rules for OTC trading in Kuwait.

HSBC
HSBC is the only sub-custodian to receive responses for the 
Kuwaiti market. Its scores have held largely steady at an impres-
sive level. The only significant changes at a category level are a 
decline of 19 basis points for Asset Servicing and an offsetting 
rise of 16 basis points for Relationship Management and Client 
Service. The score for Value Delivered this year – 5.0 – taken 
together with other category scores, suggests that, while happy 
with service levels, fees are seen as on the high side.

LEBANON
The Beirut Stock Exchange (BSE) is one of the oldest in the re-
gion, but remains small, though volumes increased by over 60% 
in 2016. Banking stocks were the main driver of this increase, 
particularly in the second half of the year. Plans to modernise 
the BSE to introduce global best practice are ongoing.

HSBC
Scores for HSBC are once again almost all within the “Good” 
range (5.00-5.99), albeit at the lower end of the scale, with falls 
of between 0.33 and 0.43 points. The exception is Value Deliv-
ered, which has seen a full one-point drop from 5.00 to 4.00. 
This is more often than not a reflection on fee levels, though 
given the falls in other service categories, it is possible that 
existing fees are seen as high given the perceived fall in service 
levels. That said, at least one large global custodian is broadly 
satisfied, commenting that, “HSBC performs adequate services 
in the market and responds to all inquiries in a timely manner.  
HSBC is regularly available after working hours and on week-
ends.  Additionally, HSBC has a sound understanding of the local 
market and maintains good relationships with the local market 
entities.”. 

  
Midclear
Midclear’s client perception assessments are all Satisfactory 
(4.00-4.99), with a notable increase in Settlement score, but 
there is little that stands out as remarkable in its set of results. A 
small response base with no added commentary provides little 
from which to extrapolate.
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OMAN
Muscat Securities Market has introduced successive reforms to 
ensure efficiency, but has been hampered by a lack of free float 
on its exchange. At the same time, the market has not been im-
mune to volatility in oil prices. Privatisations are under consid-
eration to stimulate market liquidity. 

HSBC
Though not the only provider available, HSBC’s dominance of 
the sub-custody market in Oman seems set to continue with a 
roster of large clients.  Its scores this year have more or less held 
steady. Though some categories have registered slight declines, 
all remain in the Good range (5.00-5.99). “HSBC is a dependable 
sub-custodian with strong knowledge of the market,” says one 
global custodian.

PALESTINE
Although no responses were received this year for Palestine, 
the Palestine Exchange (PEX) is a market to watch. It was 
established in 1995 as a private company to promote investment 
in Palestine and was transformed into a public company in 
February 2010. Headquartered in Nablus, it is highly automated 
and ahead of many of the larger exchanges in the region in that 

regard. PEX has recently been accepted to full membership of 
the World Federation of Exchanges (WFE).

With the exit of HSBC from custody provision in Palestine, a 
service is available from both Cairo Amman Bank and Bank of 
Jordan, which received its custody licence in February last year.

SAUDI ARABIA
The opening of the Saudi market (Tadawul) to foreign investors 
was the big news of 2015. Foreigners currently own about 4% of 
shares.

The exchange has just launched the ‘Nomu-Parallel Market,’ an 
alternative equity market with lighter listing requirements. It is 
expected to adopt a T+2 cycle by the end of June and exploring 
cross-listings with other regional exchanges.

Sub-custody is dominated by HSBC. Though other options 
exist, none attracted sufficient responses for inclusion in this 
year’s survey.

HSBC
Although, on the whole, lower than last year’s scores, HSBC in 
Saudi Arabia has once again achieved results solidly in the Good 
range (5.00-5.99). Relationship Management and Client Service 
has actually seen a 0.18 point increase in its score. Clients appear 
broadly happy with those providing additional comment sug-
gesting that contact with this provider is a smooth experience.
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AFRICA 

BOTSWANA
The Botswana securities market is small and suffers from li-
quidity constraints with investors attracted to a narrow group of 
assets. Local pension funds and institutions dominate and tend 
to have a long-term focus. Nevertheless, the Botswana Stock Ex-
change (BSE) has, over the years, launched various initiatives to 
boost liquidity and improve overall market efficiency, including 
the introduction of a CSD and an automated trading system, a 
reduction in the settlement cycle to T+3 and listing of ETFs. 

Following the implementation of the BSE Transition Act in 
December 2015, the BSE has begun the process of demutualisa-
tion. As Stanbic Bank observes, once demutualisation has been 
achieved, the BSE will have an opportunity to enter into strate-
gic alliances and fully explore opportunities that exist for capital 
market development.

On the back of a directive by the Non-Bank Financial Institu-
tions Regulatory Authority (NBFIRA) to mandate compulsory 
dematerialisation of all listed securities, the BSE has since 
achieved 100% dematerialisation of equities. The demateriali-
sation of corporate bonds is in progress. To date all 33 corporate 
bonds have been registered on the Central Securities Depository 
(CSD) system and are open for depositing. As at 31st December 
2015 about 64.2% of the total issued nominal value of corporate 
bonds had been dematerialised. One of the major hindrances has 
been the existence of odd lots in the market. Efforts to remedy 
the situation are progressing 

The market is awaiting the implementation of the Securities 
Act 2014 and supporting legislation aimed at reforming regula-
tion and supervision of the securities industry in Botswana. 

A wave of fee increments by the BSE and the CSD in 2016 have 
required fee adjustments by service providers.

For the market as a whole, category scores have risen across 
the board this year by between 42 and 60 basis points. This 
includes a few results attributed to Brown Brothers Harriman. 
While BBH is clearly not a local service provider, it is unclear 
which of the two sub-custodians these results should be reat-
tributed to, since BBH has long distinguished itself by maintain-

ing more than one sub-custodian relationship in each market. 
These are therefore listed separately in the accompanying tables.

Stanbic Bank Botswana Limited 
Stanbic Bank, part of the Standard Bank network, holds over $42 
million in assets under custody for international third parties 
and processes a monthly average of 375 transactions. Its custody 
service in Botswana began in 1995 and was later complemented 
by a trustee business in 2002. It is the longest established custo-
dial services provider in Botswana.

While it has a small respondent sample in Botswana, it in-
cludes a number of sizeable banks. Scores this year are notice-
ably up on last year, confirming a strengthening trend first ob-
served last year. It now records four service categories regarded 
by respondents as worthy of inclusion in the Very Good range 
(6.00-6.99). Of particular note is the jump in score for Value 
Delivered, up from 4.67 to 6.38, suggesting – rather unusually for 
the ABFM survey as a whole – that clients are content with fee 
levels.

Standard Chartered Bank
Standard Chartered has this year received more responses than 
other providers in this market. The result has been a marked im-
provement in scores for Settlement and Asset Servicing, which 
have now graduated to the lower fives. Scores for other catego-
ries have also improved, though remaining in simply Satisfactory 
territory (4.00-4.99). One large global custodian observes that, 
“SCB has improved the consistency of their service levels and 
they have a good understanding of the market.” The same client 
nevertheless suggests that, “SCB continues to display challenges 
in regards to response timeliness and accuracy.” 

GHANA
Several innovations have been reported in the Ghanaian market 
over the past two years. 

The new system for the merged central depository went live on 
29th March 2016. It delivers a single client depository account and 
single place of settlement for all securities types, at the same time 
abolishing the use of broker trading accounts for equity trades.

The Ghana Fixed Income Market (GFIM) was launched and 
began trading in August 2015. Dealers in Government of Ghana 
treasury bills, notes and bonds and Bank of Ghana money mar-
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ket instruments now utilise the GFIM platform for secondary 
trading. 

In addition, quasi state institutions’ money market instru-
ments, notes and bonds, corporate notes and bonds, municipal 
and/or metropolitan bonds, supra national bonds, repos, other 
fixed income or money market instruments may be admitted 
and traded on the GFIM. The secondary trading on GFIM is 
electronic with market surveillance sourced from Bloomberg 
LP. Settlement of cash trades are executed by the Bank of Ghana 
while securities settled through the CSD. The CSD has imple-
mented a 0.01% charge on the settlement value of all secondary 
fixed income transactions. The charge is on both buyer and 
seller.

Client perceptions of services in Ghana’s securities market 
have improved over the year. All categories record increased 
scores, with the exception of Relationship Management and 
Client Service. All ratings, however, remain in the “Satisfactory” 
range.

Stanbic Bank Ghana Ltd 
As of 31 December, 2016, Stanbic held some $637 million in as-
sets under custody for international clients. It claims a 40% mar-
ket share of this business, for which it processes approximately 
533 trades a month. 

As with last year, Stanbic’s scores have been remarkably con-
sistent across all service categories. The only change of note is 
in the area of Asset Servicing which now records a particularly 
impressive 6.37.

Stanbic has implemented a new client online platform, In-
vestor Services Online, to provide clients with an alternative 
channel for instructions and reporting. It has also instituted an 
annual external audit on key controls, relating to segregation 
of assets and reconciliations, on the back of changes to global 
custodian client requirements.

Stanbic Ghana achieved automation of position reconciliation 
between the CSD and Stanbic Custody System (Bancs) in Q4 
2016. In 2017, the bank plans to integrate securities settlement 
with cash settlement to eliminate manual matching and ensure 
seamlessness in the settlement process.

Standard Chartered Bank
Standard Chartered’s scores this year remain overall in the same 
region as last year. Two categories – Asset Servicing and Tech-
nology – score slightly higher and four are slightly lower, though 
all remain in the upper fours (scores of between 4.00 and 4.99 
are considered Satisfactory). One global custodian comments 
that, “Communication of market change and responses to que-
ries have improved following a challenging period. Continued 
pro-activity in this area is expected.”

IVORY COAST
The Bourse Régionale des Valeurs Mobilières (BRVM), based in 
Ivory Coast, is unusual in acting as a regional exchange for the 
countries of the West African Economic and Monetary

Union Benin, Burkina-Faso, Ivory Coast, Guinea-Bissau, Mali, 
Niger, Senegal and Togo. 

Overall scores for the Ivory Coast are below the frontier mar-
kets average by between 29 and 42 basis points. They have, how-
ever, improved over the year apart from the areas of Ancillary 
Services and Value Delivered. All categories score in the upper 
fours with the exception of Value Delivered, suggesting that 
clients find services adequate, but somewhat expensive.

In the accompanying tables, a few responses received for 
Brown Brothers Harriman have been listed separately. Although 
the bank is obviously not a local provider, it is uncleal which of 
the sub-custodians they should be attributed to.

Societe Generale Securities Services
SGSS has recorded increases in scores in three service areas: 
Settlement, Asset Servicing and Relationship Management and 
Client Service. Only Ancillary Services has seen a drop, suggest-
ing that either funding deadlines or payment processing leave 
something to be desired. 

Standard Chartered Bank
Client comments for Standard Chartered’s Ivory Coast service 
suggest they are quite satisfied, if not overwhelmed, by the ser-
vice they are receiving. “Timeliness of FX and MT950 reporting 
can be an issue at times; however, mostly SCB is able to handle 
routine business adequately,” says one global custodian. “Rea-
sonable service provided by SCB’s Africa servicing hub based in 
Mauritius,” says another.
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At a category level, the bank’s results are up in all areas, most 
notably Technology (+68 basis points) and Relationship Manage-
ment and Client Service (+39 basis points). All scores are now in 
the upper fours with the exception of Value Delivered. The fact 
that this has fallen, while other category scores have improved 
suggests that the bank’s fee levels are not seen as particularly 
competitive. 

KENYA
The Nairobi Securities Exchange and the Central Depository & 
Settlement Corporation (CDSC), the listed equities and corpo-
rate bonds CSD, plans to roll-out new systems starting in Q2 
2017 with integration to Swift targeted for towards the end of 
the year.

The Capital Markets Authority (CMA) has published a draft 
guidance note on Global Depositary Receipts (GDRs) and Global 
Depositary Notes (GDNS). In collaboration with the World 
Bank, it has also developed and issued proposed regulations 
to govern securities lending and borrowing and short selling. 
These developments will enable the launch of new products in 
the market.

The Nairobi Stock Exchange is one of the longest established 
in sub-Saharan Africa. It is publicly traded and is the second 
self-listed exchange in Africa.

Overall results in the market have improved. Settlement is now 
rated as “Good” (5.00), with other scores in the middle-to-upper 
range of “Satisfactory”.

Stanbic Bank Kenya Limited
Stanbic Bank Kenya holds some $688 million is assets under 
sub-custody for international clients and overall processes 
around 14,100 transactions a month. It claims a 30% share of 
inbound international business.

Scores have fallen this year across all categories, particularly 
Settlement and Asset Servicing. Quite why this should be is 
unclear from client comment, though one Europe-based client 
says that “responses to email queries are slow.” Having recorded 
significant progress last year, the bank will be looking to get all 
category scores back into Good territory (5.00-5.99) over the 
coming year.

Standard Chartered Bank
One large UK-based client compliments Standard Chartered’s 
Kenyan operation for “Strong local relationship and operational 
support, with a pro-active approach welcomed.” One regional 
client says that “the team is always willing to assist with urgent 
and exceptional issues. They always reply to our queries within 
a reasonable timeframe.”

These perceptions are confirmed in this year’s category scores. 
Improvements are recorded in Settlement, Asset Servicing and 
Relationship Management and Client Service. The score for Val-
ue Delivered has, however, held steady at 4.40, suggesting that 
the bank’s fees are not seen as particularly competitive.

MALAWI
Malawi is a small market in terms of foreign investor activity. 
There are thirteen listed companies on the Malawi Stock Ex-
change (MSE) and no listed corporate bonds. As a result, there 
is very low liquidity. The market is predominantly in the hands 
of local pension funds and institutions that are typically focused 
on the long term. To mitigate liquidity constraints, the MSE has 
started courting new companies to raise capital through the ex-
change. Although this is yet to yield results, there was a success-
ful rights issue last year after half a decade of little meaningful 
activity. 

Notwithstanding the lack of foreign investor activity in the 
market, there are new regulatory developments. The Reserve 
Bank of Malawi (RBM) has drafted an amendment to the 
existing Securities Act to introduce rules on insider trading 
and winding up of capital market players, amongst other major 
changes. Once passed into law, the amendment will improve 
the legal framework of the securities market and, hopefully, its 
attractiveness to foreign investors.

The MSE is looking to introduce a Central Securities Deposi-
tory (CSD) for listed equities and corporate bonds following the 
introduction of the CSD for government securities in December 
2014. This project is being jointly run by the MSE and RBM in 
consultation with market players. 

There are also plans to enact the Financial Crimes Act that 
will repeal the current Money Laundering, Proceeds of Crimes 
and Terrorist Financing Act 2006. The bill seeks to establish an 
independent and autonomous Financial Intelligence Authority 
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to better prevent, investigate and combat financial and related 
crimes. Finally, an Insolvency Act was introduced in 2016 to 
regulate matters relating to insolvency and bankruptcy.

Standard Bank Limited
While its client base is largely domestic, Standard Bank holds 
some $26 million in assets under custody for international 
clients, claiming a 65% market share of that client set. Activity 
is slight, however, the bank is averaging a monthly settlement 
volume of 40 transactions. “Standard Bank has serviced clients’ 
needs consistently and has a good understanding of the market,” 
says one global custodian. Category scores have remained large-
ly the same as last year, though with a notable improvement for 
Settlement. This has not, however, translated into a more favour-
able perception of Value Delivered, where the score remains 
weak, possibly owing to the lack of activity in the market.

MAURITIUS
Although a relatively small market, Mauritius punches above its 
weight. It is a provider of infrastructure to several other frontier 
markets and has long viewed to be the offshore centre of choice 
for Indian investment. In addition, it is a regional hub for at least 
one securities services provider. Aggregate scores for providers 
in Mauritius are better than in many other frontier markets with 
two-thirds of service categories rated “Good” (5.00-5.99).

HSBC
HSBC’s presence as an agent bank here is no doubt tied to the 
close ties between India and Mauritius as both a market and a 
financial centre. Its results are up in most areas with only two 
categories – Relationship Management and Client Service and 
Technology – recording a small decline. With the exception of 
Value Added, all service categories now score above 5.00, the 
lower threshold for Good. “HSBC provides an excellent service. 
The relationship team are very knowledgeable and supportive,” 
says one UK-based client.

Standard Chartered Bank (Mauritius) Limited
Standard Chartered claims over $1.5 billion in sub-custody as-
sets using Mauritius as a regional hub for several smaller African 
markets. The bank has made significant progress over the year in 

improving the perceptions of its clients about the services that 
they are receiving. Relationship Management and Client Service, 
in particular, has registered a rise of 0.78 points to the mid-fives 
– comfortably in Good territory. 

In 2009, Standard Chartered launched a multi-year pro-
gramme to rebuild its core custody and clearing platform. The 
new platform, Securities Custody & Clearing Real-time Engine 
(SeCCuRE), is said to provide “single touch” architecture for 
access to 40 sub-custody markets through a single window. It 
is expressly designed to provide the benefits of a hub structure 
without compromising on the advantages of a direct connection 
to individual markets. Based on client comment, it is partially 
successful in this endeavour. One European bank lauds a “good 
relationship with the hub in Mauritius,” while another refers to 
a “reasonable service provided by SCB’s Africa servicing hub.” 
One bank based in the region, however, complains that Standard 
Chartered is “ not flexible in assisting with issues where there is 
a need to resolve issues urgently”. Another specifically targets 
the hub structure as “inflexible” with a tendency of personnel to 
deflect blame to local operations.

Other
Standard Bank is present in the market with a service offering. 
Responses are too few for a formal assessment. One client com-
ments that, “The service and value is good, the only complaints 
are the technology.”

NAMIBIA
The Namibian market is small and many of its key stocks are du-
al-listed on the Johannesburg Stock Exchange (JSE). Settlement 
of trades in these shares takes place in STRATE, the South Afri-
can CSD. The market is working on introducing a CSD for local, 
listed and unlisted securities (including government securities). 
Progress on the regulatory framework was made in 2016 and it 
is hoped that local CSD operations will begin in 2017. A possible 
move to a T+3 settlement cycle for local securities is also under 
discussion on the back of T+3 implementation by the JSE.

Two important regulatory requirements were implemented in 
the market in 2016. The first relates to disclosure requirements. 
An amendment of the Companies Act Administrative regula-
tions sets out information that must be provided to the Regis-

[ S U R V E Y  |  A G E N T  B A N K S  I N  F R O N T I E R  M A R K E T S ]

82       Global Custodian      Spring 2017

[ S U R V E Y  |  A G E N T  B A N K S  I N  F R O N T I E R  M A R K E T S ]



trar of Companies on an annual basis. The new regulations are 
designed to enhance the ability to detect suspicious transactions. 

Meanwhile, an amendment to The Income Tax Act places 
the onus on the issuer of a tradeable instrument to establish 
the ultimate residency of the beneficial owner to ensure tax is 
correctly withheld. However, further clarification confirms that 
non-resident investors are exempted from paying withholding 
tax on interest from negotiable instruments issued by a Namib-
ian banking institution.

Standard Bank dominates sub-custody in Namibia with other 
South African headquartered institutions offering services. Cat-
egory scores for the market as a whole sit in the mid-fours and 
are regarded as Satisfactory.

Standard Bank Namibia Limited
Standard Bank Namibia has $145 million of assets under 
sub-custody for international third-party clients and claims a 
91% share of this market segment. It processes a monthly aver-
age of 7600 transactions for clients, both domestic and interna-
tional, in the Namibian market.

With such a strong market share, it is hardly surprising that 
Standard Bank’s category scores reflect those of the market as 
a whole. For the second consecutive ABFM survey, its category 
scores are all in Satisfactory range (4.00-4.99). Most, however, 
are a few basis points shy of last year’s results. The exception 
is Asset Servicing, which registers an increase of 0.20 points to 
4.80. Of the declines, only Value Delivered records an apprecia-
ble drop. This is most likely an implicit comment on fee levels.

In 2016, Standard Bank Namibia implemented the TCS BaNCS 
custody system which replaced its STT Fortress custody system. 
With the introduction of BaNCS, Standard Bank Namibia will be 
aligned with the broader Standard Bank Group Investor Services 
business, offering additional functionality to both domestic 
and international clients. In addition to BaNCS, Standard Bank 
Namibia rolled out the Investor Services Online capability for 
non-SWIFT clients. The bank will be looking for these improve-
ments to feed through to client perception in the year ahead.

Other
FNB Namibia received insufficient ratings for a write up. One 
client suggests “Room for improvement especially on accuracy 
in reporting and servicing.”

NIGERIA
Activity in the Nigerian market has been affected by the drop 
in the oil price, which drives the bulk of the revenue of the 
Nigerian government and the Nigerian economy. In particular, 
pressure on foreign currency reserves has led the Central Bank 
of Nigeria (CBN) to impose severe restrictions on the inter-bank 
foreign exchange (FX) market, limits access to FX for most 
users, including foreign portfolio investors.

In 2016, Nigeria witnessed a devaluation of the NGN Currency 
against the dollar and the start of a recessionary period. Due 
to the scarcity of FX in circulation, the Central Bank of Nigeria 
(CBN) issued various circulars requiring the available FX to be 
allocated to the manufacturing/oil sectors. It also limited the 
repatriation of investment inflows. 

From an infrastructure perspective, the market continues to 
advance. The CBN, bank treasurers and custodians are currently 
implementing the automation of issuance, storage and admin-
istration of the Certificate of Capital Importation (CCI), the 
document governing inflows and outflows of FX for investment 
purposes. An electronic platform to underpin this is due for 
implementation in Q1 2017.

Aggregate service category scores have all recorded improve-
ments this year ranging from 15 to 100 basis points. The latter 
has lifted the market score for Asset Servicing from a frankly 
Weak 3.92 to the upper end of Satisfactory. Two service areas, 
Settlement and Relationship Management and Client Service, 
are now rated as Good (5.00-5.99).

While Stanbic has the largest market share for sub-custody, 
Citi and Standard Chartered also received sufficient respons-
es for assessment. UBA is another provider offering services, 
although it caters to a more domestic clientele. Brown Brothers 
Harriman is listed in the accompanying tables, not because it is 
a local provider, but because it is unclear to which local provider 
these responses should be allocated. This will be amended in our 
post-survey ‘Snapshot’ analyses, which will be available from the 
Global Custodian e-Store.

Citi
Citi has recorded similar category scores to last year, with an 
equal number of rises and falls, none by startling amounts.  
Two categories, Settlement and Asset Servicing have, however, 
slipped back into Satisfactory range while Technology is now 
rated Good. Respondents do not provide any added colour 
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through free-form comments, suggesting that they have no par-
ticular issues, good or bad, with the service they are receiving.

Stanbic IBTC Bank Plc.
“Stanbic IBTC has continued to provide a consistent service 
despite continued challenging market conditions,” notes one 
large global custodian client. Another praises “very good local 
relationship management and client service support as the Nige-
rian FX environment continues to face challenges.”

In this challenging environment, the bank has managed to 
register improved perceptions of its service in all areas bar 
Value Delivered, which nevertheless remains in the upper fours. 
Relationship Management and Client Service, Asset Servicing 
and Ancillary Services are all now seen as within the Good range 
(5.00-5.99).

Stanbic estimates its share of international third-party business 
in Nigeria to be about 80%. As the market leader, the bank holds 
close to $7.2 billion in assets for sub-custody clients, settling 
approximately 3280 transactions a month – a fall in the latter of 
over half since a year ago, reflecting broader changes in market 
activity. 

The bank as implemented a new client online platform, 
Investor Services Online, to provide clients with an alternative 
channel to SWIFT for instructions and reporting. This, together, 
with IT reforms at the CSD, may well feed through to Technol-
ogy scores in the year ahead as percetions of change in this area 
tend to lag by a year or two from time of implementation.

Standard Chartered Bank
After slipping back last year, Standard Chartered’s category 
scores are all now back in Good range (5.00-5.99). Falls have, 
however, been recorded for Relationship Management and Cli-
ent Service and Technology, though there is no evident cause for 
concern and no obvious problems identified by respondents.

UGANDA 
ALTX Xchange went live in Uganda in Q4 2016. Investors now 
have access features such as online trading and instant settle-
ment of securities. They are now able to trade in Depository 
Receipts (DRs) created on the back of Government Paper – 
Treasury Bills & Treasury Bonds. Stanbic Bank expects more 
securities to trade on ALTX in the coming months. 

The Uganda Securities Exchange (USE) implemented an au-
tomated trading system in July, 2015 putting it on a par with its 
peers in the region – Nairobi Securities Exchange,

Dar-es-Salaam Stock Exchange and Rwanda Stock Exchange. 
With the implementation of an automated trading system, USE 
revised its trading and settlement rules for equities, reducing the 
settlement cycle from T+5 to T+3.

Stanbic Bank Uganda Limited
Stanbic Bank Uganda’s Custody division forms part of an Africa 
franchise under the Standard Bank Group. It holds close to $381 
million in assets under custody for foreign clients,

handling an average of 120 transactions a month for its clients. 
These are split roughly 60/40 between custodians and global 
investment banks.

The bank claims a market share of approximately 54%. Two 
thirds of its category scores fall into the Good range (5.00-5.99), 
including Value Delivered. It is relatively rare in the ABFM sur-
vey that that particular category should rank higher than other 
categories as clients are presumably reticent about suggesting 
that they are content with fee levels as they are. Comments are 
few, though one large clients complains that, “It is difficult to get 
in contact or get responses in a timely manner. It often requires 
significant efforts to chase for details of coupon events.”

Standard Chartered Bank
Standard Chartered has mixed set of results for Uganda this 
year. While Asset Servicing, Relationship Management and 
Client Service and Ancillary Services have all recorded higher 
scores, Settlement, Technology and Value delivered are down. 
All scores are now in Satisfactory territory (4.00-4.99) apart 
from Value Delivered, which has slipped down to Weak, suggest-
ing clients are gearing up to be more demanding when it comes 
to setting fees. Responder comments are also mixed. “Provides 
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a good service relative to the volume of activity,” says one global 
custodian. “SCB has become more consistent in their opera-
tions and service availability,” says another. One client from the 
region, however, complains about a lack of urgency in dealing 
with live issues.

ZAMBIA 
The Zambian market, like most markets in the region, is grap-
pling with a challenge of low liquidity owing to capital chasing 
few investable assets. The market is predominantly in the hands 
of local pension funds and institutions that are typically focused 
on the long term. To mitigate these liquidity constraints, the 
LuSE, with the support of the Ministry of Finance, has directed 
all listed companies to comply with the minimum free float of 
25%. Progress has, however, been very slow in terms of com-
pliance, according to one local service provider. LuSE is now 
looking at introducing a new index , the ‘LuSE7 index’, covering 
seven of the largest and most liquid securities already included 
in the LuSE All Share Index (LASI). The LuSE has meanwhile 
decided to revamp the LuSE index to meet global international 
standards and has engaged S&P Global as consultant to carry out 
this exercise. 

A new Securities Bill signed off in late 2016 supports the for-
mation of a CSD independent of the Lusaka exchange (LuSE). 
Other material changes in the Act include the requirement for 
all new issues to be dematerialised. The expected separation of 
the LuSE and the CSD has led to a fee increments which will 
affect market participants as well as both local and international 
investors. This Fee adjustment is effective 1st February 2017, and 
will be a CSD settlement and clearing fee. 

In April 2015, the LuSE launched the Lusaka Stock Exchange 
Alternative Market, which is aimed at small- and medium-sized 
companies. While activity has been slow in terms of listings on 
this exchange, it is expected to present investment opportunities 
for both foreign and domestic clients going forward.

Stanbic Bank Zambia Limited
Assets under custody for international third-party clients at 

Stanbic in Zambia have risen to $579 million at end-2016. Av-
erage monthly settlement volume over the last 12 months has, 
however, fallen from 40 to 30 transactions. The bank estimates 
its market share of this client segment at 60%.

Given the paucity of activity and the small response sample, it 
is perhaps unsurprising that Stanbic’s results should vary rather 
erratically compared to last year. Four service areas are down by 
between 68 and 79 basis points. These are Settlement, Relation-
ship Management and Client Service, Technology, and Ancillary 
Services. By contrast, Asset Servicing and Value delivered have 
recorded increases on 38 and 23 basis points respectively. All 
categories are now regarded as Satisfactory (4.00-4.99).

Standard Chartered Bank
Standard Chartered has recorded improvements in scores 

in all categories apart from Value Delivered. Two categories, 
Settlement and Relationship Management and Client Service 
have now risen into Good territory (5.00-5.99). “Client service is 
now of a high level,” comments one global custodian. “Improve-
ment has been made to the quality of client service and support 
provided for this market,” says another. The most substantial 
increase in results is in the area of Asset Servicing, which is up 
by 0.53 points to 4.58.

ZIMBABWE 
The Zimbabwean market has been something of a yo-yo market 
over the past couple of decades in terms of returns. Persistence 
has paid off for many, but it is not a market for the faint-hearted. 

Long relying on manual processing, the market has in recent 
years begun a programme of reform. July 2015 saw the launch of 
an automated trading system by the Zimbabwe Stock Exchange 
(ZSE) and full dematerialisation of nearly all listed counters. An 
upgrade of the interface between the ZSE has reduced the man-
ual handling of transaction settlement. Legislation is also paving 
the way for the demutualisation of the ZSE. 

The past year has not been an easy one for either investors 
or service providers in the Zimbabwean market. Nevertheless, 
infrastructural reform continues. The Reserve Bank of Zimba-
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bwe (RBZ) advised of its intention to use multi currencies on the 
Real Time Gross Settlement system (RTGS), now to include both 
ZAR (South African Rand) and EUR (Euro currency). Following 
an announcement by RBZ on how banks should treat export 
proceeds, the market has experienced challenges in the repatria-
tion of forex. This has seen foreign clients experience challenges 
in moving their cash outside of Zimbabwe. 

In November 2016, Chengetedzai Depository Company (CDC) 
migrated the funds settlement for equity securities transactions 
settled through CDC to the Reserve Bank of Zimbabwe. The Se-
curities and Exchange Commission of Zimbabwe (SECZ) issued 
the first Alternative Trading Platform (ATP) licence in the mar-
ket to the Financial Securities Exchange (FinSec), a subsidiary 
of the Escrow Group in September 2016.

Stanbic Bank Zimbabwe Ltd
Stanbic holds approximately $459 million in assets under custo-
dy for international clients and processes an average 550 trades 
a month. With a total of 105 foreign securities services clients, 
including five global custodians, the bank estimates it share of 
the sub-custody market to be around 80%.

“Stanbic is a fairly strong and consistent service provider 
despite some trying market conditions,” says one major global 
custodian. In that context, it is to the bank’s credit that percep-
tions of service have increased in two service categories: Asset 
Servicing and Relationship Management and Client Service. All 
scores now sit in the Satisfactory range (4.00-4.99).

Standard Chartered Bank
Standard Chartered has done well to improve client perception 
of its service in Zimbabwe across all service categories apart 
from Value Delivered, which has more or less held steady at the 
admittedly underwhelming level of 4.21 – a likely indication of 
lack of client enthusiasm for fee levels. Given the overall im-
provement in results, however, this does not seem to be a major 
area of dissatisfaction. Two categories – Settlement and Rela-
tionship Management and Client Service – have, in fact, moved 
up from Satisfactory to Good. None of the client comments 
single out the Zimbabwean market from other handled through 
the banks Mauritian hub.

ASIA 

BANGLADESH
The Bangladesh economy has experienced growth over the last 
decade with an annual average increase in GDP of around 6% 
as well as a shift away from agriculture to an increase in other 
private sector initiatives, the banking sector being a key driver 
of this. 

Previous observations of an underdeveloped infrastructure and 
a lack of automation still stand, however.

The $81 million hack of the Bangladesh Central Bank via its 
interfaces to the SWIFT network in February last year and 
an attempted attack on an investment fund built using smart 
contracts perhaps shows that the market needs to put more 
effort into ensuring a robust automation and cyber-security 
programme.

HSBC 
Alongside its performance in other frontier markets in Asia, 
HSBC in Bangladesh has recorded slight drops in average cate-
gory scores compared to the previous year, but remains a solid 
performer in the region. 

Scores in Settlement, Asset Servicing and Relationship Man-
agement and Client Service dropped 65 basis points apiece 
compared to last year. Settlement, Asset Servicing and Ancillary 
Services have now fallen into Satisfactory territory (4.00-4.99) 
though Relationship Management and Client Service, Technolo-
gy and Value Delivered remain above 5.00. 

With a client list featuring a number of larger global custodi-
ans, HSBC will no doubt be looking to steady the client experi-
ence in Bangladesh in the year ahead. 

Standard Chartered Bank
In its last outing in the ABFM survey, Standard Chartered in 
Bangladesh was noted for a slight decline in scores for Relation-
ship Management and Client Service. Its scores this year have 
improved on last year’s published numbers in all areas with the 
exception of Technology, though all categories remain in the 
Satisfactory range (4.00-4.99)
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One large Singapore-based bank commented on the “generally 
good client service support” they have received this year from 
Standard Chartered. However gaps still remain with processing 
and response time, attracting criticism from one European bank 
in particular. Its response noted that the bank’s Bangladesh op-
eration “is extremely slow to react to client demands or offer any 
information on why the process is so slow.” 

KAZAKHSTAN
Widely regarded as a trade route between China and Europe, 
Kazakhstan’s economy remains dependent on oil wealth which 
is being used to diversify its economy. 

However the market as a whole faces challenges including 
burdensome regulation as well as issues of diversity and compe-
tition with reform needed in these areas. 

In terms of financial market infrastructure, it remains in a 
positive position with the Kazakhstan Stock Exchange (KASE) 
having used the industry best practice T+2 settlement cycle 
since 2015, in an industry where many participants are still using 
T+3. 

Such measures will aid efficiency for clients by reducing costs 
and mitigating various risks associated with the settlement 
processes. 

Citi
In its third appearance in the ABFM Kazakhstan survey, Citi 
maintained scores of 5.00 and above in three categories (Asset 
Servicing, Relationship Management and Client Service and 
Technology). However a decrease of 33 basis points in results for 
Settlement (from 5.00 to 4.67) indicates work needs to be done 
in this category even though there is little in the way of com-
ments to suggest clients have noticed this development. 

Elsewhere, Value Delivered also saw a sharp drop to 4.33. This, 
however, is likely to be a reflection of opinions on cost of service 
rather than any innate dissatisfaction with the service itself. 
With limited choice in agent banks, there is nothing in these 
results to suggest an imminent shift in client mandates.

Other
While responses were also received for RBI and Kazkommerts-
bank, these were insufficient to allow for a formal assessment.

SRI LANKA 
Last year’s ABFM survey noted that the Colombo Stock Ex-
change (CSE) had invested significantly in its electronic trading 
and settlement service. The current T+3 settlement cycle is not, 
however, considered by participants to offer true delivery versus 
payment (DvP) as the shares move from the seller’s account to 
the buyer’s on Trade date itself, whilst cash settlement takes 
place on T+3. 

With demand for shortened cycles increasing throughout the 
world, perhaps Sri Lanka may have to make similar targets. 

Citi
Scores for Citi have improved significantly across the board this 
year apart from the category of Relationship Management and 
Client Service. Whereas in our 2016 survey, the bank’s service 
area scores ranged from Weak to Satisfactory, it now records 
two scores – Settlement and Asset Servicing – in the Good range. 
Those that last year were Weak (3.00-3.99) are now both above 
4.00.

This is still, however, a way to go on the journey to Citi’s 
redemption. One European respondent bemoaned a lack of pro-
activity. “No answers to our queries without several escalations” 
was the specific complaint, with delays in account openings and 
closings also mentioned. 

HSBC  
HSBC has seen a decline in category scores this year in all areas 
apart from Relationship Management and Client Service. In this 
case, the bank has actually seen a rise from a ‘Satisfactory’ 4.67 
to a ‘Good’ 5.08. Of the falls, the most noticeably is for Ancillary 
Services – a category which includes payment processing effi-
ciency and funding deadlines. 

One large US based global custodian describes the HSBC’s 
offerings in this market as “dependable” with “a good overall 
market knowledge.” Nevertheless, HSBC itself will want to see a 
majority of category scores achieving more impressive results in 
the year ahead.

Standard Chartered Bank
A solid set of results describe Standard Chartered’s perfor-
mance in the Sri Lankan market with Relationship Manage-
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ment and Client Service and Settlement scoring particularly 
highly. A score of 5.77 for the former represents an improve-
ment of 45 basis points while the latter records an increase 
of 23 basis points. “Though the team size is small, they are 
equipped with good market knowledge and are timely and 
effective in responding to queries,” comments one global cus-
todian.

With no score dropping below 5.00 and a good reputation 
among clients, the future appears bright for Standard Chartered 
in this market. 

Other
Although Deutsche Bank is clearly active in Sri Lanka and has 
been rated in previous surveys, its response base this year is too 
small for a formal assessment. Nevertheless, it achieves scores in 
the Good and Very Good range.

The bank claims assets held on behalf of international third 
party clients of $0.98 billion in Sri Lanka, with approximately 
2050 transactions a month. 

VIETNAM
Like other markets in the Asia region, Vietnam faces its fair 
share of market-specific challenges, but is still recognised as a 
market of great promise. In that context, calls at the NeMa Asia 
conference last November were for harmonisation in capital 
markets in the region. Such conversations usually conclude 
with a passporting scheme focusing on regional fund passports. 
The Asia Region Funds Passport (ARFP) is regularly muted and 
industry participants agree that any fund passporting scheme 
that does not include China, Indonesia, India, the Philippines or 
Vietnam will struggle.

General changes to the market infrastructure in the last 12-18 
months include various rulings covering, among other things, 
guidance on information disclosure. 

The State Bank of Vietnam (SBV) has announced new mecha-
nism on foreign exchange rate control where daily adjustment 
will be made to a “central foreign exchange rate.” 

The State Securities Commission of Vietnam is in the midst 
of implementing a 10-year strategy, running to 2020, to ensure 
operations are in line with market economic conditions and 
international practices. With regulators making the country 
more attractive to foreign investors, Vietnam looks well placed 
going forward. 

Citi
Respondents have reserved a particularly harsh judgment 
for Citi in the Vietnamese market with scores and comments 
strongly suggesting the need for improvement. Ancillary Ser-
vices and Value Delivered both stand at 3.00, the lower end of 
Weak (3.00-3.99) and some way off the market average score 
for these categories of 5.34 and 5.38 respectively. Other catego-
ries record somewhat higher scores, but still below the market 
averages. 

Respondents who provide additional comments are not com-
plementary. One global custodian bemoans a “lack of flexibility 
and pro-activeness in understanding clients’ needs and market 
practices re prefunding requirements.” 

In addition, it adds, there is “an inability and unwillingness to 
work with the client to develop feasible solutions and proce-
dures.” Hopefully 2018 will yield a more positive set of scores. 

Deutsche Bank
Deustche Bank has recorded a solid set of results in this year’s 
ABFM survey with particular success in the Relationship 
Management and Client Service category scoring well above 
6.00 (Very Good) and being described by one European bank as 
having “excellent relationship and client service with fast and 
reliable responses.” 

In spite of achieving scores of 5.00 and above across other 
categories, various areas for improvement are noted with one 
small European bank noting that Deutsche Bank offers “no 
tolerance even for very small cash differences” and runs a 
“cumbersome FX procedure.” Another Singapore based asset 
manager states that while quite satisfied with services so 
far, “better pricing” would be appreciated. Overall, however, 
Deutsche Bank can be pleased with the way clients judge the 
service they are receiving.

HSBC
Another solid year of results for HSBC in Vietnam sees it retain 
its ‘jewel in the bank’s frontier market” title achieved in the last 
ABFM survey. 

Relationship Management recorded a distinct improvement 
with an increase of 22 basis points taking the score to 6.0. One 
large custodian bank offered specific praise of its “customer first 
approach”, describing the quality of HSBC’s management, client 
servicing and operations” as second to none in the market. 

A Singapore-based custodian noted the impressive on-the-
ground support in Vietnam stating that HSBC Vietnam can 
always be counted on to “distill the local regulations so we can 
assess the impact of the regulations on our clients.” 

Standard Chartered Bank
Standard Chartered’s last outing in the ABFM survey saw them 
rebound from a tumultuous drop experienced in 2013 with 
clients noting their excellent performance in service delivery. 
In 2016, Standard Chartered has again recorded an impressive 
set of scores, though slightly down on last year’s stellar perfor-
mance. 

The only fall of note is for Value Delivered. A notable drop of 
1.29 bps takes it down from 7.00 last year to 5.71 this time around 
though given the fact that, in all other service areas, the bank 
rates above 6:00 (Very Good), this is more likely to be a inter-
preted as a plea for lower fees rather than better service.
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THE AMERICAS

BERMUDA
In its last outing in the ABFM survey, Bermuda was widely 
regarded as possessing a sophisticated financial community 
compared to its peers. 

Alongside such sophistication is the increasing implementa-
tion of regulatory regimes. This was reflected during discus-
sions over the Alternative Investment Fund Managers Directive 
(AIFMD) passport discussions. 

GC research has shown that offshore jurisdictions including 
Bermuda and the Cayman Islands did not receive any advice 
from the regulators involved. Bermuda and the Cayman Islands 
are presently implementing new regulatory regimes including a 
dual funds regime which will permit managers looking to mar-
ket into the EU to abide with AIFMD.

Bermuda also boasts strong insurance and related asset 
management activities along with a relatively stable political 
backdrop. 

HSBC 
Despite a sizeable financial services sector, custody providers in 
Bermuda are limited to HSBC following its acquisition of Bank 
of Bermuda. 

Results indicate reasonably impressive results for Asset Servic-
ing, which has moved up from Satisfactory (4.00-4.99) to Good 
(5.00-5.99) representing an increase of 33 basis points compared 
to the previous survey. 

However, Relationship Management and Client Service has 
registered a significant drop, down 74 basis points compared to 
12 months ago. 

One large US custodian bank, in particular, suggested areas for 
improvement noting that HSBC Bermuda’s “response time to 
queries and questionnaires needs to improve.” 

In all, four service categories – Settlement, Relationship Manage-
ment and Client Service, Technology and Ancillary Services – have 
slipped back into Satisfactory territory. Interestingly, however, the 
score for Value Delivered has risen slightly to 4.79; still plenty of 
room for improvement, but heading in the right direction.

COLOMBIA
Colombia has been experiencing tumultuous economic condi-
tions with relatively slow economic growth as well as falling 
commodity prices, particularly in the oil market. Nevertheless, 
high total consumption has led to better relative growth than 
many of its regional peers as well as the positioning of the Bolsa 
de Valores de Colombia as one of the largest stock markets in 
Latin America. In the decade between 2002 and 2012, a rela-
tive economic boom improved the status of capital markets in 
Colombia as a whole. 

In addition, various infrastructure improvements currently 
underway in the country may help smooth the path to future 
growth with various industry participants expressing optimism 
about liquidity and regulatory issues that bedevil a number of 
frontier markets. 

Itaú Securities Services Colombia S.A. Sociedad Fiduciaria
A year of consistency in performance would best describe Banco 
Itau in 2016 with average scores largely remaining unchanged 
compared to the previous survey, though responses last year did 
not warrant a full write up. 

The areas which have shown improvement include Settlement 
and Value Delivered, up 14 and 29 basis points respectively, 
bringing all service categories into the Good range (5.00-5.99).

A small list of respondents makes it difficult to draw any more 
definitive conclusions. Greater participation in 2018 as a result 
of the merger last year between Itaú Chile and Corpbanca Chile 
will allow for more detailed analysis. From Q2 2017, the provider 
will be known as Itaú Securities Services Colombia S.A.

BNP Paribas Securities Services Colombia
In last year’s ABFM survey, BNP Paribas was seen as a viable 
new entrant to the sub-custody market in Colombia, having be-
gun offering services in 2013. Although the bulk of assets under 
custody are domestic, the bank reports some $300 million under 
custody for international third party clients. It handles some 
2,300 transactions a month for its client base as a whole.

All categories barring Relationship Management and Client 
Service recorded a decrease from last year’s stellar results, but 
still remain in the Very Good range (6.00-6.99). Relationship 
Management and Client Service, at 6.90, is in fact up by almost 
50 basis points and is amongst the highest scores in this year’s 
ABFM survey.
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Clients have also responded positively to the service on offer 
in additional comments. One large European client notes BNP’s  
“excellent support in meetings” as well as “excellent product 
support and resolution pre-launch.” 

Another European bank said BNP Paribas was helping it to 
“understand market complexity.” 

Citi
Citi’s results in this year’s ABFM survey indicate significant im-
provement in some areas but other areas still needing attention. 

Settlement was the best performer out of six categories achiev-
ing an improvement in its score of 52 basis points, which takes it 
comfortably into the mid-fives. Asset servicing also notched up 
an impressive increase of 30 basis points compared to the same 
time 12 months ago. 

One American client advocates the quality of Citi over other 
providers in the region, alluding to “the tremendous value they 
added” and how they were “head and shoulders above other 
providers.” 

Scores in three categories have slipped. Technology is down 
roughly 20 basis points, taking it down a range into Satisfactory 
territory. Ancillary Services and Value Delivered are also still 
languishing in the upper fours, though perceptions of the latter 
may well be lagging improvements in other areas.

PERU
In a similar way to its Latin American counterparts, Peru has 
faced challenges in a tricky environment but opportunities for 
growth remain. 

The Lima Stock Exchange (Bolsa de Valroes de Lima, BVL) 
has undergone challenging times due to it being less active and 
less liquid than some of its peers such as Chile. The past twelve 
months did see various signs of recovery for the market with 
improved macroeconomic conditions during 2016.   

Larger industry players are also starting to take notice of 
opportunities with BNP Paribas Securities Services starting to 
provide clearing and custody services in June last year. 

Citi nevertheless remains the only provider to attract sufficient 
responses.

Citi
As was the case 12 months ago Citi’s position as the dominant 

player in the market remains intact, with 2016’s responses focus-
ing on what has been achieved in a market with limited volumes 
and how clients are sympathetic to this. 

Category scores have seen a general improvement with 
Settlement score rising by 16 basis points to 5.12, taking it from 
Satisfactory to Good. 

Asset Servicing meanwhile remains just below that threshold, 
despite registering an increase of some 20 basis points. By con-
trast, Technology and Ancillary services register a slight drop.

Clients that provide additional comment seem to approve of 
the direction of travel with one large US custodian bank noting 
that Citi’s “response time to queries and questionnaires has 
improved.” 

URUGUAY 
Compared to some of its Latin American counterparts Uruguay 
is considered one of the more prosperous countries over the past 
decade due to its relative openness as well as a strong commit-
ment by the government to maintaining the rule of law. 

Recent reforms in the country have also increased foreign 
investor appetite in Uruguay. Uruguay’s offshore oil continues to 
attract foreign investment while its domestic securities markets 
remain relatively underdeveloped. 

The Central Bank of Uruguay acts as CSD. During 2017, the 
market anticipates the implementation of a new centralised 
system to support global custody operations.

Banco Itaú Uruguay S.A.
Banco Itau in Uruguay administers some $962 million in assets 
for international clients. It processes an average of 55 settlement 
transactions per month with an average volume of $3 million.

Its client base includes some large and by nature demanding 
global custodians.

Category scores are mixed with increases for Asset Servicing, 
Relationship Management and Client Service and Technology. 
Of these, Relationship Management and Client Service records 
the biggest rise, up by over 60 basis points to 5.20. 

Client comments are a mixture of positive and lukewarm. One 
praises the bank’s response time to questionnaires and queries, 
while another suggests that “more information on local market 
development and service enhancements” is critical. 
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Settlement Asset Servicing  Relationship Management 

and Client Service

Technology Ancillary Services Value Delivered

BAHRAIN

HSBC 5.14 5.02 5.25 5.36 5.02 5.00

BANGLADESH

HSBC 4.78 4.78 5.06 5.06 4.78 5.06

Standard Chartered Bank 4.65 4.85 4.60 4.74 4.68 4.32

BERMUDA

HSBC 4.79 5.00 4.26 4.53 4.79 4.79

BOSNIA & HERZEGOVINA

UniCredit 5.00 5.00 5.00 4.67 4.67 4.33

Raiffeisen Bank Intl 5.09 5.18 5.44 5.18 5.22 5.27

BOTSWANA

Brown Brothers Harriman 5.00 5.00 4.67 5.00 5.00 5.00

Standard Bank 6.38 5.75 6.38 6.13 5.50 6.38

Standard Chartered Bank 5.03 5.06 4.64 4.52 4.45 4.36

BULGARIA

Raiffeisen Bank Intl 5.75 5.00 5.00 5.75 5.00 5.00

Citi 5.60 5.35 6.09 5.40 5.17 4.47

UniCredit 4.70 4.73 4.52 4.61 4.73 4.21

Eurobank 6.08 5.95 6.30 5.70 5.90 6.20

COLOMBIA

Banco Itau 5.50 5.00 5.00 5.00 5.00 5.00

BNP Paribas 6.27 6.00 6.90 6.14 6.00 6.14

Citi 5.47 5.16 5.14 4.87 4.93 4.94

CROATIA

Raiffeisen Bank Intl 6.00 5.33 5.67 6.00 6.33 5.33

Privredna Bank 5.58 5.19 5.54 4.73 4.85 4.73

Societe Generale Securities Services 5.69 5.85 5.77 5.46 5.54 5.38

UniCredit 5.45 5.41 5.46 5.20 5.45 5.08

CYPRUS

Citi 5.23 5.00 5.54 5.00 5.50 5.15

BNP Paribas 5.59 5.45 6.22 5.23 5.59 4.91

Eurobank 6.44 6.29 6.40 6.19 6.13 6.09

ESTONIA

Nordea 5.50 5.50 5.50 5.50 5.50 5.00

Swedbank 5.00 5.26 5.14 5.13 4.73 4.73

SEB 5.60 5.31 5.94 5.48 5.58 5.07

GHANA

Standard Bank 5.33 6.17 5.33 5.33 5.33 5.33

Standard Chartered Bank 4.73 4.73 4.60 4.80 4.59 4.45

ICELAND

Landsbankinn 5.20 5.00 5.42 4.80 4.80 4.60

Islandsbanki 5.04 5.36 5.30 4.57 5.23 4.87

IVORY COAST

Brown Brothers Harriman 4.40 5.00 4.40 4.40 4.40 4.40

Societe Generale Securities Services 5.38 5.00 5.38 5.00 4.00 5.00
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Settlement Asset Servicing  Relationship Management 

and Client Service

Technology Ancillary Services Value Delivered

Standard Chartered Bank 4.75 4.75 4.75 4.75 4.75 4.25

JORDAN

Bank of Jordan 5.94 5.63 5.94 5.63 5.63 5.63

Standard Chartered Bank 5.32 5.24 5.34 5.19 4.67 4.79

KAZAKHSTAN

Citi 4.67 5.00 5.00 5.00 4.67 4.33

KENYA

Standard Bank 4.91 4.91 4.82 4.91 4.91 4.91

Standard Chartered Bank 5.17 4.87 5.11 4.88 4.71 4.58

KUWAIT

HSBC 5.52 5.31 5.54 5.50 5.22 5.00

LATVIA

Swedbank 5.31 5.00 5.33 5.00 5.00 5.00

SEB 5.41 5.41 5.66 5.24 5.30 4.91

LEBANON

HSBC 5.00 5.00 5.00 5.00 5.00 4.00

Midclear 4.86 4.86 4.86 4.00 4.00 4.86

LITHUANIA

Swedbank 5.00 5.00 5.00 5.00 5.00 5.00

SEB 5.44 5.41 6.05 5.23 5.43 5.00

MALAWI

Standard Bank 4.00 5.00 5.00 4.00 4.00 3.00

MAURITIUS

Brown Brothers Harriman 5.00 5.00 5.00 5.00 5.00 5.00

HSBC 5.38 5.35 5.02 5.03 5.00 4.79

Standard Chartered Bank 5.28 5.38 5.31 5.06 4.83 4.89

NAMIBIA

Standard Bank 4.80 4.80 4.40 4.80 4.60 4.20

NIGERIA

Brown Brothers Harriman 4.20 5.00 4.40 5.00 5.00 4.40

Citi 4.83 4.67 4.67 5.00 4.83 4.83

Standard Chartered Bank 5.00 5.00 5.17 5.17 5.00 5.00

Standard Bank 5.17 5.00 5.34 4.82 5.02 4.68

OMAN

HSBC 5.46 5.43 5.34 5.33 5.19 5.05

PERU

Citi 5.12 4.92 5.16 4.98 4.89 5.10

ROMANIA

Raiffeisen Bank Intl 5.10 5.00 5.70 5.00 5.00 5.40

UniCredit 5.30 5.00 5.20 4.60 4.56 4.78

Societe Generale Securities Services 5.77 5.46 5.92 5.77 5.46 5.69

Citi 5.67 5.17 6.06 5.17 5.55 4.80

Eurobank 6.43 6.48 6.39 6.27 6.07 6.41

SAUDI ARABIA

HSBC 5.53 5.32 5.56 5.22 5.30 5.05
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Settlement Asset Servicing  Relationship Management 

and Client Service

Technology Ancillary Services Value Delivered

SERBIA

Raiffeisen Bank Intl 5.00 5.00 5.63 5.63 5.00 5.00

Vojvodjanska Bank 7.00 6.93 6.93 6.79 6.93 6.86

UniCredit 5.40 5.04 5.47 4.92 5.17 4.78

SLOVENIA

Raiffeisen Bank Intl 5.00 5.00 5.00 5.00 5.00 5.00

Societe Generale Securities Services 5.75 5.00 6.00 4.75 5.00 5.00

UniCredit 5.45 5.31 5.42 5.04 5.27 4.89

SRI LANKA

Citi 5.33 5.11 4.11 4.33 4.67 4.11

HSBC 4.77 4.77 5.08 4.65 4.12 4.27

Standard Chartered Bank 5.50 5.29 5.77 5.36 5.31 5.46

SWAZILAND

Standard Bank 4.00 5.00 4.33 4.50 4.50 4.00

TANZANIA

Standard Bank 5.83 6.00 5.33 4.33 4.33 4.33

Standard Chartered Bank 5.17 5.28 5.00 5.00 4.67 3.89

TUNISIA

Brown Brothers Harriman 5.00 5.00 4.40 5.50 4.40 4.40

BIAT 4.41 4.27 4.05 3.74 4.00 3.91

Societe Generale Securities Services 5.40 5.20 6.00 5.00 5.50 5.00

UGANDA

Standard Bank 5.00 4.50 5.00 4.50 5.00 5.00

Standard Chartered Bank 4.88 4.38 4.75 4.71 4.63 3.92

UKRAINE

UniCredit 5.00 5.00 5.00 5.00 5.00 5.00

Raiffeisen Bank Intl 4.43 4.71 5.00 4.71 4.33 4.33

Citi 5.42 5.26 5.47 5.19 5.21 4.54

URUGUAY

Banco Itau 5.00 4.60 5.20 4.60 4.80 4.80

VENEZUELA

Banco Venezolano de Credito 4.56 4.00 4.56 4.00 4.56 4.56

Citi 4.53 4.74 4.26 4.36 5.00 4.00

VIETNAM

Citi 4.00 4.00 4.13 4.75 3.00 3.00

Standard Chartered Bank 6.57 6.57 6.57 6.57 6.57 5.71

Deutsche Bank 5.17 5.83 6.33 5.33 5.33 5.83

HSBC 5.54 5.33 6.05 5.56 5.43 5.55

ZAMBIA

Brown Brothers Harriman 5.00 5.00 5.00 5.00 5.00 5.00

Standard Bank 4.54 4.88 4.50 4.50 4.50 4.50

Standard Chartered Bank 5.10 4.58 5.00 4.82 4.65 4.10

ZIMBABWE

Standard Bank 4.28 4.28 4.88 4.64 4.56 4.36

Standard Chartered Bank 5.46 5.32 5.41 5.29 5.11 4.78
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