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1. Introduction 

Effective communication is a cornerstone of trust, transparency, and performance within any successful 

organization. At Diamond Trust Bank Kenya Limited (DTB), communication plays a critical role—not only 

in supporting the Bank’s vision, mission, and business strategy, but also in ensuring compliance with all 

relevant legislation, regulations, and standards governing securities markets and corporate financial 

disclosures..  

 

This Corporate Communications Policy acts as a guide for how DTB employees should communicate—both 

internally and externally. It outlines the objectives, allocation of responsibilities, communication procedures, 

and guiding principles for engaging with different target groups including shareholders, customers, 

regulators, employees, and the media..  

 

It also defines the framework for authorized spokespersons, ensuring that communications are accurate, 

consistent, aligned with DTB’s strategic interests, and compliant with applicable regulatory requirements. 

 

The policy supports the Bank’s commitment to open, transparent, and professional communication while 

safeguarding its reputation and supporting strategic business outcomes. 

 

2. Purpose  

The main purpose of this Policy is to articulate the goals, tools, processes and guiding principles of 

communication adopted by the Bank to engage its Stakeholders about the Bank’s corporate identity, various 

products and services, customer initiatives, crises and any issue of relevance to the Bank. 

Further, the Policy is aimed at increasing the level of understanding among all employees as to how DTB 

communicates with its stakeholders.  

3. Scope 

The policy applies to all DTB employees and designated third parties involved in internal and external 

communication activities, including crisis communication and media relations. 

 

4. Policy Statement and principles 

This policy establishes the principles, responsibilities, and procedures for communicating effectively and 

consistently with internal and external stakeholders. It outlines who is authorized to speak on behalf of the 

Bank, ensures that messaging reflects DTB’s strategic intent, and manages reputational risk through 

coordinated communication efforts. 

 

4.1 Key Policy Principles 

▪ Accuracy and Integrity: All communications must be factual, timely, and transparent. 

 

▪ Consistency: Communication must align with DTB’s mission, vision, and values across all channels. 

 

▪ Confidentiality: Sensitive and non-public information must be protected as per regulatory and internal 

guidelines. 

 

▪ Authority: Only designated spokespersons will communicate on behalf of the Bank. 
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5. Roles and Responsibilities 

5.1 Board of Directors  

▪ The Board of Directors is responsible for overseeing the execution of this policy. 

 

▪ The Board shall approve the policy upon recommendation by the relevant Board Risk and 

Management Committee (BRMC).  

5.2 Spokesperson:  

5.3 The Managing Director & Chief Executive Officer (MD & CEO), Kenya, is DTB’s principal 

spokesperson on bank-wide matters, such as the Bank’s financial position, business strategies, market 

assessments, competition analyses and any other matters related to the Bank. In the absence of the MD 

& CEO, Kenya, the Finance & Strategy Director shall act as the designate. The Chairman of the 

Board may issue statements on pertinent issues arising from the Board’s responsibility for ownership 

issues, strategies, nominations, appointments, compensation, and corporate governance of the Bank. 

Other Board members are not permitted to make statements without prior consultation with and 

approval from the Board Chairman.  

5.4 The Finance & Strategy Director is responsible for ensuring that financial reporting and information 

complies with the applicable legislation, regulations and standards. After the MD & CEO, Kenya, the 

Finance & Strategy Director is the main spokesperson in contact with investors, financial market 

representatives, including the media. 

5.5 Members of the Bank’s Executive Committee are authorised to address the media on topics where 

they are subject matter experts as indicated in the Spokesperson Guidelines in Appendix 1.  

5.6 The Head of Sustainability & Communications shall serve as the Bank’s main liaison contact with 

the media and the general public. 

5.7 Risk Department 

Identifying, assessing, and analyzing risk factors associated with Corporate Communications in line with 

the Bank’s enterprise risk management framework, internal policies, and applicable regulatory guidelines. 

5.8 Compliance Department 

Ensures that all Corporate Communications comply with established internal policies and adhere to relevant 

legal and regulatory requirements. 

 

5.9 Internal Audit Department 

The Internal Audit department performs audits of the Bank’s Corporate Communications policy, process 

and practices in accordance with the Bank’s audit policies and procedures and the Annual Internal Audit 

Plan that is approved by the Board Audit & Compliance Committee (BACC) and provides independent 

assurance to Senior Management and the BACC on the effectiveness and adequacy thereon. 

 

 

• Other employees are NOT permitted to make statements on behalf of the Bank, but are not 

prevented to make personal statements. In such cases, the employee concerned must state clearly 

that his/her statement does not necessarily reflect the views or opinions of the Bank or management.  

 

• For all delegated communication, authorised bank spokesperson(s) shall not discuss bank related 

information which has not been publicly disclosed by the Bank. 
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6. External Communication 

The purpose of DTB’s external communication is to keep all the stakeholders continuously informed 

about the Bank’s position, operations, and development. The information provided by the Bank serves to 

broaden knowledge of, and interest in the company and thereby improve liquidity in trading of the Bank’s 

share, reduce risk from information deficits, and facilitate the raising of capital in the equity markets.  

 

6.1 Main goals for External Communications 

i. Strengthen confidence in the DTB brand, management, and employees in line with the Bank’s 

mission ‘To make our customers prosper, our staff excel and to create value for our stakeholders’. 

ii. Support the business concept and strategies by effectively communicating the Bank’s offerings. 

iii. Meet expectations concerning DTB’s compliance with legislation, regulations, and standards 

relating to communication activities. 

iv. Support a correct evaluation of DTB’s performance and future direction through investor relations 

engagements by giving as accurate a picture as possible of the Bank’s business strategy and financial 

position. 

v. Convey DTB’s ethos as a purpose- driven and responsible corporate citizen. This will be done by 

communicating its approach towards achieving sustainability excellence through initiatives, 

programmes and activities that form part of the Bank’s environmental, social and governance (ESG) 

and citizenship framework. 

6.2 Target groups 

Current shareholders and potential investors, lenders and creditors, stockbrokers, financial analysts, 

Regulatory authorities, Government agencies, business journalists, and Stock Exchanges 

 

6.3 Principles 

The information disclosed by DTB concerning its financial position and development shall meet the 

minimum requirements prescribed for companies regulated by the Capital Markets Authority (CMA) 

and listed on the Nairobi Securities Exchange. The following principles apply:  

 

o Reliability: All information to the capital and financial market stakeholders shall be factual and 

must not be misleading in any way. 

  

o Speed: All information shall be issued as quickly as possible (with information specifically 

prescribed by the CMA and NSE within 24 hours). 

 

o Long-term, consistent, and proactive: DTB shall always give correct and pertinent information 

to the markets in order, as far as possible, to avoid surprises that could reduce market trust in 

DTB and have a negative impact on the Bank’s external relations.  

 

o Factual: Any disseminated information must be fact-based and not speculative. Accordingly, 

DTB shall avoid commenting on rumours and speculation. 

6.4  Investor Relations 

The Bank shall interact with investors with the objective of developing a better understanding of the 

Bank and its strategies to foster a climate of favourable and informed opinion.  The bank shall provide 

information to investors in a timely manner on any major change in important policy variables (with 

information specifically prescribed by the Capital Markets Authority (CMA) and Nairobi Securities 

Exchange (NSE) within 24 hours), such as changes in the composition of the Bank’s top management 

or Board of Directors.  The Bank’s top management (usually the MD & CEO, Kenya, and the Finance 

& Strategy Director) may, from time to time, also provide guidance on the Bank’s current and future 

performance in a prudent fashion, appropriately factoring in risks emanating from the domestic and 

global environment, and at all times observing the disclosure requirements of the CMA and NSE.  
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6.5 Media Sponsorship Activities 

  The Bank may organize press conferences, as per the direction of the MD and CEO, Kenya, to 

disseminate important information relating to the functioning of the Bank.  The Bank may also project 

its image through sponsorship of events, social impact work / citizenship activities and eminent 

personalities associated with public causes, to enhance the Bank's image in the wider society.  All media 

sponsorship activities and press conferences shall be coordinated by the Bank’s Sustainability & 

Communications Department. 

 

6.6 Crisis Management and Response Plan for Adverse Reputation Events  

A separate Business Continuity and Crisis Management Policy has been developed and  

provide detailed communication guidelines in regard to business continuity and disaster recovery. 

6.7 Responsibilities for External communication 

The MD & CEO, Kenya is the primary spokesperson for DTB’s external written and verbal 

communications, whereas members of the Bank’s Executive Committee can speak on areas as indicated 

in the Spokesperson Guidelines in Appendix 1.  

• In order for DTB’s communication to live up to the Bank’s policies and goals, it is essential that the 

delegated spokespersons be individuals with the best expertise and overview. Only authorised 

spokespersons referenced in the Spokesperson Guidelines in Appendix 1 are permitted to engage the 

media on behalf of the Bank, in liaison with the Sustainability & Communications department.. 

6.8 External Communication Channels 

• These include the corporate website, integrated reports, press releases, media channels (print, radio, 

television), presentation materials, meetings with various stakeholders, speeches, official social 

media channels, and individual contacts with target groups. 

 

• All DTB communication to media must be cleared by the CEO & MD OR Exco member in charge 

of the subject matter being communicated and must be passed through the Sustainability & 

Communications department. On matters that may have legal implications, the Director, Legal, 

must be consulted prior to external communications being published. 

• Any non- routine /critical / exceptional communication to regulators and other stakeholders MUST 

be cleared by the Group CEO or the MD & CEO, Kenya, or the Finance & Strategy Director (or 

another senior member of staff as designated by the MD & CEO, Kenya.) 

 

6.9 Frequency of External Communication 

• DTB may invite representatives of the financial markets and business journalists and financial 

bloggers, to participate in investor briefings regarding Bank’s strategy and financial performance.   

 

• Following the publication of the group’s results, the Bank’s investor relations functions housed 

under the Finance & Strategy Director may, along with other members of EXCO, participate in 

group meetings and one-on-one meetings with investors or other stakeholders. 

 

• DTB may also meet analysts, fund managers and investors on a continuous basis to create a better 

understanding of DTB and assist representatives in making an accurate analysis of the Bank. 

 

• The Board Chairman, Group CEO,MD & CEO, Kenya, Finance & Strategy Director and other 

senior members of staff as per the Spokesperson Guidelines in appendix 1 may participate in 

interview sessions with the press.  
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• Statements by the Board Chairman shall, in this regard, be restricted to the working procedures of 

the Board of Directors, expertise and experience within the Board in relation to actual and future 

business environment for the company, and related published stock market matters.  

 

• DTB may respond to information leaks and rumors, only if these could seriously damage the Bank’s 

reputation. Such responses shall be under the direction of the Board Chairman, Group CEO or CEO 

& MD, or such other senior members of staff designated by the CEO & MD 

 

7  Internal Communication 

The purpose of DTB’s internal communication is to contribute to the Bank’s business objectives. Internal 

communication shall provide open and explanatory information aimed at informing employees of the Bank’s 

development, enhancing their knowledge of values, business objectives, and strategies in order to strengthen 

their commitment, motivation, loyalty and sense of responsibility.  

 

7.1 Main goals for Internal Communications 

i. Increase employee’s knowledge of and engagement with DTB and its purpose, values and mission. 

ii. Enhance employee’s understanding of DTB’s business objectives, strategies, and targets. 

iii. Internally disseminate success stories and good business practices throughout the organization, in 

order to spread creativity and encourage cross-divisional cooperation.  

7.2 Target groups  

     All employees of the Bank. 

  

7.3 Principle 

     Internal communication at DTB shall: 

o Maintain a high quality by being clear and concise 

o Maintain continuity by being consistent, constructive, and timely 

o Utilize benchmarking to inform on successful methods that can provide inspiration and examples 

of excellence in the Bank’s various operations.  

7.4 Responsibilities for Internal communication 

 

• The Sustainability & Communications, Marketing and Human Resources departments have 

operational responsibility for internal communications, where: 

o The Sustainability & Communications department is responsible for communicating bank 

news and articles, strategy updates, sustainability & citizenship updates. 

o The Marketing department is responsible for communicating product and brand updates. 

o The Human Resources department is responsible for communicating organizational 

changes, staff-related initiatives and wellness initiatives.  

 

• All relevant information can be disseminated via internal communication channels e.g. staff emails, 

the Intranet, town-hall meetings, staff conventions, staff SMSs, among others. Such information 

includes, but is not limited to policies, internal news, organizational changes, vacancies, articles, 

financial information, links to important business tools, etc.  

 

• The intranet is an important communication channel and a central source of corporate information 

to DTB employees. Consequently, the Intranet shall be updated appropriately as spelled out in the 

Website and Intranet policy. 

 

• The Bank’s corporate language is English; thus, internal communication shall be produced in 

English and, where appropriate, also in Kiswahili.  
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• The Marketing department is responsible for developing and maintaining the Bank’s corporate 

identity guidelines and graphical appearance.  

 

o All members of EXCO and HODs are responsible for ensuring that their departments follow 

these guidelines, and for consulting with the Marketing and the Sustainability & 

Communications departments in this regard. Specific communication responsibilities for HODs 

include: 

 

✓ Cooperating with Sustainability & Communications or Marketing departments in 

facilitating internal communication flows.  

✓ Cooperating with the Marketing department in ensuring that information material produced 

departmentally such as memos, forms, newsletters, etc. conform to the Bank’s branding 

guidelines and standards.  

7.5 Internal Communication Channels 

In addition to daily contact between managers and employees, the main channels for distributing internal 

information are: 

 

• E-mails 

• Intranet 

• SMSs 

• Newsletters 

• Town-hall meetings / staff conventions 

• Departmental / branch meetings 

• Staff surveys 

• Tele and video conferences 

• Training and learning settings  

8 Communication Procedure  

• To ensure high-quality communication and identify where in the organisation the ultimate 

responsibility for information lies, coordination is primarily the responsibility of the Head of 

Sustainability & Communications.  

 

• DTB pre-supposes that this person is highly familiar with the Bank’s operations and has full insight 

into relevant developments.  

 

• Coordination also entails responsibility for establishing and maintaining continual, organised 

contacts and information flows throughout the Bank.  

 

9 Crisis Communication 

• A crisis is a situation in which events beyond DTB’s control threaten to damage the Bank’s relations 

with its shareholders, customers, employees, financial position, its reputation, or other vital interests.  

 

• The Sustainability & Communications department is responsible for managing all internal and 

external communication during a crisis.  

 

10  Restrictions and Confidentiality 

• Internal and external communications are subject to various restrictions resulting from legislation, 

regulations, standards, and agreements relating to the stock market, customers and terms of 

employment, business considerations and the Data Protection policy. 

 

• DTB’s corporate culture shall be characterized by open and trusting communication at all levels of 

the organisation and between all groups of employees. 
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• All DTB employees are bound by confidentiality with regard to all information that is for internal 

use, relates to customers, other stakeholders or competition, or could potentially be price-sensitive.  

 

• In the event of uncertainty regarding confidentiality issues, employees must contact their immediate 

superior, Head of Sustainability & Communications or the Finance & Strategy Director.  

 

• When an external party phones and asks to speak to an employee at DTB who is not available, the 

person’s destination or business should never be disclosed.  

11  Relevant legislation/regulations 

• Companies Act 

• The Banking Act 

• Capital Markets Act (Cap 485A) 

• Capital Markets (Securities) (Public Offers, Listing and Disclosures) Regulations 

• Nairobi Securities Exchange (NSE) Listing Rules 

• CBK Risk Management Guidelines 

• CBK Prudential Guidelines 

• Data Protection Act 

 

12  Related Internal policies/procedures. 

• Enterprise Risk Management Framework 

• DTB Social Media Policy 

• Business Continuity & Management Policy 

• Corporate Governance Policy 

13  Breaches to Policy 

Violation of this Policy shall constitute a disciplinary offence and any person breaching the Policy shall be 

subjected to disciplinary action, up to and including termination of employment. Breaches to this Policy 

shall be managed under DTB’s Disciplinary procedure. 

14 Policy Review 

The policy shall be reviewed every two years or earlier if warranted tabled to BRMC for consideration and 

recommendation to the Board for approval if found appropriate. The Head of Sustainability & 

Communications in consultation with the Finance & Strategy Director and the MD & CEO, Kenya, is 

responsible for ensuring that the DTB Communication Policy is developed, updated, distributed, and 

complied with. 

 

 



 

 

15 Appendix 1 - Spokesperson Guidelines for Media Engagement 

 

To ensure clear, consistent, and authoritative communication with the media, select members of the Bank's Executive Committee (ExCo) will have defined roles and 

topics they are authorized to address.  

 

This plan assigns specific spokesperson responsibilities based on their expertise and role within the organisation. 

 

Key Messaging – Applies to all: 

All spokespersons should continuously reinforce three overarching messages in all engagements, regardless of the topic: 

• Leading Regional Bank – We are a leading tier one bank with a strong regional presence across East Africa. 

• Global Reach – As part of AKFED, we leverage global expertise with franchises in markets like China, Pakistan, India to enhance trade 

solutions and bring world class financial solutions to our customers. 

• Sustainability & Impact – Key sustainability and impact milestones:  

✓ Since 2022, DTB has planted over 650,000 trees across Kenya. 

✓ Since 2020, DTB has supported 27,000 schoolgirls from marginalized communities with sustainable menstrual health products leading 

to reduced school absenteeism, increased academic performance and reduced teenage pregnancies. 

✓ DTB has trained over 10,000 beneficiaries on financial literacy and enterprise development. 

 

Spokesperson Primary Focus Areas Scenario Examples for Media Engagement 

Chairperson of the 

Board 

• Corporate Governance – Addresses topics related to governance, 

ethics, and shareholder relations. 

• Oversight and Vision – Speaks on long-term strategy, sustainability, 

and regulatory compliance from the board’s perspective. 

• Major Announcements – High-level initiatives like leadership 

transitions or critical policy shifts. 

 

• Annual General Meetings / Shareholder 

forums 

• Governance-related forums 

Group CEO • Strategic Leadership – Speaks to overarching group strategy, regional 

growth, and multi-country operations. 

• Major Announcements – Addresses leadership changes, mergers, 

acquisitions, and group-level performance. 

• Global Issues – Represents the bank in discussions on global economic 

trends, policy issues, and cross-border banking. 

• Regional and international forums. 

• High-level / Group-level announcements & 

initiatives. 

Managing Director 

and CEO 
• Group Performance – Financial performance, growth strategy, market 

positioning. 
• Financial results announcements. 

• Industry-wide discussions or panels. 
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• Corporate Strategy – Long-term vision, mergers, acquisitions, and 

expansion plans. 

• Crisis Communication – Lead spokesperson during significant crises 

affecting the bank’s reputation. 

• Regulatory and Policy Issues – Commentary on banking regulations 

and sector developments. 

• Crises requiring high-level accountability 

and engagement. 

• Thought leadership pieces. 

Finance & Strategy 

Director 

• Financial Performance – Communicate on quarterly and annual 

financial performance, strategic investments. 

• Strategic Initiatives – Speaks on the Bank’s long-term strategy, 

innovation, and market positioning. 

• Economic Outlook – Insights into financial trends and the Bank’s 

strategy to navigate market challenges. 

• Sustainability & Citizenship Initiatives – Updates on environmental 

and social projects, community impact programmes, ESG performance. 

 

• Quarterly and annual financial results media 

and investor briefings. 

• Interviews on the bank’s financial outlook / 

strategic focus. 

• Media features on sustainability and 

citizenship projects. 

• Interviews / panel discussions during 

sustainability-themed / economic events. 

• Thought leadership pieces. 

 

Director, 

Commercial 

• Customer Relationships – discussions on partnerships, customer 

acquisition strategies across retail, SME and corporate segments. 

• Sales Performance – Updates on the Bank’s sales targets achievements 

and growth strategies. 

 

• Updates on customer acquisitions and 

expansion of current customer segments / 

ecosystems. 

• Announcements on new commercial 

partnerships. 

Director, Retail 

Banking  

• Retail Products – Updates on retail products e.g. savings accounts, 

loans, credit/debit cards, insurance and personal banking innovations / 

digital banking solutions. 

• Customer Experience – Initiatives aimed at enhancing customer 

experience. 

• Branch Network – Updates on new branch locations. 

 

• Product launches 

• New branch openings 

• Interviews during retail events  

• Panel discussions / thought leadership pieces 

on retail trends 

Director, Business 

Banking  
• SME Financing Solutions – Highlight products and services tailored 

for small and medium enterprises. 

• Product launches 

• Interviews / panel discussions during 

SME/Business events / industry-specific 

expos. 

Director, 

Corporate & 

Institutional 

Banking  

• Corporate Banking Solutions – Highlights products and services for 

large businesses, public sector entities, and multi-sector clients. 

• Product launches 

• Interviews / panel discussions during sector-

specific events  
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• Trade Solutions – As part of AKFED, we leverage global expertise and 

presence across markets like China, Pakistan, India to enhance trade 

solutions and bring world class financial solutions to our customers. 

• Sector Expertise – Discusses key industries like real estate, 

manufacturing, technology, and public infrastructure. 

• Custodial Services – Highlight investment solutions, securities and 

asset management, etc. 

Chief Information 

and Digital Officer 
• Digital Banking – Highlight digital banking innovations in 

mobile/internet banking platforms. 

• Cybersecurity – Insights into how the bank ensures the safety of its 

digital channels. 

• Digital Partnerships – Updates on digital transformation, BaaS, fintech 

collaborations, etc. 

• Digital product and digital partnership 

launches. 

• Fintech or technology-themed events. 

• Thought leadership pieces on innovation in 

banking. 

Director, Human 

Resources  
• Workplace Culture – Topics on diversity, inclusion, and employee 

well-being initiatives. 

• Talent Development – Insights into leadership development and 

training programmes. 

• Features and panel discussions on employer 

branding, workplace culture, talent 

development. 

Head of Customer 

Experience 

• Innovative Customer Solutions – Highlight various innovative 

solutions impacting customer experience. 

• Innovative product launch events 

• Customer Service Week engagements  

• Thought leadership pieces 

Head of Marketing • Brand and Advertising Strategy – Speaks about campaigns, brand 

positioning, and customer engagement initiatives. 

• Launch of advertising campaigns or major 

marketing initiatives. 

• Features / industry forums on brand strategy, 

customer acquisition efforts, or market 

insights. 

Corporate 

Communications 

• The Corporate Communications team serves as the primary point of contact between the Bank and the media. 

• All media engagements must be coordinated through the Corporate Communications team to ensure alignment with the 

Bank’s strategic messaging. 

• The Corporate Communications team will support spokespersons in drafting key messages, talking points/speeches, 

interview preparation, press release drafts & distribution, content creation/publication on bank-owned media assets. 



 

 

 


