
SUCCESS STORY: AL ROMANSIAH

Al Romansiah  
Serving Up Fine Food With an 
Unbeatable Customer Experience 
Friendlier and Faster Service at Al-Romansiah

Protecting a Hard-Earned 
Reputation
Al-Romansiah is the first and most famous 
restaurant chain in Saudi Arabia, offering high-
quality Saudi cuisine. Their unrivalled taste 
and service make the chain rise above their 
rivals. The business has 25 branches in Riyadh, 
Qassim and Al-Ahsa, and is expanding to open 
express branches.

Distance and an extremely hot climate mean 
nearly half of Al-Romansiah customers rely 
on delivery to get their food orders. But the 
company, which receives about 3,000 calls a day, 
suffered system crashes because of capacity 
issues. In some cases, certain restaurants in 
the chain were unable to make or take calls 
for up to an hour, resulting in lost revenue 
and—equally importantly—risked damaging their                  
hard-earned reputation.

Accelerating New 
Multichannel Services
When Al-Romansiah refreshed their contact 
center technology, they faced several challenges. 

“As well as improving reliability, we wanted to get 
a 360-degree view of the customer with simple, 
centralized control,” said Abduljalil Dabwan, Head 
of IT at Al-Romansiah.

Speed was essential. “We completed the move to 
a Genesys PureCloud platform in just two weeks,” 
said Dabwan. PureCloud by Genesys, which is 
powered by Amazon Web Services, ensures ultra-
resilient, highly scalable multichannel operations 
and is easy to manage. The company used local 
experts from Hadef Information Technology 
to manage and set up the PureCloud platform, 
which enabled Al-Romansiah to quickly add new 
services, such as chat and call recording. The 
Genesys PureCloud platform also integrates with 
the Al-Romansiah contact center, website and 
CRM system.

Customer: Al Romansiah
Industry: Food and Hospitality
 Location: Middle East
 Agents: 45

Challenges: 
• Unstable infrastructure that could not 

keep up with increased capacity and 
customer demand. 

Solutions:
• Customer Engagement with PureCloud
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“Hadef did a great job and made sure there was 
minimum business disruption,” said Dabwan. 

“Now, when a customer calls, our agents greet 
them in person because they can see their name, 
address and previous orders and preferences.”

Implementing PureCloud by Genesys eliminated 
problems, such as poor call quality and dropped 
calls, especially during peak business times for 
the restaurant, such as weekends. In addition, 
Al-Romansiah can now serve customers faster; 
average order times dropped from 10 minutes to 
two minutes after the implementation.

Serving Fresh 
Financial Benefits
Now Al-Romansiah seldom misses an order, and 
business growth is back on track. Since moving 
to the PureCloud solution, daily call volumes are 
up from 3,000 to 5,000, while abandonment rates 
have decreased from 33% to 2%. 

The company can also more easily keep costs 
in check, and immediately experienced 51% 
savings on licensing charges, among other 
financial benefits. “We’re managing 2,000 more 
calls with seven fewer agents,” said Dabwan. “And 
PureCloud provides one predictable expense 
each month, so we always know where we are 
with budgeting.”

Creating Visibility and 
Employee Satisfaction 
Because of the ease of use of PureCloud 
by Genesys, Al-Romansiah agents are less 
frustrated with the technology and feel more 
valued by managers, who have more visibility 
of their hard work and contributions. And Al-
Romansiah customers echo this sentiment. In 
the latest customer survey, satisfaction ratings 
climbed to over 80%.

Building on this success, the company is looking 
to integrate PureCloud by Genesys with a mobile 
app to give customers more options when 
ordering food.

“Now, when a customer calls, our agents greet them in person 
because they can see their name, address and previous orders 
and preferences.” 
Abduljalil Dabwan, Head of IT

RESULTS

Increased sales 
with 66% more calls a day, managed by 
10% fewer staff.

8-min reduction
in food order times from 10 minutes to 
two minutes.  

80% satisfaction
Customer satisfaction increased 
to over 80%.


