
Start-up Bank Seizes Initiative  
in Growth Market 
Genesys helps alizz islamic bank rapidly onboard new customers at launch and deliver innovative 
products with exceptional service.

A Fresh Banking Perspective 
When alizz islamic bank opened for business in September 2013, its stated intent was to combine 
outstanding customer service with innovative Shari’a-compliant products. As one of the first Islamic 
banks in Oman, alizz was entering one of the fastest growing segments of the worldwide financial 
market and wanted to make an instant impact. 

“We planned to come into the market with a brand new customer experience,” explains Sadiq Al 
Lawati, Manager of Retail Projects. “From the start, we offered both business and private 
customers in Oman different ways to bank and manage their finances.”

Setting up from scratch gave the bank an opportunity to bring a fresh perspective to the design of 
its products and services, as well as its technology platforms. The contact center was critical, 
providing the main contact point at launch for inquiries from prospective customers and acting as 
the hub for all future customer interactions.

Phenomenal Support at Launch
After evaluating many vendors, the bank decided that Genesys came out top for its breadth of 
features and applications, delivery of multiple channels, and flexibility. A particular attraction was 
the ability to use the Genesys platform in different ways to accommodate the bank’s back office 
processes and the needs of its customers.

The selection of a hosted solution with cloud simplicity enabled alizz to move quickly and minimize 
capital investment. As well as implementing the ATM switch, card and check issuance systems, 
and middleware, Genesys partner NCR also ensured the contact center was live and fully 
functional at launch. 

“Whether project managing, integrating systems, or resolving issues, NCR was phenomenal,” Al 
Lawati confirms. “Its people worked round the clock to support us and make it happen and, without 
them, we couldn’t have been up and running in just five months.”

AT A GLANCE

alizz islamic bank

Industry: Financial services

Location: Oman

Company size: 120 

SUCCESS STORY

CHALLENGES
• Offer different ways  

of banking

• Provide extraordinary 
customer experiences

• Support launch activity 
and future growth

SOLUTIONS
• Genesys Customer 

Experience Platform

• Genesys Self-Service IVR

• Genesys Proactive 
Customer Communications

“Our agents and team 
leaders find the Genesys 
platform easy to use and 
efficient, and they greatly 
prefer it to other systems 
they have used in 
previous jobs.”

Muna Al-Khusaibi 
Call Center Supervisor 
alizz islamic bank
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Every Contact Matters
The Genesys platform helped the bank build market share rapidly after the launch, handling 
high volumes of inquiries about its new products and services. The solution’s flexibility was 
tested early on, when alizz had to add a callback feature to follow up on abandoned calls 
and minimize the loss of potential new business. The number of abandoned calls has since 
fallen steadily and is now at an all-time low.

Choice is a core element of the bank’s customer experience strategy. As well as visiting the 
local branch, about 99 percent of all transactions can be performed on alternative channels 
such as mobile, internet, ATM, and the telephone. In a blended approach, agents respond 
to emails as well as phone calls and will soon be able to engage in live chat with customers 
who need help with online banking. There are also plans to integrate mobile banking with 
the contact center and introduce additional channels.

Customers who don’t wish to speak to an agent can use the self-service IVR to gain quick 
and easy access to information. Self-service currently accounts for a monthly average of 
3,700 calls, while the contact center’s 10 agents handle an average of 2,600 calls each 
month. While the vast majority of calls are answered within 20 seconds, the outbound 
calling facility automatically calls back any customers who leave the queue and gives them 
a fast-track route through the IVR. 

Perfecting the Customer Experience
The quality of each customer’s experience is of prime importance. The NCR Unified Agent 
Desktop automatically consolidates customer information from multiple back-office systems 
and presents it to the agents on a single screen. The resulting 360° view of the customer 
makes it easy for agents to personalize each interaction without having to switch between 
tabs to find the necessary data. 

“Our agents and team leaders find the Genesys platform easy to use and efficient,” says 
Muna Al-Khusaibi, Call Center Supervisor. “They can do everything they need to quickly 
on Genesys, and they greatly prefer it to other systems they have used in previous jobs.”

Questions about products and services continue to predominate in the contact center 
nearly a year after the launch, but the number of account inquiries and PIN requests is 
rising as the customer base starts to mature. Outbound calling is likely to be used in sales 
campaigns to attract new customers as alizz begins to build on its initial success. Meanwhile, 
Genesys continues to support the bank’s rapid development.

“We’re very pleased with the outcome of our technology decisions,” Al Lawati concludes. 
“Genesys is enabling us to realize our vision quickly and comprehensively, and NCR has 
proved a fantastic partner. We’re confident in our ability to continue innovating and 
delivering exceptional customer experiences within a Shari’a-compliant framework.”

RESULTS
• Multiple channels live at 

launch with plans for additional 
capabilities 

• Majority of calls answered within 
20 seconds, plus multi-channel 
and self-service 

• Management of initial inquiries 
peak, consolidated by ongoing 
enhancements

“Genesys is enabling us to realize our vision quickly and 
comprehensively. We are confident in our ability to continue 
innovating and delivering exceptional customer experiences.”
Sadiq Al Lawati 
Manager of Retail Projects 
alizz islamic bank

About Genesys
Genesys, the world’s #1 Customer  
Experience Platform, empowers 
companies to create exceptional 
omnichannel experiences, journeys 
and relationships. For over 25 years, we  
have put the customer at the center of  
all we do, and we passionately believe  
that great customer engagement drives  
great business outcomes. Genesys is  
trusted by over 4,700 customers in 120  
countries, to orchestrate over 24 billion  
contact center interactions per year in  
the cloud and on premises. 
 
Visit us at www.genesys.com 
or call us at +1.888.436.3797


