





WHAT WE ACHIEVED
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Reduced Average Handling Time (AHT) by
authenticating customers through the Voice
Portal prior to delivering the call to the agent.

Reduced time and cost of generating
manual reports regarding the overall activity
of National Bank of Oman'’s customer service

operations.
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Improved customer retention as the
skills-based routing tool enables the
distribution of inbound interactions intelligently

to a specialist agent.
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Reduced costs by providing the capacity to
service mass customers at the contact
centre and not at the bank branches.

Reduced training expenses and improved
agent productivity.

Handling advanced intelligent inbound routing
and outbound dialing and communicating with

customers via email, text message, fax or

through rich self-service voice applications

‘Our aim is to continue enhancing the Bank's profile and reputation inthe Gulf region and to be
recognized as a premier retail. corporate andprivate banking institution by offering innovative

products and services.and using state-of-the-art service delivery systems’

Mr. Salaam Said Al Shaksy - Chief Executive Officer, NBO
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