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ƺǮǱǭȀǺǧǽǻǭǺȋǴ ǾǮǽǿǳȂǳȅǳǽǻǩǧǺǺȋǴ ȐǶǾǼǮǽǿ
Ǽǻ ȀǼǽǧǩǸǮǺǳȕ ǶǸǳǮǺǿǾǶǳǹ ǻǼȋǿǻǹ ƿƿǄƾ

-¸ ³ĎĝĀÖ AĎĝĮĆ ˝ ɦɤɦɪ

ǁǼǽǧǩǸȖȕȇǳǴ ǼǧǽǿǺǮǽ ǳ ǾǻǻǾǺǻǩǧǿǮǸȉIntegria
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ǅǸǮǺ ƿǻǩǮǿǧ ǭǳǽǮǶǿǻǽǻǩ ǹǮǱǭȀǺǧǽǻǭǺǻǪǻ
Customer Institute

ƪǮǭȀȇǳǴ ǼǽǮǼǻǭǧǩǧǿǮǸȉ ǶȀǽǾǧCCO. 
Chief Customer Officer

ƷǻǺǾȀǸȉǿǧǺǿ Ǽǻ ǶǸǳǮǺǿǾǶǻǹȀ ǻǼȋǿȀ
ǹǮǱǭȀǺǧǽǻǭǺǻǪǻ ȀǽǻǩǺȖ Ǿ ɦɤ-ǸǮǿǺǳǹ ǻǼȋǿǻǹ

ƮǧǩǧǴǿǮ ǲǺǧǶǻǹǳǿȉǾȖ

ƼƹǊƫƨ
ƫǁƿƯƪƨ

Ǒǽȋ

ƿǼǳǶǮǽ



ǑƹƯƷǀƾƴ-
ǅƯƿǀƪƨ

Ǒƾƨ
ƮǧǩǧǴǿǮ ǲǺǧǶǻǹǳǿȉǾȖ

Ǒǽȋ
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ƿǼǳǶǮǽ



ǑƹƯƷǀƾƴ-
ǅƯƿǀƪƨ

ǑƾƨǑǽȋ



ƴƻǀƯƾƻƯǀƨ
Ǒƾƨ

Ǒǽȋ



Ǒǽȋ

ƴƻǀƯƾƻƯǀƨ
Ǒƾƨ



Ǒƾƨƴƴ

Ǒǽȋ



Ǒƾƨƴƴ

Ǒǽȋ

ƽǮǽǮȃǻǭ ǻǿ ˞WOW 
ǿǮȃǺǻǸǻǪǳǴ˟ Ƕ ǾǿǧǺǭǧǽǿȀ ǳ
ǾǳǾǿǮǹǺǻǹȀ ǳǾǼǻǸȉǲǻǩǧǺǳȕ

ƴƴ ǶǧǶ ȀǾǸǻǩǳǮ
ǩȋǱǳǩǧǺǳȖ

ǻǼǮǽǧȅǳǻǺǺǻǴ ǾǳǾǿǮǹȋǀǽǮǺǭȋ



ǀǮȃǺǻǸǻǪǳǳ ǨǻǸȉȆǮ ǺǮ Ǿǻǲǭǧȕǿ ǼǽǮǳǹȀȇǮǾǿǩǻʲ ƼǺǳ ȀǾǳǸǳǩǧȕǿ
ǿǻʳ Ȅǿǻ ȀǱǮ ǮǾǿȉ ǩ ǶǻǹǼǧǺǳǳʴ ǹǧǾȆǿǧǨǳǽȀȕǿ ǶǧǶ ȀǾǼǮȃʳ ǿǧǶ ǳ ȃǧǻǾ

ǀǽǮǺǭȋ

ƴƴ˒  ǺǮ ǳǺǺǻǩǧȅǳȖʳ
ǧ ǨǧǲǻǩǧȖǪǳǪǳǮǺǧ

ǀǽǮǺǭ ɥ

ƽǮǽǮȃǻǭ ǻǿ ˞WOW 
ǿǮȃǺǻǸǻǪǳǴ˟ Ƕ ǾǿǧǺǭǧǽǿȀ ǳ
ǾǳǾǿǮǹǺǻǹȀ ǳǾǼǻǸȉǲǻǩǧǺǳȕ

ƴƴ ǶǧǶ ȀǾǸǻǩǳǮ
ǩȋǱǳǩǧǺǳȖ

ǻǼǮǽǧȅǳǻǺǺǻǴ ǾǳǾǿǮǹȋ

Ǒǽȋ

8 10 ǶǸǳǮǺǿǻǩ ǧǶǿǳǩǺȋ
ǶǧǱǭȋǴ ǹǮǾȖȅǳ

ǲ

ǶǸǳǮǺǿǻǩ ǩ ƹǧǿǳǺǾǶǻǴ ƨǹǮǽǳǶǮ

      ǽǻǾǿ Ǿ ɭɤ ǭǻ ɥɥɨ ǹǸǺ
ǶǸǳǮǺǿǻǩ ǹǮǺǮǮ ȄǮǹ ǲǧ Ǫǻǭ

114+ ǹǸǺ

- ǼǻǭǾǶǧǲǶǳ

- ǧǩǿǻǹǧǿǳȄǮǾǶǻǮ ǽǮǲȕǹǮ ǲǩǻǺǶǧ

- ǽǮǶǻǹǮǺǭǧȅǳǳ ǻǿǩǮǿǻǩ

ƴƴ-ǼǻǭǭǮǽǱǶǧ
ǭǸȖ ǻǼǮǽǧǿǻǽǻǩ

ƽǻǹǻǪǧǮǿ ɩ ɤɤɤ ǾǻǿǽȀǭǺǳǶǻǩ

55%

+ɦ ǹǸǺ

ƴƴ-ǧǾǾǳǾǿǮǺǿ

70%

ǲǧǼǽǻǾǻǩ ǻǨǽǧǨǧǿȋǩǧǮǿ

ǲǧǼǽǻǾǻǩ ǩ ǹǮǾȖȅ

ǺǳǱǮ ǩǽǮǹȖ ǻǿǩǮǿǧ



ƪ 3- 5 ǽǧǲ ǭǮȆǮǩǸǮ
ǿǽǧǭǳȅǳǻǺǺȋȃ ǨǧǺǶǻǩ

ǻǨǾǸȀǱǳǩǧǮǿ ǶǸǳǮǺǿǧ~$0.90 

~$3- 5 

ƷǮǴǾȋ

Nubank

ǀǽǮǺǭȋ

(ƩǽǧǲǳǸǳȖʳ ƹǧǿǳǺǾǶǧȖ ƨǹǮǽǳǶǧ)

ƺȋ ǽǧǨǻǿǧǮǹ Ǿ ǶǸǳǮǺǿǧǹǳʳ
Ƕǻǿǻǽȋȃ ǿǽǧǭǳȅǳǻǺǺȋǮ ǨǧǺǶǳ
ǳǪǺǻǽǳǽǻǩǧǸǳ ǳǸǳ ǳǾǶǸȕȄǧǸǳ

ƮǮǸǧǮǹ ȂǳǺǧǺǾȋ
ǼǽǻǾǿȋǹǳʳ ǭǻǾǿȀǼǺȋǹǳ
ǳ ǼǽǻǲǽǧȄǺȋǹǳ

8 10 ǶǸǳǮǺǿǻǩ ǧǶǿǳǩǺȋ
ǶǧǱǭȋǴ ǹǮǾȖȅǳ

ǲ

ǶǸǳǮǺǿǻǩ ǩ ƹǧǿǳǺǾǶǻǴ ƨǹǮǽǳǶǮ

      ǽǻǾǿ Ǿ ɭɤ ǭǻ ɥɥɨ ǹǸǺ
ǶǸǳǮǺǿǻǩ ǹǮǺǮǮ ȄǮǹ ǲǧ Ǫǻǭ

114+ ǹǸǺ

- ǼǻǭǾǶǧǲǶǳ

- ǧǩǿǻǹǧǿǳȄǮǾǶǻǮ ǽǮǲȕǹǮ ǲǩǻǺǶǧ

- ǽǮǶǻǹǮǺǭǧȅǳǳ ǻǿǩǮǿǻǩ

ƴƴ-ǼǻǭǭǮǽǱǶǧ
ǭǸȖ ǻǼǮǽǧǿǻǽǻǩ

ƽǻǹǻǪǧǮǿ ɩ ɤɤɤ ǾǻǿǽȀǭǺǳǶǻǩ

55%

+ɦ ǹǸǺ

ƴƴ-ǧǾǾǳǾǿǮǺǿ

70%

ǲǧǼǽǻǾǻǩ ǻǨǽǧǨǧǿȋǩǧǮǿ

ǲǧǼǽǻǾǻǩ ǩ ǹǮǾȖȅ

ǺǳǱǮ ǩǽǮǹȖ ǻǿǩǮǿǧ



ǀǽǮǺǭȋ

Ƽǿ ǧǩǿǻǹǧǿǳǲǧȅǳǳ
Ƕ ǻǽǶǮǾǿǽǧȅǳǳ ǻǼȋǿǧ

ǀǽǮǺǭ ɦ

ƽǮǽǮȃǻǭ ǻǿ ˞WOW 
ǿǮȃǺǻǸǻǪǳǴ˟ Ƕ ǾǿǧǺǭǧǽǿȀ ǳ
ǾǳǾǿǮǹǺǻǹȀ ǳǾǼǻǸȉǲǻǩǧǺǳȕ

ƴƴ ǶǧǶ ȀǾǸǻǩǳǮ
ǩȋǱǳǩǧǺǳȖ

ǻǼǮǽǧȅǳǻǺǺǻǴ ǾǳǾǿǮǹȋ

˞ǾǭǮǸǧǿȉ ǨȋǾǿǽǮǮ ǳ ǭǮȆǮǩǸǮ˟˞ǾǳǺȃǽǻǺǳǲǳǽǻǩǧǿȉ ǩǮǾȉ ǻǼȋǿ˟

ǁǼǽǧǩǸǮǺǳǮ ǶǸǳǮǺǿǾǶǳǹ
ǼȀǿǮǹ ǶǧǶ ǾǳǾǿǮǹǧ

CǄ  ˒ǺǮ ǺǧǨǻǽ ǳǺǾǿǽȀǹǮǺǿǻǩʳ
ǧ ǧǽȃǳǿǮǶǿȀǽǧ
ǩǲǧǳǹǻǭǮǴǾǿǩǳȖ

ƼǿȄǰǿȋ

ƽǽǮǲǮǺǿǧȅǳǳ

ƼǨǾȀǱǭǮǺǳȖ

ƾǧǺȉȆǮ
ƮǧǺǺȋǮ

ƮǮǴǾǿǩǳȖ

ƾǮǲȀǸȉǿǧǿ
ǩ ǽǮǧǸȉǺǻǹ
ǩǽǮǹǮǺǳ

ǀǮǼǮǽȉ

8 10 ǶǸǳǮǺǿǻǩ ǧǶǿǳǩǺȋ
ǶǧǱǭȋǴ ǹǮǾȖȅǳ

ǲ

ǶǸǳǮǺǿǻǩ ǩ ƹǧǿǳǺǾǶǻǴ ƨǹǮǽǳǶǮ

      ǽǻǾǿ Ǿ ɭɤ ǭǻ ɥɥɨ ǹǸǺ
ǶǸǳǮǺǿǻǩ ǹǮǺǮǮ ȄǮǹ ǲǧ Ǫǻǭ

114+ ǹǸǺ

- ǼǻǭǾǶǧǲǶǳ

- ǧǩǿǻǹǧǿǳȄǮǾǶǻǮ ǽǮǲȕǹǮ ǲǩǻǺǶǧ

- ǽǮǶǻǹǮǺǭǧȅǳǳ ǻǿǩǮǿǻǩ

ƴƴ-ǼǻǭǭǮǽǱǶǧ
ǭǸȖ ǻǼǮǽǧǿǻǽǻǩ

ƽǻǹǻǪǧǮǿ ɩ ɤɤɤ ǾǻǿǽȀǭǺǳǶǻǩ

55%

+ɦ ǹǸǺ

ƴƴ-ǧǾǾǳǾǿǮǺǿ

70%

ǲǧǼǽǻǾǻǩ ǻǨǽǧǨǧǿȋǩǧǮǿ

ǲǧǼǽǻǾǻǩ ǩ ǹǮǾȖȅ

ǺǳǱǮ ǩǽǮǹȖ ǻǿǩǮǿǧ

ƷǮǴǾȋ



+ 50 % ƾǻǾǿ ǼǽǻǭȀǶǿǳǩǺǻǾǿǳ

+ 50 % 
ƾǻǾǿfirst - time  
close  rate  ˄ǼǽǻǭǧǱ
Ǿ ǼǮǽǩǻǪǻ ǶǻǺǿǧǶǿǧ˅

ǁǾǶǻǽǮǺǳǮ ǼǽǻȅǮǾǾǻǩ
ǭǻreal - time

ƼǼǮǽǧȅǳǻǺǺȋǴ ȐȂȂǮǶǿ
ƷǮǴǾȋ

AW Rostamani Group

ǀǽǮǺǭȋ

(ƼƨǑ)

ǲǻǸǻǿȋǮ ǺǧǪǽǧǭȋ ǺǧGulf 
Customer Experience Awards 
2025  + ǾǼǮȅǺǧǪǽǧǭǧ 3

ƫǻǸǻǾʳ Ȅǧǿʳe- mailʳ ǽǻǲǺǳȄǺȋǮ
ǿǻȄǶǳ ǩ ǮǭǳǺǻǴ ǼǸǧǿȂǻǽǹǮʳ ǶǸǳǮǺǿ
ǼǮǽǮǿǮǶǧǮǿ ǨǮǲ ǼǻǿǮǽǳ ǶǻǺǿǮǶǾǿǧ

-¸ ǩǺǮǭǽǰǺ ǩǻ
ǩǾǮ ǭǮǼǧǽǿǧǹǮǺǿȋ
ȄǮǽǮǲsquad -ǹǻǭǮǸȉ

ǁȄǧǾǿǳǮ J¢ + sales + CX + aftersales

ƿǮǿȉ ƿǄ ǧǹǨǧǾǾǧǭǻǽǻǩ ɩɤ ȄǮǸ 

ƼǿȄǰǿȋ

ƽǽǮǲǮǺǿǧȅǳǳ

ƼǨǾȀǱǭǮǺǳȖ

ƾǧǺȉȆǮ
ƮǧǺǺȋǮ

ƮǮǴǾǿǩǳȖ

ƾǮǲȀǸȉǿǧǿ
ǩ ǽǮǧǸȉǺǻǹ
ǩǽǮǹǮǺǳ

ǀǮǼǮǽȉ

ǀǽǮǺǭ ɧ



ǀǽǮǺǭȋ

Ƽǿ ǾǨǻǽǧ ǭǧǺǺȋȃ
Ƕ ǼǽǳǺȖǿǳȕ ǽǮȆǮǺǳǴ ǩ ǹǻǹǮǺǿǮ

ǀǽǮǺǭ ɧ

ƼǿȄǰǿȋ

ƽǽǮǲǮǺǿǧȅǳǳ

ƼǨǾȀǱǭǮǺǳȖ

F˞rom data to decisions in minutes, not weeks ˟

CX-ǶǻǹǧǺǭǧ ǺǮ ǼǽǻǾǿǻ 
ǧǺǧǸǳǲǳǽȀǮǿʳ ǧȀǼǽǧǩǸȖǮǿ

ȄǮǽǮǲ ǳǺǾǧǴǿȋ
ƾǧǺȉȆǮ

ƮǧǺǺȋǮ

ƮǮǴǾǿǩǳȖ

ƾǮǲȀǸȉǿǧǿ
ǩ ǽǮǧǸȉǺǻǹ
ǩǽǮǹǮǺǳ

ǀǮǼǮǽȉ

ƷǮǴǾȋ



ƷǮǴǾȋ

Agibank
ƼǭǺǧ ǳǲ ǶǽȀǼǺǮǴȆǳȃ ȂǳǺǿǮȃ-ǶǻǹǼǧǺǳǴ
ǩ ƩǽǧǲǳǸǳǳʲ ɪ ǹǸǺʲ ǧǶǿǳǩǺȋȃ ǶǸǳǮǺǿǻǩ

ǀǽǮǺǭȋ

2.4 ǹǸǺʲ ǭǳǧǸǻǪǻǩ       
Ǿ ǶǸǳǮǺǿǧǹǳ

ƼǨȊǮǭǳǺǳǸǳ ǩ ǮǭǳǺȀȕ ǾǳǾǿǮǹȀʴ
- ƮǳǧǸǻǪǳ Ǿǻ ǾǸȀǱǨǻǴ ǼǻǭǭǮǽǱǶǳ

- ƮǧǺǺȋǮNPS

- ƼǨǽǧǿǺȀȕ ǾǩȖǲȉ Ǽǻ ǼǽǳǸǻǱǮǺǳȕ

33 000 NPS  
ǻǿǩǮǿǻǩ ǩ ǶǩǧǽǿǧǸ

250
ǶǸǳǮǺǿǻǩ ǾǻȃǽǧǺǳǸǳ

(USD 60 000 ǮǱǮǹǮǾȖȄǺǻ˅

Ǻǧ ɥɤ%
ǾǺǳǱǮǺǳǮ ǻǿǿǻǶǧ
Ǻǧ ǼǳǸǻǿǺȋȃ ǽȋǺǶǧȃ

Ǻǧ ɬɤ%
ȀǾǶǻǽǮǺǳǮ ǻǨǽǧǨǻǿǶǳ ǭǧǺǺȋȃ

˄ǻǿ ǭǺǮǴ Ƕ ȄǧǾǧǹ˅

Ǻǧ ɭɤ%
ȀǾǶǻǽǮǺǳǮ ǼǽǳǺȖǿǳǮ ǽǮȆǮǺǳǴ

ǩȋǽȀȄǶȀȀǭǮǽǱǧǺǳ
Ǯ

ǶǻǺǩǮǽǾǳ
ȕ

ǃǻǶȀǾ
ǩǺǳǹǧǺǳȖ

ƼǿǿǻǶ
ǶǸǳǮǺǿǻǩ



ƼǿCX-ǹǮǿǽǳǶ
Ƕ ȀǼǽǧǩǸǮǺǳȕ
ǨǳǲǺǮǾ-  ǽǮǲȀǸȉǿǧǿǧǹǳ

ǀǽǮǺǭȋ

ǀǽǮǺǭ ɨ

ƷǮǴǾȋ

asz ǨǻǸȉȆǮ ǺǮǭǻǾǿǧǿǻȄǺǻʲ
-¸ ǭǻǸǱǮǺ ǻǿǩǮȄǧǿȉ ǲǧʴ

ǩȋǽȀȄǶȀ

ȀǭǮǽǱǧǺǳǮ

ǶǻǺǩǮǽǾǳȕ
CX Ǽǻǽǧ ȀȄǳǿȉ
ǺǻǩȋǴ ȖǲȋǶ

ƷǧǶ ƿǄ ǩǾǿǽǻǮǺ
ǩ ǨǳǲǺǮǾ-ǹǻǭǮǸȉ

+ 31% 
CLTV ǲǧ ɧ Ǫǻǭǧ

+ 20 % 
ǶǸǳǮǺǿǻǩ
ǩ ǧǩǿǻǾǮǽǩǳǾ
ǶǻǹǼǧǺǳǳ

CX ˒  ǨǻǸȉȆǮ ǺǮ
˞Ǽǽǻ Ȑǹǻȅǳǳ˟ʳ ǧ Ǽǽǻ
ȐǶǻǺǻǹǳǶȀ ǼǻǩǮǭǮǺǳȖ


