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Emirates NBD and Oracle awarded Best Customer Relationship Management (CRM) 

Initiative Application or Programme in Middle East at The Asian Banker Middle 

East and Africa Awards Programme 2018 



 Emirates NBD implemented a new CRM platform integrating 14 applications 
on a single screen

 

 The bank’s new CRM platform improved customer experience with new 

service features and paperless process  

 

 The initiative improved transaction processing and reduced average handling 

time at contact centre by 15%.   

 
 

Dubai, UAE April 25
th 

2018– Emirates NBD and Oracle received the Best CRM 

Initiative Application or Programme in Middle East for 2018 at The Asian Banker 

Middle East and Africa Awards Programme. The awards ceremony was held in 

conjunction with The Future of Finance,Middle East & Africa, an annual gathering for 

decision makers in the financial services industry at Conrad Hotel, Dubaion April 25
th

 

2018. 

 
Emirates NBD implemented a new CRM platform integrating 14 applications on a 
single screen
 

Emirates NBD’s new CRM platform integrated 14 different applications on a single 

dashboard screen,resulting in an enhanced operation workflow and a paperless process. 

The project provided documents and customer data point management, involved biometric 

technology, and allowed for multiple access to the bank’s other applications from a single 

screen. The platform captured complete customers’ information including their behaviour 

across channels. Moreover, the project featured a complete digital library of different 

forms at branches, which facilitated paperless processes.  

 

The bank’s new CRM platform improved customer experience with new service 

features and paperless process  

 

Digital form process in CRM Cockpit application has resulted in significant improvement 

in the time required to process customer requests aside from providing a paperless 

experience. The system was made accessible through different devices, across channels 

and operating systems. In addition, customer can access self-service features such as 

portfolio insights, card activation and blocking, and online enquiries. 

 

The initiative improved transaction processing and reduced average handling time at 

contact centre by 15%.   
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Digitised process in the platform significantly reduced the average handling time at the 

contact centres by 15% and increased automated request to 64%. Personal loan 

applications are now being processed within hours, from a few days prior to the 

implementation. It improved efficiency and time taken for campaigns by 60% and 

increased instant processing of customer service requests by 9%. 

 

 

The Asian Banker Middle East and Africa Country Awards Programme, refereed by 

prominent global bankers, IT consultants and academics, is the most prestigious of its 

kind in the region. Recipients of these awards are honoured in a gala event that 

recognises their efforts in bringing superior products and services to their customers. A 

stringent and comprehensive evaluation process determines the awardees. 

 

About The Asian Banker  
 

The Asian Banker is the region’s most authoritative provider of strategic business intelligence 

to the financial services community. The company is headquartered in Singapore, with 

offices in Manila, Malaysia, Hong Kong, Beijing, and Dubai, as well as representatives in 

London, New York, and San Francisco. It has a business model that revolves around three 

core business lines: publications, research services, and forums. The company’s website is 

www.theasianbanker.com 

 

For further information on the collaterals for winning banks, please 

contact: 

 

Ms. Neeti Aggarwal 

The Asian Banker 

Email: naggarwal@theasianbanker.com 
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