
Case Study
Optimizing Customer Visit Management 
at Abu Dhabi Islamic Bank

In order to better serve its customers, and optimize its operations, 
ADIB adopted SEDCO’s customer visit management solution.

Background

Abu Dhabi Islamic Bank was established in 1997 as an Islamic bank that carries out all contracts, 
operations, and transactions in accordance with Islamic Shari’a principles. It provides wide range 
of services to individuals and businesses. The bank has a total of 84 branches distributed all over 
UAE. High tra�c branches serves more than 1000 customers per day. As part of its continuous 
e�ort to provide best customer service and optimize its operation, ADIB was looking for a system 
to manage the visits of customers to branches. 

The challenge

Before SEDCO’s CVM, ADIB used to have a traditional queuing system running in three branches. 
The system, however, did not fulfill ADIB requirements. ADIB was looking for a more intelligent 
system that can provide better tools to measure, plan, and manage the operation of its branches 
that are distributed all over UAE.

Customers needed to wait in a queue until it is their turn to receive service. This was a source of 
frustration for customers and also for employees who won’t be easy working with a queue of 
customers in front of their counters. 
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The solution

After a careful study of the available solutions, ADIB selected SEDCO’s Customer Visit Management as 
it best provides the required features, tools, and reports that fulfills ADIB’s needs. SEDCO’s CVM was 
implemented in 76 branches across UAE. All these branches are being monitored and managed 
centrally. It is possible for the management to see the full picture and dig down to see the status of 
each branch and employee.

Customers do not need to stand in a queue anymore. They select the service through a touch screen 
kiosk that is also equipped with an ATM card reader used to identify the customers at the time they 
get the service. This helps in personalization of services and prioritizing customers based on their 
sectors. A customer gets a ticket and waits in a stress free relaxed environment until he or she is called 
for service.

Employees now have a better tool to manage and organize the queues of customers. The system also 
provides them with a dashboard that shows them their current performance compared to the bank’s 
average and target performance. This creates self-motivation among employees.   

In addition, the system helps in streamlining the operation including better allocation and distribution 
of resources. “The system, for example, helps in comparing teller’s transactions with ATM transactions. 
This helps in better allocation of branches and ATM’s.” Said Mr. Omar Al Shehhi, Senior Manager at 
Retail Banking Group in ADIB.

Without the system, it was not possible to evaluate the performance of branches and employees. It 
was not possible to measure the time needed for an employee to perform a certain service. It was not 
possible to measure the waiting time of customers, nor was it possible to see how all these KPI’s 
develop over time.
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The Benefits

After the deployment of SEDCO’s CVM, customers are being served in an organized stress free 
environment. This has a direct impact on customer satisfaction and loyalty. In addition, as customers 
are identified at the time of selecting the service, it is possible to personalize the services per 
customer. It is also possible prioritize customers based on their sectors. Based on customers’ profiles 
viewed by the tellers, they would greet customers by name and engage with them about opportunities 
for additional products and services (cross selling).

The system provides the management with the required tools to measure and manage the perfor-
mance of branches and employees. It also helps in better allocation of resources which eventually 
reduces operational costs. The system also helps in reviewing and forecasting trends in customers’ 
tra�c and demand for di�erent services. 

The rich reports that the system provides, enable the management to better evaluate its strategy and 
plans. The growth rate report, for example, shows the trend in service demand over the months. Thus 
it helps evaluating the success of marketing campaigns for certain products and services.  

The system is used to measure and manage the performance of branches and employees. “We rely on 
the rich monthly branch performance reports provided by the system to measure and manage the 
performance of branches.” Mr. Al Shehhi said.
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