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Introduction

What shoppers want

Buyers today expect fast, 
empathetic, and personalized 
service – that too on  
their terms

80% of the buyers want  
more immediate responses  
from brands

90% of buyers expect  
brands to show more empathy

80% of buyers are more  
likely to make a purchase 
when brands offer 
personalized experiences

Building truly omnichannel 
customer service can help 
achieve this. However, while 
omnichannel has been a 
buzzword for well over a 
decade, few brands have 
figured out how to deliver 
omnichannel service well.

What makes omnichannel  
service hard:

• The proliferation of new 
channels and the shift 
of commerce to these 
channels (e.g., shopping 
within Instagram). Brands are 
expected to deliver service 
where the transactions 
happen. 

• Consumer behavior on each 
channel is different, but 
brands don’t account for this 
nuance while adding service 
channels.

• Incomplete customer context 
despite an overload of 
information about customers 
which can hassle agents

Why this guide:

• Prioritize the proper 
channels – you can’t  
staff for all the channels 
out there.

• Actionable tips to succeed 
with each channel

• Tying it all together

https://www.freshworks.com/resources/reports/deconstructing-delight/
https://www.raconteur.net/sponsored/empathy-must-become-the-next-normal-for-brands/
https://www.epsilon.com/us/about-us/pressroom/new-epsilon-research-indicates-80-of-consumers-are-more-likely-to-make-a-purchase-when-brands-offer-personalized-experiences
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Step 1

Choosing the right channels

Let’s face it – retail consumers are fickle.  
They switch brands, preferences, 
and channels faster than in any other 
consumer category. However, as the 
number of channels buyers engage with 
is constantly increasing, it’s easy to get 
tempted and try to incorporate them all 
into your customer service. 

According to Gartner, offering your 
customers more choices will impact 
your bottom line. The study found that 
the number of customer contacts went 
from 2 to 3 as the number of channels 
offered increased from 3 to 7.

How many channels 
must a brand be 
upon, before you can 
call it omnichannel
—Not Bob Dylan

https://emtemp.gcom.cloud/ngw/globalassets/en/sales-service/documents/trends/delivering-on-the-digital-promise-ebook.pdf


The Rule of Five

What you don’t need  
(at least immediately)

Fax, it’s not 1990 anymore

YouTube, Tik Tok, or any 
flavor of the season

These five channels are enough to 
cater to 95% of your shoppers’ queries

Messaging 
In-app/web or 

3rd-party such as 

FB messenger, 

WhatsApp, or Apple 

Business Chat

In-app/web  

self-service

Email

Social

Phone



Step 2

Succeeding with

each channel



2.1 Self-service

Why Self-service?

39% of shoppers prefer 
to solve their issues 

themselves over having 
to talk to someone else. 

(Delight survey, 2021)

Self-service is 
available 24x7 – it 
works even when 

your live agents don’t.

Agents can focus on 
more complex and 

critical issues.

Self-service is significantly 
cheaper vs. traditional 

support channels ($0.10 vs. 
$8 for phone per contact).

10¢39% 24/7



For PhonePe, Freddy* fetches context 
from the transactions made and offers 
contextual assistance for a personalized 
self-service experience from right within 
the app. We have been using it for a year 
and can confidently say that we have 
accomplished most of what we had in mind.

Vishal Gupta 
Head of Product, PhonePe

*Freddy AI is Freshworks’ enterprise-grade AI engine powered
by the Freshworks Neo platform. Learn more about it here.

2.1 Self-service

How to implement
• Identify the top queries (eg. returns, refunds, WISMO) 

and start by automating them.

• Go beyond L1 queries – Connect your self-service to 
other systems such as order management, billing, etc. 
to answer specific questions.

• Buy instead of building. Choose a low-code platform 
that allows you to iterate without relying on IT teams 
or 3rd party consultants.

• Train your bots to accept defeat. Some shoppers don’t 
like bots because they can’t detect intent and tend to 
go into infinite loops sometimes. Set up effective hand-
overs from bots to live agents any time this happens.

• Incorporate zero-contact resolution (ZCR) as a metric 
to track the success of your self-service channels.

https://www.freshworks.com/freddy-ai/


2.2 Messaging

Why Messaging?

It’s fast, easy, and  
familiar for shoppers.

Agents are more productive 
on messaging as they can 

handle multiple conversations 
at a time compared to phone. 

It’s inexpensive 
compared to phone 

and email.

It’s asynchronous – your 
shoppers can get on with 

their lives while waiting 
for a response.

Your shoppers are increasingly using messaging in their personal lives and prefer to 
communicate with brands similarly. According to eMarketer, 63% of shoppers said they 
were more likely to return to a website that offers live chat instead of one that doesn’t. 

$

https://www.emarketer.com/Article/How-Helpful-Live-Chat/1007235


2.2 Messaging

How to implement

Freshdesk Messaging helps 
us meet and engage our 
customers where they are, 
on the channels they are on.

Michael Hopkins 
VP Sales and Service, Blue Nile

• Set-up messaging wherever your shoppers are likely to reach out –Your 
website or app, third-party messaging systems like WhatsApp, Apple 
Business Chat, and Facebook Messenger.

• Set up routing to direct shoppers to the right path. This could either be 
based on the product category, the type of issue at hand, or the type of 
customer based on your loyalty program.

• Empower the agents with the complete right context – the USP of chat 
is speed. Making sure agents have the relevant information will help you 
deliver on this. E.g., pop up just the last two orders and the last used 
billing method with an option to get more info only if needed.

• Allow your shoppers to switch between text, voice (for issues that can’t 
be articulated via text), and video (if they want to show you a defect with 
a product they bought). Choose a platform that supports this transition.

• Apart from usual metrics like FRT, FCR and AHT, track the number of 
missed chats to help with staffing and the common tags to help improve 
your self-service.



2.3 Email

Why Email?

Everyone uses it – 
95% of consumers 

use it daily.

Email is asynchronous and 
allows both consumers 

and businesses to 
send well-thought and 
articulate messages.

Consumers don’t expect 
immediate responses to emails. 

It’s a must-have for complex 
issues, need higher SLAs and 
multiple exchanges to solve.

The demise of email has been greatly exaggerated. According to Freshdesk’s survey, 
Deconstructing Delight, the use of email among consumers has increased more than any other 
channel. There are many reasons why you shouldn’t ignore email in favor of shiny new channels.

95%

https://99firms.com/blog/how-many-email-users-are-there/
https://www.freshworks.com/resources/reports/deconstructing-delight/


2.3 Email

How to implement

Thanks to Freshdesk’s 
automations, the Pearson team 
has been able to make sure 
that every support ticket got  
categorized, prioritized and 
assigned to the right support 
agent or author automatically, 
despite dealing with hundreds 
of publications and authors.

Matthijs Lok 
Marketing Manager Online, 

Pearson

• Identify the type of queries to solve by email. For more straightforward questions 
like WISMO and returns, guide shoppers to faster channels like chat or self-
service. However, for a case such as when your customer’s newly purchased 
laptop crashes and they need to share all the details leading up to it, email might 
work better to get the complete picture from the customer.

• Make your SLAs clear and send automated responses communicating the same.

• Use skills-based routing to direct queries to the most appropriate reps.

• Use canned responses but don’t overuse them. Consumers expect personalized 
answers to their issues which is why they’re willing to wait for up to 12 hours.

• Give your agents the complete context of the customers’ journey (order details, 
membership details, any other channels used, etc.) before they respond to their 
email so that they don’t have to repeat themselves.

• In addition to traditional metrics, actively measure email backlog to see if some 
of the email volume needs to be diverted to other channels.



2.4 Phone

Why Phone?

It’s often used as 
the last resort by 
shoppers to reach out 
to you either to convey 
urgency or complexity 
of the problem.

Some consumers like the 
comfort of having a human 
voice at the other end while 
the issue is being solved.

In the age of abbreviated conversations, a phone call from your 
shopper implies urgency. Consumers pick up the phone to reach you 
if they are on the go or need your immediate attention. Help them by 
being accessible and getting to the heart of the problem – fast.



2.4 Phone

How to implement

The introduction of Freshdesk 
Contact Center has 
streamlined things for us.

Jacqui Douglas 
Retail Operations Manager, Jeanswest

• Set up call-backs instead of keeping shoppers on hold 
till an agent becomes available.

• Make the customer context available to agents even 
before they talk to the customer. Phone is a high-
urgency channel, and you do not want to make your 
shoppers repeat themselves.

• Manage queues smartly. Eg. you might want to have a 
separate queue for your regular shoppers as opposed 
to someone calling in just to check store timings.

• Track and optimize hold times before the first contact 
and between transfers.



2.5 Social

Why Social Support?

45% of the world’s 
population is on 

social media.

According to Forrester,  
80% of consumers  

use social to engage  
with brands.

According to Gartner, if you 
don't respond to comments 

on social media, it can lead to 
a 15% increase in churn rate.

Shoppers expressing their frustration on social media are likely to have already 
been let down by your other channels first. Bad public feedback is never good 
for business, so you need to answer these social calls for priority attention.

45% 80% 15%

https://blog.hubspot.com/service/social-media-stats
https://go.forrester.com/press-newsroom/
https://www.gartner.com/en


2.5 Social

How to implement

Pro-tip
Canned responses are 
good to save time but use 
them judiciously. Over-
reliance on automated 
responses that lack 
empathy will only increase 
your customers’ angst.

• Maintain separate channels for 
brand and support comms.

• Monitor all the mentions but filter 
the noise using technology.

• Give the agent the complete view of 
the journey before that dissatisfied 
tweet or Facebook post.

• Solve queries in public. Don’t direct 
conversations to private channels 
unless an exchange of private/
confidential info is required.



2.6 In-store

Extra Credit
With all the digital channels, it’s easy to forget the channel with the most 
human and intimate way to delight your shoppers – right within your retail store.

How to implement
• Turn your customer service zones into  

a physical manifestation of your brand attributes  
(eg. Apple Genius Bar).

• Offer a chance to book an appointment in advance  
to ensure your shoppers’ time isn’t wasted.

• Unify online and offline data to ensure the  
in-store reps have complete information about  
the customers’ history and preferences to be  
able to provide the best experience.

Why in-store service
• A chance to offer the most personalized experience.

• The best channel to cross-sell and drive higher revenues.

• The pandemic has increased the adoption of curbside 
pick-ups and formats like BOPIS.
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Tying it all together

• Unified Customer Record is what turns a 
multichannel strategy into an omnichannel 
one. Break the silos across channels, stores, 
and systems to provide a true picture of your 
shopper to the rep. Personalized responses 
are shown to increase CSAT by 3-5%

• Staff according to the demands of the channel. 
E.g., optimize for speed on live chat, empathy 
on phone, and expertise on email. This will 
result in higher agent productivity and CSAT.

• Just because they reach out to you on a 
particular channel doesn’t make it the best 
one. Proactively guide them to the channel 
that’s ideal for solving their query in the best 
way. This will result in better FRTs and FCRs 
and higher shopper delight.

http://freshworks.com
https://www.freshworks.com/

