
Mapping the modern customer 
journey with omnichannel CX

70% of customers globally prefer brands that provide service across multiple channels.

Customers today are hard to please and harder to fool. As they exercise their power of choice 
over channels, you need to create journeys that are seamless across them all. 

Here‘s how you can delight e�ortlessly by creating cross-channel experiences:

Tipsheet

Customers today like to take control of their own 
journeys. Unless a resolution is beyond them, they 
prefer going the DIY route. You can’t blame 
customers for wanting quick resolutions to simple or 
common problems. In fact, the more you empower 
customers to answer their own questions, the 
happier they are, and the less burden you place on 
your agents.

76% of global customers prefer to first try to solve 
issues on their own before contacting support

Delight your customers by

• Helping them help themselves with an e�ective 
knowledge base & conversational self-service

• Making support accessible round the clock with 
AI/chatbots

• Being available across channels including email, 
chat, phone, social, and instant-messaging

While traditional contact centers remain popular, 
Live Chat is gaining steam with 21% of global 
customers stating it as their preferred channel 
of support.

Delight your customers by

• O�ering immediate resolutions with complete 
context

• Having a dialog with customers on popular 
IM channels (Facebook Messenger, Apple 
Business Chat, WhatsApp, and many more)

• Routing customer conversations to the right 
agent with intelligent threads

Live Chat has gone from a ‘nice-to-have’ to a 
‘must-have’ channel for customer service. 
Customers are impatient and expect immediacy. 
With millennials in the mix, quick and on-the-go 
conversations have become the new normal.
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Want to create modern, e�ortless experiences for 
both your customers and your support team?

Schedule a demo now ->

As old school as it may seem, email remains a 
channel that customers turn to for complicated 
queries. Long explanations or customizations often 
find their way onto this channel. Email service is a 
valuable opportunity to have conversations that build 
relationships.

77% of global customers use email as a regular 
channel to engage with brands and 36 % of them 
prefer it over others for service engagements.

Delight your customers by

• Having complete context of their journey

• Not making them wait for the right agent, by 
building intelligent assignment rules

• Getting back to them fast by helping teams 
collaborate e�ciently
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In the age of abbreviated conversations, a phone call 
from your customer implies urgency. Customers pick 
up the phone to reach you either if they are on the go, 
or if they need your immediate attention. Help them 
by being accessible and getting to the heart of the 
problem - fast.

54% of global customers use the phone to 
regularly engage with brands, while 29% of them 
use it for service experiences

Delight your customers by

• Saving them the trouble of explaining 
themselves

• Minimizing wait times by balancing resources 
across channels

• Keeping communications open beyond working 
hours with voice bots
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In a saturated marketplace, it is important to show 
your customers that you care. Customer data can 
help you create proactive, personalized experiences 
that sets you apart. Prevent issues from arising at the 
first sign of friction by anticipating your customers’ 
needs and predicting when you need to intervene.

69% of global customers prefer brands that o�er 
proactive notifications and service

Delight your customers by

• Using customer data to anticipate their needs

• Avoiding customer roadblocks and frustrations 
before they arise

• Proactively keeping them in the know, before 
they need to ask
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Customers expressing their frustration on social 
media are likely to have already been let down by 
your other channels first. These customers have had 
a bad service experience and will not hold back on 
their criticisms, especially on a public channel like
social media. Bad feedback is never good for 
business. So you need to attend to these social calls 
for attention on priority.

46% of global customers voice their appreciation 
or displeasure of service experiences on social 
networks

Delight your customers by

• Using AI to find them in a crowd

• Speaking with context (because it’s public)

• Making your e�orts visible and immediate
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