
Capture Your 
Customers’ Wants 
with Omnichannel 
Customer Experience
Crafting a seamless customer experience with 
omnichannel to ensure business growth



Abstract

A few years ago, companies of all stripes were focused 
on providing marketable services and products, but 
recent years’ advancements have changed this game 
entirely. With a continuous increase in competition for 
the same services and products, businesses are now 
heavily investing in advanced technologies to understand 
their customers on a deeper level and offer a superior 
customer experience (CX). 

As customers no longer stick to limited ways to interact 
with their brands anymore, modern businesses are 
now open to omnichannel presence. End users possess 
a whole range of different channels available at their 
fingertips to get connected with their brands and their 
products and services. They usually prefer Google 
searches, social media platforms, various mobile 
applications, and many other mediums to reach out to 
different businesses.

The reality of today’s businesses requires them to invest 
in omnichannel customer experience to serve the needs 
of modern customers.
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Making Your Way to Omnichannel Customer Experience
Keeping up with evolving customer mindsets 
and changing customer behaviors while offering 
modern customers an experience that they can 
look forward to, seems almost impossible for 
customer experience managers. In such a scenario, 
if a business’s existing infrastructure does not 
complement it with the need of the hour, it can harm 
its overall growth.

As buyer’s behavior becomes more complex, 
businesses need to accommodate them with a 
holistic experience that aims to reach buyers right 
where they are — an omnichannel experience. As 

Understanding omnichannel customer experience

Omnichannel Customer Experience Vs. Multi-channel 
Customer Experience 

Omnichannel 
Experience Cycle

per one of the Aberdeen Group reports, companies 
with the strongest omnichannel customer 
engagement strategies have an average of 89% 
customer retention rate as compared to 33% for 
companies with weak omnichannel strategies. 

Today most customers commence their buying 
journey with online searches and by browsing and 
researching new products. To grab customers’ 
attention, major digital marketplaces like Amazon, 
Alibaba, and Walmart rely on product content to 
drive every touchpoint across the customer journey.

Omnichannel customer experience empowers 
businesses to deliver a consistent brand 
experience while streamlining all their customer 
interactions across multiple touchpoints in a unified 
way. 9 out of 10 consumers look forward to a 
seamless omnichannel experience across various 
communication media. 

The digital omnichannel strategy focuses on 
bringing a cohesive customer experience regardless 
of the channel in use so that your customers can 
reach out to your business in every possible way.
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The level of connectivity between the different 
customer touchpoints makes the foundational 
difference between omnichannel and multichannel 
customer experience. Though both the approaches 
allow customers to interact with businesses 
across different online and offline channels, in a 
multichannel experience, the mediums are not 
interconnected. 

There are several businesses that offer their users 
a multichannel experience but changing customer 
behavior suggests an increasing need for an 
omnichannel experience. On the other hand, an 
omnichannel customer experience allows users 
to connect with their brands through different 
touchpoints which are interconnected and in turn, 
make the entire customer service better. 



Offer users a seamless experience 
across all the customers

Omnichannel
Customer Experience

Multi-channel
Customer ExperienceVs

Omnichannel Customer Experience: No Longer an 
Aspiration; It’s a Must Have
An omnichannel approach comes with multiple 
benefits for both customers as well as for 
businesses. It provides end users with a unified 
experience across all channels that are used to 
engage with the brand. Omnichannel is an approach 
that enables a brand to be present everywhere 
so that its customers do not face any trouble 
interacting while interacting with them. The key 
ingredient for this approach lies in integrating the 
fragments of customer interaction scattered across 
different channels to offer a connected, holistic 
experience. The approach is capable of affecting 
more than customer engagement and the speed of 
resolution.

Before making up your mind to go ahead and adopt 
an omnichannel customer experience, you need to 
understand all of its key benefits.

1. More options for customer-brand      
    interaction

Modern-day, time-strapped customers don’t 
like to wait. They look for easy access to their 
favorite brands at the time of their convenience. 
The ubiquity of smartphones has made it easy for 
customers to connect with their brands through 
various channels like email support, phone, in-
app chat, chatbots, social media, live chat, etc. 
An omnichannel approach gives businesses an 
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4. Higher customer satisfaction rate

Omnichannel customer experience focuses on 
making customers’ life easier at every step of 
their buying journey. This eventually works 
towards boosting the customer satisfaction 
rate. Businesses by reducing customer efforts, 
dependency, and time spent across all brand 
interactions open new doors for customers 
to experience a holistic ecosystem that helps 
customers engage with their brands at their 
convenience.

5. Reinforces customer trust by increasing    
    brand accountability

Omnichannel presence makes your products and 
services more visible to your customers, giving 
them a chance to make up their minds based 
on all your actions. It makes a brand vulnerable 
to good as well as bad reviews. Using your 
omnichannel presence for building customer 
trust can be difficult. In order to do so, businesses 
need healthy and positive social media 
interactions where the brand can address the 
masses without getting into any conflict. Being 
accountable for your business’ actions, make it 
trustworthy.

opportunity to expand the scope of customer 
engagement and facilitates a smooth transition 
of communication between different channels 
through data integration.

2. Better customer retention

Omnichannel treats every interconnected 
channel as a support channel, leading to 
increased customer interactions. Cross-channel 
engagement is almost inevitable in various 
industries, such as retail and e-commerce, and 
a tailored omnichannel approach linked with 
a customer journey opens many possibilities 
for meaningful engagement with customers. 
It enables businesses to reward their long-
term customers and connect with them on a 
personal level. You can redefine personalized 
experiences for your customers with a better user 
understanding.

3. Improves the customer data quality 

An omnichannel strategy is built to follow 
customer footprints and intent. This presents 
a perfect way to capture customer data that is 
relevant to the brand. Data of quality and its 
relevance helps businesses to make data-driven 
decisions for their business, along with pacing up 
with upcoming trends with each passing day. 
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Challenges a Business Faces While Adopting
Omnichannel Experience
Building a personalized omnichannel customer 
experience comes with a number of challenges 
for businesses. But several research and surveys 
suggest that this is a futuristic investment that 
every business needs. A 2020 report by PwC 
showcased that the number of businesses investing 
in omnichannel customer experience has jumped 
from 20% to over 80% in the last decade. Similarly, 

• Omnichannel data unification

One can find Customer data among different 
channels of a brand. Businesses can get this 
data from their respective websites, mobile apps, 
physical stores, social media channels, chat 
histories, customer service call records, purchase 
histories, and more. This data is often located in 
different databases, thus, making it difficult for 
professionals to unify and transform them turn 
into actionable insights.

Customer data platform (CDPs) is one of the top 
approaches that enterprises use to unify their 

another report from Adobe showed that brands with 
the strongest omnichannel customer engagement 
strategies witness a 10% year-over-year growth 
with a 25% increase in close rates.
But to get started with a successful omnichannel 
customer experience strategy, most marketers and 
CX leaders will have to contemplate a few key 
challenges.

Personalization Enhances Customer Experience

Felt frustrated when went through impersonal experience

Expects to receive a personalized discount within 24 hours

Went for impulse buys after receiving a personalized recommendation

More likely to become repeat buyers after personalized experiences

SURVEY71%

54%

49%

44%
Source: Segment

disparate data sources using machine learning 
and AI. This strategy helps marketers and 
experience managers to deliver the right message 
to the right audience at the right moment.

• Personalization across multiple     
   channels

Personalization is a great technique used to 
target the right audience or group of customers 
who share the same interest. Today’s customers 
look for a hyperpersonalized experience, one that 
serves their personal preferences and necessities. 
To offer such an experience to their users, 
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enterprises need to analyze their consumers’ 
attitudinal and shopping behaviors and use them 
accordingly.

• Availability of real-time decisioning
A real-time omnichannel customer experience 
needs the involvement of machine learning 

Making An Omnichannel Customer Experience
Possible for Your Business
To build an omnichannel customer experience, you 
need to be aware of the basic roadmap. A process 
that can give you a head start in your business’ 
journey to omnichannel presence.

1. Map your customer journey with their   
    touchpoints

For a seamless omnichannel customer 

experience, businesses should have their entire 
customer journey laid out in front of them. They 
should know about all the touchpoints that lead 
to conversions. Mapping the customer journey 
allows brands to identify communication gaps 
and issues with their customers. Overcoming 
these gaps will help in building an enhanced 
omnichannel customer experience various across 
channels and increase sales.

Content Strategy

Technology Strategy

Channel Strategy

Omnichannel Customer Experience Strategy

and AI to provide the insights necessary to 
make relevant communications with the users. 
Real-time decisioning (RTD) offers up-to-date 
decision-based data using modern AI-based 
algorithms. 
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Cover all your bases with omnichannel 
A seamless omnichannel experience enables 
customers to have a continuous conversation while 
hopping from one channel to another. In simple 
words, customers should be able to smoothly 
transition from social media to webchat to a 
phone call without any hassle. To achieve such a 
customer experience, many businesses face several 
challenges. They’re unable to create consistent 
buying journeys across their customer touchpoints, 
bridging organizational silos, misplaced valuable 
interaction history, and losing context when 
customers switch channels.

And all of it can be fixed with the right technology.

2. Be receptive to customer feedback

Customer feedback can help businesses improve 
their customer journey and deliver a more 
cohesive experience. It’s important to collect as 
many customer reviews and opinions as possible. 
This opportunity can be used to understand how 
customers want to interact with the brand. An 
omnichannel experience built using such insights 
caters directly to customers’ needs.

3. Adopt the right technology when     
    needed

An enhanced omnichannel customer experience 
is incomplete without the integration of the 

required technology. Bringing the data under 
a unified view using the right technology gives 
leverage to the customer service team to access 
the same information seamlessly from wherever 
the other members have left off.

4. Include the stakeholders in decision   
    making

Creating an omnichannel customer experience 
is a collective effort that involves different 
departments of an enterprise. Bringing all 
the stakeholders, including sales, marketing, 
customer service, and product teams together 
makes it easier to align experiences along 
primary as well as secondary channels.

Advancing technologies have separated different 
communication channels between the brands 
and customers in how they collect and manage 
data. But users consider separate channels as a 
representation of the same brand with consistent 
service delivery. Today’s consumers understand that 
brands are capable of offering a hyperconnected 
experience and they expect seamless, hyper-
personalized experience across each interaction, 
regardless of the medium they choose. So, to 
cover all the bases to bring a perfect omnichannel 
experience to your customers, you need to: 
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1. Meet your customers wherever they are

Using customer feedback and reviews, you can 
serve what your customers want. Experience 
Developers should possess the skills to analyze 
which kind of information makes sense for the 
consumers. For a true omnichannel experience, 
all your customer interactions must go through 
the same platform to maximize your resource 
efficiency. 

2. Take full ownership of all your         
    communication channels

For cross-channel visibility, a collaborative 
relationship between the involved customer 
relationship management (CRM) and the contact 
center is a must. CRM system enables businesses 
to leverage all customer data, history, and 
previous interactions. This collaboration results in 
a consistent and enhanced customer experience.

Your way to omnichannel experience 
passes through Technovert

Delivering a much needed omnichannel experience is not an overnight task. To cover 
all your bases and create such a seamless experience, you need the right expertise and 
technologies. Technovert, an advanced solution provider, comes with a dedicated team 

of Experience Developers and Managers who can help you adopt a holistic, omnichannel 
experience for users. This is how you can increase your customer retention and 

satisfaction rates while growing your revenue with a successful omnichannel customer 
experience.

Omnichannel experience is what your customers expect from you. Contact us to get 
connected with out top Experience designers and developers. 

www.technovert.com marketing@technovert.com


