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“Our goal as a company is to provide the # $
best possible service. If customers want
mobile channels then it is an opportunity )
to improve our service by providing this

in spite of the challenges it will present.”
Customer Care Manager, (

%

“We're still working on
improving how to integrate
all channels into a single

cohesive process.”
SVP, Tech Firm > (

#$
%

Challenges to Omni-channel:

% &
“Currenttechnology

constraints and other
more pressing priorities.” (

Client Experience, Investment firm ( "
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FCR M No FCR (First Channel Resolution) %
Loyalty Advocacy
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1. ( JAK

= 1st channel of contact TODAY

Traditional Care ‘_ 75%
S 2K 2K K

Email/Webform . 12% &

Live Chat on
Website

Mobile Care

Self-Service on Web I 8%
=

Social Media | 1%

% of companies who offer each channel that are equipped

to handle question/complaint on first contact '
oz |l questions B complaints
o L e e e e o e et e 1(
80% %
70% - (o) N
3
60% | P2K
50% |
40% |
30% |
F3K
20% - = - - - - = = =
Non traditional channels
@k >
=

Telephone  Self-Service Email/ Live Chat Social Mobile
Online Webform Online Media

4K! 2QK!
N 3K 2K!
PK!
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Customers go
back to a
channel that
has been tried
and tested

Customers do
not know
which channels
will work under
different
situations

oacT

A CX SOLUTIONS COMPANY

Customers try
and fail,
leading to lost
confidencein
channel

promise an
Omni-channel
experience

But companies

cannot handle

all issues via all
channels
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