(D) DashResearch

cx market intelligence

Omnichannel Customer Engagement

Case Studies, Market Drivers, Market Barriers, and Best Practices for the

Adoption of Omnichannel Engagement Strategies and Software

Although brands have been transforming their CX models over the last several
years, the COVID-19 pandemic accelerated many organizations’ plans for
deploying omnichannel engagement strategies. An omnichannel strategy is a
cross-channel strategy that gives a seamless and integrated experience to users
across multiple channels. Unlike multichannel strategies, where each channel is
managed individually, omnichannel engagement strategies streamline all customer
touchpoints under a single platform, with a consistent and continuous experience
for the user.

To enable omnichannel engagement, companies must remove data silos and
capture and analyze customer interactions at scale. With these insights,
organizations can uncover pain points, concerns, or challenges, and take action to
improve omnichannel CX and drive increased customer retention and loyalty.

This Dash Research report examines the market issues, drivers, and barriers for
the use of platforms, software applications, and services that enable the

deployment of omnichannel engagement strategies for CX. Several case studies illustrating the various ways omnichannel
engagement is being used by end users are included in the report, along with best practices, software selection criteria, and

recommendations for deploying omnichannel engagement strategies.

Case Studies Industries

e Lucky Vitamin (FullStory) e Telecommunications

o Deutsche Telekom (Nuance) ¢ Retall

e North Yorkshire County Council (Mitel) e Financial services

e North American Automaker (TTEC) e Healthcare

e Accent Group (ZenDesk) e Government/public sector
e Manufacturing/industrial
e Transportation
e Hospitality

Key Figures

e Omnichannel Software Requirements for
Organizations

e Predictive Modeling Using Machine Learning

e Benefits of Omnichannel Engagement

e A Typical Online/Offline Customer Journey Map

Technologies

Artificial Intelligence (Al)

Machine Learning (ML)

Natural Language Processing (NLP)
Natural Language Understanding (NLU)
Robotic Process Automation (RPA)
Intelligent Call Routing

Next-Best Action Prediction

Data Access and Synchronization
Application Programming Interfaces
(APIs)

Geographies

North America

Europe

Asia Pacific

Latin America

Middle East and Africa
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Omnichannel Software Requirements for Organizations
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Key Questions Addressed

What trends are driving the market for software and services that
support omnichannel engagement?

Which software vendors are the key market participants?

What are some key challenges involved with delivering
omnichannel CX engagement strategies?

What barriers exist to the purchase and use of software and
services used to enable omnichannel engagement?

What are some representative case studies highlighting successful
implementations of omnichannel engagement?

What are some best practices for ensuring successful omnichannel
CX engagement?

Who Needs This Report?

Outsourced or owned contact center providers
Organizations seeking to improve CX engagement
Organizations seeking to migrate from a multichannel to an
omnichannel engagement approach

Heads of CX and customer support

IT directors and integration specialists

CX training directors

Investor community
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