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Three Paths

 A better phone experience

 The cross channel journey

 A consistent, agile approach
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The Cross Channel Journey
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Poll
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We Need Different Channels at Different Times

Surveyed consumers say:

 73% used the phone

 67% used help or frequently asked questions 

 58% used email

 43% used chat

 24% used SMS

 22% used Twitter

~The Forrester Wave™: Customer Service Solutions For Enterprise Organizations, Q2 2014
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When web self-service breaks down . . .

58% of online 

consumers are 

unable to 

complete their 

transaction on 

the web.

*Nuance Customer Survey, Dec. 2013.
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. . . How do you respond?

 69% of online 

consumers move to 

another channel when 

online customer 

service fails*. 

 What path must your 

customers navigate to 

get their issue 

resolved?

*Forrester: Understand Communication Channel Needs To Craft 

Your Customer Service Strategy by Kate Leggett, March 11, 2013.

This cross channel conversation is the customer journey
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Sources:  Corporate Executive Board / CTMA / Strategic Contact

The Costs Are Real
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There IS a Better Way
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A Better Way

 Efficiency conquers all

 Offer help proactively

 Use context and questions
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Co-browse

 Assist customers to help close sales

 Offer a helping hand to avoid 

customer frustration

 Protect sensitive customer data
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Co-browse

 Agents can assist customers on 

any instrumented webpage

 Customers and agents can see 

each other’s browse

 Sensitive fields are masked from 

the agent

 Drawing tool, to highlight key 

screen areas
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What About Social Media?

 Search for comments

 Understand sentiment

 Manage conversations



15

Poll
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Product Demonstration
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Provide a Consistent Experience

One tool to control the customer experience on any channel

Voice – IVR Scripting Voice – Direct Agent Connect

Chat eMail
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Recommendations:

 Consider the end-to-end customer 

journey, starting from the web

 Identify points of friction and how you 

can eliminate them

 Re-visit the process periodically

Provide a smooth escalation path from the web to support
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Questions?
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Connect with 8x8

For tips, updates and the latest information

www.8x8.com

@8x8.com

facebook/8x8Inc

google.com/+8x8Inc

linkedin.com/company/8x8

youtube.com/8x8Inc

To access on-demand recordings of this webinar series

https://www.8x8.com/resources/webinars/how-to#contact center

https://www.8x8.com/resources/webinars/how-to#contact center

