the value of

omni-channel support
Digital means of communicating allow modern day customers
to communicate with businesses via the communication
channels that customers prefer. This new way consumers
communicate with businesses presents a challenge for
companies that aren’t equipped to respond efficiently via
different communication channels. And, providing consistent
customer service experiences across all channels, or omnichannel support, presents an even greater challenge. In this
paper, we cover the concept and value of omni-channel
support in detail

Customer Support Channels
There are several common customer support channels,
including:

• Phone: Oracle recently conducted a study that found

71% of consumers still prefer phone support over
other support channels. While some businesses have
moved away from offering phone support, the majority
understand the importance of being available to
customers via this channel.

“71% of
consumers
still prefer
phone support
over other
support
channels.”

• Live Chat: Live web chat is an easy addition to any

website that allows website visitors easy access to
support. This text-based form of support is very simple
and straightforward.

• Email: Globally a staggering 269 billion emails are sent

each day and there are currently just over 3.7 billion
email users worldwide. These numbers show how crucial
it is to provide customer support via email.

• Social Media: Many businesses also provide customer

support via social media platforms like Twitter and
Facebook. Social media networks provide direct avenues
for building relationships with customers while also
establishing brand awareness, so it makes a lot of sense
to provide customer support via these networks.

• Text/SMS: Text-based customer support solutions

have increased a lot in the past few years. This
communication method offers a quick and convenient
way for customers to get the help they need from
mobile devices that support SMS and it’s quickly
become a preferred medium by younger consumers.
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Omni-Channel vs. Multi-Channel Support
The practice of accepting customer requests via more than one
communication channel is known as multi-channel customer
support. For example, if your customers are able to get answers
to their questions about your products by calling and emailing
your business then your business provides multi-channel
support.
Providing multi-channel service has become common practice.
Most businesses understand the value of being available to their
customers in more ways than only in-person or just via phone.
Providing the same service experience and consistent
information across multiple communication channels is known
as omni-channel support. Businesses must first provide multichannel support to be able to provide omni-channel, but
a business providing multi-channel customer service isn’t
necessarily providing omni-channel support.

“66% of U.S.
consumers
are willing
to spend more
money with a
company that
provides them
with excellent
customer
service.”

For example, if an employee who answered a customer’s call
provided a different experience or different information than
another employee who responded to that same customer via
email, then this business is providing multi-channel support, but
it is not providing omni-channel support.

Benefits of Omni-Channel Customer
Support
66% of U.S. consumers are willing to spend more money with
a company that provides them with excellent customer service,
according to Microsoft, while 60% of consumers say they have
not completed an intended purchase due to a poor customer
service experience.
Superior customer service relies on cohesive experiences across
all support channels. Any breakdown or inconsistency of service
on any channel can lead to customer dissatisfaction. Embracing
omni-channel methodology is one major component of
providing seamless and superior customer service experiences.
Therefore, businesses can expect improved customer satisfaction
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rates when they implement omni-channel support. However,
there are other benefits including:
Learn More About Customers
When utilizing omni-channel support, information is collected
from each customer interaction, providing businesses with
extremely valuable customer data. Analysis of this data can
help business leaders make smarter decisions.For example,
this information shows which specific communication
channels customers prefer, which can be extremely valuable
for sales and marketing campaigns.
Additionally, these metrics are useful for determining where
to allocate customer service resources. For instance, metrics
showing what support channels are resolving issues less
efficiently can help management make better choices about
staffing and training.
Maximize Productivity
Businesses that implement an omni-channel approach to
customer support are able to help more customers at once.
The more methods of helping your customers you have, the
less time customers have to wait to get assistance. And, while
this is partially true of multi-channel support, only an omnichannel approach guarantees true efficiency. This efficiency
maximizes customer support team productivity by allowing
important data to be stored and shared. Therefore, problems
require fewer touch points to resolution.

“When utilizing
omni-channel
support,
information is
collected from
each customer
interaction,
providing
businesses
with extremely
valuable
customer data.”

Gain Customer Loyalty
As mentioned previously, one of the biggest mistakes a
brand can make is not focusing on providing excellent
customer service experiences. The result of neglecting service
experiences is low or non-existent customer retention rates.
Customer retention rates almost always sharply increase after
a business adopts an omni-channel customer support model.
Superior customer support experiences create loyal customers
and loyal customers buy more and become brand advocates.
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An Edge on the Competition
Businesses that offer omni-channel customer support tend to
have a significant edge on their competitors. Omni-channel
support providers stand out because of the level of service
they provide.
Many consumers will choose a company that offers superior
customer service, even if they have to pay a little bit more
for products or services. For companies in highly competitive
industries, this might be one of the only ways to differentiate
their brands.
Improve Workplace Morale
Taking care of customers is crucial to running a successful
business, but of course it’s important that employees are
happy, too. Implementing an omni-channel customer support
system means less frustrated and unhappy customers, and by
proxy, happier employees.

“No two
customers are
the same, and
traditional
customer
support
systems are
not designed
to address
this fact.”

Making Busy Times Easier
There are certain times of the year that are busier than others
for most businesses, and an omni-channel support system
makes scaling support to meet seasonal demand that much
easier. The efficiency of omni-channel support helps remove
potential bottlenecks in business processes so that businesses
can scale more successfully.
Simplifying the Process
No two customers are the same, and traditional customer
support systems are not designed to address this fact. Omnichannel customer support simplifies the entire process
while meeting everyone’s needs. Customers are able to use
the support channels they prefer without receiving subpar
service.
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The Challenges of Providing
Omni-Channel Support
Guaranteeing a seamless customer service experience is not
easy. Duplicate requests through different channels need
to be answered consistently, employees handling customer
inquiries need to be trained properly and there needs to be a
system in place for managing the entire process.
Here are some of the specific challenges associated with
implementing omni-channel service:
Mastering Multichannel First
Before a business can jump to offering omni-channel, it
must be able to provide effective multi-channel support.
Sending important customer support calls to voicemail,
not responding to customer service emails and ignoring
customers’ social media comments or posts are all examples
of how businesses commonly fail at multi-channel service. If
you aren’t handling multichannel well, you’ll never make the
jump to omni-channel.

“Before a
business
can jump to
offering omnichannel, it
must be able
to provide
effective
multi-channel
support.”

Technology Is A Necessity
Unless one person handles every customer support inquiry,
omni-channel support is impossible without the implementation
of technology.
Technology allows customer inquiries to be tracked across
all channels so that as different employees handle the
same customer, there is a centralized record of interactions.
Knowing what communications have already occurred leads
to accountability on both sides while also allowing customer
support teams to act more efficiently.
Since not all businesses have the resources to implement the
necessary technology to support an omni-channel service
environment, this is an obstacle.
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Not All Employees Are Customer Service Pros
True omni-channel support is dependent on a company’s
culture being centered around providing incredible customer
service. For most businesses, not all employees are good
at customer service and even with proper training it’s not
possible to make every employee a good fit for dealing with
customers.
Businesses typically put their best customer service talent
on the frontline, but what if a Business Development
employee gets entangled in a customer service problem?
That employee might be great at his core job functions like
finding new accounts, but what if his customer service skills
are lackluster?
Every customer-facing employee must have the right temperament,
attitude and training for an organization to successfully provide
omni-channel customer service. This is a major hurdle on the path
to omni-channel support for some businesses.

“True omnichannel
support is
dependent on
a company’s
culture being
centered
around
providing
incredible
customer
service.”

Tips for Implementing OmniChannel Customer Support
Outsourcing customer support is typically a more affordable
way of implementing omni-channel service than attempting to
configure the necessary teams and systems internally. But, for
companies that want to setup omni-channel customer support
in-house, here are some pointers:
Select the Right Platform
There are numerous platforms that can be used for omnichannel support and it’s important to find the one that works
best for your business model and processes. Research CRMs,
ticketing systems and possible integrations of existing business
software solutions to find what will work best. One of the
biggest mistakes that you can make when establishing your new
customer support system is to select the wrong technology.
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Analyze Data
Analyzing existing data is useful for making decisions about
implementation. For example, a business with Twitter and
Facebook accounts that have almost no activity or audience,
probably wouldn’t want to invest in an omni-channel
platform that’s expensive because it offers robust social
channel management features. Examine what you already
know about your existing support channels as well as your
customers and their behaviors.

“Businesses
should never
stop trying
to improve
their customer
support.”

Prepare Employees
Switching to omni-channel support is a significant change
and employees need to be aware what’s expected of them.
At a bare minimum, they’ll need to be trained on the new
platform and procedures and they also may require more
general customer service training to ensure they have the
skills necessary to support an omni-channel environment.
Keep Refining
Businesses should never stop trying to improve their
customer support. While it’s impossible to offer perfect
customer service, it’s not impossible to offer impeccable and
superior customer service. Evaluate performance by listening
to feedback and make changes accordingly.

Conclusion
The widespread adoption of multi-channel support came
with a new set of challenges, though. The implementation
of multi-channel support is supposed to increase customer
satisfaction, but frequently it does the opposite. Inconsistent
customer service experiences across the different support
channels causes decreased customer satisfaction while at
the same time bleeding companies of profits due to higher
turnover rates and inefficiencies.
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Omni-channel support effectively addresses the shortcomings
of the multi-channel model. However, organizations should
realize that, to the customer, the concept of being in one
channel or being passed between different channels, truly
does not matter.
Customers want simple, friendly and considerate customer
service experiences regardless of how they choose to
communicate with the brands they love. From customers’
perspectives, customer service is “Channel-Less” and
businesses implementing any support strategy should keep
this in mind.

Implement Excellent Customer
Service Experiences Quickly &
Affordably
AnswerFirst has over 20 years experience in the customer
service industry. Our robust platform combined with our
redundant infrastructure and our elite team of customer
service professionals enable us to deliver top-notch,
consistent, customer service experiences 24/7 across all
support channels.

“Customers
want simple,
friendly and
considerate
customer
service
experiences
regardless
of how they
choose to
communicate
with the
brands they
love.”

Ready to Get Started?
Contact AnswerFirst at 1-800-645-2616 or visit our website at
answerfirst.com.
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