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How to Deliver a Consistent Customer Experience Across All Channels 

A S S I S T E D  S E R V I C E  - S E L F  S E R V I C E  - P R O A C T I V E  S E R V I C E

P O I N T S  O F  A C C E S S

Desktop       Laptop       Tablet       Phone       Smartphone       Wearable      Speaker      IoT

Advisors (voice/visual)

Digital Assistants/Bots

IVR (audio/visual)

Letter/Mail/Email

Chat/SMS/RCS 

Social/Messaging

Apps/VR/AR

Service Portals/FAQs

AI/Cognitive Service

s e r v i n g  f i v e  g e n e r a t i o n s  o f  c u s t o m e r s

Voice  - Text  - Video

More Choice = More Complexity
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Delivering an effortless
customer experience



How to Deliver a Consistent Customer Experience Across All Channels 

A seamless Multi/Omni
Channel Experience
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In-channel Resolution
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• Separate Channel Owners
• Digital v Voice
• Teams across Sites
• In-house v Partner
• No overarching contact strategy

Internal Challenges
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An engagement experience that works  in 
any given customer situation

The End Goal
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Q u e s t i o n s  a s k e d

Do I get a discount if I take out multiple policies with you? insurance

Can I order online and pick up in store? retail

What are your charges for extra bags? travel

Do you have a 24 hour customer service line? telecoms
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Improved

Wide gap between sectors
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Same As

Electronics manufacturers  

answered 29% of questions 
(web, email and social media)  

Electronics retailers answered 67% 
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Declined

7 out of 10 sectors worsened in 

overall performance
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How Customers Judge Us
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2017 2016

% of answered queries
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2017 2016

% of answered queries accurately
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How Customers Judge Us
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Twitter - Phone

Automated SMS - Chat

Provide One Conversation

Email - Messaging
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Provide One Conversation

“77% of consumers expect to be 
able to switch channel during a 
conversation, but just 50% say it 
is easy to achieve in practice.”
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Provide One Answer
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One airline answered on Twitter in 
23 minutes, but took over 4 days to 

answer the same query on email 

Provide One Service Level
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S p e e d

A c c u r a c y

W e b E m a i l C h a t T w i t t e r F a c e b o o k
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Provide One Service Level
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Why?

Same companies asked the same questions each year!

A utility went from answering in 2 minutes to 19hours 54 minutes

A telecoms company went from 5 minutes to 18 hours

In 2016 five consumer electronics retailers replied. In 2017 just one

A fashion retailer went from 11hours to over 24 hours 
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Chatbot- Human
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tHuman - Chatbot

Make Escalation Seamless

m u l t i - m o d a l   - s p e e c h  o r  t e x t

I n b o u n d  o r  o u t b o u n d
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Chatbot Effectiveness 
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1. Define consistency so everyone knows what it means

2. Define when it matters and how it should work

3. Make consistency something you measure and set targets 

against. Hold yourselves accountable for managing its 

improvement

4. Mystery shop all engagement paths for root out 

inconsistencies

5. Fix stuff

6. Develop best practices around omni-channel knowledge, 

tone of voice, anything that causes customers to lose 

progress towards their outcome

Action Points
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Right Mindset

“ A n  e x c e p t i o n a l  c o m p a n y  i s  t h e  o n e  t h a t  

g e t s  a l l  t h e  l i t t l e  d e t a i l s  r i g h t .  A n d  t h e  

p e o p l e  o u t  o n  t h e  f r o n t  l i n e ,  t h e y  k n o w  

w h e n  t h i n g s  a r e  n o t  g o i n g  r i g h t ,  a n d  t h e y  

k n o w  w h e n  t h i n g s  n e e d  t o  b e  i m p r o v e d .  

A n d  i f  y o u  l i s t e n  t o  t h e m ,  y o u  c a n  s o o n  

i m p r o v e  a l l  t h o s e  n i g g l y t h i n g s ,  w h i c h  

t u r n s  a n  a v e r a g e  c o m p a n y  i n t o  a n  

e x c e p t i o n a l  c o m p a n y ”


