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In-house

Research

We shopped at 500 

major online 

retailers websites… 

we went on a 

shopping spree
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We abandoned the 

cart on the last step 

of the purchase as a 

registered user

how many 

websites 

reacted to this 

event in 

realtime?



99.6% (498 of 500 

stores) did NOT offer a 

proactive chat after an item 

over $200 was removed from 

the cart of a registered user

What we

Discovered…



Only 7.19% (36 of 500 stores) 

followed up with an email recognizing 

that an item over $200 was not 

purchased after it was removed from 

the cart of a registered user

What we

Discovered…
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Branch 
Contact
CenterMobile AppWebsite Back Office

Purchase Journey

Onboarding Journey

Account Change Journey

Renewal and Repurchase Journey

Problem Resolution Journey

From Managing Touchpoints to Customer Journeys…

Companies focused on the end-to-end journey perform better

Customer 
Satisfaction

20%

Revenue 
Growth

10 to 15%

Lower Cost
to Serve

15 to 20%

Purchase Journey

Onboarding Journey
Account Change Journey

Renewal and Repurchase Journey

Problem Resolution Journey

Branch 
Contact
CenterMobile AppWebsite Back Office

Source: McKinsey
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“Journey Appropriate” Human touch
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Right Channel

Right Person

Right Time
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Customer 
Context

Skilled Agent

Best Person Available to 
Meet Rules including SLA

Attached
Context

What a business needs from a chat solution:
Skill-based, Context-Sensitive Routing 

Chat

SLA Met

Consistent Experiences

Higher FCR

Lowest Cost
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What a business needs from a chat solution:
Integrated & Consistent
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• Reporting

• Routing

• Business Rules

• Customer view

• Common interfaces

• Supervisor/
analytics tools
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What a business needs from a chat solution:
Agility
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• Resource re-allocation

• Smooth on-boarding

• Channel assignments

• Forecasting

• Scheduling 

• Business rule optimisation
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Cross Channel Journeys & Chat

Customers use multiple channels. Chat is just one of them.

Journey-aware chat drives sales/retention up & cost down

Route, Manage & Measure Chat to deliver on SLA.

Blend Chat with other Channels for better productivity

Integrated Forecasting & Scheduling for Chat
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One CX

Direct
to Rep

Contact
Centre

Mobile
App

Website

Marketing
Promotion Voice IVR

Social
Store/
Branch Chat
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Questions & Answers
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