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Modern-®lay cénsumers have more power than ever.
The'lr expectations have changed drastically over the
last d#cade,"and they expect information at their
finge#tips, regard®ss of the communication channel
they use. At a result, the traditional single-channel
approach is no longer enough and will not give
businesses a deep und&standing of their customers or
helpfthem reach their revenue targets.

Busin8sses must take dholistic view of customers to
have$a competRRive edfe and meet rising expectations.
All the cdBe dfstomer connunication channels form a
singtilar, conti®uous custo#her journey. As a result,
chbmpanies should consider all interactions as part of a
single experience rather $haw creating separate mobile,
webkite, ardd s8cial media experiences. This is where a
soli# omnichanfiel strategy comes in.

With an effective omniclannel business strategy,
brands can take every #oucHpoint into account, review,
and $ptimize their message across different
c®Pnmunicatiol cha®nels to make customer
interactfon#seanfless, garner more sales, and increase
brand loyalty.
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What Is An Omnichannel Experience?

An omnichannel experience happens when a brand markets, sells, and supports
prospects and customers across multiple channels, treating each interaction or
touchpoint as part of a single, frictionless customer experience. Modern-day
consumers expect personalization and consistency, whether they are browsing for
products from a company they have been loyal to for decades or exploring what a
new business offers. To provide customers with the experiences they want,
marketing, sales, and customer service strategies must align. Omnichannel
communications offer the framework for that to happen.

o o o

Why Is Omnichannel Becoming So Important?

Do consumers notice the difference a consistent experience across channels can
make? Omnichannel marketing statistics indicate that consumers don't just notice
but also respond to and expect such experiences. A search on Google Trends shows
that the term "omnichannel” has grown increasingly popular in the last five years.

Interest over time F O

One study conducted by Think With Google found that omnichannel strategies led
to an 80% higher rate of incremental store visits. Similarly, Aspect Software found
that businesses that employ omnichannel marketing strategies retain 91% more
customers year-over-year than those that don't.

According to Zendesk, 87% of customers believe brands need to put more effort
into providing a seamless experience, and 64% of customers expect real-time
assistance regardless of the customer service channels they use. Yet, despite the
demand for omnichannel experiences, more than 50% of businesses lack any

omnichannel strategy. Companies that don't adapt quickly run the risk of getting left
behind.
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https://www.thinkwithgoogle.com/consumer-insights/consumer-trends/meeting-shoppers-needs-omnichannel-drives-instore/
https://loyalty360.org/content-gallery/daily-news/survey-businesses-that-use-omni-channel-strategies-have-far-better-customer
http://d16cvnquvjw7pr.cloudfront.net/resources/whitepapers/Omnichannel-Customer-Service-Gap.pdf
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The Importance Of Embracing Omnichannel

An omnichannel approach to customer experience has become an essential
investment for businesses looking to maintain a solid brand reputation and increase
incremental sales. It is more important than ever for companies to communicate
the same messages across all the channels their customers choose to use. When
done right, an effective omnichannel strategy provides a resolution-focused,
personalized experience to every customer, regardless of how they connect with a
business.

Of consumers cited, 73% say customer experience is a critical factor influencing
their purchasing decisions, and one in three consumers would drop a brand after a
single bad experience. Clearly, the customer experience is the number one driver of
brand loyalty.

Offering a top-notch customer experience is vital to a business's success, and more
companies need to embrace an omnichannel strategy that focuses on customer
service enhancement. The present generation of market-driven consumers expects
it. A real-time omnichannel engagement model can be the critical differentiator
between whether a customer chooses one brand over a competitor and whether
they stick with that brand for their next purchase decision.



https://www.globaltrademag.com/why-trust-with-customers-will-reshape-tomorrows-industry-leaders/
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The Foundation Of An Omnichannel Approach

A well-thought-out omnichannel strategy enables brands to connect across all
customer touchpoints and offers seamless customer experiences across all
channels and devices. While there is no single formula for creating an omnichannel
strategy, the most successful adopters share some key factors.

A "Customer First" Mindset

Today's digital consumers are more connected and empowered than ever before.
With just a few simple keystrokes, they can affect a brand's reputation, so
businesses must focus on improving and maintaining the customer experience.
Those that keep the customer at the forefront of their strategy will achieve higher
satisfaction ratings and overall brand loyalty.

A Holistic Customer View

The second characteristic of a successful omnichannel approach is the 360-degree
customer view. To simplify, this is an aggregated and holistic representation of each
customer based on the information held by a business. By understanding its
customers' past behaviors, a brand can engage with them more effectively by
creating tailored, personalized messages, now and into the future. Building
customer profiles allows brands to unify data and create customized omnichannel
experiences.

Companies can create customer profiles based on their consumers' actual
geographic and demographic information, purchase behaviors, and buying history.
By gathering all the customer insights into one source, a brand can gain a holistic
view of its customers. There can be no omnichannel experience without a deep
understanding of the customer and their preferences. Building a holistic view of
customers is a one-way ticket toward building a stronger relationship between
customers and brands.

Consistency Across Channels

Customer communication channels need to be interconnected and not built in silos.
Through an omnichannel approach, businesses can ensure their customers have a
seamless experience and receive consistent messages across multiple channels. For
example, if a customer visits the company's website or private messaging channel,
ideally, they would have the same experience. In addition, a consistent brand image
is vital to building and maintaining a customer's trust.

©
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How An Omnichannel Strategy Benefits
Businesses

According to a report published by Salesforce in 2019, 67% of customers use
multiple channels to complete a single transaction. Today, if businesses aren't
offering a unified multichannel engagement model, they provide a substandard
experience to their customers. An omnichannel strategy is non-negotiable for many
customers, and as many as 40% of customers say they won't do business with
brands if they can't use their preferred communication channels.

Through an omnichannel communications model, both customers and businesses
win by providing potential and existing customers with seamless, integrated
experiences. Here are a few advantages of implementing an omnichannel business
strategy.

Builds Customer Loyalty

Creating a customer experience that delights through omnichannel marketing helps
businesses earn customer trust and builds loyalty. Customers today appreciate and
demand a good experience, and they don't mind paying more for it.

By improving customer engagement across multiple channels, delivering
personalized messages, and effectively streamlining communications, businesses
can keep customers coming back for more.

Improves Brand Visibility

The online shopping experience has drastically changed in recent years. Two
decades ago, consumers used a maximum of one or two touchpoints to make a
purchase decision. Now it is common to have more than four.

Investing in an omnichannel strategy makes it possible for a business to share its
brand message consistently across all communication channels. In addition,
creating a seamless experience across platforms gives a brand more visibility and
allows consumers to interact with a brand whenever and however they prefer,
which can also help a business establish a strong connection with its consumers
and drive more sales.



https://www.salesforce.com/eu/blog/2020/12/omnichannel-strategy-benefits.html
https://www.pwc.com/us/en/advisory-services/publications/consumer-intelligence-series/pwc-consumer-intelligence-series-customer-experience.pdf

Improves Buyer Experience

A recent survey found that around 71 percent of customers want a consistent
experience across all communication channels when they interact with brands.
However, less than a quarter of them receive it during their buyer's journey. A typical
buyer journey entails numerous interactions with a business, ranging from the initial
brand awareness stage to eventually making a purchase and becoming a loyal
customer.

Businesses can capture the attention of these potential customers and showcase
their commitment to customer service by optimizing their use of the different
marketing channels during the buyer's journey and ensuring that their consumers
receive a consistent user experience.

Increases Customer Engagement

Omnichannel marketing allows businesses to build their presence across various
channels and connect with their audience wherever they might be. Today's
consumers are more tech-savvy than ever before, and they prefer to utilize multiple
channels. Therefore, businesses that plan to implement Omnichannel marketing
need to clearly understand their customers' behavior across various channels. Only
then will they be able to design content for different purposes and tailor their
messages to yield the best results.

Increases Sales and Revenue Growth

All the benefits of an omnichannel marketing strategy put together can drive one
primary goal - sales. Industry experts believe that adopting an omnichannel
approach encourages consumers to make repeated purchases. According to the
Marketing Automation report published by Omnisend, businesses that used three or
more channels earned a 287% higher purchase rate than those using a single-
channel campaign.

Beyond the boost of sales, an omnichannel marketing strategy has shown to have a
significant impact on businesses' overall revenue. According to the Aberdeen Group,
organizations with a solid omnichannel marketing process see a 9.5% year-over-year
increase in their annual revenue compared to companies that do not have an
omnichannel strategy.



https://www.omnisend.com/blog/omnichannel-statistics/
https://www.aberdeen.com/cmo-essentials/multi-channel-vs-omni-channel-customer-experience-distinct-value-in-the-subtle-differences/
https://www.forbes.com/sites/blakemorgan/2019/05/13/40-stats-on-digital-transformation-and-customer-experience/?sh=73c1debe6475

Improves Collaboration Across Teams

The data insights obtained from omnichannel marketing campaigns can help
companies improve their cross-team collaboration in many ways. Let's take a look
at the sales and support alignment as an example. Understanding how a consumer
interacts with a company across touchpoints can help sales teams improve their
sales strategy and pitch the most relevant products to the consumer. Similarly,
tracking a customer's previous interactions across channels can help the customer
service team solve customer complaints more effectively.
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Companies That Provide Omnichannel
Experiences

Omnichannel marketing caters to the needs of personalized experience-seeking
consumers. Mass messaging is a thing of the past. "Omnichannel marketing" isn't
just a buzzword anymore. It has transcended the "trend" phase to become an
essential strategy for implementing the next phase of emerging technologies like
web 3.0.

Companies need to adopt an omnichannel strategy to gain the attention of new
customers and strengthen existing relationships. The following are prime examples
from six brands across different verticals that deliver exceptional omnichannel
experiences, and they highlight the benefits of implementing an omnichannel
strategy successfully.z

Disney

Disney is a global brand that makes it easy for users to feel a connection, and the
Disney experience is all in the details. Every part of their website is highly optimized
and is mobile responsive. For example, after guests book their Disney World resort
visit, they can plan every aspect of their trip through the My Disney Experience app.
This app lets visitors locate and check the estimated wait times for attractions they
bookmarked in their experience tool.

©


https://disneyworld.disney.go.com/plan/my-disney-experience/mobile-apps/
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https://disneyworld.disney.go.com/plan/my-disney-experience/bands-cards/
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Neiman Marcus

N (DM BESSF & HEUFYode parBneht-'90ore) " (1$¥% %e ¢ &abogical innovation to

oo ets &0)lheFHUdbo s (lItfREHS Pe PraS KBS HOr teSceptivtal service,
stiebn Gy heleh)86%H -0 866 d O plck(Pim® At BiBivgsHtH (Bl el(iversr sedmdts$(ekperience at
evieT$ tHUeh 8D BGS( N heaBle S+l 8hchte)thd) (BLi@aieitd ef@ardetsboperate more

e e gtiv QS sHP)ebe*inf &6 atdom ) 3Pt Hidrrton$fners&becomes available.

Bo$exXarh Ble; RS SN S FHeb)rd B9 Bizebahd StPHPVf prodlucts that customers
U6 S Ly *E8BE P S, tHE+Softwdte $ecbrimeddFproducts based on
CustdrH€)BWF R )(BILeB 4 B {2t &ShIEP)os. (0T BIB{BLe, #fR) BugLbBeBis looking for
G DHNIrS, [H B0 HidrHiSeh(EREh PYHEBen &, SiBLoP P& brPrigg:+ihe software
#)i e mertfdebthetE i tonde r@(Bbting 50N £8P0 Irdlar#&8Nns in the future.

N

AYYREO NSy, 'H9 SlaSoEttoPot+getind &P ey that thE*+ig)trPedole receive its
Broye S Fur (EataBtes conSrtk eda e HaBiYexpre$)dd(Btet@&E(%h$ a product can
ge$AoYOP(OSHBH AP0 Bt P rddti B () € ceBriBs+aBid PSR4 (M $ale in a nearby
st@.

N

The St $6S(Has & NSy Ptir R rYothetfets* GHidmersdpeosd 360-degree videos
of thems (/S 3+B *tH &HyHry! -0 & Lo B A FTHesS)aHE hedh) W el dH)iBepsHn their mobile
o bR " [ P hie)et B D80t&NNLine.




Amazon

The$ArhaZoh#ustomé&r éxperience islthe same regardless of how you access its
stores."Whether ou 5hdp ot A#hazor's website, mobile app, using Alexa, on a
smalrtwatch, or everi"in-store, yodtll'see the same branding and process. This
dfforioash "adplie$across AmazZoi's gldbat stdres to the greatest extent possible.

Whe#t yjol plurdhase dh eBook! flomi drBArthazon store, you can choose the Kindle or
othérldevite  whith AmaZon will upload your selection, and no matter how you

nake #dur’ putchask, ypulcah arratige'for'Bhy#ical items to be delivered or even pick
the#ih up"in-stor® otddt an Amazon locker.




Timberland

Yore &M Berlahdb FOB paidy) coMmbine{ ik -&d{mortar customer service with near-
fie)d"c&né&udicatdhri&EFchnPlogyd wikich"ti&fsf&)é data by tapping a mobile device
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Kis8list& Wvitko&t &ighing (&ordaglstertng. TRen, &h&r{"shoppers finish adding items
to*{Rel WasHLIYE) tHey*Cd s®)dEhe (& Erectly(ty&he(r email and place their order
ol&lin& wier{ tH¢y get home.

Yotroti gl icHa&nn8b&h drketing Timbylal{d&akd gains valuable customer insights
froén in(-stofe(andl &&l{he&ptit(Bies, WH{Eh(Ehey(&n use for remarketing their
products' (@tefl Fot(eXarbpté&clst&mery&vfiksdnd their wishlist to their email before
ledviny the '6tdr& 4 Mmone Lik&ly Yo CHm{te*ti{eir purchase when they get home.
AdBtioBhlty,(tat(gmail'&er$es & a&(gr&ll(, Mfn-intrusive reminder to help brands
Tldse( sale§ in thie LA6) stlge (¥ the customer journey.
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Steps For Building An Omnichannel Strategy
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3. Segment Your Audience
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#. Map Out Your Customers' Journey
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5. Assign Channel and Device Priorities
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6. Efisute Seamless Integration of All Channels
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7. Enhance Customer Service
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8. Evaluate Your Performance
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