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Introduction

While business and economic conditions continually change,
one thing remains constant: customer loyalty. As you know,
earning a customer’s trust takes time and persistence, but it’s

an investment that pays off when storms roll in. This is why it’s
crucial to prioritize customer service—the most critical part of the

customer journey.

To serve customers effectively in today’s world, businesses rely
on customer service software, which improves agent-customer
interactions, reduces wait times, and increases customer and
agent happiness. But a software tool shouldn’t become a
roadblock as expectations change; you need one that adapts
to change and thereby eliminates the need for additional

applications or a complete overhaul.

Get ahead of the curve and discover in this ebook what your
customers and service reps expect in today’s world. Learn how
Zoho Desk—a customer service software solution—can help your
business meet the changing expectations of your most important

stakeholders.
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Whatis an
omnichannel experience?

In simple terms, an omnichannel experience is an integrated experience for your
customers that offers convenience and a sense of value. Imagine, for instance, that you've
left a chat conversation with a business mid-way through. The next time you contact the
business—even if it's over a call instead of chat—the business picks the conversation

up from where you left off without you having to repeat the same questions. Ultimately,
omnichannel support provides customers with a singular, easy, and coherent experience

across channels.

Does that sound similar to a multi-channel experience? While multi-channel support
allows customers to reach out on a variety of platforms, the interactions take place in
isolation. With Omnichannel, interactions across channels are unified on one platform,

where service agents can gain essential context to address customer needs.



Customers’ expectations for an
omnichannel experience:

e 72% of customers expect businesses to know their purchase journey,

regardless of the platform used.

69% expect consistent service across channels.

e 38% expect agents to know their details before they reach out.

Business and omnichannel gains

e 4times more customer loyalty.

e 47% higher NPS score.

e 8% higher CSAT Score.

If you are already using Zoho Desk, you must be familiar with the various channels
supported by Desk—email, web forms, phone support, live chat, and social media—
for customer service. As your customers gravitate towards tech-savvy solutions,
Desk helps you retain the human element in every conversation. Desk gives you
more context by providing you with one platform that unifies all your customer

interactions from across channels.


https://www.cxtoday.com/contact-centre/delivering-an-excellent-omni-channel-experience/
https://www.cxtoday.com/contact-centre/delivering-an-excellent-omni-channel-experience/
https://thefinancialbrand.com/news/customer-experience-banking/top-5-customer-experience-trends-for-2023-and-beyond-155728/
https://thefinancialbrand.com/news/customer-experience-banking/top-5-customer-experience-trends-for-2023-and-beyond-155728/
https://www.retaildive.com/spons/consumers-expect-an-omnichannel-experience-for-their-holiday-shopping-spree/610893/
https://www.retaildive.com/spons/consumers-expect-an-omnichannel-experience-for-their-holiday-shopping-spree/610893/
https://www.retaildive.com/spons/consumers-expect-an-omnichannel-experience-for-their-holiday-shopping-spree/610893/

Why should you expand
your omnichannel offerings?

Clearly, there’s high demand for the omnichannel experience, but your customer’s

preferences for these channels are evolving. Let’s take a look at McKinsey'’s digital

experience report, which categorizes customers into four personas based

on their digital behavior.

2 3 O/ Individuals that have the digital world
(o)

ingrained in their lives.
Digital by lifestyle

3 5 O/ The ones that have consciously chosen to
O

include digital in their lifestyles.
Digital by choice

2 5 O/ Those who use digital experiences only
(0

when necessary and not by preference.
Digital by need

o)
1 7 (o) Far way from the world of digital experience.

Offline society

o1


https://www.mckinsey.com/capabilities/operations/our-insights/how-to-capture-what-the-customer-wants
https://www.mckinsey.com/capabilities/operations/our-insights/how-to-capture-what-the-customer-wants

Your customers are heading towards a digital world, whether by choice or by need.

And messaging apps have become a crucial part of their digital life to meet their daily

communication needs. Here’s the data to substantiate this:

/
Messaging platform

Total number of users

Popular in countries

India, Brazil, Indonesia,

.

WhatsApp 2.4 billion

United States, UK

United States, Canada, India,

Q Facebook Messenger 2.1 billion

Brazil, Indonesia, UK
WeChat 1 billion China

Central Asia and the
Telegram 500 million

Middle East

Indonesia, Japan, Taiwan,
LINE 178 million

and Thailand

Source: Business of appd

According to research by Forrester, messaging apps have ranked second in usage for

customer service among the five main channels.

Phone support is still popular due to its instantaneous service, but modern customers

prefer chat over phone calls. This may be due to phone calls having long wait times and

restricting their ability to multitask, unlike messaging apps.

While email is an effective communication channel that allows customers to message at

their convenience, responses are not instantaneous, and follow-up contact can be difficult

to keep track of.

Live chat helps prevent long wait times and offers real-time communication between

customers and agents. But it has a closing time, and you cannot pick up a conversation

from where you left off.



https://assets.ctfassets.net/xny2w179f4ki/77g3IVetZMvJFlsmc2GinR/57204b25ea614773a2ac8d6e529b0db6/Forrester-Study-2021.pdf
https://www.businessofapps.com/data/messaging-app-market/

Instant Messaging is the answer
to your growing omnichannel
heeds

When we say “expand your omnichannel offerings,” we are not just talking about adding
a new channel of communication, but also providing an integrated, personalized, and

humanized experience on all the channels your customers use.

Zoho Desk'’s instant messaging tool helps you prioritize customer convenience and agent
happiness and saves your agents from the hassle of managing multiple applications. It
achieves this by seamlessly unifying interactions across customers’ favorite channels—

WhatsApp, Facebook Messenger, WeChat, Telegram, and LINE—in one place.

All Conversation (39)

e

WhatsApp
¥4

4
Telegram 4
® .
LINE
*0 o 4

WeChat

o -

Facebook Messenger



Here's how it works:

To make it effortless for your customers to reach you through their favorite messaging
apps, you can embed a QR code or a messaging button, or link it directly on your website.
We understand that managing a new channel alongside existing ones can be challenging
for agents, but IM makes it seamless by unifying interactions across channels in one place.

Additionally, here are some more things IM makes possible:

Here’'s what's possible with IM:

Smooth According to Forrester, 50% of support leaders say that their

operations: agents spend most of their time switching between apps.
With a separate module for messaging called the IM module, your
agents get to use different messaging apps from one place.
All questions are delivered to a central location and you are
notified as they arrive. In instances when the flow of tickets is
particularly high, you can assign your tickets to other agents.
This ensures every customer request is attended to with complete
and prompt attention. Agents can easily adapt to the Ul, because
it resembles the messaging apps they use in their daily lives.
Plus, with the profanity management feature that allows you
to block abusive customer interactions, you create a safe

environment for your agents to work in.

Improved Customer communication is not limited to words, which is why

engagement the reply editor in IM helps you share articles, images, files, and

capabilities: emojis to make conversations more interactive and meaningful.
Zoho


https://assets.ctfassets.net/xny2w179f4ki/77g3IVetZMvJFlsmc2GinR/57204b25ea614773a2ac8d6e529b0db6/Forrester-Study-2021.pdf

Increased
efficiency:

More
context:

Proactive
service:

Easy
management:

Real-time communications need to be quick and informative.

Your agents can send canned responses or auto responses for

effective and fast communication.

Every detail about the customer is essential. Conversation details,
contact info, and even the files shared during an interaction, all
made available in one frame, can help your agents communicate

more effectively.

Sometimes your customers expect updates even if they’'re not the
ones to initiate a service request. For such instances, you can send

customized messages proactively with WhatsApp templates.

The IM dashboard gives you insights into the number of tickets
received through different channels, the number of incoming and
outgoing messages exchanged, agent metrics, and other KPIs.
These can help you further understand which channels to assign
more agents to and the type of questions they can expect to

receive.


https://help.zoho.com/portal/en/kb/desk/for-administrators/multi-channel-support/im/articles/getting-started-with-the-im-dashboard#Dashboard___One_place_to_monitor_all_your_Conversations_Data
https://help.zoho.com/portal/en/kb/desk/for-administrators/multi-channel-support/im/articles/creating-and-sending-canned-messages-in-im#What_are_Canned_Messages

How do we make it easy for you
to adopt IM?

Native integration with Zoho Desk

With IM, you don’t have to worry about depending on third-party integrations to connect

messaging apps with Zoho Desk. We provide native integrations with WhatsApp,

Telegram, LINE, Facebook Messenger, and WeChat. This brings its own set of benefits,

which are explored below:

Usability:

Privacy:

Updates:

Pricing:

With native integrations, information flows smoothly between the
messaging platforms and your customer service software.
All data is stored in one place, and can be accessed and utilized to

provide personalized services to customers.

Any changes in the privacy regulations will be addressed immediately
by your vendor. When multiple parties are included in your
operations, there is usually a delay in the implementation of privacy

laws and policies. Now, this can be avoided.

Similarly, any APl updates typically require action from a third-party
vendor. But with native integration, APl updates are addressed
by your software vendor. This essentially eliminates delays in the

processing of information.

Dependency on third-party integrations calls for additional pricing.
With native integration, you can cut down on the unnecessary costs

and solely focus on customer service.


https://help.zoho.com/portal/en/kb/desk/for-administrators/multi-channel-support/im/articles/integrating-whatsapp-with-zoho-desk
https://help.zoho.com/portal/en/kb/desk/for-administrators/multi-channel-support/im/articles/integrating-telegram-with-zoho-desk#Telegram_Messenger
https://help.zoho.com/portal/en/kb/desk/for-administrators/multi-channel-support/im/articles/integrating-line-with-zoho-desk#LINE_Messaging_App
https://help.zoho.com/portal/en/kb/desk/support-channels/instant-messaging/facebook-messenger/articles/integrating-facebook-messenger-with-zoho-desk#Facebook_Messenger
https://help.zoho.com/portal/en/kb/desk/for-administrators/multi-channel-support/im/articles/integrating-wechat-with-zoho-desk

Manage payments
within Zoho Desk

Zoho Desk won’t charge you for integrating messaging apps. But as we know,
messaging apps charge based on different aspects. From a business perspective,
keeping customer service activities, including payments, in one place can help
you keep things organized. With the auto-recharge payment option, you can

manage payments to messaging apps seamlessly.

Click on this link to check out some commonly asked guestions about Zoho Desk.

If you wish to proceed with the implementation, here is the link that includes

articles and videos for easy implementation.

Let’s take a look at what we’ve got for you in the realm of self-service.

n


https://help.zoho.com/portal/en/kb/desk/for-administrators/multi-channel-support/im/articles/managing-payments-for-im-through-zoho-desk#Managing_IM_Credits
https://help.zoho.com/portal/en/kb/desk/for-administrators/multi-channel-support/im/articles/instant-messaging-faqs
https://help.zoho.com/portal/en/kb/desk/for-administrators/multi-channel-support/im
https://help.zoho.com/portal/en/kb/desk/for-administrators/multi-channel-support/im

Empower
customers to
help themselves



https://www.c-store.com.au/shopper-satisfaction-on-the-rise-as-self-serve-technologies-improve-retail-experience-in-store/

How does self-service
work in the digital world?

A staggering 81% of customers want businesses to include more self-service options,

while only 11% of businesses are making this a priority. Under these circumstances, only
15% of customers achieve satisfaction from self-service. Let’s understand the reasons
behind businesses’ unwillingness to make self-service a priority and customers’ low

satisfaction levels.

Unmonitored Businesses expect self-service to reduce the agent burden and

self-service: run on auto-pilot. But when self-service is left unmonitored, you
risk leaving customers dissatisfied with outdated and irrelevant
answers, which can end up increasing the agent workload.

With this you are incurring more costs than expected.

Lack of control Another reason for customer disappointment is a lack of control

for customers: in self-service. Often, customers don’t get to choose the direction
of their interactions with a business and find it difficult to switch
between self-service options, deteriorating the quality of their

experience.

Repetition: This is another factor that kills customer happiness.
When customers are asked questions about information they
expect business to know beforehand, it distances them from the

business and decreases their satisfaction levels.


https://cxmtoday.com/news/81-of-consumers-say-they-want-more-self-service-options/

These are specific challenges to self-service. No one solution can fix it, and that'’s
exactly what your customers aren’t expecting either. They want more options to

increase their chances of getting things done on their own.

Zoho Desk helps you provide the type of self-service options your customers
want. If they are up for some reading to get the issue fixed, we provide a
knowledge base, a storehouse of information. Seamlessly manage your
Knowledge Base articles, get the articles reviewed, convert ticket resolutions into
articles, or even get reminders to update the articles with a few clicks.

If your customers are not up for searching, they can ask Zia questions and get

all the information they need in no time. With Community, you can provide your
customers with a platform to interact with other customers, raise concerns or

ideas, and have discussions.

While information rules the world of self-service, customers are looking for
more. They want to feel empowered. With Zoho Desk’s new feature, Guided
Conversations, you can equip customers to take conversations in the direction of

their choice.



What is Guided Conversations?

Guided conversations is built to enhance both the agent and customer experience. It is

a proactive, low-code self-service platform that empowers customers to find answers,
handle tasks, and do more without depending on agents. It also serves as an assistant

to agents, reducing their workload by aiding in information retrieval and task execution.
Freed from routine inquiries, agents can focus on complex issues and drive higher levels of

customer satisfaction.



How does
Guided Conversations work?

Perform quick
actions:

In any organization, various teams handling different
business processes work diligently behind the scenes. While
not all of them interact with customers directly, customers
nevertheless often have questions related to various business

processes.

With webhook functionality in GC, Zoho Desk can retrieve
information from connected databases, enabling customers
to find answers and perform actions, like tracking order
statuses, making payments, updating account details, and
much more. Additionally, it serves as a valuable assistant

for agents by swiftly retrieving requested information and

ensuring precise and prompt responses to customer queries.

Here you can read a few use cases across industries to

understand the potential of GC.

16


https://www.zoho.com/desk/help/guided-conversations/consumer-electronics-use-case.html

Industry specific use cases of GC

Financial services Ecommerce
* Request bank statements * Make purchases
* Take emergency actions, such as + Change passwords

deactivating cards ) .
* Make coupon-related inquiries

* Make payments » View product catalogs

* Enquire about the latest plans e Track orders

or nearest ATMs
* Askdiscount-related questions

* Applyforloans
¢ Return products

» Claim settlements
¢ |nitiate an exchange

¢ Access aninvestment/policies calculator
e Cancel orders

* View the latest advancements in wealth

- .
and asset management Find offline stores near you

+ Update information * Update orders

e Change delivery address

Education Manufacturing

Extract student reports ¢ Check the status of supplies

« Submitassignments and inventory

) ) e Trackorders
* Review assignments

« Payfees * Place orders

* Ask course-related questions * Order changes

e Book demo classes

e Renew online course memberships

= Bosk



Healthcare industry

Schedule appointments

Book vaccine appointments

Get reports
Book tests

Find nearby hospitals

Check the doctor’s availability
Place medicine orders
Access medicine schedules
Ask check-up related queries

Ask health-related questions

Check the availability of particular

medicines

Make an insurance claim

Food and beverages

Book tables
Check menus
Place food orders
Make payments
Issue refunds
Give feedback
Cancel orders

Check nearby restaurants

= Bosk

Travel and tourism

* Check packages

* Booktrips

Book hotels

¢ Ask questions related to the destination
¢ Accessareal-time guide

* Initiate refunds and cancellations

o Give feedback

Energy and gas

* Update address for services
* Make monthly bill payments
* Report meter readings

* Requestinvoices

e Change plans

* Update plans



Setting up
is easy:

The backend setup of most self-service platforms can be
overwhelming for a non-tech individual. But with GC, you can use a
no-code GUI builder to create flows with the simple drag-and-drop

option. Blocks, paths, and variables are the components of GC used for

building flows and making conversations more human-like.

With blocks, you get to choose your content form to communicate
with your customers. Make conversations more engaging by including
images, emojis, videos, or text. This way, you make conversations
more interesting and avoid the risk of miscommunication, which often

occurs during open-ended bot interactions.

Not every conversation follows the same direction as the flows you’ve
set. Paths help you respond to the uniqueness of your customer
interactions. You can copy paths from previous flows or even delete

the unnecessary ones, making flows more customer-centric.

A touch of personalization, even during bot interactions, can help to
enhance the customer experience. Variables make this possible. With
variables, you can collect essential customer information throughout

the flow and avoid redundancy.

Further, you can embed these flows on different websites or make the
QR code available across messaging channels for easy accessibility.
Additionally, you can control the visibility permissions for the created

flows.

19


https://help.zoho.com/portal/en/kb/desk/for-administrators/organization-settings/articles/components-of-the-gc-flow-builder#Fork_Block

Flexibility in
communication:

Enhanced
performance:

More
convenience:

Secure
experiences:

Sometimes, even numerous flows won’t solve your customer’s
issues, due to their unique nature. For this, we provide the
flexibility for your customers to switch to live chat. They can also

switch to a knowledge base right on the same page.

Monitoring bot performance is crucial for staying attuned to your
customers’ needs. Flow metrics offer insights into bottlenecks or
drop-offs within a flow, enabling you to make enhancements and

elevate the self-service experience for your users.

Not every customer interaction happens in one place. Your
customers might start a conversation on the web and switch

to the phone due to situational conditions. GC offers them the
flexibility to switch platforms and continue the conversation just

by signing into the help center through the device in use.

Confidentiality of data is of paramount importance when handling

important customer information. With JWT authentication in Zoho

Desk, your customers can safely access information by logging
into the business help center. This serves their purpose of

self-service while maintaining security.

20


https://help.zoho.com/portal/en/kb/desk/for-developers/asap/general/articles/jwt-for-authenticating-users-in-the-asap-add-ons#Introduction

Bring self-service to the
omnichannel universe

Wouldn’t customers like to help themselves in the omnichannel universe? Definitely,
yes! Integration of GC and IM helps customers get the best of both the self-service and
omnichannel worlds. They can get things done on their own, even when using WhatsApp,

WeChat, Line, and Telegram.

Say a customer wishes to update their shipping address. They visit your website, click
on the WhatsApp link, and begin the interaction. With a few clicks, they can update their

address—on their favorite channel, all on their own.

21



Enhance
employea
experiences




New Ul

Your employees use software everyday to resolve customer issues and ensure
high levels of customer satisfaction. A clean, user-friendly interface increases

usability, and in turn, the quality of the service provided.

The all-new Zoho Desk is more interactive as your agents can change ticket
statuses, mark tickets as read or unread, copy ticket details, and more from the
Ticket Queue View without opening the ticket at all. The detailed contact view
further facilitates effective communication with the color-coded distinction
between private and public comments. The new Ul also fosters your agents and
managers to make effective decisions with detailed contact view and the latest

headquarters view.

23



The new Ul is clean,

and easy to use.

REQUESTS

B

N

Team
Feeds

Views

&l
Agent
Queue

&l
Team
Queue

Requests

EMPLOYEES  ACTIVITES  SOCIAL

All Requests ~

Low (10+)

[=) # 1703 Zylker Travel website
unresponsive
Amy @ . ZylCares

©= 04 Dec2022 - @ EngineeringWIP . =L

4

# 1699 Places to visit during
India visit

Collins @ . Zylker Travels
©= 03Dec2022 . Open . =L

b4 # 1684 Car rental in o
Dubai

Linchpin Apps @ . Zylker Travels
©= 04Dec2022 . @ Escalated . =t

(S # 1669 Stay optionsin
Santorini

Ashley James [ . Zylker Travels

©= 04Dec2022 - Q Open . =L

Employees Activities Social

High (4)

©

# 1695 Hotels near city
Ashlin Paul @ . Zylker Travels
©= 03Dec2022 . ® Open . =L

# 1694 Visa application o
issue

Siddharth @ . ZylCares
©= 03Dec2022 - ® InProgress . =L

# 1687 Reschedule Bight
Richards @ . ZylCares
©= 02Dec2022 - ® Open . =L

# 1672 Vietnam activities
package

Cindy Miles @ . ZylCares

©= 01Dec2022 . Q Escalated . =L

responsive,

Other Priority

)

(

\
J

&

All Departments -

E

# 1705 Extend my stay
Rossner @ . ZylCares
©= 04Dec2022 - ® OnHold - =

(© # 1704 Awaiting Refund

Pavz (@ . Zylker Finance
©= 04 Dec 2022 -  Refund Initiated . =L

) # 1696 Maldives Itinerary

Avi @ . Zylker Travels
©= 03Dec2022 - Q Escalated . =L

Y # 1688 Store account

balance
Camy @ . Zylker Finance
©= 04 Dec 2022 - ® Manager Approved . =L

Priority Mode v

Other Priority (3)

Zylker physical outlet

#1705. Rossner [
04Dec. g5 ZylCares

=1 Q On Hold o =

Awaiting refund
#1704. Pavz [
04Dec. g5 Zylker Re..

v = Q Refund Initiated

Y

ag All Requests ~
HQ
High (3) Medium (8) Low (10+)
N
FTea‘T Hotels near city Australia package... o ZTravel website...
eeds
#1701 . Smith [ #1703. Amy [
[~ 03Dec. g5 Zylker Sales 04Dec. du ZylCares
Vit © =1 Q Open g = @ On Hold
&ll
Agent e Delivery ETA Places to visit during...
Queue
#1670 . Arrington Ltd. [ #1699. Collins [z
&I Zylcares 03Dec. & Zylker Travels
Team
Queue Y = Q Open § = @ InProgress
Early delivery required Paragliding details Roll back updates
#1687. Richards ] #1670 . Hawkins & #1684, Linchpin Apps [
. an Zylker... ZTravel ©=03Dec. & Zylker Tech
@ = Q On Hold o =1 Q Open
=

=1

Maldives Itinerary o
#1696. Avi @

04Dec. g Zylker Re...

Q Open © =1
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User preferences

We all like to have things done our way. What do you do when you buy a new phone?
You modify the look and appearance according to your liking. You are at ease with your
phone once you have it your way. Similarly, getting to personalize your software makes you

more comfortable with it.

Your agents can change the look and feel of Zoho Desk according to their preferences.
They can change the display layout, set themes, choose the font type and size, change the

editor font, and even switch to night mode.

Appearance
Choose the mode in which you want to view your helpdesk.

Requests Employees Activities Social All Departments - @ - m

=g All Requests ~ Light Mode v Night Mode Auto ©
Q
Al Medium (8) Low (104) () Make left panel light
N
FT:;;: Hotels near city Australia package for two o zTravel webs Theme
#1695, Ashlin Paul @ #1701 . Smith @ #1703. Amy (@ Select the theme to be applied to your helpdesk.
[~ 03Dec. b zTravel 03Dec. gb Zylker Sales 04 Dec. & -
Views ®= @ Open el  On Hold . . @ ‘ J .
& Red Green Blue Yellow Orange
Agent Visa application issue o Delivery ETA Places to visi
e #1694, Sicdharth #1670 . ArringtonLtd. & #1699 colinsff  Display Layout
&1 03Dec. 6 zTravel 03Dec. 6 ZylCares 03Dec. & Choose a layout that is optimal for your screen resolution.
QT:Z[.I“E Q = Q Open Q = Q In Progress I_ Full Width .
Early delivery required Paragliding details
#1687. Richards @ #1670 . Hawkins @ Display Font Type

02Dec. &b Zylker.. 01Dec. ¢ zTravel X
Zoho Puvi Lato v/ Roboto
ZRE @ On Hold &

Display Font Size  Reset

Default Editor Font

Select the default font type and size for your email
description and reply editors.

Personalize Reply Button

« Select the reply actions you want the
button to display by default.

Zoho

Desk



Digital accessibility

Digital accessibility promotes inclusivity, and refers to providing users of all abilities the
same ease of using software, web-based applications, and mobile applications. In a
working environment where digitization is prevalent, we need to be mindful of providing
the same convenience and ease to everybody who uses the provided technology.

Only when users can interact with their software tools easily will they be able to perform

tasks quickly and effectively.

All Requests ~

High (4)

Visa application issue 2, Hotels near Singapore airport Places to
Hotels near city #1694 . Siddharth EI #1700 ~ Amherst Finance B
#1695  Ashlin Paul & ©F 03Dec 2022 . d ZylCares ®F 03Dec2022 - & Zylker Travels
©= 03 Dec 2022 . & Zylker Travels 9 = Q Open
Visa application issue i3
#1694 . Siddharth & Reading Mask
©= 03 Dec 2022 . & ZylCares
®= Abc
. . L. Hotels near city
Stay options in Santorini
Reschedule flight
L ] #1669 .| AshleyJames | [l o=
©= 30Nov2022 . gn Zylker Travels
CUStom Scroubar Visa application issue o,
Q In Progress @ = pp o
#1694 . Siddharth &
. , Abc . Abc e =
Paragliding details Emphasze Focus Area
#1687 Hawkins [ Early delivery required
®= 01 Dec 2022 . & Zylker Travels Ab #1687 . Richards &
. C
Reschedule flight
o | #1687 . Richards & [ InProgress | g o
Underline Links | 7% [SinProgres ’
©= 02 Dec 2022 . g5 ZylCares - S ¥ r
Highlight Critical Information Display Font Size

Zoho

Desk



Zoho Desk has included accessibility controls to make it easy for agents of all abilities

to have a seamless experience.

Let’s take a look at the new additions:

1

Cognitive disability refers to the inability to comprehend and view
information along with other processing difficulties. People with cognitive
disabilities, like dyslexia, can use a display layout that allows them to adjust
the appearance of the screen. By highlighting critical information, like ticket
ID, ticket color, contact details, and underline links, users can more easily

read and understand the information they are provided.

At times, difficulty in concentrating can get in the way of the effective
performance of an individual. To help stay focused, your agents can turn on
Emphasize Focused Areas, which highlights information by adding a border

around it. For distraction-free reading, your agents can use reading masks

that help them focus on the text they are reading while masking the rest of it.

Often, animated content with flashes and fast movement can affect
individuals with seizure disorders. With animation controls, your agents can

control the transitions and animations within Zoho Desk.

Visual impairment has been a rising concern, and can take the form of low
vision, color blindness, and blindness. With the Display Font Size option,
your agents can adjust fonts as needed. Zoom levels can be changed for
easy viewing. Differentiating color spectrum makes software difficult to
access for people with color blindness, but with Zoho Desk, agents can

adjust the screen brightness and change themes for clear visibility.
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Provide secure experiences

No amount of personalization would suffice if the customer’s data is at stake.

And no amount of security would do if the customer does not have a say in it.

We understand that you can build stronger relations when the foundations are strong

enough to hold them. With Zoho Desk'’s privacy control features, your customers can be

rest assured that their data remains in their control.

Data subject
requests:

Read receipts:

Data backup:

Data subject requests, as covered by GDPR, give users the right
to exercise control over their data. With the privacy controls in
Zoho Desk, you can easily manage these requests while

maintaining data integrity.

Customer’s also have complete control over providing

read receipts. Receiving read receipts can help your agents
understand if your customers have read their emails. This insight
helps you know if you are required to follow up on customers and

take other actions accordingly.

Stay more in control of your help desk data. With Zoho Desk

you can backup data periodically and schedule data backups

as per your choice.
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Conclusion
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