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Customers prefer omnichannel support

It's easy to confuse multichannel and Meanwhile, an omnichannel experience
omnichannel approaches to support. ensures that the conversation history
The main difference lies in the level of and context seamlessly transition
integration and continuity each approach across channels, empowering agents

facilitates between channels. A multichannel  to deliver enhanced and personalized
experience gives customers access to support. When you use Zoho Desk, your

multiple communication channels, like chat,  customers can reach out to you through

phone, or SMS. However, these channels various channels, and the platform
operate independently, and cross-channel gives your support team context for a
conversations are difficult. connected and consistent experience.

A centralized hub for requests from
all channels

Context plays a key role in your agents’ ability to resolve a customer’s issue and answer

their questions.

Take, for example, an electronic goods company called “HomeMaker,” which sells all
kinds of electronic products and home appliances. They have a skilled support team
available across channels. While they are exceptional at what they do, as the company
expands, the support team needs a system in place to streamline and manage requests

posted on various channels.
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It is important for the support agent handling the request to be aware of the customer’s

cross-channel communication attempts.

Alex, the support manager and Zoho Desk administrator, sets up omnichannel
communication within Desk.

Now, customer intraction on various channels, such as chat, phone, Twitter, Facebook,
Instagram, and the Help Center community forum, are converted to tickets and
presented alongside email tickets in a single view. This consolidation helps agents stay on
top of the requests received from customers on various channels. Let’s take a closer look

at how Desk supports communication on these channels commonly used for support.

¥ MyTickets ~ ¥

Total Count = Classic View ~

< Open BRG] v
@z Hey! | need my broken Zphone cable replaced. Can you ‘b
#1458 . PrashanthSc . ®= 16Sep 2023 . ® 17 Sep 2023 12:00PM @
Closed =1 16}
© Zpad 12 pro cost details Cowdel] = @ @
#1961 John Smith . Zphone US . ©<x28Sep 2023
Q Zphone battery heating issue s T @
#1959 . AlvaroViquez . ©<30 Sep 2023 !
Escalated =1 5} ﬁ
B Hello. I'm having a software issue with my zPad. Could you help?
¢ #1588 . JohnBond . Grand Hotels & Resorts Ltd . ©=10ct 2023 ® 20ct202310:30PM
& zPad screeen replacement

#1750 . Rossner . Amy's Food Factory . ®=20ct2023 © 20ct20231:33PM

Q zPad enquiry
#1656 . Amelia 10ct2023 . ¥20ct20235:21PM




Email remains powerful

There is no doubt that email remains an incredibly popular channel for customer support.
Let’s find out how the options in Zoho Desk can help you offer premium customer support
with an email ticketing system.

Work modes

Quick, simple metrics:

Identify and anticipate peak hours to help agents work efficiently.

¥ My Tickets ~
Open (8) OnHold (3) Escalated (2) Other Status (1)
Need replacement for "b zPad front camera issue 9 zPad enquiry @ Slack Review : The phone app
shattered zPad Screen . X . . is flaky
#1618 . Barry Zingovich . Bazinga Inc. #1656 . Amelia
#1968 Sol Davidsen . Design Indus ©© 4 Oct202312:00PM ¥ 30Sep 202312:33PM #1448 . PChaudhry
¥ 31Aug 2023 06:00 PM SR Q = S § = © 29 Nov 2022
@ Open @9 = Awaiting EngineeringR... €8 =
zPad front camera issue 9 zPad Battery is not charging 9
Hello. I'm having a software ‘”’ ) after the new OS update
i ith my zPad. Could y #1399 - NeerajaS
lssuewi : © 5 0ct 2023 2:23PM #1622 . Henry Kramer
#1588 . JohnB... . Grand Hotels & Resor... o« — ¥ 50ct2023 4:45PM
On Hold & =2
% 08 Sep 202310:30 PM b @ =
9, Open G =1
< Open ~ B CONTACT INFO
2 Sol Davidsen
Ne  Open 7 )
sh Design Indus
) sol.design@gmail.com
c
. . il On Hold +14 083529191 &, (©
Easy navigation: b | >
.
. Escalated
Switch between the Work Mode 5 TICKET PROPERTIES
sl . Other Status
’
columns within the ticket’s a | .
il \/i issue with my zPad. Could...
Detail View. Y QP voursbaria
#1588 . JohnB... . Grand Hotels & Reso... 8
¥ 08 Sep202310:30 PM
P Status &
Q Open Gz =1 Q Open

(O]
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Personalized tickets display:
Focus on specific ticket categories by choosing Predefined and Custom views.

Tickets  Customers  Chat Social IM  Analytics Community Knowledge Base  Activities

ALL VIEWS My Tickets ~

All Tickets n (8) On Hold (3) Escalated (2)

Closed Tickets
bed replacement for 9 zPad front camera issue 3 zPad enqui

Community attered zPad Screen

#1618 . Barry Zingovich . Bazingalnc. #1656 . Amel
. P68 Sol Davidsen . Design Indus ¥ 20 Sep 2023 1:32 AM ¥ 30 Sep 202:
Customer Responded Tic... b
ct2023 _
On Hold ¥ =1 Escalated
Missed Chats > Open m
My Tickets
Bllo. I'm having a software 9
My On Hold Tickets pue with my zPad. Could y...
X 88 . JohnB... . Grand Hotels & Resor...
My Open Tickets On Hold
Escalated

My Overdue Tickets f> Open G =1

My Response Overdue Ti...
My Teams Open Tickets

On Hold Tickets

Open Tickets

Overdue Tickets

Pending tickets

Bulk updates:

Assign, update, merge, or delete multiple tickets at once.

vv My Tickets ~ ‘

W2 8 & @ @ o U1£COO@O°‘
[\_Ll necu icpiavenienioiu " TjLArau vl Ldllieid 1oaue " Lrdu enyuny " _—

shattered zPad Screen

#1618 . Barry Zingovich . Bazinga Inc. #1656 . Amelia
#1968 Sol Davidsen . Design Indus 14 Dec 2022 ¥ 29 Jul 2023 03:23 AM
31Aug 2023 06:00 PM
: 9 On Hold ¥ = Escalated ¥ =
< Open @ =
H‘ zPad front camera issue “y
| . i
] !—Iello. | m having a software @ #1556 . Neeraja
issue with my zPad. Could y...
14 Dec 2022
#1588 . JohnB... . Grand Hotels & Resor... "
OnHold R =3

¥ 08 Sep 202310:30 PM

Escalated
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Al assistance

Ticket sentiment:

Get help categorizing tickets by a positive, negative, or neutral tone

and prioritize responses.

& Zia powered by ChatGPT

Z6n TICKET PREDICTION  REPLY ASSISTANCE

- . . 2 CONVERSATIONS ~
Ticket mood analysis -

frustrated ‘b Yod Agbaria

©  The customer received a damaged product Please refer #1760
@ and is seeking a resolution.
i

O]
i S0 Sol Davidsen
> Regenerate

@  Ticket summary

@  Sol Davidsen received a zPad with a
cracked screen and is inquiring about
getting a free replacement.

5 <3 Regenerate

Reply assistance:

RESOLUTION 12 TIME ENTRY

1 Sep 2023 08:30 AM

30 Aug 2023 06:29 PM { 20 days ago )

Get relevant help article suggestions from Zia and paste the contents

into your ticket response.

[& Zia powered by ChatGPT

20 TICKET PREDICTION  REPLY ASSISTANCE

Reply Suggestion

Dear Sol Davidsen,

VERSATIONS -

Thank you for reaching out to us regarding the issue with your zPad. | Yod Ag baria

logize for the | i o by th ked screan,
In order to assist you further, could you please provide me with your arder
number or any other relevant information? This will help us locate your
purchase in our system and procead with the necessary steps to resolve :
el Sol Davidsen
Once we have the required information, we will be able to determine if you
,{5 are eligible for a free replacement. Our team will do thelr best to assist you
and provide a satisfactory solutien,
Thank you for your patience and cooparation. Wa look ferward to hearing
from you soon.

Best regards, [Your Name] Customer Support Agent

= Paste to Ticket Regeneate
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RESOLUTION 12 TIME ENTRY

11 Sep 2023 08:30 AM

30 Aug 2023 06:29 PM ( 20 days ago )

ATTACHMENT

ATTACHMENT
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Timeline view

Conversational history:

View tickets received from contacts in chronological order.

Targeted engagement:
Determine whether the customer is new or existing and assign their ticket to

agents accordingly.

Enhanced ticket resolution:

Review past correspondence and leverage ticket context to provide targeted solutions.

Ticket consolidation:

Merge multiple tickets about the same issue to maintain an organized system.

& Timeline zPad ~
b2
& 30 Aug 2023
TONVERSATIONS - RESOLUTION 12 TIME ENTRY. ATTACHMENT ACTIVITY

06:29 PM | —
. / Need replacement for ‘b b Yod Agbaria 115ep 2023 08:30 AM

shattered zPad Screen
#1968 . Sol Davidsen . Open 1ase refer #1760

%)
27 Sol Davidsen 30 Aug 2023 06:29 PM (20 days ago )
30 Nov 2022

04:36 PM s

Require assistance with %
installation and setup

) #1828 . Sol Davidsen . Closed

Zoho

Desk



Ticket sharing and collaboration

Sharing permissions:
Provide full, restricted, or read-only access to tickets that you share with other

departments.

Secure customer correspondence:

Prevent editing or further sharing of tickets by other departments.

Share Ticket

Share this ticket with other

®s

=3

departments for their agents to
collaborate towards resolving it based

ko3 on the access level. Learn More 2 CONVERSATIONS RESOLUTION 12 TIME ENTRY ATTACHMENT  ACTIVITY

“ Yod Agbaria 11 Sep 2023 08:30 AM

Please refer #1760
Support

Full Access = @
SD” Sol Davidsen = 30 Aug 2023 06:29 PM ( 20 days ago )

Allows full access to the Ticket o
except for changing their status
and assignee.

@
%
B Full Access
#

Restricted Access

8 Limits the agents to leave private
comments and forward Ticket
0 conversations.

=] Read Only Access

Limits the agents to view the Ticket
and leave private comments.
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Macros

Automated actions:

Read through a ticket and send email alerts, update fields, or assign tasks in just a click.

Le

CONTACT INFO
T )

John Bond 9 CONVERSATIONS - RESOLUTION 30 TIME ENTRY L ATTACHMENT JACTIVITIES APPROVAL
& & vl o S et

"

. ﬂ Yod Agbaria 23t Feb 2023 10:24 B8 ( respanded in 131 days |
=]
- TICKET PROPEATIES
% Ticket Qwnor

“ ¥od Agharia
H 0

o SUT support 14 ot 2027 0526 PM{ 340 days age )

Clased tima MACROS

22 Feb 202310:25PM —

dasth 5 E7pM  Edited

spod  wili  2os  information Installation

Training
' 1 days aga |
3 Demo reminder
5
Apply Macse [l Remote Azsist 0

New Macro  zPad -

1  Basiclr EMRTMENTS Id
' Documentation
Departmental customization: 5:”:"“
Set up macros for each department ph
and customize them based on each ’

department’s needs.
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Instant connections and real-time
conversations with Live Chat

Customers expect quick responses to their questions and requests. Embracing live

chatis a highly effective approach to staying ahead of your competition. With Desk’s

Live Chat feature, every brand or sub-department can have their own personalized

chat widgets that align with their brand ideology.

View active, missed and
closed chats

SR E Convert chats to tickets
Active (1) Missed Closed (47)

Contact Owner Yod Agbaria

Convert chat as Ticket

John Smith | #83 03:56 PM

Welcome to Zylker Support! How...

Engage in parallel conversations

Rhea o Andrew James e

1 visitor waiting
#73 Hey!

137:14 PM by Rhea - rheaiden

ait com James

Rhea Hey! & Zylker Phone

Yod Agbarla  Welcome to Zylker Support! How can | help you? &9 james@gmail.com

thea  Zylker Phone has slowed down after update
my phone.

Decline

Yod Agbaria In case you've updated your Zylker phone recenthy
and have begun to experience

Customize chat widgets

Personalisstion

Tream

Hide widget message

Custom Sticker - Float
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Hey! | am unnable to restart

Get visitor notifications

Use canned responses

Welcome to Zylker Support.

Welcome Message

Canned Messages | More Actions | ()

Embed customer
happiness ratings

o
Bot next door! Always here ta h

Hawve mailed yau the Brochure and other

santlowtars.

Do check out the new range of loungers that

we hiwve fatnched and do drop by aur store

Sure thankos much, Will definitely stop By,

Rate e chat sesstan that you had with Zyt
ow

Ohay Good Great

Zoho

Desk



Customer support through social media

Social mediais a valuable touchpoint

for customer support and relationship
building. With the ability to capture
messages, comments, and inquiries from
platforms such as Facebook, Twitter, and
Instagram, businesses can centralize
social customer service efforts within

the Zoho Desk ecosystem. Remember
Alex, the Support manager from the

HomeMaker electronics company?

He recognized the significance of this
communication channel and integrated
social media. As a result, his team became
adept at promptly addressing comments,
tags, messages, and mentions, and
engaging with customers across their
preferred social media platforms.

Let’s take a peek at what his team has

been doing.

Tickets ~ Customers Chat Social IM  Analytics Community

@ Zylker Tweets

Facebook Feed

Josephimarler
Private Messages
@ [ Posted on Twitter - 28 Sep 2023 07:58 PM

Twitter Feed

Direct Messages
© u O

Instagram Feed

Direct Message LeslieFoods

@ [ Posted on Twitter - 22 Sep 2023 04:13 AM

o nu Q

Knowledge Base

Activities My Followed Tickets =

[# Post Tweet

Repair Jobs

Mentions ~

@zylker inc Is there a shortcut to send videos to another zPhone?

#1060

@zylker_inc My GPS is not working! Every time | try to load the app, my phone starts to crash.
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°
Reply, assist, - -
a n d eXte n d @HomeMaker Hithere! | recently purchased your latest XYZ refrigerator,

and I'm having trouble with the convertible freezer. Can you please help?

help through 7:35PM - Augh, 2023
DMs | ' S —

/5, Customer Support Team
v to@joshm

Hi @JoshM! We're here to assist. We're sorry to hear about the issue. Let's work
together to resolve this. Have you tried these steps: Press the Freezer to Fridge
button for 3 seconds on the Digital display. Make sure you wait for an hour
before you check the results. If the issue persists, please DM us your contact
details and model information. We'll do our best to help you out!

7:35PM + Aug’, 2023

Q 2.3k 11 46k QO 58k il

=

Convert social interactions into tickets
and perform ticketing actions without
leaving the module

TechEnthusiast @

Hey @TechGadaetCo, | just got your new SmartHome Printer and I'm
excited to set it up. But half-way through, the setup froze. Can you assist?
4:35PM - Aug 2, 2023
Q) M9k 11 46k ) 38k il L

. Customer Support Team
v I o @joshm

Hello @TechEnthusiast! We're here to help you get your SmartHome Hub up and
running smoothly. We apologize for the inconvenience. To help us provide you
with the best possible support, could you please DM us your contact details and a
brief description of the problem? Our team will prioritize your case and get back to
you promptly.

4:35PM + Aug 2, 2023

Q 223k 13 2.6k Q) 48k il &
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Manage multiple brands and social
channelsin a single place:

IM Analytics Community Knowledge Base Activities Repair lobs My Followed Tickets =

Tweets Mentions « & Post Tweet

osephimarier #1059

Facebook Feed
—I_lfl Posted on Twitter - 13 Nov 2018 0B:00 PM

Private Messages 1 c Is there a shortcut to send videos to another zPhone?
v
Fe
LeslieFoods Noan

- [ Posted on Twitter 13 Nov 2018 07:58 Py
Direct Messages RIS g 2
er inc My GPS is not working! Every time | try to load the app, my phone starts to crash.

Instagram Feed o Q

Direct Message
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Convert tickets based on specific
keywords

¢ Social

BRAND INFORMATION

. FACEBOOK TWITTER INSTAGRAM

Keyword Settings

Only posts and private messages containing the following keywords will be automatically converted into Ticket
reimburse & refund @

Select Department

HomeMaker Return and Refunds

(e )

) Returns and Refunds Team

order #12345, but the color of the blender is
not what | ordered. Can you assist me with Delivery Team
an exchange or refund it?

ﬂ Hi @HomeMakerCares, | recently received

| love your latest summer deals!
@HomeMaker, | just bought the mini
refrigerator in pastel green. Is it possible to

gift wrap it before you deliver? It's a gift for
my niece:)

13| Omni-channel presence for a top-notch customer experience. |Z)°g°sk



Phone calls for a personal touch

Phone support brings a human touch to customer support, enabling immediate
assistance and providing a great opportunity to build customer relationships. Often,
complex issues are addressed better over a call, which allows support agents to
convey empathy, listen to customers, provide step-by-step guidance, and get instant
feedback at the end. Zoho Desk offers integrations with a range of telephony providers,
with options like IVR and call routing, so you can manage your call center operations
within the Desk ecosystem. A variety of options, like IVR and call routing, are available

with specific telephony providers.

Meet Emily, a seasoned support agent at StarTech, whose dedication and passion for
helping customers are unmatched. One morning, as the support center buzzed with
activity, Emily’s screen lit up with an incoming call. She answered and on the other end
was a familiar voice—Josh, a frequent buyer who had encountered a hiccup while using

StarTech'’s project management tool.

Hello, this is Emily frow
StartTech support. How
can | assist you today?

:
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Emily listened attentively as Josh explained the issue, detailing the confusion around task

assignments.

Drawing on her experience, Emily requested Josh’s email address, which allowed her to
pull up his past interactions quickly, revealing a previous ticket from just a week ago. This

was great, because she could connect the dots and provide a better solution.
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She guided Josh through a step-by-step troubleshooting process. Meanwhile, on Emily’s
Zoho Desk screen, areminder blinked— a scheduled call with a high-priority customer

was approaching.
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She gracefully concluded her call with Josh, promising a follow-up call later that week.
Then, she set up areminder for the call, logged the completed call so it would get

attached to Josh’s ticket, and seamlessly navigated to her next call.

Later that evening, Josh had another small issue that he wanted to discuss with Emily,
but her shift had ended and he got an automated voice message.
His call was missed, but Zoho Desk captured it as a ticket so that Emily could address

it first thing the next morning.
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Instant conversations with Instant
Messaging channels

Instant Messaging channels, such as WhatsApp, LINE, WeChat, and Telegram, offer

another option for real-time communication with customers. As the popularity of these
channels has increased for businesses, Zoho Desk offers a unified interface where you
can integrate and configure them to answer all customer questions. Canned responses,

converting messages to tickets, and auto responses are some useful options to get you

started.

« Usethe unified IMinterface to keep track of all customer conversations.

All Channels ~

All Conversations

John
@ Chat has been ended

Jules
O Where is my order?

Jane

Jenni

Tony
@ | am unable to login

Rick
a Chat has been ended

0 What is your customer c...

VO I have a refund related is...

Q

Al ~

15 minutes ago

£

30 minutes ago

a3

6 hours ago

e
&

9 hours ago

£
&

9 hours ago

5}

10 hours ago

)
o

12 hours ago

2

G}

., David +9199**x****
)

Hi, Where is my cab?
11:01 AM

Booking ID: 1002FDERTW
11:02 AM

Okay
11:03 AM

No
11:04 AM

Yod ~

<

Hi David, can you send me your booking details?
11:01 AM &/

Thanks, your ride is confirmed and the driver will arrive at
11:15AM
11:03 AM &

Is there anything else that | can help you with?
11:04 AM &

3

3

3
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« Choose messages to convert to tickets for easy follow-up on customer questions.

All Conversations Al + @ O Kavya Rao - 0987654321 &P Yod Agbaria ~
Kavya Rao 19 Sep 2023
Hi You reopened the chat on 21 Oct 2022 02:41 PM
17 Nov 2022
... Sid 14 Oct 2022
O You reopened the chat.
Hi
10:42 AM
Hi
01:32PM
19 Sep 2023

&
©
07:05 P

REPLY

« Assign skilled and experienced agents to dedicated channels for more focused

customer support.

Agent Details

View details of the agents in this department and associate IM channels with them.

Name

Don Evans

Department
ZylCares

Associate

Select the channels you want to associate with the agent.

WhatsApp ~

(L) sandbox
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« Automate replies and notifications for subscription renewals, booking confirmations,

and more.

4 | Actions (Specify the actions to be performed when this rule is executed

Actions can be sending email alerts, assigning Tasks and updating field values)

All Actions ~

Reply via Instant Messaging
Assign Ticket

Add Tags

Add Comment

Motify via Instant Messaging
Remove Tags

Add Fallrwers

m C:‘nEEI

« Assess your team’s efficiency and get valuable insights into incoming and outgoing

messages.

Instant Messaging Dashboard <. Messenger = | All Channcls = Last 30 days =

Conversations by Status ()
FILTER BY

Last 24 Hours
3 Attended 5 Unassigned 8 Total
Today
Yesterday
2 Last 7 days
Last 30 days o

Current week

Last week

D
Current month
Last maonth

s SR (3_,) r"gh -5;}.. % 4, .-41 .34:_ v‘-‘:._ "A’_ % b »4{ ‘o «‘,4 Custom

Conversations Count
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« Setatimerto automatically convert unanswered chats to tickets after a set period of

time.

Tickets Customers Chat Social IM  Analytics Community Knowledge Base  Activities = zPad -~

Preferences ZylCares

Setup
PREFERENCES

Define your preference settings, such as chats to tickets conversion and associating agents to the integrated channels.

Phone
Web Forms
ASAP

. AGENTS BOTS TICKETS AUTO-RESPONSE CONVERSATION RULES
Instant Messaging

Integrations
Set Timer for Converting Chats into New Tickets
WhatsApp

TaIeg o This timer setting automatically creates a new Ticket if the customer responds

i to an existing conversation after a specific duration. Please select the desired

waiting period for converting the conversations into tickets from the drop-
WeChat
down list.

Preferences
" If the timer selection remains as None, this will stop the conversion of
conversations to tickets.

Canned Messages

GENERAL

Company Channel Timer
Rebranding
Business Hours
Zylker Shop v None v

Customer Happiness

Products
- - . f  sandbox v 30 Minutes -
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Gather support tickets and feedback
through user-friendly webforms

The beauty of web form lies in the simplicity of designing and publishing them on your
website. Web forms are another efficient channel to hear what customers have to

say. Using a single widget, your customers have the convenience of submitting their
inquiries, requests, or feedback. Additionally, within a unified interface are the options
to engage in a live chat, initiate community interactions and browse through relevant

articles from the knowledge base.

ZylCares
Email* Knowledge Base Community

Subject How can | book a flight?

M e N What travel insurance options are available?

How can | check the status of my flight?
What is the cancellation policy for hotel reservations?

What are the baggage allowances for different airlines?

& Attachment: q {7} Screen Shot : & Live Chat: @&

Feedback widget: A web form with predefined
fields

+ Initiate chat sessions when LiveChat is configured
+ Include screenshots and attachments
« Customize the form

« Previewform

Zoho
22| Desk
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Advanced web forms: More customization options

« Build customized forms from scratch, with multiple forms for each department.

« Automatically assign ticket to agents and avoid missing them.

Department
Zylker Travels

Fields List

Phone
Status
Due Date
Priority

Classification

Choose Layout
Zylker «

Advanced Tools

Q

First Name

Last Name

Subject

Description

Email

Attachment

Captcha

Attach files

7—g@=’2h5'— Reload

Submit

Send acknowledgment replies to form submissions.

Reset

Insert captcha, mark fields as mandatory, and provide options to attach files.

Cancel

Preview

Zoho

Desk
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Enable self-service through a
Knowledge Base and Community

Your Help Center serves as a central hub for both the Knowledge Base, which houses a
collection of help articles, and the Community, the go-to destination for engaging with
users. You can easily customize your Help Center to reflect your brand identity and enable
self-service for your customers.

The Community is a space to build a strong base of customers, experts, and partners

who are enthusiastic about helping each other solve problems. The Knowledge Base,
meanwhile, connects customers directly to answers. This is a platform where customers
can find answers on their own. Both these models can help reduce the workload on your

agents.

Home My Area  Submita Ticket Knowledge X Sam Rossner ~

All Announcement Question v Idea v Problem - Unreplied posts

75 1am unable to charge my phone

a Is any one else facing this issue?

AP |+ Problem « 3yearsago « 1reply * lastreply by Yod Agbaria + 3years ago

[ Foton

Subscribe to receive notifications from this section.

[=] Forums

Customising your zPhone
Known Issues
Troubleshooting issues on your zPhone

Zylker Meetups

Zoho

Desk
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Home My Area Submita Ticl ymmunity  Sam Rossner ~

zPad

How-to

4 zPhone

How-to

) How do | order a replacement online?
Known issues

FAQ
Turn off battery-saver mode

zWatch
How do | enable automatic update of apps through mobile data

Omnichannel support facilitates effortless customer interactions and provides support
teams with a complete picture of customer engagement and preferences. Adopting
omnichannel support is crucial for delivering a seamless, holistic customer experience,

ultimately resulting in increased customer satisfaction and loyalty.
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