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Exeenlive Summ y

The customer experience journey has evolved significantly
throughout history. From face-to-face interactions in
traditional marketplaces to the rapid expansion of the
digital age, businesses have continuously sought ways

to engage and retain customers.

Today, we stand at the cusp of a new era — the age
of omniexperience — where a customer-centric

world emerges, defined by seamless, integrated,

and consistent experiences across all channels and
touchpoints. The desire for personalised and real-
time interactions drives the adoption of messaging
platforms, which play an increasingly critical role in
crafting a truly immersive omniexperience. This guide
delves into the transformative power of messaging
platforms, the benefits they bring, exemplary platforms,
best practices, challenges, and future prospects that

provoke thought and inspire innovation.
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The Transformative Role of
Messaging Platforms

Messaging platforms have the potential to revolutionise the
omniexperience by enabling instantaneous communication
and personalised interactions between businesses and
customers. These platforms foster an informal communication
environment preferred by customers, creating authentic
connections, and facilitating instant responses. By embracing
messaging platforms as part of their omniexperience
strategy, businesses can radically enhance customer

satisfaction and engagement.

The Impact of Messaging Platforms on
Customer Experience

1. Driving engagement and customer satisfaction:
Messaging platforms empower businesses to address
customer inquiries swiftly, provide real-time support, and
nurture lasting relationships. For example, some Airlines
started using Facebook Messenger to send booking
confirmations, flight updates, and boarding passes, resulting

in increased customer satisfaction. A Global Insights Survey

revealed that out of all the customer contact methods,
communication through mobile apps, instant messengers,

and live chat had the highest satisfaction scores.! According
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to Ameyo, 57% of customers would rather contact
companies via social media or email instead of using voice-

based customer support.?

2. Streamlining efficiency and productivity:

Instant communication accelerates problem resolution
and optimises internal workflows. For instance, Slack is a
messaging platform that facilitates real-time collaboration,
helping teams communicate more efficiently and complete
tasks faster. Slack can also be used to boost agent
productivity by enabling them to solve customer issues in

real-time via a Slack channel.

3. Reducing costs:

Messaging platforms can minimise the need for human
agents and thus reduce costs. Some online retailers, for
example, replaced email support with Facebook Messenger,
which led to faster response times and reduced operational
costs. According to Meta, IKEA Hong Kong increased agent
productivity 78% by incorporating Facebook Messenger into

their customer service regime.?

4. Enabling data-driven decisions:
Businesses can harness valuable insights from customer
interactions on messaging platforms to make informed

decisions and refine their services. For example, a restaurant
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chain using WhatsApp to communicate with customers could
analyse conversation data to identify popular menu items
and improve their offerings. Airline KLM uses WhatsApp to
update customers about their flight details.* The messages

consist of luggage carousel information and where their

boarding gate is.
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Pioneering Messaging
Platforms

WhatsApp and Facebook Messenger are market-leading
messaging platforms that support the omniexperience.

Both platforms offer a rich array of communication features,
including multimedia sharing, chatbot integration, and end-to-
end encryption. People across age ranges prefer messaging
platforms. In fact, 69% of consumers prefer chatbots for
receiving instant messages instead of calling or emailing a

business.® By harnessing these platforms, businesses can

engage with customers more personally and securely.
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Best Practices for Harnessing
Messaging Platforms

1. Creating a cohesive brand experience:

Businesses should ensure a consistent brand voice,
messaging, and customer experience across all channels. For
example, Sephora, a famous cosmetic brand, started using
Facebook Messenger to offer personalised beauty advice and
product recommendations, maintaining a consistent brand

image and tone throughout customer interactions.®

2. Seamlessly integrating messaging platforms with
other channels:

To maximise the omniexperience, businesses should
integrate messaging platforms with their existing customer
service and marketing channels. For instance, Uber
integrated Facebook Messenger, allowing users to request
rides directly from the messaging app and share their trip

details with friends”

3. Tailoring interactions to individual customers:
Businesses should use data insights to customise messaging
and interactions based on customer preferences and behaviour.
For example, e-commerce platforms have started using a
chatbot on Facebook Messenger to recommend products

based on the user’s preferences and previous interactions.
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4. Prioritising data privacy and security:

Companies must uphold data privacy and security, adhering
to relevant regulations to safeguard customer information.
WhatsApp, for instance, employs end-to-end encryption to

ensure the privacy and security of its users’ conversations.

Overcoming Challenges in
Implementing Messaging Platforms

1. Navigating technical integration with legacy systems:
Businesses may face challenges integrating messaging
platforms with their existing systems and processes. For
example, a financial institution might struggle to connect its
legacy customer relationship management (CRM) system

with modern messaging platforms like WhatsApp.

2. Managing customer expectations:

Ensuring prompt responses and maintaining high-quality
customer service can be demanding, especially during
peak times. For instance, e-commerce companies may
face difficulties responding to a sudden surge in customer

inquiries during the holiday season.
3. Complying with regulatory requirements:

Businesses must traverse complex regulatory landscapes,

ensuring compliance with data privacy, security, and other
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regulations. For example, healthcare providers using
messaging platforms need to comply with the General Data

Protection Regulation (GDPR) in the European Union (EU).

The Future of Messaging Platforms:
Emerging Opportunities and Trends

The rapid evolution of technology presents businesses
with unprecedented opportunities to further enhance the
omniexperience through messaging platforms. Emerging
technologies such as artificial intelligence (Al), augmented

reality (AR), and the incorporation of blockchain platforms are

b A4
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poised to reshape the customer experience landscape. By
staying attuned to these trends and adapting their strategies,
businesses can harness messaging platforms to deliver a

truly exceptional and thought-provoking omniexperience.

1. Artificial Intelligence:

Al-powered chatbots can improve the customer experience by
providing instant support and personalised recommendations.
For example, an online store can use a chatbot on WhatsApp
to offer users style advice and product suggestions based on

their preferences.

.
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2. Augmented Reality:

AR can enhance the customer experience by allowing users
to visualise products in real-world environments. IKEA
created an app, for instance, using AR technology to help

customers visualise how furniture will look in their homes.®

3. Blockchain Technology:

Blockchain can improve the security and transparency of
customer data and transactions. For instance, De Beers
Group is utilising a blockchain platform to provide secure
source assurance at scale, reducing the risk of fraud and

enhancing trust.®
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The history of customer engagement has led us to the era

Appendices

of messaging platforms, which hold the power to redefine
the omniexperience, enabling real-time, personalised

communication that captivates customers. By effectively 1. Teleperformance SE, White Paper, “The Digital Shift: Keeping up with the evolving customer,”2023

leveraging these platforms, businesses can elevate customer https://www.teleperformance.com/media/5i0ni2ny/gmt_wp_the-digital-shift_-keeping-up-with-the-evolving-customer_may_2023.pdf
satisfaction, efficiency, and data-driven decision-making. As
2. Nextiva, “100+ Essential Customer Service Statistics & Trends for 2023,’March 31, 2023

https://www.nextiva.com/blog/customer-service-statistics.html.

technology continues to advance, businesses must adapt
their strategies to seize new opportunities, ensuring they

provide a compelling, integrated customer experience that 3. Meta, “IKEA Hong Kong, Improving customer experience with Messenger,” 2023

challenges conventional norms and ignites innovation. https://developers.facebook.com/success-stories/ikea-hk.
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CCW Europe Digital is the European chapter of the global CCW
Digital community. Our focus is on sharing the content that matters,
providing value-rich insights through industry reports, best practices,
latest news, interviews with customer contact thought leaders, online
and in-person events, and so much more.

By joining our growing network, you will be able to connect, learn,

and interact with fellow industry professionals and stay up to date
with the latest trends to help you achieve your business goals.

Become a member today to receive exclusive access
to our content and regular industry updates.
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Divisional Director
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Let’s discuss how you can drive your business to the next level by connecting
you with your top prospects. Reach out to our team to find out what activities
are available on CCW Europe Digital’s event and editorial calendar.

Simon Hall

Industry Analyst a—
CCW Europe Digital

If you are interested in becoming a CCW Europe Digital contributor,
please get in touch with Simon Hall, CCW Europe Digital’s Senior Editor
and Industry Analyst.
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