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M ISSIN G O UT  O N  
O P P O RT UN IT IES



Your custom ers have changed  their 
expectations from  you! 

TToday’s customer is constantly connected, 
highly opinionated and demanding of being 
serviced when they want, across the channel 
of their choice. This means, each customer 
expects your offering to be personalized and 
relevant, coupled with great experiences each 
time you engage with them.

WithWith the quantum of data being generated 
about your customer everyday, and each 

rcustomer engaging with your brand across a 
range of channels, earning their loyalty is now a 
matter of tapping into the existing data that 
unlocks the potential of Systems of 
Engagement.Their devices are communicating 
with each other and their tastes are openly voiced 
across their social channels. Harnessing this data 
allowsallows you to engage with them at every touch 
point.

Customer engagement has evolved into being able 
to stay by your customer’s side through every step 
of the decision making and purchase journey. They 

 

need to be the center of your business. 

Providing your customer with great 
experiences and connected engagement leads 
to a singular outcome for your business: 
Increased revenue growth. 

SoSo what is your customer engagement 
strategy? Are you ready to transform your 
business digitally? If you are looking to scale 
your revenue growth you need to embrace 
change. A change that allows you to engage 
with your customer. 

Are your customer’s moving away from your brand?



A M AN IFESTO  
FO R  CH AN G E
8 attributes to engage with your customer 

better



The time to make the c hang e is here! 

Your customer doesn’t engage with brands like they used to (they have options now) 
Your customer is vocal about their opinions (social media is the gateway to their voice) 
Your customer probably knows more than you do (the internet has opened doors to comparative 
research)

This maniThis manifesto addresses the eight main steps you need to take in order to stay ahead of your 
competition and delight your customer each time they engage with you. 

M A KIN G  THE C HA N GE
TH E S U CCES S  OF YOU R BU S INES S  IS  ABOU T H OW  YOU  ENG AG E W ITH  YOU R CU S TO M ER



#1: H AV E A CON T EX T UAL  
V IEW  OF YOUR  CUST OMER



Have a 360 degree view of your customer

Create a single, real-time dashboard of your customer through advanced analytics and real-time data. 

Engage with them across channels by having a consolidated and holistic view of the customer, based 

on their interactions across channels including internal systems and social media interactions. 



#2: H EL P YOUR  CUST OMER S  
MAKE BET T ER  D ECIS ION S



Gain analytical insights on your customer
Harness the potential of the existing data, information from social media, connected devices and 

in-person engagement. Anticipate your customer needs using analytics to help your customer discover 

relevant offerings and make informed decisions during purchase.



#3: T AKE YOUR  OF F ER IN GS  T O  
YOUR  CUST OMER S  F AST ER



Scale with the power of the cloud
Maximize the potential of the cloud to execute your customer programs faster and scale your offerings 

to the demands of your customer. Use Agile IT and Devops to develop and execute real-time updates to  

your offerings.



#4: M AK E T H E 
‘EX PER IEN CE’ COUN T



Provide your customers with well designed user interfaces

The face of your customer interaction begins with providing them consistent user experiences across 

all your channels. Make sure your customer can engage with you easily, on the channel of their 

preference using well designed and easy to navigate interfaces. 



#5: ENG AG E W ITH  CU S TO M ER 
ON TH EIR M OBIL E D EVICES



 Engage with your customers contextually, anytime, anywhere…  

Mobile devices are constantly by your customer’s side. Reach them using geo-tagging, relevant 

notifications or branded apps to win significant mindshare and engage at the touch points 

of their choice. 



#6: L IST EN  T O  W H AT  YOUR  
CUST OMER S  H AV E T O  SAY



Provision an active listening mechanism and respond to 
customer queries across channels

Your customers are voicing their opinions about your brand across the social channels and forums. You 

need to create an active listening mechanism. Responding to their requests quickly and on the relevant 

channel is the key to retaining their loyalty. 



#7: M AK E EVERY  INTERACTION 
W ITH  YOU R CU S TO M ER 

EXCLU S IVE TO  TH EM



Segment your customer to the highest degree

Segment each customer to the highest degree in order to be able to personalize your offerings, specific 

to every individual. Each customer expects relevant and intelligent suggestions from you. Harness the 

power of analytics to understand past purchases and sell more to your customers. 



#8: TU RN YOU R CU S TO M ERS  
INTO  AD VOCATES  



Create a system of recurring purchases from your customers
Earn your customer’s loyalty by making sure their experience with your brand is intelligent and engaging 

at every stage; right from planning to purchase to post-purchase service. Determine how you can 

improve Lifetime Value (LTV) by delivering personalized services to build long term relationships with 

your loyal customers. 



https://www.surveymonkey.com/s/customer-engagement-survey


http://www.aditi.com
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