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Omnichannel Customer Engagement 
Shifting from Self-Centric to Customer-Centric
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What is Omnichannel? 



What is Customer Centricity? 



Much of the interest in omnichannel has been focused on 

two key aspects of the customer experience
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Omnichannel has benefits for both companies and customers that 

customer-centric organizations are able to balance accordingly 
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Self-centric organizations focus omnichannel efforts on their own 

benefits and this imbalance creates a poor customer experience
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A self-centric omnichannel example
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A self-centric omnichannel example
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A self-centric omnichannel example
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79%
want direct person contact to 

remain part of customer service

74%
don’t like dealing with 

companies that don’t 

provide a phone number 

on their website

65%
feel they receive better 

service when speaking to 

a person on the phone or 

in-store

While companies shift service to low touch channels, most 

customers (even millennials) still prefer a human element 

Customer 

Support

Source: The Digital Tipping Point – 2016 Verint White Paper 

Preferred Service Channel by Generation 
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Listening to customers is the key to finding the balance 

needed to shift from self-centric to customer-centric 
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Relying on customer behavior alone without customer feedback can 

lead to misguided marketing messages 
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An even worse example of a company’s marketing campaign 

failing to understand its customer’s interests 
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Customer-Centric organizations not only listen to customers but 

also take an omnichannel approach to customer feedback
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Utilizing a single customer feedback channel or multiple 

disconnected channels can lead to misinformed decisions
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Another example of the perils of failing to adopt an omnichannel

approach to customer feedback  

Five Thirty Eight’s Electoral Map Prediction – November 7, 2016



I friended you

I called your phone 

number

I visited your local 

branch

I visited your Web 

Site

I completed your 

online survey

I chatted with your 

agent…

I tweeted you

I sent an e-

Mail

Connecting feedback across all channels and acting on insights is 

the key to unlocking truly customer-centric omnichannel
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Closing Thoughts

Customer Centric Omnichannel

as a Competitive Advantage 

X X
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One More Closing Thought 
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Questions? 


