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New ways  
to EnGaGE thE ConnECtEd CustoMEr  

our world is experiencing a digital transformation. All 

organizations—from enterprises to service providers 

to governments—are undergoing a radical change to better 

meet the growing expectations and increased digital needs 

of customers. By radical change, we mean fundamentally 

changing the customer experience; fundamentally rethinking 

digital business models, operations, and processes; and 

fundamentally evolving networks. Digital transformation has 

become a necessity for all organizations as the broad adoption 

of cloud, mobile, social, artificial intelligence, and other 

technologies has created a new generation of customers that 

expect mobile-first, anytime/anywhere access, with ownership 

of the decision process, and advice when and how they want it. 

95% of  consumers are mobile  
and 70% are highly engaged  
through their mobile applications 2 
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The use of  mobile devices and other 
digital technologies continues to grow. 
Customers increasingly prefer to 
connect with businesses using digital 
channels. Yet many companies are 
unable to satisfy customer desires: 

oNly 10%  
of  companies can support a  
digital Culture 

oNly 8%  
of  companies have a clearly articulated  
digital strategy1

There is a chasm between customer 
expectations and the ability of  
enterprises to adapt. Businesses must 
meet their customers’ expectations 
of  engagement and experience 
or risk losing customers, falling 
behind competitors, and sacrificing 
revenues and market share.

1  Ovum’s ICT Enterprise Insights 2017-18
2  Oracle: Modern Experiences for Connected Consumers:  

Creating Digital Customer Engagement 

Businesses across the world are adopting digital 
technology to maintain a competitive edge in today’s 
global economy. Customer experience is at the heart of 
digital transformation. Today’s consumers engage brands 
electronically—on the web, using mobile apps, and 
through social sites. They interact with sales and support 
professionals via a variety of channels—chat, voice, or 
video. But how they engage and why they engage is 
unique to each individual.

Today’s consumers anticipate seamless digital 
interactions that are tailored to their specific interests 
and needs. They expect brands to answer questions 
and resolve issues in real-time, on their terms, using 
their channel of choice. To thrive in the digital world you 
need to deliver customized and compelling experiences 
that captivate customers, cultivate relationships, and 
drive revenues. And to maximize business results, 
you need to arm your associates with the insights and 
remote assistance tools they need to effectively promote 
products and efficiently solve problems.

60% of  businesses  
want live customer  
engagement experiences

want their issue to be resolved  
in one interaction and don’t  
want to be told what channel  
they should use.2

57% of  companies  
relate improving CX to  
revenue/profit growth

TOC

> >



5Live Experience Cloud | Customer Engagement

are you ready  
For diGital CustoMEr EnGaGEMEnt?  
is a voiCE-CEntriC ContaCt CEntEr  
standinG in thE way oF innovation?

 Æ Do you offer a mobile app that connects your customer to the  
right service associate?

 Æ Have you added contextual chat, voice, or video to your website?

 Æ Can you proactively engage customers across the buyer journey?

 Æ Can you interact with customers via their preferred channels?

 Æ Can you intelligently upsell and cross-sell based on past transactions  
and business insights?

 Æ Can your associates share and annotate screens to assist customers  
and spur product adoption?

Customer experience is a core pillar of your digital transformation 
strategy. It is about delivering a truly personalized, contextual, and 
meaningful experience to customers across the entire engagement 
lifecycle. Personalize interactions, engage with your customers in their 
individualized journeys, and innovate by capturing in-app context to 
empower your associates and deliver a modern customer experience.

Behavioral norms are developing in unpredictable ways. You can’t rely on 
the same patterns that worked yesterday. Your customers expect you to 
know exactly what they want and how to deliver it. They also don’t take 
kindly to being driven down a “customer journey” that they didn’t choose - 
such as look for an 800 number for the company they want to interact with. 
A modern customer engagement strategy can make all the difference. It is 
about providing a transformative engagement and experience and one that’s 
beyond the contact center. You should be seen, measured and resourced 
as a revenue generator and loyalty driver, rather than cost center.

of consumers  
recognize value  
and efficiency of  
modern engagement 2

+

Consumers report  
a 25-30% increase  
in loyalty with the 
introduction of  
modern engagement 
capabilities

+
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redefiNiNg  
thE CustoMEr ExpEriEnCE with ContExtual 
intEraCtions aCross diGital ChannEls
Innovative businesses in every industry are using automation, intelligence, and 
multichannel communications to streamline interactions, improve communication 
and collaboration, improve customer satisfaction, and drive sales.

financial services Click for sample 
A bank takes advantage of a mobile app with contextual communications 
to improve client experiences and increase customer retention. A client 
with a question clicks “live assistance” on the mobile banking app and 
is immediately connected to an associate who has instant access to the 
client’s account information. The associate promptly answers the question 
and receives a pop-up notification indicating the client has an unusually 
high balance in her low-interest companion savings account. The associate 
convinces the customer to open a certificate of deposit that offers a higher 
interest rate, securing the customer’s funds for an extended period of time.

retail Click for sample 
An online wine store offers a live sommelier service to assist premium club 
members. Customers can interact  
with a sommelier via video, voice or text chat directly  
from the retailer’s storefront or mobile app. The sommelier can view the 
customer’s past purchases and preferences, answer questions, and make 
expert recommendations, helping the wine site improve customer loyalty and 
increase conversions and upselling.

travel and hospitality Click for sample 
A hotel chain offers a mobile app with integral, contextual communications. 
Guests can interact with a live associate to book or modify reservations 
quickly and easily, without relaying or repeating information. All relevant 
account and reservation data is automatically conveyed to the associate 
at set up. The associate provides a personalized and meaningful greeting 
“Good morning Ms. Johnson. I see you have a reservation at our Manhattan 
property this afternoon, how can I help you?” The app helps the hotel chain 
boost customer satisfaction and stand out from the competition. 
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utilities Click for sample 
A cable television provider uses automated troubleshooting and live 
support to streamline customer service. A customer logs onto the provider’s 
support page to resolve a video quality issue. A chatbot gathers some basic 
information from the subscriber and initiates set top box diagnostics. If the 
diagnostics do not resolve the issue, the customer is automatically connected 
to a live customer service associate who can view the chatbot session log 
and other relevant subscriber data to resolve the issue. The solution helps 
the provider improve customer service and reduce subscriber churn, while 
optimizing associate productivity.

digital services Click for sample 
A software-as-a-service provider uses screen sharing and annotation to 
improve customer support. A user has a question about a product feature 
and clicks a live help button to connect to a service associate. The associate 
can share and annotate screens to demonstrate the product’s proper use 
and operation. The solution helps the SaaS provider convert trials to sales, 
improve customer satisfaction and adoption, and boost business results.

Corporate it Click for sample 
An enterprise IT organization adds live communications to its help desk 
website to streamline troubleshooting and improve support. An employee 
logs on to the site to resolve an issue with a purchasing application. After 
entering some background information on the issue the employee is 
automatically directed to an IT expert who specializes in the purchasing app. 
The expert shares her screen with the employee, helping him quickly resolve 
the issue. The solution boosts worker productivity and satisfaction, while 
increasing IT staff efficiency.
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8%only 
PREFER EMAIL COMMuNICATIONS

only 6%
PREFER A PHONE INTERACTION

exCeediNg Customer  
ExpECtations with supErior ExpEriEnCEs
Businesses must revamp customer communications systems and practices 
to meet the needs and expectations of the modern, mobile-first consumer. 
Personalized, multichannel interactions are essential for attracting and retaining 
customers in the digital age.  

Forward-looking companies are introducing digital communications channels, 
and applying automation and business intelligence to improve the customer 
experience, grow revenues, and outpace the competition. Enterprises around the 
world are making near-term strategic investments in a range of next-generation 
customer experience technologies including1:

 Æ Online web and Mobile Chat

 Æ Virtual Assistants or Chatbots

 Æ Customer Self-Service Tools

 Æ  Mobile and web In-App Voice and Video

 Æ  Engagement at Key Moments of   
The Customer’s Individualized Journey
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ideNtifyiNg  
BusinEss Goals and suCCEss CritEria 
when formulating a next-generation customer engagement strategy,  
be sure to carefully consider your long-term business objectives.  
The business benefits of a modern digital engagement solution include:

•	 Increased conversion and close rates

•	Lower bounce and abandonment rates

•	Better upselling and cross-selling

•	 Improved customer satisfaction, loyalty,  
and retention

•	 Increased self-service rates

•	 Improved “first call” resolution rates

Identify and prioritize the key functions and capabilities  
required to achieve your business goals, such as:

•	State-of-the-art mobile app with integrated voice, video and chat

•	Modern website with interactive multichannel communications 
across each customer’s individual journey

•	Virtual Assistants, Chatbots and seamless escalation  
to Live Assistance 

•	Remote assistance capabilities for sales and support

•	 Intelligent routing and queuing with contextual data  
and historical information 
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traNsformiNg  
thE EnGaGEMEnt ModEl and CustoMEr ExpEriEnCE
There’s far more to digital transformation than just introducing the latest technology. Digital transformation means reshaping sales and support 
practices, transforming company culture and attitudes, and reinventing the customer experience. To succeed in the digital age you need to embrace 
change and fundamentally rethink the way you engage customers along every step of the customers’ journey. By taking a customer-centric approach—
providing useful and timely information, quickly and conveniently—you can enhance customer satisfaction and improve business outcomes.

BRANDS THAT 
MODERNIzE 
CuSTOMER 

ENGAGEMENT 
SYSTEMS

25-30%
IN LOYALTY2
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teN CoNsideratioNs 
For rEdEFininG thE EnGaGEMEnt ModEl  
and rEinvEntinG thE CustoMEr ExpEriEnCE 

1. Map out the buyer journey  
Think about how you engage the customer along the entire sales 
journey—from awareness, to consideration, to decision, to post-
sales support. weave in contextual, personalized communications 
throughout the journey. Be proactive. Incorporate live assistance 
prompts into storefronts and mobile apps to reduce abandonment, 
increase conversions, and improve upselling and cross-selling.

2. Focus on the customer experience  
Customer experience is the cornerstone of digital transformation. 
To maximize investment returns, focus on improving customer 
engagements, not cutting costs. A superior customer experience 
will accelerate digital transformation and drive top-line growth.

3. Create customer-centric workflows and be proactive  
Re-engineer workflows and interactions around customer 
needs and tendencies. Streamline flows to improve service 
and increase selling opportunities. Eliminate redundant steps, 
repetitive actions, and human latency. Get the customer the 
right information as quickly and conveniently as possible.
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4. Take a mobile-first approach  
Optimize the user experience for mobile devices. Smartphones 
and tablets are used for the majority of today’s web interactions. 
Tightly integrate contextual, real-time voice, video and text chat 
into mobile apps to streamline sales and support engagements.

5. Support a variety of  users and channels  
Blend traditional and digital communications channels to support 
diverse requirements and demographics. Enable seamless transitions 
from chat, to voice, to video. use chatbots and screen sharing 
and annotation to assist customers and resolve problems.

6.  Engage with Intelligent routing  
Automatically direct customers to the right sales or support associate 
based on business rules. Connect customers to specialists outside the 
contact center to answer detailed questions. Reduce customer frustration 
by eliminating friction and avoiding transfers. Move premium customers 
to the top of queue or to dedicated associates for priority service.

7.  Weave in contextual data  
Give associates real-time and historical contextual information to 
streamline interactions, and improve customer satisfaction. use 
past purchases and preferences for suggestive selling. use support 
histories to accelerate problem resolution. use location information 
to improve accuracy and applicability, and maximize opportunities. 

8.  Leverage other business systems  
Integrate with corporate customer relationship management 
solutions and marketing automation platforms. use customer 
records and business insights to resolve issues or promote 
products. Protect and extend previous CRM investments.

TOC

> >



13Live Experience Cloud | Customer Engagement

68% say

76% agree

9.  Determine success criteria  
Define a set of KPIs for evaluating the new customer engagement 
model. You want to be measured as a revenue generator and 
loyalty driver, rather than cost center. Put systems and practices 
in place to measure and track KPIs. Institute cultural, technical and 
procedural changes necessary to meet performance objectives.

10. Leverage a cloud-based platform  
use a cloud-based customer engagement service to accelerate time- 
to-value, simplify operations, and minimize upfront investments. 
Cloud services provide global scalability, security and resiliency. 
And with a cloud-based service your valuable IT staff will spend 
less time managing infrastructure and more time focusing on 
strategic initiatives to support and grow the business.

go beyoNd  
thE ContaCt CEntEr with MoBilE-First  
CustoMEr ExpEriEnCEs
Customer experience plays a fundamental role in digital transformation. To thrive 
in the digital age you need to deliver unique and compelling experiences that 
captivate customers and build brand loyalty. A modern customer engagement 
solution can help you:

•	Create meaningful mobile and web experiences to improve customer 
satisfaction

•	Proactively engage customers at key moments of the journey to 
convert engagements into sales

•	Seamlessly connect customers to the right associate, at the right 
time, using the right channel to eliminate friction and frustration

•	Employ automation, business intelligence and remote assistance to 
streamline sales and support interactions

Redefine how you engage the connected customer. Accelerate digital 
transformation and improve business outcomes with transformative  
customer experiences.

77% agree 
Inefficient customer 
experiences are 
unacceptable, and 
consumers will reward 
companies that offer 
something better2

that they will use a 
company that gets 
them to the appropriate 
individual with a 
minimal number of 
menu selections2

they would buy more 
from brands that put  
the service back in 
customer service2
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moderNiziNg  
thE CustoMEr ExpEriEnCE
Today’s empowered customers—the digital natives—increasingly expect, 
and even demand, to have things their way. To meet their needs, Oracle Live 
Experience Cloud helps you proactively engage customers at key moments  
of their individual journey, with meaningful mobile and web in-app experiences 
that improve customer satisfaction and loyalty. 

Key Capabilities iNClude:

In-app engagement Click for sample 
Contextual experiences via digital voice, video, screen sharing,  
and drawing/annotation

Customer context and engagement scenarios Click for sample 
Personalized engagement scenarios based on context, history,  
and business priorities

Modern associate tools 
State-of-the-art desktop experience for associates with shared inboxes, 
queues, and customer insight views for modern service teams

Web and Mobile 
Customer Engagement

Oracle Global Cloud 
Infrastructure

Modern Associate 
Collaboration Portal

Intelligent 
routing – P14

iNtroduCiNg 
oraClE livE  
ExpEriEnCE Cloud

Oracle Live 
Experience 
Cloud is a 
comprehensive 
customer 
engagement 
service that 
accelerates digital 
transformation 

by enabling rich, personalized, mobile-first 
interactions. The service helps companies 
improve customer satisfaction and boost 
business results with in-app customer 
engagement, providing meaningful, 
individualized experiences using the right 
channel, at the right time. Associates can 
proactively engage customers at key moments 
of  their individualized journeys to reduce 
abandonment and increase conversions, 
upselling and cross-selling. Intelligent routing, 
contextual voice and video, and advanced 
screen sharing and annotation capabilities 
eliminate friction and frustration, helping 
businesses streamline sales and support 
interactions and improve customer loyalty and 
retention. The cloud-native service is helping 
companies modernize customer engagements 
beyond the contact center.
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Intelligent routing using customer context 
Routing for digital channels, and distribution to individual 
associates or team queues; Self-service configuration of routing 
decisions based on customer history, associate skills, and priority 
assignment

Insights and Analytics Click for sample  
Insights on individual and overall service team performance, 
engagement success KPIs; Supervisor and administrator view; 
Reporting and analytics

Together these  
capabilities help  
you modernize  

the customer  
engagement.
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Next steps
Take the next step with  

Oracle Live Experience Cloud:

rEquEst a dEMo 

start a trial

lEarn MorE
http://www.oracle.com/live-experience

E-Mail 
oraclecommunications_www@oracle.com 

Copyright © 2018, Oracle and/or its affiliates. All rights reserved.  

Oracle and Java are registered trademarks of Oracle and/or its affiliates.  

Other names may be trademarks of their respective owners.
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