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Delivering exceptional customer service is key to winning business today. 
With so many channels available, understanding how to leverage digital 
tools to best meet customer expectations can be challenging. But failing 
to take action now is a quick way to lose customers to the competition.

According to Microsoft, organizations that are less fluid and fail to 
respond to customer expectations will contract and fade away. And in 
an industry where increasing global competition is putting downward 
pressure on the bottom line, customer service is the best way to 
differentiate your brand to retain customers while attracting new ones.

In fact, 90% of customers indicate that customer service is important 
to their choice and loyalty to a brand.1 The key to exceeding customer 
expectations starts with providing a consistent customer service 
experience across every touchpoint in the customers’ journey, known as 
an omnichannel experience. A tool like Dynamics 365 can help.

That’s why we created this guide. To share our tips on how you can 
inspire brand affinity and loyalty in the hearts of your customers with an 
omnichannel customer service experience.

Introduction 

https://clouddamcdnprodep.azureedge.net/gdc/gdcPiLLQw/original?ocid=mkto_eml_EM582302A1LA1
https://clouddamcdnprodep.azureedge.net/gdc/gdcPiLLQw/original?ocid=mkto_eml_EM582302A1LA1
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Challenges of Delivering Omnichannel Customer Experiences 

Today’s customers simply expect more. They are more interconnected and empowered than ever 
before. And customers expect you to deliver personalized experiences seamlessly across every 
touchpoint of their buying journey—an omnichannel customer service experience. Any deviation in the 
expectation can quickly lead to them taking their business elsewhere. 

Knowing the growing importance customer service plays in helping you remain competitive, you might 
be wondering where you start, and you’re not alone. In conversations with our customers, some of the 
most common challenges we hear include:

Lack of unified experience across channels. To deliver a full engagement, they’re 
unable to provide a consistent experience across channels (website, chat, email, 
phone, social media, etc.) and interactions. 

Lack of visibility and context for customer service representatives (CSRs). CSRs 
don’t have the visibility and context they need to solve issues quickly and provide 
highly personalized and relevant customer service.

Poor CSR productivity. Without the right tools in place, CSRs lack insight into the 
customer journey that would allow them to expedite resolutions.  

Sound familiar? The path to becoming more customer-centric begins with taking a proactive approach 
to your customer service programs. It starts with empowering your CSRs with tools that help them 
manage and resolve cases with ease while assisting them in interacting with customers more 
effectively. 

It also requires delivering personalized customer service experiences by giving customers more 
control over when and how they choose to buy or request support from you. Finally, you will need 
technology to help you unify systems that enable AI throughout the process, and solve and automate 
complex issues, all while giving you real-time insights. 

Using a tool like Microsoft Dynamics 365 Customer Service will help you gain a competitive edge in 
this regard because it’s built with these considerations in mind. It consolidates everything you need 
to know about a customer—their interactions, history, and preferences— to equip your CSRs to better 
engage with them.

https://alithya.com/en/
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3 Tips to Deliver Omnichannel Customer Service Experiences

To deliver an omnichannel customer experience in today’s ever-evolving environment, you need to 
invest in your customer service department. That means becoming more strategic and proactive in 
your interaction with customers to ensure a positive customer experience.

And what exactly do they want? It boils down to six things: speed, flexibility, reliability, transparency, 
interaction, and care. To make sure you’re meeting these expectations, you need to enable two-
way communication across multiple channels (email, text, website, chat, social media, and more), 
accurately meet product demand, and effectively communicate with your customers.  

Enable Two-way Communication 

From chat on your website to self-service portals, there are multiple tools you can leverage to open up 
communication with your customers. And there are a couple of ways you can accomplish that with 
self-service portals, virtual agent bots, and surveys.

Self Service Portals. Most customers would rather conduct their own research 
and make a purchase without having to reach out to a CSR for more help. 
By using a self-service portal, you can give customers control of their own 
experience. 

Should they need help looking for a solution, they get it by using a feature like the 
Knowledge Base in Dynamics 365. A knowledge base works as a content hub 
with helpful blogs and links that help answer frequently asked questions. Your 
CSRs can also anonymously surface content to the knowledge base in the self-
service portal to help answer customers’ frequently asked questions.

https://alithya.com/en/
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Virtual Agent Bots. When it comes to 
interacting with a CSR, over 42% of customers 
would rather do it via live chat.2But instead 
of using any old chat, wouldn’t it be better if it 
could be programmed to act as a virtual CSR? 

A virtual agent bot work as an extension of 
your team by responding to customer inquiries 
that can be quickly answered without human 
intervention, like looking up an order’s status. 

The virtual chat accomplishes this by sourcing 
information from a knowledge base or ERP/
CRM to answer the question. In situations 
where the case is escalated, the virtual agent 
bot can be programmed to route the case to the 
appropriate person depending on the topic— 
ensuring a seamless interaction.

By using a virtual bot, you free up your CSRs to 
focus on more pressing issues, which, in turn, 
increases productivity.  

Surveys. Surveys are the cornerstone of any 
customer service program. They’re what help 
you make iterative changes to your approach to 
ensure that you are meeting the standards your 
customers expect.

Using a tool that can give you a breakdown 
of the customer experience after interacting 
with a CSR, and their satisfaction by channel, 
is essential. With these insights, exceeding 
customer expectations becomes easier and 
more manageable.

https://alithya.com/en/
https://www.superoffice.com/blog/live-chat-statistics/#:~:text=J.D.%20Power%20found%20that%20live,for%20social%20media%20or%20forums.
https://www.superoffice.com/blog/live-chat-statistics/#:~:text=J.D.%20Power%20found%20that%20live,for%20social%20media%20or%20forums.
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To enable two-way communication, you will 
ultimately need to tap into technology. Not only 
will it allow your team to establish a two-way 
line of communication with customers, but it 
also will empower your team to deliver relevant, 
timely, and personalized customer service.

A feature like AI-powered reporting, for 
example, can give a CSR manager a view into all 
conversations taking place. They can monitor 
conversations to see if they are trending 
negative or positive so they can intervene 
before situations escalate. 

It also tracks customer interaction against 
established KPIs to identify emerging topics 
that are coming to light so they can be 
addressed either with a virtual agent bot or CSR. 

Since Dynamics 365 has these features baked 
in, you can easily set up your omnichannel 
customer service experience while connecting it 
to your CRM/ERP.

We offer remote service that helps get your 
omnichannel customer solution up and running 
in no time. Skip the hassle of figuring it out 
yourself and tap into a service that lets you 
customize your omnichannel customer solution 
to your needs.

https://www.alithya.com/en/zero2ready/d365-customer-service-omni-channel
https://alithya.com/en/


www.alithya.com | 8

Meet Production Demand  

Part of delivering an exceptional customer 
service experience is knowing how to manage 
customer expectations. When you have better 
visibility into your supply chain, it’s much easier 
to accomplish this goal. Much of the frustration 
customers experience is typically due to 
fulfillment.

From an operational standpoint, that friction 
comes from a delay in raw materials that holds 
up production. Using a tool like Dynamics 365 
would allow you to pinpoint the issue through 
the supply and demand profile feature.

Through the profile, you would be able to see a 
list of all delayed products and a backlog. From 
there, you can see if you have enough supply 
to fulfill the orders or not. In the case that you 
are unable to complete the orders, you can dig 
deeper into the data, like production timetables, 
to determine when you would be able to ramp 
up fulfillment.

Having this information at your fingertips is 
crucial in exceeding customer expectations 
because it allows your CSRs to have more 
constructive conversations with customers. The 
result is that CSRs can close cases faster while 
building better customer relationships at the 
same time.

Communicate Effectively with Customers 

When you can proactively and accurately 
pinpoint any issues that a customer may expect 
with their order, you’re better able to manage 
their expectations before an issue escalates 
into a bigger problem. That’s why it’s essential 
to have marketing automation that is also 
integrated with your ERP run on your CRM 
platform. 

For example, let’s say that you’re experiencing 
a delay in fulfillment for a product. You can 
use your marketing automation platform to 
segment customers who have purchased that 
product to create an email that notifies them 
of the delay. This allows you to personalize 
the communication to a specific group, and 
you can also sweeten up the interaction by 
using discounts and special offers to deliver a 
positive experience.

Through the marketing automation platform, 
you can also create additional communications 
to ask the customer about their experience or 
offer them helpful/educational content. You can 
then look at the data collected by the marketing 
automation tool to see how you can optimize 
your emails for a better impact.

1. Microsoft, “Global state of customer service” Microsoft, https://clouddamcdnprodep.azureedge.net/gdc/
gdcPiLLQw/original?ocid=mkto_eml_EM582302A1LA1.

2. Steven MacDonald, “25 Reasons Live Chat Can Help You Grow Your Business” SuperOffice, https://www.
superoffice.com/blog/live-chat-statistics/#:~:text=J.D.%20Power%20found%20that%20live,for%20social%20
media%20or%20forums.

Sources

https://alithya.com/en/
https://clouddamcdnprodep.azureedge.net/gdc/gdcPiLLQw/original?ocid=mkto_eml_EM582302A1LA1
https://www.superoffice.com/blog/live-chat-statistics/#:~:text=J.D.%20Power%20found%20that%20live,for%20social%20media%20or%20forums.
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Looking for the Right Tool

Multiple tools in the market can help you leverage these tips to deliver and exceed customer 
expectations with an omnichannel solution. Companies use Dynamics 365 because it offers a level 
of connectivity and breadth of functionality and services that legacy systems cannot provide. It also 
allows them to grow and scale their operations as customer needs continue to evolve.

Ultimately, when looking for the right tools that will drive your omnichannel customer service program 
forward, you want to make sure that you’re looking at how it empowers your CSRs. Your CSRs need to 
be equipped with the best tools to deliver the best customer service. 

The easier it is for CSRs to have the information they need at their fingertips, the more efficient and 
impactful they can be at building brand affinity and increasing customer loyalty that drives ROI.

Interested in seeing these tips in action? 
Watch the demo to learn more.

alithya.com | MSsales@alithya.com | 866-420-7624

About Alithya ALITHYA GROUP INC. IS A LEADER IN STRATEGY AND DIGITAL 
TRANSFORMATION IN NORTH AMERICA. Founded in 1992, the Company 
counts on 2,000 professionals in Canada, the United States and Europe. 
Alithya’s integrated offering is based on four pillars of expertise: strategy 
services, application services, enterprise solutions and data and analytics. 
Alithya’s Microsoft practice covers a wide array of capabilities, including 
Dynamics, Azure, IoT, AI, business and advanced analytics, digital solutions, 
application development and architecture.

https://www.youtube.com/watch?v=_G7YDzjvjjM&feature=youtu.be
https://alithya.com/en/
http://alithya.com
mailto:MSsales%40alithya.com?subject=
https://www.alithya.com/en/who-we-are

