Omnichannel marketing is the
best foot forward. Why?

Customer-centric marketing strategies work better than business focussed ones.
Delivering customer experiences has been our forte at efficaci and omnichannel
marketing is one of the best enabling tools for us. First up, omnichannel
marketing is bespoke and there is unique to every business.

Understanding omnichannel marketing

Omnichannel marketing strategies meet customer needs at their chosen
touchpoints to deliver high-end customer experiences. The customer chosen
touchpoint could be social media marketing platforms, blogs, physical locations,
newsletters, customer delight calls or live chats.
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Omni-Channel: Same Goal, Same Job
Omni-channel marketing uses different

channels to work towards a single goal with WHY BOTH E R WITH A N

a more uniform approach. When an artist
markets a song, they have a number of OMNI APPROACH?
RpReIECoctileutiners The greatest appeal of Omni-channel marketing is that
it gives customers the feeling of personalized service.

OMNI-CHANNEL VS.

They have radio, music videos, and digital
streaming — all of which operate through
different mediums. But, they all do just
one thing — they make people listen
to the song.

If the system is geared to look at the process
from their point of view, the process will be able
to fulfill their needs much faster.

Sports teams, like any business, have one goal —
to win. But, even though their aim is the same, the
players that take part in the game contribute to their
team in different ways.

For example, Demarcus Ware helps the Broncos win by
disrupting the opponent'’s plays, while Emmanuel Sanders
completes when they're on the offensive.
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Each player has a specific job, which can vary greatly
from each other, but are all geared towards a
common goal.

MADE FOR YOU

Implementing Omni-channel marketing may be a lot of work,
but it's not impossible — even for small businesses.

In fact, this approach favors small to medium enterprises as
this approach leans heavily on the strengths of SMEs.

OMNI-CHANNEL
MARKETING

Companies that successfully implement A SEAMLESS AND CONSISTENT EXPERIENCE
this strategy will stand head and shoulders
above the competition. This is because
customers will feel like the business is always
there for them — fostering brand loyalty.

Serving a local market allows businesses to target their intended
demographic easier. The limited scope also allows them to keep
things such as promos and orders in line, since there aren’t as

many variables involved.

CROSSING BETWEEN
DIGITAL AND

Omni-channel marketing isn't isolated to the digital
medium, either. Converting people from website

visitors to paying customers is still the goal, after all.
Paying attention to the websites and apps won't
mean much if the service at the physical location

is found lacking.

WHO FIND LOCAL IN SEARCH
RESULTS HELPFUL ARE MORE
LIKELY TO VISIT STORES

https://saaslist.com/blog/omnichannel-marketing/



The most critical aspect of an omnichannel marketing strategy is brand
interaction and delivering brand-consistent conversations (messages and
interactions with customers) across a plethora of devices and technologies. This is
a customer-centric marketing strategy and customised according to the
touchpoint, making it a ‘delight’ experience.

An omnichannel marketing strategy should focus on creating a seamless customer
experience, so we can connect all the touchpoints using the data collated.

We should tie each interaction of the customer to all other channels to spin a
singular, delightful, seamless, and a joyful experience. In short, it is a unified
service offering. A happy customer is ready to give you more business and
information in the future.

Example:

A customer visits your store through a Twitter Ad, puts a few items in the basket
and leaves without making a purchase. How do you handle the abandoned cart
communication?

Your onmichannel strategy should:

Since Twitter is a preferred channel for the customer, send a Direct Message along
with re-targeted ads.

You have the email address of the customer, so you should email with suitable
content.

Since the customer comes from Twitter, he is a heavy social media user. Re-
targeted ads on other social media platforms using demographics would be a great
idea.

Understanding Cross-channel, multichannel and
omnichannel

The concepts of all these marketing strategies are similar, however, the difference
lies in the perspective of a customer. We execute all these strategies in different
ways and have different conversion rates.

The table below will showcase the differences:
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Cross-channel, multichannel and omnichannel marketing - Comparison

v e’i’(-;?"i : Cross Channel Multichannel Omnichannel
Touchpoints Independent Conneted Unified
Messaging Push same message  Push same message to  Customised as per
to all touchpoints all touchpoints touchpoints
Customer Begins with brand - Begins with brand - Begins with customer -
Journey Linear Siloed Unified
Interaction One to one One to many Data merged
Custo_m er More like traditional ~ Spammy Delightful
Experience
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Why adopt multichannel marketing?

There are many advantages to adopt an omnichannel marketing strategy. Let us
discuss the three major ones.

A. Enhanced data collection through customer journey analysis: Collection of
insights and analytics becomes easier and wider because of enhanced
customer experiences. You can trace and collate engagement data across
channels and touchpoints [Cookies, device id’s, tracking pixels CTRs, open
rates etc.] resulting in deeper insights into customer journeys. Customer
preferences, interactive behaviour combined with insights can help you
identify opportunities to grow faster. Identifying the best performing channels
will help create better experiences and tweaking them as required.

B. Build befter and better customer experiences: While building better and
effective campaigns, you can promote better personalisation using internal
synergies and collaboration. This will help deliver amazing customer
experiences by reducing marketing funnel friction, improving website flows,
and creating relevant content. Use enhanced customer experience to drive
better targeting through personalisation.



C. Spend more and save more: Fine-tuning marketing spend gets easier.
Increasing spend on channels that work and weeding out those that don’t can
be an initial strategy. However, more effective campaigns bring better revenue.
So, by cutting marketing spend and increasing ROI, it turns out to be a win-win
to adopt omnichannel marketing.

Planning an omnichannel marketing strategy

We at efficaci believe in bespoke digital marketing strategies and omnichannel
marketing is right up our sleeve, because it is unique to each business.

An omnichannel strategy results from collaboration within a well-integrated
business. The major stakeholders would be

« Customer Success
« Sales

« Product

« Marketing

Internally, your business has to ask and identify what the above expect from the
customers. The information needs to be collated and frozen. This information
should contain, from each of departments:

« The need to improve the present strategy
« Recommended touchpoints

« Touchpoints that are not effective

« Touchpoints your business is ignoring

« Touchpoints of core customers

There is no right or wrong marketing strategy. The way ahead is to create a
strategy, A/B fest it and tweak it as you go. Wash, rinse and repeat.

Critical headless CMS

We have discovered that using a headless CMS is the way to go fo create
omnichannel customer experiences that are truly effective. The creation part of



the strategy, like visual assets, messaging etc. should be segregated from delivery
mechanisms.
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https://www.contentstack.com/blog/all-about-headless/headless-cms-vs-
building-custom-cms/

The delivery mechanisms and collection of customer data and insights should be a
unique process. This is highly critical to get enhanced customer insights. Again,
customer experiences depend on delivery and there are too many delivery
platforms out there.

Conclusion

At efficaci, we strive to empower brands, accelerate their digital transformation
and create bespoke customer experiences for them.

Simply put, customer experiences are highly effective when you wear the
customer’s shoes to experience it.

https://www.sitecore.com/knowledge-center/digital-marketing-resources/what-
is-a-headless-cms



