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Overview

A framework for omnichannel service and contact center transformation that gives
customers genuine conversation continuity across channels — phone, chat, email, social —
rather than treating each channel as a separate service interaction the customer has to
restart from scratch.

We already offer service across phone, chat, and email —isn't

that already omnichannel? Offering multiple channels is multichannel; omnichannel
specifically means those channels are connected, so a customer's conversation history and
context follow them across channel switches — many organizations offer multiple channels
without this genuine connectivity.

What's the technical core of achieving genuine conversation

continuity? A unified customer interaction history accessible across all channels and agent-
facing tools, so an agent on any channel can see the full context of a customer's prior
interactions regardless of which channel they occurred on.

{ "@context": "https://schema.org", "@type": "FAQPage", "mainEntity": [ { "@type™:
"Question", "name": "We already offer service across phone, chat, and email — isn't",
"acceptedAnswer": { "@type": "Answer", "text": "that already omnichannel?\nOffering
multiple channels is multichannel; omnichannel specifically\nmeans those channels are
connected, so a customer's conversation\nhistory and context follow them across channel

switches —  many\norganizations  offer = multiple = channels  without this
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genuine\nconnectivity." } }, { "@type": "Question", "name": "What's the technical core of
achieving genuine conversation", "acceptedAnswer": { "@type": "Answer", "text"
"continuity?\nA unified customer interaction history accessible across all channels\nand
agent-facing tools, so an agent on any channel can see the full\ncontext of a customer's
prior interactions regardless of which channel\nthey occurred on." } } ]}

Subscriber access

Unlock this playbook

This playbook — including every framework, template, and step-by-step section — is
available free to Think Insights subscribers. Enter your email to unlock it instantly and get
our weekly insights newsletter. No account needed, and access is remembered on this
device.

First Name

Last Name

Email

Country - Select -

® ] agree to data processing in accordance with GDPR

Submit \

Think Insights - thinkinsights.net -3-



Leave this field blank

References

Related playbooks

Digital Transformation

Hospitality & Travel Experience Digital Transformation Playbook

A framework for hospitality and travel digital transformation that connects the digital

booking and pre-arrival experience with the physical on-property or in-t
* Practitioner
e Intermediate

e Template Included

Read playbook

Think Insights - thinkinsights.net -4-



Digital Transformation

Intelligent Operating Model & Al-Augmented Workforce Transformation
Playbook

A framework for redesigning operating models around Al-augmented work — where Al
genuinely changes what roles, workflows, and decision rights should look like —

e Executive
e Advanced

e Template Included

Read playbook

Digital Transformation

Intelligent Supply Chain & Logistics Digitization Playbook

A framework for supply chain and logistics digitization that provides genuine real-time, end-

to-end visibility across the supply chain — connecting suppliers, |
e Practitioner
e Advanced

e Template Included

Read playbook

Think Insights - thinkinsights.net -5-



Talk to us about omnichannel service transformation

Tags

e Contact Center
e Omnichannel Service

e Digital Transformation

Log in to post comments

Think Insights - thinkinsights.net


/contact
/tags/contact-center
/tags/omnichannel-service
/tags/digital-transformation
/user/login?destination=/playbooks/omnichannel-service-contact-center-digital-transformation-playbook%23comment-form
/user-profile/mithun-sridharan

Author
Mithun A. Sridharan
I'm Mithun A. Sridharan, Founder of this website - Think Insights - on Strategy, Management

Consulting, Leadership, Digital Transformation, and Data Literacy. Follow me on social
media or connect with me on LinkedIn for updates.
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