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Effective customer service is just not an important element of a thriving
business but is actually the key differentiator amongst the competitors. With
the increased penetration of internet all over the world, the wants and
expectations of customers keep on changing. In order to provide outstanding
customer experience, companies have started focusing on omnichannel
customer journey and Internet of Things and machine language to leverage
personalization. However, what needs to be considered is the fact that there
is no defined pathway or strategy that guarantees world-class customer
experience. It has to continuously evolve. And the most crucial factor that
drives evolution is innovation!

Experience-led innovation

With the shift in market concept from selling products to selling services today,
it is important for organizations to realize that customer experience innovation
revolves around providing personalized, authentic, empathetic and
memorable services. This can be achieved by reimagining experiences of how
customers use/ interact with the product. A change in product design may be
helpful but a fundamental change in how customers engage themselves with
the product is definitely the key to boost business. Thus, going beyond the
product and adopting a broader view to create unique and surprising
“signature moments” with the product can dramatically innovate customer
experience.

Customer-centric innovation

Innovation being the key to success, it is crucial for organizations to find
opportunities to innovate. Opportunities can be explored by focusing on
interaction and engagement with customers. It is important not to hear but to
listen to them carefully, understand, acknowledge and respond to them
accordingly by analysing their sentiments as outcomes of their usage of
products/ services as well as considering their feedback seriously for further
improvements. The scope of fulfilling customers’ expectations hence, rises
multiple times when innovation is customer-centric.

Organizational culture-led innovation

It's high time for organizations to delve deeper into innovating their customer
services. However, they must not ignore the fact that employees are their first
customers. If employees are happy with the provided services and
opportunities, they deliver memorable experiences to customers. Thus,
building a cohesive working culture by delivering impactful experiences for
employees can pave the way for delivering innovative outstanding services to
customers.



Human behavior-led innovation

A unique way of innovating services could be to understand the human
behavior, its nudges and its tendencies. For instance, customers have an
alignment towards self- service in today’s digital world. This particular tendency
can be played with to improve customer experience. Now, instead of forcing
customers to solely depend on customer support, providing innovative,
attractive, customer-friendly digital walkthroughs can boost customer
satisfaction, retention and loyalty instantly.

As the engine of innovation drives forward the growth and success of
organizations today, it is worth acknowledging the fact that it’s not the product,
but the experience that creates the brand for if you fail in making their day, you
fail in prospering with your business!

JindalX Advantage
We have extensive experience in taking care of our partners through our:-
Omni-channel Support — Chat | Email | Voice

e Absolute accuracy & optimum CX with up to 4 concurrent chats

e Fastest response time and 24x7 support

e Propensity engines for intelligent solutions and 90% First-Contact-
Resolution (FCR)

We give what your business needs

e Personalized and human-centric customer service
e Gamification based process training led by technology
e Blled ‘JX Techpack’ to give real-time 360° view of operations

To get a free demo of our real-time 360° view dashboard, book an appointment
or mail us at sales@jindalx.com.

About JindalX

JindalX is a leader in helping businesses drive their Customer Xperience
by ensuring that it looks at the processes in completely different ways. Our
transformation levers are more focused towards making interactions
faster, easier and effective. We at JindalX are equipped with the latest
technologies in the business process management space ranging from
Digital Tools, Software Development to cutting edge Bl-led analytics. Our
strongest pillar is the culture of innovation and Xcellence which is driven
through our values and vision.
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