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Customer engagement
for DTC retail

How manufacturers can enhance their
direct-to-consumer strategy with Al-powered CX.
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lucrative channel for manufacturers

D—l—C |S a |UCI’atI\/€ OppOrtU n |ty _ Direct-to-consumer (DTC) retail is a

who want to boost revenue and

|f you ha\/e the tht SUppOrt connect with the people who

- love their products. But providing

| ﬂﬂ'a St ru CtU = customer support solely via email
won't cut it for today's consumers,
who are used to retailers delivering
personalized, proactive experiences
from product selection to after-sales
care.

To see true success in DTC,
manufacturers need to prioritize
customer experience from the first
day of planning.

In this guide, we'll
outline how you can
use Nuance's diverse

suite of solutions to

create everything from
a simple FAQ chatbot
all the way up to a
comprehensive contact
center offering that
includes Al, analytics,
and custom tooling.
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of customers are now choosing
to purchase directly from
manufacturers, reports Barclays
Corporate Banking.

Trusted by:

/5

of the Fortune 100

5

of the 9 largest global retailers

Q ofthe 1)

biggest US retail brands

Set yourself up for DTC success with
intelligent engagement

DTC is set to be highly lucrative for brands that commit to creating a customer
experience that rivals traditional retail. eMarketer forecasts that US DTC
ecommerce sales will reach $151.2 billion this year—an increase of 16.9%
compared to last year!

Selling direct means higher revenue and more market share—and it nets you
all the benefits that retail partners have been receiving for years. Without

a middleman, you'll see improved customer loyalty, higher lifetime value
through personalized customer interactions and, crucially, all the valuable and
actionable first-party customer data you can glean from transactions.

As brands rush to take advantage of the DTC boom, much of the focus is on
their ecommerce and point-of-sale offering—preparing and launching the back-
end infrastructure that'll prop up their shopping carts and stock management.

But if you're launching a DTC offering, it's not just the practicalities of
purchasing and fulfilment that you need to pay attention to; even the best
shopping experience can falter if your customers don't have access to reliable
communication channels and helpful support services. (Plus, you'll miss out
on valuable data and opportunities to build direct relationships with your
customers.)

With Nuance's omnichannel customer engagement solutions, you don't
need to build your support offering from scratch—and you don't need to
buy separate point solutions from different vendors and try to connect them
all together. Whether it's starting small with an IVR or launching a full cross-
channel virtual assistant, we help some of the world's largest retailers create
seamless customer journeys that boost engagement, enhance revenue and
deliver loyalty-building experiences.

We can help you meet your customers in their preferred
channels and understand their individual shopping journey in
depth, maximizing every interaction and using the data you
collect to inform strategic decision-making. With your own, first-
party data to draw on, you're opening up a whole new world of
personalization, demand forecasting, and relationship building
with your customers, all vital for cutting down on time-to-value
and creating a DTC model that delivers long-term growth.
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Let's start with the basics

Chatbots and Virtual Assistants

When you're building a digital customer support journey,
a chatbot is the perfect place to start. They're the ideal
first port of call for customers who need support—

but don't necessarily need a human agent. Over 40%

of customers already use chatbots to handle simple
queries, with a further 27% interested in using them.?
You can start really simply, with a few commonly asked
questions, like “What are your shipping options?”

And when you're ready to evolve, a virtual assistant is the
natural next step, introducing Al to drive conversational
interactions that are personalized using context,
customer intent, previous contacts, and more—with
native support for more than 90 languages.

Learn more about Chatbots and Virtual Assistants

Conversational IVR

Voice is still the most popular channel for customers,
with 34% preferring to call brands for support®—but that
doesn't mean they need to be met with clunky decision
trees or touchtone menus. Conversational IVR allows
customers to speak naturally for effortless self-service,
answering their queries and seamlessly escalating to a
live agent when necessary.

Learn more about Conversational IVR

Virtual assistant provides
the final answer for 85%
of customer cases

This top three global retailer offers 24-hour service
to its customers using its Virtual Assistant. The
virtual assistant uses data from the brand's CRM to
deliver personalized experiences, such as greeting
customers by name and allowing them to ask
questions about their orders.

Read more in this case study.

Create connected customer
experiences

Messaging

Meet your customers in the channels they use every day
with live and asynchronous messaging across channels
like SMS, Google's Business Messages, Whatsapp, and
more. Messaging encourages customers to start their
journey in your more-economical digital channels,

and allows smaller teams of agents to manage more
interactions. Our messaging tools feed information back
into the contact center, so agents have full context—and
customers can even move between channels to get their
queries answered in a way that's most convenient for
them.

Learn more about Messaging

Voice-to-Digital

More than 70% of customers want a seamless mix of
digital and traditional channels.* By linking up your
contact center components, you can help customers find
the answers they need quickly and encourage them to
use self-service options that are more cost-effective for
you, improving satisfaction and conversion rates. Our
Voice-to-Digital tool seamlessly shifts customers from
your phone channel to a virtual assistant or messaging
channel with context intact.

Learn more about Voice-to-Digital

A large retailer launches
VA & Live Chat across
new channels

O O
This global fashion retailer made it easy for
customers to engage directly with its Nuance
Virtual Assistant and Live Chat through Google
Search results and even Google Maps.


https://www.nuance.com/en-gb/omni-channel-customer-engagement/digital-and-messaging-solutions/virtual-assistant-and-chatbot.html
https://www.nuance.com/en-gb/omni-channel-customer-engagement/voice-and-ivr/conversational-ivr.html
https://www.nuance.com/omni-channel-customer-engagement/case-studies/top-three-global-retailer.html
https://www.nuance.com/en-gb/omni-channel-customer-engagement/digital-and-messaging-solutions/messaging-channels.html
https://www.nuance.com/en-gb/omni-channel-customer-engagement/digital-and-messaging-solutions/voice-to-digital.html
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Create great experiences

Empower your agents with
real-time, on-screen coaching
for great outcomes.

Deliver relevant, timely and
personalized information to
customers proactively, through
their channel of choice.

Gain detailed insights into
customer behavior and
agent performance through
engagement analytics.

Get your omnichannel
customer engagement up
and running quickly and
easily with Nuance Mix, the
DIY conversational Al tooling
platform.

Interested in more advanced use cases?

Agent Coach

Almost two thirds of customers will try self service first>—so if they end up
talking to an agent, they're expecting expert support and fast resolutions.
With real-time, on-screen coaching to guide your live agents through best
practices, you can ensure consistency and satisfaction (for customers and
agents alike) across your whole contact center. For interactions that need a
human touch, Agent Coach helps your people resolve inquiries quickly and
confidently. This improves conversion rates and helps drive revenue.

Learn more about Agent Coach

Proactive Engagement

Give your customers exactly what they need—even before they know they
need it. Proactive messaging delivers relevant, timely, and personalized
information to your customers through their preferred channels, with useful
reminders, order status updates, tailored offers, and more. More than two
thirds of customers find proactive notifications useful.* And this removes the
need for the customer to reach out to customer support in the first place,
reducing service costs and delivering a great customer experience.

Learn more about Proactive Engagement

Analytics

Three quarters of customers expect agents to know who they are and
understand their purchase history without them needing to repeat
themselves. Our advanced analytics give you detailed insights into customer
behavior and agent performance, so you can map progress against KPIs

and ensure every interaction meets your standards, fits your brand message,
and delights your customers.’

Learn more about Analytics

Nuance Mix

If you're interested in taking a DIY approach to your contact center, Nuance
Mix is our conversational Al tooling platform. You can quickly and easily build
bespoke customer journeys across every channel, and customize them to
Create a customer experience that's uniquely yours. Our experts will even
help you get up and running to ensure maximum ROl and fastest time to
value.

Learn more about Nuance Mix



https://www.nuance.com/en-gb/omni-channel-customer-engagement/agent-efficiency/agent-coach.html
https://www.nuance.com/omni-channel-customer-engagement/digital-and-messaging-solutions/proactive-engagement.html
https://www.nuance.com/en-gb/omni-channel-customer-engagement/analytics-solutions.html
https://www.nuance.com/en-gb/omni-channel-customer-engagement/ai-for-developers/nuance-mix.html
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Support for the whole journey

Contact Center Al

Our award-winning cloud-based contact center Al forms the backbone of all
our CX solutions, handling over 31 billion interactions every year. Powered by
our latest innovations in customer service technology, it's delivering higher
customer satisfaction, faster resolutions, tighter security for brands across
retail, financial services, telecoms, and more.

Learn more about Contact Center Al

Security and Authentication

Customers expect their retailers to provide tight security without introducing
friction to their experience. Our biometric authentication tools authenticate
genuine customers in seconds whether on the phone or in a digital channel—
and prevent fraudsters getting in, delivering 92% reductions in fraud losses
while boosting CSAT by 85%.

Learn more about Security and Authentication

Professional Services

96% of customers will abandon your brand if they're not satisfied by the
service you provide®—so don't leave any channel's performance up to chance.
Our team can work side-by-side with yours to plan, build, and optimize your
customer journeys, using two decades of practical experience to find and
execute the right strategy for your brand.

Learn more about Professional Services

Make your mark in DTC

At its heart, success in retail is about two things: delighting your customers,
and moving faster (and smarter) than your competitors. Intelligent
engagement solutions help you achieve both, creating loyalty-building
customer experiences that set you apart in even the most crowded markets.

By introducing quick, reliable, and customer-friendly ways to interact with your
brand, it'll be far easier to attract and keep new shoppers—and encourage
them to tell their friends how great the experience was. And that all translates
into more sales and higher lifetime value.

With Nuance, you can take a modular approach. Combine our industry-
leading contact center solutions to create a journey that delivers high
customer satisfaction, more revenue, and all the data you could ever need to
optimize your DTC offering.

Talk to us today about how we can put our suite of intelligent engagement
solutions to work for your brand—and help you grab that lucrative DTC
opportunity with both hands.

LEARN MORE

If you'd like to discuss any

of the opportunities we've
highlighted in this guide, or
learn more about how we can

help, get in touch with us at

CXExperts@nuance.com, or

visit our industry web page to
find out more.



https://www.nuance.com/en-gb/omni-channel-customer-engagement/contact-center-ai.html
https://www.nuance.com/en-gb/omni-channel-customer-engagement/authentication-and-fraud-prevention.html
https://www.nuance.com/en-gb/omni-channel-customer-engagement/professional-services.html
mailto:CXExperts%40nuance.com?subject=
https://www.nuance.com/omni-channel-customer-engagement/industry/retail.html

B@ NUANCE

Endnotes
1 How D2C brands are diversifying consumer experience to disrupt the retail industry. Insider Intelligence. Retrieved April 26, 2022 from: https://www.insiderintelligence.

com/content/how-d2cbrands-diversifying-consumer-experience-disrupt-retail-industr

2 Global State of Customer Service. Microsoft. Retrieved April 25, 2022 from: https:/info.microsoft.com/ww-landing-global-state-of-customer-service.html

3 Global State of Customer Service. Microsoft. Retrieved April 25, 2022 from: https:/info.microsoft.com/ww-landing-global-state-of-customer-service.html

4 Consumers want it all: Hybrid shopping, sustainability, and purpose-driven brands. IBM. Retrieved April 29, 2022 from: https:/www.ibm.com/downloads/cas/YZYLMLEV

5 Global State of Customer Service. Microsoft. Retrieved April 25, 2022 from: https://info.microsoft.com/ww-landing-global-state-of-customer-service.htm|

6 Global State of Customer Service. Microsoft. Retrieved April 25, 2022 from: https://info.microsoft.com/ww-landing-global-state-of-customer-service.htm|

7 Global State of Customer Service. Microsoft. Retrieved April 25, 2022 from: https:/info.microsoft.com/ww-landing-global-state-of-customer-service.html

8 Hyken, Shep. (July 12, 2020). Ninety-Six Percent Of Customers Will Leave You For Bad Customer Service. Forbes. Retrieved April 29, 2022 from:
https://www.forbes.com/sites/shephyken/2020/07/12/ninety-six-percent-of-customers-will-leave-you-for-bad-customer-service/

ink AN >~ I

About Nuance Communications, Inc.

Nuance Communications is a technology pioneer with market leadership in conversational Al and ambient intelligence. A full-service partner
trusted by 77 percent of U.S. hospitals and more than 75 percent of the Fortune 100 companies worldwide, Nuance creates intuitive solutions that
amplify people’s ability to help others. Nuance is a Microsoft company.

© 2022 Nuance. All rights reserved.
ENT_4633_01_B Oct 19, 2022


https://www.insiderintelligence.com/content/how-d2c-brands-diversifying-consumer-experience-disrupt-retail-industry
https://www.insiderintelligence.com/content/how-d2c-brands-diversifying-consumer-experience-disrupt-retail-industry
https://info.microsoft.com/ww-landing-global-state-of-customer-service.html
https://info.microsoft.com/ww-landing-global-state-of-customer-service.html
https://www.ibm.com/downloads/cas/YZYLMLEV
https://info.microsoft.com/ww-landing-global-state-of-customer-service.html
https://info.microsoft.com/ww-landing-global-state-of-customer-service.html
https://info.microsoft.com/ww-landing-global-state-of-customer-service.html
https://www.forbes.com/sites/shephyken/2020/07/12/ninety-six-percent-of-customers-will-leave-you-for-bad-customer-service/
https://www.linkedin.com/company/nuance-communications
https://twitter.com/nuanceinc
https://www.facebook.com/nuancecommunications/?ref=bookmarks
https://www.youtube.com/nuanceinc
mailto:cxexperts%40nuance.com?subject=
https://www.nuance.com/index.html

	DTC is a lucrative opportunity – if you have the right support infrastructure
	Set yourself up for DTC success with intelligent engagement
	Let’s start with the basics
	Create connected customer experiences
	Interested in more advanced use cases?
	Support for the whole journey
	Make your mark in DTC



Accessibility Report



		Filename: 

		ENT_4633_01_B Customer Engagement for D2C Retail_r9_P.pdf






		Report created by: 

		Priscilla Arthur


		Organization: 

		





 [Personal and organization information from the Preferences > Identity dialog.]


Summary


The checker found no problems in this document.



		Needs manual check: 0


		Passed manually: 3


		Failed manually: 0


		Skipped: 0


		Passed: 29


		Failed: 0





Detailed Report



		Document




		Rule Name		Status		Description


		Accessibility permission flag		Passed		Accessibility permission flag must be set


		Image-only PDF		Passed		Document is not image-only PDF


		Tagged PDF		Passed		Document is tagged PDF


		Logical Reading Order		Passed manually		Document structure provides a logical reading order


		Primary language		Passed		Text language is specified


		Title		Passed		Document title is showing in title bar


		Bookmarks		Passed		Bookmarks are present in large documents


		Color contrast		Passed manually		Document has appropriate color contrast


		Page Content




		Rule Name		Status		Description


		Tagged content		Passed		All page content is tagged


		Tagged annotations		Passed		All annotations are tagged


		Tab order		Passed		Tab order is consistent with structure order


		Character encoding		Passed		Reliable character encoding is provided


		Tagged multimedia		Passed		All multimedia objects are tagged


		Screen flicker		Passed		Page will not cause screen flicker


		Scripts		Passed		No inaccessible scripts


		Timed responses		Passed		Page does not require timed responses


		Navigation links		Passed manually		Navigation links are not repetitive


		Forms




		Rule Name		Status		Description


		Tagged form fields		Passed		All form fields are tagged


		Field descriptions		Passed		All form fields have description


		Alternate Text




		Rule Name		Status		Description


		Figures alternate text		Passed		Figures require alternate text


		Nested alternate text		Passed		Alternate text that will never be read


		Associated with content		Passed		Alternate text must be associated with some content


		Hides annotation		Passed		Alternate text should not hide annotation


		Other elements alternate text		Passed		Other elements that require alternate text


		Tables




		Rule Name		Status		Description


		Rows		Passed		TR must be a child of Table, THead, TBody, or TFoot


		TH and TD		Passed		TH and TD must be children of TR


		Headers		Passed		Tables should have headers


		Regularity		Passed		Tables must contain the same number of columns in each row and rows in each column


		Summary		Passed		Tables must have a summary


		Lists




		Rule Name		Status		Description


		List items		Passed		LI must be a child of L


		Lbl and LBody		Passed		Lbl and LBody must be children of LI


		Headings




		Rule Name		Status		Description


		Appropriate nesting		Passed		Appropriate nesting







Back to Top
