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The CPaaS Customer Journey: From Secure OTPs to
Loyal, Lifetime Customers

The way businesses communicate has evolved - from basic one-time password (OTP) alerts to
rich, two-way interactions that build trust and loyalty. Welcome to the new era of customer
engagement, where speed, personalization, and omnichannel presence are the new baseline.

In 2025, CPaaS (Communications Platform as a Service) isn't just a backend tool - it’s your
brand’s frontline voice. It’'s how you cut through the digital noise, show up in the right channel at
the right time, and orchestrate seamless conversations across SMS, WhatsApp, voice, video,
and more.

This ebook takes you through the full customer communication journey - starting with a secure
OTP and ending with a loyal customer - highlighting the moments where CPaaS adds value,
boosts conversions, and deepens relationships.
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https://cpaas.8x8.com/en/blog/global-cpaas-adoption-metrigy-report/
https://cpaas.8x8.com/en/blog/global-cpaas-adoption-metrigy-report/
https://content.8x8.com/story/cpaas-the-ultimate-integrator-for-revolutionizing-business-communications/

Entry Point — Onboarding with OTPs (One-Time
Passwords)

Let’s face it: your customer’s very first interaction with your brand sets the tone for everything
that follows. And in a world where digital trust is everything, that first message matters more
than ever.

CPaaS powers seamless, secure onboarding through fast, real-time OTP delivery - via SMS,
WhatsApp, or voice. It plugs into your existing systems with ease, delivering instant access and
verified trust.

Why CPaas rules user verification: It’s fast, scalable, and reliable. With smart retry logic,
fallback channels, and delivery tracking, CPaaS ensures OTPs land on time - keeping drop-offs

low and conversions high.

The first message is your digital handshake. When it’s timely, professional, and friction-free_it
builds credibility. When it’s delayed or clunky, users bounce. Simple as that.

From eCommerce logins and fintech verifications to healthcare portals and logistics sign-ups -
OTP is the gatekeeper, and CPaaS is the master key.
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Communication Across the Journey

Every phase of the customer journey communication lifecycle demands the right message at
the right time - on the right channel.

Context is everything. That’s why orchestrating communications across SMS, WhatsApp, voice,
and more is key to avoiding overload while staying relevant.

Here’s a high-level look at how businesses often align communication channels with each stage
of the customer lifecycle:

Activation: Timely Nudges That Spark Action

Instant, time-sensitive messages like signup confirmations or expiring offers are best delivered
via SMS or push notifications - channels that are immediate and unmissable.

Engagement: Personalized Conversations That Drive Value

Once users are active, CPaaS supports richer interactions. \WhatsApp, in-app chat, and Viber
enable media-rich updates, product announcements, reminders, and even support - all in a
conversational format.

Support: Show Up When It Matters

When customers need help, they want fast, accessible

support. CPaaS connects voice, chat, and ticketing into a
unified experience - so customers can start in one channel
and finish in another, without friction.

Loyalty: Keep the Conversation Going

Keep the relationship warm with personalized SMS
or email updates on rewards, offers, or events.

The right message at the right time keeps you
top-of-mind - without feeling like spam.

By orchestrating these channels using CPaaS,
businesses can avoid message overload while staying
top-of-mind.

8x8 CPaaS brings all of this together, orchestrating

channels into a single, cohesive communication strategy -
without IT delays or fragmented systems.
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Activation - Driving First Use or Conversion
Once verified, the next step is to nudge customers into action.
CPaaS helps you deliver timely, personalized nudges that convert passive users into active

ones, Think first purchases, app feature discovery, or service reminders - delivered when intent
is highest.

With CPaaS you can:
. Send smart alerts triggered by behavior
« Reactivate dormant users with contextual offers

. Reinforce brand trust through relevant, well-timed messaging

It’s not about more messages - it’s about the right message, at the right moment.
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Capturing Feedback and Driving Retention Through
Conversations

Forget waiting for users to fill out a generic web form hours - or even days - after an interaction.
In today’s fast-moving digital landscape, timing and context are everything.

By embedding real-time communication into your customer journey, CPaaS allows businesses
to gather feedback when it matters most - right after the experience.

Here’s how:
. In-Chat Surveys: Collect feedback in the same channel the user is already in - WhatsApp,
SMS, or live chat. For example, send a quick 2-question survey right after a support chat

ends.

- Rating Prompts via SMS or WhatsApp: After a purchase, delivery, or interaction, trigger a
one-tap rating request - users respond in seconds, not hours.

. Quick-Response Polls Based on Recent Actions: Want to know if a campaign resonated?

Use CPaaS to send quick polls linked to recent actions: “Did you find what you needed?”
with simple “Yes” or “Not really” replies.
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https://cpaas.8x8.com/en/customer-stories/asia-assistance/

Upselling, Cross-Selling, and Lifecycle Marketing
With trust established, it’s time to grow the relationship.

CPaa$S powers data-driven marketing by turning behavior into opportunity. Use browsing
history, previous purchases, or usage patterns to craft personalized promotions and reminders.

CPaaS-Powered Flows Include:
« Abandoned cart alerts with discounts
« Product refill reminders based on purchase history

. Upgrade nudges based on usage

These aren’t just marketing tactics - they’re customer engagement tools that feel helpful rather
than intrusive.

By leveraging 8x8 CPaaS, you can scale this personalization without adding manual work.
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Elevating Customer Support with CPaaS

Support isn't just a service function - it’s a powerful engagement opportunity.
With CPaa$S, you can integrate video calls, voice calls, AI bots, and CRM systems into a seamless
support journey. Customers can start a chat in-app, escalate to voice, or follow up via
WhatsApp - all without friction.
This leads to:

. Faster response times

« Unified conversations across channels

« Personalized support that boosts satisfaction

8x8 CPaaS allows support teams to resolve faster, route smarter, and deliver consistent
experiences - backed by key KPIs like NPS, CSAT, and resolution time.
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Loyalty, Retention, and Lifetime Value

How to build customer loyalty? Start with consistent, relevant communication.

CPaasS lets you deliver loyalty program updates, personalized offers, and exclusive content
through the customer’s preferred channel.

Examples:
« SMS reminders for expiring points
. Exclusive offers via WhatsApp

. Birthday rewards via email + SMS

Even more powerful? CPaaS platforms can predict churn and trigger re-engagement flows -
before it’s too late.

With predictive analytics and multi-channel delivery, loyalty becomes measurable - and
manageable.
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The 8x8 CPaaS Platform in Action

8x8 CPaaS gives businesses full control over how they communicate at every stage of the
customer journey.

Channels supported:

SMS WhatsApp Business
For fast, reliable alerts, OTPs, and reminders For verified, rich messaging at scale

RCS Voice & Video
Rich media and branded interactions For support, click-to-call, and escalation

Viber & Facebook Messenger
For audience-specific engagement
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Conclusion: From First Text to Lifelong Trust

Customer journeys are dynamic, fragmented, and full of micro-moments. CPaaS connects
those moments - turning one-time interactions into lasting relationships.

From secure onboarding to loyalty-driven re-engagement, CPaaS isn’t just about
communication. It’s about connection.

With 8x8 CPaaS, every message becomes an opportunity to deliver value, build trust, and grow
your business.
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