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Introduction

Customer experience (CX) is no longer just about answering
queries - it’s about seamless interactions, proactive support,
and hyper-personalized engagement. Businesses today are
underimmense pressure to enhance customer experience
automation while maintaining efficiency in operations. Enter
campaign automation, a game-changer for businesses
looking to optimize their communications and support.

An omnichannel campaigns manager is a powerful tool that
enhances operational efficiency by enabling businesses to
interact with customers across multiple channels and
automate engagement workflows. This ebook explores how
CPaasS solutions like 8x8 Connect can transform CX,
customer support automation, and overall operations for
modern businesses.



https://cpaas.8x8.com/en/blog/omnichannel-customer-support-cpaas/
https://cpaas.8x8.com/en/blog/cpaas-for-marketing-and-communications/
https://cpaas.8x8.com/en/products/8x8-connect/
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The digital era has dramatically shifted customer expectations. Instant
responses, personalized interactions, and 24/7 support are no longer
optional - they’re essential. Businesses without an automated customer
experience strategy risk falling behind.

Key Challenges in CX and Support:

e High manual workloads: Repetitive tasks drain support teams,
leading to delays.
e Slowresponse times: Customers expect near-instant

resolutions.

e Disjointed communication channels: Fragmented interactions
lead to poor CX.

e Lackof personalization: Generic responses fail to engage
customers.

e Scalability issues: Growing businesses struggle to handle
increasing customer interactions.

The solution? Campaign automation - a structured, automation-driven
approach to engaging customers across multiple channels efficiently.

Copyright 2024 8x8, Inc. or its affiliates. All rights reserved.


https://8x8.wavecell.com/hubfs/The%20CX%20Evolution%20Must-Know%20Trends%20for%20Staying%20Ahead%20in%202025.pdf
https://cpaas.8x8.com/en/blog/customer-support-ai-and-automation/
https://cpaas.8x8.com/en/blog/customer-support-ai-and-automation/
https://8x8.wavecell.com/hubfs/Unlocking%20Efficiency%20Benefits%20of%20Automating%20Customer%20Interactions%20via%20SMS%20and%20WhatsApp.pdf
https://8x8.wavecell.com/hubfs/Unlocking%20Efficiency%20Benefits%20of%20Automating%20Customer%20Interactions%20via%20SMS%20and%20WhatsApp.pdf
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An omnichannel campaigns manager consolidates communication
across SMS, voice, and messaging apps, ensuring businesses
maintain consistent and responsive engagement with customers.

Benefits of Campaign Automation in Customer Support:

e Eliminates manual intervention: Automate repetitive
customer interactions.
Faster response times: Al-driven workflows reduce delays.
Improved customer satisfaction: Personalized, proactive
communication.

e Higher agent efficiency: Support teams focus on complex
queries.

e  Scalability: Manage increasing customer demands with ease.

By leveraging customer support automation, businesses can
significantly improve customer experience with automation while
optimizing internal workflows.

Copyright 2024 8x8, Inc. or its affiliates. All rights reserved.


https://cpaas.8x8.com/en/products/omnichannel-messaging/
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What Is a Campaigns Manager?

o [, pE——
A campaigns manager is a campaign management tool that ?:;:j s Oumi
centralizes, automates, and optimizes customer interactions across S B
various platforms. It ensures businesses can deliver consistent, timely, B
and relevant communication across all touchpoints. o @ Ml
Core Features: e

Z :, Connect camnce ER197008 @TD (B ¢

e  Multi-channel messaging: Connect via SMS, messaging o Messaging Apps
apps, and voice messaging.

&, Automation

e Automation workflows: Pre-set triggers for personalized

interactions. P Tt
e Analytics and reporting: Track engagement, response times, o e -

and performance. e
e Al-powered insights: Predict customer needs and optimize o

engagement. e, T

A well-implemented campaigns manager is crucial for operations
automation, reducing redundant tasks and freeing up human agents for
high-value interactions.

Copyright 2024 8x8, Inc. or its affiliates. All rights reserved.


https://videos.8x8.com/watch/44BsV5yjQFV9QXwTNScKhf?
https://cpaas.8x8.com/en/blog/streamline-operations-cpaas-for-businesses
https://cpaas.8x8.com/en/blog/streamline-operations-cpaas-for-businesses
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The Power of a Campaigns Manager Connect
. . 0F overview c tact M t
1. Reducing Manual Workloads and Response Times ontact Managemen
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Agents often waste time on repetitive tasks like responding to FAQs, o Campaigns ——
appointment scheduling, or tracking orders. Automation can handle these & Automation
tasks effortlessly, allowing agents to focus on complex issues. Contacts Q
(3 Templates Group Name Description

2. Enhancing Personalization and Efficiency
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A campaigns manager enables businesses to segment audiences and B R
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Customers engage via multiple platforms - email, WhatsApp, SMS, and
. . 1t Numbers Test Blacklist SPL
social media.
9 Pricina
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4. Data-Driven Decision Making

A good campaign management tool provides detailed analytics, helping

businesses refine their customer support automation strategy over time.
Copyright 2024 8x8, Inc. or its affiliates. All rights reserved.


https://cpaas.8x8.com/en/blog/4-ways-to-engage-your-customers-with-8x8-connect-automation-builder/
https://cpaas.8x8.com/en/blog/brandcommunication-best-practice/
https://cpaas.8x8.com/en/lp/ip-ebook-omnichannel-messaging-guide/
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8x8 Connect is a robust CPaaS (Communications Platform as a
Service) solution that empowers businesses to automate, streamline,

and optimize customer interactions across multiple messaging channels
- including SMS, WhatsApp, Viber, and more.

Designed with flexibility and ease-of-use in mind, 8x8 Connect enables
rapid deployment and customization through a powerful
no-code/low-code interface, making it easily accessible to both
developers and non-technical teams.

Whether you're building customer journeys, sending real-time alerts, or
running targeted marketing campaigns, 8x8 Connect delivers the tools

you need to create seamless, scalable, and secure communication
experiences.

otal Cost
) €150.00
ory Rate

o~ Dell
“ 98%

1,250
Multichannel Sender

Choosea channel

Choose a channel

How would you like to send your messages?
O svs Messaging Apps
SMs Engage Voice (text-to-speech)

Subaccount

Messages Delivered ] -

Copyright 2024 8x8, Inc. or its affiliates. All rights reserved.


https://cpaas.8x8.com/en/products/8x8-connect/
https://content.8x8.com/story/8x8-connect-your-weapon-to-omnichannel-cx/page/1
https://content.8x8.com/story/8x8-connect-your-weapon-to-omnichannel-cx/page/1
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Benefits:

e Seamless integration with SMS, messaging apps like
WhatsApp, and voice calls.

e Customizable automation workflows for different customer
journeys.

e Scalable platform suitable for startups to enterprises.
Advanced analytics and reporting for continuous optimization.

Real-World Use Cases for Businesses:

e Retail & Ecommerce: Automate order confirmations, shipping
updates, and customer service inquiries.

° Healthcare: Send appointment reminders and follow-up
messages.

e Financial Services: Provide instant fraud alerts and
transactional updates.

e Hospitality: Enable real-time booking confirmations and guest
engagement.

With 8x8 Connect, businesses can improve customer experience with
automation while ensuring seamless operations.

Copyright 2024 8x8, Inc. or its affiliates. All rights reserved.


https://cpaas.8x8.com/en/blog/power-of-cpaas-for-ecommerce/
https://cpaas.8x8.com/en/blog/cpaas-in-healthcare/
https://cpaas.8x8.com/en/blog/strong-authentication-in-finance/
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To successfully implement customer support automation, businesses

H @ WhatsApp Trigger
should follow best practices: .
Conversation started from customer ( Q 88 Shcp 0
1. Choose the Right Tools s i
‘V aaaaaa

Select campaign management tools for operations efficiency that align
with your business needs. 8x8 Connect offers flexibility, scalability, and
Al-powered insights.

Hello,
Thanks for contacting our team

Please choose one of the option below: 855

x Produc«lﬂueslnons
3.Sales Support

. 4.Billing Questions

2. Personalize Customer Engagement

1.Technical Support ¢ ..,

Hithere, I'm Jane, the technical support
at 8x8. How can | help you?

Automated messages shouldn’t feel robotic. Use automation to tailor
responses based on customer behavior.

16:24

3. Measure Success and Optimize

+ Insert Next step

+ c ©®9

+ Insert Next step

Track key metrics like response times, engagement rates, and
conversion rates. Use analytics to refine strategies continuously.

Copyright 2024 8x8, Inc. or its affiliates. All rights reserved.


https://cpaas.8x8.com/en/blog/ai-scalable-communication-tools-sea/
https://cpaas.8x8.com/en/blog/customer-support-ai-and-automation/
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The Future of CX: Why
Automation is No Longer Optional

Customer expectations are evolving fast - and manual processes can’t
keep up. Automation is no longer a luxury; it's a necessity for delivering
consistent, personalized, and efficient customer experiences at scale.
A well-integrated campaigns manager doesn't just streamline
operations - it becomes the engine driving smarter decisions, faster
responses, and more impactful engagement.

Forward-thinking businesses are already leading the charge with
platforms like 8x8 Connect, which empowers teams to move faster, do
more, and deliver exceptional CX with less effort. The future belongs to
brands that automate - and those that don’t risk falling behind.

Try it for free _



https://connect.8x8.com/login/signup
https://8x8.navattic.com/8b109wx
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Say goodbye to fragmented data, siloed teams, and disconnected
communication, and say hello to the 8x8 Platform for CX. Connect
your teams and customers and make smarter, empowered decisions
with integrated Al tools and insights to create real results.

For more information contact hello-cpaas@8x8.com.



mailto:hello-cpaas@8x8.com

