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The retail sector is going increasingly global, with fewer barriers to entry for both companies and customers. The Internet has 
changed the way retailers do business, even if they are operating brick-and-mortar shops. And customers expect companies  
to understand their needs and preferences, and proactively offer goods and services based on their personal interests and past 
buying behavior.

The three leading issues facing the industry today are:

•	 An increasingly diverse and global customer base;
•	 The need to reach consumers wherever they are, in store or online, and on any device; and
•	 The growing rise of personalization, requiring retailers to better understand their customers’ buying habits, needs and likely 

desires in the future.

Here are three examples of how proactive communications are transforming the buying experience:

Promote product information, special offers, loyalty rewards, and coupons. Proactive engagement lets retailers send customers 
information about new products, customized according to purchase history, geo-location, and demographic data. GPS information 
allows	companies	to	text,	email,	or	push	information	specific	to	a	given	store	based	on	the	recipient’s	actual	location,	to	literally	
catch them where they are at the moment. 

Drive traffic to online and in-store events. By sending alerts about upcoming sales, new-product arrivals, and in-store events 
like author visits, fashion shows, food and wine tastings, and musical performances, retailers generate buzz and increase advance 
registrations—especially if the alert includes a quick link for easy opt-in to receive text message alerts or sign up for calendar 
reminders with Passbook.

Instant feedback and reviews. Retailers gain valuable insights by sending surveys to customers immediately following a purchase, 
asking about their buying experience and the products themselves. They can include links to post reviews or print return-shipping 
labels, and quickly follow up responses with an appropriate coupon or value-add service to increase up-selling opportunities.

As consumers increasingly make purchasing decisions based on reputation and recommendations, companies must proactively 
manage their brand and the customer relationship by proactively communicating with customers in order to keep customers 
informed, increase satisfaction, and build long term customer relationships. A complete outbound engagement solution lets 
organizations dynamically create, manage, and tune their outbound campaigns using self-service tools and offers a deep well of 
natively	integrated	channels,	including	outbound	IVR,	predictive	dialer,	text	messaging,	email,	and	push	notifications.

Click to learn how Genesys can help deliver exceptional outbound customer engagement by downloading the  
Frost & Sullivan White Paper – Change the Conversation with Proactive Communications.
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