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One Queue, Every Channel: Omnichannel for
Business

Most businesses have fourinboxes and call it omnichannel. Real omnichannel means one queue, one
history, and a customerwho never has to re-explain themselves. Here is the channel-by-channel

reality, and the order to switch them on.

@ The short version

What it's genuinely good for

Expected
response

Multichannel means you offer several ways to reach you. Omnichannel means those ways share one queue
and one history. The test has nothing to do with channel count: if a customer texts at nine andrings at three,
does the person who answers already know? If not, you have multichannel with extra steps, and you may have
made things worse, because you created the expectation of joined-up service without delivering it. Published
figures creditintegrated omnichannel with roughly a third off first-resolution times and wait times, but that
comes fromintegration and staffing, not fromicons on a contact page. Anunattended channel is worse than
an absent one. For most Australian businesses, voice and SMS carry the real intent, email carries the
paperwork, and web chat earnsits place once your traffic justifies staffing it.

Worth it when

Voice

SMS

Email

Web chat

RCS /rich
messaging

WhatsApp

Social DMs

Urgency, complexity, emotion, anything needing
negotiation orreassurance. Still where the highest-
value intent arrives.

Confirmations, reminders, missed-callrecovery,
quick factual exchanges, reaching people who can't
take acall.

Paperwork, quotes, attachments, anything either
party wants a written trail of.

Catchingintent while somebody is onyour site and
undecided. Genuinely converts.

Branded, verified notifications and confirmations with
buttons andimages. Trust signalasmuch as a
channel.

Communities and trade partners who already live iniit;
international customers.

Early-stage enquiries and public-facing complaints
that are better moved private fast.
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Seconds

Minutes

Hours

Undera
minute

Minutes

Minutes to
hours

Hours

v Always

v Almost always

v Already have it

Enough site traffic to justify
real-time staffing

You send high volumes of
transactional messages

Your customers are already
trying to use it

People are already
messaging you there and
beingignored
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B Also worth knowing

Metric What changes What to do about it

First-contact Becomes far more meaningful and much harder to Expect yourreported figure to get worse and

resolution flatter, you can now see the customerwho came your actual service to get better. Say so
back through another channel before the firstreportlands.

Responsetime Ablendedaverage acrossvoice, chat, SMSandemail Measure and target per channel. Seconds for

is meaningless, expectations differ by an order of voice, under a minute for chat, minutes for
magnitude SMS, hours foremail.
Channel How often one customerissue crosses channels, Ahighrate means a channelis failing to
switching impossible to see before one queue resolve things. Thisis the most diagnostic new
(new) numberyou gain.
Volume by Now comparable, which frequently overturns Useit to decide staffing and, honestly, to
channel assumptions about where demand is decide which channel to switch off.

The thing that makes this worse than doing nothing

Abusiness with one phone number sets a clear expectation and meets it. A business with five channels sets an
expectation of joined-up, modern, responsive service, and then fails it visibly, five different ways. Offering a channelis a
promise. The customer hears the promise whether or not you meant to make it.

B Questions the full guide answers

(J Whatis the actual difference between multichannel and omnichannel?
(3 Which channels do Australian businesses actually need in 20267

(O Isadding more channels always better for customer experience?

(J Howdoyou staff a queue that mixes calls and messages?

(J CananAlagentwork across all channels, not just voice?

(J What metrics change whenyou move to one queue?

(O Do messaging conversations need to be recorded and retained like calls?

This is the summary. The guide has the detail.

Every point above is worked through in full on our site, with the Australian context, the numbers and the exceptions. If
you wouldrathertalk it through, call 1300 881662 or visit unidenvoice.com/get-started.
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