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The defining moments in retail
aren’t always flashy.

Despite budgets and strategies tending to focus on
T~ — acquisition, it’s the moments after the purchase where
customer expectations meet operational reality—and your

brand promise is put to the test.

o

I n m m “ We aren’t telling you anything you haven’t heard before.
The problem is that winning those high-stakes, emotionally
charged service moments isn’t easy (or everyone would be
doing it). Most traditional support models simply aren’t
built to meet the demands of modern retail. As a result,

organizations are handcuffed by siloed systems, inflexible
vendors, and overwhelmed internal teams.

The leaders in retail CX, however, are taking a different
approach that enables greater consistency, flexibility, and
rapidly improved performance. By leveraging a proven CX
partner with deep retail experience, a global footprint,

and pre-integrated technology, organizations can seize the
moments that matter and turn service into a key differentiator.
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Executive summary

Loyalty is earned after the sale—not before. > Leaders are rethinking service delivery.
Product, marketing, and brand alone don’t guarantee High-performing retailers are deploying elastic
repeat customers. The service experience is the global staffing, Al-powered workflows, and real-time
battleground for repeat business. analytics to transform CX into a key advantage.

Retention starts in the queue. The ROl is real.

88% of customers who trust a brand will buy again— This shift drives higher CLV, improved retention,
but that trust often breaks down in post-sale support, and the agility to thrive during periods of volatility—
not at checkout. not just survive them.

The cost of a bad experience is steep. Customer experience is your brand
1-in-3 consumers will leave after one poor interaction. differentiator.

The majority will abandon a brand they love after two. The question isn’t whether to modernize. It’s

whether to lead—or lose customers to brands
that already have.
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The loyalty

breakdown

The customer
experience

12:32 PM

3:48 PM

3:50 PM
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Jessica, a $2,400-a-year customer and 8-year loyalty
program member, places an order for the bridesmaid

dress she needs this Saturday. She trusts your
brand—you’ve done right by her for years.

The confirmation email hits her inbox.

Estimated delivery: Monday. Her stomach drops.

She calls support, hoping to fix it.
The line rings. Then holds. And holds.

An agent finally answers. Friendly—but unaware
of her loyalty status, the urgency of the event, or
why this moment matters.

The verdict? “It already shipped, and we
no longer have your size in stock.”

Jessica hangs up.

You keep the sale. You lose Jessica.

You’re a household name in fashion retail. Your loyalty
program is thriving. Your marketing personalization is
world-class, and your support is...adequate.

Until it’s not.

The back-end
breakdown

> Her order is routed using standard SLA logic—no
adjustment for loyalty tier, order value, or time sensitivity.

> Your CRM and order systems don’t talk. Her
loyalty status? Invisible to the agent.

> The contact center is overwhelmed post-sale. Forecast
missed the curve by 15%, and hold times stretched
past 40 minutes.

> Agent scripting lacked logic for VIP recovery.
No “save-the-day” options. No escalation path.
And there is nowhere else for Jessica to go.

Your loyalty campaign drove the purchase.
The experience lost the customer.

The fix

> Unified, modernized systems, so agents get the full
picture before they say hello. Loyalty tier, purchase
history, order status, all in one place.

> Smart workflows flag urgent orders automatically—
because a bridesmaid dress needed Saturday shouldn’t
ship Monday. Loyalty customers go to the front of the
line when it counts most.

> Staffing flexes with demand, and with Al-enhanced
speed-to-proficiency, adding agents doesn’t
compromise quality.

> Tier-aware scripts and Al-assist tools guide the
conversation, helping agents respond with the right
tone—and the right fix—on the first try.



The Black

You’re a global retailer selling high-end gadgets—and
it’s Black Friday. Your digital storefront is optimized, your
advertising is reaching all the right people, and your flash
deals are flying.

Friday rush

The customer The back-end The fix
experience breakdown
: L I . i itori igh-ri —
315pM  Lucas, a repeat buyer anq voca brar?d advocate, ' > No post-purchase grace period for urgent changes— > Al mfprmed monitoring flags high-risk orders
drops $3,499 on the gaming PC of his dreams during ; 7 : spotting urgent changes, repeat contacts, or
: ) support is locked out once fulfillment begins. ; ;
your flash sale. Top-of-the-line. One in stock. One signals of distress.
shot. He checks out fast, > Automation failed to detect signs of distress tied to g H pea ke :
_ . : : . - high-value orders—like address updates or repeat At e S R A [ B S R
721PM  Lucas checks his confirmation email, drooling bc?t el P P e e e )
over his PC’s specs. Mid-scroll, his heart stops. ; :
He forgot to update his saved address. The order’s T T b ST R S e
shipping to his old apartment. Where his ex- > The chatbot never escalated to human help— " ’ i
partner still lives. no trigger, no transfer, no resolution. emand-—even n on=nours.
722PM  Lucas hits your chatbot in a panic. It responds > After-hours coverage gaps left customers unsupported > Empowered agents have the tools and authority
with all the urgency of a three-toed sloth. during peak volume periods. to pause fulfiliment, reroute packages, and protect
No help. No human. No solution. customer trust.
: : . . Once the warehouse takes over, CX visibility ends—
243aM  Anemail confirms: it’s on its way. no intercepts, no reroutes, no recovery.

Lucas watches his dream machine enjoy expedited
shipping to his ex-partner—and expeditiously
becomes an ex-high-value-customer.



The self-

You’re a rising star in lifestyle retail—eco-conscious,
social-native, and adored by yogis worldwide.

® @
se rVI ce s I ra But self-love can’t make up for subpar self-service
on a social media stage.

The customer The back-end Th e fix
experience breakdown

> Real-time journey monitoring detects failed order
confirmations and proactively triggers support workflows.

914 AM Emma has a large following on several social channels,
where she finds and recommends the latest and
greatest personal wellness products. Which is when
youtr gd (t:)rloss;s hberfeed. I\gm:nalll{st, mlntdful,th " > Self-service requires an order number—but has no > l\/IuIti—pat_hJookup options—via email, phone, or name—
SSLEl el L A B RS R alternate lookup path (like email or phone). replace rigid order ID-only systems.

> Order confirmation fails silently—marketing and backend
systems aren’t aligned, and no alert triggered support.

9:42 AM  Uh-oh. Wrong color. No stress—she heads to
“Manage My Order.” Easy fix, right? > The chatbot doesn’t recognize when it hits a dead
end—no escalation, no assist, no outcome.

> Smart escalation logic routes customers to live agents
when automation hits a wall.

9:43AM  She checks her inbox again. No confirmation
email. She refreshes. Still nothing. > Omnichannel continuity ensures customers don’t start

> No real-time voice-of-customer (VoC) signal means _
from scratch when they switch channels.

945AM She opens chat. It asks for her order number. Again. her frustration never surfaces.

Then loops. No escalation. No human. No fix. . b
Support and self-service channels operate in silos—

952aM  She closes the tab. no continuity, no recovery.

You lose the sale. You lose Emma. And you lose
any chance of your social campaign converting
any of her 128K followers.



The more you invest in customer
acquisition, the more important
customer support becomes.

The moments after a purchase matter to your customers—

Elite retail brands

don’t com promise
and your brand. In fact, about 40% of consumers say that
post-purchase experiences like technical issues and returns
make up the most memorable aspect of the overall brand
experience—not the actual shopping or purchasing.

Nailing it requires seamlessly bringing together a lot of moving
pieces, while maintaining flexibility, consistency, and quality.
That’s why the best-performing retail brands go beyond merely
patching CX gaps or tacking on new tech—they rethink how
service is delivered. They embed loyalty data in every agent’s

workflow, use automation to absorb volume, and scale service
with demand through elastic teams.
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5 ways top retail performers turn
service into value

Loyalty-aware scripting + CRM integration Al-enhanced self-service that actually deflects
High performers personalize support in real time—treating VIPs Smart automation handles the repetitive stuff—like tracking and returns—

like VIPs, and tailoring tone to lifetime value. It’s the difference while escalating what bots shouldn’t touch. Less volume, better CX.
between a churn risk and a brand advocate.

Elastic staffing for seasonal surges Real-time VOC and QA

Scale support for key moments—Black Friday, product drops, Top brands don’t wait for surveys—they act on live feedback and
returns season—without scrambling. The result? Faster service, QA signals to fix friction fast. It’s a continuous feedback loop that
lower abandonment, and protected revenue. drives real improvement.

Unified Agent Desktops How do these strategies translate into

Agents get everythmg they need—order hlstory, customer data, real, measurable outcomes?

and context—in one place. It shortens handle time and makes

personalization effortless.
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Better
experiences are
better business

a / "
5

Your customers want to feel valued.
Especially when they need help.

If you don’t view your brand perception as an afterthought,
you can’t view modernizing your CX delivery as merely a
“business necessity.”

The reality is that modern CX directly and dramatically
impacts key business objectives: customer lifetime value
(CLV), brand advocacy, scalability, and—ultimately—
long-term success. Brands that modernize retail CX see
measurable improvements in churn, spend, satisfaction, and
scalability. Brands that don’t...see customers go elsewhere.

T
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Top CX-driven
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Business outcome

Retention & loyalty

Operational efficiency

Scalability & readiness

Personalization &
CX quality

CX KPIs

+ NPS

« CSAT

« Loyalty reactivation
- CLV

« AHT
- Agent utilization

- Deflection rate

+ Ramp speed
- Surge capacity

- Coverage

- VOC
+ Repeat purchase

- Conversion

Foundever capabilities

+ CRM-integrated scripting
+ Loyalty tier-aware workflows

« Surprise-and-delight engagement

- Unified Agent Desktop
+ GenAl for assist

« Automation of WISMO + returns

- Elastic staffing with global scale

+ Multilingual coverage

+ Real-time agent scripting logic
« Dynamic workflows

+ Analytics-backed journey tuning

The takeaway

We help retail brands find better performance and outcomes.
Without building it all from scratch.
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A model designed
for the demands
of the modern
customer

Our retail CX model was built specifically to meet modern consumer
expectations—at scale. It isn’t about being a bigger BPO. It’s about
delivering better.

Better continuity. Better intelligence. Better staffing.

Zero disruption.

Here's what that looks like

@ foundever’

Retail CX outsourcing, redefined

e Agents trained for fashion, electronics, and everything in between
e 24/7 coverage in 60+ languages
e Purpose-built workflows for WISMO, loyalty, returns, and more

Elastic staffing that actually snaps

¢ The proven ability to scale 4,000 agents in under 6 weeks
e Hybrid delivery models for speed + cost control
» Peak-season, promo, and product launch readiness

Loyalty-centric support

e CRM-triggered outreach, tier-aware communication
e Surprise-and-delight playbooks for your top shoppers
» Data-driven retention tactics that feel like connection

Agent enablement that cuts the chaos

e GenAl assist tools that keep agents in flow
e Unified desktop = 36% lower AHT
e Smart routing + scripting for accuracy

Analytics that actually tell you something

e 100% contact monitoring
e CSAT, NPS, and deflection dashboards
 Predictive staffing and VOC insight in real-time

Self-service that works

e Embedded digital containment = fewer calls
e Conversational Al for low-effort resolution
o 49% cost-to-serve reduction? You bet.
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® When it comes to modernizing CX as a growth engine, you
e Ive r e e r need a partner who knows retail, understands how to meet
the demands of the modern customer, and can flex without

N
derailing your day-to-day. :
In the momentO in summary
e Customer interactions are where loyalty lives—or dies.
e Retailers who fail to modernize risk losing customers
® e Legacy BPOs simply aren’t structured to deliver the
kind of experiences that build loyalty.

The choice is yours
Will your next customer issue become their reason to leave?
Or will you turn these moments into stories your customers
e \

Take the next step

Explore how to deliver scalable, personalized support that
protects loyalty, reduces effort, and flexes with demand—
without compromise.

Talk to a Foundever retail expert —»p
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