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42% of customer service agents said they can’t 
resolve a customer’s issue because of incomplete 
or inaccessible information.

- Forrester Research



Since its initial development, low-code developers have created flexible design
spaces that convert into tailored applications made easily understood by business
representatives. 

A true winning low-code platform provides for a superior customer experience
alongside a sleek and modern UX.

Additionally, any good omnichannel customer service solution operates at peak
efficiency through the employment of visual modeling, drag-and-drop integration,
and mobile enablement. 

Introducing Low-code Automation into the equation 



As access to digital tools and technologies
continues to grow, people demand more 
efficiency using their time.

A customer’s interaction with a customer 
service team is a risky and often tedious 
process for companies that may not be 
equipped to meet the demands of active 
online users. 

For virtually any company, it is a massive 
opportunity, as well as a privilege, to form 
a loyal customer base. 

A Demand for
Simplicity



According to the Oracle, a whopping 
of consumers have switched to a company’s
competitor due to customers' complaints

The Cost of Failing to 
Meet Modern 
Demands 

89%



The need to solve this issue is one of
the most pressing concerns for any
modern business, regardless of its
size or stature.

Eccentex ServiceJourney is a
customer service solution that
provides a full 360-degree view of a
customer’s journey from end-to-end
across all types of channels–from
phone to text to web-driven
through low-code automation.
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Why understanding 
Customer Journey 
mapping is key?
A customer journey entails every detail 
regarding a customer’s experiences from 
the start of their interaction with a 
company until their needs are resolved. 

Customer journeys can be long or short 
and can touch multiple areas of access 
and channels while putting a customer in 
touch with customer service, salespeople, 
technical support, and more.



Registering for an online loan or sitting through
a system troubleshooting more than often
leaves a customer feeling frustrated,
disappointed, and even lost in the process.

Some of these steps require days – or weeks – of
repeated interactions or inbound touchpoints. 

Eccentex provides customer service reps the
ability to access all relevant data regarding a
customer within a single platform to operate at
peak efficiency and ultimately satisfy a loyal
customer base.



Wants to apply for a Farm
Equipment Loan

Multiple calls, chats, and
emails while applying

Other systems need to 
be involved taking time

and bogging down 
the process

More back-and-forth, review
docs in the portal, sign 

contracts

Tech savvy 
farmer

Back-and-forth 
engagement

His credit is not easily
accessible

Portal, snail mail,
signatures

The real journey



Fills out a form 
and chats with 

an agent

Wants to apply for a Farm
Equipment Loan

Fills out a form 
and chats with 

an agent

Electronically signs 
the docs and gets an

instant transfer

Tech savvy 
farmer

Goes to the 
bank’s website

Instant 
pre-qualification

Signs docs and
receives money

The ideal journey



Optimal Means of Customer Data Profiling
By employing low-code and no-code automation alongside omnichannel configuration

within a company’s database, modern customers will begin to notice their otherwise 
complex journeys simplified before their eyes.

Self-service

Customer

Engagement Back-office



Customer requests are easily addressed by self-service tools and upgraded workflow
automation, leaving agents in charge of handling all complexities throughout the journey.

Customer data Personalized omnichannel
experience

Trusted customer relationship



One of the main factors preventing agents from making the customer's journey simple is
siloed information. Why?

If customer service agents fail to resolve the problem due to a lack of information, they
will lose their customers for good. 

Employees lose time
tracking down the latest

status of a request
 

Customer data hides
inside legacy apps, Excel

files and emails

IT struggles to update 
systems without breaking

other ones

The Defects of Siloed Information 



Introducing a Personalized
Customer Experience



A critical aspect of ServiceJourney is its provision of a true omnichannel experience, one that
lies in an agent’s ability to track all journeys the customer may be on clearly. This is made
possible by tracking customers' journeys across multiple departments while directly surfacing
data with the agent in real-time. 

Case management tracks journeys
end-to-end, orchestrating work

between the front, middle, 
and back-office

Customer360 shows agents 
a unified picture of the 

customer across business 
units and channels

Low-code allows business to 
continuously adapt to new 

business needs and customer
expectations



By breaking down silos, ServiceJourney provides a complete
view of the customer.



Eliminate the need to click between multiple systems. 
Connect to enterprise data sources and surface the most relevant information.



Agents often rely on “tribal knowledge” to know which system they need to pull up to 
coordinate a new request. The product specialists and developers at Eccentex have 
orchestrated a way for all systems to be kept in a single place, saving agents valuable time.



Customers may be calling regarding multiple needs at once or reference previous ones. 
Several cases clearly track customers’ past and present journeys so that agents can 
quickly comply and provide updates directly to them in real-time. 



Eccentex ServiceJourney's Customer360 view provides the ability to create more personal,
proactive customer experiences based on a customer’s data, journeys, and interactions.



WHERE IS THE DATA
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YEARLY

cases resolved

YEARLY

tasks completed

YEARLY

emails automated

20 
Million

200+
million

35 
million 

ServiceJourney Success - 4P Metrics



Eccentex delivers software for customer service, customer journey automation, and back-
office automation. Eccentex’s ServiceJourney solution empowers people to rapidly deploy,
extend, and alter applications to meet optimal and strategic business requirements.

Over its history, Eccentex has delivered award-winning capabilities in case management
and operational CRM powered by automation and form management to help the world’s
leading brands achieve breakthrough results.

 
Eccentex empowers you to engage, automate, and resolve customer issues better than ever
before with a single platform.

 
For more on Eccentex’s customer service solutions, visit our page.

About us

http://eccentex.com/


We look forward to
working with you!

eccentex.com

Thank you

https://eccentex.com/?utm_source=ebook&utm_medium=link&utm_campaign=thank_you

