
Cheat sheet for 
customer loyalty
A guide to capturing the micromoments you need 
to build lasting memories with loyal customers.



Polaroids instantly capture a memory and the 
emotion that comes with it. They’re tangible 
proof that instant gratification feels good.

Just like an album of Polaroids, customer 
experience is the cumulative sum of every 
memory or interaction with your company. 
Whether it’s making an appointment, checking 
a balance, or searching the web for information 
about your company, each micromoment is a 
snapshot of satisfaction. Within a flash, you can 
either build trust and create loyalty or sacrifice 
NPS, CSAT, or even losing your customer entirely.

We’ve assembled an album of the most 
important snapshots to help you move at the 
speed of your customers. Keep reading to better 
understand the micromoments that matter most 
for building lasting customer relationships.
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SNAPSHOT 1: 

Broaden the view to meet customers 
anywhere along their end-to-end journey.
Customer Experience is the sum of every micromoment. But traditional CX provides 
only a narrow, macro view of the end-to-end journey. Most contact centers aren’t 
managing the customer journey at its start.

It’s easier to capture satisfaction for customers that reach out for help—those you 
can see. But, 81% attempt to take care of matters themselves before reaching out.1

To reach and appease the “invisible masses,” you need to bring the answer to the 
customer in their preferred channels. This means your website and customer content 
should be optimized for quick and effortless self-service, and easy for customers to 
reach a live agent if needed.

Panoramic

1 Harvard Business Review: Kick-ass Customer Service (2017)

You can meet customers’ needs before or at the 
moment they occur. Learn more about how 
NICE CXone can help you meet customers right 
at the start of their journey—an internet search.

Get datasheet

Expert

NICE CXone Expert

NICE CXone 
Expert
Elevate customer experience with knowledge everywhere.

NICE CXone Expert is smart knowledge management that meets consumers at their 
point of need and makes the right self-service answers easy to find. As part of the CXone 
cloud native platform, Expert optimizes your organization’s content to improve the 
customer journey with effortless self-service, starting at Internet search and extending 
across web pages, bots, and digital channels.

Empower your customers with the most relevant content for self-service success and 
faster, more accurate agent-assisted answers without need for transfers and call-backs. 
Boost your brand engagement with the power of Expert knowledge for unrivaled 
experiences that make every customer journey a success.

Better self-service experience
Make your customers feel like experts.

• Eliminate the frustration with today’s self-service experience: Deliver knowledge and 
convenience to customers on their preferred channels and devices. Turn bots into smart 
AI-based agents. 

• Deliver knowledge (or answers) on demand, in product or at their fingertips allows 
customers to self-solve or self-diagnose before reaching out to an agent.

• Create customers for life: Positive customer engagement with product (or service) leads 
to more successful product adoption. More adoption and less churn lead to more upsell 
and overall higher customer lifetime value (CLTV).

• Boost CX for less: Improve customer experience with self-service through low-cost 
automated channels vs. high-cost human channels. 

• Boost self-service success rates: Engage 
customers with relevant product and 
service knowledge—right from their search

• Improve CX and reduce customer effort 
with a branded self-service experience

• Improve first contact resolution rates: Know 
more about what the customer has been 
searching for prior to even talking to them 

• Reduce costs through ticket deflection: 
It’s lower-cost, low-effort support that 
empowers customers to become product 
experts in their own right

• Save time: Rapid development of a self-
service knowledge base or support site and 
always—current content that’s available 
immediately are the building blocks of 
customer experience excellence

• Smart knowledge self-service that makes 
the right self-service answers easy to find

• Extend product and service knowledge 
and content to all self-service experiences 
that customers turn to in moments of 
need—from search engines, social and 
digital channels, to chatbots, websites, and 
community forums 

• Unify existing product, service, and 
knowledge content into one self-service 
experience

• Enterprise scalability: Built to support 
even the largest contact centers, Expert 
automatically scales up or down based on 
site traffic, content, and resource needs 
without impacting overall performance

• Optimize customer experience based on 
actual user demand: ID areas of opportunity 
for improvements to the customer journey, 
product, or service

Customer

Purchase Resolution Scheduling Research Order Status Delivery

81%
attempt

self-service

19%
direct to

agent

Contact CenterSearch Engine DesktopMobile

Help customers succeed at finding answers on their own, through the channel of their choice, 
whenever and wherever they may be.

KEY BENEFITS

KEY FEATURES

https://hbr.org/2017/01/kick-ass-customer-service
https://www.niceincontact.com/call-center-resource-finder/cxone-expert-knowledge-management?utm_source=eBook&utm_medium=collateral&utm_content=0002202&utm_campaign=NL_Q421_211836_IC-IG_Move-Speed-of-Customer_EN-AMER&utm_detail=ic3-move-speed-of-customer-eBook
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SNAPSHOT 2:

Improve call deflection rates and boost first contact 
resolution through smarter self-service.
Selfies are satisfying. They result in an outcome closest to your initial desire without the 
inconvenience of asking someone to take your photo. Customer self-service is the same. But 
the reality is that although most customers prefer self-service,2 most options aren’t smart 
enough to move at their speed: 

 � Half of customers who begin their interaction with self-service channels are eventually 
transferred to a live agent3

 � 90% of customers think chatbots and virtual agents need to get smarter4

Artificial intelligence is the key to scaling smarter, faster, and more successful self service. 
Through leveraging AI-powered self-service, you can: provide 24/7 availability via voice or 
messaging, reach customers within web search, and improve applications using automated 
insights from all interactions.

Selfie

2 Salesforce: State of the Connected Customer, 4th edition (2020)
3 NICE CXone: 2020 Customer Experience (CX) Transformation Benchmark (2020)
4 NICE CXone: 2020 Customer Experience (CX) Transformation Benchmark (2020)

Watch now

With the right partner, you can easily orchestrate 
faster, more successful self-service experiences.

https://www.salesforce.com/content/dam/web/en_us/www/documents/research/salesforce-state-of-the-connected-customer-4th-ed.pdf
https://get.niceincontact.com/Q321-IC-DX-CX-Transformation-Guide.html?utm_source=blog&utm_medium=organic&utm_content=0003517&utm_campaign=NL_Q221_210905_IC-DX-CX-Transformation%20Guide_EN-AMER&utm_detail=ic2-cx-transformation-guide
https://get.niceincontact.com/Q321-IC-DX-CX-Transformation-Guide.html?utm_source=blog&utm_medium=organic&utm_content=0003517&utm_campaign=NL_Q221_210905_IC-DX-CX-Transformation%20Guide_EN-AMER&utm_detail=ic2-cx-transformation-guide
https://www.niceincontact.com/call-center-resource-finder/digital-fluency-done-right-smarter-digital-self-service-experiences?utm_source=eBook&utm_medium=collateral&utm_content=0002202&utm_campaign=NL_Q421_211836_IC-IG_Move-Speed-of-Customer_EN-AMER&utm_detail=ic3-move-speed-of-customer-eBook
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SNAPSHOT 3:

A strong digital channel presence is the gateway 
to customer loyalty.

Digital channels are no longer preferred by only Gen Z and Millennials. Digital channel 
preference is generationless.

With widespread adoption, there are higher expectations for digital experiences.  
To get it right, look for specific moments that remove friction and capture satisfaction:

 � Integrate channels into a unified framework to ensure continuity

 � Guide the customer toward the quickest path toward resolution

 � Make every conversation personal and efficient by routing each interaction to the 
best agent

 � Incorporate rich media like secure forms, payments, and scheduling

 � Point customers toward their preferred digital channels

Influencer

Want more ideas for digital and self-service options 
that instantly gratify? Check out “The Top 10 
Contact Center Digital and Self-Service Innovations,” 
for a two-minute overview. 

Watch now

https://www.niceincontact.com/call-center-resource-finder/top-10-contact-center-digital-and-self-service-innovations?utm_source=eBook&utm_medium=collateral&utm_content=0002202&utm_campaign=NL_Q421_211836_IC-IG_Move-Speed-of-Customer_EN-AMER&utm_detail=ic3-move-speed-of-customer-eBook
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SNAPSHOT 4:

Proactively resolve issues before the customer reaches out.

Moving at the customer’s speed means delivering the right answer at the right time—before the 
customer even asks. And, with the right tools and technology, it’s possible to capture satisfying 
micromoments proactively, before customers even come into the frame. What does proactive 
outreach look like? 

 � By using search results or other customer triggers, you can pinpoint when, what, and how to 
resolve customer needs before or as they occur 

 � When channels have long wait times, guide the customer to channels that offer more 
immediate assistance

 � Suggest relevant products and content based on customer interests and buying history

Proactive outreach pays off. Proactive outreach is an expectation you need to deliver on to achieve 
customer loyalty. In fact, 45% of consumers will switch brands if a company doesn’t actively anticipate 
their needs.5

Behind-the-scenes

5 Salesforce: State of the Connected Customer – 2nd Edition (2019)

See an example of a proactive customer 
journey in this short video.

Watch now

https://www.salesforce.com/uk/form/pdf/state-of-the-connected-customer-2nd-edition/
https://share.vidyard.com/watch/L1RBuPJXE7gmpwLbc5rRpv?
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SNAPSHOT 5:

Personalize interactions to keep customer 
satisfaction high.
Personalization is the strongest driver of customer loyalty.6 But there’s more to 
personalization than simply mentioning the customer’s name during an interaction. 
They expect businesses to have a full portrait, or a thorough knowledge of who 
they are based on their indicated interests and past interactions or purchases with 
a company. 

When you integrate customer journey data into a unified interface, it quickly 
provides agents the information they need about incoming customer interactions 
to personalize the interaction.

Immediate access to customer information via a CRM integration with contact 
center technology will maintain positive customer sentiment, significantly elevating 
customer loyalty and retention rates.

Portrait

Looking for specific ideas for how you can personalize 
your interactions? Download the eBook, “14 innovative 
personalization ideas.”

Get your copy

6 KPMG: Customer Experience in the New Reality (2020)

https://www.niceincontact.com/call-center-software/open-cloud-foundation/crm-integrations?utm_source=eBook&utm_medium=collateral&utm_content=0002202&utm_campaign=NL_Q421_211836_IC-IG_Move-Speed-of-Customer_EN-AMER&utm_detail=ic3-move-speed-of-customer-eBook
https://www.niceincontact.com/call-center-resource-finder/14-innovative-ideas-for-your-path-to-personalization?utm_source=eBook&utm_medium=collateral&utm_content=0002202&utm_campaign=NL_Q421_211836_IC-IG_Move-Speed-of-Customer_EN-AMER&utm_detail=ic3-move-speed-of-customer-eBook
https://assets.kpmg/content/dam/kpmg/xx/pdf/2020/07/customer-experience-in-the-new-reality.pdf
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SNAPSHOT 6:

Heighten customer experience with seamless 
journey orchestration.
Customer journeys are full of action. Never linear or consisting of just one single 
touchpoint, they span physical and digital, jump buying stages, and slide back and 
forth across devices. A common way companies lose pace with customers is by not 
considering long-term technology decisions through strategic journey orchestration. 

Your experience technology directly impacts your ability to orchestrate seamless 
journeys. Too many different technologies in your experience tech stack aren’t just a 
vendor management headache, it can result in conflicting or overlapping services and 
a disjointed agent and customer experience. Instead, focus on investing in a smart, 
secure, and unified experience technology capable of integrating and evolving per 
your business and customer needs.

Customer interactions shouldn’t be a guessing game or a rough patchwork of 
handoffs between agents and channels. With fully integrated technology, contain all 
customer journey interactions and data in one interface so you can quickly identify 
and overcome moments of friction.

Action

https://www.niceincontact.com/call-center-software/omnichannel-routing?utm_source=eBook&utm_medium=collateral&utm_content=0002202&utm_campaign=NL_Q421_211836_IC-IG_Move-Speed-of-Customer_EN-AMER&utm_detail=ic3-move-speed-of-customer-eBook
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SNAPSHOT 7:

Enhance and enable a human-led customer 
experience in real-time.
Some of the best snapshots are completely in the moment, capturing raw, un-staged 
instances of real-life human emotion. No matter how digital or automated customer 
experience becomes, there’s always room for human connection.

But traditional means of coaching soft skills takes time supervisors don’t have, like 
crawling through hours of recordings for behavior examples, and after-the-fact 
performance analysis when customer satisfaction has already taken a hit.

With in-the-moment coaching, you can catch, correct, and positively reinforce agent 
behaviors when it most impacts the customer outcome. Faster self-correction means 
more instantly gratifying the customer’s need.

Your customers are increasingly more inclined to support companies that value their 
employees. In fact, 41% of customers state that the employee experience is important 
to them.7 So, when speaking to an agent whom they deem helpful and sincere, they 
take note of the positive experience and in turn affix their loyalty to you.

Candid

7 KPMG: Customer Experience in the New Reality (2020)

Aberdeen research finds that real-time guidance offers 
a 3.3x annual increase in customer retention.

See more benefits

https://get.nice.com/ROI-of-Real-Time-Agent-Guidance-Aberdeen-study.html?utm_source=eBook&utm_medium=collateral&utm_content=0002199&utm_campaign=NL_Q421_211816_IC-IG_ROI-Agent-Guidance_EN-AMER&utm_detail=ROI-Real-time-agent-guidance-report-Aberdeen
https://assets.kpmg/content/dam/kpmg/xx/pdf/2020/07/customer-experience-in-the-new-reality.pdf
https://get.nice.com/ROI-of-Real-Time-Agent-Guidance-Aberdeen-study.html?utm_source=eBook&utm_medium=collateral&utm_content=0002199&utm_campaign=NL_Q421_211816_IC-IG_ROI-Agent-Guidance_EN-AMER&utm_detail=ROI-Real-time-agent-guidance-report-Aberdeen
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SNAPSHOT 8:

Use customer feedback and insights to inform 
improvements and innovation.

Despite best intentions, there’s often a disconnect between the experience 
businesses think they are delivering and how customers perceive the experience. 
Many businesses think they’re doing better than they are and could benefit from a 
CX glow-up. To get an accurate picture of how customers perceive your experience 
and where to improve friction, it’s best to go directly to the source.

Beyond surveying, it’s important to listen to the feedback customers aren’t inputting: 

 � Sentiment in their voice and words they use during interactions

 � Time, number of channels, and attempts it takes to resolve a need

 � Volume bottlenecks and abandons in IVR and other channels

 � Number of agents they speak to and times they must repeat information 
or re-authenticate

Use these metrics to identify opportunities and overcome friction. Keeping up with 
the speed of your customer means everyone from the agent up to the leader have 
a pulse on both historical and real-time information they need to immediately, and 
proactively act.

Glow-up

https://www.niceincontact.com/call-center-software/analytics/customer-surveys?utm_source=eBook&utm_medium=collateral&utm_content=0002202&utm_campaign=NL_Q421_211836_IC-IG_Move-Speed-of-Customer_EN-AMER&utm_detail=ic3-move-speed-of-customer-eBook
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Moving at the speed of your customers isn’t just about moving fast. Delivering on 
instant gratification is just as much about making your agents and customers feel 
good as it is about speed. Each moment a customer choose to spend with your 
contact center is an opportunity to deliver an exceptional experience and make 
them feel good.

Capture long-term customer loyalty

Transform every micromoment into 
picture-perfect loyalty
With NICE CXone, you can now take the next leap in 
customer experience to intelligently meet your customers 
wherever their journey begins, enable resolution through 
data-driven self-service, and prepare agents to successfully 
resolve any needs event.

Watch demo

https://get.nice.com/Demo-IG.html?utm_source=eBook&utm_medium=collateral&utm_content=0002195&utm_campaign=NL_Q421_211837_IC-IG_Demo-IG_EN-AMER&utm_detail=ic3-watch-demo
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With NICE, it’s never been easier for organizations of all sizes around the globe to 
create extraordinary customer experiences while meeting key business metrics. 

Featuring the world’s #1 cloud native customer experience platform, CXone, NICE 
is a worldwide leader in AI-powered self-service and agent-assisted CX software 
for the contact center—and beyond. Over 25,000 organizations in more than 150 
countries, including over 85 of the Fortune 100 companies, partner with NICE to 
transform—and elevate—every customer interaction.

Contact Us

tele | +1 866.965.7227  

intl | +44 (0) 207.002.3000  

email | info@NICEinContact.com  

web | www.NICEinContact.com 
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