
The best change is one 
that brings opportunity. 

Due to our new normal, the omnichannel approach 
is experiencing a major disruption that is primarily 

customer driven. The exponential increase in 
digital sales and shopping, anytime and anywhere, 
implies that companies must adapt to these new 
challenges. They must engage with customers 

through different tools and layers, whether 
traditional, digital or a mix of both.



Omnichannel challenges Omnichannel benefits

• Improve end-to-end customer experience

• Physical spaces transformation

• Evolution of consumer behaviors

• Machine/Bots/Computer to human interactions

• 360 customer view

• Increase customer retention rates 

• Increase in turnover due to efficiency and efficacy in channel management 

• High customer satisfaction generates increases in retention and loyalty 

(creating memorable experiences) 

• Improve the number of references and recommendations  

• Better customer knowledge due to use of data and analytics  

• Reliability and security in the end-to-end process 

• Improved overall experience through customer entire lifetime value/cycle 



Telefónica offers solutions to advance  
your omnichannel capabilities and  

develop adaptable and reliable virtual 
and physical shopping experiences. 



In Store Analytics 

Products:

Using social Wi-Fi alongside in-store and out-store 360o customer vision 
cameras can create a contactless shopping experience that tailors to 
an individual customer’s shopping habits. This personalized shopping 
experience can also be delivered safely with help from the installation of 
Health Safety solutions. 

Business Analytics Insights & Industry 
Solutions (LUCA)



Contact Center & Automation 

Products:

Your customers will be able to return items safely and securely with the 
help of automatic customer chats on your website or by voice through 
automated call centers. There is no need for customers to head back into 
the physical shopping experience to deal with returns. 

International  
Special Numbers

Global SIP  
Trunking



Online Advertising & Acceleration 

Products:

Web performance and acceleration features mean that, when a 
customer leaves a rating on your social network and digital channels, 
personalized offers can be sent to them to persuade them to return 
to your physical store. 

A2P RCS



Security

Products:

Telefónica’s end-to-end channel security measures mean that your 
customers can handle everything online with the knowledge they are 
protected. Building that trust with customers is vital when convincing them 
to make trips back to your store to spend their money through contactless 
payment methods. 

Clean Email Web Security Gateway



Telefónica transforms physical spaces and supports their evolution 
to secure digital environments that consider different interfaces 
to consolidate and improve the user experience and interaction 

with different channels and media at all times. Our digital enablers 
maximize the service experience for users and customers at all times.

Why Telefónica?




