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The rapidly changing business landscape has made it increasingly challenging 

for companies to differentiate themselves solely based on price or products 

offered. Modern-day companies must explore opportunities to enhance 

customer experience to maintain an edge over competitors.

Introduction

Unhappy customers are less likely to remain loyal to a brand and may choose to 

take their business elsewhere. In the digitised world that we live in, dissatisfied 

customers can easily share their negative experiences online, which can 

significantly damage a company's reputation and the perception of the brand.

Prospective customers often rely on online reviews and ratings to make 

informed decisions about where to shop or do business. Therefore, if a 

company receives negative reviews, it can substantially impact its sales and 

ability to attract new customers.

There are also direct financial costs associated with unhappy customers. 

Customers who have a poor experience may demand refunds or discounts to 

make things right. They could even file complaints or lawsuits against a 

company. Dealing with these types of issues takes time and resources from 

customer support and legal teams. Repeat customers typically spend more 

time with a business as brand loyalty increases. However, poor service

can turn existing customers away for good, causing them to lose

out on all future repeat and referral business.

Studies show that a significant percentage of customers are willing to abandon 

a brand after just one poor experience.

The High Cost of Poor Customer Experiences
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According to a survey conducted by Statista, almost half of responding

consumers said they were most likely to switch to a competitor when their

expectations failed to be met by companies and brands. Another 43 percent of

respondents said they would tell others about their bad experiences.

The cost of losing these customers is potentially huge for companies that don't

invest in continuously improving the customer experience. With competition

fierce in many industries, businesses simply cannot afford to take their 

customers for granted or risk losing them to rivals.

This is where CPaaS emerges as a force in customer engagement. CPaaS isn't 

just another tool; it's a paradigm shift, offering enterprises the capabilities to 

build an advanced, interconnected, and deeply personalised communication 

ecosystem. It seamlessly integrates a multitude of communication channels, 

such as SMS, Voice, Video, and Instant Messaging, to transform customer 

experiences.

This eBook is a guide to leveraging CPaaS for elevated customer experiences.

It explores the strategic role of CPaaS, emphasises the importance of 

personalised engagement, highlights advanced communication tools, 

demonstrates how to integrate CPaaS into existing workflows, and provides 

actionable guidance to build an effective CPaaS strategy for enhanced 

customer journeys.
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(Source - Statista)

https://www.statista.com/statistics/1358520/bad-customer-experience-consequences/


Reaching Every Customer

Each customer is unique, with their own preferences for communication 

channels, frequency, and the type of content they like to receive. CPaaS 

enables companies to cater to these preferences.

Many consumers are not fully engaged by traditional app-based 

communication strategies. This includes those who prefer not to download 

apps due to device limitations, data concerns, or personal preference, as well 

as individuals with disabilities who require more accessible communication 

methods. CPaaS enables businesses to send messages through SMS, voice 

calls, and other channels that do not require app installation.

At the same time, CPaaS can also be integrated with an app for those 

consumers who prefer the simplicity of a single location for handling all of their 

needs. CPaaS can enable push notifications from the app, in-app calling, 

embedded video, and more.

The Strategic Role
of CPaaS in Customer
Experience Enhancement

Modern businesses face the challenge of ensuring inclusivity in their 

communication strategies. It is crucial to recognise and cater to every 

customer's unique technology preferences and accessibility needs, as each 

individual is vital to a brand's success.

CPaaS ensures seamless communication with customers, making sure that none

of them are ever overlooked.
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Catalysing Business Growth Through Superior CX

According to an Adobe report, there is a direct correlation between superior 

customer experience and business growth. Businesses with robust omnichannel 

customer engagement strategies experience a notable 10% year-over-year 

growth, a 10% increase in average order value, and a significant 25% rise in 

close rates.

CPaaS is not just a platform; it's a strategic imperative in today's 

customer-centric business environment. By deploying CPaaS solutions, you can 

rise to meet the evolving demands of your customers, delivering personalised, 

responsive, and efficient communication that fosters lasting relationships and 

drives your business success.

Providing Real-Time Responsiveness

When it comes to customer communications, timeliness is crucial. With CPaaS, 

real-time interactions become the norm. A study by Forrester found that 53% 

of customers are likely to abandon an online purchase if they can't find quick 

answers to their questions.

CPaaS addresses this by enabling features like real-time chat, video, and

co-browsing, allowing immediate support and problem resolution, which is 

crucial to maintaining customer satisfaction and confidence.

Enabling Omnichannel Engagement

According to a study by UC Today, 9 out of 10 consumers want an 

omnichannel experience with seamless service between communication 

channels.

CPaaS platforms support omnichannel strategies, allowing businesses to 

engage with customers on their preferred channels without losing context or 

continuity. With CPaaS, every interaction is integrated, creating a cohesive 

customer journey that increases satisfaction and loyalty.

https://business.adobe.com/content/dam/dx/uk/en/resources/reports/Personalisation%20at%20Scale_eBook_uk.pdf
https://www.uctoday.com/
https://www.forrester.com/blogs/16-03-03-your_customers_dont_want_to_call_you_for_support/
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Empowering Personalisation and
Contextual Communication

In the age of personalisation, a one-size-fits-all approach will most certainly 

lead to customer dissatisfaction.

According to research conducted by Epsilon, a staggering 80% of consumers 

are more inclined to make a purchase when they are provided with 

personalised experiences by brands. Additionally, a report by McKinsey reveals 

that a significant 71% of consumers expect companies to deliver personalised 

interactions, and an even higher percentage of 76% express frustration when 

these expectations are unmet. Personalisation plays a vital role in driving 

performance and achieving better customer outcomes. In fact, companies that 

experience faster growth generate 40% more revenue from personalisation 

compared to their slower-growing counterparts.

Customers now expect brands to understand their individual needs, 

preferences, and behaviours. A report by Accenture showed that consumers 

are willing to share their personal data with companies in exchange for a more 

personalised experience. However, the experience must be consistently relevant 

and connected across all touchpoints for personalisation to be effective. 

Meeting rising customer expectations for personalisation and context requires 

harnessing customer data and insights to empower every customer interaction 

with the right message and offer delivered through the preferred channel.

This is where communication platform as a service (CPaaS) solutions excel. 

The platform utilises advanced APIs to integrate with CRM systems, allowing 

businesses to customise communications based on customer data.

This personalised approach ensures that customers receive contextually 

relevant messages that resonate with their individual preferences, thus 

enhancing the overall experience.

https://www.epsilon.com/us/about-us/pressroom/new-epsilon-research-indicates-80-of-consumers-are-more-likely-to-make-a-purchase-when-brands-offer-personalized-experiences
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/the-value-of-getting-personalization-right-or-wrong-is-multiplying
https://www.accenture.com/content/dam/accenture/final/a-com-migration/pdf/pdf-83/accenture-making-personal.pdf
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Driving Automation and Efficiency

To scale customer communications without losing quality, automation is 

essential. CPaaS platforms offer sophisticated automation capabilities, 

including AI-powered chatbots and IVR systems. These tools can handle 

routine inquiries and tasks, freeing human agents to tackle more complex 

issues.

79% of customers expect organisations to provide self-service support tools to 

help them find answers without having to contact support. By automating the 

initial stages of customer interaction, brands can enhance efficiency and ensure 

customer queries are addressed promptly and accurately.

https://www.higherlogic.com/blog/15-customer-self-service-and-experience-stats-to-know-2020/


Channels of Engagement
and the Value of Data
At the heart of CPaaS are five primary channels: WhatsApp, SMS, MMS, Voice 

and Video. Each channel serves a unique purpose in customising user 

experiences and, when leveraged effectively, can dramatically elevate customer 

satisfaction and brand loyalty.

Let's look at how these popular channels are making a difference.

09For more information, visit us at www.tatacommunications.com



WhatsApp

WhatsApp has carved out its niche as a premier communication channel, 

boasting over 2 billion active users. The integration of WhatsApp Business 

Platform via CPaaS allows businesses to deliver tailored, secure, and engaging 

experiences.

WhatsApp Business provides a range of features that enhance business

communications, taking them to the next level. For example, automated

messaging allows for instant replies and information sharing. Order updates 

keep customers informed about their purchases, and integrated customer 

supportcprovides real-time assistance. By using these tools on a platform that 

customerscare already familiar with and fond of, you can provide a more 

personalised, efficient, and satisfying service experience.

Vodafone Germany has innovatively 

integrated WhatsApp into their 

customer service model. By allowing 

customers to interact with the 

company through audio, text, or video 

messages and even send and receive 

documents, Vodafone has significantly 

enhanced the customer experience.

This approach has proven effective, 

with over 200,000 customers serviced 

monthly via WhatsApp, and 52% of 

them resolving their issues directly 

through this channel without needing 

to escalate to live chat or a hotline.

10For more information, visit us at www.tatacommunications.com

Vodafone
Business account

Sehr gern. Falls ich noch etwas fur Dich
tun kann, lass mich es bitte wissen. Du
kannst uns jederzeit wieder direkt hier
kontaktieren. 

Lieber Vodafone Support, wann
Kommt mein neues Smartphone bei
mir an?

16:50

Willkommen zuruck und Danke fur Deine
Anfrage. Den aktuellen Bestell-und 
Lieferstatus deiner offenen Auftrage
Kannst du jederzeit hier einsehen:

13:31

13:29

HUETE

Bestellstatus

https://www.vodafone.de/

Bestell- & Lieferstatus
jederzeit online uberprufen
www.vodafone.de

Text message

https://www.accenture.com/fi-en/services/communications-media/vodafone-whatsapp-team-up-digital-care-model


Amazon uses SMS for critical 

transactional updates, including OTPs 

for secure login and purchase 

confirmation, shipping notifications, 

and delivery tracking. They also 

enhance customer communication 

with targeted promotional campaigns 

via text. This ensures a seamless 

shopping experience and strengthens 

customer confidence in the brand's 

commitment to security and 

convenience. The data-driven insights 

gained from CPaaS platforms enable 

Amazon to continuously optimise its 

messaging strategies for better 

customer engagement.

SMS

SMS is a powerful and efficient channel for customer communication,

offering brands the ability to send personalised promotional messages and

secure transactional updates, such as OTPs.

API-driven automation allows for seamless integration with existing business

systems, enabling companies to deliver large-scale messaging campaigns and

time-sensitive alerts with precision.

The reliability of SMS as a service has also improved, particularly for critical

communications that require immediate attention, ensuring that customers

receive necessary information and verification codes promptly to facilitate

secure transactions and services.
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Messages

Sun, May 22, 5:51 PM

262-966 Detials

Shipped: Your Amazon package with Old
Spice High Endurance Deodorant, Pure
Sport, 3.0 oz, 5... will be delivered Tue, May
24. Track at http://a.co/4SJitSA

Mon, May 23, 9:59 AM

Arriving Today: Your Amazon package
with Old Spice High Endurance Deodorant,
Pure Sport, 3.0 oz,... will be delivered by
8PM. Track at http://a.co/ 5mRhmyv

Mon, May 23, 9:59 AM

Delivered: Your Amazon package with
Old Spice High Endurance Deodorant,
Pure Sport, 3.0 oz, 5... was delivered.
More info at http://a.co/9zwbXSI

Text message



Red Lobster, a renowned seafood 

restaurant chain, taps into the potential 

of MMS text marketing to broadcast 

special promotions, such as the debut 

of the Wagyu Bacon Cheeseburger for 

National Burger Day.

This strategy allows the brand to vividly 

display new menu offerings, improving 

the prominence of its marketing efforts. 

The restaurant employs the dynamic 

range of MMS marketing to effectively 

push time-sensitive deals, attracting 

patrons to its dining rooms and 

encouraging takeout orders alike.

MMS

CPaaS has simplified the integration and scalability of MMS services, allowing 

businesses to seamlessly send high-quality images, videos, and audio messages 

to a broad audience. 

The automation capabilities, combined with APIs, enable personalised and 

targeted messaging, while analytics offer insights into campaign performance. 

The global reach of CPaaS platforms also means that businesses can 

effortlessly expand their MMS marketing efforts internationally with assured 

compliance and data security measures in place.
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Red Lobster

Red Lobster: Celebrate National Burger
Day the Wagyu way! Get your hands on
our Wagyu Bacon Cheeseburger today
for dine-in or To Go.

NEW! Wagyu Bacon
Cheeseburger**

Text message

bit.ly



City Union Bank
Calling...

Mute Keypad Speaker

Video call Add call Contacts

CLICK TO CALL

City Union Bank, a popular bank in India, uses Tata Communications Kaleyra's 

Click-to-Call feature to efficiently handle customer calls and instantly connect 

with them as they submit their contact details, leading to sero wait time and 

improved call prioritisation. This integration facilitates quick resolution of 

queries and offers personalised support, thereby enhancing customer 

satisfaction. The bank also leverages call recording capabilities, another key 

feature, to gain insights into relationship manager performance and the overall 

quality of customer service, supporting more effective training and operational

improvements.

Voice

CPaaS integrations have dramatically reshaped voice communication, making

customer-business interactions more seamless and efficient. The Click-to-Call

feature, for example, has simplified reaching customer support by enabling

immediate voice connections from a website or mobile app, bypassing the 

need for manual dialling.

Modern IVR systems now utilise artificial intelligence and natural language 

processing to interpret customer inquiries more intuitively. These systems offer 

tailored self-service options, route calls more effectively, and reduce live agent 

intervention when possible, enhancing the customer's experience with quick 

and relevant support.
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Video

Video is the latest frontier in CPaaS-enabled engagement, offering face-to-face

interaction that can humanise digital communication. Whether it's a video

customer support call, a virtual product demonstration, or a telehealth

appointment, video adds a personal touch that other channels cannot replicate.

With high-speed internet and smartphone usage on the rise, video is becoming

increasingly accessible.

Warby Parker, an eyewear brand, uses video chat to provide customers with

virtual try-on experiences. The brand offers a virtual try-on service called

"Home Try-On" that allows customers to order up to five pairs of glasses to

try on at home and then schedule a video chat with a Warby Parker expert to

get feedback and advice on which glasses to choose.

Each channel has its unique strengths, and when integrated through CPaaS,

they create a cohesive, omnichannel customer experience. Through the

intelligent orchestration of these channels, CPaaS enables businesses to

meet customers where they are, with the right message at the right time.
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The Value of Customer Data

Every interaction with a customer generates valuable data, which, when 

analysed and utilised correctly, can transform the customer journey into a more 

engaging and satisfying experience.

Customer data allows businesses to tailor their communication strategies to

individual preferences and behaviours. For instance, if data shows that a 

customer frequently engages with a business via SMS, that channel can be 

prioritised for that customer's future communications. Similarly, purchase 

history can inform personalised product recommendations, while interaction 

history can streamline support by providing context to customer service 

representatives.

Brands can use customer data to optimise the timing and content of their

messages. For example, analytics can reveal the best times to send 

promotional messages when customers are most likely to engage. 

Segmentation can ensure that customers receive offers that are relevant to 

their interests, increasing conversion rates.

In leveraging customer data, you must adhere to privacy regulations and 

secure consent from customers. Trust is paramount in customer relationships, 

and responsible data management is key to building and maintaining that trust.
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Personalisation:
The Heart of Modern
Customer Engagement
At its core, personalisation is about delivering individualised experiences that

resonate with the customer on a one-to-one level. It acknowledges each

customer's unique preferences and behaviours, crafting messages and 

interactions relevant to their specific needs and circumstances.

CPaaS platforms facilitate this by providing tools that allow businesses to

segment their audience, automate communication workflows, and integrate

with existing data systems to draw insights that enable highly personalised

interactions. These capabilities make it possible to curate experiences that

address the customer by name and reflect their history, preferences,

and potential future needs.
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Data-Driven Personalisation Strategies

The effectiveness of a personalisation strategy depends on the quality and 

depth of the data collected. CPaaS solutions excel in this domain, offering 

robust data analytics that can track engagement metrics across multiple 

channels. This data is invaluable; it helps businesses understand which 

messages resonate best and why, enabling them to refine their approach 

continuously.

Netflix, for instance, analyses retaining customers’ user data to generate 

tailored suggestions, using a sophisticated recommendation engine and split 

testing to enhance the user experience. Push notifications, SMS, and email are 

employed to inform users about new content based on their interests.

https://www.almabetter.com/bytes/articles/netflix-churn-prediction-case-study


In the retail sector, Starbucks uses its loyalty card and mobile app data to 

deliver personalised offers to customers. By analysing purchase history and 

preferences, Starbucks can send targeted promotions that have led to a 

significant uptick in revenue. By leveraging customer data, Starbucks has 

tripled its marketing campaign results, doubled email redemptions, and 

witnessed a threefold increase in incremental spending from customers who 

redeem offers. This personalised approach has allowed Starbucks to reduce 

mass-marketing expenses and allocate resources toward personalised 

marketing.

In the healthcare sector, CPaaS is not just an innovation; it's a vital tool for 

enhancing patient engagement and care delivery. For instance, Isansys utilised 

Tata Communications Kaleyra's CPaaS solutions to transform their Patient 

Status Engine (PSE) into a more responsive, real-time health monitoring 

system. By sending automated, personalised alerts to healthcare professionals 

when a patient's condition shows signs of deterioration, Isansys demonstrates 

the power of CPaaS to not only improve adherence to treatment plans but also 

to take patient-provider communication to the next level. This type of 

personalised, data-driven communication ensures that healthcare providers can 

react promptly to a patient's needs, ultimately improving patient outcomes and 

fortifying the patient-provider relationship.

Within the financial services industry, HSBC uses AI to give US credit card 

customers a personalised shopping experience. The brand designed a rewards 

program that uses customer data to predict how users will redeem their credit 

card points so that the bank could better market offerings such as travel, 

merchandise, gift cards, and cash. As a result, the bank noticed that clients 

enjoyed receiving personalised awards and even opened their email 

notifications more often than before.

These real-world examples underscore the transformative impact that 

data-driven personalisation, facilitated by CPaaS, can have across diverse 

sectors by enhancing engagement and conversion rates and ultimately driving 

revenue growth.
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https://www.bcg.com/publications/2017/retail-marketing-sales-profiting-personalization
https://www.kaleyra.com/project/kaleyra-helps-isansys-save-lives-with-whatsapp-api/
https://tearsheet.co/artificial-intelligence/hsbc-is-using-ai-to-personalize-its-rewards-program/


Advanced
Communication Tool:
AI-powered Chatbots

Chatbots have provided businesses with an additional avenue to engage and 

interact with their customers, offering a fresh and dynamic approach to 

communication. According to a report by Grand View Research, the global 

chatbot market is expected to reach USD 27,297.2 million by 2030, growing at 

a compound annual growth rate of 23.3%. This surge indicates the increasing 

reliance on and trust in AI-driven solutions to manage customer interactions.

One of the most compelling advantages of AI chatbots is their availability. They 

operate 24/7, eliminating wait times and providing immediate responses, which 

is crucial in today's fast-paced world, where customers expect quick and 

efficient service. For instance, a survey by IBM highlighted that chatbots can 

answer 80% of standard questions instantly, demonstrating their effectiveness in 

addressing customer queries without any significant delay.

https://www.grandviewresearch.com/press-release/global-chatbot-market
https://www.ibm.com/downloads/cas/GQDGPZJE


Personalised Experiences and Enhanced Data Insights

AI chatbots go beyond mere question-answering capabilities. They strive

to deliver personalised interactions by harnessing valuable customer data. 

Through the analysis of previous purchases, browsing patterns, and individual 

preferences, chatbots can curate tailored recommendations and solutions, 

resulting in a highly immersive and gratifying experience for users.

Each interaction with a chatbot presents an invaluable opportunity to 

collect data. This data plays a crucial role in comprehending customer

needs and preferences, empowering businesses to enhance their offerings 

continually. For example, a report by IBM suggests that chatbots can help 

businesses reduce customer service costs by up to 30% while collecting 

valuable insights that can inform strategic decisions.
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A prime example of chatbots improving customer experience is Capital One's 

Eno. Designed to make banking as straightforward and accessible as possible, 

Eno operates through a conversational interface, allowing customers to manage 

their financial tasks easily. Whether checking account balances, receiving fraud 

alerts, or paying bills, Eno assists with a myriad of banking functions through 

simple text commands. This virtual assistant is more than just a reactive tool; it 

proactively provides spending insights, helping users to better manage their 

finances with personalised advice based on their transaction history.

Capital One’s Eno

Examples of Successful
Chatbot Implementations

Available 24/7, Eno is always ready to help, setting 

it apart from traditional banking hours and 

providing the ultimate convenience for Capital 

One customers. The chatbot's ability

to understand natural language queries means 

that users don't need to learn speci�c commands 

or navigate complex menus to get the assistance 

they need. Eno's integration with Capital One's 

banking system also ensures that all interactions 

are secure, re�ecting the bank's commitment to 

customer privacy and data security.

With Eno, Capital One is rede�ning the banking 

experience, o�ering a smart, reliable, and 

user-friendly assistant that's revolutionising how 

customers interact with their �nancial institution.

I'm Eno, your Capital One
assistant. Ask me a question, or
try one of these:

How do I report fraud?

Can I change my due date?

How do I transfer a balance?

What's my available credit?

Text message
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Sephora's Virtual Artist Chatbot on Facebook Messenger takes the online

shopping experience to new heights. This chatbot not only responds to 

customer queries but also offers a virtual try-on feature that uses augmented 

reality to allow customers to see how different makeup products will look on 

their faces. Users can snap a photo and receive product recommendations or 

try on different looks, which the chatbot provides in real-time. This service 

effectively bridges the gap between the online and in-store experience, driving 

sales and customer engagement, as shoppers can make more confident 

purchasing decisions.

Sephora

Examples of Successful
Chatbot Implementations

Chatbots are not just a customer service tool; 

they also play a crucial role in sales, marketing, 

and customer engagement, providing insights 

into customer preferences and behaviours. 

This level of personalisation and 

responsiveness is setting new standards for 

customer experience, making AI-powered 

chatbots an invaluable asset for modern 

brands looking to stay competitive and 

maintain high customer satisfaction levels.

Home ManageSephora Visual Artist

Sephora Visual Artist
Health/Beauty

Typically replies in minutes

Welcome to the Lipstick Chatbot
by Sephora Virtual Artist!
• Try on thousands of lip shades
instantly
• Color Match any photo to find
similar lip shades

When you tap Get Started, Chatbot will see you
public info.

Get Started



22For more information, visit us at www.tatacommunications.com

Integrating CPaaS with
Business Workflows
By offering powerful APIs that seamlessly integrate into existing workflows,

CPaaS has transformed how businesses engage with customers. These 

integrations empower businesses with enhanced capabilities, enabling them to 

achieve levels of personalisation and efficiency that were previously 

unattainable.

Let’s explore how CPaaS can enhance various aspects of business operations.

Banks and

Financial Services

Two-Factor

Authentication

CPaaS enables banks to send SMS or 

voicebased OTPs (One-Time Passwords) 

to customers for secure login and 

transaction verification, enhancing 

security and reducing fraud risks

Industry Use Case CPaaS Integration

Healthcare Appointment

Scheduling

Healthcare providers can send 

automated appointment reminders, 

rescheduling options, and personalised 

health tips via SMS or voice calls, 

reducing no-shows and improving 

patient engagement

Transport

and Logistics

Order Status

Updates

Logistics companies can send 

customers real-time order status 

updates, delivery notifications, and 

tracking information via SMS or 

WhatsApp, keeping them informed and 

reducing customer inquiries
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Travel and Tourism Travel Management Travel agencies and tour operators can 

send personalised itineraries, flight 

updates, and weather alerts to travellers 

via SMS or email, ensuring a seamless 

and enjoyable travel experience

Industry Use Case CPaaS Integration

Education Student Engagement Educational institutions can send 

students important announcements, 

exam reminders, and course updates via 

SMS, voice calls, or push notifications, 

fostering effective communication and 

student engagement 

Entertainment Ticket Booking Event organisers can send instant ticket 

confirmations, event reminders, and 

exclusive offers to customers via SMS

or email, enhancing the booking 

experience and driving customer loyalty

All Businesses Customer Support Companies can leverage CPaaS to 

provide multi-channel customer 

support, enabling customers to reach 

out via SMS, voice calls, or chat and 

ensuring prompt issue resolution and 

improved customer satisfaction

E-commerce Sales and Marketing

Campaigns

E-commerce businesses can send 

personalised product recommendations, 

promotional offers, and abandoned cart 

reminders via SMS, email, or push 

notifications, driving sales and customer 

engagement
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Retail Surveys and

Feedback

Retailers can integrate CPaaS to send 

postpurchase surveys, gather customer 

feedback, and resolve issues promptly 

via SMS or voice calls, demonstrating 

their commitment to customer 

satisfaction and continuous 

improvement

Industry Use Case CPaaS Integration

As businesses continue to prioritise customer-centricity, CPaaS emerges as a

powerful tool to bridge the gap between technology and human interaction.

As a result, businesses across industries are integrating CPaaS into their

communication system to foster meaningful connections with their customers

and drive long-term loyalty.



Building a CPaaS
Strategy for Enhanced
Customer Journeys

Developing a CPaaS strategy is pivotal in modernising customer communication 

and enhancing their journey.

Here’s a guide to help you develop a CPaaS strategy that aligns with your 

goals to improve customer experience:
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01
Evaluate Your Existing
Communication Framework

To optimise customer interactions, begin by comprehensively 

evaluating the communication tools and platforms your organisation 

currently utilises. Dive into the features, limitations, and overall 

effectiveness of these existing tools to understand how well they 

meet your communication needs. Gathering feedback from both 

customers and staff is essential for assessing the performance of your 

channels. This information can reveal the strengths and weaknesses 

of your current system. Make a note of any deficiencies or areas that 

could be improved, such as customer service or engagement, and 

consider how CPaaS solutions might address these issues.

02 Define Your Goals
Once you have a good understanding of your existing communication 

infrastructure, you can now establish clear goals for your CPaaS 

strategy. Your focus should be on enhancing the customer experience 

and finding ways to make each interaction within the customer 

journey more efficient. Develop specific objectives and choose 

measurable indicators to gauge the success of your CPaaS 

implementation. These objectives might include reducing response 

times, improving resolution rates, or increasing customer satisfaction. 

By setting definitive goals, you'll provide direction for your strategy 

and benchmarks to measure progress.

03 Strategise Integration
The integration of a CPaaS solution should be seamless and augment 

your existing infrastructure without causing significant disruption. 

Select a CPaaS solution that complements your current setup and 

carefully plan the integration process. Consider how the CPaaS 

features will fit into your daily business activities and what changes 

may be necessary to accommodate these new functionalities.
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Resource Allocation
For your CPaaS strategy to be successful, proper resource allocation 

is essential. Estimate the budget required for both the initial setup 

and ongoing operational expenses. Assess whether additional staff 

will be needed or if your current team requires training to manage the 

new system effectively. Also, consider if further technological 

investments are necessary to fully support the CPaaS platform.

04

Roll Out Your CPaaS Solution
Adopt a methodical approach to deploying your CPaaS solution. 

Implementing it in phases allows you to manage the process carefully, 

establishing and achieving clear milestones along the way.

Start by testing the CPaaS features with a smaller segment of

your organisation to detect any potential issues and collect

feedback. It's also important to ensure that your employees

receive thorough training so they are confident in using the new

tools and can provide an outstanding customer experience.

05

Pursue Ongoing Enhancement
Foster a culture of continuous improvement by regularly monitoring 

performance metrics to understand the impact of CPaaS on customer 

interactions and overall satisfaction. Utilise this data to constantly 

refine and adjust your strategy, making sure that it keeps pace with 

changing customer expectations and takes advantage of the latest 

technological advancements.

06
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CPaaS Strategy Checklist

The following table presents a checklist contrasting short-term gains with

long-term achievements to help set example goals for a CPaaS strategy:

Milestone Short-Term Goals

(1-6 Months)

Long-Term

Achievements (1-3 Years)

Customer
Interaction

Implement basic AI
chatbots for 24/7
customer queries

Achieve fully personalised and 
predictive customer engagement using 
advanced AI

Channel
Optimisation

Integrate primary 
channels (e.g., SMS, 
Email) into the 
CPaaS platform

Offer a seamless omnichannel
experience that includes emerging
channels (e.g., video chat)

Data Analytics Set up basic tracking 
of customer
engagement metrics

Use predictive analytics to proactively
tailor customer journeys

Automation Automate 
appointment
reminders and
confirmations

Fully automate customer lifecycle
communications based
on individual behaviours

Personalisation Personalise 
communications 
based on
segment data

Utilise machine learning for 
individualised content delivery in
real-time

Scalability Ensure system 
stability with
the current
customer load

Expand infrastructure to handle 
increased interaction volume and
complexity

Compliance and
Security

Implement standard
data protection and
privacy policies

Achieve industryleading compliance 
and security standards for
customer data

Customer
Satisfaction

Improve response
times and
resolution rates

Attain industry-leading customer 
satisfaction and loyalty scores
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Strategic Guidance

Our consultants can help your business set realistic goals and create a 

roadmap for CPaaS integration.

Technical Expertise

Our team of experts can provide in-depth knowledge of CPaaS 

capabilities to tailor solutions that fit specific business needs.

Analytics and Insights

We can help in interpreting data from CPaaS implementations to refine 

strategies and demonstrate ROI.

Ongoing Support

As the business grows and customer needs evolve,

Tata Communications Kaleyra can offer support and updates to the 

CPaaS solutions to ensure they remain effective.

Tata Communications Kaleyra's dedicated team plays a crucial role in 

supporting strategic and technical CPaaS implementation. Our involvement 

ensures that the CPaaS strategy is not only aligned with your company's 

objectives but is also implemented efficiently to maximise ROI.

Involving Tata Communications Kaleyra's dedicated team in the CPaaS strategy 

ensures that your business has access to expert advice and support, making the 

journey towards enhanced customer experiences more structured, effective, and 

measurable.

This table is a visual representation of how short-term efforts in establishing a 

CPaaS strategy can lead to significant long-term benefits. It’s essential to 

periodically review and adjust the goals to remain aligned with evolving 

customer expectations and technology trends.

By following this roadmap and checklist, you can ensure that your CPaaS 

strategy is not only implemented effectively but also contributes to a continuous 

enhancement of the customer journey, ultimately leading to greater customer 

satisfaction and loyalty.
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In an age where instant gratification is the norm and personalisation is the 

standard, CPaaS stands as a pivotal tool for businesses striving to meet and 

exceed the modern customer's expectations. The agility and adaptability 

offered by CPaaS platforms have empowered companies to engage with 

customers on their terms, through their preferred channels, and at their 

convenience, thereby fostering deeper connections and loyalty.

In the coming years, we can expect significant advancements in technology 

that will greatly impact communication landscapes. AI, ML, and IoT will 

become increasingly intertwined with CPaaS, leading to more sophisticated 

customer interactions. As these technologies continue to develop, there will 

be a growing gap between businesses that have effectively utilised CPaaS to 

enhance their customer experience and those that have not.

It is crucial to recognise that the customer's voice is the most valuable asset, 

and CPaaS serves as the essential channel for amplifying that voice. Only 

businesses that are attentive to the way consumers communicate and can 

quickly and strategically adapt to their preferences will thrive.

Conclusion
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