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Introduction

Customers increasingly move between communication channels[cite: 6]. A customer may receive a WhatsApp
message, open an email, reply to an SMS and later speak with an agent|cite: 6]. For the business, this creates a
challenge: how can outbound communication remain coordinated when the channels are different[cite: 6]?

What Is an Omnichannel Outbound Campaign?
An omnichannel outbound campaign coordinates customer engagement across multiple channels while maintaining

a consistent objective and customer context[cite: 6]. The objective is not to send the same message everywhere[cite:
6]. It is to use the right interaction for the customer and the business goal[cite: 6].

Channel Roles Across the Modern Lifecycle

Voice: When a Conversation Matters

Voice is valuable when the interaction is complex, sensitive
or likely to benefit from human conversation[cite: 6].
Preview, Progressive and Predictive dialers can support
different campaign strategies|cite: 6].

WhatsApp: Conversational Digital

WhatsApp can support reminders, offers, service follow-ups
and conversational engagement|cite: 6]. For campaign
interactions, a customer response can become an
actionable event that triggers routing or another step in
the journey|cite: 6].

SMS: Reach and Simplicity

SMS is useful for concise reminders, notifications and
follow-upscite: 6]. It can also support a broader campaign
strategy when customers who do not respond through one
channel are eligible for another interaction[cite: 6].

Email: Context and Detail

Email can carry richer information, documents, links and
explanations]cite: 6]. It can be useful for lead nurturing,
customer education, renewal information and follow-up
communication|cite: 6].
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One Customer, Multiple Channels

The core principle is simple: the campaign should be designed around the customer and the outcome, not around the
channellcite: 6]. A channel becomes an execution choice within a larger engagement strategy|cite: 6].

A Sample Omnichannel Journey

A renewal journey might start with WhatsApp, continue with a customer response, route that response to an agent,
complete the renewal and capture the outcome for reporting and future optimisation|cite: 6].

SAMPLE EXECUTION FLOW:

WhatsApp Outreach — Customer Response — Agent Routing — Renewal Completed — Outcome Captured — Closed-Loop

Optimisation|[cite: 6]

Campaigns vs Bulk Messaging

A campaign is designed to create a defined customer or business outcomelcite: 6]. Bulk messaging is primarily a high-
volume delivery mechanismlcite: 6]. In a bulk messaging scenario, customer replies can be handled through normal
inbound routing[cite: 6]. In an outbound campaign, the response can be connected to campaign logic and the
intended next steplcite: 6].

The Technology Behind Omnichannel Campaigns

An effective platform needs campaign management, channel integrations, customer context, response handling,
routing, workflow orchestration and reporting[cite: 6]. Without these pieces, organisations may have multiple
channels but not a truly coordinated outbound operation|cite: 6].

What to Measure

Compare channels based on the objective rather than assuming one channel is universally better[cite: 6]. Essential
metrics to track includelcite: 6]:

e Channel reach and delivery rate[cite: 6] e Customer response rate[cite: 6]
e Active conversation rate|cite: 6] e Final conversion rate[cite: 6]
¢ Agent handling efficiency]cite: 6] e Cost per successful outcome|cite: 6]

e Customer journey completion rate[cite: 6]

The Wemacx Approach

Wemacx can position omnichannel outbound engagement as one coordinated operating modellcite: 6]. Voice dialing,
WhatsApp, SMS and email can be used according to the campaign objective, while responses can flow into intelligent
routing and the next stage of the customer journey|cite: 6].

Conclusion

Omnichannel outbound campaigns are not about adding more channels[cite: 6]. They are about coordinating

channels around customer behaviour and business outcomescite: 6]. The strongest campaign is the one that knows
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what to do next when the customer respondscite: 6].

Next Step

Build an outbound strategy around the customer journey, not individual channels[cite: 6]. Explore Wemacx
Intelligent Outbound Engagement.[cite: 6]
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