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5 key strategies  
for retailers this 
holiday season



Create a new  
CX resolution

With changing consumer demands 
this holiday season, it’s critical for 

retailers to make shopping easy and 
convenient, both online and instore.

CONNECT WITH AN EXPERT  

During  
the holiday 
season, 
customers 
expect 
this from 
retailers…

Get ready for a bustling season

This special report explores 5 customer 
experience (CX) strategies retailers can use 
to succeed with customers and improve the 
bottom line this upcoming holiday season.

The holiday season is a time when every second matters 
and there is little room for error. One mistake could destroy 
brand value or waste investment dollars. To survive, 
brands must be savvy, flex their values, and know how 
to approach customers where they expect to be met. 
And this year, retailers are looking to transform how to 
deliver these experiences.

Knowing this is the ideal experience is one thing. 
Being able to deliver it is another.

Get me the correct products as fast as possible, 
provide real-time updates, and offer 
immediate, seamless customer service.
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2021 Retail Holiday Season Snapshot

Are you prepared?

$1.1 trillion
Total U.S. holiday retail sales are 
predicted to rise 2.7%, to $1.093 trillion.

-Insider Intelligence eMarketer

$200+ billion
Holiday season’s e-commerce sales may 
rise 11.3% to $206.88 billion. 

-Insider Intelligence eMarketer

73%
Mobile will make up nearly 3/4 
of total e-commerce. 

-Statistica

18 to 23%
Online sales are expected to  
grow 18-23 percent. 

-National Retail Federation

79%
Customers are planning to continue shopping 
in local neighborhood stores post-pandemic.

-Accenture
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Strategies 
for the 2021  
Holiday  
Season

CX5 Deploy flexible WFH staff

Optimize the cloud

Combine automation & empathy

Win the last mile

Connect the entire journey 

5

4

3

2

1
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1 Deploy flexible WFH staff
New products, data breaches, recalls, and inclement weather—the good, bad, 
and ugly of holiday shopping. Along with the unpredictable season come 
support volume surges that will test a retailer’s resources. With post-pandemic 
online shopping increasing and deals running longer and earlier, consistent 
quality and service levels are essential to keep operations running smoothly.

In 2021 and beyond: The pandemic proved that work-from-home (WFH) 
customer support is effective, nimble, secure, and won’t break the 
bank. The flexibility of service capabilities brought on by remote work 
enables retailers to readily deploy emergency staff in times of distress. 
When volume surges or the unexpected happens, organizations can 
pivot and scale support capacity quickly to meet customer needs 
across channels.

Remote work also lets retailers dip into a wide talent pool of 
highly developed and highly skilled workforce that understand 
your brand message and values, improving loyalty while 
meeting fluctuating demands. 

In action
Activated a plan to train 170 team 
members on critical trust and safety issues 
in a virtual contact center environment 
amidst a country-wide lockdown.

91%
remote training 
throughput vs. 88% B&M

5 key strategies for retailers this holiday season    5



In action
Implemented a holistic Cloud solution 
with updated features and reduced costs 
through removal of the time consuming, 
archaic software and equipment.

22.5%
ROI

2 Optimize the cloud
If a shopper reaches customer service during the rush of the holiday season, 
there is a heightened chance of delivering a poor experience. Legacy systems 
are often overwhelmed and there’s no integration among disparate channels. 
Migrating to Cloud contact center services enables your organization 
to holistically interact with customers in the channels they prefer while 
optimizing technology, processes, and people. 

In 2021 and beyond: A Cloud contact center system is perfect for 
omnichannel interactions that are the lifeblood of direct-to-consumer, 
subscription, and many brick-and-mortar retailers by supporting a 
single view of the customer. Organizations can provide a seamless 
customer experience within and across channels, including voice, 
email, chat, messaging, SMS, co-browse, and social.

Cloud solutions can also offer real-time knowledge management 
to provide more relevant and consistent answers that are 
desperately needed during the holidays. And of course, the 
Cloud’s ability to react with speed and agility based on 
fluctuating volume will be key this holiday season.
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In action
Led a comprehensive digital transformation to 
design, develop, and implement a network of 
Intelligent Virtual Assistants across more than 
200 unique processes in 10 departments.

85%
Time and cost savings 
of up to 85%

3 Combine automation & empathy
Holiday shopping is stressful. Customers need information about products, store 
hours, return policies, and more, often with a tight holiday deadline and long 
shopping list. Associates must answer these simple but time-consuming inquiries 
in addition to handling more high tier conversations around delayed orders 
and unsatisfied experiences. Deploying intelligent automation capabilities is 
a necessary step to free employees up for more nuanced interactions that 
impact brand loyalty and customer happiness. 

In 2021 and beyond: Intelligent automation solutions will help you 
free up your workforce to improve CX and drive bottom-line results, 
reduce average turnaround time, complete processes and requests, 
eliminate human error, and help employees focus on higher quality 
customer interactions that require a human level of understanding 
and communication. 

Eliminate the most time-consuming and repetitive manual 
tasks during the holiday season with Robotic Process 
Automation (RPA) and Robotic Desktop Automation (RDA) 
capabilities. Implementing RPA software “bots” across any 
application with minimal disruption to the organization 
can help retailers save time and money, while improving 
customer relationships.
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In action
Implemented LivePerson’s Conversational 
AI solution to ensure continuous and 
uninterrupted  conversations for simple 
and complex questions.

95%
CSAT score from customers 
who select messaging function

4 Win the last mile
Customers want to be updated about availability and delivery dates at every 
point of the journey. Direct-to-consumer, subscription, and digital brick-and-
mortars that can quickly reassure customers that gifts will arrive on time will, or 
effectively communicate changes, help them relax and enjoy the season.

In 2021 and beyond: Shoppers expect proactive communication from one 
channel to the next without being reminded who they are and what they 
bought. It needs to be one journey, connected across every channel 
from beginning to end.

Deploy asynchronous messaging to deliver real-time, personalized 
communications with built-in scalability, allowing customer service 
to more than double the number of interactions they can handle 
concurrently on preferred channels. This is critical for agents 
to keep up with product deliveries and delays that affect 
thousands of customers at-once during critical hours. 
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In action
Deployed speech analytics solution that 
gathered unique insights from phone 
recordings to provide associates with clear 
instructions to discuss holiday pricing.

214%
increase in agents mentioning 
specific holiday pricing topics

5 Connect the entire journey 
through data analytics
Retailers can’t create seamless experiences without first knowing the level 
of effort that goes into each interaction. Understanding where and why 
different customers interact with your brand allows you to orchestrate better 
journeys to deliver proactive and personalized experiences and anticipate 
demands, to drive customer loyalty during busy shopping seasons.

In 2021 and beyond: Pay attention to customer feedback, sentiment, and 
engagement from start to finish and beyond. Convert data into insight by 
deploying technologies like voice of the customer and speech analytics 
that evaluate the customer journey at multiple touchpoints.

Speech analytics is particularly powerful because of its ability 
to analyze daily interactions and pain points for the customer. 
These insights gathered can help enhance customer journeys 
and further develop associates’ ability to create meaningful 
moments that matter for customers when good and bad 
experiences arrive. 
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Holiday  
self-assessment 

   Are you replicating the in-store values your customers crave digitally?

   Are customers being supported on the channels they prefer?

   Can you anticipate and proactive solve customer needs before customers reach out?

   Are you automating simple tasks that are consuming valuable human time?

   Are you converting data into actionable insights?

Before the busiest 
season of the 

year hits your 
doorstep, ask 

yourself
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Create a new  
CX resolution
With changing consumer demands this holiday 
season, it’s critical for retail CX leaders to make 
shopping as easy and convenient as possible, 
both online and instore. TTEC’s mix of technology 
and human experts can help create efficiencies 
throughout the retail customer’s entire journey at 
a lower cost to serve. The 5 strategies outlined in 
this guide will help create effortless experiences 
that will retain customers past the holidays.

ttec.com/retail cx@ttec.com

Humanify® CX Ecosystem
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About TTEC
TTEC Holdings, Inc. (NASDAQ: TTEC) is one of the largest global CX (customer experience) technology and services innovators 
for end-to-end, digital CX solutions. The Company delivers CX technology and operational CX orchestration at scale through 
its proprietary cloud-based CXaaS (Customer Experience as a Service) platform.  Serving iconic and disruptive brands, 
TTEC’s solutions span the entire enterprise, touch every virtual interaction channel, and improve each step of the customer 
journey. Leveraging next-gen digital and cognitive technology, the Company’s Digital business designs, builds, and operates 
omnichannel contact center technology, conversational messaging, CRM, automation (AI / ML and RPA), and analytics solutions.  
The Company’s Engage business delivers digital customer engagement, customer acquisition & growth, content moderation, 
fraud prevention, and data annotation solutions. Founded in 1982, the Company’s commitment to CX excellence has earned its 
leading client NPS scores worldwide. TTEC’s nearly 59,000 employees operate on six continents and bring technology and human 
ingenuity together to deliver happy customers and differentiated business results. To learn more, visit us at ttec.com.
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