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Executive Summary

* Omnichannel Support Ticketing Systems unify customer communications across multiple channels into a
single, manageable platform — enabling MSMEs to deliver consistent, personalized support experiences

» Key benefits include 50% faster resolution times, 35% higher customer satisfaction, and increased team
efficiency — all achievable with modest investment

* Indian MSMEs losing 2.2 lakh crore annually due to poor customer service (NASSCOM, 2024) — making
omnichannel support no longer optional but essential for survival and growth
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Introduction
78% 42% 5.4x%
of Indian consumers switch brands after of MSMEs lose customers due to delayed more expensive to acquire new
poor customer service experience response times customers than retain existing ones

« Customer service challenges for Indian MSMEs: Fragmented communication channels, limited resource
allocation, inadequate customer data integration, and challenges in providing consistent service across
touchpoints

* Objective: Demonstrate how omnichannel support ticketing systems can transform customer service
operations for MSMEs while improving efficiency, customer satisfaction, and business outcomes

» Scope: Examine practical applications suitable for Indian MSMEs, identify implementation considerations
with focus on cost-effectiveness, and provide actionable insights for decision-makers
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What is an Omnichannel Support Ticketing System?

Definition: An omnichannel support ticketing system is a unified platform that centralizes customer interactions from
multiple communication channels (email, phone, chat, social media, messaging apps) into a single interface,
maintaining conversation context and history across channels.

Traditional Approach Omnichannel Approach

¢ Fragmented communication channels with separate %" Unified platform for all customer interactions

I o : :
tools « Seamless channel-switching with context retention

C i i . . .
D No conversation history across channels 2 Consistent, personalized customer experience

2 Sl SEr SURITE A EnErEs 4 Faster resolution with automation capabilities

= cllenieriteselUinon, el e eipEn o tleee €& Comprehensive analytics across all channels

|~ Limited analytics and reporting
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Applications & Relevance for MSMEs

« Customer interaction points — unified across platforms into a single dashboard:

o ~ o © # By
Phone Email Live Chat WhatsApp Social Media Self-Service

» Use case overview: Beyond basic support ticketing — omnichannel systems enable comprehensive
customer journey management

Solution Starting Price™ Best For Indian MSME Adoption
Zoho Desk X699/agent/month Full-feature, cost-effective High (32%)

Freshdesk %1,200/agent/month Scaling customer service Medium (24%)
Zendesk X2,800/agent/month Enterprise-grade analytics Low (8%)

Kapture CRM R999/agent/month India-specific solutions Growing (15%)

*Pricing as of June 2025; may vary based on features, billing cycle, and discounts 6 | Omnichannel Support Ticketing System
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Why Indian Companies Lag in Customer Service

)

78% X2.2L Cr 4.6%

of Indian customers switched brands due annual revenue loss due to inadequate more likely to share negative than
to poor service experiences customer service positive experiences

Source: NASSCOM Customer Experience Report, 2024
* Fragmented communication channels: 67% of Indian MSMEs manage 5+ customer touchpoints without

integration, leading to disjointed conversations and repeated customer effort

* Technology adoption gap: Only 23% of Indian MSMEs have adopted modern CX tools, compared to 56%
globally — primarily due to perceived cost barriers and implementation challenges

* Business impact: Companies with fragmented customer service experience 41% higher customer churn,
32% lower repeat purchase rates, and slower business growth than competitors with integrated systems
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Case Example 1: Retail MSME Adopts Omnichannel Ticketing

Before vs After Implementation
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Before Implementation [ After Implementation

GreenLeaf Fashion - Mumbai-based clothing retailer with

an
- 3 physical stores and e-commerce presence

%2 Team size: 25 employees, 3 dedicated to customer support

ﬁ Solution adopted: ZohoDesk (31,000/agent/month)

Journey & Impact

Pre-adoption challenges: Managing queries across WhatsApp,
Instagram, email, and phone led to 40% missed messages and
customer complaints about inconsistent responses

Implementation approach: 2-week phased rollout starting with
email and WhatsApp integration, team training, and
development of response templates

Results after 3 months: 68% faster average response time,
93% ticket resolution rate (up from 62%), and 47% increase in
customer satisfaction scores

ROl impact: 23% decrease in customer churn and 18%
increase in repeat purchases attributed to improved support
experience

"With our omnichannel system, we now track the complete customer
Journey. A query that starts on Instagram can continue on WhatsApp
without losing context, which has transformed how our customers
perceive our service quality."

- Priya Sharma, Operations Director
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Case Example 2: SaaS MSME Scales Support with Omnichannel

Omnichannel Implementation Impact
400
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Month 5

— CloudServe Solutions - Bengaluru-based SaaS provider
= with 40+ B2B clients

3;3 Team size: 18 employees, 4 handling technical support

}2 Solution adopted: Freshdesk (31,500/agent/month)
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Scaling Challenge & Solution

Initial challenges: Support team overwhelmed by 300%
client growth in 6 months, with multiple channels (email,
in-app chat, phone) operating in silos

Critical issue: 72% increase in resolution time led to
declining NPS scores and threatened client renewals

Implementation: Unified omnichannel platform with
automated ticket routing, priority tagging, and self-
service knowledge base

Results: 62% reduction in first response time, 40%
increase in tickets resolved within SLA, and 28%
improvement in team productivity

"The omnichannel approach allowed us to grow from supporting 15 to
40+ clients without adding headcount. The contextual history across
channels means any agent can pick up where another left off."

- Vikram Mehta, CTO



Blue Midas Consulting

Typical Use Cases by Function

* Centralize customer queries from email, chat, social, phone into a unified inbox
9 P Outcomes: 50% faster

S * Track customer issues with complete conversation history across resolution time, 35% higher
@ J
upport  channels CSAT, reduced support
 Generate automated responses for common queries with Al integration workload
« Convert social media inquiries into qualified sales opportunities Outcomes: 28% increase in
=~ Sales « Track customer journey from initial inquiry to purchase across channels lead conversion, 40%

. : reduction in sales cycle
 Enable sales teams to respond to inquiries from any channel in one

. length
interface o
* Proactively identify and address customer issues before they escalate Outcomes: 42% fewer
3 _ « Schedule service appointments and send reminders via customer's escalations, 30%
b Sel'Vlce preferred channel improvement in first-contact
resolution

* Create a closed-loop feedback system for continuous service improvement
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Top Benefits for MSMEs

Cost-effective: Starting from I500/agent/month for Key Advantages for MSMEs

Rs | :
Indian MSME-focused solutions ¢ Elevated customer experience through consistent,

personalized service across all touchpoints —

|~ ROIL:Average 127% return on investment within 6 months preventing customer frustration and reducing churn

¢ Boosted agent productivity with unified ticket dashboard,

[J Mobile-friendly: Manage customer support on-the-go eliminating channel-switching and reducing resolution time
by up to 62%

Implementation Insight ¢ Streamlined reporting with consolidated metrics across

72% of Indian MSMEs report that starting with just 2 priority fharll_nels’ enabling data-driven decisions and performance
racking

channels (typically WhatsApp + Email) delivers 80% of the

total benefit with minimal complexity. * Reduced missed queries with automated routing,

notifications, and SLA tracking — improving response rates

() (o)
Cross=functional Impact from 60% to over 95%

MSMEs that integrate omnichannel systems across all three ¢ Scale with growth without proportional increase in support

functions see 2.5x higher ROl than those implementing for staff — same team can handle 40% more tickets
support functions only.
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Revenue Impact: Case Data & Estimates

Revenue & Satisfaction Growth After Implementation Revenue Correlation

o [ Revenue Growth Index [__] Customer Satisfaction (%) . . CSAT-RGVGHUG Link: Each 5% increase in customer
- 95 satisfaction correlates to a 25% increase in revenue
= 90 (Forrester Research, 2024)
& 110 o @ * First Response Time: Businesses responding within 5
% . f-_;_ minutes are 21x more likely to qualify leads than those
: =0 o taking 30+ minutes
& 100

% » Cross-channel visibility: Indian retail MSMEs report 32%
80 60

higher upselling success when customer history is
visible across channels

Initial Month 1 Manth 3 Maonth 6 Month 12

2 8 o/ Average increase in Customer Lifetime Value _ . _ _
0  (CLV) after implementing omnichannel support  Data-driven decisions: Companies leveraging support

systems analytics see 3.2x ROI on their omnichannel investment

within 18 months

24 Higher conversion rate for businesses that
- respond to customer queries within 5 minutes

12 | Omnichannel Support Ticketing System



Getting Started: Implementation Considerations

$$ Tool Options
I Zendesk (31500-3000/agent) I Freshdesk (X1100-2500/agent) | Zoho Desk (31000-2200/agent)
| Kapture CRM (X800-1800/agent) I HubSpot Service (32000-6000/agent)

¥ Integration Considerations 4e5 Training & Change Management
 Existing CRM/ERP systems compatibility « Agent training requires 3-5 days on average
* WhatsApp Business API integration (most requested by Indian * Assign "Champions" to accelerate adoption
customers)

* Expect 2-3 weeks for team to reach full efficiency
 Social media channel connectors (Instagram, Facebook, Twitter)

A Technical Challenges
 Data migration from legacy systems (2-4 weeks typically required)
* Template customization for consistent branding

* Mobile app configuration for field service teams
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Best Practices for Maximum ROl

v= Step=by=Step Rollout Guide |~ Key Metrics to Track
Audit current channels — Identify where customers are ® Firstresponse time — Target under 1hour during business
reaching out and which channels need integration hours

® Resolution time — Track average and compare across

Select appropriate tool — Based on channels, budget, and
channels

team size (see implementation slide)

o N ® Customer satisfaction scores — Set up post-resolution surveys
Start small — Begin with 2-3 critical channels before full

deployment ¢ Channel distribution — Identify preferred customer touchpoints

Create response templates — Develop standardized ® Ticket volume trends — By time of day, day of week, and category

answers for common queries
Common Pitfalls to Avoid
Train team thoroughly — Focus on both technical skills and
customer service etiquette Insufficient training — Leads to system underutilization

© 6 06 06 0 O

Measure & optimize — Review metrics weekly for the first Too many channels too fast — Causes overwhelmed teams

month, monthly thereafter _ L . . :
Neglecting mobile integration — 76% of Indian consumers use mobile for

support
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Conclusion & Recommendations

Omnichannel support is no longer a luxury but a strategic necessity for Indian MSMEs looking to compete effectively and grow sustainably
in an increasingly digital marketplace.

Key Takeaways

« Modern customers expect seamless interactions across multiple channels, with 87% of Indian consumers now using 3+ communication
channels with businesses

 The gap between customer expectations and service delivery represents both a significant risk and an immediate opportunity for
differentiation

Action Points for MSME Leaders
@ Start with an audit of current support channels and identify communication gaps Begin with 2-3 most critical

channels before expanding to a fully integrated solution Set clear metrics to track ROl on omnichannel

investments from day one

Invest in staff training alongside technology to ensure successful adoption
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