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With 75% of enterprises
reporting their intent
to prioritize
optimization in 2025,
partnering with a BPO
like Qualfon can give
brands the tools they

need to surpass their

goals — and their

competition.

In a global marketplace that breeds more competition every day,

customers demand 24/7 access to brands on their terms. Businesses that
align their sales, service, and security approaches to create unified customer
experience strategies stand to reap considerable benefits. More than
two-thirds of brands have plans to integrate their sales services, Trust and
Safety, and customer experience management, but only a fraction of these
companies own the resources and tools to succeed.

Providers like Qualfon bridge the gap between intention and execution.

We offer highly trained customer care associates, advanced Al and tech
tools, and proven systems and strategies that allow us to deliver efficient
and effective growth. With associates located worldwide, we can offer
customer support across all time zones. We build tailored technology systems
so associates can deliver individualized service to each consumer, enhancing
brand experiences at all points of contact. Our CDP, Treasure Performance,
also collects richer consumer data and creates actionable insights that help
brands suggest the next-best action prompts for customers, ensuring faster
outcomes, reduced costs, happier customers, and improved lifetime value.
And we offer services that scale so businesses of any size can grow into new
markets without sacrificing their standards.

By working with Qualfon, brands mitigate the risk of building these integrated
programs from scratch. Instead of investing in risky new technology, partnering
with us gives them access to a broader range of cutting-edge tools at their
disposal. Using up-to-date technology also creates safer, more secure
interactions for customers, protecting businesses from fraud and data leaks
that damage their reputations and take significant resources to resolve.

While advanced technology and robust Trust and Safety are competitive
must-haves, our focus on people sets us apart, beginning with our associates
and extending to every person in a brand's audience. The most innovative
tools and systems in the world can't overcome a fundamental lack of human
connection in customer care; they only amplify unaddressed customer
frustration. When cross-functional teams work together on shared goals,
armed with the consumer data and tools they need, they can deliver
seamless customer experiences that improve brand perception and

revenue for years to come.

We create world-class solutions that can transform your business beyond
your most ambitious goals. It's all thanks to the power of smart integrations,
teamwork, and future-facing technology — and as you'll see in this report,
the stakes and rewards are higher than ever.

Doug Kearney
Chief Executive Officer of Qualfon
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Introduction

The evolving landscape of customer
preferences in digital interactions has
revolutionized the customer journey,
opening doors for enterprises to tap into
new revenue streams and forge deeper
connections with customers. Brands that
seize this momentum are not just staying
ahead — they are redefining customer
experiences by delivering proactive,
seamless support across every
touchpoint.

While this shift allows brands to connect
with customers around the clock at their
convenience, it has also heightened
competition in today’s digital marketplace,
where alternatives are just one click away.
As a result, the journey from acquiring
leads to fostering loyal customers has
become more complex than ever.
According to a recent Everest Group
study, over 70% of enterprises prioritize
driving sales, adapting to shifting customer
demands and behaviors, and integrating
emerging technologies. Digitally
empowered customers now expect
seamless, personalized, and secure
interactions across every touchpoint, and
meeting these expectations has become
increasingly complex, especially as
enterprises integrate advanced
technologies to stay competitive.

As enterprises continue to explore
different technologies and strategies to
elevate their Customer Experience (CX)
and meet their business objectives,
integrated sales services, trust and safety,

Lead to Loyal Customer: Mastering the Digital Customer Journey Through Integrated Services

and Customer Experience Management
(CXM) stand as a powerful strategy to
transform different touchpoints into a
cohesive, holistic experience. This holistic
approach enhances the quality and
security of interactions and strengthens
sales offerings—the three core value
drivers in customer engagement. By
pivoting from traditional to future-ready
unified frameworks, enterprises can attract
and convert leads and foster lasting loyalty
and trust by proactively addressing
customer needs and reducing churn risk.
To successfully implement integrated
services, enterprises often rely on
providers to accelerate adoption timelines.
However, in the current provider
landscape, only a few providers possess
the expertise required to effectively
execute this integrated approach.

In this viewpoint, we explore how an
integrated services framework can unify
the three pillars of the customer journey.
We delve into integration opportunities,
particularly in the pre-sales and post-sales
phases. This viewpoint covers:

¢ An integrated service framework’s
components and benefits

e Key integration opportunities in pre-
sales and post-sales phases

e Strategic synergies across CXM, trust
and safety, and sales services

® Role of service providers’ expertise in
accelerating enterprise adoption
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4 Lead to Loyal Customer: Mastering the Digital Customer Journey Through Integrated Services

Transforming the digital customer
journey using integrated services

Enterprises currently manage customer interactions through separate, siloed business
units, each addressing specific touchpoints in isolation. This fragmented approach limits
data sharing, resulting in inconsistent service experiences, an incomplete view of the
customer journey, and inadequate personalization. These shortcomings can lead to
customer drop-offs, low conversion rates, and poor retention — failing to meet the
expectations of modern customers who demand seamless, personalized, secure, and
proactive services.

By integrating services across functions and channels, enterprises can establish a
unified, high-performing ecosystem that promotes collaboration and data sharing,
dismantles silos, and elevates both decision-making and customer experiences. This
cohesive framework enables teams to focus on building relationships and closing deals,
leading to shorter sales cycles and more effective customer interactions. With a 360-
degree view of customers, teams deliver personalized follow-ups, driving higher
conversion rates and reducing marketing costs. Real-time data and predictive analytics
provide more accurate forecasting and greater scalability. Ultimately, integrated services
enrich the customer journey, foster loyalty, and drive growth through streamlined, data-
driven engagement. Let us explore how the different components of integrated services
work together.

Components of integrated services

An integrated services model strategically aligns functions, processes, channels, and
technologies across sales services, trust and safety, and CXM. Each pillar within this
model becomes an opportunity to capture and leverage customer insights, empowering
service teams to dynamically adjust strategies and offerings to meet customers’ evolving
behaviors and preferences.
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Exhibit 1 highlights how these three components come together for a holistic experience.

Exhibit 1: Three pillars of integrated services

Source: Everest Group (2025)
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Sales services integration forms the foundation of this holistic approach, bringing a
human touch to digital engagements. This integration enables sales teams to move
beyond transactions, focusing on providing guidance, education, and tailored support
informed by customer insights. Sales teams can personalize recommendations, address
unique needs, and cultivate stronger connections, transforming each interaction into a
meaningful engagement rather than a one-time sale. Marketing services complement
this effort by leveraging these insights to sustain continuous engagement through highly
personalized campaigns and promotions.

These initiatives reinforce sales messaging during customer interactions and nurture
long-term loyalty. Aligning sales and marketing efforts amplifies brand perception,
ensuring customers feel valued, understood, and connected. Ultimately, this integrated
approach positions the brand as a trusted partner in the customer’s journey, deepening
relationships and building enduring loyalty.

In a digital landscape where data privacy and security are paramount, integrating the
trust and safety function into this framework strengthens the sales experience. Over the
past five years, fraud-related losses have increased 185%, underscoring the need for a
trusted experience. Trust and safety teams prioritize data protection by enforcing robust
encryption, privacy standards, and real-time suspicious activity monitoring, covering
interactions from initial outreach to post-sales support. This proactive security enhances
brand credibility, fosters customer confidence, and supports long-lasting loyalty by
delivering consistently secure and personalized experiences across the customer life
cycle.

CXM completes the integration loop by facilitating personalized, meaningful interactions
at every touchpoint. By collecting data across multiple touchpoints, CXM provides
enterprises with a 360-degree view of each customer, enabling personalized
recommendations, targeted offers, and proactive communications that resonate
individually. This approach does not merely streamline the customer journey; it shows
customers they are seen and valued, enhancing engagement and fostering long-term
loyalty.

Benefits of integrated services

An integrated approach enriches every customer journey stage, from initial engagement
to post-sales services. Exhibit 2 outlines the key benefits of integrated services,
examining how each integration point drives measurable outcomes, supports important
KPls, and leverages advanced technology to maximize organizational efficiency.
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Exhibit 2: Key benefits of integrated services

Source: Everest Group (2025)
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Nearly 75% of enterprises are gearing up to
strategically transform in 2025, prioritizing
productivity and optimization. Central to these
efforts will be adopting integrated services,
which promises to be a transformative force.

Integrated services is a key component in enhancing productivity and optimization while
unlocking new opportunities. However, its true impact can only be realized through the
seamless integration of sales services, trust and safety, and CXM across both pre-sales
and post-sales phases. To achieve this, enterprises must take deliberate, informed
actions in these phases and collaborate with the right strategic partners to ensure a
smooth and effective transformation. In the sections ahead, we will delve deeper into

these key aspects.
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Pre-sales synergies across sales
services, trust and safety, and CXM

An integrated approach during the pre-sales phase unlocks valuable synergies across
sales services, trust and safety, and CXM. From identifying leads to finalizing the sale,
each customer touchpoint represents an opportunity to streamline efforts, reinforce trust,
and deliver a proactive, personalized experience. Exhibit 3 breaks down pre-sales
processes where integrated services enhance the customer journey.

Exhibit 3: Integrated pre-sales customer journey

Source: Everest Group (2025)
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In lead prospecting, enterprises identify
potential customers and develop persona
models. Integrating CXM and sales enables
refined demand generation, using customer
support insights for accurate targeting. Trust
and safety alignment enforces data security
standards, reinforcing ethical practices and
establishing credibility from the initial outreach.
This security layer assures prospects that their
information is protected, fostering confidence.
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At conversion, integrated insights enable sales
to address final customer concerns, ensuring
smooth negotiation and closure. CXM insights
provide context, while trust and safety monitor
security risks, safeguarding transactions.
Resolving concerns and maintaining security
foster a seamless closure, reinforcing positive
customer perception and trust.
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After identifying leads, segmentation process
focuses on targeted campaigns for distinct lead
groups. CXM and sales collaboration offers
insights into behaviors and pain points, allowing
proactive engagement with relevant offers. This
integration also allows for continuous lead
engagement improvement through ongoing
feedback and optimization loops from past lead
interactions. Trust and safety oversight ensures
campaigns comply with privacy and regulatory
standards, strengthening brand integrity.

Lead
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During the qualification process, CXM and sales
teams collaborate to prioritize and engage high-
potential leads. Real-time behavioral tracking
and predictive analytics allow for strategy
adjustments based on customer responses,
creating a personalized experience. These
insights also help in solving customer needs and
pain points, increasing conversion likelihood.
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Post-sales synergies across sales
services, trust and safety, and

CXM

In the post-sales phase, an integrated services approach builds on the foundation
established during pre-sales, driving CSAT, loyalty, and growth. Each post-sales
touchpoint presents opportunities for services teams to work in coordination, creating a
seamless and secure CX from onboarding to ongoing support and retention. By aligning
efforts across teams, enterprises can not only strengthen customer relationships but also
unlock new revenue opportunities, transforming the post-sales journey into a key driver
of long-term loyalty and advocacy. Exhibit 4 breaks down the post-sales process where
integrated services enhance customer journey.

Exhibit 4: Integrated post-sales customer journey
Source: Everest Group (2025)
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The journey to customer loyalty starts
immediately after a sale, with a
seamless personalized onboarding
process informed by pre-sales
insights. An integrated approach
ensures a well-coordinated handoff
from sales to customer support,
minimizing miscommunication and
unmet expectations. Customer support
gains valuable pre-sales insights to
enhance engagement strategies and
initiate personalized post-sales
interactions, driving continuous
improvement. Trust and safety
reinforce this transition by
safeguarding customer data,
employing robust security measures to
maintain privacy and confidence. This
cohesive, secure approach fosters a
positive initial experience, laying the
foundation for a lasting, loyal
customer relationship.
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Once onboarded, customers need
proactive engagement. Integrated
services empower technical and
service teams to swiftly resolve
issues while identifying deeper
engagement opportunities.
Collaboration between support and
sales allows for real-time insights
into customer usage patterns,
enabling targeted cross-sell and
upsell offers that enhance CSAT
with relevant solutions. These
personalized interactions drive
metrics such as average order value
and CLV, creating new revenue
streams and solidifying the brand’s
value. This proactive, data-driven
approach transforms support
interactions into opportunities for
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After sales, continuous focus
remains on ensuring loyalty and
preventing churn. Cross-
functional collaboration between
customer support and sales
provides access to shared data
and insights, enabling early
detection of churn signals, such
as decreased engagement or
unresolved issues. By acting on
these insights, teams can
proactively address customer
concerns, implementing tailored
retention strategies that
strengthen satisfaction and trust.
This integrated approach to
resolution and retention converts
potential issues into relationship-
building opportunities, fostering
long-term loyalty and advocacy
through consistent value
delivery.
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The role of service providers in
adopting integrated services

Successfully implementing an integrated approach across sales services, trust and
safety, and CXM can be challenging, especially for large enterprises. A recent Everest
Group survey highlights that adapting to new business models is expected to be one of
the top challenges for large enterprises in 2025. It requires not only advanced
technology but also specialized domain expertise to streamline processes across
departments. Service providers play an essential role in accelerating this adoption,
delivering both the infrastructure and strategic insights needed to deliver a smooth
experience.

Exhibit 5 outlines the key roles service providers play in helping enterprises adopt
integrated services, along with the specific benefits they bring with each role.

Exhibit 5: Key roles of service providers in supporting enterprises with integrated
services adoption

Source: Everest Group (2025)

Provider offerings Key partnership benefits
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Al-driven automation. Increases operational efficiency and reduces
@%} Provide Al-powered analytical and visualization service errors, enabling quality and relevant

. customer engagement.
solutions.

Regularly update solutions with latest
technologies, keeping enterprises competitive

and agile.
Establishing secure Implement robust data security and compliance  Builds customer trust and reduces regulatory
and compliant data frameworks. risks, ensuring sensitive customer
management i ion’ i
— J Ensure adherence to industry regulations and information’s safe handling.
data privacy standards. Enhances the enterprise's brand reputation by
Proactively monitor and protect customer data de_monstratlng a commitment to security and
against unauthorized access. privacy.
Leveraging Draw on extensive experience across multiple Provides adaptable, industry-specific solutions
domain expertise industries and enterprise sizes. that improve effectiveness and relevance.
@1 Tailor solutions to fit specific needs of different Enhances enterprise agility in responding to
5 industries/verticals. market-specific challenges and opportunities.

Address customers’ regulatory and operational
requirements for diverse enterprises.
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Exhibit 5: Key roles of service providers in supporting enterprises with integrated

services adoption (continued)
Source: Everest Group (2025)

Provider offerings

Collect customer feedback at key touchpoints to
capture real-time insights.

Analyze feedback to continuously improve
service delivery and engagement strategies.

Align service teams to maintain consistent
messaging and seamless support across
channels.

Oversee the entire customer journey, from initial
inquiry to post-sales support.

Coordinate activities across service teams to
maintain service continuity.

Ensure smooth transitions across customer
lifecycle stages.

Develop targeted training programs focused on
industry-specific needs.

Equip service agents with skills to handle
complex, customer-specific inquiries.

Train agents on next-generation digital and
interpersonal skills.

Key partnership benefits
Allows enterprises to quickly adapt to customer
feedback and improve quality.

Enhances CSAT through unified, consistent
service experiences.

Supports a customer-centric approach that
fosters long-term satisfaction and loyalty.

Delivers a consistent, uninterrupted CX,
improving customer retention.

Increases operational efficiency by reducing
handoff delays and minimizing errors.

Ensures agents deliver expert, personalized
support that meets industry standards.

Improves service quality and CSAT through
specialized knowledge.

Selecting the right provider to implement integrated services is a strategic decision that
can significantly impact success. Enterprises should prioritize providers with proven
expertise in integrating services across diverse industries and enterprise sizes. Such

providers bring a deep understanding of industry-specific challenges, delivering tailored
solutions that meet unique business needs. Moreover, providers with strong knowledge
of domain-specific regulations and compliance are better positioned to drive operational
agility and scalability while minimizing risks. Their ability to navigate complex regulatory
landscapes ensures seamless integration and compliance, essential for sustained
growth. A key advantage of partnering with the right provider is their forward-looking
perspective. As the sales, trust and safety, and CXM landscapes evolve at an
unprecedented pace, these providers bring cutting-edge insights and innovative
strategies to keep enterprises agile and competitive. Their expertise enables enterprises
to anticipate market shifts, adapt proactively, and seize emerging opportunities, ensuring
they stay ahead of the curve in delivering superior customer experiences.
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Conclusion

As customer expectations continue to rise, enterprises must adopt integrated sales
services, trust and safety, and CXM to remain competitive. Transitioning from siloed
functions to a cohesive ecosystem is now essential to deliver consistent, personalized
experiences that foster long-term loyalty. This shift will enable enterprises to not only
respond to but actively anticipate customer needs, providing value at every touchpoint.
Integrated services will enable smooth cross-functional collaboration in both pre-sales
and post-sales phases, helping enterprises resonate with customers and transform initial
leads into loyal brand advocates.

In the current dynamic and competitive marketplace, embracing an integrated approach
is not just strategic, but essential for future growth. By investing in cross-functional
strategies, enterprises position themselves to cultivate meaningful relationships, exceed
customer expectations, and achieve sustained success. This integrated approach
enables enterprises to continuously innovate, adapt to new trends, and capitalize on
emerging opportunities, ensuring they remain relevant and resilient in an ever-evolving
market.
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