
SOLUTION BRIEF

© UJET Inc. 2025 All rights reserved

UJET Solution Brief:
Powering Exceptional Customer 
Experiences in Retail

1. Introduction: Modern CX as a 
Retail Imperative
In today’s hyper-competitive retail and service landscape, customers have endless 
options, especially online. This makes customer experience (CX) more than just a 
buzzword; it's a critical competitive differentiator and essential for survival and growth. 
Consumers no longer just buy products; they buy experiences, and their expectations 
are continually evolving. They demand personalized, seamless, and immediate support 
across every channel, whether browsing an e-commerce site, visiting a local store, 
engaging via a mobile app, or seeking post-purchase assistance. 

Delivering this level of service consistently is key to building brand loyalty, driving repeat 
business, and standing out from the crowd. For retailers, especially small and mid-sized 
businesses (SMBs) competing against larger players, providing exceptional CX can be 
the deciding factor between gaining a loyal customer and losing them. Therefore, 
investing in a modern, unified CX strategy—one that integrates people, processes, and 
technology—is no longer optional; it's a foundational requirement for meeting customer 
expectations, fostering long-term loyalty, and achieving sustainable growth.
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2. Challenge: Meeting High CX Demands in a 
Dynamic Retail Environment
Retailers, whether SMBs or large multi-branch networks and franchises, face a complex 
web of challenges in delivering the high-quality CX that modern consumers expect. 
These hurdles impact efficiency, customer satisfaction, and ultimately, the bottom line:  
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• Need for 24/7 Availability & Reliability: Today's consumers shop and 

seek support around the clock. Downtime, even for an hour, translates 

directly into lost revenue (potentially hundreds of thousands of 

dollars) and significant damage to brand perception. Ensuring 

constant system availability across all touchpoints is a high-stakes 

necessity.  

• Managing Seasonal Fluctuations & Scalability: Retail demand often 

follows unpredictable peaks and valleys (e.g., holiday rushes vs. quiet 

periods). Rigid, fixed technology plans make it difficult and costly to 

align CX capacity efficiently, leading to overspending during slow 

times or being understaffed and missing sales opportunities during 

busy seasons. Agility and scalability are crucial.  

• High Volume of Basic Inquiries: Contact centers and store staff are 

frequently overwhelmed by repetitive, simple questions about store 

hours, services, return policies, or directions. This diverts valuable 

agent time from handling complex customer issues, providing 

personalized assistance, or focusing on sales-generating activities, 

leading to longer wait times for other customers.  

• Ensuring Consistent Service Quality & Visibility: Maintaining uniform 

service standards, brand voice, and visibility across diverse channels 

(online, mobile, phone, in-store) and multiple locations or franchise 

branches is a significant operational challenge, especially with limited 

resources. Inconsistent service leads to customer frustration and 

damages brand trust.  

• Demand for Omnichannel Flexibility: Customers expect to interact 

with brands seamlessly across their preferred channels and devices, 

often switching between them during a single journey. Providing this 

flexibility requires integrated systems, yet many retailers struggle  
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with siloed communication tools, forcing customers to repeat 

information and leading to disjointed experiences. 

• Lack of Insight into Customer Buying Behavior: Understanding the 

'why' behind customer actions—what drives purchases, preferences, 

and loyalty—is key to personalization and effective marketing. 

Without integrated data and analytics, retailers operate with 

incomplete information, missing opportunities to tailor offers, predict 

intent, or improve the overall customer journey.  

• Complex Product Support & Troubleshooting: Resolving issues with 

products remotely can be inefficient and frustrating for both 

customers and agents when relying solely on verbal descriptions. Lack 

of visual context often leads to longer interaction times, repeat 

contacts, and lower first-contact resolution rates.  

• Secure Payment Processing: Handling payments, especially over the 

phone, introduces significant PCI compliance burdens and data 

security risks. Customers demand convenient payment options but 

also require assurance that their sensitive financial information is 

protected.  

• Finding the Right CX Tools (Especially for SMBs): The sheer number of 

CX technologies available can be overwhelming, particularly for SMBs 

with limited budgets and IT resources. Selecting, integrating, and 

managing a cost-effective yet powerful and scalable CX stack is a 

major hurdle.  

• Protecting Revenue from Missed Opportunities: Inefficient call routing, 

long hold times (over 60% of consumers hang up after just one 

minute), or unavailable support channels directly result in lost sales 

and customer churn. Every missed interaction represents potentially 

lost revenue.
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3. Solution: UJET - The Flexible, AI-Powered CCaaS 
Platform for Retail
UJET offers a modern, cloud-native Contact Center as a Service (CCaaS) platform 
specifically designed to address the unique and demanding challenges faced by retailers 
of all sizes. Recognizing that legacy systems often lack the agility and integration needed 
for today's retail environment, UJET provides a flexible, intelligent alternative built for 
scale and reliability. By combining advanced AI, seamless CRM integration, true 
omnichannel capabilities across voice and digital touchpoints, and innovative features 
like SmartActions, UJET empowers retailers to deliver the personalized, efficient, and 
visually rich customer support that modern consumers expect.

The platform is built on a foundation of industry-leading reliability, boasting a 99.999% 
uptime SLA to ensure crucial sales and service channels remain consistently available. Its 
cloud-native architecture not only supports this high availability but also provides the 
inherent flexibility and scalability essential for managing fluctuating retail demands, 
such as seasonal spikes. UJET enables businesses to dynamically adjust their CX 
capacity, optimizing resources year-round.

Furthermore, UJET integrates AI intelligently across the platform, automating routine 
tasks through Virtual Agents and IVRs to handle high volumes of basic inquiries 24/7, 
while also providing tools like Agent Assist to support human agents during complex 
interactions.

SOLUTION BRIEF



© UJET Inc. 2025 All rights reserved

4. Key UJET Capabilities for Retail
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5. Benefits: Driving Loyalty, Efficiency, and 
Growth in Retail
Implementing UJET’s platform delivers significant, measurable advantages that 
directly address core retail challenges, enhancing both customer relationships and 
operational performance:

Consistent Brand 
Experience Across 
Locations

Multi-site retailers benefit from consistent service and messaging with 

UJET. Centralized tools and reporting maintain brand standards across all 

branches and channels, with visibility into performance at every 

touchpoint.

Improved Sales & 
Revenue Protection

UJET minimizes missed sales with 99.999% uptime, smart routing, and 

omnichannel availability that reduce abandonment rates. Secure, 

seamless payment options build trust and ease transaction completion. 

CRM-integrated insights support tailored sales strategies and offers.

Actionable Insights for 
Better Decisions

UJET turns interaction data into business intelligence. Dashboards reveal 

KPIs, sentiment, and contact drivers, helping retailers identify trends, 

reduce friction, and guide strategic decisions on staffing, service, and even 

product offerings.

Enhanced Customer 
Satisfaction & Loyalty

UJET improves CX by enabling fast, seamless support across channels and 

using CRM data for personalization. Reducing customer effort and 

eliminating repeated information drives higher CSAT. With 67% of 

customers leaving after just two poor experiences, consistent, quality 

interactions are essential for loyalty and repeat business.

Increased Operational 
Efficiency & Cost Savings

UJET optimizes contact center operations with automation and smarter 

workflows. AI-powered Virtual Agents handle routine queries, easing agent 

workload by up to 30%. Tools like SmartActions and Agent Assist speed 

resolution and lift first-contact resolution by up to 24%. Scalable staffing 

and intuitive design further reduce training time and costs.

Future-Proof Operations With a cloud-native design, UJET scales easily and evolves with customer 

expectations. Ongoing AI updates and system improvements keep retailers 

agile and competitive—without costly tech overhauls.



© UJET Inc. 2025 All rights reserved

SOLUTION BRIEF

6. Retail Use Cases: Challenges & Solutions

Maintaining Service 
Visibility and Consistency

Challenge: Lack of visibility into service quality and customer interactions 

across different stores or channels.

UJET: Leverage real-time and historical reporting dashboards for deep 

insights into performance and interaction quality across all touchpoints.

Ensuring 24/7 Availability 
and Revenue Protection

Challenge: Ensuring 24/7 availability and avoiding revenue loss from 

downtime or missed calls, especially for multi-branch operations.

UJET: Rely on 99.999% SLA uptime and smart routing (DeltaCast), IVRs, 

and omnichannel options to ensure calls are answered and support is 

always available.

Offering Flexible 
Customer 
Communication

Challenge: Customers expect multiple ways to communicate, and limited 

options reduce satisfaction.

UJET: Offer a unified omnichannel platform supporting phone, chat, SMS, 

in-app, email, and self-service to meet customer preferences.

Handling Basic Inquiries 
Efficiently

Challenge: High volume of basic inquiries (store hours, policies, locations) 

ties up agents.

UJET: Deploy AI-powered Virtual Agents and IVRs to provide instant, 

accurate, location-specific answers 24/7, freeing up agents.

Managing Demand 
Fluctuations

Challenge: Difficulty managing staffing and costs during seasonal peaks 

and slow periods.

UJET: Utilize flexible consumption models to easily scale CX capacity up or 

down as needed, optimizing resource allocation.

Simplifying Complex 
Product Support

Challenge: Remotely troubleshooting product issues is time-consuming 

and frustrating without visual context.

UJET: Use SmartActions to securely exchange photos, videos, and 

screenshots in real-time for faster diagnosis and resolution.
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Understanding Customer 
Behavior for 
Personalization

Challenge: Difficulty understanding customer purchasing drivers and 

personalizing offers.

UJET: Integrate with CRM systems to access purchase history and other 

data, enabling prediction of intent and tailored interactions.

Overcoming CX Tool 
Complexity for SMBs

Challenge: SMBs find selecting and integrating the right, scalable CX tools 

complex and overwhelming.

UJET: Offer a customizable CX stack, allowing SMBs to adopt features at 

their own pace for a cost-effective, adaptable solution.

Securing Payment 
Transactions

Challenge: Processing payments over the phone securely and meeting PCI 

compliance standards.

UJET: Implement secure, PCI-compliant payment workflows via 

SmartActions that protect sensitive data.
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Discover how UJET can help you meet the challenges of modern retail and 
exceed customer expectations.

Request a Personalized Demo

See the UJET platform in action and explore how its features can be tailored to 
address your retail business's specific needs in areas like customer service 
operations, online sales support, in-store inquiries, product troubleshooting, 
managing seasonal peaks, and secure payment processing. 
https://ujet.cx/request-a-demo 

Contact a UJET Specialist

Discuss your unique challenges and learn how UJET can partner with you to 
design a truly seamless and intelligent communication strategy for your 
customers, agents, and store associates. https://ujet.cx/contact-sales 

Explore Further Resources

Visit the UJET website to learn more about the platform's capabilities, security 
posture, and AI innovations tailored for the demands of the retail industry. 
https://ujet.cx 

7. Call to Action
UJET provides retailers with the modern, flexible, and intelligent tools needed 
to thrive in today's competitive market. By enabling exceptional, scalable, and 
secure customer experiences across all touchpoints, UJET helps businesses 
enhance loyalty, improve efficiency, protect revenue, and ultimately grow. It 
empowers retailers of all sizes to compete effectively and deliver the 
outstanding service modern consumers demand.


