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Introduction 
Businesses rely on quality interactions with their customers. Without such 
dealings, clients look elsewhere, and businesses fail. Deeply personalized, 
"high touch," and continuous interactions between employees and 
customers are at the heart of business success. Client-centric organizations 
require interaction with multiple types of content and applications, and 
they also demand quality collaboration and communication between 
employees and external parties. Yet, business interruptions happen. And 
when they do, all-in-one digital solution technologies are critical to helping 
businesses thrive without missing a beat. 

Customers and businesses alike have come to expect that digital 
communications channels and technologies will be available for their 
needs. They assume that, in one click, they can make a purchase, share a 
document, get service, send a quick text to get a quick answer, video chat, 
and generally feel connected with their provider. When it comes to remote business continuity, a situation all too familiar 
now, companies are using a variety of disparate digital solutions rather than an all-in-one digital branch hub for remote 
business continuity. Employees use an average of eight different software apps to regularly accomplish their day-to-day 
work activities. They use numerous digital technologies — including email, instant messaging, social media, workspace 
management tools, and mobile calls— to learn about issues and problems they need to resolve.   

Bundling digital technology features to create an all-inclusive app under a company's own brand helps ensure exceptional 
customer experiences for business continuity and brand loyalty. In today's technology-driven world, customers and 
consumers make brand experience a crucial aspect of any engagement or customer journey. Brands will continue to 
compete for customers and loyalty based increasingly on the experience a customer has, not just the product the 
customer buys. Organizations have invested in digital transformation for years, with a goal of creating pervasive 
experiences; yet with a disparate set of digital technologies in place, the ideal client-centric business is left wanting.  
At the core of a continuous customer relationship–oriented business are agility, trustworthiness, empathy, learning, 
responsiveness, resiliency, innovation, and connectivity. These characteristics can best be supported by a quality, 
consistent, and all-in-one digital-branded portal solution. 

Engaging customers with meaningful experiences requires employee efficiency across 
business resources and streamlined collaboration and communication tools. As digital 
transformation continues, a key constraint will be the lack of solutions that are 
integrated, digital, and branded. 

WHAT'S IMPORTANT 
Bundling digital technology features to 
create an all-inclusive portal under 
businesses' own brands helps ensure 
exceptional customer experiences for 
business continuity and brand loyalty.  

KEY TAKEAWAYS 
All-in-one digital branch hub solutions  
exist that drive customer-focused 
relationships that have agility, 
trustworthiness, empathy, learning, 
responsiveness, resiliency, innovation, and 
connectivity at their core.   

AT A GLANCE 
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Benefits of a Branded, All-in-One Digital Portal Experience 
Employees face high expectations when it comes to anticipation of customer needs, responsiveness, and management 
of client relationships. Achieving success requires streamlined work processes, wherein apps and collaboration tools such 
as email, messaging tools, and innovative services are integrated across internal and external databases, resources, and 
touch points. Digital technology can serve as the seamless unification of these tools and services. When wrapped with a 
business' own brand, such a solution can accelerate and enrich the client relationship. Without a unifying digital solution 
in place, businesses and their employees will struggle to have a positive impact on the client relationship. Just look at the 
data on today's businesses. In a 2019 IDC survey, more than 50% of employees indicated that inefficient processes 
impact their work efforts, and more than 40% of employees cited challenges in communicating and collaborating with 
business partners and customers (see Figure 1).  

FIGURE 1: Integrated, Collaborative Communications Solve for Customer-Centric Business Needs 
Q What are the primary communication and integration challenges that you encounter when 

trying to accomplish your day-to-day work activities? 

 
n = 300 

Source: IDC's North America Future of Work Survey, November 2019 

 

Branded, All-in-One Digital Portal Solutions Use Familiar and Streamlined Channels of Engagement 

Far too many employees report that they face challenges communicating and collaborating with external stakeholders, 
including business partners and customers. A digitized, managed overview portal creates internal support for external 
interactions with customers for optimal high-touch service. Without streamlining collaboration and communication tools, 
employees have to collaborate on providing assistance or problem resolution for a customer in separate applications, 
emails, or phone calls, making it difficult to document how customers are helped. A central digital location maintains the 
documentation and inputs for the ultimate customer outreach. Research has shown over the years that customers 
interacting with a brand expect the familiar and easy-to-use consumer experiences that they are accustomed to no 
matter what the platform. With apps and other digital technologies already a big part of every customer's day-to-day 
experience, it is natural for this technology to be expected by customers with all their provider relationships. Employees 
can use this same business-branded interface time and time again for ongoing interaction with the customer, building a 
positive brand impression and a timely, traceable, high-touch customer experience.   
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Branded, All-in-One Digital Portal Solutions Avoid Unnecessary Complexities 

Employees, business partners, and customers can access integrated data sets and resources to meet customer needs via 
digital channels, including mobile and desktop, with all-in-one digital portal experiences. Seamlessly integrated apps serve 
as a digital connection between customers and employees. They save time otherwise lost when employees visit 
numerous business apps and databases to both gather information and then use digital interfaces to share information 
or service updates with customers. Inefficient communications and collaborations due to lack of integration between 
internal and external email, conversational bot technologies, phone services, and customer relationship management 
software create delays in customer satisfaction. Integrated, digitized management portals create the much-needed 
internal support structure for quality external interactions with customers, helping optimize high-touch service.  

Complex workflows today continue to burden employees in terms of time and operations, especially when it comes to 
updating or pulling down information from multiple resources and platforms. Manually taking data from one system and 
aligning it with another is common in many businesses. Approval processes at work also remain cumbersome for many 
employees. Often, sales, payroll, and finance require many steps on the part of employees and managers to complete 
simple or routine tasks. Workers must be able to edit the same data sets used by employees in the field, as well as at 
headquarters, and have that information updated in real time. An efficient workspace allows workers to interact with, 
and update systems, regardless of location or network connection, and without having to open multiple enterprise 
applications. The workspace must also provide employees with the confidence that they are all working from a secured, 
consistent, and streamlined set of data accessible by a variety of mobile devices. 

Branded, All-in-One Digital Portal Solutions Present a Hyperagile Experience to the Customer  

On-demand digital technology centralized in one place allows employees to quickly respond to work, despite what 
otherwise can be a chaotic set of data, communications, and non-digitalized responses from fellow employees across the 
organization and relevant business partners outside the organization. All-in-one digital portal solutions help create a 
consistent context, maintain a flow of work, and organize action by a combination of digital and human workers requiring 
an array of data, digital, physical, intellectual, and workflow assets to interact with customers. 

Trends 
Brands and continuous healthy customer relationships have long been identified as critical business success factors.  
Both factors have power in helping businesses attract, retain, engage, and monetize customers better. This is particularly 
true in the retail, banking, and healthcare industries as well as industries that are highly reliant on field service activities. 
The value of digital transformation to the widest range of businesses has become clear, particularly when it comes to 
employee and operational communication, collaboration, and operational benefits. The value of digital strategy 
approaches that are efficient, scalable, and able to yield apps that drive exceptional customer user experiences is growing 
in importance. Over the past decade, business technology has grown more consumerized, and employees have become 
more tech savvy. The bar for the average user experience is now set high. Good customer experience is about the best 
interaction — mostly online — that a person has with a company. The average consumer now expects one click to buy, 
two clicks to return, and real-time communications and alerts on mobile devices.  

The need for more robust communications to build better, more agile, and continuous interactions with customers is clearer 
than ever in today's disrupted business environment. More employees and customers have to interact while working 
remotely, in addition to working across silos and geographies. Expectations continue to rise on the part of employees and 
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customers regarding ease of access and collaboration to get quick and contextualized responses and even anticipatory 
suggestions to meet clients' business needs. IDC research finds that 56% of all U.S. collaboration initiatives started as informal 
projects to support line-of-business needs. The need for collaboration applications exists, and the benefits are real. 

Increasingly, what the business needs is an intelligent digital workspace that provides digital applications integrated with a 
communications layer and is customized for each user. Such a workspace keeps content assets and context together while 
providing enterprise governance and compliance. Human interactions with the intelligent workspace are creating the  
next generation of business analytics, with benefits that include aligning employees' responses with customers' needs.  

In summary, the need for and the use of familiar, collaborative, and intelligent interactions are increasingly shaping 
business experiences for both the employee base and the customer base. Specifically: 

» Digital channels for external users are playing a critical role in retail and banking as well as in healthcare and many 
other industries highly reliant on field service activities.    

» The need for branded digital strategy approaches that are efficient, scalable, and able to yield apps with acceptable, 
and even exceptional, customer portal user experiences is growing among businesses. This need drives the 
ongoing demand for all-in-one digital channel solutions.   

» Digital portal solutions with prebuilt integrations to innovative cloud services, such as predictive intelligence, 
biometrics, and conversational bots, are increasingly available and sought by businesses to drive customer 
relationships and business interactions. 

Considering Moxtra 
Moxtra is a worldwide provider of an integrated one-stop digital portal solution that enables businesses of all sizes to 
build and maintain quality, high-touch relationships with their customers and business partners under their own business 
brand. Moxtra has prioritized compliance, security, and audit trails in its digital portal solution given the importance these 
qualities have in businesses today.  

Moxtra's white-label, one-stop app development platform is composed of three layers: a UI/UX and workflow layer, an 
integrated collaboration layer, and an integration and deployment layer. The UI/UX and workflow layer allows businesses 
to align key activities with business roles and workflows. Templates are available to help lighten the development load on 
businesses when it comes to shaping the conversational user experience. Collaboration between employees and 
business partners as well as connections to enterprise systems and cloud services are enabled in the additional two layers 
of the Moxtra platform.  

Key attributes inherent in the platform include: 

» Prebuilt connections, such as conversational bots and intelligent services in the cloud 

» The ability to incorporate transaction and signature capabilities, content, and personal contact and information 
management into the customer or the business partner portal 

» Encryption of all data using TLS encryption for data in transit and AES-256 encryption for data at rest 

» Configurable encryption options for additional layers of security, including the option to deploy in a private cloud 
where the business can use its own encryptions keys 
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Ultimately, the result of using the Moxtra platform is an integrated, interactive digital portal that is branded and flexible to 
adjust to the changing relationship between a business and its customers as well as to the needs of customers over time.  

Challenges 

Driving awareness across industries is the biggest challenge for vendors such as Moxtra that offer an all-in-one digital 
portal solution that businesses can customize themselves. Businesses that rely on high-touch, ongoing customer 
engagement have long used digital marketing agencies and other professional services firms to build custom solutions 
using disparate technologies. These businesses can benefit from the seamless experience that can be enabled for 
customers, employees, and business partners using an integrated, all-in-one, customizable digital platform.  

It is critical for vendors with such agile solutions to get the word out across industries such as finance, healthcare, and 
retail, driving all-in-one digital platform solution benefits to businesses.  

Conclusion 
Deeply personalized, high-touch, and continuous interactions between employees and customers are at the heart of 
business success. Over the years, businesses have become accustomed to using professional services engagements to 
shape a digital presence that enables interaction between employees, business partners, and customers. Today, 
customizable digital platform solutions exist that provide the business with the tools to shape its own branded interaction 
interface with customers. These tools also put integrated and secured approaches in the hands of the business to 
streamline associated work processes and incorporate innovative services. Unifying digital solutions enable the seamless 
integration of the vast set of tools and services required for successful high-touch customer relationships. Simply put, 
these platforms put the power of business-critical engagements in the business' hands.  
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MESSAGE FROM THE SPONSOR 

Your Digital Branch — in every customer's pocket 

In today's world, your business needs a digital branch where you deliver business-class service for your customers. This 
means providing a one-stop service experience for your customer's convenience. Moxtra powers your OneStop 
Customer Portal – your digital branch, with continuous collaboration experiences, helping you retain and grow 
customers, manage your distributed organization, and lower your costs for doing business. 

Moxtra's Customer Collaboration Platform can power your branded OneStop Customer Portal as a fluid extension of 
your existing website, web or mobile app, or as a standalone web and mobile app.  
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