AKIXI IN RETAIL
AND HOSPITALITY

THE HOSPITALITY AND RETAIL SECTORS
ARE EVOLVING, NOW MORE THAN EVER
Whether you’re delivering meaningful moments to customers through a five-star hotel
service, or you’re dishing up delicious delicacies in a restaurant, every interaction counts.
The only way to sustainably differentiate yourself in a world ruled by customers, is to deliver
an unforgettable experience. That’s where Akixi comes in.
The retail and hospitality industry thrives on customer experience, and the only way to discover what your
customers want and need from you, is to learn as much as you can about them.
As a leader in call and contact analytics, Akixi can help you to pinpoint the trends that drive better customer
satisfaction, while enabling you to minimise lost opportunities. We can give you the behind-the-scenes look
you need into what makes your customer tick.

ADDRESSING THE CHALLENGE OF
SUSTAINABLE CUSTOMER LOYALTY
Customers today are more demanding
than ever before. With access to unlimited
alternatives in the motor industry, retail
landscape, entertainment sector, and more.
The only way to earn customer loyalty is
to provide an exceptional experience that
can’t be matched.
Long-term success is a recipe that relies on amazing
customer experiences, useful industry insights,
and the ability to adapt to a changing market.
Unfortunately, many companies are still struggling to
get the information they need to maximise sales and
revenue.

How do you increase repeat business and generate
customer loyalty when you don’t know what matters
most to your customers? How do you set the stage
for a strong digital transformation experience,
without being able to measure the impact of every
interaction?
Through a comprehensive strategy for analytics,
Akixi can provide an all-access map to the customer
journey, so you can deliver unforgettable multichannel experiences. The result is better return on
investments, stronger customer engagement, and an
opportunity to outshine the competition.

ANALYTICS FOR SENSATIONAL
CUSTOMER SERVICE
So how do you thrive in today’s retail and hospitality sectors? It’s easier than you think.
Here at Akixi, we’ll help you to delight your
customers with a next-level communication strategy,
featuring essentials like:
• Effective call management: Ensure calls are routed
to the right team at the right time
• Crucial communication insights: Are you losing
customers due to multiple call transfers, long
hold-times, or an inability to offer an omnichannel
experience? It’s time to find out.
• Real-time information: Use real-time reports to
prevent lost opportunities. You can return calls
and capture lost revenue before it goes to the
competition.

• ROI opportunities: Should you be extending opening
hours? Which of your marketing efforts are driving
the best results? How can you increase your revenue
potential? Akixi will show you the way.
Akixi’s robust selection of data-first tools will help
you map the way to better customer experiences,
and stronger business outcomes. From wallboard
reports showing the performance of every branch,
to dashboard reporting, and account codes to
categorise every call, you’ll never lose track of an
opportunity again. It’s time serve up some marketleading experiences, with help from Akixi.

FAQS
1. If we miss calls, we lose business. How can
Akixi help?

3. Can Akixi provide me with a business
telephony system?

Wallboards offer an effective way of displaying and
sharing key statistics, whilst motivating your team.
By applying an average deal size and strike rate
into the report settings, you can show not only how
many calls are queuing, but also how much potential
revenue is currently waiting in your call queue.

As specialists in call and contact reporting and
analytics software, Akixi only provides the reporting
application. However, we work with a network of
over 500 partners worldwide who will work with
you to discuss the best telephony platform for your
business and will include Akixi analytics software
into the overall solution for you. Get in touch with us
to find out more about our IT/telecoms partners.

The real-time missed calls report enables you to
quickly see which calls you’ve missed and place
customer call-backs, ensuring no potential business
is lost to a competitor.

2. How can call analytics improve customer
experience?
Akixi groups can be used to route calls quickly to the
right department, thereby streamlining the customer
engagement process. You can then report on these
groups and identify trends over different timeframes.
Account codes (sometimes called ‘activity codes’)
can be used to categorise the calls you receive,
e.g. ‘opening times enquiry’, ‘customer services’,
‘telephone sales’, then report on these details. Do
you receive more sales calls at the end of the week?
Are you missing service calls at lunchtime? Akixi
reports give you the insight you need to optimise
your workforce and improve customer service.

4. Do I have to install any additional
software or hardware to use Akixi?
No, you don’t. Since Akixi is a cloud-based software
service, no peripheral hardware or software is
required. You simply log in from your web browser
or the Akixi mobile app and we will ensure you are
always up to date with your Akixi reports on the
latest software version.

5. Why does my business need a call/contact
management application?
Call/contact management solutions can help every
business manage its customer interactions more
effectively. See where your calls have come from,
how long are your customers waiting on hold for,
what is the average talk time, how many calls have
you missed calls and is that potential lost revenue?
Akixi solutions help businesses across a variety
of sectors to optimise interactions for a gamechanging, ultra-responsive customer experience.

THE POWER OF THE CLOUD
Highly scalable – 2 to 10,000 users
Quick and easy set up
Simple monthly per-user charge
Flexible – increase/decrease the
service as your business needs
change
No additional hardware or
software required

Automatic upgrades and
product enhancements
Any time, anywhere access –
via desktop, laptop, tablet or
smartphone, plus Akixi app

REPORT EXAMPLES

Calls by Half Hour
This report in chart view shows calls received
by a hotel’s Reservations team over a single
day. It indicates inbound calls – answered and
missed – for each half-hour period during the
team’s business hours. You can easily identify
peak times and also pinpoint times of the day
when you are missing the most calls.
Extending the range of this report to include
hours that the office is closed may highlight
potential issues. Are you missing a large
quantity of calls before you open? Do you need
to adjust staffing resources or extend your
office hours to maximise guest bookings and
capture potential revenue?

Wallboard
This real-time report shows inbound
communications for a retail store. See how
many calls and live chats are currently queueing
and what that translates to in potential
revenue. You can also see how many calls were
missed, how many ended while the customer
was on hold, and what the average hang-up
time is. This data gives you the insight to set
appropriate SLAs and team targets and display
these on the wallboard to ensure your team is
on track to provide excellent customer service.

Dashboard Report
Dashboards allow you to combine your
most prominent reports into a single screen,
so you get a complete overview of all the
communication happening across the business.
See how different teams are measuring up
against KPIs and respond quickly to real-time
data.

WORKING WITH

AKIXI HAS HELPED US INCREASE REVENUE BECAUSE WE ARE ANSWERING MORE CALLS
AND OUR ABANDONED CALL RATE HAS DROPPED. ALSO, WE ARE UP BY 9.8% ON OUR
SALES. WE HAVE NOT CHANGED THE WAY WE RUN OUR BUSINESS BUT SINCE USING AKIXI
THE PICKUP AND SERVICE LEVEL HAS GONE THROUGH THE ROOF; IT IS THE BEST IT HAS
BEEN FOR OVER A YEAR.
– Paul Chambers, Kingstown Associates

NEXT STEPS
Contact Akixi today to understand how we are enabling the retail and hospitality sectors to
achieve more.
Visit www.akixi.com/book-a-demo to request an online demonstration of our reporting
and analytics software.

Get in touch:
+44 (0)1293 853060
info@akixi.com
www.akixi.com

Join the conversation:
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