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(OMNICHANNEL 2026)

Omnichannel Done Honestly for Australian
Business (2026)

When your systems disagree with that, the customer pays the difference, in re-explaining.
Here's the one-queue test, an honest assessment of every channel, and the order to switch
them on without damaging trust.

Multichannel is how many doors you have. Omnichannel is whether they open into the same room.
Test it in ten seconds: a customer texts at nine and rings at three, does whoever answers already
know? If not, every extra channel is increasing your surface area for disappointment. Published
figures credit integrated omnichannel with roughly a third off first-resolution and wait times, but
that comes from integration and staffing, not from icons in a footer, and an unanswered channel is
worse than an absent one, because you advertised responsiveness and then failed it in public. For
most Australian businesses voice and SMS carry the real intent and email carries the paperwork. Start
Al on text, not voice, it's easier there.

B The short version

Expected

What it's genuinely for Add it when
reply
Voice Urgency, complexity, emotion, negotiation, Seconds v Always
reassurance. Still where your highest-value intent
lands.
SMS Confirmations, reminders, missed-call recovery, Minutes v Almost always

quick facts, reaching people who can't talk.

Email Quotes, attachments, paperwork, anything either Hours v You already have it
side wants written down.

Web chat Catching intent while somebody is on your site and Under a © Traffic justifies live
undecided. Genuinely converts. minute staffing

RCS /rich Branded, verified confirmations with buttons and Minutes © High transactional

messaging images. A trust signal as much as a channel. volume

WhatsApp Communities and trade partners who already live Minutes, © Customers already
there; international customers. hours trying it

Social DMs Early enquiries, and public complaints better moved Hours © Already arriving,
private quickly. already ignored
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B Also worth knowing
Metric What changes What to do
First-contact Becomes meaningful and much harder to Expect the reported number to get worse
resolution flatter, you can finally see the customer who  while service gets better. Say so before the
came back on another channel first report lands, or someone will panic.
Response A blended average across voice, chat, SMS Measure and target per channel: seconds,
time and email is meaningless, expectations under a minute, minutes, hours.
differ by an order of magnitude
Channel How often one issue crosses channels, The most diagnostic number you gain. A high
switching invisible before one queue rate means a channel isn't resolving what it
(new) receives.
Volume by Now genuinely comparable, which regularly  Use it to set staffing, and, honestly, to decide
channel overturns assumptions about where which channel to switch off.

demand actually is

The question to ask before switching any channel on

Not "would customers like this?", they'd like everything. Ask: "who specifically answers this within the
expected reply time, including on a short-staffed Thursday afternoon?" If you can't name the person andthe
cover arrangement, you're not ready, and no platform capability substitutes for that answer.
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Questions the full guide answers

What's the difference between multichannel and omnichannel, in one sentence?
Which channels does an Australian business genuinely need?

Is an unanswered channel really worse than not offering it?

Where should we start with Al, voice or text?

What is the single most common omnichannel implementation failure?

How do you roster people across calls and messages?

Do we need to keep chat and SMS records the way we keep call recordings?

This is the summary. The guide has the detail.

Every point above is worked through in full on our site, with the Australian context, the numbers and the
exceptions. If you would rather talk it through, call 1300 663 222 or visit vocphone.com/about/contact-us.
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