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It sounds like the most obvious thing in the world: your organization simply 
wouldn’t exist if you couldn’t attract and retain enough customers. It doesn’t 
matter if you’re web-based, brick and mortar, or a combination of both – as long 
as you’re adding more than you’re losing, your business will grow and thrive. 

Customers will come and go in great numbers over time. But out of the 
multitudes of people who interact with your business, a certain customer stands 
out: your VIPs.

Your VIPs are by definition your company’s most important customers. A VIP 
could be a valued long-term customer, a new customer who’s about to close a 
big sale, or a cranky customer who’s at risk of harming your brand’s reputation. 
If you’re B2C, they’re typically determined by demographics; if you are a B2B, 
they’re set based on industry or size. Regardless of how you define your VIPs, 
they should be recognized for what they are: your most precious asset. 

Picking a VIP out of a crowd in-person is easy to do by training your staff to 
recognize them. Online, you can configure your point-of-sale system to alert 
your staff when a VIP makes a purchase so that extra care and courtesy can 
be extended. Thanks to tools like browser cookies and sign-ins – knowingly or 
unknowingly, your VIPs will tell you when they visit! 

By establishing clear definitions of your VIPs and implementing the right 
technology to treat them accordingly, your company will be armed with the 
context and personalization needed to identify and delight your most important 
customers. Here’s how.
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Defining your VIPs

Deciding who your VIPs are is not as simple as it may sound. Having too many VIPs could 
overwhelm your support team and lower the quality of customer care, defeating the purpose 
entirely. On the other hand, deny certain customers VIP status and you could damage 
relationships or undermine loyalty. Here are five types of customers to consider when deciding 
who should earn the VIP badge:

1. The Big Spender

According to Pareto’s 80/20 rule, 80 percent of your profit comes from about 20 percent of your 
customers. These are your high spenders, frequent buyers, and customers who have been active 
with your company for an extended period of time. They have the highest lifetime value (LTV) 
out of your customers and are major contributors to your success. 

Assigning VIP status to your big spenders will foster greater loyalty and encourage them to keep 
buying from you. Still, not everyone who drops a large sum on your product or service may be 
a good fit for VIP. Depending on your product and business, your top-tier buyers should include 
one or more of the following:

High-value, single-transaction customers

These are great VIPs for B2B businesses that provide a product or service that may 
not need to be purchased frequently, but that requires ongoing support. By looking at 
single high-value transactions, you can flag these buyers for special follow-up care or 
personalized account help.

Customers with a target cumulative spend over a given period 

One large purchase doesn’t always mean that the customer will come back, or will expect 
any significant assistance. Instead, you might need to look at a broader purchase history 
to find your VIPs. B2C businesses that thrive on small but steady purchases should 
consider not only how much a customer spends, but also over what period of time.

https://www.forbes.com/sites/kevinkruse/2016/03/07/80-20-rule
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Customers with a target number of transactions over a given period 

Some companies may choose to reward frequency over transaction value. This can 
be a good approach to VIP recognition for companies that require a steady flow of 
return customers, such as those in travel and e-commerce. Assigning VIP status to your 
‘frequent flyers’ encourages repeat use of your services and continuous engagement 
with marketing content. These customers are also more likely to need repeat customer 
care and providing them with a consistent and high-quality experience such as assigning 
them to the ‘personal shopper’ representative they worked with last time will keep them 
coming back. 

It’s up to you to decide what a Big Spender looks like to your company. Your direct competitor 
may have an entirely different perspective. Just be consistent – your VIP experience will be 
devalued if you don’t apply it evenly. 

2. The Exceptionally Angry Customer

VIP status isn’t just a tool for rewarding sales; it can also be used for mitigating damage to your 
brand caused by furious customers. Consider making Exceptionally Angry Customers into VIPs in 
the following scenarios:

A customer has reached out multiple times and has marked all or a majority of 
resolutions as unsatisfactory.

One way for you to gauge customer dissatisfaction is through feedback surveys. If a 
customer has marked multiple interactions as unsatisfactory, you can assign them with 
VIP status so that your agents can prioritize their unresolved complaints and be alerted to 
their presence on your site whenever they return. 

An upset customer has reached out multiple times, and their situation had to be 
escalated.

Upset customers will express their frustration through requests to speak with your 
customer service manager or supervisor. Customers who do this often can be designated 
as a VIP so that they are transferred to a representative who is capable and familiar 
with their situation every time. This is often a win-win situation; the customer is linked 
to an agent they know they can trust, and the agent has the opportunity to continue a 
relationship with someone they genuinely helped.

https://www.comm100.com/blog/chat-with-angry-customers.html
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An upset customer has taken to social media to flame your brand.

Around 13 percent of dissatisfied customers will tell more than 20 people about 
their negative experience. On social media, that number soars into the hundreds — 
sometimes even the thousands. When a customer takes directly to social platforms to get 
attention and publicly shame your brand, you must take immediate action to remedy the 
situation. You can tackle a customer’s negative public complaint at once by triggering an 
alert to an agent, who can then proactively reach out to them in a private message on the 
same social media platform they used to complain. Once the issue is resolved, the agent 
can assign them a VIP status to ensure they get the red-carpet treatment whenever they 
reach out for support in the future. 

While it may be tricky to quantify anger, your team can define SLAs (service level agreements) 
that will help your company know when to grant VIP status. Maybe your organization wants to 
bump up the priority of a customer after they report being dissatisfied just once, or maybe after 
five such incidents. This can also be tied into the overall value of the customer: maybe your Big 
Spenders become a VIP after one negative interaction while others are assigned that status after 
three negative interactions. 

Done right, once-angry customers who are impressed by their VIP treatment can eventually 
become your most vocal advocates. 

3. The A-list Prospect

Whether B2C or B2B, every company has an Ideal Customer Profile. These are the ones that 
have been determined to be the most profitable. In the B2B world, acquiring these customers is 
best achieved through Account Based Marketing (ABM). They are the very definition of VIP, and 
all your marketing and sales resources are aligned to their pursuit. 

Companies that employ ABM tend to pursue 38 percent of their target accounts at one time. For 
this approach to be effective, they must have an internal account selection process that allows 
them to prioritize accounts in a repeatable way. 

When translating your ABM list into VIPs in your database, accounts can be separated into 
different tiers, each with their own priority level. This enables you to route different prospective 
accounts to their designated account managers whenever they come online. You can have 

https://www.comm100.com/blog/why-complaining-customers-are-best-customers.html
https://www.comm100.com/blog/why-complaining-customers-are-best-customers.html
https://www.forbes.com/sites/forbesbusinesscouncil/2019/12/09/3-steps-for-succeeding-in-account-based-marketing/#7ff025d420c8
https://www.fourquadrant.com/b2b-account-based-marketing-abm/
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them self-identify by providing an email address or you can identify them by their IP (Internet 
Protocol) address – a numerical internet identification code unique to every company. You can 
then trigger a proactive chat invitation that mentions them by name (“Hello ABC Company, how 
can I help you today?”) 

4. Your Business Partners

In every industry, it pays to have partners. If an organization or person is partnering with your 
company, whether they’re a reseller, referral partner, or part of a strategic ecosystem, provide 
them with VIP status to ensure that they get what they need quickly. 

As part of your VIP treatment, you can greet the partner by name (as discussed above) and then 
route them to a team member who can help them get exactly what they’re looking for – whether 
it’s the marketing team, their account manager, or technical support.

Bottom line: VIPs will look very different in some industries or particular businesses than they do 
in others. Consider what specific needs your customers will have and customize your VIP rules to 
fit the requirements of your unique user base.
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How to never miss a VIP

Once you have identified which customers are your most valuable VIPs, the next step is to 
treat them accordingly every time they come online. That means providing attentive and even 
proactive care. Here are the best ways to never miss a VIP:

1. Leverage your CRM data

To properly identify VIP customers when 
they come calling, you need to integrate 
your customer engagement platform 
with the lifeblood of your business – 
your customer database. For many B2B 
companies this will be your CRM system, 
but it could easily be any central store of 
customer data including your accounting 
or shipping systems.

Pro Tip
Even without a robust CRM system you should still be able to apply 
VIP labels to different customers within your customer engagement 
platform. For example, the Comm100 platform includes tagging as a 
standard feature.

Using integrations and software APIs 
(Application Program Interfaces, a 
software ‘layer’ built into many solutions 
that allows them to connect to other 

systems) you can feed customer purchase 
Salesforce.com information embedded in the 

Comm100 agent console.

history directly into your customer service 
solution, allowing for easy VIP identification. If a customer service agent engages with someone 
who should be but isn’t a VIP, they can simply tag them accordingly for future identification.

https://www.comm100.com/platform/livechat-featurelist/
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2. Leverage shopping cart data

Much like CRM data, information from your shopping cart platform can play a vital role in 
identifying your VIPs. Imagine being able to know when a customer or prospect has filled their 
cart beyond a specific value – might that change the way you serve them? We hope so! With 
shopping cart abandonment being one of the most frustrating challenges for your e-commerce 
business, you should be pursuing every opportunity you have to prevent it.

3. Take advantage of advanced routing rules

Once you’ve integrated your customer database, you can then use that data to take advantage 
of your engagement platform’s flexible routing and segmentation capabilities to make sure that 
your VIPs always get to the right person.

Pro Tip
Comm100’s Live Chat Benchmark Report found that, on average, five percent 
of proactive chats are accepted and result in a conversation. If you automate 
an initial outreach based on shopping cart data, just think of how many more 
conversion-driving interactions you could be having with your customers! 

Routing rule management in the Comm100 admin console.

https://www.comm100.com/platform/livechat/manager-experience/chat-routing/
https://www.comm100.com/resources/report/2020-live-chat-benchmark-report/
https://www.comm100.com/resources/report/2020-live-chat-benchmark-report/
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If you have different departments in your company that use your customer engagement 
platform – for example Sales and Customer Service – you can create rules that direct incoming 
queries to the appropriate department. You can even assign specific agents to smaller groups or 
sub-departments that cater to their specialty (for example, Western United States or Banking). 
Routing rules can be used to automatically send identified customers to your support team and 
right sub-department while routing prospects to the correct sales team. 

Some customer engagement platforms have visitor segmentation tools that allow agents to 
be notified of VIP presence in real-time. For example, if an Exceptionally Angry Customer VIP 
lands on your site, your designated support team or individual agent will be notified. If an ABM 
company lands on the website, then the designated sales team will be notified, ensuring a fully 
accommodating experience.

Pro Tip
In your CRM, mark each type of VIP with a naming convention so your 
agents know immediately what kind of VIP they’re working with when 
they appear in the customer engagement portal. For example, your 
agent can see that an inbound chat that was routed to them is marked 
as “VIP-Spend-5” for VIP, big spender, top priority, or “VIP-Upset-2”. 
Assigning them this status can also initiate unique SLAs (service level 
agreements) in your customer engagement platform, such as how 
quickly the agent needs to respond to the VIP.
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4. Employ account managers

With some types of VIPs, it’s paramount that you have an account manager at the ready who 
knows them and their situation front-to-back. Partners, ABM accounts, high-spending B2B 
clients, and healthcare patients may all require designated account managers for high-end 
personalized service. 

79 percent of business buyers say it’s critical to interact with a salesperson who is a trusted 
advisor and adds value to their business — not just any old sales rep. By giving top-tier VIPs a 
direct line of communication to their respective salespeople and account managers, you can 
boost conversions while also increasing the quality of your online relationship.

5. Use multiple chat campaigns

When it comes to live chat on your website or in your mobile app, not every page carries the 
same sense of urgency care-wise. There are times when even a VIP with a dedicated account 
manager just needs simple, immediate support from the next available agent. Your live chat 
platform should offer you the flexibility to respond ‘differently’ based on where the chat is 
initiated. For example, VIP chats from a support page should be routed to their assigned team, 
but a chat from a blog post could be fielded by anyone. This can also work for different times of 
the day and is great for when account managers are not online.

Pro Tip
Your customer engagement platform should allow VIPs to see whether 
their account manager is online when they log into their account on 
your website and leave them a live chat message even if they aren’t. 
The account manager will instantly receive a notification that includes 
the offline message from the customer. This helps prevent your team 
from missing communications from your most important VIPs.

https://www.salesforce.com/blog/2017/11/15-sales-statistics.html
https://www.comm100.com/doc/comm100-live-chat-routing.pdf
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6. Deliver digital omnichannel support and sales

A VIP promise doesn’t mean much if it’s 
confined to one channel. VIP prospects and 
customers want a VIP experience no matter 
how they reach out.

75 percent of business buyers say that 
connected processes are very important to 
winning their business. Connected processes 
help salespeople do their job, too; 81 percent of 
sales representatives believe it is important to 
have a connected view of data across the entire 
customer journey. Customer service agents 
would agree!

When you implement a digital omnichannel 
customer engagement platform, you can rest 
assured that your top-priority VIPs will never 
fall through the cracks across different digital 
channels. Your agents and representatives will 
always have a unified view of their complete engagement history, regardless of which digital 
channels they engage on – and that’s precisely what all your customers expect. 

When your agents can see details about every ongoing, unresolved query at their fingertips, 
your customers will never have to repeat themselves. Eliminate this and you’ll have taken a great 
stride forward in improving customer service. 

Pro Tip
Wherever your VIP customers are coming from, be sure to personalize 
your interactions. Use your VIP’s name and relevant contextual 
information (such as a reference to the last time they contacted you) 
in your conversations. This shows your VIPs that you know exactly who 
they are and that you’re glad to be there for them. 

The Comm100 agent console centralizes 
messages from all channels into a unified view.

https://www.salesforce.com/blog/2017/11/15-sales-statistics.html
https://www.salesforce.com/blog/2017/11/15-sales-statistics.html
https://www.salesforce.com/blog/2017/11/15-sales-statistics.html
https://www.comm100.com/blog/2020-is-the-year-of-digital-omnichannel.html


Never Miss a VIP: How to Identify and Delight Your Most Important Customers in the Digital World

12

7. Nurture your VIPs

Your business just wouldn’t be the same without your VIPs. So, let them know you care! Here are 
some of the ways that you can nurture your VIPs to create a strong and steady relationship:

Shower them in perks 

Depending on your type of business, you can offer VIPs perks such as exclusive sales, access to 
premium content (such as useful webinars), early access to products, or even a VIP dinner or 
event. The right tokens of appreciation can boost your VIP’s loyalty and increase their lifetime 
value. Because you have their interaction history, you’ll know which is their preferred channel 
that you should invite them on. Remember to ask yourself what your VIPs need and want when 
deciding on perks; after all, there’s no point in offering something that your VIPs aren’t really 
interested in. 

Offer white-glove proactive assistance

Don’t miss out on an opportunity to help a VIP that is visiting your website – extend exclusive 
care by offering your support before they even ask. With proactive chat, companies can 
automate messages that align with each customer’s situation and engage them when they need 
it most. By checking your proactive chat acceptance rate, you can adjust your routing rules 
according to what’s working and watch your VIP support grow increasingly helpful and timely. 

Pro Tip
Consider the role that each channel plays in moving your VIPs through 
their digital customer journey, from aiding them in discovery, to 
supporting their purchases, to inspiring their loyalty. Your digital 
omnichannel customer engagement platform should be equipped to 
not only unify your view of these channels, but also to provide your 
company with top-notch routing, prioritization, and analytic capacities. 
Learn more in our white paper: The Digital Customer Journey: How 
Digital Omnichannel Can Improve Your Customer Experience.

https://www.comm100.com/resources/report/2020-customer-engagement/
https://www.comm100.com/resources/report/2020-customer-engagement/
https://www.comm100.com/resources/report/2020-customer-engagement/
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Pro Tip
Make sure that your customer support team knows exactly what’s expected of them 
when handling VIPs by standardizing your service. What’s the expected turnaround 
time for responding to VIP complaints and inquiries? What’s the appropriate 
response time, or handle time? What exclusive support do they get, if any, that 
other customers don’t? In which cases should you switch to video chat assistance? 
By answering these questions ahead of time, your company can set up these rules 
in your customer engagement system to tell your agents, so they don’t have to 
think twice. This will help the whole team provide a consistent, comprehensive, and 
repeatable VIP experience.
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Offer video chat assistance

Like any great relationship, face time is key to developing trust and rapport with your customers 
and prospects. While you likely want to benefit from chat concurrency with your usual web 
visitors – your agents handling multiple conversations at once – you may want to employ one-
on-one video chats with your VIPs. Switching the live chat to a video call or screen mirroring can 
help you build a closer relationship with your VIPs and also troubleshoot queries faster. Giving 
them your representative’s undivided attention is the perfect way to make them feel special and 
understood. 

A video chat in the Comm100 chat window.
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The Wrap-up

The more effort you put into delighting your most important 
customers, the more successful you’ll be. This is as true for 
online businesses as it is for the retail shop down the street. 
As our world goes digital, the digital customer experience is 
increasingly important — both for the happiness of your VIPs 
and the longevity of your business. Fortunately, there are plenty 
of tools available to you to deliver the kind of service they 
expect. 

As you identify and reward your most profitable and strategic 
customers, you will increase retention, grow your revenue, 
and build loyalty. The key to getting started is simple: establish 
a crystal-clear definition of who your VIPs are. After that, 
automate how you identify them regardless of which channel 
they’re on, and rigorously train your customer service team on 
what do to and when. 

And remember: Excellent customer care isn’t just a standard for 
your VIPs. By focusing on strengthening your infrastructure and 
processes for supporting your VIPs, you will increase customer 
retention through deeper relationships and personalized care 
across the board. Not only will you never miss a VIP, but you will 
keep your other customers delighted too.
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Let’s chat
Comm100 is a leading global provider of omnichannel 

customer engagement solutions with a mission 
to make online service and support delivery more 
genuine, more personalized, and more productive 

through meaningful conversations. 

letschat@comm100.com 1-877-305-0464  comm100.com

Learn More

@comm100

mailto:letschat%40comm100.com?subject=
http://www.comm100.com
https://www.comm100.com/requestdemo/
https://www.facebook.com/comm100
https://twitter.com/comm100
https://www.linkedin.com/company/comm100-network-corporation/
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