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Introduction
In today’s digital-first marketplace, it goes without saying that companies should be 

investing in a large and ever-evolving range of communication channels. There’s a 

good reason for this: as customers become more digitally-minded, they’re showing 

up on a range of apps and platforms, from social media to SMS, looking for support - 

and they’re expecting their brands to be here too.

The demand to engage with brands through a variety of different digital channels 

is growing as rapidly as customer expectations - and any organization that fails 

to respond will not only miss out on new customers, but potentially lose existing 

customers as well. According to Salesforce, 76% of consumers think companies 

should understand their expectations and needs, saying that it’s easier than ever to 

take their business elsewhere to find an experience that matches up.

Offering multiple communication channels is the first step to excellent customer 

service, but it’s only half the journey. The real question is how you manage your 

diverse set of channels, whether that be live chat, email, SMS or social media. The 
answer is omnichannel customer engagement.

Delivering excellent customer experience (CX) isn’t just about the support received 

on individual channels or touchpoints; It’s about the support received across every 

channel, throughout the customer journey. (A robust omnichannel support platform 

creates a seamless foundation for your customer’s journey. To learn more, read our 

guide, Mastering Omnichannel CX.)

This eBook will address some of the most common customer service complaints 

that brands struggle with, and how omnichannel customer engagement can help to 

resolve them. With an intelligent omnichannel platform, you can improve your CX 

journey and exceed customer service expectations every time. 
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https://www.salesforce.com/research/customer-expectations/#:~:text=Seventy%2Dtwo percent of consumers,a number%2C not an individual.
https://www.salesforce.com/research/customer-expectations/#:~:text=Seventy%2Dtwo percent of consumers,a number%2C not an individual.
https://www.comm100.com/resources/ebook/mastering-omnichannel-CX-success-guide/
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Complaint #1 

“There’s nothing worse than having to wait a 
long time to be connected to an agent.”

There are few things that customers hate more than waiting in a long queue to speak to an 
agent. According to research conducted by Aircall, 35% of respondents were willing to wait 
30-60 seconds for a response via live chat, while only 4% were willing to wait more than 5 
minutes. Long wait times are a CX killer, and even a couple of minutes can be too long.

If a customer’s issue is not resolved and their voice is not heard, customer retention is at 
risk. Angry customers can turn to social media to flame brands, harming the company’s 
image and impacting your bottom line. Customers who are fed up with waiting can take this 
frustration out on your agents, wearing away at your agents’ morale, causing higher turnover 
rates, and increasing strain on your team. (See also: Improving the Agent Experience - The 
Top 6 CSR Complaints and How Omnichannel Solves Them.)

Customers want and expect immediate attention. So how can your company tackle 
this complaint and provide customers with the service that they’re looking for? Some 
management teams focus on turning the heat up on agents by compelling them to focus 
on reducing their overall handle time. But there’s a problem with this approach: while time-
sensitive key performance indicators (KPIs) and service level agreements (SLAs) can help 
your agents manage their time, it can quickly lead to rushed conversations as agents focus 
more on the clock, and less on providing the most helpful support. 

Additionally, tools developed to mitigate long wait times, such as Interactive Voice Response 
(IVR), can backfire and upset customers further. Even though IVR is designed to route callers 
to the appropriate agent or department, or in some cases, facilitate a sort of self-service, it 
is increasingly met with antagonism from customers. The numbers don’t lie: in a 2019 study 
conducted by Vonage, only 15% of respondents felt that IVR was conducive to positive CX. 
Additionally, a study by HubSpot shows that 98% of customers try to skip IVR completely.

https://aircall.io/guides/ecommerce-customer-service-experience-study/?aliId=eyJpIjoidUYrcmd2VVh2bklYTmpVaSIsInQiOiJuaklyaFwvSlE1VE5sWEVVRENBV1B2Zz09In0%253D
https://aircall.io/guides/ecommerce-customer-service-experience-study/?aliId=eyJpIjoidUYrcmd2VVh2bklYTmpVaSIsInQiOiJuaklyaFwvSlE1VE5sWEVVRENBV1B2Zz09In0%253D
https://aircall.io/guides/ecommerce-customer-service-experience-study/?aliId=eyJpIjoidUYrcmd2VVh2bklYTmpVaSIsInQiOiJuaklyaFwvSlE1VE5sWEVVRENBV1B2Zz09In0%253D
https://www.comm100.com/resources/slideshare/improving-agent-experience-top-6-CSR-complaints-how-omnichannel-solves-them
https://www.comm100.com/resources/slideshare/improving-agent-experience-top-6-CSR-complaints-how-omnichannel-solves-them
https://www.callcentrehelper.com/ivr-negatively-affect-customer-experience-149778.htm
https://cdn2.hubspot.net/hubfs/2771217/Content/2018 Customer Service Expectations Gladly.pdf
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Though it seems counterintuitive, consider the following scenario: 

Ricardo is having issues with a product, so he calls the manufacturer to see if it is still under 

warranty. Unfortunately, he can’t discern the right menu option from the IVR feature. As a 

result, he is placed in a long queue to speak with a live agent--behind customers in line who 

have a whole host of different concerns. After half an hour on hold, Ricardo finally gets to 

speak to a live agent. However, when the agent hears Ricardo’s concern, she tells him that she 

is having issues pulling up his warranty and she needs to escalate this issue to her manager. 

She puts Ricardo on hold. In frustration, Ricardo pulls up his laptop to send the company’s 

Facebook page a message. He is told through private message that his warranty is expired, so 

he hangs up his phone call seconds before the manager can lend him a helping hand.

Solution

Omnichannel support solves the issue of long customer wait times (and the resulting 
feelings of frustration and dissatisfaction) through the following features: 

The efficiencies of a connected omnichannel platform: The key to omnichannel is the 
interconnectivity of every digital channel and customer conversation. Every channel and the 
interactions within them are brought together into one unified console. When a customer 
reaches out, an agent no longer needs to hunt down information from conversation 
histories across different platforms (and even departments). The customer’s history with 
your company’s website, products, social media platforms, and customer service agents is 
all clearly displayed within a unified console, speeding up resolution time and keeping your 
customers from waiting. By considering past chat transcripts, you can also ensure continuity 
in service and messaging, keeping the ball from dropping from one agent to the next.

The ever-growing reliability of chatbots: Chatbots are the ultimate tool for reducing wait 
times. With an intelligent AI chatbot working across your live chat, social media, and SMS 
channels, a large portion of frontline support can be automatically managed and resolved 
without any human involvement. This helps to curb queues and wait times, while allowing 
agents to focus on more high-value customers and queries. Chatbots can also maintain 
an unlimited amount of simultaneous chats 24/7, relieving the burden off live agents and 
keeping customers happy. 
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Robust efficiency tools: Omnichannel platforms contain built-in tools that help to speed 
up queues by providing assistance to agents in a variety of ways. Canned messages, internal 
knowledge bases, and keyboard shortcuts allow agents to respond faster by reducing the 
time-consuming work of crafting messages to customers. Agent Assist, or agent-facing AI, 
takes this up a level by scanning the conversation and providing agents with suggested 
answers. This keeps agents from having to search for answers, empowering them to deliver 
rapid-fire responses that have been vetted for accuracy.

Comm100 Agent Assist automatically providing an agent with knowledge base articles to answer the customer’s query.

Agent scheduling: Integrated agent scheduling tools allow you to create comprehensive 
work plans for your team. This can help keep your team organized with automatic shift 
alerts and proactive planned absences, which in turn can keep chat distribution streamlined 
and efficient.

https://www.comm100.com/livechat/knowledgebase/live-chat-canned-message-best-practices.html
https://www.comm100.com/livechat/knowledgebase/use-canned-message-shortcut.html
https://www.comm100.com/blog/enter-the-super-agent-three-ways-ai-enhances-the-agent-experience.html
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Queue management: A strong omnichannel system will offer queue management tools 
that allow you to streamline chat distribution. Chats can be distributed to certain agents 
or departments by a predetermined set of rules. You can also create chat load limits for 
agents based on variables such as experience or ability, and create redirect rules to back-up 
departments in case of overflow. All these tools keep queues from becoming unbearably 
long for customers. 

Learn more about how queue management maximizes handle time in our guide, Comm100 
Live Chat Queue Management.

Pro-Tip

Combine great omnichannel support with these tips to lower overall handle time:
• Enable keyboard shortcuts and canned messaging for your agents to promote

efficiency
• Use screenshots and other resources, such as integrated knowledge base articles,

to help guide a customer to their resolution
• Train agents to use close-ended questions (questions that result exclusively in

“yes” or “no” answers) to keep conversations on track.

To learn more, check out our guide,  
How to Reduce Your Average Handle Time Fast.

https://www.comm100.com/resources/whitepaper/queue-management/
https://www.comm100.com/resources/whitepaper/queue-management/
https://www.comm100.com/blog/reducing-average-handle-time.html
https://www.comm100.com/blog/reducing-average-handle-time.html
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Complaint #2

“I want to be able to contact customer service on 
the channel that suits me at the time, and easily 
switch between these channels when I want.”

Customers are complex in their decisions and needs, and what channel they reach out 
through depends on a number of evolving factors. Channel choice can be motivated by a 
personal factor such as demographic or geographical region, but it can also be motivated 
by much more quickly changing variables such as device (are they on their desktop or 
their mobile phone?), the changing popularity of networking and messaging apps (are they 
spending more time on Facebook or WhatsApp?), and even time of day (are they at the 
office or at home?). 

While it’s hard to pinpoint one reason why a customer picks the channel they do, brands 
need to offer support wherever the inquiry shows up. For a customer, few things are as 
frustrating as feeling the limits surrounding their experience. For example, if Janet has a 
couple of minutes on her lunch break, an email may be the only appropriate channel to 
reach your company. She can’t afford to wait in a queue at that moment but knows that 
she can continue her inquiry in the evening on live chat. For Mike who is traveling out of 
the country without access to normal cellphone service, international messaging apps may 
hold the key. Or perhaps Jessica gives you a shout out on social media, with a hope that a 
more public conversation can inspire certain changes to your product.

It’s important to meet customers where they’re at, wherever they’re at; being available on 
many channels is often touted as the golden standard in CX. But attempting to juggle all 
these channels within separate platforms can quickly cause internal and external chaos. 
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Solution

Digital omnichannel platforms enable you to easily offer your customers every key digital 
channel and let them know you’re right where they are, whenever they need. But far more 
importantly, omnichannel seamlessly connects each of these channels so customers can 
move freely between them without causing any confusion for agents, or any frustration 
for the customer. When a customer swaps between channels, agents, customer service 
teams, and even marketing and sales, representatives can easily locate relevant customer 
information in a single console. A conversation that happened on one channel can be picked 
up effortlessly on the next, even if by a different agent or department. 

Comm100 Agent Console showing multi-channel and agent conversation
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Consider:

 Janet, who sent out an email on her lunch break, hops on a live chat in the evening. Thanks to 

omnichannel support, the agent she is chatting with has the email conversation right in front 

of him and can resolve her issue without having her repeat her query. Janet is so grateful 

that she sends out a tweet the next day at work, thanking your company for great customer 

service. Because every channel is connected, including social, the agent who responds knows 

Janet’s chat history and is able to send a personalized message back to her. 

Pro tip 

Be responsive and timely with your communication on social media channels. 
According to research by Bain & Company, engagement over social media can lead 
to 20% to 40% increase in spending with those customers. So take advantage of 
social media features that announce your presence. For example on Facebook, you 
can receive a “very responsive” badge by keeping a response rate of 90% and above, 
and an average response time of 15 minutes.

https://www.bain.com/insights/putting-social-media-to-work
https://www.bain.com/insights/putting-social-media-to-work
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Complaint #3

“It’s so frustrating being transferred from 
agent to agent before finally connecting with 
someone who could actually help me.”

In the same way that customers don’t want to wait in a long line, they also don’t want to feel 
like a hot potato; Passing a customer around prolongs the road to resolution and makes 
them feel like your customer service wasn’t designed to take their issue into account.

Many companies have a huge design flaw in their CX journey, and it’s that handoffs are 
taken for granted as an unavoidable part of the job. The status quo in customer service 
dictates that it can take a few jumps to get customers where they need to go, so team 
leaders often throw their hands up in defeat. Handoffs are just an occupational hazard, 
right? 

The truth is that every handoff between agents runs the risk of upsetting your customer. 
And most handoffs occur because existing CX infrastructure funnels customers to 
a department or agent that can’t handle their requests. The top reasons why these 
misdirections occur are: 

Miscommunication with initial agent/touch point: Whether through an IVR, pre-chat 
survey, chatbot, or agent, sometimes the wrong question is posed, or the wrong options are 
presented to the customer. This can misdirect them down a rabbit hole of endless transfers. 

Broad and static IVR categories: Giving customers a broad range of departments to 
choose from sometimes confuses them as they aren’t familiar with your departmental 
structure. If they choose incorrectly, they may have to start back from square one. 

Lack of intelligent routing features: If your channels do not have features that 
automatically factor in customer data points, you’re leaving too much up to individual 
agents, and therefore too much room for error. 

The bottom line: customers don’t know your internal processes and shouldn’t have to. 

https://www.comm100.com/resources/whitepaper/2020-customer-engagement/
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There are reasons why your departments are structured the way they are, and why certain 
agents have different permissions. But it is crucial to understand that from a customer’s 
point of view, your internal structure is opaque, and frankly, getting in their way. Your 
departmental structure doesn’t stop customers from expecting you to anticipate their 
needs. At the end of the day, it’s your job to guide them to a resolution. For this reason, 
you need a CX infrastructure that leads customers directly to where they need to go, with 
minimal effort possible.

Solution

With omnichannel support, you can set up highly-targeted variables to route customers to 
the appropriate channel. Omnichannel support has intelligent routing capabilities that direct 
queries to agents or departments best positioned to resolve the issue at hand with little or 
no effort from the customer. This is achieved through sophisticated rule-based automatic 
routing, which can be informed by:

• Location

• Channel

• Webpage visits

• Product

• Account data

• Pre-chat surveys

• Agent skillset

All of this is conducted before the conversation even begins, swiftly assessing different data 
points to automatically route them to an agent who can best serve the customer’s needs. 

Imagine the following scenario: 

Susan recently upgraded her department’s business software account, but needs help taking 

advantage of new features. She logs onto the company’s website and starts a live chat. 

Instead of having to explain herself to a random support agent and get passed along the 
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handoff train, the omnichannel support system recognizes her account and automatically 

routes her to an assigned account manager. This account manager is the sales representative 

that helped Susan make her initial upgrade and is already acquainted with Susan’s needs.

In the event that agents still need to conduct a handoff, the transition is far smoother 
because the agent has all the relevant account information right in front of them - which 
leads to the next common complaint.

Pro tip

For more information on how to structure a seamless  
customer journey across channels, read our white paper 
Customer Engagement 2020: Why the Digital Journey  
Changes Everything and How to Keep Up.

http://comm100.com/resources/whitepaper/2020-customer-engagement/
http://comm100.com/resources/whitepaper/2020-customer-engagement/
http://comm100.com/resources/whitepaper/2020-customer-engagement/
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Complaint #4

“When I’m transferred between agents, I hate 
having to repeat myself all over again.”

Sometimes it’s inevitable. You did everything right, and yet you have to transfer a customer 
to another representative. 

As explained in the point above, customer handoffs are very sensitive transactions and 
missing the mark can do irreversible damage to customer loyalty and retention. One of the 
core reasons for this customer dissatisfaction stems from being forced to repeat themselves 
- and it’s easy to understand why. After going through all the effort to introduce their
problem to one agent, a handoff to another can feel like starting from scratch. At that point,
your customer may begin to wonder: what’s the difference between talking to a live agent
versus dealing with a misleading IVR feature?

For customers, having to repeat themselves reflects a disjointed effort to understand their 
needs. Make no mistake: your customers need to know they are being listened to and their 
time is valued. Your bottom line depends on it.

Solution

The interconnectivity of omnichannel support means that customer service representatives 
will have access to full conversation histories across all channels. This information is clearly 
displayed in one place in an easy-to-access interface, granting agents a 360-degree view 
of customer data. This eliminates the need for customers to rehash their issues, as agents 
can instantly access case information thanks to centralized customer data entered by the 
previous agent – or chatbot.

Customer service agents can also see additional information with a CRM integration, such as 
purchase history, location, and web visits. This creates a “crystal ball” effect, in which agents 
can quickly anticipate customer needs and help strengthen long-term customer relations 
through targeted sales and marketing. 
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If a customer has repeatedly demonstrated a specific communication preference, 
omnichannel solutions make it possible to honor that customer’s preference too. For 
example, if a customer has rejected your company’s chatbot three times in a row, you can 
set a routing rule dictating that the next time they log into live chat, they will automatically 
be routed to a live agent. Remember that it’s just as annoying for customers to repeat “no” 
and reenact frustrating patterns of engagement as it is for them to resubmit information. 

Pro tip 

While it’s true that omnichannel facilitates up-sales and cross-sales, it’s 
important to make sure that any sales attempts are intended to help the 
customer, and are made at the right time. If the customer has reached out 
with a customer service complaint, for example, trying to sell an add-on 
will likely come off as tone-deaf, and rejecting these attempts will be just 
as grating to customers as having to repeat themselves. 

Comm100 Agent Console showing full contact information

https://www.comm100.com/blog/upselling-and-cross-selling.html
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Complaint #5

“Sometimes I’d rather just take care of my 
issue myself and not speak to an agent.” 

While many customers seek personalized engagement with a live agent, there is also a 
significant number of customers who would rather avoid speaking to an agent at all. For 
organizations, this isn’t an either-or situation. Rather, it’s a call to broaden all customer 
support channels. The ability to access a live agent quickly is as important as the ability to 
access relevant tools to resolve issues independently. In the end, it’s all about choice. 

In a survey conducted by Software Advice, 73% of respondents started their consumer-
related inquiries by searching online. Many customers have an instinct to seek out resources 
on their own. But it’s not enough to just create those resources: 52% of respondents said 
they would spend less than 10 minutes looking for a resolution before contacting the 
company. The key in having successful customer support is to provide accessible options--
this means providing easy-to-use and easy-to-find self-service channels. 

Solution 

Some customers are well-versed in your platforms and can readily navigate their way to 
your knowledge base on your website. Others will successfully find the appropriate article 
through an effective search. Don’t let these outliers keep you from fully integrating your self-
help tools with your other service channels -- it’s critical that customers can show up on your 
website, social media, mobile app, and SMS system, and be pointed to the right direction 
within a matter of seconds. 

With omnichannel customer engagement, your customer can use self-serve features to 
quickly and easily find a resolution to their problem by themselves:

https://www.softwareadvice.com/resources/customer-self-service-portal-improves-cx/
https://www.softwareadvice.com/resources/customer-self-service-portal-improves-cx/
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Knowledge base

A self-service knowledge base allows customers to 
search for an answer to their question through an 
easy-to-use search feature, within both your website 
architecture and the live chat window. If a customer tries 
to connect with an agent through a live chat window, for 
example, they can first be presented with a search bar 
that will help them quickly and easily access a relevant 
FAQ article from the centralized knowledge base. This 
easy access to information empowers the customer 

to easily resolve their issue, while also helping keep 
customers out of queues.

AI Chatbot

AI chatbots are a critical part of any modern self-
service support strategy. For those not wanting to 
speak to an agent, chatbots can provide instant 
answers for fast and independent self-serve, on 
almost any channel. They can also perform tasks 
on behalf of the customer, from booking tickets to 
making payments, checking balances and changing 
passwords.

And with an 87.58% satisfaction rate when using only 
chatbots from start-to-finish, chatbots are not a self-
serve option companies can afford to overlook.

Pro tip 

To find out if a bot is right for you, read our eBook Know Before You Bot -  
Straight answers to the 10 most important questions about getting started with chatbots.

https://www.comm100.com/resources/report/2020-live-chat-benchmark-report/
comm100.com/resources/ebook/chatbot-checklist/
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Complaint #6

“I want to speak to an agent when it suits me 
– having to contact them during their specific
hours is frustrating.”

The issue with even the most perfect CX strategy is that without adequate omnichannel 
support, it fails as soon as support goes offline. Customers have a range of variables 
affecting their lives and dictating their schedules, and on a personal level, many of us can 
understand. Going to the bank or picking up kids from school can be a monumental task for 
anyone working 9 to 5. You may not feel that your company can provide 24/7 support, but 
from a customer’s perspective, it’s essential that you do. 

According to Edna Keneally of West Unified Communications, 74% of surveyed consumers 
are frustrated by support only available during working hours. Even if you have multiple 
channels of support, if they are distinct and unconnected, a customer will still experience 
similar roadblocks to resolution. This means that investments in multichannel support could 
be underserving your CX strategy, and as a result your team is underperforming in key areas 
of customer satisfaction.

Solution

It may seem that short of hiring live agents round the clock, you won’t be able to resolve this 
customer demand. But with omnichannel support, your knowledge base and chatbot can be 
available 24/7 to answer questions and provide advanced support.

Comm100’s AI Chatbot harnesses the world’s most advanced NLP engine so that it can 
understand your customers’ goals and provide the answers they’re looking for. Better still, 
add a large range of off-the-shelf integrations to this, and the Comm100 bot can begin 
performing actions on behalf of your customers – from tracking an order, to paying a bill, to 
booking a flight – at all hours of the day.

Companies can deploy chatbots on their website, mobile apps, SMS, and social media 
platforms, meaning that they can be available for customers on their platform of choice. 

https://www.callcentrehelper.com/consumers-want-customer-service-supports-24-7-lifestyle-127872.htm
https://www.callcentrehelper.com/consumers-want-customer-service-supports-24-7-lifestyle-127872.htm
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They are always on the clock, and unlike live agents, chatbots 
can handle an infinite number of customer conversations 
simultaneously.

As their abilities grow, chatbots are handling more and more 
queries from start to finish, without any agent intervention. 
Comm100’s 2020 Live Chat Benchmark revealed that last 
year, chatbots handled 68.9% of their chats from start to 
finish. This marked a promising 260% increase in end-to-end 
chatbot resolution from the year before: great news for 
teams looking for cost-effective and impactful 24/7 support.

If a chatbot is unable to handle a customer’s query while 
agents are offline, an integrated knowledge base will point 
customers to relevant self-service options. In the rare event 
that a customer cannot be served through a chatbot, offline 
messaging features act as the last in after-hours defense. 
Offline messaging drops requests into tickets for agents to 
follow-up when they are back online. They can also enable 
email notification for offline messages, putting the customer 
request front-and-center and making it top of mind. 

It can also be difficult for companies to manage shifts and 
ensure that customers aren’t left hanging when an agent 
clocks off at the end of the day. With an omnichannel 

platform, an agent who works at night, for example, can easily pick up the conversation 
an agent was having before they logged off for the day. Whether your agents are working 
remotely from home or across the world to serve your customers, omnichannel gives them the 
context that they need to deliver caring, personalized, and consistent customer service.

Pro tip 

A customer who sends you an email has a different response time in mind than a customer 
who reaches out on social media or live chat. By setting different SLAs per channel, you 
can prioritize and distribute queries effectively while meeting customer expectations. 

Comm100 Chatbot helping a customer 
to view their credit card balance and 

payment from within the chat window

https://www.comm100.com/resources/report/2020-live-chat-benchmark-report/
https://www.comm100.com/resources/report/2020-live-chat-benchmark-report/
https://www.comm100.com/blog/a-checklist-for-successful-wfh-live-chat-teams/
https://www.comm100.com/blog/a-checklist-for-successful-wfh-live-chat-teams/


20Top 7 Customer Service Complaints & How They Can be Resolved with Omnichannel Customer Engagement

Complaint #7

“My customer service representative 
was so rude!” 

We’ve seen examples in recent years of customer support agents losing their cool and 
inappropriately cracking under the pressure of agitated customers. One of the most 
infamous examples was a 2014 call between a customer and a Comcast representative who 
aggressively denied the customer’s request to disconnect service. As painful as it is to listen 
to, it’s a reminder to all CX teams of what’s possible if they don’t have the proper guardrails 
to prevent it. If Comcast was worried about losing that customer before, they’ve lost many 
more as a result. 

According to research conducted by NewVoiceMedia, 49% of consumers reported switching 
companies because of subpar customer service. There’s plenty of competition in your 
industry, and customers won’t think twice before taking their business elsewhere. What’s 
worse: customers who have bad experiences can take their complaints to social media 
before you’ve even had a chance to course correct. Excellent customer service is the status 
quo, and if an agent delivers anything less, you risk your reputation with your customers. 

Solution

The reality is, whether an agent just wasn’t friendly enough or really lost their cool, human 
beings are fallible. Even the best agent can have an off day and slip into a tone that’s less 
than ideal. With omnichannel customer engagement, you can take some pressure off 
agents and resolve repetitive customer issues with reliable chatbots and Agent Assist, pre-
programmed with friendly and helpful messages. You can also enable features that restrict 
language and promote real-time supervision that wouldn’t be available through traditionally 
siloed channels. The beauty of using a robust omnichannel system is that you have features 
that promote healthy customer/agent interactions, such as:

https://soundcloud.com/ryan-block-10/comcastic-service
https://www.vonage.com/resources/articles/the-62-billion-customer-service-scared-away-infographic/
https://www.vonage.com/resources/articles/the-62-billion-customer-service-scared-away-infographic/
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Canned messages: Create messages ahead of time to address different needs, with an 
on-brand tone that facilitates a pleasant customer experience. Agents can choose from the 
canned messages provided and won’t be pressured to come up with unique and appropriate 
messages every single time (these messages can be edited in real-time for enhanced 
personalization). With Agent Assist, suggested answers are automatically offered to the agent 
so they don’t need to hunt down information, taking some stress off their shoulders. 

Restricted words: Whether a long-standing employee acts out inappropriately, or a recruit 
shows their unfortunate true colors, it’s important to make sure inappropriate language 
doesn’t fall through the cracks and damage your reputation and relationships. Good 
omnichannel support will have a restricted word feature that can block agents from using 
inappropriate or hostile language.

Real-time chat supervision: Supervisors can monitor chats 
from their own dashboard, making sure that interactions 
between customers and live agents are going smoothly.

Join chat: Not all conflicts between customers and agents 
are a complete blowout. Sometimes a confusion arises, 
and customers can quickly become put off if they feel 
misunderstood. Supervisors and senior agents can step into 
chats when they see something is not quite right, enabling 

them to put the conversation back on track.

Remove agent: In the unfortunate case that it becomes necessary, supervisors can remove 
agents from conversation as a form of damage control.

Chat transcript review: Regular reviews of chat transcripts can help management keep 
standards high and locate problematic language or behavior as it arises. 

Reporting: Reports help management evaluate 
agent performance and monitor chat quality 
through key performance indicators (KPIs). Post-
chat surveys can collect customer satisfaction 
scores (CSAT), which indicate an agent’s ability to 
consistently maintain positive interactions with 
customers over time. 

Comm100 Real-time Chat Supervision

Comm100 Live Chat reporting dashboard
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Get free omnichannel

Free Omnichannel 

Get Comm100 Omnichannel for free 
for up to 3 agents including Live Chat, 
Email, Social Media & SMS. 

Omnichannel customer engagement is the 
solution to your top customer complaints

In our digital-first marketplace, channels grow and evolve at an extraordinary rate. The 
potential to grow with these channels and to connect with customers in new and exciting 
ways is vast--but it also creates more opportunities for missed connections with your 
customers. This is the risk and reward of the ever-expanding digital frontier. It’s as exciting 
for organizations as it is challenging.

Addressing these issues successfully requires a strategy that comes from the ground up – no 
customer support system can work without a solid and unified foundation. If implemented 
correctly, a digital omnichannel solution is the real key to extraordinary CX success: it 
pulls together communication and information from every key digital channel to create an 
accessible and personalized connection with the customer. 

While we hope this eBook has provided valuable and actionable insight, this is really just 
the tip of the omnichannel iceberg. Excellent omnichannel support requires significant 
planning, strategy, and implementation. To learn how to deploy a successful and customer-
oriented omnichannel solution, or to take yours to the next level, read our eBook, Mastering 
Omnichannel CX: A Success Guide. This will take you through the process step-by-step. 

Remember: so many customer complaints and issues stem from how they are experiencing 
your customer support from the outside. But if your team, channels, and systems are 
unified from within, you empower your organization to be more helpful, accessible and 
genuine – which is, after all, all your customers really want.
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https://www.comm100.com/platform/omnichannel/
https://www.comm100.com/resources/ebook/mastering-omnichannel-CX-success-guide/
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Learn more

Let’s chat
Comm100 is a leading global provider of omnichannel 
customer experience solutions with a mission to make 

online service and support delivery more genuine, more 
personalized, and more productive through meaningful 

conversations. Let us show you how. 

Customer Service, Optimized.
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