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In an omnichannel world of customer engagement, context and information flows with the customer 
no matter how or where they start their journey and picks up where they left off if they choose to re-
engage. Ideally, omnichannel is a seamless flow of synchronous and asynchronous communication. 
With omnichannel, the conversation can be initiated through a call, an interactive voice response 
system (IVR), virtual assistant (VA), email, text, tweet, or any other digital starting point, and it 
starts and stops the way that customers work and communicate. Multiple channels can be used 
simultaneously, with the dominant channel changing over time depending upon need. For instance, a 
customer might chat with an agent, get visual information sent to their mobile device, then escalate 
to voice or video. An inbound call might later turn into proactive outreach through any number of 
channels. The key is customer convenience and flexibility. 

Data is the Main Ingredient for Omnichannel Magic

A customer engages with a business to place an order, get a question answered, or resolve an issue, 
with each transaction duly noted as part of the customer record. The driver behind the journey is 
data, whether it’s customer profiles and interaction history or context; all is logged, often in different 
systems and databases. While the driver is data, the magic is in data handling, and that magic is 
multipurpose. Data is the power behind overall operations and, most importantly, for use by those in 
the front lines handling day-to-day interactions with customers. 

Powerful BI Tools Drive Operational Performance

Historically, poor access to or incomplete data was the hallmark of early call centers, and it grew 
worse as the industry moved to multichannel contact centers. Prior to the emergence of the 
omnichannel concept, the industry was burdened with siloed systems and applications, impacting 
agent-customer interactions. Think about it. How many times have you called a business and 
received a slow response from an agent, who then made the excuse, “My system is really slow 
today,” when, in reality, they were clicking between a few to dozens of different screens to get the 
right information? And once the agent got to that one piece of information, the bigger picture, the one 
that would provide a 360-degree, holistic view of the issue at hand was lost because the full context 
was not right there in front of them. 

It doesn’t have to be that way for contact center operators either. With the right business information 
(BI) tools, you can surface the most salient and impactful information at the right time to unveil the 
breakpoints and inefficiencies impacting operations and agent performance. These tools unify data 
generated across channels and apply advanced analytics to create a continuous improvement cycle, 
producing actionable business and operational insights. This allows you to make strategic level 
decisions, to enhance operations and make changes to enhance agent performance and engagement. 

Data-driven Insights Enable Transformative Personalization and CX Strategies

Once it leaves the agent’s fingertips, what happens to that data is the difference between disparate 
interactions and ongoing business transformation. With a modern customer engagement platform, all 
channels and the resulting data are unified, giving agents access to everything they need to resolve 
the interaction quickly, easily, and personally. Combined with the data-driven insights derived from 
BI tools, gaps in the information agents need can be quickly modified, enabling agents to personalize 
and transform customer interactions. 
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Powerful Analytics Tools Foster Quality and Agent Performance

The data and analytics available in modern customer engagement platforms go beyond the customer 
journey and involve the quality and performance of agent resources. Powerful analytics bolster quality 
management programs by enabling supervisors to “monitor” all interactions to get a complete view of how 
their teams are performing and then drill down into individual interactions for further insights and action. 

The LiveVox Contact Center with integrated CRM and a complete suite of WFO capabilities is 
one example of a data-driven, customer-centric platform that enables organizations to enhance 
the performance of individual agents and overall operations. Core to LiveVox’s platform is their 
purpose-built CRM, placing customer information at the core of their brand of customer engagement. 
LiveVox’s CRM has contact manager capabilities, built with an integrated database of customer 
information. All conversations are indexed into a unified customer profile, regardless of type, such 
as a conversation linked to a customer through an account number, phone number, email, or other 
channel identifier. It was designed with simplicity in mind, working out of the box with everything 
pre-integrated and with no need for development partners.

Figure 1: LiveVox Omnichannel Agent Desktop

.

Source: LiveVox 

Further, LiveVox WFO, which was specifically designed for ease of use in an omnichannel 
environment, provides the tools to support compliance, performance, and quality controlled through 
a single, unified interface. Backed by analytics and data-driven insights, LiveVox WFO enables team 
leaders to boost team performance and improve AX through constructive feedback, and targeted 
training and coaching. Its comprehensive BI tools surface key information when a supervisor needs 
it most, with instant access to 360 degree visualization of agent performance across channels and 
across operations. Through highly configurable visual reports and dashboards, LiveVox WFO puts 
supervisors in the driver’s seat to maintain omnichannel excellence.   

Complexity Requires Simplicity

Handling the complexity that can arise from broad omnichannel operations requires powerful 
workforce and performance management capabilities, but it doesn’t have to be difficult. LiveVox 
provides a simple, integrated solution to power smarter, faster, data-backed business decisions with 
ease. To learn more, visit: www.livevox.com.
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