
Operating a Virtual Contact Center
Enabling agents to work from home during the pandemic
https://pages.imimobile.com/crisis-communications

In just a few weeks the outbreak of the 
Coronavirus has changed the way society, 
governments and businesses operate. 

Many companies are now dealing with an 
increasing volume of inquiries from unsettled 
customers and decreasing sales due to the 
uncertainty that the circumstances have caused. 

While this is happening, their contact centers 
are facing challenges enabling agents to work 
remotely – with some contact centers shutting 
down entirely.

With its contact center solution for voice and 
digital messaging, proactive notifications, 
customer journey automation and AI chatbots, 
the cloud-based IMImobile product suite is 
uniquely able to support service leaders in their 
efforts to ensure service continuity, service 
scalability and customer outreach.

“Though service leaders are familiar with 
business continuity and disaster recovery 
planning, pandemic planning is very 
different because of its wider scope and 
the uncertainty of impact. 

Service leaders should maintain continuity 
of business operations by completing 
a workforce planning assessment and 
determine outsourcing and work-from-
home options. 

Additionally, they should implement and 
promote digital and self-service channels.”
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Enabling contact center 
agents, team leaders 
and managers to work 
from home or alternative 
locations with high levels of 
contact center functionality, 
management control and 
reporting.

Sending proactive customer 
communications via 
SMS, digital messaging 
channels and interactive 
voice messaging to keep 
customers informed, set 
service expectations and 
minimize the need for 
contact.

Deflecting callers to digital 
messaging channels where 
they can self-serve through 
AI chatbots and automated 
customer journeys or engage 
with a human agent more 
efficiently than over the 
phone.

1 https://www.gartner.com/en/newsroom/press-releases/2020-03-24-gartner-says-customer-service-and-support-leaders-sho

Working 
from home

Delivering 
emergency alerts

Managing 
contact volume

John Quaglietta, Sr Director 
Analyst - Customer Service 
and Support Planning and 
Operations
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Key features
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Thanks to our cloud-based architecture and a passionate and flexible professional 
services team we are able to deploy a working solution within days and 100% 
remotely. Speak to us today and get started.

The team at IMImobile is ready to deploy the above solutions within days. If you would like to  
discuss how we can support your communication needs, please contact us as soon as possible at  

contactus@imimobile.com or by calling +44 (0) 1494 844 691.

Log into a simple agent desktop wherever you 
are using a secure HTTPS connection from any 
modern internet browser and from any device.

Use any phone or the softphone within the 
agent desktop to receive, make and control 
calls. 

Offer alternative channels such as SMS, 
WhatsApp or Facebook Messenger to continue 
the engagement and reduce your inbound call 
volume.

Build an FAQ bot to answer simple, repetitive 
questions and make time for your agents to 
respond to customers with more complex 
inquiries.

Secure access anywhere

Inbound and outbound calling

IVR call deflection 

AI chatbots

Direct calls and messages dynamically to the 
team with the right skills by using customer 
information and business data or IVR options 
for voice calls.

Engage with your customers via digital 
messaging, where your agents can handle 
multiple chats simultaneously and resolve 
issues at your customers’ convenience.

Once in a digital messaging channel, allow 
your customers to self-serve by guiding them 
through automated workflows that can span 
entire customer journeys.

Leverage a simple messaging interface or 
API to send proactive alters about recent 
events and potential issues and pre-empt your 
customers’ need to contact you.

Intelligent queueing and routing

Multichannel messaging

Automated customer journeys

Proactive notifications
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