
A SECURE WAY TO CAPTURE PAYMENTS 
WHILE PROVIDING REMOTE ASSISTANCE 
IN CONTACT CENTERS AND STORES.  

The COVID-19 pandemic has changed the way 
retailers provide remote payment assistance and 
support, making PCI (payment card industry data 
security) compliance a significant concern.

THE INCREASED RISK OF REMOTE PAYMENTS 
Even before the novel coronavirus pandemic, the convergence of physical and 
digital was already well underway in retail. Consumers have become used to 
engaging with their favorite brands digitally and physically, and more often 
than not both, even at the same time. Taking payments in such a dynamic 
environment required ensuring that the locations and systems that interacted 
with customer payment interactions were safe and secure. But recently, a new 
dynamic was added – social distancing.

Large, centralized contact centers providing support and order entry were 
eliminated overnight, scattering customer support agents back to their  
home offices to work remotely. And because stores were closed, the demand 
for digital or phone-based support skyrocketed. As a result, many retailers 
began to transition their store teams in pseudo-support teams to handle 
overflow demand.

While traditional contact centers are prepared and checked for PCI 
compliance, most stores and certainly home environments are not. New 
people enter and leave these environments unchecked, and verbal 
communications can easily be overhead or even recorded. This lack of 
environmental control provides significant risk for retailers who need to  
accept payments while providing remote assistance over the phone and 
increasingly through chat or text messaging.

PCI COMPLIANT:
Completely safe and secure 
payment acceptance over 
digital communications channels 
or remote location support 
conversations.

WORKS WITH ANY 
COMMUNICATION CHANNEL:
Built into Manhattan Active Omni®, 
customer service tools with native 
support for voice, email, text and 
chat engagement.

PAYMENT FAILURE 
RESOLUTION:
Automatically detects payment 
failures and sends new pay-by-
link to the customer to enter an 
alternate payment method.
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THE SIMPLICITY OF PAY-BY-LINK
Pay-by-link within Manhattan Active Omni offers a robust, 
simple solution to the issue of securing payments across  
non-secure communications channels by putting the  
power of secure, encrypted payment entry directly into 
consumers’ hands.

At any point during an interaction the customer support 
representative can instantly generate a personalized pay-
by-link URL directly within the Manhattan solution and send 
it to the customer via text, chat or email. The customer can 
use the link to review order details on the personalized page 
powered by Manhattan Digital Self-Service. They can add their 
preferred billing information and payment method on the page, 
hosted and secured through the external payment vendor. 
The payment information is then digitally encrypted and only 
the tokenized result is sent back to the Manhattan Active 
Omni solution, where the service associate can see payment 
information was provided and confirm order completion.

The consumer has the freedom to select any payment type 
they want and know their information is always safe and secure. 
The retailer gains peace of mind knowing they are not risking 
PCI compliance in their transactions when using modern 
communication methods to conduct commerce.

Contact Manhattan Associates today to learn more about how 
pay-by-link technology within Manhattan Active Omni can 
enable your customer service associates to capture and update 
remote orders across various channels like phone, chat or text 
safely, securely and seamlessly.

For more information
To learn more about pay-by-link, contact your Manhattan 
sales representative or visit: manh.com/products/ 
order-management

PAY-BY-LINK

manh.com

© 2021 Manhattan Associates, Inc.

PUSH POSSIBLE®

https://interactive.manh.com/products/order-management
http://www.manh.com

