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8 Reasons Why Live Chat Is
Vital To Your Business

 
 

       Customer service is the backbone of every business. Businesses - small, medium, and large - employ a multitude

of methods to handle their fast paced environments and ensure that their customers are top of mind and highly

satis�ed. Immediate and timely interaction with customers is vital to ensure success and one of the most important

tools to accomplish this is live chat. Here are 8 reasons you should ensure that live chat is a part of your customer

service mix.

1) It Saves Time

You might think that the most important aspects of service to your customer are free shipping, easy returns, or even

friendliness, but did you know that according to a Forrester study, 73% of customers say that a company that values

their time is the most important part of good service? That's right, good customer service equates to respect for

your customers time.

2) It Prevents Buying Hesitation

According the American Marketing Association, B2B companies that use live chat see, on average, a 20% increase

in sales conversions. Since you can provide immediate answers to customers while they are shopping, there is less

hesitation in their buying decision. If a customer cannot get an immediate answer to a question, the buyer may lose

momentum in their purchase. Live chat allows you to provide immediate answers, so that the consumer can continue

with their purchase.

3) It Provides Insight to Customer Behavior
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Perhaps the biggest obstacle in marketing and sales is understanding the needs and buying patterns of consumers.

Live chat allows you an avenue to understand the mindset of your customer and their perspective. These insights are

invaluable in shaping the products, marketing, and sales process employed by your company. Your customers are

helping you optimize your business decisions and ensuring company growth and success. It can also alert you

quickly to your customers pain points, allowing you to make adjustments that make their experience easier.

4) It Gives Your Brand Credibility and Humanizes Your Brand

 In a traditional brick and mortar, businesses are able to build rapport with customers, but it can be a bit harder

when making a purchase online. Since customers can be skeptical when buying from those that they do not know,

chat provides a human touch to your customers buying experience. It gives you a chance to build trust, which

hopefully leads to a purchase and purchases in the future as well. In fact, according to a Global Consumer Trends

study conducted by Oracle, 90% of customers say live chat gives them con�dence in their buying experience and

decisions.

5) It Provides Immediate Answers Customers Expect

Today's customers expect timely and convenient interaction with the companies they do business with. It is not

surprising that according to a Forrester report, 79% of customers say they prefer live chat purely because of the

immediacy it o�ers compared to other channels.

6) It Is Cost E�cient

We all know businesses can be expensive to run. Chat allows customer service sta� to multi-task and handle many

more requests at one time. This makes the entire customer service department much more e�cient and, in turn,

less sta� can handle the level of service required for your business.

7) It Provides Opportunity for Increased Sales

Not only does live chat provide the opportunity for you to increase sales, it also helps you increase the value of your

sales. It provides the opportunity for your customer service sta� to understand the needs of the buyer and therefore,

opens to the door to recommending similar products or services that may interest them. This allows you to up-sell

and cross-sell to not only increase sales, but also increase customer satisfaction as well.

8) It Provides Increased Customer Satisfaction

Overall, the goal is to ensure that you are providing an impeccable experience for your customers. Live chat helps

you increase your level of customer satisfaction on a broad level. According to an eDigital research paper, live chat

provides the highest satisfaction levels of any customer service channel at 73% (compared with 61% for email, and

44% for phone). It allows immediate response and provides an e�ciency for the customer. It also provides you a

chance to communicate with your customers how they want to be communicated with.

To succeed in business today, you have to be accessible, timely, and unforgettable. If you have not employed live

chat on your e-commerce platform or website, there is no better day to pull that trigger than today. Live chat will

help you take the next step in your customer service experience and ensure business growth and success.
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Why We Do What We Do

Wendy goes above and beyond to

make her clients feel important. She's

the only account manager I've worked

with in my decade-long career that

makes it a point to check in to ensure

everything is going well, and if not,

asks how she can help. It's not a sales

ploy -- it's genuine concern for the

clients success, and this is what

separates her from the many other

vendors I've worked with. I've

recommended her to colleagues when

they need business solutions, and

they also value her attention to

detail, customized solutions and

timely response to needs.

Rave Review from

Kayla Kling,

Digital Marketing Specialist

Briggs Equipment

 

A Competitive Advantage

 While 90% of customer service

professionals �nd live chat to be a

successful service channel, only 29%

of companies use live chat to provide

service and assistance to their

customers. This means it is still

o�ers a competitive advantage and

investing now will give your business

a leg up in the market.

 

Source: HubSpot, The State of Customer Service in 2020 Data-Driven

Research Report

 

 

 

FOLLOW US

Questions? Contact us today at 972.471.3740.

Did you receive this as a forward and would like to sign up for our

newsletter and product spotlight emails?

Click here to sign up!
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