
Discover the benefits of LiveChat



LiveChat Testimonials

What is LiveChat?
LiveChat is a web service that allows you and your 

team to communicate, or chat, in real-time with 

visitors to your website and mobile platforms. 

Just like a warm-blooded salesperson or phone 

operator, LiveChat lets you ask your customers, 

“How can I help?” LiveChat is ideal for providing 

immediate customer support and information to 

your clients and customers. 

LiveChat has so many uses limited only by 

imagination. Below are a few examples of how 

businesses have employed LiveChat.

Objective - Helping customers to 
find perfect holidays, creating a 
better customer experience 
“We have been able to 
contribute to the company 
bottom line revenue by 
pointing customers to the 
right place. In 2017 we 
generated £338k gross 
revenue via live chat 
alone. We have also driven 
more sales calls to our 
advertisers which obviously 
benefits them too.”
Holiday & Travel comparison website

Objective - Improve online 

engagement, provide a timely 

service for customers and 

assist them in finding a new 

home

“LiveChat has offered 

our customers prompt 

customer service and 

valuable person-to-

person interaction, 

which then progresses 

the customer closer to 

making the decision of 

purchasing a new home.”

National House Builder

Objective - Improve their 

communication with clients.

“We’ve seen 
a real 

increase in 
good feedbac

k 

from our cli
ents. It’s 

improved the
 number of 

clients who 
access our 

Support desk
 now which i

s 

always great
.”

Medical Software Developer

Objective - Reaching out to the majority of online customers

“We found people who engaged in chat had an ecommerce conversion rate 1000% higher than non-chat users.”
Furniture Retailer

Objective - Meeting the 

increasing demand for 

customer support without 

growing staff at an equal 

pace

“LiveChat integration 

with Facebook helped us 

manage the interaction 

with customers on 

that site. By pointing 

customers to the live chat 

link we were able to not 

have as many resources 

dedicated to managing 

customer feedback 

through that channel.”

Call Centre & Retail Support 

Organisation



Why LiveChat?

LiveChat allows you to provide 
faster real-time support to your 
customers.

Utilising LiveChat can increase 
overall conversion of enquiries by 
nearly 40%. 
Study completed by Forrester

Significantly reduced response 
times on LiveChat improve the 
volume of enquiries handled and 
your overall productivity.

Customers engaging via LiveChat are 
proven to be happier after a chat with an 
online advisor compared to voice 
An Ecoynsultancy survey proves that 73% of customers are 
happy after LiveChat interaction compared to 43% of customers 
after a voice (phone) interaction. 



LiveChat compared to Social Media

79%
of customers have chosen LiveChat 
in a service environment due to the 
ability to get an immediate solution to 
their problems.

Average response times on LiveChat are two minutes 
as opposed to other forms of communication e.g. 
email and social media where it can take up to 17 
hours for a consumer to receive a response.

This has a massive impact on CSAT and NPS

73% of customers are happier after a LiveChat with an online advisor.

LiveChat

2 minutes

Social media

10 hours

Email

17 hours

Response Times CSAT

LiveChat

73%

Email

61%

App

53%

Social media

48%

Phone

44%



Benefits of LiveChat to a Customer

LiveChat is a preferred channel of communication for 42% of 
customers in the UK.

LiveChat saves time; the ability to connect to an agent 
immediately saves customers precious time.

Reduced customer effort – You can LiveChat on the move or at 
work. This flexibility means you can complete important tasks 
without the hassle of waiting for calls at home.

Perfect for customers who are unable to contact service 
providers by phone e.g. customers with hearing difficulties can 
use LiveChat to communicate with their provider.

LiveChat allows customers to download transcripts of their 
conversations; this is useful proof of what was discussed if there 
is a dispute.

LiveChat agents can send customers information during a 
chat e.g. to allow them to view T&Cs before committing to any 
agreements.

Multi-skilled agents on LiveChat can handle all of a customer’s 
queries rather than being transferred from one department to 
another.



Benefits of LiveChat to a Business

Massive cost saving 
The cost to service LiveChat is 
significantly lower compared 
to voice (phone). 

Background noise is reduced 
which positively impacts 
on the overall customer 
experience. 

Increased Service
Agents are able to service 
three customers concurrently 
compared to a voice agent 
who can only handle one call 
at a time.

CSAT and NPS 
significantly higher 
LiveChat is the 
customer’s 
preferred method of 
communication.

There are two LiveChat 
types; Pro-Active and 
Re-active LiveChat pop 
ups enable companies 
to direct traffic 
accordingly.

Agent visibility
Agents are able to see 
previous discussions 
with customer, 
creating a much more 
efficient and positive 
customer journey.

Self-Help Options
Expedite the closure 
of queries and reduce 
repeat contact.

Track behaviour
LiveChat allows you to 
understand customer 
behaviour whilst they’re on 
your site. Opportunity to 
improve weaker aspects of 
your website and the overall 
customer journey.

Free Chat Filtering
Technology on LiveChat allows 
customers to free chat at the 
start which in turn directs 
their query to the relevant 
department.

Longer Contact Hours
Facilitates longer contact 
hours delivering increased 
efficiency of operation.
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