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Webchat & Live Chat

Webchat & Live Chat

Customers today expect quick and
convenient service. One way to meet their
needs is by implementing webchat / live chat
on your website. This allows customers to get
their questions answered in real-time without
having to pick up the phone or send an email
— something a lot do not wish to do.




Benefits of Webchat & Livechat

Increased Satisfaction:
Customers appreciate the instant
gratification of having their questions
answered quickly. This leads to higher
satisfaction scores.

Lower Costs:

Webchats require less staffing than phone
support. Automated chatbots can even
lower costs further by resolving common
inquiries.

Higher Conversion Rates:

By proactively engaging visitors, you can
answer questions and encourage them to
complete purchases. Studies show live chat
can improve conversion rates by up to 20%.

Improved Customer Insights:

The transcript from a webchat provides
valuable insights into customer needs and
pain points. This data can be used to
improve products and services.




Best Practices for Implementation

If you want to add webchat/live chat capabilities to your site,
keep these best practices in mind:

Place the webchat widget prominently on high-traffic pages
like your home page, contact page, and product pages. This
increases visibility. Or have it as a pop up on all pages.

Set up automatic greetings to initiate conversations
proactively with visitors. This increases engagement. Avoid
using bots that sound robotic.

Do not rely on bots for a whole conversation, thy are fine as
an initial starting point or to answer common questions but
have live agents available when needed.

Train chat agents properly. They need to understand how
live chat is different to phone conversations. There are
specific rules and tips to follow. Make sure they know how to
be conversational, friendly, ask the right questions, handle
more than one chat and hand off to other channels.
Develop protocols for proper agent response times.
Customers appreciate rapid replies.

Track key metrics like chat volume, customer satisfaction,
and conversion rates. Use this data to refine your strategy.
Integrate webchat software with your CRM system so agents
have access to customer data during chats. This provides
better personalization.

With a thoughtful approach, webchat and live chat can take
your customer service to the next level. The technology removes
friction from getting answers and creates more positive
customer experiences.
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