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But the ultimate truth is this: your products and 
services are almost certainly not unique.

If your customers can get the same product from 
somewhere else, why should they pick you? 

You need something else to help your business 
stand out from the crowd: exceptional service.

The implications are obvious — if you can deliver 
better service, you can make more money.
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Customers can find you as easily as all of 
your competitors – including the ones you 
didn’t even know exist.1

Consumers aren’t suckered by the lowest 
prices any more.2

Whether a private limited company or a  
publicly listed organisation, you have the same 
goal: to turn a healthy profit. Realising conversion 
opportunities is paramount to your success. 

The internet has made it easier than ever for  
consumers to find the products they want, at a price 
they like, from virtually anywhere in the world. This 
ability to scour the whole world creates two problems:

              of customers have 
spent more with a company  
because of a history of good  
service experiences.

2014 Global Customer Service  
Barometer, American Express.

60%



(until they have to, anyway)

No one wants
             to talk to you

www.parkersoftware.com

In the age of online self-service, 
customers have become skilled at 
finding the information they need 
to complete most of the buying 
cycle unaided. They muddle 
through the untamed wilds of 
the internet looking for what they 
think is a killer balance of  
products and customer service.

This creates a paradox; it is  
impossible for you to boost service 
levels if customers are doing so 
much of the pre-purchase  
process themselves.

Worse still, online shoppers not 
only need assistance to complete 
purchases, they expect to receive 
it almost immediately.

And even though they make 
themselves responsible for 
the majority of the purchasing 
process, customers also believe 
that the standard of service they 
receive from businesses is falling.

Buyers agree that they navigate 
at least the top third and, at 
most, the first two-thirds of the 
sales cycle without sales. 

John Neeson, 
Managing Director, SiriusDecisions.

                                    of customers  
believe that an excellent service  
experience involves obtaining a  
satisfactory answer to their questions. 
And over 60% expect to be instantly  
connected with someone who is  
knowledgeable.  

2014 Global Customer Service  
Barometer, American Express.

????????
Over 80%
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After peaking at 78% 
in 2013, customer  
service satisfaction  
levels have steadily  
declined every  
quarter thereafter.
Customer Satisfaction in the UK,  
The Institute of Customer Service. 78%

Boost conversion rates   

No one wants to talk to you   

The trouble with telephones   

Email fail   

Struggling with social   

Connecting with chat   

Summary   



The

withtrouble
telephones

www.parkersoftware.com

When it comes to instant contact, the telephone 
remains most popular with customers (just) 
when they need your help. For everything but 
the most basic issues, customers prefer to pick 
up the phone.

Although customers express this preference, a 
number of problems remain:

	Switching from web to phone involves a disconnect,  
 providing customers with a good excuse to  
 abandon your site.

	Telephone operators can only handle one  
 customer issue at a time, increasing your  
 support costs (it’s ok, you’re not alone – reducing  
 the cost of serving customers is the top priority  
 for 20% of businesses).

	When dealing with a global customer base, you  
 may need to provide multi-language 24x7x365  
 support to accommodate customers.

	Call centres have a bad reputation with  
 customers, making them the communication  
 channel of last resort.

	Keeping accurate records of customer calls relies  
 on taking great notes, or keeping actual recordings  
 to which you can refer back – building delays into  
 your support provisions.

	Customers hate automated telephone systems.

With telephone support, the cost/benefit 
ratio is tilted heavily away from your business. 
And customers hate your automated call 
centres anyway.

One-third of customers prefer 
speaking with a ‘real’ person for 
customer service issues

2014 Global Customer Service  
Barometer, American Express.
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83% of customers 
will stop or avoid giving  
business to companies 
with bad interactive 
voice response systems.
Customer Perceptions of Interactive Voice  
Response Systems, Liel Leibowitz, 
Assistant Professor of Communications at 
New York University
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42% of UK shoppers rely on 
email for simple customer  
service enquiries.

2014 Global Customer Service Barometer, 
American Express.

Email fail

www.parkersoftware.com

Email is the second most popular communications 
channel with customers wanting to contact brands. 
Sending a quick email makes perfect sense in a 
fire-and-forget situation, but does it really make 
sense for urgent requests?

The reality is that most businesses are much slower 
than their customers expect, a fact that can only 
lead to disappointment for your buyers.

To ensure maximum conversion rates, you need to 
make the entire checkout process as seamless as 
possible. Email might be cost-effective and relatively 
efficient, but it still introduces an unhelpful lag in the 
buying process. Plus, you’re unlikely to be able to 
respond within the timeframes your customers expect.

This preference presents a number of problems 
for you and your customers:

	There is always a delay between sending an email  
 and receiving a meaningful response – the kind of  
 delay that could see your customers heading off to a  
 competitor’s site.

	The disconnected nature of email makes it harder to  
 ‘seal the deal’, and prevents impulse buys.

	The chances of resolving a client issue on the first  
 contact are low – particularly if the client’s initial  
 message lacks key information.

	You still need to provide sufficient human resources  
 to answer email queries quickly – customers will not  
 wait 72 hours for a response, particularly when  
 making a buying decision.

                of companies 
currently take 1 day or 
more to respond.

Toister Performance Solutions 
2015 email response time 
survey

66%
24
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Customers now expect 
businesses to respond 
to their emails in just 
one hour. 14.5%  
expect a response  
within 15 minutes.
Toister Performance Solutions 2015 
email response time survey.
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32% of customers expect a response within 30 
minutes. To add to the pressure, 24% expect 
a reply within 30 minutes regardless of when 
the contact was made — meaning the same 
response time is expected at night and on the 
weekends as during normal business hours.

#BePresent: Why Responding Quickly to  
Customers on Social Is Critical, Sprout Social.
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It’s also important to note that social media 
remains relatively unpopular as a support chan-
nel. In countries like the USA, Canada, the UK and 
Australia, usage rates stand at just 25% or less. This 
may be because 80% of social media users receive 
the answer they need only ‘sometimes’. 
 
These expectations may be unrealistic, but they 
also show that customers are looking for a channel 
through which to connect with you in real time.  
Unfortunately, social media is disconnected by design.

With customers almost constantly connected to at 
least one social media platform, many businesses 
are trying to find a way to use the available tools to 
provide support and advice. Easy to use and simple 
to administer, social media should work flawlessly 
with the following caveats:

	Initial contact between customer and brand is  
 almost always public, potentially creating PR  
 problems in the case of a complaint.

	Certain limitations, like the 140-character limit  
 of Twitter, make it hard to obtain the relevant  
 information required to resolve issues quickly.

	Social customers expect a response to any query  
 within 15 minutes, regardless of working hours,  
 weekends or public holidays.

	Like email, social media requires customers to  
 switch focus away from your site, introducing a  
 disconnect that will potentially kill a sale.

	With so many available social channels, your  
 resources will be stretched thin if you try to  
 cover them all, resulting in lower levels of service.

with

socialStruggling

One-quarter or fewer of customers 
in the UK, USA, Canada, or Australia 
use social media to get a customer 
service response.

2014 Global Customer Service  
Barometer, American Express.
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More than 50% of 
Twitter users expect a 
response in less than 
two hours, a lot shorter 
than most companies’ 
response windows. 
NM Incite research.
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of customers report a 
high degree of satisfaction 
with the support received 
via live chat. This is easily 
explained as once a  

customer is able to connect with an agent, 
the customer’s question or interaction is most 
often fully addressed.

Forrester research.
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Live chat is not the same as an automated avatar. 
These pre-programmed chatbots are as unpopular 
as automated phone systems and are a poor  
replacement for genuine person-to-person chat.

In between the personal interaction of phone calls 
and the simplicity of email is live chat. Rapidly gaining 
in popularity with customers, live chat systems 
provide additional channels by which both parties 
can communicate.

	Customers can connect directly with a real human  
 who can answer their questions in real time.

	Pre- and post-sales issues can be resolved in  
 a single session – the Holy Grail of customer  
 support for you and your customers.

	Your support agents can handle multiple queries  
 simultaneously, reducing overall support costs.

	Live chat can be embedded at any point of the  
 pre-sales process to ensure customers get the  
 information they need, when they need it,   
 reducing the friction that could otherwise lead to  
 abandoned baskets.

	Because live chat solutions can be used for  
 multiple business functions, the potential return  
 on investment is far greater than for a dedicated  
 pre-sales channel.

withConnecting chat 63%
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33% of respondents say they’d recommend a 
brand that offered a quick but ineffective  
response, nearly double the number (17%) 
who’d recommend a brand providing a slow 
but effective solution. Even “no company re-
sponse,” at 19%, scored higher than  
slow/effective.

NM Incite research.
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The social media obsessed, tech-savvy populace 
still values human-to-human contact, and it is this 
environment in which live chat solutions can provide 
the competitive advantage businesses need to 
stand out from the crowd. The old adage that  
‘people buy from people’ remains true to this day.

It is also clear that customers appreciate a range of 
available communication channels. Email may be 
convenient for fire-and-forget queries of low  
importance, but the phone remains crucial for  
urgent or complicated requests. For businesses 
keen to extend their appeal, adding social media 
and live chat are likely to be worthwhile investments, 
increasing choice, flexibility and visibility. 

Ultimately, live chat is an important method of 
communications that can be used to streamline 
pre-purchase processes, and later to provide 
cost-effective, efficient support to existing customers. 
This dual purpose use ensures a greater return 
on investment and could be the key differentiating 
factor between you and your competitors. 

In an always-on, always-connected global  
marketplace, customers expect to be able to get 
hold of someone at your business at all times. 
When ecommerce was in its infancy, customers 
would wait (impatiently) for up to 72 hours for a 
response to their email queries. The advent of 
cost-effective next/same day delivery services, 
however, means that they now expect an instant 
answer to their pre- and post-purchase questions.

Although email and telephone remain relatively 
effective, they increase the cost of supporting  
customers. Businesses and consumers need 
another option to help improve the speed in which 
queries can be resolved, and to lower the cost of 
providing such services. 

The importance of the personal touch should not 
be underestimated; NM Incite research suggests 
that customers value a speedy response more 
than the correct response. Knowing that someone 
is looking into an issue is seen as more valuable 
than getting an immediate answer to a query.
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