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Introduction  

So, you’re just starting—or thinking about starting—your company’s live chat experience. 

Congratulations! In this guide, we'll provide you with the introductory knowledge that you need to 

embark on your live chat journey. 

This introductory knowledge includes the following: 

 An overview of what live chat is. 

 The must-know benefits of live chat. 

 How to define live chat objectives that work for your company. 

 How many live chat agents you might need on your team to achieve your objectives. 

What Is Live Chat? 

When some people hear the words “live chat”, they may think of the message windows used on social 

networking websites like Facebook, Google+ or Yahoo. However, those types of communication 

platforms are actually called “Instant Messengers” and are not live chat at all.  

So, if that’s not live chat, then what is?  

Live Chat Basics 

Live chat is a messaging application that resides on a webserver and that can be used by visitors of a 

particular website to contact employees/agents of the site for assistance and support. The interface of a 

live chat application is similar to an instant messenger window, and both types of applications can be 

used to chat. 

Live Chat History 

Not a lot of information is available as to who actually created the very first live chat platform. However, 

the general consensus is that several companies began developing live chat applications after Jeremie 

Miller released the open-messaging technology Jabber in 1999. Jabber, now known as XMPP, is a set of 

https://en.wikipedia.org/wiki/XMPP
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protocols that allow messages to be transmitted over the Web. Many chat clients, of both the live chat 

and instant messenger varieties, are based off of this protocol.  

Live chat has been known by many names over the years. For instance, many people still refer to live 

chat software as “live help,” “live support,” “web help” or other similar terms. To this day, many people 

still Google “live chat” to find instant messenger-type applications such as Skype or Yahoo Messenger. 

Live Chat versus Instant Messengers 

The primary difference between live chat and instant messenger software is the audience you can reach. 

Live chat lets visitors contact support staff on a specific website, and IM (Instant Messenger) 

applications let you chat or communicate with other members of a social networking site. Many live 

chat and instant messenger applications share some similar features, such as messaging and file 

transfers. However, live chat applications are meant primarily for providing support to anonymous or 

semi-anonymous website visitors (like helping with problems, providing product information, etc.) On 

the other hand, people usually use instant messenger applications to chat with others in a contact or 

friends list (or at the least members on the same social network). 

Live Chat Advantages 

If you have a website and want your visitors to be able to contact and communicate with you instantly 

and in real time, then live chat is the only way to go. A live chat button sits prominently on your website 

where a visitor can click and get instant access to you (or one of your agents.) When a visitor clicks a 

button to send a message, you receive it instantly and are able to respond and possibly turn that visitor 

in to a client or provide valuable support. Advanced live chat systems notify you of a visitor’s arrival on 

your website – even if they don’t click your live chat button. These live chat platforms even let 

you message visitors automatically without any agent intervention at all.  

Requirements for Live Chat 

With live chat, your visitors or customers do not need to download or install anything. To reach your 

company using live chat, visitors need only to have a Web browser available to them on a mobile phone, 

tablet, or computer. 

https://www.comm100.com/livechat/features/live-chat-button.aspx
https://www.comm100.com/livechat/features/rule-based-auto-chat-invitation.aspx
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What Are Some of the Benefits of Live Chat? 

When it comes to benefiting your business, live chat outranks all other support channels. Let’s explore 

these benefits now: 

Reduced Expenses 

Phone support is the traditional method of being there for your customers, but it can be very costly – 

both in terms of toll charges and person-hour costs. 

Live chat doesn’t cost much more than a quality email provider and is a lot cheaper than phone 

support. The main reason is that live chat enables your agents or team members to multitask and assist 

several visitors at once. On average, with proper training, most live chat agents can handle three or 

more chats simultaneously. 

This live chat benefit, called chat concurrency, saves companies a huge amount on personnel costs, as it 

allows a few live chat agents to do the same work as many phone support employees. 

Increased Sales 

There are several published studies that stress the fact that live chat can help increase sales numbers. 

For instance, an American Marketing Association study shows that live chat helps increase conversions 

by at least 20 percent and that the typical ROI rate from paid live chat software for sales teams is 

about 300%. The same report states that customers that use live chat are three times more likely to 

make a purchase than those who don’t. 

These numbers make one thing abundantly clear: live chat is effective. Because live chat provides 

visitors with instant access to your support staff and sales team (and vice versa), your team has many 

more opportunities to turn these visitors into paying clients or customers. 

Improved Customer Service and Loyalty 

To help you get a better understanding of how much customers appreciate access to live chat, consider 

the eDigital Customer Service Benchmark survey of 2,000 consumers that found that live chat had the 

highest customer satisfaction levels at 73%, as compared to 61% for email support and only 44% for 

traditional phone support. 

https://www.comm100.com/blog/ready-effectively-training-live-chat-agent.html
https://www.comm100.com/livechat/features/multiple-chats.aspx
https://www.ama.org/Documents/how-b2b-marketers-leveraging-live-chat-increase-sales.pdf
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With numbers like these, it’s easy to see why customers return to businesses that provide live chat. 

Customers feel more confident doing business with companies that make support easy, hassle free and 

instantaneous. 

Live chat allows you to solve problems faster, give quick answers to questions about your products and 

provide assurance to your customers that you’re there when they need you. This is a simple, yet very 

effective, recipe for improving both customer service and loyalty. 

Discover Customer Pain Points 

The Internet Revolution and new digital marketing has brought about many new business terms, and 

“pain points” is one of them. Simply put, a pain point is a problem that a customer has that has not been 

solved, or a need that has not been addressed. 

With traditional support systems, such as email or phone calls, it is sometimes difficult to know the pain 

points of your customers because they may only be heard or received by one team or individual. 

With live chat, though, administrators and supervisors have access to all chat histories. Therefore, 

management can discover the problems or needs of their customers that may have gone unsolved and 

find effective ways to address and resolve them. This is one of the greatest benefits of live chat. 

Faster Problem Resolutions 

Knowledge bases and help articles are excellent ways of providing support and helping customers solve 

problems. If you have many such documents or help articles online, though, customers or users may not 

be able to find or use them quickly. 

https://www.comm100.com/livechat/features/chat-transcript-offline-message.aspx
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With live chat, agents are able to “push” links to help or training documents quickly via the chat window. 

Therefore, instead of walking users through troubleshooting and resolution procedures step by step, 

agents can link the visitor to the appropriate document or content directly. 

This is something that cannot be done with phone support and a feature that can save agents a 

tremendous amount of time in helping resolve issues and problems your customers or users may have. 

Customer Convenience 

At the end of the day, the overall quality of your product or service is usually the biggest factor of your 

business’ success. However, easily accessible, quality customer support is a close second. 

Live chat provides your website visitors with instant access to sales people and support staff. Therefore, 

clients and visitors are more confident in your company as a vendor and a source of valuable knowledge 

and support. 

The Aberdeen Group research report found that live chat was hands down the preferred method of 

communication for online shoppers when compared to other communication methods. 

If you take a look at the report, you’ll discover that live chat makes it easy for your customers to do 

business with you, which usually leads to them responding with increased spending, more often. 

Competitive Advantages 

A report published by TELUS International found that a considerably high number of online businesses 

still do not use any sort of live chat system on their websites. 

This means that if you do opt to install live chat software on your site(s), chances are good that you will 

have a distinct advantage over your competition in terms of support access as well as more 

opportunities to engage your website visitors proactively and make more sales. 

As time passes, more companies are implementing live chat technology on their websites. Therefore, if 

you want to start distinguishing your company from the competition — and gain more business in the 

process — the time to implement live chat on your sites is now rather than later. 
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Expand Market Reach 

If yours is like most businesses, then your store or office probably doesn’t receive many visitors who fly 

or drive from great distances to make purchases or request services. That’s because consumers and 

clients like doing business with companies that they can access easily online. 

While the Internet can help you expand your reach far beyond your local area, just having a website 

doesn’t necessarily mean that visitors will feel comfortable placing orders on it. However, if your site has 

a live chat function, even customers who are far from your physical location can contact you instantly to 

make inquiries or arrange purchases. This is especially useful for international visitors, who may be 

charged expensive calling rates when trying to reach your company by phone. 

Offering live chat support can help you expand your market reach to areas you may never have 

considered possible. So, if you do get an inquiry from someone on the other side of the world, go ahead 

and give that person the same welcome and consideration that you would give to someone who has 

stopped by your office or store! 

Proactive Outreach 

Live chat’s ability to allow your visitors and customers to reach you instantly cannot be stressed enough. 

However, it is the proactive outreach abilities that live chat affords your business that make it truly 

powerful. 

Advanced live chat systems not only allow agents to receive chat requests, but to initiate them as well. 

Using sophisticated monitoring and tracking features, live chat platforms can alert agents to visitor 

arrivals on websites and provide valuable data they can use to initiate conversations. 

Chat requests from agents can be sent either manually or automatically based on pre-defined rules. This 

type of proactive chat initiation can help visitors find the information they require faster and can 

potentially convert more browsers into buyers. 

Reports and Analytics 

With email support, you have a record of the messages sent between you and your customers or others 

that make inquiries. This provides a limited degree of accountability and the ability to review staff 

performance. 

https://www.comm100.com/livechat/features/proactive-chat-invitation.aspx
https://www.comm100.com/livechat/features/web-monitoring.aspx
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With phone support, reviewing staff performances can be difficult unless you record all calls and have 

time to listen to at least some of the conversations. 

With advanced live chat systems, you have the ability to view all sorts of custom reports as well as 

review chat histories of all your agents. 

Access to this type of data lets you see the following: 

 How many visitors your website (or websites) receives. 

 How many chat requests are accepted or ignored. 

 Several visitor metrics (visitor location, what the visitor searched to find your site, etc.) that can 

help you better implement marketing strategies to draw more traffic. 

With the information extracted from chat histories, visitor tracking, and relevant reports, you can easily 

monitor agent and website performance, and implement change as needed. 

Defining Your Live Chat Objectives: What Do I Want 
from My Live Chat?  

Just because you may use the same live chat software as another company doesn’t mean that your 

businesses should use it in the exact same way. Before you design your live chat campaign, it is 

important that you first examine what your company hopes to achieve with your live chat software, and 

which of the live chat benefits that we covered will be most valuable to your company.  

So how might you go about defining your live chat objectives? In this section of our eBook, we will cover 

several common objectives that you may have for your live chat, along with tips on what sorts of 

processes you can implement in order to achieve these objectives.  

As you read the following, ask yourself these three questions: 

 What do I want from live chat: what are my priorities? 

 How do I want my customers to experience live chat? 

 How can I create a live chat experience that fits my business needs?  

https://www.comm100.com/livechat/features/reports.aspx
https://www.comm100.com/livechat/features/web-monitoring.aspx
https://www.comm100.com/livechat/knowledgebase/what-are-multiple-code-plans-used-for-how-can-i-enable-the-feature-in-my-account.html
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Using Live Chat to Maximize Customer Satisfaction 

It doesn’t matter what field you are in; every successful business wants to leave a positive impression on 

their customers. A vital part of this is providing exceptional, easy to access customer support. For some 

companies, this is the main goal of live chat and their primary live chat benefit.  

The good news is that as long as you have professional and capable live chat agents, maximizing 

customer satisfaction through live chat should be a breeze. Remember that this is because customers 

gain more satisfaction through live chat than traditional customer support channels.  

Make It a Reality: If your company’s live chat objective is to use chat as a means of maximizing 

customer satisfaction, make sure to take part in the following practices: 

 Train your live chat representatives thoroughly on topics such as how to positively say no to 

customers, when and how to use canned messages, how to effectively end a chat session, and 

so on.  

 Be sure to emphasize first-contact resolution above all else to ensure maximum customer 

satisfaction. 

 Make sure that your live chat presence is easily visible and accessible to customers. This means 

positioning your live chat button or window where customers will be able to find it should they 

wish to seek out live chat assistance. 

Using Live Chat to Generate Leads and Increase Sales 

While it is great to use live chat to satisfy current customers, this may not be your company’s primary 

live chat objective. Instead, many businesses use live chat primarily as a lead generation tool to bring in 

more sales. This means that their live chat experiences are focused less on current customers, and more 

on prospect customers.  

By using features such as proactive chat, companies can reach out to current website visitors with 

promotional offers and other visitor-specific buying incentives to help reel in a purchase. This is 

especially useful for e-commerce websites, travel websites, and other businesses that are looking to sell 

a product, fast.  

Live chat can also help companies generate leads with the following features: 

https://www.comm100.com/blog/say-no-to-customers.html
https://www.comm100.com/blog/say-no-to-customers.html
https://www.comm100.com/blog/canned-messages-best-practice.html
https://www.comm100.com/blog/ending-a-chat.html
https://www.comm100.com/blog/measuring-live-chat-effectiveness.html#firstcontactresolution
https://www.comm100.com/livechat/features/live-chat-button.aspx
https://www.comm100.com/livechat/features/live-chat-window.aspx
https://www.comm100.com/blog/live-chat-lead-generation.html
https://www.comm100.com/blog/proactive-chat-best-practices.html
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 Live chat visitor data lets companies monitor visitor behavior to deliver a more personalized 

service, which can result in more sales. 

 With the agent wrap-up option, agents can tag visitors as a lead for future follow-up. 

 Live chat integration with Salesforce automatically adds visitors who are tagged as leads to a list 

of email marketing campaign recipients, increasing their exposure to your promotional material.  

Make It a Reality: If you are ready to implement live chat as a means of generating leads and increasing 

sales, be sure to do the following: 

 Set up automated proactive chat invitations to engage with visitors automatically based on pre-

defined rules. This will save your live chat representatives from having to manually message 

specific visitors, and will result in more profit for your business.  

 Use the Visitor Segmentation Feature to reach out to different groups of customers who are 

most likely to convert into sales. 

Using Live Chat to Reduce Shopping Cart Abandonment 

If your company suffers from a high shopping cart abandonment rate, then this live chat objective may 

be for you. There are many ways to reduce shopping cart abandonment, and one of those ways is by 

having a visible, proactive live chat presence.  

Some website visitors add items to their shopping cart, but when it comes time to check out, they may 

not be totally convinced that it’s worth the purchase. When you proactively engage with a visitor who is 

somewhere in the mid stages of the buying process, you reduce the likelihood that they will abandon 

their purchase due to an unanswered question or a lingering doubt. You can automate this process by 

sending out rule-based proactive chat invitations to customers who have a certain merchandise value in 

their shopping carts. 

Sometimes visitors abandon their shopping carts for cost-related reasons. Your website’s shipping fee 

might be higher than they were expecting, or they might want to wait to see if they can find the same 

product for cheaper elsewhere. To avoid these scenarios, your company can send out proactive live chat 

messages with discounts and time-specific deals, such as the following: 

 
“Hi [Customer Name], thank you for shopping with us! It looks like you are eligible for free 

shipping; message me for the coupon code” 

https://www.comm100.com/livechat/features/web-monitoring.aspx
https://www.comm100.com/livechat/features/operator-wrap-up.aspx
https://www.comm100.com/livechat/resources/salesforce-integration/
https://www.comm100.com/blog/proactive-chat-best-practices.html
https://www.comm100.com/blog/visitor-segmentation.html
https://www.comm100.com/blog/decrease-shopping-cart-abandonment-rate.html
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Make It a Reality: If you are using live chat to reduce your current shopping cart abandonment rates, be 

sure to reap this live chat benefit by taking care of the following:  

 Use practices such as proactive chat implementation based on timing rules (such as the visitor 

has spent more than 15 minutes on the website), or based on the value of the merchandise that 

visitors have in their shopping carts (for example, set rules to proactively chat with customers 

with $100 and up in merchandise). 

 Apply proactive chat scripts to encourage a sense of hurry. This can help keep visitors from 

navigating away from your website prematurely and eventually forgetting about or losing 

interest in your product. 

Using Live Chat to Provide Support to a Global Audience 

In the last section, we mentioned how for international customers, calling a support line can be 

extremely costly, and even difficult to do. This is why many companies who do business with an 

international customer base share the objective of using chat as a means of providing support for a 

global audience. 

If your company has or wants a world-wide reach, it is wise to create multiple versions of your company 

website in different languages, so that customers can access the proper webpage and the proper live 

“Hi [Customer Name], don’t forget that our clearance ends in 24 hours! Let me know if there is 

anything I can do for you.” 

 

 
“Hi [Customer Name], don’t forget that our clearance ends in 24 hours! Let me know if there is 

anything I can do for you.” 

“Hi [Customer Name], receive 10% off your entire purchase if you order by midnight! Chat for 

details.” 

https://www.comm100.com/livechat/resources/live-chat-support-scripts.aspx
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chat link depending on what country they are browsing from. This can help visitors and customers avoid 

any difficulty when seeking help, and will maximize your gain from this live chat benefit. 

If you do not offer services internationally, but want to offer national support in more than one 

language, you can implement multiple live chat buttons on one page, and assign each its own routing 

rule. For example, this means that you can offer a live chat button in Spanish that routes Spanish-

speaking customers to Spanish-speaking representatives, while selecting your regular live chat option 

routes customers to English-speaking representatives. 

Make It a Reality: If your live chat objective is to satisfy an international customer-base, you can take 

advantage of the following live chat features: 

 Use the Multiple Campaigns feature to provide live chat support in different languages across 

different websites.  

 Use the Dynamic Campaign option to implement different live chat language options and 

routing rules (on one webpage) 

Using Live Chat to Reduce Operating Costs 

Some companies’ main reason for using live chat is to reduce operating costs. This is possible because by 

switching from a toll-free support line to live chat support, your company can actually save a lot of 

money.  

There are several ways that implementing live chat can help you save. The more minutes a customer 

who called a toll-free number spends on the phone, the higher your company’s phone bill. As we 

mentioned in the previous section, live chat also allows agents to handle multiple chats at once, 

something that is impossible to do with two phone calls. This means that an agent might spend 10 

minutes responding to two or three customer issues simultaneously over live chat – an act which may 

have required double that time over the phone, due to the need to engage in separate conversations 

with each of these customers. 

Make It a Reality: The primary objective of using live chat to save you money is easy to use in 

conjunction with other live chat objectives. You achieve this the following ways: 

 Clearly advertise your live chat presence on your website and make sure that it is easy to find 

your live chat option on popular search engines alongside your toll-free phone number. This will 

allow more customers to opt to engage with your company over live chat. 

https://www.comm100.com/livechat/knowledgebase/can-i-put-comm100-live-chat-on-multiple-websites.html
https://www.comm100.com/livechat/knowledgebase/can-i-put-multiple-chat-buttons-on-the-same-web-page.html
https://www.comm100.com/blog/4-ways-live-chat-reduces-your-operating-costs.html
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 Hire part-time and remote live chat workers to save money for your company. 

Using Live Chat to Complement Existing Self-Service Strategies 

There are businesses that prefer that their customers use existing self-service strategies, such as an FAQ 

system, before reaching out to a representative. These companies feature live chat as a second resort, in 

case customers are not able to find the help that they need themselves, rather than as a primary means 

of support.  

This sort of live chat experience can be especially beneficial to companies who have a limited amount of 

support staff, as well as companies who have invested in an elaborate FAQ system. In these cases, it is 

important that live chat be designed to enhance the self-service experience - not replace it. This means 

avoiding proactive chat, and giving your live chat button a more subdued presence that will gently 

nudge the customer towards self-service first.  

Make It a Reality: If your company’s live chat objective is to use chat in conjunction with a self-help 

system, you may want to do the following: 

 Situate your live chat button on only one webpage, such as your “Contact Us” page, rather than 

making your live chat universally available. This will make it harder for your customers to access 

your live chat feature. 

 Give your live chat button a more subdued presence, so that customers consult the FAQ page or 

other resources first. This means having a smaller icon, or a hyperlink instead of a live chat 

button. 

 Have your live chat button disappear when your representatives are not online. This will 

incentivize visitors to look for their answers elsewhere, when possible, and will encourage self-

sufficiency.  

Using Live Chat as Part of a Successful Multi or Omni-Channel Approach 

Maybe some, or several, of the live chat objectives that we have gone over align with your company’s 

live chat objectives. Or maybe you simply want to implement live chat because you know that in this 

internet day-and-age, live chat is an important part of a successful multi-channel or omni-channel 

approach to customer service.  

https://www.comm100.com/blog/why-should-i-have-a-live-chat.html
https://www.comm100.com/blog/customer-service-trends-2017.html


 

 

 
16 

Customers increasingly want to be able to communicate with companies across multiple channels. 

Facebook, Twitter, Instagram, live chat, and mobile apps are modern channels that have recently 

captured the interest of audiences. 

Make It a Reality: To successfully achieve the objective of using live chat as part of a successful multi or 

omni-channel approach, we encourage you to take the following steps: 

 Allow visitors to sign into live chat using their Facebook or Gmail information. This helps you 

collect visitor information from multiple platforms, and also advertises your presence on these 

platforms. 

 Make sure that your live chat is mobile friendly, and that it is well-integrated with your mobile 

application. With Comm100, you can enable automatic optimization of your live chat for mobile 

platforms. 

 Integrate your live chat with third-party applications to make your chat more interactive. For 

example, you can integrate screen sharing through a third-party application, which facilitates 

conveying information to your customers. 

Planning Your Live Chat Experience: How Many 
Agents Do I Need? 

Now that you know what live chat is, what its benefits are, and the objectives that you hope to achieve 

from it, it is time to consider the next step: beginning to implement your live chat software. To do this, it 

is important that you hire live chat agents who are professional and all about ensuring customer 

satisfaction. But exactly how many live chat agents do you need to hire to provide the happily-ever-after 

customer service that you dream of? 

Just like how every live chat agent is different, every company’s needs will be different. By asking 

yourself the questions that we cover in this section of our eBook, you will eventually be able to find the 

number of live chat agents that is right for your company.  
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How Many Visitors Do You Receive Daily? 

The first thing to take a look at when deciding how many live chat agents you need is how many visitors 

you receive to your website daily. A company who receives 50,000 visitors per day may need more live 

chat agents than a company who receives 5,000 visitors per day.  

Although the visitor count doesn’t tell us everything we need to know about how many live chat agents 

we will need, it is a good place to begin formulating our estimate. According to our Chat-to-Visit Ratio 

Report, the chat-to-visit ratio moves inversely to the visit volume a website receives, from 8.96% for the 

0-5K segment down to 0.34% for the 500K+ segment. 

 

 

Based on the global sample, a business with 5,000 visitors might have 448 live chats per month, and a 

business with 50,000 visitors might have 1000 live chats per month. Until you implement your own live 

chat software, these metrics can be used as a basic guideline of how many live chats you might expect. 

https://www.comm100.com/livechat/resources/chat-to-visit-report/
https://www.comm100.com/livechat/resources/chat-to-visit-report/
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How Many Hours is Your Live Chat Available Per Day? 

With your visitor count and your rough live chat estimate in mind, consider what your operating hours 

will be. A company who offers 24-hour live chat support may need to hire more live chat agents than a 

company that only operates live chat from 9:00AM to 5:00PM.  

Depending on your live chat needs, we recommend that most companies new to live chat start off using 

live chat during set operating hours, such as from 9:00AM to 5:00PM. This can help you avoid 

overstaffing, and can also help keep your live chats to a manageable level while you train agents.  

By enabling offline chat, your live chat agents will be able to address any missed chats the next workday. 

The information that you receive while your chat is offline will also help you gauge the demand for 24-

hour live chat availability, and decide if longer chat availability is ideal for your business. 

What Do You Want to Accomplish with Your Live Chat? 

Here is where your objectives become important as far as making decisions about staffing.  

If you are using live chat reactively in response to customer inquiries and concerns, then your company 

may need less live chat representation than if you are sending out proactive chat requests to your 

customers to generate leads. This is because the use of proactive chat is likely to generate a higher 

volume of chats for your agents to take care of.  

However, what is true for one business may not be the case for another. Some companies may have a 

low acceptance rate for proactive chat requests, and may need less live chat agents than support teams 

that have a large inquiry volume even without proactive chat invitations.  

To better understand the diverse nature of live chat objectives and how they might influence the 

amount of live chat agents you hire, let’s reference the following table from our Chat-to-Visit Report: 

https://www.comm100.com/blog/ready-effectively-training-live-chat-agent.html
https://www.comm100.com/livechat/features/offline-message-window.aspx
https://www.comm100.com/blog/proactive-chat-best-practices.html
https://www.comm100.com/blog/live-chat-lead-generation.html
https://www.comm100.com/livechat/resources/chat-to-visit-report/
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These findings show that for different companies, even in the same industry, the number of live chat 

agents needed to serve similar amount of chats varies greatly. Let’s look, for example, at companies A 

and B. Three live chat agents for Company A appears to be a normal amount based on their monthly 

chat volume (210 chats per month). Company B, on the other hand, handles a similar amount of live 

chats (301 chats per month), but between 58 live chat agents.  

So why the enormous difference in support team size? The answer lies with Company B’s live chat 

objective.  

Company B has 58 dealers all over the country, each of which has a single designated live chat agent. 

When visitors initiate a live chat session, they are routed to the agent who is responsible for their region 

based on their zip code, which they are asked to disclose in the pre-chat survey. Because the company’s 
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objective is to provide personalized customer service based on each visitor’s region, each dealer has its 

designated live chat channel implemented, regardless of whether there is a high chat volume or not. 

When looking to hire live chat agents, make sure to keep in mind what you wish to accomplish with live 

chat, and to make a decision that will best fit your unique needs. 

Does Your Support Team Only Work Live Chat? 

Another thing to consider when deciding how many live chat agents you need is whether your support 

team will work exclusively with live chat, or if they will also be answering phone calls and emails.  

Per our Chat-to-Visit Report, the average number of live chat agents that a company needs to serve 

2272 chats per month is 6. However, if your live chat agents are also busy answering the phone and 

responding to emails, the amount of chats that each agent will be able to handle per month will be 

diminished.  

To decide whether you want to have a separate support team dedicated to live chat, you can analyze 

factors such as chat volume, agent performance (especially when handling emails, chats, and phone 

calls), and whether your agents are spending too much time idle. Once you have hired or assigned your 

live chat agents, you can access these metrics under your agent performance report. 

What Is Your Chat Agent Level and Ability? 

What level your agents perform at is a big factor in how many live chat agents you might need. If you 

have a team of seasoned live chat agents, chances are they will be able to tackle more chats at a time 

and at a steadier pace than if you have a team composed of mostly newcomers.  

So how many chats should each agent take on at once? The industry benchmark is 2-3 live chats per 

agent at a time, but experienced agents may be able to take on more. In order to keep customer 

satisfaction levels high and avoid response delays, we recommend not going above 3 live chats at a time 

when possible.  

You can make sure that your live chat agents are getting the right amount of simultaneous chats by 

creating a maximum concurrent chat limit for when chats are set to be automatically accepted. You can 

opt to give different agents different limits, or give every agent the same maximum amount of live 

chats. For example, you can automatically give Agent A (an experienced agent) up to three chats at a 

time, and give Agent B (an agent who is just beginning training) one live chat at a time.  

https://www.comm100.com/livechat/resources/chat-to-visit-report/
https://www.comm100.com/blog/new-report-release.html
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This helps you tailor the live chat inflow to each agent’s skill level, and can be useful for training 

purposes. It can also be useful to limit live chat intake if your customer support team responds to phone 

calls and emails at the same time as live chat. 

How Is Your Agents’ Workload? 

Do your live chat agents seem swamped? Then you might be short-staffed. According to our 2017 

Benchmark Report, over the course of this past year, agents’ live chat count increased an average of 

44.2%. This means that live chat agents are handling more chats than ever before. 

Agents taking on a high volume of chats per month is not a problem, unless it impacts the quality of 

customer care. Unfortunately, the more chats a live chat agent deals with, the lower customer 

satisfaction will be on average.  

Our Benchmark Report explored this topic in depth a year prior, in 2016. We found that customer 

satisfaction rate is highest when an agent deals with about 500 chats per month, and it decreases 

sharply once agents start to handle between 1000 and 1500 chats. If an agent deals with more than 

1500 chats per month, the satisfaction rate plateaus at around 75%. 

Since agent workload fluctuates year-round, we recommend that your company consider hiring part-

time seasonal workers for the holidays. We also suggest that your company provide consistent and 

effective training to accommodate the ever-growing demand for live chat. 

How Long Are Your Agents Spending on Each Chat? 

To prevent idleness, it is important to provide your agents with a guideline of how quickly they should 

strive to solve live chats. However, it is also important to make sure that your customers' inquiries and 

issues are being taken care of the first time, or in one live-chat session.  

Customers value speedy live chat resolution, but not when it comes at the expense of quality customer 

care. A customer who leaves a chat session with an unresolved issue may grow frustrated and speak 

badly about your company to friends, family, and across social media. They may also be forced to 

contact the company again, which in the end results in a greater agent workload and more time spent 

on that customer’s issue. Similarly, a visitor whose doubt is left unresolved after their first time 

contacting your company may never convert into a paying customer. Therefore, it is important that your 

business prioritize first-contact resolution above the need for speed. 

https://www.comm100.com/livechat/resources/live-chat-benchmark-report-2017/
https://www.comm100.com/livechat/resources/live-chat-benchmark-report-2017/
https://www.comm100.com/livechat/resources/2016-live-chat-benchmark-report/
https://www.comm100.com/blog/seasonal-hiring.html
https://www.comm100.com/blog/seasonal-hiring.html
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How long you would like your live chat agents to spend on each chat is up to you. In 2017 Benchmark 

Report, we found that last year’s average chat duration was 14 minutes and 25 seconds – 1.4% faster 

than it was in 2015. To keep your live chat duration down, we recommend that you make use of new 

software advances, such as canned message shortcuts. 

Do You Need to Make Any Staffing Adjustments? 

Just because you have assembled your dream live chat team does not mean that your work is over. Too 

many idle agents, budget cuts, seasonal traffic changes, and a growing demand for live chat are all 

reasons you might have to rethink the amount of agents that you need.  

There are many ways in which you can gage the need for staffing cuts, increases, or adjustments. You 

can view agent availability, workload, and efficiency with the Live Chat Reporting System and use this 

tool to adjust staffing and shifts where necessary. 

Another metric that you can use to see how your staffing plan is doing is customer satisfaction levels. 

Allowing customers to rate agents’ performance with the post-chat survey will help you determine how 

satisfied your customers are with their service. A high customer satisfaction level may be an indicator 

that your live chat experience is functioning smoothly, and that the quality and the number of agents 

that you hired works for you. On the other hand, a low customer satisfaction rating may be an indicator 

that you need to make staffing adjustments. Whether this means adding more live chat agents to help 

ease the workload or providing agents with additional training, don’t despair—there is always 

something that can be done. 

Conclusion 

So, now you know what live chat is, and what it’s benefits are. You have explored your company’s live 

chat objectives, and have pondered how many live chat agents you might need to successfully move 

forward. And if you still are not 100% sure, don’t worry. Like every part of life, creating a live chat 

process is about discovering what works and changing what doesn’t—something that will happen as 

your business and your live chat grow together. With the introductory elements that we covered in this 

eBook in mind, you are well on your way to creating your very own expert live chat experience. 

  

https://www.comm100.com/livechat/resources/live-chat-benchmark-report-2017/
https://www.comm100.com/livechat/resources/live-chat-benchmark-report-2017/
https://www.comm100.com/livechat/resources/report-datasheet/
https://www.comm100.com/blog/customer-service-performance.html
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About Comm100 

Comm100 Network Corporation is an award-winning global provider of enterprise live chat solution. 

Comm100 Live Chat is used by thousands of businesses worldwide to support their website visitors in 

real time so as to increase conversions, boost customer satisfaction and lower operating costs. With 

"100% communication, 100% success" as the company motto, Comm100 is committed to ensuring that 

transitioning human-to-human interactions to real-life success stories is always possible in a digital 

world. 
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