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Every year, we produce an annual Live Chat Benchmark Report 
to help organizations understand how they are performing 
compared to their peers. We show them where they need to 
improve and provide tips on how they can, all broken down by 
team size and industry for accurate comparison.

While this report follows the same agenda, one can’t avoid 
the ‘elephant in the room’. Almost no industry has been left 
unscathed by the pandemic in 2020 and customer service 
certainly wasn’t. From customer panic, to postage disruption, 
to widespread movement from office to remote working, 2020 
shook up live chat operations like never before.

As a result, of all the reports we have produced, this year’s is 
arguably the most important. 

In this report we have analyzed data from over 66 million live 
chats that passed through the Comm100 platform in 2020 
and compared these findings to 2019. We have also broken 
down the data by team size across 14 industries so you can 
accurately evaluate your team’s performance. On top of this, 
we have invited customer service and customer experience 
experts to provide their commentary on the findings and posit 
their expectations for live chat and customer service in 2021.

We hope that this report and its data will help you to evaluate 
your live chat operations and learn where you’re winning and 
where you need to focus your attention in 2021.”
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CHAPTER 1

CHATS PER MONTH 
Live chat teams around the world experienced a 7% increase in average monthly chat volume 
from 2019 to 2020. The emergence of Covid-19 undoubtedly played its part in this rise. Its 
impact was felt as early as February 2020 as customer service teams faced a surge in customer 
queries generated from the confusion and panic of the pandemic that continued for many 
months. 

Much of this increase in chat volume came from phone. Phone lines initially took the brunt of 
the sudden and sharp rise in customer queries. Stories emerged of hours-long wait times and 
organizations quickly recognized that operational changes had to be made. To deal with this 
increased volume, many customer service teams shifted their operations away from phone 
and towards live chat to take advantage of the latter’s scalability, efficiency, and ease of use. 
While an agent can only take one phone call at a time, live chat agents can manage several 
simultaneously. 

By using live chat, agents can also take advantage of efficiency tools such as canned messages, 
AI-powered Agent Assist, pre-chat surveys, and intelligent routing – all of which help agents to 
answer and resolve questions more quickly and accurately.

The necessity for employees to work from home from early 2020 shifted the move towards 
live chat and away from phone even further. Reconfiguring legacy phone systems for a remote 
setting posed huge issues for more traditional, centralized contact centers. On the other hand, 
live chat can be set up instantly in a working from home environment with little more than 

an internet connection and a computer – or even just a mobile phone. This naturally drove 
many organizations toward using live chat as their primary customer service channel. Read 
our Covid-19 Live Chat Benchmark Report from October 2020 for more information on how 
Covid-19 affected live chat operations.

However, it would be too simplistic to attribute the rise in chat volume solely to the emergence 
of Covid-19. Live chat usage has been steadily growing year-on-year, the result of two core 
factors: increasing consumer-led appetite and demand for instant gratification. Firstly, while 
phone has been the traditional customer service channel for decades, live chat is growing in 
popularity as customers of all ages and demographics are becoming increasingly tech-savvy 
and embracing digital communication.

Second, we see the growth of instant gratification as it pertains to customer service & support. 
Living in an era where ordering and receiving a package within a day is commonplace, this 
expectation for accessibility and speed has seeped into customer service. Customers expect 
fast and accessible support, and this is exactly what live chat offers. Customers can receive 
answers in real time with minimal effort – all within a digital medium that has become so 
integral to their everyday life. These two developments have undoubtedly contributed to the 
growing chat volume we see in 2020, and will continue to do so.

While most team sizes experienced a significant increase in chats per month, teams of 26+ 
agents were an exception as their average chat volume dipped by 16%. A key underlying 
explanation for this is an increasing awareness of omnichannel customer engagement 
throughout 2020, and an understanding of its importance. To provide the best customer 
service in today’s digital-first world, organizations must offer multiple communication channels 
so that their customers can pick the channel that best suits them and their query. As well as 
providing live chat, this means also offering email, social media, and SMS. In 2020, adoption 
of Comm100’s omnichannel customer engagement platform rose significantly, particularly 
among larger organizations. This helps to explain why live chat volume dipped for this team 
size as customers were given the choice to also reach out via other key digital channels.

Self-serve knowledge bases are also key to an omnichannel approach and result in reduced 
live chat volume when used well. By empowering the customer to self-serve and find the 
answer to their question by themselves, they do not need to engage with an agent. While 
knowledge bases have long been an integral customer service tool, usability improvements 
are increasing use (such as integration within the live chat window), another factor for dip in 
live chat volume for teams of 26+ agents.

7%

31% 90% 14% 16%

Average

1-5 agents 6-10  agents 11-25  agents 26+  agents

Chats per  
month
By team size

2019 2020

1,358 

2,983 

11,997 

15,022 

1,776 

5,675 

13,635 
12,608 

https://www.comm100.com/platform/ai/agent-assist/
https://www.comm100.com/resources/live-chat-benchmark-report-2020-covid-19-edition/
https://www.comm100.com/platform/omnichannel/
https://www.comm100.com/platform/omnichannel/
https://www.comm100.com/platform/knowledgebase/
https://www.comm100.com/platform/knowledgebase/


6 Benchmark Report 2021 7

CHAPTER 2

CHATS PER AGENT PER MONTH

From 2019 to 2020, chats per agent per month dipped across every team size, dropping by 
56% on average. Given that we saw an overall 7% increase in chats per month, this large 
drop may seem contradictory.

However, there are two major explanations for this, both of which suggest that it was an 
intended outcome and strategy. The key driver behind this was an increase in agents. 
Many companies predicted a surge in chat volume and so grew their team size and hours 
accordingly. From March 2020, Comm100’s customer success team received requests from 
companies of all industries and sizes asking to add more licenses to help them manage the 
rise in live chat queries.

Chats per agent  
per month

56%

36% 40% 55% 84%

By team size

Average

1-5 agents 6-10  agents 11-25  agents 26+  agents

1,054 1,078 

1,937 

1,437 

675 647

874 

226 

2019 2020

The second major reason for a rise in chat volume but a drop in chats per agent is a greater 
focus on agent well-being.  While chat concurrency and volume have long been the most 
scrutinized of live chat metrics, throughout 2020 we have seen many managers put less 
pressure on these stats in favor of improving the agent experience as a proxy to improving 
the customer experience as well. This is largely due to the growing school of thought that 
the ability to deliver a positive customer experience is dependent on a positive agent 
experience.

The emergence of Covid-19 and the stressful environment that came with it fueled an 
interest in agent well-being. However, it’s worth noting that we have seen this trend over the 
past few years well before the pandemic, and so we expect it to grow beyond it.

“ Covid-19 has led to an increase in mental health issues, and 
awareness of this has rightly so trickled down into businesses. 
We have seen this particularly within customer support as 
many organizations have begun to show more focus on agent 
well-being. This can be achieved by providing better tools and 
systems to help them perform their job, as well as increasing 
on-the-job training. It’s also important for organizations to 
build engagement and show their agents the direct impact 
their work has on the organization’s goals. And finally, as we 
see in this data, shifting priorities away from workload and 
towards quality support is central to all of this.”

Colin Taylor 

CEO & Chief Chaos Officer, 

The Taylor Reach Group, Inc 
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CHAPTER 3

WAIT TIME

Average wait time dropped from 50 seconds in 2019 to 35 seconds in 2020, representing 
a 30% average decrease. Given the stories and social media anecdotes of overwhelmed 
customer service teams, this would come as a surprise – if it weren’t for the fact that we 
know chats per agent also dropped in 2020 (see Chapter 2: Chats per agent per month) 
which has helped to keep wait times low.

Based on our findings, this decrease in wait time has also helped maintain, and in some 
cases even improve, customer satisfaction (more on this in Chapter 5). This is particularly 
impressive during such a difficult year and again points to how important speed and 
efficiency is to the success of live chat.

Wait Time

30%

By team size

Average

3%
1-5 agents

12%
6-10  agents

13%
11-25  agents

52%
26+  agents

2019 2020

When segmented by team size, we can see that in 2019, teams of 26+ were struggling with 
high wait times of 117 seconds; more than four times higher than the next largest band size. 
This was clearly a concern for them and something they appear to have worked hard on as 
they achieved a 52% decrease in wait time in 2020. This was in part the result of significantly 
reducing their chats per agent (see Chapter 2).

It’s also interesting to note that, despite achieving the greatest drop in wait time, this team 
size of 26+ also experienced the largest increase in chat duration from 2019 to 2020. A 
contradiction or the result of well-balanced customer service operations? More on this in the 
next chapter.

“ Given how difficult a year it has been for customer service 
teams around the world, a 30% drop in wait time is an 
undeniably great achievement. Even more impressively, it’s the 
lowest recorded wait time in Comm100’s annual benchmark 
reports since its 2015 launch. Technology has made us all a 
lot less patient and customer service teams are clearly acting 
on this with fast response times. Strict SLA policies are critical 
to this, but even more so is an agent-friendly platform. If you 
hear your agents complaining that the software is difficult or 
clunky to use, listen to them. It could be the difference between 
ok or amazing customer support.”

Kaye Chapman 

Learning & Development 
Manager, Comm100

35s

36s
25s

28s
24s

21s

117s

56s



10 Benchmark Report 2021 11

CHAPTER 4

CHAT DURATION

Average chat duration increased by 18% in 2020, rising from 9 minutes 17 seconds to 10 
minutes 57 seconds. At first glance, this seems out of place - why wouldn’t team leads 
encourage shorter chats as a direct strategy to copy with the increase in chat volume, rather 
than achieve the opposite?

Firstly, this is partly due to the drop in chats per agents that we discussed in Chapter 2. 
Every team size experienced a decrease in the volume of chats per agent per month in 
2020, which would mean that team leads wouldn’t be pressured to encourage shorter chat 
duration.

However, the key reason behind this lies in the growing emphasis on customer experience. 
Over the past year we have increasingly seen managers shifting value away from time 
to resolution (and so shorter chat duration) in favor of developing relationships with 
customers, and allowing agents to take longer to resolve queries. This is not to say that 
time to resolution is not still highly valued, as it should be. Instead, these stats indicate 
that customer service managers are recognizing the need to balance speed with quality of 
service.

Chat duration

18%

10% 2% 23% 47%

By team size in  

minutes:seconds

Average

1-5 agents 6-10  agents 11-25  agents 26+  agents

9m38s

11m01s

7m37s

8m51s

10m34s 10m51s

9m23s

13m02s

2019 2020
This is a strong indication that customer service managers are recognizing the importance 
of the customer experience. Over the past year we have increasingly seen managers shifting 
value away from time to resolution in favor of developing relationships with customers, and 
so allowing agents to take longer to resolve queries.

Teams of 26+ agents are the perfect example of the positive impact of valuing customer 
experience. From having the second lowest chat duration in 2019, this band shot up the 
leaderboard to have by far the longest chat duration of all team sizes in 2020 (balanced by 
having the lowest chat volume chat per agent of all team sizes). As a result of this strategy, 
they achieved by far the highest customer satisfaction rate of all team sizes at an impressive 
89% - an 8.4% actual increase from 2019. More on customer satisfaction in the next chapter.

“ Time to resolution is still incredibly important. Sadly, it’s also become 
a baseline expectation for support to be efficient. For those companies 
wanting to excel in their customer interactions, more is required. 
Micro-personalization can be used to quickly honor the customer as an 
individual, demonstrate that you understand their unique preferences, 
and ultimately earn their loyalty. We do this by effectively collecting and 
utilizing customer journey insights. It’s also so important to learn more 
about what the customer’s actual view of “success” is. Doing so allows us 
to act as a more competent guide for them towards this relevant goal. It 
prevents us from making assumptions about what matters to people in the 
experience, and designing things that are of low-value.”

“ Effective chat agents add humanity to the service they provide. This 
means listening to customers and replying with genuine care and 
empathy. It’s that human-centered service that makes chatting with a live 
agent a great experience. Agents should be encouraged to personalize 
canned responses. They should use friendly, informal language, and 
not be afraid to spice things up with an exclamation point or an emoji 
where appropriate. Even addressing the customer by name can have a 
comforting effect in the right moment.”

Nate Brown

CXO, Officium Labs

Jeff Toister 

Author of ‘The Guaranteed 
Customer Experience’ 
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CHAPTER 5

CUSTOMER SATISFACTION (CSAT)

Positive customer satisfaction rate (% of score 3/5 or higher) 

Team size by agents 2019 2020 Difference

1-5 85.3% 82.5% -3.3% 

6-10 85.9% 83.4% -2.9% 

11-25 85.4% 87.3% +2.2% 

26+ 80.6% 89.0% +10.3% 

Average 84.3% 85.6% +1.5% 

Overall, the live chat customer satisfaction (CSAT) rate increased by 1.5% from 2019 to 2020, 
hitting an all-time new benchmark peak of 85.6%. In 2017 this was as low as 80.6%, so it’s a 
fantastic achievement, especially given the difficult circumstances caused by the pandemic. 

However, although CSAT rate improved across team sizes on average, some did not fare 
as well as others. Both smallest teams experienced a slight dip in 2020, while both larger 
teams achieved impressive increases that more than made up for those declines. Teams 
of 1-5 agents had the lowest CSAT rate of all team sizes at 82.5%. However, although this 
represents a 3.3% actual drop YOY, this is by no means a poor score. In 2018, this team size 
achieved an 82.7% rating, so given the uncertainty and challenges of 2020, these teams did 
well to maintain this high level. 

On the other end of the CSAT rating, teams of 26+ experienced an 10.3% actual increase 
to achieve an 89% CSAT rate - by far the greatest improvement and overall score of all the 
bands in 2020. 

To help explain how they achieved such an impressive CSAT rate, we must look to their 
most notable shift – chat duration. As discussed in Chapter 4: Chat duration, teams of 26+ 
increased chat duration by 47% YOY. One might assume that a high chat duration (which 
would indicate a long time to resolution)  would result in a poor CSAT score, yet it was the 
opposite. This shows us clearly that customers are willing to have longer conversations with 
agents, so long as their issues are resolved.

90%

85%

80%

75%

70%

2015

85.4%
84.2%

80.6%

83.1%
84.3%

85.6%

2016 2017 2018 2019 2020

Positive customer 
satisfaction rate
Percentage of score 

3/5 or higher

CSAT satisfaction score (out of 5) 

Team size by agents 2019 2020 Difference

1-5 4.3 4.2 -2% 

6-10 4.3 4.2 -2% 

11-25 4.4 4.4 0% 

26+ 4.1 4.4 +7% 

Average 4.3 4.3 0% 
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“ If a picture is worth a thousand words, imagine how much a video 
is worth! Video can be a difference-maker especially when there is a 
DIY component to your product (think IKEA furniture) or when there 
is what I call a “blind transaction,” where the customer can’t see 
what’s actually happening (think auto repairs or dental procedures). 
By clearly explaining things to customers in layman’s terms and with 
accompanying video, companies can increase trust and loyalty and 
enhance the overall experience.”

Dan Gingiss 

Customer experience 
speaker and coach

Chapter 6

MOBILE CHATS

Chats on mobile devices have been growing year-on-year (see graph below) so it may come 
as a surprise that mobile chats dropped by 0.5% in 2020. However, the fact that mobile 
chats remained so high in 2020 is proof of the continuing importance of offering mobile live 
chat.

2020 was a year of spending much more time at home with greater access to our desktop or 
laptop computers. This naturally made it possible for us to use these devices more often for 
all kinds of activities, rather than picking up our mobile phones. Given this, you might have 
assumed mobile chats would decline significantly, so a mere 0.5% decrease actually shows 
just how engrained and important mobile communication is, particularly for those in Real 
Estate, Media, and Banking (see table below).

This once again reinforces the need for companies of all sizes to optimize their chat for 
mobile as we expect 2021 to reach an all-time peak for mobile chats.

What may come as a surprise is the fact that the smallest team size had the most mobile 
chats, and the largest had by far the fewest. It’s great to see smaller companies, often 
with less resources, being able to offer mobile-optimized live chat to their customers and 
embracing it. Comm100’s Live Chat can be set up for mobile within minutes and offers chat 
windows and buttons that are compatible with all major mobile devices. 

Mobile chats 

.5%

2% 4% 1% 1%

By team size

Average

1-5 agents 6-10  agents 11-25  agents 26+  agents

61%

66%

58%

33%

63% 62%

57%

34%

2019 2020

The fact that longer chat duration correlates with higher CSAT also points to the importance 
of first-time resolution. Customers are willing (and even happy) to have longer conversations 
if their issue is resolved in the first interaction. There are many tools that live chat agents 
can use to help achieve this, and which we have seen increased adoption in 2020. Audio and 
video chat is one such tool that has become particularly important in 2020 as the pandemic 
limited, and continues to limit, the ability to meet with customers face-to-face. Video chat 
also helps to improve the customer experience by allowing agents to develop more genuine, 
personal connections with customer, as well as showing that they have their full attention. 
With benefits like this we expect audio and video chat to continue to gain ground.

Read more about the importance of video and audio chat.

“ The last year has been a difficult one for both customers and brands. 
Some customers demonstrated a lack of patience and even anger. Some 
were scared. For companies, dealing with these emotions wasn’t easy. The 
winners in the customer support world were those who understood what 
their customers were going through. They offered a painless process, quick 
responses, minimal hold times, and well-trained agents. Customers want 
to feel a connection to the brands they do business with, more than ever. 
A convenient experience and meaningful conversations that give them the 
answers and help they are looking for, combined with a feeling that they are 
being heard and understood, is the recipe for success.”

Shep Hyken 

Customer service/experience 
expert, keynote speaker, and 
New York Times bestselling 

author

https://www.comm100.com/platform/livechat/mobile-friendly-live-chat/
https://www.comm100.com/free/audio-video-chat/
https://www.comm100.com/free/audio-video-chat/
https://www.comm100.com/blog/live-chat-software-if-you-are-only-typing-you-are-missing-out/
http://www.hyken.com/
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Average Mobile Chats by Industry
 2020

Banking 76%

Business Services 41%

Consumer Services 34%

eCommerce 48%

Education 43%

Finance 39%

Government & NFP 67%

Healthcare 53%

Insurance 63%

Manufacturing 40%

Media 83%

Real Estate 88%

Recreation 66%

Retail 43%

Technology 28%

Telecommunications 27%

Transportation 38%

Travel 38%

Annual Mobile 
Chats
2017 to 2020

0%

20%

40%

60%

80%

100%

44%

52%
55% 54%

2017 2018 2019 2020

CHAPTER 7

INDUSTRY BREAKDOWN
Our report includes data from 14 different industries. Here is a comparison of the main live 
chat metrics broken down per industry, showing the figure for 2020 on the first line and 
2019 on the second line.

 Industry
Chats per 
agent per 

month 
Mobile chats 

Wait time 
(seconds) 

Chat duration 
(m:s) 

Banking & Financial Services 
1193 

478 
56% 
54% 

36 
38 

9:50 
10:38 

Business Services 
484 
275 

41% 
80% 

44 
37 

17:27 
7:55 

Consumer Products & Services 
264 
192 

34% 
58% 

10 
24 

17:19 
9:56 

Education 
160 
124 

43% 
23% 

70 
28 

18:53 
10:30 

Government & NFP 
906 
204 

67% 
40% 

24 
37 

17:59 
10:45 

Healthcare 
420 
152 

53% 
53% 

6 
14 

9:54 
8:12 

Manufacturing 
132 

92 
40% 
14% 

24 
52 

12:31 
9:53 

Real Estate 
484 
167 

88% 
30% 

0 
11 

5:35 
8:05 

Entertainment 
1017 
1865 

66% 
69% 

29 
21 

9:25 
5:27 

Retail/eCommerce 
780 
373 

46% 
29% 

68 
56 

18:51 
14:13 

Technology 
307 
358 

28% 
23% 

88 
84 

17:24 
12:30 

Telecommunications 
122 
138 

27% 
36% 

42 
35 

11:48 
14:55 

Transportation 
25 
90 

38% 
30% 

53 
23 

11:20 
5:52 

Travel 
406 
220 

38% 
39% 

50 
18 

16:27 
14:18 

20192020
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Get Comm100 Free

Get Comm100 Free
Comm100 is a leading global provider of omnichannel customer 
engagement solutions with a mission to make online service and 
support delivery more genuine, more personalized, and more 
productive through meaningful conversations. 
Sign up for free today! 

mailto:letschat%40comm100.com?subject=
https://www.comm100.com
https://www.facebook.com/comm100
https://twitter.com/comm100
https://www.linkedin.com/company/comm100-network-corporation/
https://secure.comm100.com/signup.aspx?language=0&planid=198&code=841791c5&campaign_id=Resource_2021_live_chat_benchmark_report
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