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IntroductionContents

Kevin Gao 
CEO, Comm100 Network Corporation

Every year for the past 5 years, we have 
published an annual Live Chat Benchmark 
Report to help companies understand how 
well their customer service and support teams 
are performing. These reports break down the 
key live chat metrics that every team must track if 
they want to achieve digital customer experience (CX) 
excellence, broken down by team size and industry for 
accurate and helpful insight. 

Analyzing data from over 36 million live chats that passed through the 
Comm100 platform in 2021, this year’s report features the following key benchmarks: 

• Chats per agent per month 

• Wait time 

• Chat duration 

• Positive customer satisfaction rate 

• Customer satisfaction score 

• Mobile chats 

While we don’t want to dwell on the Covid-19 pandemic, it’s important to note its 
effects; particularly those that we expect to last into 2022 and beyond. This report will 
explain these major repercussions and provide guidance on how to tackle them. Most 
importantly though, with these stats at hand, every team can understand how well 
they are performing compared to their peers by team size and industry. 

Read this report to understand where your team is winning and where it needs 
improvement in 2022 to achieve digital CX excellence. 
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CHAPTER 1 

Chats per agent per 
month 
 
In 2021, chats per agent per month increased by 33% on average. However, this year-on-year 
change varies widely between team sizes. Teams of 6-10 agents saw a very minor dip from 
2020 to 2021, while for teams of 26+, chats per agent per month shot up by 101%. 

This rise, however, can be explained. In 2020, chats per agent per month for teams of 26+ 
were at an all-time low of 226. As explained in our 2021 Live Chat Benchmark Report, many 
companies predicted a surge in chat volume when the pandemic began in early 2020. To 
prepare for this, the larger companies with generally greater resources grew their team size 
and hours to ensure agents weren’t overloaded, thus resulting in fewer chats per agent. The 
effects of this can still be seen in 2021’s data - although chats per agent per month grew by 
over 100%, this team size still has by far the lowest at only 455. 

In contrast, teams of 1-5 agents experienced the highest chats per agent per month in 2021, 
over double that of 26+ teams. This likely reflects the simple fact that these businesses have 
less resources to devote to customer service so keep a leaner team. Unfortunately, this has 
affected their customer satisfaction rate which, at 80.5%, is the lowest of all team sizes. (More 
on in this in Chapter 2.) 

The use of chatbots also explains this disparity in chats per agent by team size. Smaller teams 
are less likely to adopt chatbots than larger teams, and intelligent bots like Comm100 AI 
Chatbot can handle up to 91% of assigned chats without any human involvement, so reducing 
the number of chats each agent has to deal with. 

It’s important to note however that the role of chatbots isn’t just to reduce agent workload. 
While this is a benefit, chatbots also give agents more time to speak to each customer, 
providing palpably less rushed and more considerate and personalized support. 2021 chat 
duration data suggests this is the case as teams of 26+ have the longest chat duration of all 
teams, despite a higher chatbot usage. (More on this in Chapter 4.) 

33% 714

AVERAGE

CHATS PER 
AGENT PER 
MONTH

1-5 AGENTS

2021

2020

26+ AGENTS

11-25 AGENTS

6-10 AGENTS

928

455

837

675

226

874

647

637

37%

101%

-4%

-1.5%

https://www.comm100.com/resources/report/live-chat-benchmark-report/
https://www.comm100.com/platform/chatbots/ai/
https://www.comm100.com/platform/chatbots/ai/
https://www.comm100.com/customers/tangerine/
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CHAPTER 2 

Customer Satisfaction 
(CSAT)
 
Overall, live chat customer satisfaction (CSAT) rate decreased by 1.6% from 2020 to 2021. 
Although this may cause concern, it must be put into historical perspective. 2020’s CSAT rate 
was an all-time new benchmark high at 85.6%. In 2017, CSAT rate stood at just 80.6% across all 
team sizes. 

An 84% CSAT score is a strong score, yet it does differ significantly between team sizes. Again, 
while teams of 26+ suffered the worst year-on-year decline with a drop from 89% to 86.2%, 
it’s 2020 score was a record high, and they still boast the highest 2021 CSAT score. The same 
argument follows for teams of 11-25. 

The CSAT score for teams of 1-5 agents tells a different story. With a 2% year-on-year decline, 
the average CSAT score for teams of 1-5 sits at only 80.5%, the lowest of all team sizes. As we 
alluded to in Chapter 1, a major explanation for this low score is their high chats per agent 
per month. With more chats to manage per agent, conversations can easily be rushed, and so 
quality diminished. Agents may also be trying to handle too many simultaneous chats. While 
chat concurrency is a major benefit of live chat, managers must be cognizant of pushing this 
too far, and always make sure that each agent is given their own concurrency limit depending 
on skill and experience to make sure CX isn’t damaged. 
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80.5%
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82.5%

89%
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Positive customer satisfaction rate  
(% of score 3/5 or higher)
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(out of 5)
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CHAPTER 3 

Wait time
 
Average wait time crept up by only one second from 35 seconds in 2020 to 36 seconds in 
2021. The importance of short wait time has long been drilled into live chat teams, and the 
message is evidently being heard. There was also no noticeable year-on-year change when 
segmenting by team size. 

Teams of 26+ still have the highest wait time of 59 seconds; 168% higher than teams of 11-25. 
However, while this may seem worrying, (and it is higher than recommended) it again must be 
seen through a historical lens. In 2019, teams of 26+ were struggling with an average wait time 
of 117 seconds. This was clearly a noted problem and they have successfully worked to begin 
reducing it. They are also reaping the rewards with the best CSAT score of all team sizes. (More 
on this in Chapter 2.) 

The best performers – teams of 6-10 and 11-25 – boasted wait times of only 25 and 22 
seconds respectively. These impressive wait times are testament to the effectiveness of live 
chat when used well, and taking advantage of the efficiency tools it offers such as: 

• Canned messaging 
• Chat history 
• Shortcut keys 
• CRM integration 
• Image and file sharing 
• Agent, department, and geography routing 
• Chat transfer 

1-5 AGENTS

26+ AGENTS

11-25 AGENTS

6-10 AGENTS

37 seconds

59 seconds

22 seconds

36 seconds

21 seconds

56 seconds

28 seconds

25 seconds

3%

36
AVERAGE3%

5%

5%

-11%

2021

seconds

2020

WAIT 
TIME

CSAT 
RATE

0-30 
seconds

82.5%

30-60 
seconds

82.5%

1-2 
minutes

85.9%

5-10 
minutes

69.5%

Positive customer satisfaction rate by wait time

As the chart shows, wait time plays a significant 
part in CSAT rate, with the highest wait time 
band suffering the worst CSAT rate. However, 
interestingly, a 1-2minute wait time achieved the 
highest CSAT rate. This points to the prevalent 
argument that while low wait time is a crucial 
component of CX, it shouldn’t be revered so much 
so that support quality is affected. Over the past 
two years we have seen a notable shift in focusing 
so purely on speed (and so wait time), and more 
on allowing longer conversations that enable 
agents to develop relationships and provide more 
personalized support. In other words, allow your 
wait times to creep up a little if this enables your 
agents to show greater care and provide superior 
support.

Read more - Here’s why the experts think empathy is the key to customer experience
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CHAPTER 4 

Chat duration

Average chat duration rose by just 2% in 2021, rising from 10 minutes 57 seconds in 2020 to 
11 minutes 9 seconds in 2021. This relative steadiness is perhaps unsurprising given that chat 
duration shot up by 18% from 2019 to 2020, and a large increase even further was unlikely. 

However, it is notable that chat duration didn’t dip closer to 2019 levels (9 minutes 17 seconds) 
to correct for this large increase during 2020. In our 2021 Live Chat Benchmark Report, we 
posited that the increase in chat duration was partly due to a growing emphasis on customer 
experience excellence (as we spoke about in the previous chapter). Since the pandemic began, 
there has been a strong shift away from time to resolution (and so away from short chat 
duration) towards developing relationships with customers - resulting in longer chats. While 
time to resolution is of course still highly valued, customer service managers are recognizing 
that customer experience excellence won’t be achieved with this alone. It mut be balanced 
with quality of service, and particularly personalization. 

Live chat empowers agents to provide high levels of personalization through a range of tools 
including: 

• Video and audio chat
• Intelligent routing based on geographical, behavioral, and source information
• Omnichannel connectivity with other digital channels, sharing data and information

across channels
• Co-browsing

2%
11m 9s
AVERAGE

1-5 AGENTS

2021

2020

26+ AGENTS

11-25 AGENTS

6-10 AGENTS

10m 06s

12m 20s

9m 42s

10m 34s

13m 02s

9m 23s

10m 51s

12m 07s 12%

3%

-6%

-4%

https://www.comm100.com/resources/report/live-chat-benchmark-report/
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CHAPTER 5 

Mobile chats
 
As predicted, chats on mobile devices grew significantly from 
2019 to 2020 to hit an all-time high of 63% of total chats. This 
constitutes an impressive 9% year-on-year increase. While we fully expect the number of 
overall chats on mobile to continue rising, it will be interesting to see when and at what 
percentage its peak will be. For now, though, this once again reinforces the importance of 
offering live chat on mobile devices, and when doing so, ensuring it is fully optimized. 

Perhaps unexpectedly, the smallest team size had the highest mobile chats, and the largest 
had the fewest. This trend has existed for many years and is a surprising outcome. However, 
one thing it clearly points to is the simplicity of live chat technology, allowing companies with 
any resource and technical know-how to offer chat via mobile. 

1-5 AGENTS

26+ AGENTS

11-25 AGENTS

6-10 AGENTS

67%

42%

57%

63%

57%

34%

62%

60%

9%
63%

AVERAGE
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0%

24%

-3%

2021
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2017 2018 2019 2020 2021

44% 52% 55% 54% 63%

Annual mobile chats

CHAPTER 6 

Industry breakdown

INDUSTRY MOBILE 
CHATS

CSAT WAIT TIME 
(SECONDS)

QUEUE 
LENGTH

RESPONSE 
TIME 

(SECONDS)

CHAT 
DURATION 

(M:S)

Media, 
Entertainment 
& Recreation

85.7% 4.3 23.5 56.8 36.2 06:17

Consumer 
Services

64.7% 4.3 28.8 3.3 37.1 11:25

Technology 26.6% 4.2 82.2 5.5 125.7 18:58

B2C eCommerce 44.3% 4.2 37.8 3.9 62.6 13:12

Business & 
Wholesale 
Services

32.8% 4.4 29.1 1.0 60.8 17:58

Banking & 
Finance

40.7% 4.6 34.4 2.6 52.9 13:03

Education 30.1% 4.5 49.7 9.1 108.6 14:35

Manufacturing 31.1% 4.4 38.2 2.4 80.4 15:04

Health, Pharma 
& Biotech

47.5% 4.2 38.7 1.6 56.8 13:48

Non-Profit 57.0% 4.5 40.5 1.7 61.9 13:52

Government 38.8% 4.1 48.7 22.1 74.3 13:09

Travel & 
Hospitality

62.4% 4.3 19.9 6.1 65.8 11:12

Insurance 29.4% 49 31.3 6.0 40.9 09:17

Transportation 38.0% 4.3 47.8 1.3 113.9 14:46

Tele-
communications

60.2% 4.0 75.8 1.0 53.1 11:10

Real Estate 24.3% 4.3 23.9 1.5 62.2 17:22
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letschat@comm100.com  1-877-305-0464  comm100.com@comm100

Book a demo

Book a demo
Comm100 is an omnichannel customer engagement platform that 
helps organizations deliver digital customer experience excellence 
through live chat, secure messaging and AI-powered bots and 
automation.

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/siteregister.aspx

