
It’s fobbing customers o� with a second-rate 
support channel

of consumers use web 
self-service knowledge to 
�nd answers to their 
questions (Source: Forrester)

Consumers expect to receive the same 
consistent customer service across all channels

of consumers will always 
check a website before 
e-mailing or calling a 
company to �nd 
information (Source: Synthetix)

of online consumers 
say that having 
questions answered by 
a live person while in 
the middle of an online 

purchase is one of the most important 
features a website can o�er (Source: Forrester)

of respondents said 
they had made 

their purchase due to the chat session 
itself  (Source: Forrester)

Live chat has the 
highest 
satisfaction levels 
for any customer 
service channel at

reported being more 
likely to purchase from 
the site again if chat 
was o�ered  
(Source: Forrester)

62%

73%
(Source: Econsultancy)

of consumers 
overwhelmingly prefer 
online channels to 
voice for after-sales 
customer support and 
service (Source: Synthetix)

 of consumers utilise 
three or four channels 
when seeking 
customer care 
(Source: Ovum)

By 2020, the customer will manage 85% of the relationship with an 
enterprise without interacting with a human (Source: Gartner)

Customers would rather speak to a real person

Customers use multiple channels when 
seeking customer care

67% 52%

of customers prefer 
using a company’s 
website to answer their 
questions,  but only 

52.4% �nd the 
information they need 
online (Source: Forrester)

 of people prefer 
self-service over 
speaking to a 
company 
representative 
(Source: Nuance)

of consumers will abandon their online purchase if they 
cannot �nd a quick answer to their questions  (Source: Forrester)

Web self-service is about avoiding customers

The majority of consumers want and expect to 
be able to self-serve online

72% 67%

45%
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It’s all about cutting jobs in the contact centre

Virtual web-service agents can de�ect 25% 
of calls and 50% of e-mails  
(Source: ContactBabel)

Web self-service signi�cantly de�ects the 
volume of ‘common’ inbound enquiries – 
freeing agents up to handle more complex 
enquiries

of calls to a contact 
centre result from poor 

website customer service or failure in 
another channel (Source: ContactBabel)

58% 25%
50%

It’s just for support, not for customer conversion

Live chat is proven to reduce shopping cart 
abandonment rates, increase sales conversion 
and improve customer loyalty

Online customer service specialists, Synthetix, debunk some of the myths 
surrounding the delivery of online customer service


