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Using analytics to measure the ROI of engagement



70% of buying experiences are 
based on how the customer feels 
they are being treated.
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percent of visitors that complete their  
transactions or contact your business, as a 
result of better engagement, can translate 
into a 20-30% hike in overall sales. 

Live Chat enables direct  
engagement on your site
 
There may be no better tool for delivering 
enhanced customer engagement than Live 
Chat. It allows you to contact customers 
directly when they’re on your website and at 
pivotal moments in their purchase or stuck 
on a particular webpage. EE, for example, 
found that customers who accept Live Chat 
requests are 4-5 times more likely to convert. 

But in order to get stakeholders on board, 
for implementing yet another channel, you 
need to be able to demonstrate how it can 
improve customer engagement and increase 
profits. More importantly, you have to prove

Why improve customer  
engagement?
 
Customer engagement was previously one 
of those trendy buzzwords for something 
you’re told you should be doing - without 
any concrete proof of how it benefited your 
business. But in today’s competitive online 
marketplace, improving customer  
engagement and the buying experience has 
never been more important. 

The reason why engagement is now a  
strategic imperative is because customer 
expectations have risen. Visitors to your 
website used to accept that in exchange 
for the convenience and cost savings of 
shopping online they had to put up with less 
personal attention than in the offline world. 
Waiting 24 hours for a reply to an email 
used to be accepted…but not anymore. 

Website analytics have evolved a lot since the 
humble Page View. No longer are decisions 
on new changes based on guesswork and 
intuition. Instead, you can measure their  
impact to the precise click, and find out 
whether new initiatives are increasing  
conversions and profit, or costing you 
money.

The use of analytics now extends to building 
the business case for once ambiguous  
strategies like customer engagement. No 
longer is it a vague aspiration with soft  
benefits you can’t quantify. It is now  
measurable, provable and can be a competitive 
advantage that increases order sizes, order 
completions and customer satisfaction. 

Success at customer engagement revolves 
around effective interaction with customers 
that solves their problems and satisfies their 
needs. Even a small rise of just one or two 

“ “
the benefits of using Live Chat instead of the  
traditional channels - telephone and email.

This white paper examines the benefits of 
Live Chat for enhanced customer engagement 
and how to use analytics to demonstrate 
the ROI of implementing it on your website.

	70% of buying experiences are based  
 on how the customer feels they are being  
 treated.

	3 in 5 Americans (59%) would try a new  
 brand or company for a better service  
 experience.

	In 2011, 7 in 10 Americans said they  
 were willing to spend more with companies  
 that they believe provide excellent  
 customer service. 

Waiting 24 hours for a reply to an email used to be accepted...but not anymore



In the last year, 67% of customers  
have hung up the phone out of  
frustration when they could not  
talk to a real person

“ “

Today’s empowered shopper is far more 
demanding than a few years ago - they want 
their purchasing problems to be addressed 
and fixed fast, and you can’t always expect 
them you to send you an email or to pick up 
the phone to resolve them. With no shortage 
of options, they’ll likely just try a competitor’s 
website instead.

Delivering prompt answers and helping 
customers at the precise moment they need 
it most can mean the difference between an 
abandoned basket and a completed sale. 
For this reason, customer engagement is no 
longer just an aspiration for forming stronger 
connections with customers. It’s now vital 
to meeting the demands of today’s buyer, 
to maintain customer loyalty and to protect 
your market share.

Strengths and weakness of 
phone and email
 
It’s crazy that after two decades of shopping 
online we are still reliant on the phone and 
email for customer support. While they have 
their benefits, both channels have crippling 

Email’s big drawback is its snail pace  
turnaround times. Waiting 24 hours for a 
reply is the best most customers hope for, 
and if the information they provided was  
incomplete or their issue was misunderstood, 
then it can mean waiting another 24 hour 
wait to get the answers they need. 

The slow back and forth nature of email also 
limits its success at first contact problem 
resolution. This in turn causes customer  
dissatisfaction, which can lead to them 

switching to a competitor that’s able to 
provide the prompt product advice and 
assistance they now expect from  
online retailers.

drawbacks that prevent them from delivering 
effective customer engagement. 

Phone 

Many customers like to hear a human voice. 
It reassures them that their issue is being 
dealt with and not lost in a junk folder. 
Phone support also allows you to resolve 
many issues on the spot. 

But providing phone support can require 
a large investment in staff. Otherwise you 
risk putting customers on hold for extended 
periods, which they have little patience 
for. In fact, phone support can actually be 
counterproductive if it damages customer 
satisfaction. 

Email 

Email continues to be the preferred choice 
for most online retailers and businesses. It’s 
low cost, requires little upfront investment and 
makes it easy to elevate issues to experts. 
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Comparison Email Live Chat Phone

Personalisation
Speed of Initial Response
Real-Time Engagement
Waiting Time for Customer
Ease of Use
Can be tracked/monitored
Save on Resource
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You can’t rely on customers 
contacting you when they have 
a problem
 
What cripples both the telephone and 
email support is that they are reliant on 
customers contacting you when they have 
a problem. Typically, this is after they’ve 
abandoned their purchase or after a period 
of frustration trying to resolve their issue 
on your website. Rather than face the long 
delays of waiting for email replies or sitting 
in phone queues. In many cases, most will 
simply buy from a competitor with a smart 
engagement strategy in place.

The benefits of Live Chat for  
customer engagement
 
To keep customer satisfaction levels high 
and loyalty retained, a smarter strategy 
is to engage with customers directly on 
your website. This is one of Live Chat’s key 
advantages over phone and email. With Live 
Chat you can engage with your customer at 
decisive moments, such as when they are 
on the checkout page, when browsing your 
FAQ or have been clicking around aimlessly 
for a long time. This enables you to address 
their issues at critical moments and increase 
conversions as a result. 

Enhanced customer engagement with Live 
Chat can also underpin a cost saving strategy. 
While there is a modest upfront  
implementation cost, the number of benefits 
it offers over phone and email can provide 
significant long-term savings.

1. Reduced phone calls and emails

Live Chat provides a ‘digital first’ engagement 
strategy. It enables you to engage with 
customers on your website before they 
email, call or abandon their purchase. Every 
Live Chat conversation means one less time 
consuming phone call or one less error 
prone email query to resolve, immediately 
reducing the cost of these channels.

2. More problems resolved per hour

With Live Chat you can engage with multiple 
customers simultaneously, rather than one 
at a time. This translates into more contacts 
and problem resolutions per hour, reducing 
the cost of your entire customer service 
operations.

3. Improved first contact resolution (FCR)

Live Chat gives your customer service team 
visibility of what pages your customer has 
visited and what they might be having trouble 
with. This sidesteps the confusion that can 
arise from trying to explain issues over the 
phone or by email. What’s more, the ability 
to instantly reply and ask questions enables 
much more accurate and faster problem 
resolution.

4. Better purchase decisions and  
recommendations

With better on the spot advice, customers 
can make more informed decisions about 
which product is best for their needs. This 
in turn means they are happier with their 

Average order value increased 35% or 
more with Live Chat assistance
“ “

Address customer issues at critical moments and increase conversion.



conversion rate, average order value, overall 
sales revenue and other key stats. 

Once all your existing stats are assembled, 
tracking the benefits of Live Chat couldn’t 
be easier. Most Live Chat solutions provide 
reporting of their own and will plug directly 
into your existing analytics package. This 
gives you precise tracking of contacts per 
hour, successful resolutions, increased order 
values and conversions. 

It’s then a simple process to compare the 
success of Live Chat against the traditional 
channels and your previous website’s stats 
to verify its cost savings and ROI. This will give 
you all the data you need to demonstrate to 
stakeholders why enhanced customer  
engagement is a business imperative and 
how it can be best achieved with Live Chat. 

WhosOn can help you implement 
and gain the benefits of  
Live Chat 
 
WhosOn can work with you to identify how 
our Live Chat solution can benefit your 
customer engagement strategy. This includes 
identifying KPIs for measuring the ROI of 
engagement, how to track the improvements 
and proving the business case for  
implementing it on your website. Get in 
touch today and start reducing the cost of your 
customer service operations from day one

purchase choices and less prone to return 
them or request a refund. 

Your customer service team can also offer 
recommendations of up-sells or cross-sells. 
This increases the average order value, 
further boosting profits from implementing 
Live Chat on your website.

5. You can use analytics to target people 
at pivotal moments

Achieving the highest success and  
opportunities to increase conversions relies 
on intelligent use of behavioural analytics 
to identify the best time to start a Live Chat. 
With built in real time analytics, you can see 
what a visitor is doing and where they are in 
their purchasing journey. You can then create 
flags for pivotal moments, such as when 
they are on checkout page, if they have a 
high order value or are a repeat customer. 

6. Rapid implementation

Live Chat can be implemented from the 
Cloud. There’s no complicated software to 
install and you can start the rollout small 
and then expand once the ROI is proven. 
People have been using Live Chat services 
for years, so there’s very little on-boarding 
time and you can start reducing your  
customer service costs from day one.

Ultimately, implementing Live Chat can 
improve the customer experience. It  
accelerates and improves problem  
resolution, reduces the use of phone and 
email support and can increase  

conversions and order value on your site. 
This all amounts to improved customer 
satisfaction and loyalty and bigger profits for 
your business.

Using analytics to prove the 
benefits of Live Chat
 
As with any new initiative, you need to prove 
the case for Live Chat before you will get 
key stakeholders on board. The beauty of 
Live Chat is that you can test exactly how it 
is improving customer engagement on your 
website from day one; by tracking the right 
KPIs you can assemble all the data you need 
for an intelligent, behavioural and predictive 
analysis of its benefits. 

First, you need to undergo a discovery 
process to identify ways in which customer 
engagement with Live Chat can benefit your 
business. This begins with identifying the 
costs of your existing support channels - 
email and phone support - to get the hard 
metrics against which to measure Live Chat’s 
improvements.

Get a starting point and track 
the improvements
 
KPIs can include contacts handled per hour, 
successful resolutions and, if possible,  
conversions to discover the cost per outcome 
per agent. Tracking conversions from phone 
calls and emails may be the hardest metric 
to record due to the invisible gap between 
the customer contacting you and then taking 
action. However, you can still get an overall 
picture with data on your website’s existing 

About WhosOn and analytics
 
WhosOn provides Market Leading Live Chat 
and customer tracking software. Our system 
enables you to engage directly with customers 
in a practical and effective way which can 
convert wavering visitors into loyal customers. 
WhosOn is the UK leader in e-commerce Live 
Chat services, and is expanding rapidly. Our 
customer experience enhancement tools are 
now used across more than 7,000 websites 
in over 100 countries and over 40 languages.
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UK: +44 (0)330 2231 032

US: (800) 680 7712

www.whoson.com

sales@whoson.com
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