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BEACON

Help content, email, and live chat — all 

rolled into one customer companion.

Chat conversations from Beacon are 

baked right into the Help Scout 

Mailbox, and customer history is 

readily accessible.

OPTIMAL SETUP FOR 

SUPPORT TEAMS

Chat is only an option in Beacon when 

someone on your team is available to 

help. There are no misleading bots 

creating false expectations.

MANAGE CUSTOMER 

EXPECTATIONS 

DEEP SELF-SERVICE 

INTEGRATION WITH DOCS

Customers will see helpful articles, 

based on the page they’re on. They 

can search and consume help content 

right within Beacon, and if they don’t 
find what they need, they can choose 

to email or chat with your team.

BEACON MAKES LIVE CHAT 

SUPPORT MANAGEABLE.

The all-new Beacon has been crafted with support teams in 

mind. Create customer-led support experiences that set 

accurate expectations, increase the use of self-service options 

and integrate tightly with your help desk.

21%

of live chat 

support requests 

are not answered. (9)

19%

decrease in NPS when 

agents add a 3rd 

concurrent chat. (8)

of businesses say their 

customers are most 

frustrated by long wait 

times.

19%

of consumers say long wait 

times are their biggest 

frustration.

24%

WAITING FOR AN AGENT 

FUELS FRUSTRATION (10)

47%

of customers haven't had a positive 

live chat experience in the last month. (7)

THE CHALLENGES 

OF CHAT SUPPORT

Customers can sometimes love 

chat too much. Higher 

customer expectations and 

ease of access can increase 

the demands on your support 

team to unreasonable levels.

of millennials prefer to have 

their basic customer support 

questions answered by chat 

versus traditional channels. (6)
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LIVE CHAT HAS THE

HIGHEST SATISFACTION 

LEVELS FOR ANY 

CUSTOMER SERVICE 

CHANNEL (5)

EMAIL

61% %44
PHONE

73%

75%

of survey respondents 

stated that they would 

prefer to use live online chat 

versus calling to speak with 

an agent. (4)

Respond to your 

customers much more 

quickly than email

FAST

A single agent can chat 

effectively with multiple 

customers at once

EFFICIENT

Customer satisfaction 

rates tend to be much 

higher with live chat 

compared to email

HAPPIER CUSTOMERS

Chat is much less costly to 

support than phone 

service (mostly due to 

concurrent chats)

COST EFFECTIVE

Live chat makes your 

support team quickly 

accessible to your 

customers right where 

they need it

CONVENIENT

Allows for more natural 

conversation, which leads 

to better connection and 

more insights revealed

CONVERSATIONAL

20%

of the shopping population prefers using live chat to contact a retailer rather 

than using any other communication method. (3)

51%

of consumers are 

more likely to stay 

with or buy again 

from a company if 

they offer live chat 

support. (2)

73%

(1)

of customers say that valuing their 

time is the most important thing 

companies can do to provide them 

with good customer service.

CUSTOMERS LOVE LIVE CHAT
Live chat creates more satisfied customers through responsive, 

cost effective service.

THE STATE OF

LIVE 
CHAT


