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A strategic guide for 
transforming messaging into 
a competitive advantage

6 PROVEN 
WAYS TO WIN            
MESSAGING
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Do you know where your customers are? Chances are, 
they’re on messaging apps. 100 billion messages are 
sent on messaging apps like WhatsApp and Facebook 
Messenger every day. 
Messaging apps as a conversation and interaction space are having a 
significant impact on personal communications, and they are reshaping 
communications between consumers and businesses as well. 

Messaging apps increasingly provide features and services throughout 
the customer life cycle from the acquisition phase of discovering and 
exploring to the retention and support phase. But while adopting a  
new channel is one thing, doing it successfully is another.  

In this e-book, you’ll learn:
Why businesses are adding messaging to their channel mix 
6 key steps to messaging success
How one company landed top-tier CSAT from messaging  
What a successful messaging implementation looks like  

MESSAGING BUSINESSES: 
THE NEW NORMAL
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Hi, can you help me 
with this issue?

Hello? Did you see 
this👆?



WHY MESSAGING 
MATTERS

Brands see higher CSAT ratings for 
messaging-based conversations   
than other support channels. 
Average CSAT scores were 4.1 for 
messaging, 3.6 for live chat, 3.3 for 
email ,and 3.0 for web forms.

Source: Helpshift

Source: Facebook

Source: Capterra

Source: eMarketer

Source: Smallbizdaily

Source: ResearchandMarkets

of millennial consumers say  
they would be “very satisfied” 
if they could use messaging or 
SMS to engage companies.

mobile phone users communicated 
over messaging apps in 2019. 
This figure is projected to grow to                   
3 billion users by 2022.

messages are sent on WhatsApp, 
Facebook Messenger and 
Instagram every day. 

More than 50% of customers 
prefer contacting support 
through messaging compared 
to other channels.

The worldwide mobile 
messaging services market is 
projected to grow by $193.4 
billion by 2025.

41%

2.52 bn

100 bn

4.1 CSAT 50%

$193.4 bn
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6 KEY STEPS TO   
MESSAGING SUCCESS

Think of the (big) 
omnichannel 

picture

Set clear 
expectations 

from the get-go

Understand 
your audience’s 

needs

Empower associates 
with the right training 

and knowledge

Make it easy for 
customers to 
message you

Pay attention to 
the metrics that 

matter
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Customers expect businesses to know who they are and personalize 
the experience across any channel.

As messaging apps join email, voice, and other customer touchpoints, 
brands need to maintain an omnichannel conversation with customers.

Don’t add messaging to the contact center without an integration 
plan for connecting it to other support channels as well as relevant 
marketing, sales, or commerce platforms. 

Source: Aberdeen Group

THINK OF THE BIG           
(OMNICHANNEL) PICTURE

Companies with strong omnichannel 
customer engagement strategies retain 
an average of 89% of their customers, 
compared with 33% for companies 
with weak omnichannel strategies.

89% 

Prioritize the channels 
that you set up. Each 
channel has different 
nuances, so prioritize, 

iterate, learn, and expand 
to new ones slowly.

PRO TIP

STEP ONE
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Consumers expect timely engagement from brands that they are sharing 
information with. Understanding the different response rate expectations that your 
customers have for each channel is critical to delivering a frictionless experience. 

Add messaging to your channel mix only if you have the processes, data, and teams 
ready to support customers. 

SET CLEAR               
EXPECTATIONS 
FROM THE GET-GO

Source: Google Research

Consumers consider it rude to 
wait more than 20 minutes to 
reply to a text.

20 minutes

Let customers know before 
they engage whether 

they’ll be interacting with a 
human associate or a bot. 
Display the hours that live 

support is available and give 
customers an estimate  of 

how quickly they can expect 
a response.   

PRO TIP

STEP TWO



UNDERSTAND YOUR 
AUDIENCE’S NEEDS

STEP THREE

Messaging works best when it’s fast, authentic, 
and personal. People respond well when they’re 
confident that they can quickly receive the right 
answer to their question.

Ensuring associates have access to the 
company’s CRM and other appropriate data 
gives them a strong foundation to resolve issues 
quickly, with a personalized approach.

If the situation calls for a 
different channel, suggest 

switching and stay with the 
customer for consistency. For 
example, “Would it be okay if 
I called you at this number to 

provide a better answer?”

PRO TIP

Source: “The Future of Messaging” Forrester report

“Brands that can use messaging to achieve 
conversational intelligence will gain an 
emotion-driven edge.”

emotion-driven
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EMPOWER ASSOCIATES 
WITH THE RIGHT TRAINING              
AND KNOWLEDGE 

STEP FOUR

Just because you have high-performing associates for voice or even live chat does not mean 
they will automatically perform at the same level in messaging. Ensure associates receive 
the right messaging training to respond appropriately to customers. Hiring associates with 
the right skills is also key.

Tech savviness, comfort with informal language and emoji-driven shorthand, as well as the 
ability to improvise and quickly problem solve are some of the characteristics to look for. 

Define the experience 
customers and employees 

should have over the messaging 
platform. What journeys do 

you want customers to have via 
messaging? What skills and tone 

should associates have when 
interacting with customers?

PRO TIP

Source: Forrester CX Index

Agent knowledgeability is the biggest 
CX hurdle according to consumers. 

CX hurdle



MAKE IT EASY FOR CUSTOMERS 
TO MESSAGE YOU

STEP FIVE

Making it easy for customers to do something they value, such as 
saving time, is a surefire way to increase adoption. 

Customers need a compelling reason to use messaging. Don’t just 
assume they will. Make sure they know the channel exists and 
how it can benefit them. If you want to enhance the customer 
experience with a new channel like messaging, promote the fact 
that you’re doing so and direct your customers there. 

Use your existing 
channels such as your 
website, social media, 

and email to inform your 
audience about your 

new messaging service.

PRO TIP

Source: Facebook

message with a business 
to learn about a product or 
service; 76% to get support; 
and 75% to make a purchase

8

83%
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Consumer behavior and expectations differ across channels, 
which means you’ll need metrics and KPIs that are specific to each 
channel, including messaging. 

For instance, traditional metrics like average handle time and 
contact volume are less relevant when customers respond at their 
convenience and reach out more often about minor issues.

Consider the operational factors. Since  associates can manage 
several message interactions at once, metrics that are more 
outcomes-based rather than efficiency-based are a better fit. 

Source: Gartner

PAY ATTENTION TO                 
THE METRICS THAT MATTER

of all data analytics projects will relate 
to an aspect of customer experience. 

more than 40% 

STEP SIX

Good messaging 
metrics to start with 

and iterate from include 
first contact resolution, 
CSAT/NPS, number of 
concurrent messages 

per associate, and 
customer effort score.

PRO TIP



CASE STUDY

The Challenge
A global telecommunications service provider wanted to expand 
its messaging services, including support for Apple Business Chat. 
The company needed skilled associates who could take the lead on 
handling multiple sessions simultaneously.

The Solution                       
We applied our best practices across associate training, knowledge 
building, and performance. The client had already engaged us 
to provide messaging support through other platforms, and 
we provided training specific to Apple Business Chat, including 
knowledgebase optimization and mock scenarios.
We accelerated and scaled the training using AI and machine learning 
technology to simulate actual customer scenarios. The training was 
delivered on demand and associates received real-time feedback   
and coaching.

The Results

4x
more sessions handled 
concurrentlythan other 
chat channels

89%
customer 
satisfaction for 
messaging support

2x
more closed 
conversations than 
target goal
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Lead with CX strategy and design—not tech. 
Think of the (big) omnichannel picture.1

Think cross-functionally.                                                    
Get the most out of messaging with cross-
functional conversational experience teams 
between marketing, sales, and support.

2

Remove messaging barriers.   
Make it easy for customers to understand the value 
they get from your brand’s messaging service and 
easily access it.

3

Communicate, communicate, communicate. 
Set the proper expectations on when customers 
can expect a response and from whom.

4

Review, refine, repeat.                                                              
After you’ve successfully implemented a 
messaging service, continue to refine and update it 
based on insights and feedback.

5

YOUR MESSAGING 
CHEAT SHEET
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