
Billion is lost by US 
companies each 
year due to poor 
customer service.

of Americans say they 
would be willing to 

spend more with
companies that

provide excellent
customer service.

of consumers have 
quit doing service 
with a company 
because of bad 

customer service. 

of customers 
switch companies 
because of poor 

customer service.
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Average wait time among all 
sized companies is 56

seconds (Small – 1m47s, Med-39s, 

Large- 45s, XLarge- 52s)

of customers hang 
up after 40 seconds 

of holding.

of consumers abandoned a 
phone call out of frustration 
with not speaking with a live 

person. 

of customers say it 
takes too long to 

reach a live person.
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WHY CUSTOMER SERVICE MAT TERS:

66% 

On average, consumers will tell 9 people about a good 

customer service experience, but will tell 16 people 
about a bad one.

BEST PHONE PRACTICES:

DON’T KEEP CUSTOMERS WAITING
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BEST CHAT PRACTICES:

The average response time
to a live chat was about

1 minute 10 seconds. 

of live chat users use live 
chat because it is faster 

than a phone call.

RESPOND IMMEDIATELY

of consumers expect the customer 
service agent to be friendly, and 

55% expect to receive the
information or help they need.

of those who prefer 
phone calls say they are 

less likely to be
understood on live chat.

ETIQUETTE & GRAMMAR
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20% 
of customers who prefer phone 
over live chat say they do so to 
avoid pre-written responses.

The average email response time of the
100 largest online retailers is 17 hours.

41% of customers expect an email
response within 6 hours. Only 36% of 
retailers respond in that amount of time.

EMAIL BEST PRACTICES:

RESPOND ASAP

When asked to opt-in to receive updates from a 
company, 90% chose to do so via email.

27% of email inquiries are answered incorrectly.

KEEP THE CUSTOMER INFORMED

SOCIAL MEDIA BEST PRACTICES:

ALWAYS RESPOND

RESPOND TO NEGATIVE REVIEWS

of customers leave positive reviews on 
social media, while 45% share negative 
reviews.

30% 

Servicing via social media boosts
customer satisfaction by 15-20%.

of customers expect a response on social 
media within 60 minutes.42% 

of customers that left negative reviews got a response, and 
18% of these people became loyal customers as a result.

 of negative posters who received a response  
 turned around and posted a positive review,  

and 34% deleted the original negative review.
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