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Messaging is the new paradigm  
for service
What is messaging?

The benefits of messaging

Best Practices: how to get your 
business started with messaging
1. Reduce volume with automation

2. Make it easy for your customers by providing 
support over their preferred channels

3. Collect critical customer information to improve 
agent efficiency

4. Embed support in your web and mobile app to 
make it seamless for customers to make a purchase

5. Unify your customer experience within  
the conversation

6. Prepare your staffing strategy for a messaging-
first world

7. Choose the most popular messaging apps  
in your region

8. Consider which channels are most relevant to 
your industry

Metrics that matter: KPIs to 
measure the performance of  
your messaging strategy

Conclusion
Key takeaways

Get started with messaging today
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It’s no secret that customers love messaging 

businesses. Over the last year, 64 percent of 

customers tried new ways of getting in touch with 

customer service—with many seeking help on web, 

mobile, and social messaging channels. Support 

conversations on popular messaging apps have 

surged, with WhatsApp alone experiencing a 101 

percent increase in conversations.  

Messaging is convenient, conversational, and 

personal; promoting an ongoing dialogue between 

customers and companies. Consumers are familiar 

with messaging in their everyday lives and now it’s 

possible to have the same conversational 

experiences with businesses on web and mobile 

channels—and move between them seamlessly. 

Conversational customer service is the way forward, 

and we’re excited to share best practices to help get 

you started.

A more 
conversational world 
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Messaging is absolutely everywhere. For billions of people around the 
world, messaging apps like WhatsApp help them stay connected with 
their communities. Businesses are getting in on the conversation too, 
adding messaging to their customer support strategy. 

Messaging is the new 
paradigm for service

While live chat brought the convenience of instant 
messaging to corporate websites and mobile apps, 
conversations had a finite end. Like talking on the phone, 
it was a real-time, synchronous mode of communication. 

Messaging, on the other hand, allows conversations  
to happen in real-time or asynchronously, meaning 
participants can come back to the conversation  
whenever they want. Because the conversation  
history is preserved in the chat, exchanges can be 
immediate or as unhurried as necessary.

When it comes to customer support, messaging  
creates a better experience for everyone. Whether 
customers are engaging on your own website and 
mobile apps, or using popular social messaging apps 
like WhatsApp or Instagram, customers aren’t forced  
to repeat themselves, and agents are armed with the 
context they need to provide better CX.
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When messaging works 

Challenge

Based in Mexico, PayJoy enables billions of 

people around the world to access financial 

services on their mobile devices. Previously,  

their support system was a hodgepodge  

of disconnected channels, which negatively 

impacted agent productivity and thus  

customer satisfaction

Solution

PayJoy connected WhatsApp to their help  

desk, allocating multiple agents to messaging 

and making it possible for them to respond to 

hundreds of conversations in minutes.

Results

PayJoy saw their service level agreement (SLA) 

drop from 24 hours to 1 minute on WhatsApp. By 

handling easily satisfied requests via WhatsApp, 

PayJoy cut down inbound calls by 60%. 

Someone might text us 
and then immediately 
call us, and then get 
upset when we didn’t 
have all of the context.

Gib Lopez
Co-founder and Chief Operations 
Officer at PayJoy
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The benefits of messaging

Messaging allows customers to have real-time or ongoing 
conversations with your business, giving them the 
flexibility to leave the conversation and then pick it back 
up at a later time. These conversations can happen 
wherever is most convenient for your customers—over 
web, mobile, or social—making it easy for your customers 
to reach you on the channels they’re already on.

Respond in real time or multitask without worrying 
about dropping the conversation. Agents can manage 
messaging alongside other support channels, like 
email, from one convenient workspace.

You can leverage bots and automation to collect data 
from your customers, set expectations about response 
times, or help them serve themselves. If you’re 
messaging with a repeat customer, the entire 
conversation thread is preserved for your team, so they 
can continue to provide a personalized experience. 

Create unique conversational experiences for your 
customers, tailored to the needs of your business. 
Integrate third-party solutions to enable payments, forms, 
rich content, sophisticated AI chatbots, and even group 
messaging can take the conversation to the next level. 

Messaging with Zendesk allows companies to deliver rich, conversational 

experiences that are connected across your web, mobile, and social channels. 

It’s easy to automate right out of the box— and can be completely customized 

with our open and flexible platform.

Provide support where 
your customers are

Increase team productivity 
and efficiency

Integrate any business system 
for a custom experience 

Offer faster and more 
personal interactions

In 2020 we saw a progression in customer journeys away from pure customer 
care towards higher ROI scenarios like lead gen, sales and marketing. In 2021 we 
expect to see that evolution continue, with businesses triggering conversational 
experiences from advertising and consumers completing purchase journeys 
inside of asynchronous messaging.

Rob Lawson 
Partnerships at Google

https://www.zendesk.com/service/messaging/
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Messaging presents businesses with a new set of 
capabilities to engage with their end users, and 
thus comes with a new set of expectations and 
opportunity to rethink strategy. In this section, 
we hope to address some of the most common 
challenges, as well as tips on how to foray into 
messaging while considering factors such as your 
region, industry, and digital presence. 

Best practices: how 
to get your business 
started with messaging
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B E S T  P R AC T I C E  # 1

Reduce inbound volume 
with automation

P R O B L E M

“I can’t keep up with all of the 

inquiries we’re getting”

H OW  M E S S AG I N G  C A N  H E L P

Reduce inbound volume  
with out-of-the-box automation 
that can surface relevant help 
desk articles or answer 
FAQs—and hand off the 
conversation to an agent when 
a human touch is needed.  

O U TC O M E

Increased CSAT 
Decreased FRT

Take action: 

• Automate what you can: Identify common topics, FAQs, 
and relevant help center articles that can be automated.

• Get your customer from A to B: Add a path to resolution 
by using quick replies — no need to overcomplicate with 
AI when it’s not necessary.

• Give your customer options: Sometimes your customer 
just wants to speak to a real human, right now. To make 
that real human’s job easier, consider what information 
would be most relevant to collect from the customer 
before the agent jumps in. 

• Create personalized flows to collect information: It can 
be about their issue, region etc., and provides useful 
context when transferring the conversation to the agent.

Answer Bot from Zendesk 
allows you to automate 
support over messaging, 
empowering support teams 
to offer 24/7 real-time 
support for customers and 
gather context before 
transferring the conversation 
to an agent. 

https://www.zendesk.com/service/answer-bot/
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B E S T  P R AC T I C E  # 2

Make it easy for your customers 
by providing support over their 
preferred channels 

P R O B L E M

“Our customers are having a 
difficult time finding our 
contact information, then 
escalate to social media when 

they don’t get a fast response” 

H OW  M E S S AG I N G  C A N  H E L P

Provide messaging over web, 
mobile apps, and social 
channels to support your 
customers where they are.

O U TC O M E

Increased CSAT
Decreased FCR

Take action: 

• Make sure your customers get the message: If it’s not easy 
for customers to figure out how to message you, they’ll move 
on. Customers tend to reach out wherever is most 
convenient for them, whether that’s via your help center, 
mobile app, or social channels so make it easy for customers 
to start a conversation. 

• Highlight popular messaging channels where relevant: If 
you’re offering support over WhatsApp, consider adding your 
WhatsApp business phone number to support pages, as well 
as the WhatsApp button to your website or mobile app.

• Leverage verification for credibility: Social messaging 
channels like Twitter, Facebook Messenger, and Instagram 
allow companies to set up a verified business profile so 
customers know they’re messaging with the real thing. Use 
that profile to encourage them to start a conversation. 

• Stay relevant: Don’t overcompensate by adding support for 
social messaging channels that aren’t popular in your region. 
If your market is South Korean fashion consumers, reach 
them on the apps they use, like KakaoTalk. Focus on tailoring 
the experience to your customer on the channels they 
actually prefer. 

• Add a CSAT survey to the conversation: Customer feedback 
is crucial. Embedding a customer satisfaction survey in the 
conversation allows your business to understand your 
customers’ pain points and where to improve. 

https://www.zendesk.com/service/messaging/whatsapp-facebook/
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By connecting 
WhatsApp with 
Zendesk, you can each 
your customers on the 
world’s most popular, 
reliable, and secure 
messaging app. Send 
proactive messages and 
connect automation 
tools to keep customers 
informed at all times.

(screenshot)

Challenge

Founded in 2007, Dorm 
Room Movers were looking 
for a better way to reach and 
serve their Millennial and 
Gen Z customers. 

Solution

They added messaging to their 
website, complete with options 
for self service, help center 
article suggestions, and the 
ability to collect data for a 
seamless bot-to-human handoff. 

Results

Dorm Room Movers saw a 
20% shift in ticket volume 
toward messaging. 

When messaging works 

https://www.zendesk.com/service/messaging/whatsapp-facebook/
https://www.zendesk.com/service/messaging/whatsapp-facebook/
https://www.zendesk.com/service/messaging/whatsapp-facebook/
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B E S T  P R AC T I C E  # 3

Collect critical customer information 
to improve agent efficiency 

P R O B L E M
“Our agents have no insight into our 
customers’ experience and it’s 
slowing down our service”

H OW  M E S S AG I N G  C A N  H E L P
Save time on manual data entry  
and collect information about the 
customer before they reach your 
agent. Knowing who your customer  
is and anticipating their query  
can reduce customer frustration 
because they’re not obliged to 
repeat themselves.

O U TC O M E
Decreased Average Resolution Time

Take action: 

• Collect customer context up front: Information about your 
customer—their name, contact info, and details about their 
issue—can be used for additional agent context and 
routing. This can be captured with a bot right in the chat. 

• Don’t forget the conversation history: Just like how you 
can scroll through the entire thread of messages from  
your dog walker on WhatsApp, messaging allows both 
customers and agents to see the entire conversation 
history with you, including bot interactions. Use that to 
provide more personal support. 

• Unify your conversations in one place: Keeping all of your 
support channels in one, unified agent workspace means 
agents can see previous interactions across other 
channels (such as email), and even behavioral data like 
purchase history (when integrated). 

With the Agent Workspace in 
Zendesk, unify messaging 
channels alongside other 
support channels like email 
and phone in one place, 
allowing agents to multitask, 
follow up on the customer’s 
preferred channel, and keep 
everything together. 

https://www.zendesk.com/service/agent-workspace/#unify
https://www.zendesk.com/service/agent-workspace/#unify
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B E S T  P R AC T I C E  # 4 

Embed support in your web and 
mobile app to make it seamless for 
customers to make a purchase

P R O B L E M
“Our customers are having 
trouble getting answers when 
trying to make a purchase.”

H OW  M E S S AG I N G  C A N  H E L P
Make it faster and easier for your 
customers to choose the right 
products or services by adding 
support to your website or 
mobile app.

O U TC O M E
Increased revenue
Fewer abandoned carts

Take action: 

• Identify hotspots: If your customers are dwelling on 
certain pages, or struggling to reach your support team, 
meet them where they are by making messaging available 
right then and there. If you can identify where a customer 
is on your website, reach out proactively! Sometimes all 
you need to make a sale is a little human touch. 

• Create new touchpoints: Pop messaging on product 
pages, help centers, and in your app so you can be  
where the customer is. The customer journey is full of 
surprises—if you can anticipate where your customers  
will be, be there for them. 

• Close more sales: Recommend products and  
embed payments into the messaging conversation  
to facilitate purchases.

• Bring buyers back: Promote deals and products 
proactively to build loyalty and encourage customers  
to try something new.

With Zendesk, you can 
embed messaging on your 
checkout page and 
proactively engage 
customers based on activity, 
or engage with repeat 
customers by promoting new 
deals and products.

https://smooch.io/?utm_source=zendesk.com&utm_medium=referral&utm_campaign=conversations-url
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B E S T  P R AC T I C E  # 5 

Unify your customer experience 
within the conversation

CX  T R E N D S

Source: CX Trends

P R O B L E M
“Our customer experience  
is disconnected, with  
customers logging in and  
out of different channels to  
perform multiple actions” 

H OW  M E S S AG I N G  C A N  H E L P
Messaging means users can 
make payments, book 
reservations, and more within 
the conversation for better 
customer engagement.

O U TC O M E
Increased CSAT
Better collaboration
Safer customer data
Increased sales

Take action: 

• Keep your business software connected: Integrate your 
customer service platform  with your ecommerce system, 
booking system, sales CRM, and marketing automation 
software so agents have a more complete view and 
customers can fill out forms, select seats, or choose dates 
on a calendar without leaving the conversation. 

• Make it a group chat: Engage customers and partners in 
group conversations, so agents, sellers, buyers, drivers, 
and anyone in between has the information they need to 
solve the customer’s problem. 

• Extend the customer relationship: Whether you’re 
sending reminders before, garnering feedback during, or 
following up after the end of a conversation, messaging 
allows you to nurture the customer relationship beyond 
everyday customer support.

The highest CX performers are 1.5 
times more likely to use developers

1.5x

https://www.zendesk.com/customer-experience-trends/
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B E S T  P R AC T I C E  # 6

Prepare your staffing strategy 
for a messaging-first world
We’re not asking you to reinvent the wheel, 
but it might be a good idea to give the old 
support team a bit of a refresh. Because 
messaging involves both real-time and longer, 
ongoing customer conversations, staffing your 
team for messaging is different from staffing a 
uniquely real-time channel like session-based 
live chat or the phone. 

Concurrency, which is the number of 
conversations agents can handle at once, is 
different between live chat and messaging. 
While a best practice for live chat might be to 
limit the number of active conversations to 
three, messaging channels, which tolerate less 
urgent conversations, allow for more.  

A blended staffing model might have agents 
working on several channels at once, like 
messaging, email, and phone. That sounds 
like a great gig for multitaskers, but if you’re 
dealing with high volumes of conversations 
during peak periods of the day, staffing agents 
dedicated to messaging channels may be your 
best bet. 

Messaging is always on: 
Don’t forget to set expectations for your 
customers, especially if your agents aren’t 
available in the moment. An autoresponder or 
chatbot can communicate operational hours, 
and maybe even help your customer self serve. 

Take action: 

• Calculate the number of agents: Each organization has its 
own set of support requirements and will have different 
staffing needs. Your agent experience, the complexity of 
your product, and the amount of traffic your digital 
properties receive are all factors that might change the 
number of agents needed during peak periods. 

• Train your agents: Give agents the knowledge they need 
to provide the best customer experience. More 
experienced agents can handle more conversations 
without putting customer satisfaction at risk, but agents 
can also work together to tackle difficult queries. Handing 
the conversation off to another agent, with the full 
conversation history and context, keeps customers in 
good hands while fostering internal collaboration. 
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Top messaging app by country
WhatsAppFacebook Messenger ViberWeChat Line KakaoTalk

Source: SimilarWeb

B E S T  P R AC T I C E  # 7

Choose the most popular 
messaging apps in your region
People around the world use messaging apps differently. While many are 
content with the messaging apps that come preinstalled on their phones, like 
iMessage for iPhones and Messages for Android, most people actually use a 
combination of apps to stay in touch with family and friends.

https://www.similarweb.com/corp/blog/mobile-messaging-app-map-january-2019/
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M E S S AG I N G  A P P S  U S E D

WhatsApp
Messenger
Instagram 

LATAM
WhatsApp has a particular stronghold in Latin America. Zendesk 
customers in Latin America are filing more tickets over WhatsApp 
than all other regions combined, and the channel saw volume 
increase 96 percent in the region over the last year. 

Facebook’s family of apps dominate the messaging landscape 
globally. WhatsApp is currently the leading chat app in 112 
countries, while Facebook Messenger reigns supreme in 57 
(including the U.S.).1

M E S S AG I N G  A P P S  U S E D

Messenger
iMessage and SMS
Instagram
Snapchat
Discord
WhatsApp

North America
In North America, the vast majority of people use Facebook 
Messenger, iMessage and SMS to stay in touch. On 
generational lines, Millennials and Gen Z often prefer to use 
Instagram, Snapchat, and Discord. In many immigrant and 
diaspora communities with origins in Southeast Asia, Latin 
America and the Middle East, WhatsApp is a strong favorite.

Instagram’s newly available business messaging solution makes 
it possible for the platform’s 1.2 billion users2 to chat with 
brands—a win for companies with engaged Millennial and Gen Z 
customers who are already used to shopping, chatting, and 
creating content in the same place.

https://www.zendesk.com/blog/messaging-apps-help-connect-immigrant-diaspora-communities/
https://www.zendesk.com/blog/messaging-apps-help-connect-immigrant-diaspora-communities/


Messaging for customer service: 8 best practices 17

1. “Customer service gets conversational” Zendesk — https://www.zendesk.com/blog/messaging-trends/
2. “Facebook revenue and usage statistics 2021” — https://www.businessofapps.com/data/facebook-statistics/
3. “South Korea number of KakaoTalk users 2016-2021” Statista — https://www.statista.com/statistics/736561/number-of-kakaotalk-users-south-korea/ 

M E S S AG I N G  A P P S  U S E D

WhatsApp 
Telegram
Signal
Messenger

M E S SAG I N G  A P P S  U S E D

WeChat
KakaoTalk
LINE

EMEA
In Europe, the Middle East, and Africa, WhatsApp is the leading 
messaging app among the majority of the population. However, 
in many countries, social media and popular messaging apps 
are banned. In those cases, citizens covertly turn to encrypted 
apps like Telegram and Signal to keep conversations private, 
often with the help of a VPN.

Encryption is a hot topic in the messaging world, and users are 
careful about their data. That’s why many users, from activists 
and journalists to sports teams and soccer moms, are switching 
to messaging apps with strong end-to-end encryption. 

APAC
In Asia-Pacific, preferred messaging apps change from country to 
country. Australians prefer Facebook Messenger, while people in 
India, Hong Kong, and Singapore favor WhatsApp.

Mainland and overseas Chinese use WeChat, a do-everything 
messaging app that enables businesses to cater to their customers’ 
every need, all within the app. In South Korea, 52 million users3 
exchange messages on KakaoTalk each day, while luxury and 
ecommerce brands are betting on the app to help them reach more 
customers. In Japan, Thailand, and Taiwan, LINE is the messaging 
app of choice, with a combined 700 million daily active users. 
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B E S T  P R AC T I C E  # 8

Choose the channels that are 
most relevant to your industry

I N D U S T RY E X A M P L E

Industry should also be a determining factor of which messaging 
channels you consider—not every industry is the same, and some 
are more messaging-savvy than others. 

Financial services

E-commerce  and retail

Companies that are in the financial services industry can deploy 
messaging on their website or mobile apps to allow customers  
to pose queries with staff in real-time. 

Automation can guide applicants through forms, communicate  
account details like balances or loan application status, or respond  
to FAQs. On the agent’s side, all of these conversations are preserved 
and accessible from a single, unified workspace.

Channels to consider: 
Embedded messaging, or secure third party apps with verified  
business profiles, like WhatsApp

Messaging changes ordinary digital interactions into personal,  
data-informed conversations. Over 78 percent of consumers say that 
personally relevant content increases their purchase intent—and that 
personalization can increase average order value, reduce cart 
abandonment, and lower customer effort, all while growing loyalty.

Channels to consider: 
Instagram, Facebook Messenger, and messaging embedded on your 
product pages and mobile apps to engage with savvy shoppers.

https://www.prnewswire.com/news-releases/more-than-three-quarters-of-consumers-say-personally-relevant-branded-content-increases-their-purchase-intent-finds-new-study-from-onespot-and-marketing-insider-group-300376444.html
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I N D U S T RY E X A M P L E

Manufacturing

Healthcare

Technology  
and software 

Manufacturers leverage the power of connected devices to receive 
real-time machine data, such as alerts when preventative maintenance  
is recommended. 

With proactive messaging, users can be notified of upcoming maintenance. 
The combined use of data and outbound notifications reduces warranty 
and maintenance costs while increasing customer satisfaction.

Channels to consider: 
WhatsApp, which allows businesses to proactively start conversations 
with users who opt-in to receive alerts and updates.

In light of the pandemic, healthcare companies grappled for the first time 
with the need to improve CX at a vast—and virtual—scale. 

Healthcare firms with the fastest response and resolution times are 1.6 
times more likely to be messaging with their customers.

Channels to consider: 
The most popular and private social messaging apps in your region and 
messaging embedded in your secure apps and websites.

Many tech companies easily adapted to a digital-first world last year, 
distributing the workforce and serving the rapidly evolving needs of their 
customers. For many, this has involved embracing messaging for internal 
collaboration as well as for their customers. 

Channels to consider: 
Messaging embedded in your mobile app
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03Metrics that matter: KPIs to 
measure the performance 
of your messaging strategy

T H E  M E T R I C T H E  M AT T E R

Volume

Average Handle Time 
(AHT)

Average Conversation 
Duration

Total conversations and 
engagement from customers 
through support channels

The time a customer begins  
a conversation on a real-time 
channel until the end

The average length of  
a conversation 

Messaging lowers the volume of conversations from other support 
channels, like email and voice, because it’s convenient for customers and 
easily accessible. While the volume of messaging conversations might be 
higher for agents, the ability to respond asynchronously without dropping 
the conversation means the agent will have an easier time multitasking 
during peak hours.

Average Handle Time is a metric commonly used for calls. It is calculated 
by total talk time, hold time, and follow up divided by the number of calls. 
Since messaging isn’t session-based and the thread never disappears, 
AHT may not be the most helpful metric. Full Resolution Time, from the 
beginning of the conversation to when the agent is finished is better 
suited to messaging. 

Longer doesn’t mean worse—it means the customer can take their time. 
Businesses might expect a longer conversation duration if their customer 
understands that they can reply at their own pace without accidentally 
disconnecting the conversation.

First Reply Time (FRT)
The time between the start of  
a conversation and the first 
response from an agent

While messaging is asynchronous, it’s crucial to keep FRT low so 
customers don’t switch to another channel. If agents aren’t available, 
automated responses and bots can step in to set new expectations—or 
maybe save the day.
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T H E  M E T R I C T H E  M AT T E R

Resolution Rate

Customer Satisfaction 
(CSAT)

Service Level 
Agreements  (SLAs)

The amount of  
resolved conversations 

A key performance indicator that 
shows how customers feel about 
the service they received 

A set of objectives that define the 
level of service between a 
company and its customers

Displays the percentage of enquiries that are resolved with no agent 
involvement, indirect resolution answers, and the median resolution time. 
Before replying, agents have a bit of leeway to consult with a colleague 
or an external application to compose the right answer, increasing 
first-time resolution rates and customer satisfaction.

Customers are happy to chat with brands on their favorite channels, 
and with ongoing conversation threads, they’re not obliged to repeat 
themselves. Companies that boast the fastest resolution times and 
highest satisfaction scores are more likely to be messaging with  
their customers.

For traditional contact centers, the commonly reproduced 80/20 SLA 
suggests that 80 percent of calls should be answered within 20 
seconds—but messaging breaks this mold. 

Your support team may want to embrace other KPIs better adapted to 
asynchronous communication methods, such as concurrency, active 
time, and idle time between responses.

Challenge
Italian travel company WeRoad was 
having trouble scaling their customer 
support on their Facebook messaging 
channels with decentralized numbers 
and multiple smartphones. 

Solution
WeRoad added WhatsApp into their 
support system so agents could 
respond to multiple conversations 
from one unified workplace. 

Results
WeRoad was able to simplify and scale 
their operations, switching from a 
cacophony of WhatsApp numbers to two: 
one dedicated to pre-sale questions and 
one dedicated to post-sale inquiries. This 
improved agent productivity by 15%, 
reduced support volume by 10%, and 
enabled the team to reply to 90% of 
WhatsApp messages within two hours. 

When messaging works 

https://www.zendesk.com/support/features/sla-monitoring/
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Conclusion

Messaging is the  
people’s choice

Messaging’s popularity has grown faster  

than any other channel—and it’s rapidly 

transforming how customers interact with 

brands. Convenient, conversational, and 

personal, messaging promotes an ongoing 

dialogue between companies and their 

customers. Customers can easily resolve their 

issues on a channel already embedded in their 

everyday lives. And while it may be the latest 

addition to a wide selection of customer support 

channels, with new considerations and evolving 

best practices, it’s worth taking the plunge.

Zendesk has everything you need to 
get started with messaging for your 
business. Learn more here.

http://zendesk.com/service/messaging/
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Start a free Zendesk 
trial to get started 
with messaging

Sign up here

https://www.zendesk.com/suite

