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Abstract

Technological advancements allow the companies to improve their provided online services.
Online or offline companies realize the importance of ensuring quality customer experiences.
Therefore, the function of Live Chat is being used to establish effective online service for
customers, seeing as it has the potential to raise the customer satisfaction by providing instant

24/7 access to the service staff, to encourage restoring trust and repeated visits.

The research serves to provide an in-depth study regarding the current condition of the online
customer support channel — Live Chat. Live Chat allows the customers to request and receive
information about products or services in real time via synchronous online means. The goal of
surveying 132 respondents through online questionnaire is to discover and bring to light the
variables that affect the customer satisfaction during the live chat communications, and have a
positive impact on business revenue. The survey results point to the importance of factors, such
as quality of service, quality of information and quality of the system itself, as well as emphasizes

the role of time management and personnel training.

The survey questionnaire consists of the adapted questions and scales from the existing surveys
that measure the experiences and attitudes of customers concerning the live chats’ representatives’
trustworthiness, compassion, responsibility, perceived waiting time, information quality,

perceived usefulness, ease of use and overall customer service satisfaction.

Key Words: Customer Communication, Live Chat, Customer Satisfaction;
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