
Because payments in chat is the future. 🚀 

88% of customer service leaders agree that they can reach revenue goals faster 
with Chat Commerce.

Please indicate your level of agreement with each of the following statements.

Customers believe that 
convenience is a key deciding 
factor when choosing a service 
or product

91% 9%

Agree

Disagree

88%      12%

Using chat channels for 
payments would help meet 
customer service revenue goals

90% 10%

The ability to give customers a 
link to make a payment in the 
same chat thread would have 
many benefits

Where can you find your consumers? On chat,,of course!  

WhatsApp, Google Chat, Facebook Messenger, and Instagram Chat are some of the top 
chat apps used by customer service teams. 

96% of customer service leaders own 
revenue.

Revenue is now an important driver for customer service 
teams with 96% responsible for managing payments.  

Does your customer service team have any responsibility for 
processing or requesting payments from customers? 

  Yes - 96%   No - 4%

CX Edition

Faster response times

Improved customer satisfaction

Simple and easy for customers

Increased customer engagement

Convenience for customers

Reduced call center costs

Stronger customer relationships

Improved agent efficiency

Continuation from exisitng or saved 
chat history

Lower risk of fraud

38%

33%

36%

31%

35%

28%

26%

35%

26%

22%

There are no benefits to customer 
service teams
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Which of the following benefits do customer service teams experience by using chat with customers?  
(Choose all that apply.)

With chat, comes unlimited possibilities. 😍

Customer service teams that use chat enjoy plenty of benefits!

Which of the following statements most closely reflects your opinion?

95% of customer service leaders prefer to have a revenue 
component as part of their compensation.

Why? Because this provides them with a better sense of control over their own 
streams of personal payments. 

  I prefer to have a portion of my 
compensation tied directly to the 
revenue my team produces so that 
I have more control

  I prefer to have a portion of my 
compensation tied to the overall 
revenue of the company

  I prefer to not have any part of my 
compensation tied to revenue

57%

38%

5%  

95%

…And 99% of customer service teams process payments! 💸
Turns out, it’s critical for customer service teams to be able to accept payments. 

Somewhat important  

Extremely important  

Not important   

Very Important   49%
41%

9%

1%

Customer service teams also manage a wide variety of 
payment types.  

From sales to service fees, invoices to renewals, upsell and upgrades – customer 
service teams can process them all. 

What types of payments are your customer service team currently responsible for requesting?  
(Choose all that apply.)

General sales (e.g., new 
products, solutions, services)

Unpaid bills or invoices

Service fees

Account renewal

Conversion to automated, 
recurring billing

Upsell (upgrades, add-on 
maintenance, etc.)

Higher-tier plan

Our customer service team 
does not request any kinds 

of payments

48%

39%

43%

35%

41%

33%

41%

1%
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Leave outdated payment processes in the past. ⌛

It’s time to move to the future, with payments in chat. 

Our customer service agents 
do not process payments

1%

Other

1%

Send a link  
for a payment 

by email or 
other digital 

channel

56%
60%

Send a bill or 
invoice for later 

payment

51%
Refer 

customers to a 
website

Take credit 
cards over the 

phone

53%

…And larger companies prefer WhatsApp, WeChat, and  
Apple Messages! 😮

Which of the following chat apps can customers use to communicate with your customer service team?  
(Choose all that apply.)

49% 

48% 

38%

Less than 1,000 employees

1,000 to 5,000 employees

More than 5,000 employees30%

35%

21%

38% 

25%

24%

15% 

25% 

37%

24% 

21% 

26%

19% 

23% 

24%

15%

13%

19%

11% 

20%

16%

5% 

5% 

9%

4% 

8% 

4%

5% 

5% 

6%
1% 
3%

3% 

4% 

1%

49% 

37% 

22%

WhatsApp Facebook 
Messenger

Instagram 
Chat

WeChat

Other

Discord Snapchat Signal

Our 
customers 

cannot 
communicate 

with our 
customer 

service team  
via chat app

Google 
Chat

Telegram LineApple 
Messages

Viber

Smaller companies prefer Google Chat, WhatsApp, 
and Facebook Messenger.
Which of the following chat apps are your customers MOST LIKELY to use to 
communicate with your customer service team? (Choose up to two of the following.)

WhatsApp Google 
Chat

Facebook 
Messenger

Instagram 
Chat

Apple 
Messages

WeChat Telegram

Other

Discord Snapchat Line ViberSignal

They don’t 
have a 

preference

Less than 1,000 employees

1,000 to 5,000 employees

More than 5,000 employees

18% 

11% 

14%

16% 

21% 

15%

11% 

9% 

9%

5% 

13% 

15%

8% 

9% 

9%

6% 

7% 

6%

3% 

8% 

8%

3% 

1% 

5%

1% 

3% 

5%

1% 

3% 

2%
1% 
2%

6% 

3% 

3%

32%

32% 

35% 

35% 

28% 

14%

Our customers cannot communicate with 
our customer service team via chat apps

47%

5%5%
6%

15%

21%
23%23%

30%31%

40%

15%

3%
1%

Other

WhatsApp Google 
Chat

Facebook 
Messenger

Instagram 
Chat

Apple 
Messages

WeChat Telegram Discord Snapchat Line Viber Signal

Which of the following chat apps can customers use to communicate with your customer service team? 
(Choose all that apply.)

What methods do your customer 
service agents use to process 
payments? (Choose all that apply.)

😀

*Report results based on polling of over 340 senior customer service leaders within the US.  
Polling conducted by Dimensional Research as commissioned by Clickatell.

At Clickatell, we believe in creating a better world through technology and have  
democratized commerce in chat to make it accessible for everyone, everywhere. 

More information about the company can be found at clickatell.com

Did you enjoy this infographic? 
Discover more Chat Commerce consumer trends here. 

Chat Commerce  
Trends Report

In our latest edition of the Chat Commerce Trends Report, we surveyed over 340 senior 

customer service leaders within the US to gain a deeper understanding of how their 

teams are increasingly responsible for more and more revenue, and how they can 

leverage chat as a new channel for payments. 

99% of customer service executives recognize using 
chat with customers strengthens customer experience.
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