
How Asynchronous
Messaging is Transforming 
Customer Care
For brands and businesses to make great connections,  
they need to be where their customers are right now.  
For a growing number of consumers, that’s mobile. 
 
Consumers are starting to use asynchronous (async) 
messaging, a.k.a. chat, to communicate interpersonally,  
ask questions of friends, family, businesses and brands,  
and to shop both day and night.

In 2021, Forrester’s Moments Map found that 50% of U.S. 
online adults already use chat to make purchases. That 
level of usage is also on the rise when it comes to younger 
demographics, peaking among those aged 25-34 years at 
62%. This means that the opportunity is ripe for businesses 
to leverage the power of messaging during the purchase  
and post-purchase stages of the customer journey. 

The businesses that effectively embrace the power of  
chat for their sales and customer care may be able to get 
a leg up on their competition and create better bonds with 
customers. But many enterprise businesses are still behind.

1
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Your customers have embraced messaging
Consumers are relying more and more on messaging as a way to purchase products and 
obtain necessary services. A 2020 report from eMarketer found that since the pandemic, 
45% of users have spent more time on messaging services. Consumers who embraced 
the spontaneous nature of messaging found a more direct line to businesses to get what 
they need, and quicker responses. Rather than waiting hours on hold or days for an email 
response, customers increasingly used chat and DMs to find products and get answers  
from a business.

Today, the use of messaging is widely pervasive among 
consumers. It gives them the ability to decide when and  
how they want to communicate with businesses. A 2020  
report from Gartner predicted that by 2022, 70% of 
customer interactions will involve emerging technology  
such as machine learning applications, chatbots and  
mobile messaging. 

That’s just under three quarters of your customers who are 
waiting to have a conversation with your business over chat. 

Consumers expect an immediate response to their inquiries 
and don’t want to be put on hold or wait for an email. Yet 
as consumer preferences have shifted toward messaging, 
there’s a major disconnect: many businesses still rely on 
outdated methods of customer care. 

https://www.emarketer.com/content/global-mobile-messaging-2020
https://www.gartner.com/smarterwithgartner/top-cx-trends-for-cios-to-watch
https://www.gartner.com/smarterwithgartner/top-cx-trends-for-cios-to-watch
https://www.entrepreneur.com/article/324563
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What this means for your business
So, how can your business embrace this shift?

Messaging as part of a customer care strategy can help expedite the sales process and 
increase customer loyalty. Platforms like Facebook Messenger, Instagram DMs, Twitter DMs, 
and WhatsApp remain a popular form of communication among consumers.

One of the most appealing aspects of async messaging 
may be the ability for a consumer to start a conversation 
whenever they want, and pick it back up on their own 
schedule. Let’s say that a customer needs to find a particular 
product and they message your business to get help. Your 
business can send them multiple options to browse to find 
their perfect item, and your customer can resume the chat 
once they’re ready to check out.

Async messaging also allows customer service agents  
to handle concurrent messages from multiple customers. 
A chatbot can reply to more common and less complex 
customer inquiries as a first line of defense. This frees up 
time to focus on more detailed interactions, helping provide 
the best service possible.

Shrink hold times in favor of an 
immediate response
A blog from SuperOffice found nearly half of all customers 
(46%) expect companies to respond faster than four hours. 
And, 12% expect a response in less than 15 minutes. Your 
customers expect your business to be present and available, 
no matter their time zone.

This is where async messaging can help. With messaging, 
a customer can start a conversation with a business to ask 
a question and, with the help of automated messaging, they 
can get an immediate response. This automation can be 
designed to answer common questions, point to self-serve 
resources, help finish a purchase, or, if needed, connect 
them with a live agent.

And because many messaging platforms are well 
established and widely-used, messaging now includes 
features like speech recognition, artificial intelligence (AI), 
and natural language processing. These features can allow 
you to create a richer, more satisfying experience.

https://www.statista.com/statistics/258749/most-popular-global-mobile-messenger-apps/
https://www.statista.com/statistics/258749/most-popular-global-mobile-messenger-apps/
https://www.superoffice.com/blog/response-times/#:~:text=Nearly%20half%20of%20all%20of,within%2015%20minutes%20or%20less.
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This means consumers are more likely to get the help they need without having to send an 
email or make a phone call. This helps reduce support teams’ call queue and email backlog  
– freeing up agents to focus on complex problems or revenue-creating activities.

Taking a proactive approach
Part of creating this more positive experience involves 
shifting to a proactive approach. In a 2020 report,  
Gartner found the use of customer engagement via async 
messaging is more likely to be proactive rather than reactive.

That same Gartner study found that a proactive approach 
creates a noticeable increase in multiple customer 
satisfaction metrics, which has “major implications on 
customer loyalty – boosting retention, wallet share and 
positive word of mouth.” 

Switching from reactive to proactive can be as simple as 
prodding an unresponsive customer with a message like:  

“Hi [Name], I wanted to make sure you found the answer  
to your question. Do you need any more help from me?”

This shows customers that you’re not only available, but that 
you care about resolving any issues. It also sets the stage  
for potential in-chat conversions.

Build better relationships with 
your customers
It is critical that businesses get this right. A 2021 study by 
Accenture shows proactive service is highly important for 
two-thirds of customers and that of those customers,  
30% are willing to pay a premium for it. This means building 
relationships and engaging customers can potentially lead  
to increased brand loyalty and higher revenues.

On the flip side, a reactive approach to customer support 
places the responsibility on the consumer to navigate your 
service channels. This extra work can result in frustration, 
lower satisfaction, and may be enough for a consumer to 
take their business elsewhere. A 2021 study by Qualtrics 
shows that 80% of customers say they have switched 
brands due to a poor customer service experience.

https://www.gartner.com/en/newsroom/press-releases/2020-10-19-gartner-says-organizations-need-to-move-from-a-reacti
https://www.accenture.com/us-en/insights/interactive/customer-service
https://www.accenture.com/us-en/insights/interactive/customer-service
https://www.qualtrics.com/blog/qualtrics-servicenow-customer-service-research/
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It’s time to create  
better customer care
As consumer preferences shift, it’s important that your 
business is ready to connect on the messaging platforms 
your customers are already using. By meeting customers 
where they are, companies have the ability to build 
engagement and brand loyalty.

Async messaging provides your consumers the choice  
on when and how they want to communicate with you.  
But it also allows you to build a richer, more satisfying 
experience for them – one that not only meets their needs, 
but delights them and, hopefully, leads to long-term,  
positive engagement.

It’s time to create more valuable  
relationships with your customers.  
 
Want to learn more?  
Read similar resources on customer care. 




