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Quick recap

How did you find your session last week?

Give me one thing you took from yesterday’s session



Today’s to-do list

Today we are going to look at Communication

We are going to look at some different methods and 
interactions you can add to your site to help with admin 
and improve customer communication.



Learning objectives

By the end of this session you will be able to:
•Understand what communication methods are available
• Identify ways to manage your communications better
•Know what issues can arise and understand what to test.



Getting in touch

Email off a website
Fill out a form on your website
Phone or text
Message through social media or GMB
WhatsApp
Website chat 
Messenger
Zoom, Facetime, Teams or Skype



Getting in touch

Each one of these methods works equally well, 
there’s no right and wrong, it’s just down to 
personal preference.



Getting in touch

It might depend on your industry, the tattoo 
industry for example communicates almost 
completely in Instagram messages. 

They are too busy being creative to talk to 
someone on the phone and very rarely use email. 



Getting in touch

Making sure you use the methods that your 
customers use is essential to making sure you are 
the most accessible. 

Of course, each one of these methods has its pros 
and cons and slightly different ways of being dealt 
with.



Emails and web forms

Make sure your forms 
work on your website

Make sure you answer 
them in a timely fashion. 



Snagging

Another thing to be aware of, especially if you have a 
WordPress website or use Microsoft 365 emails don’t 
always get to their final destination. 



WhatsApp

WhatsApp is currently owned by 
Facebook. Created as a closed 
messaging app to compete with 
Messenger. WhatsApp remains the 
most popular social messaging app, 
way out in front of Facebook 
Messenger.



Social Media Messages
Messaging through social 
media has become a popular 
way of getting in touch 
especially if you are selling 
products through your page. 
People find it quick and easy 
to dash off a note, especially 
through Facebook.



Website Chat
A very popular tool, the online 
chat has become a staple for 
anyone selling or needing to 
support customers. The ability 
to ask a quick question either 
about a problem or a pre-sale 
has become an essential part of 
your customer service routine.



Messenger
Messenger chat has 
become a popular 
choice for any business 
that’s not always sitting 
at their computer 
waiting to talk. 



How Messenger can help develop your business

Example: A client uses Messenger chat, it’s reduced 
returns by over 50% and increased sales and sales area. 
There is always someone around between the staff to 
pick up the messages. People are able to ask for 
recommendations and be sent to the right product so it 
cuts down on buying the wrong thing, therefore 
reducing returns.



Communicate well

There are lots of reasons why a customer would get 
in touch with you and there are lots of things you 
can do to reduce the amount of contacts. If you 
have to spend time answering endless messages it 
can get in the way of actually doing your job. 



Communicate well

Providing more information, avoiding problems and 
mistakes and using some of the tools available in the 
platforms you can cut down on admin and help your 
business run more smoothly.



Workbooks out!

We are going to create a 
Contact Us page. It will 
include email and dialable 
phone links and we are 
going to install WPforms to 
generate a contact form. 

Time for this activity: 45 mins 



Auto-responders

Using the autoresponders 
in the social media 
platforms you can give 
people FAQs like 
appropriate pages and 
direct replies to pre-set 
questions. 



Signposting
‘Signposting’ is a good 
way to send people off 
to the areas where 
they can get the 
information they need 
without you having to 
spend time writing the 
same old replies.



Workbooks out!

Adding to our contact page 
let's incorporate some 
signposting and additional 
information. 

Time for this activity: 45 mins 



Any Questions?



Show and tell

Does anyone want to share
their activities or experieces
with us?



Up next…

See you next tomorrow for GDPR and Data Collection


