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[bookmark: _Toc85580795]Introduction:
Nowadays, the online environment significantly impacts society, proving that people spend more time online (Online Nation2021). The fact has contributed to business development in communicating with customers online, making work easier for both employees and eliminating the customer's worry of standing in long queues and traveling long distances to solve a problem or benefit from a service. Considering the pandemic situation the population is going through, online communication is a great advantage to keep things running smoothly. Businesses can connect with clients and potential customers online by using various internet-enabled communication tools and services.
The two methods of communication are very effective in contacting customers because they are conducted through written messages and thus avoid moments when a customer may have an emotionally charged reaction to employees, and the conversation can move from the professional to the personal.
This report presents the benefits and disadvantages of two effective online communication methods with customers: email and live chat.


[bookmark: _Toc85580796]LIVE CHAT DEFINITION:
 Live chat is one of the most effective means of online communication. It is a browser used by companies to provide services and contact their customers in the fastest way and especially in real-time. It can be found on websites displayed as a button to start a conversation.
[bookmark: _Toc85580797]ADVANTAGES:
Customers can take advantage of this method of communication to make direct contact with a person, solve problems and get answers to questions directly from the source as quickly as possible. Using this means of communication increases business efficiency because customers are satisfied with the process. After all, it is a direct way of communication, requiring no effort, such as installing an app or visiting multiple websites to get in touch with a person.  (Alina 2019)
Through this method of communication, the business creates a good reputation. Through the increased yield obtained by the quality of contact with people, the company gets loyal customers. Therefore, it helps business owners grow their profit and reach the stage of business expansion because customers' opinion is critical and significantly influences the company's development. 
Another advantage of live chat is that it has no loading difficulties like a website and is accessed by simply pressing a button and getting a messaging window.  
A strength of communicating online with customers via live chat is avoiding sharing personal details such as phone numbers or addresses, so the conversation between the customer and the chat agent is more confident.

       

 
[bookmark: _Toc85580798] DISADVANTAGES:
Although live chat is one of the most effective online communication methods, it also has certain disadvantages. 
To access this method of communication, the client must have an internet connection, which can be a difficulty in certain situations.
Another disadvantage is that not all businesses have this method of communication present on their websites. As a result, customers may be unhappy with the difficulty of getting in touch with a company member, and the business's reputation will be affected.
According to  (Alina 2019), a live chat conversation is not favored by all people, especially elderly customers who are not able to write a virtual message and prefer to use the telephone network or face-to-face meeting: "While texting is second nature to most demographics, people 55+ are more unlikely to contact a company via chat. This is suggested by a 2015 research study by Software Advice".
Live chat is not complete support for all customer questions and needs. It can't be used in an emergency or life-threatening situation; it can only be used for technical issues that can be easily solved. Live chat cannot provide the same level of support as in-person meetings with service professionals.   (Kurt 2021)
This online communication method is often avoided in exchange for telephone networks as some customers prefer to hear the human voice, which gives them the certainty that someone is there to listen and solve their problems. And sometimes customers request appointments because there are particular personal issues which they prefer to discuss in person.

[bookmark: _Toc85580799]EMAIL DEFINITION:
Email is a system of communication in the online environment; It allows the user to send and receive messages to and from anyone with an email address and internet connection from and to any geographic location (Christensson 2014)
An email is a tool used by companies to communicate with customers.
[bookmark: _Toc85580800] ADVANTAGES:
The email has become one of the most effective online communication methods used by most companies, banks, and business environments. It has a variety of advantages, some of which are shown below:
Compared to post mail, which can send letters or documents guarantee that they arrive at their destination within a few days, email has the advantage of delivering and receiving messages, documents, or files with pictures and audio content within a few seconds anywhere in the world.
Email allows you to send documents not only to a single person but also to a group of people at the same time.
It is time-efficient as customers can benefit from this type of contact at any time during the day or night.
Society is facing a very high level of pollution due to environmental waste. The use of email is beneficial in simple communication with customers, but it substantially reduces the cost of paper used and reduces pollution. When files are too old, they can be deleted from the archive, saving time as can be done anywhere, and recycling is unnecessary.    
On the other hand, even email has disadvantages.


[bookmark: _Toc85580801]DISADVANTAGES:
However, email can cause inconvenience for some people since it requires the use of personal data to create an account that customers do not always desire.
Several reasons why the email rating drops are when communication occurs between a client and a legal entity or for a matter in the same category where personal and original documents are required. In this case, the paper may not be avoided. The communication will progress from email conversations to face-to-face meetings, which can be inconvenient from the clients' perspective.
Messages received through this method cannot be ignored for an extended time by both the company's staff and the clients. They will accumulate many other letters and devalue the unread ones, and essential information can be lost.
Most of the time, when customers start an email conversation about an issue with a company, they first receive an automated message with a form that they must fill out to report the problem. In this case, along with the email, they can receive viruses that affect the system.

[bookmark: _Toc85580802]CONCLUSION:
The conclusion from this report is that the virtual environment is much more efficient in solving problems. The two methods of communicating with customers online are among the most effective. Both have a multitude of benefits for customers and for businesses that have them in the system. According to the report presented above, live chat is a fast and secure way to get in touch with an employee to report a problem, ask for help, or solve a problem. Still, the main disadvantage is that the business must have this browser on its website to use.
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