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DESIGN

Call-to-Action (CTA)

Context

Let users know what they can
expect when tapping the icon.
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Questions? We can help.
Chat with one of our pros to ’ \.
get your offer for iPhone Xs.

These three components—CTA, context,
and chat button—are mandatory.
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Buttons



Context and CTA

Providing customers with context and CTA is critical to encouraging them to
tap the Business Chat button and not call.

Make sure the CTA is relevant in the context of the page. For example, on
pages with product details, the CTA should say “Tap here to message one of
our pros to learn more about this product.” On pages with pricing information,
the CTA should say "Message us to get a quote.”

Good Examples - Care

Inform customers about what happens when they tap the Business Chat button.

Design questions? We can help.
Chat with one of our experts to get o

design ideas!

Let your customers know what they can expect when engaging in Business Chat.

Message us

Our team of experts is available every day between
8 am and 8 pm EST. But you can message us at any
time and we'll get back to you.
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Tap here to buy this
product using Apple Pay.

Want to check your order status?

00

Chat with our agents to get quick help

Apple Inc.
NASDAQ: AAPL

Got questions?
Chat with a financial advisor now.

232.84 USD

5%) 1

236.60 USD
12:36 PM
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Sony Corp
NYSE: SNE
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Good Examples - Sales

Customize your CTA message for different sales points.
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Tap here to buy this

e

product using Apple Pay.

Company 14k Gold Earrings
with Diamond™
Studs (2 ct.)

By Awesome Brand

$7,500

’ \ "V,' d Rating
! Details:
Tap here to talk to one of our stylists to help you M
with your design options - N

iPhone Xs Max

6.5-inch display

Chat with us
Questions? We can help. Tap the chat button to get a quick help,

. place an order, or try a virtual styling!
Chat with one of our pros to

get your offer for iPhone Xs.
Related products

M m o
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Poor Examples

The following examples have no CTA, no context, or wrong button design.

’ \ @ telecommunications.com &

Telecommunications
Company

@ brandname.com
\cme O Suyle

Contact us
Call us: +1 (800) TELCO

Email us: telco@example.com

Customer Care

If you are our customer, you can dial
“TELCO” on your phone to reach us.
Alternatively, please use the general number
provided above.

OX X

Color: Red

Technical Support

If you are our customer, you can dial
"TELCO” and ext. 123 on your phone to
reach us.

Alternatively, please use the general number
provided above.

. Live Chat
Live chat is currently closed (Mon-Fri 9am-5pm PST)

M m

Descrintion

<

Call Feedback Chat
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Examples of poor CTA and context implementation

Enquire here

Phone Chat

wll T -

@ companyname.com ¢

= Company Name

Hiking & Trekking Trips. If you're an adventurer
who loves being out in nature, a hiking and
trekking tour should be next on your list.

C )
Book an activity
g y

Talk to us further

o

&, Call sales (Mon-Fri 9am-5pm)
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Live chat

Settings @ servicename.com

Calendar

&
the source

Check out our new'sefection. of
far{q»to-table in%d\recipes! s

. @

Call Feedback
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Metrics

Apple recommends that you track the success of Business Chat entry points to improve engagement and drive further call
deflection. For example, using chat instead of phone and the old button instead of the new button.

Chat versus phone

Track the engagement metrics between the Business Chat and Phone buttons and entry ’ &
points.

Old versus new

If you used the older Business Chat button, track the engagement

metrics for the new button as compared to the old. . Chat with

Messages
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On Mac

Business Chat entry points, such as from your website, also work on MacOS. The look and functionality are the same as on iOS and
adhere to the same guidelines.
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FURNITURE OUTDOOR KITCHEN BATHROOM STORAGE

Got questions? We can help.

Chat with our interior design
expert
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