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Microsoft Teams and Other Live Chats
Live Chat provides an opportunity to answer inquiries and solve 
problems right when these are experienced by the student/
stakeholder. When the person asks the question, a response 
can be given in seconds. The following are some guidelines:

•  Accept the chat request as soon as you receive it. 

•   If the student/stakeholder has entered their first name, use 
their name. If they didn’t, ask for their name as soon as you 
greet them. (This is not necessary when using the Microsoft 
Teams chat functionality as the name of the individual 
automatically appears in the chat box).

•   Once you know their name, use it throughout the 
conversation.

•   Greet the student/stakeholder (e.g. “Hi Peter, thank you for 
contacting the University of Windsor, this is Stephanie, how 
may I help you today?”). When using the Microsoft Teams 
chat functionality be guided by the content of the person who 
initiated the chat.

•   Read the chat subject carefully. If the subject is not clear, 
probe the student/stakeholder for more information. (Please 
note, when using the Microsoft Teams chat functionality, 
there is no subject line).

•   Ask questions, do not make assumptions about the issue/
concern. When in doubt, it is a good practice to check for 
understanding before offering solutions. 

•   If the query is complex or the individual has entered many 
queries at once, it is recommended to address one query at  
a time after the individual has finished typing. 

•   Show empathy in your responses, use simple and clear 
language, keep the responses straightforward, precise and 
remember to proofread. 

•   Use emojis sparingly only when the overall mood of the 
conversation is friendly. 

•   Avoid using all CAPS, abbreviations and acronyms.
•   Try to keep your messages short so that the student/

stakeholder does not have to keep waiting for a response.
•   If you need time to investigate a query or you need to consult 

another member of your team, let the student/stakeholder 
know. Ask for and/or confirm their contact information and 
offer to connect back later.

•   Should the query be best resolved face-to-face or over the 
telephone, advise the student/stakeholder and confirm their 
contact information.

•   Avoid an abrupt end to the chat. Rather than saying goodbye 
ask if there is anything else you can help with. If they say no, 
end the chat with: “Thank you (name), I will close the chat for 
now. Have a nice day”.


