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400-1000 respondents in each of the following countries: Australia, France, 
Germany, Italy, Japan, Singapore, Spain and the UK. 

Rurik Bradbury | Head of Global Communications and Research | LivePerson



1

Millennials (18-34) Age 35–64

79%

71%

65% 68%
65%

62%

53%

30%

8%

45%

38%

14%

26%

12%

3%

36%

Messages Email Facebook Snapchat Facebook 
Messenger

Phone app WhatsAppFaceTime

10%

4%

None of 
the above

Twitter

11%

2%

Apps 

Text messaging was the most 
commonly used app across all ages
Even among older generations, text was more frequently used than  
phone calls. The phone app was the fifth most commonly-used among 35 - 64 
year old respondents, after text messaging (71%), email (68%), Facebook (62%), 
and Facebook Messenger (36%). Only three out of ten people in this older age 
group claimed to have made a phone call in the 24 hours prior to the survey.

38% of Millennials had used the phone app in the prior 24 hours, more than the 
older group, compared to 79% who had sent text messages. But this reflects the 
fact that Millennials simply communicate using apps more often than older people, 
across all channels.

26% of Millennials said that they used Twitter in the 24 hours prior to the survey, 
compared with just 14% of those ages 35 - 64. 

The only app where there was little difference in usage between the ages is email, 
which is valuable for both work and personal communications.

Which apps have you used  
in the last 24 hours?
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Younger people value apps and 
messaging far more than voice calls    
When asked which app they would keep if asked to delete all except one  
a greater proportion of respondents selected text messaging. 40% of respondents 
chose text messaging. And it’s not only Millennials that prefer texting. Among the 
respondents aged 35 - 64, text messaging was the clear favorite app to keep as 
well. It’s clear that convenience, ease of use and speed are driving the preference 
for text messaging above all others.

If you could keep only one of these apps  
on your phone, which would you choose?

Snapchat is also growing in popularity among Millennials. 17% of 18-24 year olds 
would keep Snapchat as their one app and 11% of Millennials overall would. In 
fact, younger Millennials (ages 18-24), if forced to choose only one app to keep, 
would more often pick Snapchat than the phone app (14%). 

9% of 18-24 year olds chose Pokemon Go as their #1 app, beating out Facebook 
Messenger, FaceTime, WhatsApp, and Twitter. Pokemon Go nearly edged out 
Facebook as the single most important app, with a 1% point difference: 10%  
of 18-24 year olds said they would keep Facebook, just 1% more than the 
Pokemon Go loyalists.

If you could keep only one of these apps  
 on your phone, which would you choose?

Bottom line: the smartphone, for young people, is the portal to their world,  
whether through preferred social networks, or through games/experiences.  
It is not a “phone” any more.
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The only relationship in which  
young people prefer to call rather than 
message is with their parents
For Millennials’ personal communications among friends and family, text 
messaging is often their a leading channel of communication. While phone is still 
preferred by 50% of the surveyed Millennials for communicating with their parents, 
text messaging is a close second, selected by 40% of respondents.

When it comes to communicating with close friends, social media holds the 
same weight among Millennials as making phone calls. Changes in generational 
communication preferences are clear, with younger respondents favoring text 
messaging above making phone calls.

How do you prefer to communicate  
with each of the following people?
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Customer support

Most consumers would message  
a brand, if they had the option
The messaging trend also applies to business communications. Overall, 68%  
of US respondents said they would prefer to message with a brand instead 
of calling a customer service phone line. This number was even higher for 
Millennials, where 75% stated that they would prefer to message.

Outside the US, the preference for messaging in customer support was extremely 
strong, often above 80%. In the UK and Australia, the preference for messaging 
over calling was less strong than in the US, but in both cases, a majority of 
consumers would prefer to message with a brand than call a phone number,  
if given the choice.

At companies you do business with, would you like 
the option to communicate with customer service 
using a messaging app, instead of having to call?
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Social networks are not a preferred 
place to receive customer support
When asked about top and second choices for receiving customer care,  
customers invariably selected messaging and then telephone as their top  
preferences. Millennials chose messaging as a most preferred channel  
over 20 times more often than Twitter, and older people picked messaging  
as most preferred 23 times more than Twitter.

Which of these channels would be your 
first choice for customer support?

Service apps are growing in 
importance for communicating  
with businesses 
Banking is the most commonly used service app among all respondents. 
 And for Millennials it’s a clear favorite, used by half of respondents. 

Which of these services  
do you regularly use an app for?
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Millennials use their mobile devices 
more frequently for purchases
When asked how frequently they make purchases on their smartphone  
or tablet, 78% of respondents stated that they do so at least every few months.

Only 12% of Millennials have never made a purchase on their smart device  
compared with over a third of Boomers. The generational divide is clear  
when it comes to relying on smartphones to carry out everyday activities.

While only a fifth of the total respondents use their smartphone to make  
a purchase once a week or more, it’s clear that the number is on the rise.  
This is especially the case as Millennials gain more purchasing power.

How often do you use your smartphone 
or tablet to make a purchase?

Millennials are more likely  
to order food or purchase clothing 
from a smartphone or tablet 
The most commonly purchased items from a smart device include food, clothing 
and accessories and downloads of music, ebooks and videos. Over 50% of the 
total number of respondents have made these purchases. The number changes 
significantly across age groups with Millennials making more purchases on their 
devices. Older generations, particularly Boomers, are less likely to have done so 
with the number that make purchases from a smartphone or tablet hovering at 
around a third depending on the item.

Over 60% of Millennials have purchased food, clothing or downloaded music  
or ebooks from a mobile device or tablet. Tickets and electronics follow close  
by with close to 50% of Millennials claiming to have done these.

As shoppers continue to switch to mobile devices to make purchases, brands 
must make it easier for them to do so, by offering usable mobile web interfaces 
and apps where it makes sense.

Which of these services  
do you regularly use an app for?
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A text bot is when a computer chats with you 
automatically (for example within Facebook 
Messenger, an instant messenger, or on a web site 
for customer service). Have you ever used one?

Bots

Use of bots is beginning to take hold
Overall, 45% of the surveyed consumers have used a text bot. This number 
rises among younger people. 54% of Millennials claim to have used a text bot 
compared with 37% of Boomers (ages 55 and over).

Although bots today aren’t widely integrated into business-to-consumer 
communications, their use is on the rise.

Unsurprisingly, those respondents who believe they are quick to adopt  
new technologies are also more likely to have used a text bot, with 61%  
stating that they have done so. 
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Consumers believe bots will be useful 
for fast responses to simple queries
When asked if they believe bots will be useful, a majority of consumers 
pinpointed key uses as being fast answers to simple queries (89%), access 
to information when the wait time is long (84%) and ability to help route to the 
correct department to help (80%).

Surprisingly, shopping recommendations based on personal preferences was not 
thought to be as useful. Although this is one area where bots have already been 
put into practice to make recommendations based on photos, celebrity style or 
other variables, consumers did not place faith into them.

In which scenarios do you think  
a text bot would be useful?
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What are your concerns  
about text bots?

The main concerns about bots are 
that they will misunderstand or be 
frustrating for consumers
Just as many consumers have tried bots, many have been frustrated by  
them. They have encountered misunderstandings, repeated questioning  
for more information, and a lack of awareness about context.

The biggest challenge with today’s AI technology is that it cannot understand the 
intent of a consumer, especially when presented with an open-ended dialog. This 
challenge is reflected in people’s views on where bots may not be helpful, which 
are pragmatic: can they help me or not? Only 12% of people have no concerns.

What do you see as the  
strengths of text bots? 
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