Retail Live Chat Welcome Message Templates
Live chat welcome messages for retail websites that greet shoppers and route them to stock, stores, orders, and returns.
Proactive greeting
When to use: Use this as a proactive greeting after a few seconds of browsing.
Welcome message
Hi [shopper name], welcome to [store name]. If you are looking for something in particular — checking stock at your local store, click-and-collect, or a question about [product or category] — I am right here to help. What can I get sorted for you today?
Shorter alternate
Hi, welcome to [store name]. Need help finding stock near you or checking an order?
Personalize
•  [quick reply one]
•  Check stock at my local store
•  Point shoppers to [product or category] you want to feature
Why it works
A warm, specific greeting that mentions local stock and collection tells a retail shopper this chat connects the website to their nearest shop, not just online orders, which is what sets omnichannel apart. Triggering it after a few seconds of browsing rather than on page load keeps it helpful instead of intrusive, and offering clear tappable choices gets people to the right answer fast rather than typing into a blank box.
Product or stock question
When to use: Use this when a shopper asks about a product or its availability.
Welcome message
Happy to help with that. Tell me which [product] you are after and roughly where you are, and I will check whether it is in stock at the [store location] store or another branch nearby, then hold it for you if you like.
Shorter alternate
Looking for [product]? I can check stock at your nearest [store name] store right now.
Personalize
•  [quick reply one]
•  Reserve it at the counter
•  Compare two options before you decide
Why it works
Retail shoppers often want to buy today from a shop they can walk into, so leading with a live stock check at a named store beats a generic hello every time. Offering to reserve the item at the counter turns a maybe into a confirmed trip and saves a wasted journey. A real person can step in the moment the question needs judgement, so the shopper is never stuck with the bot alone.
Price match or promotion
When to use: Use this when a shopper asks about a deal or a cheaper price elsewhere.
Welcome message
Great question about pricing. If you have seen [product] cheaper elsewhere or want to know about a current deal, tell me the details and I will check what we can do — including any price match or promotion running at [store name] right now.
Shorter alternate
Want to check a price or a deal on [product]? Tell me what you have seen and I will look into it.
Personalize
•  Apply [offer] with code [code]
•  Ask about our price match policy
•  Check if it is cheaper in store or online
Why it works
Price is often the last thing standing between a retail shopper and a purchase, so inviting the question directly and checking a match or promotion keeps them from leaving to compare on another site. Being honest about what qualifies for [offer] builds trust rather than a hard sell. Anything outside policy can be escalated to a person who can make a call, rather than refused flatly and lost.
Find a store or book in-store pickup
When to use: Use this when a shopper wants a nearby store or in-store collection.
Welcome message
Happy to help you find us. Which area are you in, and I will point you to the nearest [store name] and its opening hours. If you would like, I can also reserve your items for in-store pickup so they are waiting for you the moment you arrive.
Shorter alternate
Want to find your nearest store or book a pickup? Tell me your area and I will sort it.
Personalize
•  Get [directions link] to the [store location] store
•  Book pickup from [pickup time]
•  Check today's opening hours
Why it works
Connecting a shopper to a specific store, its hours, and a reserved pickup slot is exactly what an omnichannel retailer should do that an online-only chat simply cannot. Offering a directions link and a collection time from [pickup time] removes the friction of a wasted trip to a closed or empty-handed store. It gets the shopper into the shop with confidence rather than leaving them to hunt through a store finder alone.
Return or complaint
When to use: Use this when a shopper reports a problem or wants to return something.
Welcome message
I am sorry to hear something is not right. Tell me what happened and share your [order number] if you have it, and I will sort a return, exchange, or fix — whether that is in the [store location] store or by post, whichever is easier for you.
Shorter alternate
Something not right? Share your [order number] and I will help you return or exchange it.
Personalize
•  Return in store or by post
•  Describe the [issue] so I can help faster
•  Check you are within the [return window]
Why it works
When something goes wrong, a retail shopper wants the easiest possible fix, so leading with empathy and offering both in-store and postal options meets them where they are rather than dictating one route. Confirming the return window and the [issue] up front means a person can resolve it quickly. A shopper who feels heard and given an effortless path is far more likely to stay a customer than one who has to chase.
Handoff to a store associate
When to use: Use this when a question needs someone on the shop floor.
Welcome message
Let me bring in someone who can help with this properly, [shopper name]. I am connecting you with [associate name] at the [store location] store, who can look into [topic] directly rather than us guessing from here, and I will pass on everything we have covered.
Shorter alternate
I will get [associate name] at the [store location] store to take this from here.
Personalize
•  Share your preferred store
•  Add any detail about [topic]
•  Ask to be called back instead
Why it works
Some retail questions need a person who can walk the shop floor, so handing off to a named associate at a specific store turns a limit into a real answer rather than a dead end. Passing along the context means the shopper does not have to repeat themselves once the associate joins. Framing it as bringing in the right person makes the switch feel like an upgrade instead of being fobbed off.
Free template from sem.chat  ·  https://sem.chat/templates/retail-live-chat-welcome-message
