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Key Takeaways

 Majority of crypto exchanges (63.2%) were not able to pro r   
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  T ke r k rypto ex
 only 50% rypto ex t rt in Russian Turkish or Spanish. 

• Very ew ex re inv native speakers r ree   
 tr t  Tr r sub-par customer experience.

• quarter of crypto exchanges ked the appropriate lev rypto 
 product knowledge when r t t r

• rypto ex k r ering chat support.
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Response time
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Language Supported By Crypto Exchanges
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Crypto/ Product Knowledge

Unlike other industries, the crypto industry requires some specific knowledge to be able to 
fully understand the asset class and be able to service customers. 

Therefore, whilst our Easy Questions (1 and 2) could be answered by any layperson with 
basic knowledge of the respective crypto exchange, answering the Average and Complicated 
questions required some basic knowledge of crypto assets. 

This was to help us demonstrate which exchanges had invested time and money in training 
their internal customer support teams or hired a specialized crypto customer support 
outsourcing firm to ensure their clients are receiving the correct information.

We aimed to test the exchanges’ crypto/product knowledge with our Average and 
Complicated questions and analyzed their responses and grade them on a scale from 1 –10. 

Grading of Crypto Exchanges’ Answers to Average and Complex Questions
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Grading of Crypto Exchanges’ Answers to



Here is an example of an exchange that received a grade of 10/10 when asked an Average 
question (I’ d like to understand the difference between a Limit order and a Market order. 
What are the differences?)

Takeaways

After comparing and analyzing different types of responses to Average level 
questions, we believe that certain exchanges are able to achieve a quick response 
rate whilst retaining high quality by analyzing incoming data to prepare accurate 
FAQs and macros to most common inquiries.
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Channels supported 

Channels Supported by Crypto Exchange Customer Support
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Takeaways:

57%

• Only 17% voice support. 
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https://blog.coinbase.com/customer-support-improvements-at-coinbase-22ce113421ce
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About ACX:
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info@acxinternational.com
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www.acxinternational.com
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