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 Operational summary 

1.1. Letter to Shareholders 

Dear Shareholders, 

It has been an unusual year, and much has changed in our business and organization. A year ago, we presented 

our "Constitution" and the vision and mission of our company within it. During this time, it turned out that removing 

barriers to communication and helping people and businesses communicate online became even more important 

than before. 

This is something that we at LiveChat have experienced. Our team has grown significantly over the past year, and 

at the time of writing, there are already more than 230 of us. Furthermore, we have become an organization that 

has adopted the "work from anywhere” principle. Apart from Wrocław, our people work from other Polish cities: 

Warsaw, Kraków, Poznań. and we also have people working in Boston, London, and Madrid. These changes are a 

great opportunity for us, but they also pose a challenge. We pay a lot of attention to maintaining a good and 

creative atmosphere; we encourage teamwork, but we are also supportive when it comes to the safety and mental 

health of our team members. We provide psychological support and organize joint online activities. We encourage 

team members to run their own projects. Fairly recently, we started an initiative where we spend one in five "sprints" 

(two-week periods in which we plan our activities) mainly on such projects submitted jointly by people working on 

a daily basis in different teams. 

The changes that we’ve all witnessed in the past year have also translated into the dynamic growth of our business, 

measured by revenues and profit. In March, the value of our MRR (monthly recurring revenue) exceeded USD 4 

million; and currently, the value of the ARR (annual run rate, i.e., the annual value of subscription revenues from our 

portfolio) exceeds USD 50 million, of which almost USD 2.3 million is generated by ChatBot.  

Consolidated revenues increased by 36.8% to PLN 179.01 mn in the financial year 2020/21, and consolidated net 

profit increased by 31.6% to PLN 100.2 mn. Of course, it would be extremely difficult to maintain such dynamics in 

subsequent periods, but we are working on further growth. The trend toward digitization and the increase in 

importance of online communication has been strengthened by the pandemic, but the pandemic was not the cause 

of this trend, which is here to stay.  

We are supported by the fact that our solutions are used in virtually every branch of the economy — be it e-

commerce, transport, financial services, tourism, or education. We continue the strategy of expanding our solutions 

and their mutual integration in order to create a more robust offer for bigger, enterprise customers. I hope that we 

will be able to communicate something in this area during the current financial year. 

Looking more closely at our results, you can see that the profits recorded by us, and the high margins, are not just 

on paper. They are accompanied by healthy cash flows that allow us to generate cash; and they confirm the dividend 

policy, which can be summarized as follows: we provide shareholders with as much as the regulations allow. Of 

course, we have a dialogue on capital allocation with investors, but I would like to emphasize that such a policy 

does not mean there is no investment. Our team has grown by around 25% over the year, and we are recruiting all 

the time. This is a very serious investment, but it is necessary in order for us to grow in the future and achieve the 

goals we have set for ourselves. 

As I mentioned a year ago in our Constitution, in the future I do not intend to measure the success of LiveChat in 

terms of revenues and profit. More important to me is whether we will be able to change something in our industry, 

influence the way online communication will look in the future. However, I can assure you that we remain a "for-

profit" organization and maintain a business model that allows us to finance development and attain record-high 

margins and profits that we will share with our shareholders. 
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Our clients, however, remain our number one priority, and the same applies to their clients (end users) with whom 

they communicate thanks to LiveChat and ChatBot, or whose issues can be efficiently handled by HelpDesk and 

KnowledgeBase. I believe that in the future, other products will be added to our existing lineup; however, this is 

not an immediate priority. For now, an increasingly important role in achieving our competitive advantage is played 

by the Development Platform and our "marketplace", where more and more solutions and integrations created by 

external developers end up. It is thanks to them that LiveChat is already integrated with voice and video 

communication channels, for example. Although we, of course, are evangelists for text communication, such 

integrations help us to fulfill our mission and eliminate communication barriers. 

Within our company, we are working to ensure that the organization is as "flat" as possible and that the leaders of 

individual teams have a lot of freedom and take responsibility. The management board remains two-person and 

works very closely with the "CXOs" group. Karolina Popów works on the development of our products, Szymon 

Klimczak supervises all marketing activities, and Maciej Malesa is responsible for the infrastructure. Finance is the 

domain of Joanna Alwin. Agnieszka Susidko is responsible for the HR department, which faced an extremely 

important challenge during the company's development and transition to the remote work model. Piotr Bednarek 

remains the chief of operations; and the creative officer, Maciej Serafinowicz, takes care of the great graphic design 

of our products and materials. 

Dear investors, while our team focuses on development, the Investor Relations team that represented us last year 

at many conferences and direct meetings with investors is at your disposal. 

Dear shareholders, thank you for your trust and for being with us. Although we hope that the difficult times we’ve 

faced due to the pandemic are now behind us, there is no doubt for us that the role of online communication will 

continue to grow. While many companies want to shape the future of online communication, we will work to ensure 

that LiveChat Software is one of those who will succeed. 

Yours sincerely, 

 

Mariusz Ciepły 
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1.2. Commentary of the Management Board 

In the financial year ended 31 March 2021, the LiveChat Software Group generated consolidated revenues of PLN  

179.01 mn and consolidated net profit of PLN  100.16 mn. This translates into an increase by  36.8% and  31.6%, 

respectively, as compared to the preceding financial year. 

At the company level, LiveChat Software S.A. generated net profit of PLN 99.78 mn. 

In the financial year 2019/2020, net profit was largely affected by application of the tax relief under the IP Box 

programme, which is applied for the second consecutive year. 

The reported results were also materially affected by the USD/PLN exchange rate as virtually all of the Company’s 

revenues are generated in US dollars (USD) and the Company’s costs are incurred both in dollars and in Polish 

zlotys (PLN). 

An increase in costs observed during the year results both from increased scale of activity (more clients means 

higher infrastructure costs) and increased employee headcount. Higher workforce numbers is our response to the 

challenges resulting from increased scale of activity: development of LiveChat product and introducing new 

functionalities to that product, work on other products, new marketing initiatives, etc. 

Despite higher costs, the Company still achieves very high profitability level. Gross margin on sales was 84.4%, 

operating margin was 59.8 and net margin was 56.0%. This translates into capability to generate positive and very 

high operating cash flows. During the financial year, the Group generated operating cash flows of PLN 106.5 million 

and net cash flows of PLN 20.6 mn. This item was affected by negative cash flows from the financing activity almost 

fully resulting from dividends paid out of profit for the previous financial year and an advance towards expected 

dividends for the current financial year paid out in January 2021. 
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1.3. Selected consolidated financial data 

[PLN thousands] 2020/21 2019/20 Change 

Net sales of products, goods and 

materials 

 179 010      130 867     +36.8% 

EBITDA 116 895 88 412 +32.2% 

Operating profit (loss)  107 113      81 923     +30.7% 

Gross profit (loss)  107 104      81 877     +30.8% 

Net profit (loss)  100 160      76 119     +31.6% 

Net cash flow  20 551      6 057     +239.3% 

cash flow from operating activities  106 494      75 817     +40.5% 

cash flow from investing activities  (13 788)     (17 468)    - 

cash flow from financial activities  (72 154)     (52 292)    - 

Number of shares  25 750 000    25 750 000   - 

Profit (loss) per ordinary share  3,89      2,96     +31.4% 
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[PLN thousands] At March 31, 

2021 

At March 31, 

2020 

Change 

Total assets  122 318     87 629 +39.6% 

Liabilities and provisions  14 948     8 948 +67.1% 

Long-term liabilities  1 536     2 339 -34.3% 

Short-term liabilities  13 412     6 609 +102.9% 

Net equity  107 370     78 681 +36.5% 

Initial equity   515     515 - 

Number of shares 25 750 000 25 750 000 - 

BVPS 4,17 3,06 +36.3% 
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Q4 – unaudited consolidated data 
 

[PLN thousands] Q4. 2020/21 Q4 2019/20 Change 

Net sales of products, goods and 

materials 

       48 053        36 014 
33% 

EBITDA        32 198          26 053 
24% 

Operating profit (loss)        29 531        23 656 
25% 

Gross profit (loss)        29 432        23 560   
25% 

Net profit (loss)*        27 515         29 222 
-6% 

Net cash flow          2 269              (749)  
- 

cash flow from operating activities        28 669         24 419   
17% 

cash flow from investing activities         (3 278)          (9 183)  
- 

cash flow from financial activities       (23 122)        (15 984)  
- 

Number of shares        25 750 000          25 750 000   
- 

Profit (loss) per ordinary share*                   1,07                     1,13   
-6% 

 

* In the fourth quarter of 2019/20 of the financial year, the full effect of the application of the IP Box program was 

recognized, in the financial year 2020/21 it was spread over all quarters. 
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1.4. Selected seperated financial data 

[PLN thousands] 2020/21 2019/20 Change 

Net sales of products, goods and 

materials 

 179 010    130 867   +36.8% 

EBITDA 118 077 86 564 +36.4% 

Operating profit (loss)  109 121    80 707   +35.2% 

Gross profit (loss)  106 720    81 588   +30.8% 

Net profit (loss)  99 776    75 829   +31.6% 

Net cash flow  19 402    5 067   +282.9% 

cash flow from operating activities  104 518    74 227   +40.8% 

cash flow from investing activities  (13 788)   (17 400)  - 

cash flow from financial activities  (71 328)   (51 761)  - 

Number of shares  25 750 000   25 750 000  - 

Profit (loss) per ordinary share  3,87    2,94   +31.6% 
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[PLN thousands] At March 31, 

2021 

At March 31, 

2020 

Change 

Total assets  118 168    83 072   +42.2% 

Liabilities and provisions  12 247    5 600   +118.7% 

Long-term liabilities - - - 

Short-term liabilities  9 088    5 600   +62.3% 

Net equity  105 921    77 472   +36.7% 

Initial equity   515    515   - 

Number of shares  25 750 000    25 750 000   - 

BVPS  4,11    3,01   +36.5% 
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1.5. Key events 

During the 2020/21 financial year, the Company experienced an increase in the number of clients for its solutions, 

and exactly on June, 5 2020 the number of active and paying clients of LiveChat solution exceeded 30 thousand.   

As far as the LiveChat solution is concerned, the number of paying clients as at the end of March 2021 was 32.864 

as compared to 28,784 a year before. The number of LiveChat clients grew in each month of the financial year and 

In April 2021 it exceeded 33,000. 

As far as ChatBot is concerned, the number of paying clients as at the end of the financial year was 1874 as 

compared to 1180 a year before. In May 2021, the number of customers for this solution exceeded 2,000. 

During the financial year, the use of LiveChat and ChatBot by end customers of our products increased significantly. 

The number of chats shows how many cases were handled by the companies using LiveChat and ChatBot solutions. 

At the beginning of 2020, no one could have predicted that customer service agents using the Company's products 

would handle 566 million chats in the last fiscal year, over 60% more than in the previous fiscal year. The obvious 

reason for such a significant increase is the COVID-19 pandemic. With the huge demand for live chat services, we 

are proud that our software could help so many businesses in these difficult times. At the same time, we are 

convinced that the effects of the digital transformation we have witnessed during the year are permanent and the 

role of online communication will continue to grow. 

 

 

The number of chats performed using LiveChat and ChatBot products (mn) 

 

 

 

The sheer number of customers is becoming less and less important KPI for the Company. For many months, a trend 

has been observed according to which revenues (net of the impact of changes in exchange rates) are growing faster 

(in terms of year-to-year dynamics) than the number of customers alone. This is related to, inter alia, the fact that 

the Company's offer is addressed to business customers - companies that have their own websites. Currently, 

LiveChat Software customers choose from four subscription plans. The final revenue per customer depends on the 

chosen plan as well as the number of licenses purchased by them. The difference in the revenues generated by 

individual clients can be very large. The Company is also carrying out activities aimed at increasing ARPU. 
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Key performance indicators of the Company 

MRR 

MRR (monthly recurring revenues) constitute most of our sales and determine the stability of our business based 

on the subscription model. Additionally, we generate revenues from the sale of services related to our products, 

e.g., training. At the end of March 2021 our MRR at the Group level for the first time exceeded USD 4 million - that 

is, by 4.7% more compared to the last month of the previous quarter and by 36.6% compared to same period last 

year. The stability of this indicator may be proved by the fact that it grew in each subsequent, single month of the 

last year and the year before. On the graph we present MRR as for the last month of each of the quarters.  

MRR (USD mn) 

 

ARPU 

ARPU (Average Revenue Per User), the average revenue per one customer - in our case, a company or institution. 

ARPU given in our report and presentations is calculated on the basis of the MRR (not total revenue). ARPU value 

of individual customers depends on the selected subscription plan and the number of agents (in the case of 

ChatBot, on the selected plan and possibly the number of interactions exceeding the limit available in a particular 

subscription). In the fourth quarter of 2020/21 of the financial year, ARPU of the LiveChat product expressed in 

amounted to USD 117 and was higher by over 17% compared to the value at the end of the previous year; ARPU 

of ChatBot increased by approx. 70% per year to USD 87.  

The main reasons for the significant increase in ARPU year on year are: the introduction of new subscription plans 

for ChatBot since October 2019, acquiring larger customers and change of the LiveChat pricing model (from "Pay 

per Seat" to "Pay per Agent") in January 2020. 

Average sale price 

The average sale price, or initial ARPU is practically the average value of the first payment from new customers each 

month. The significant increase in this indicator is related to the same factors as the increase in ARPU, in addition, 

some organizations may have been forced by lockdown to implement new solutions faster than the standard ones. 

However, especially in the case of larger clients, we observe a strong trend, according to which ARPU grows over 

time, and many clients significantly increase the value of the contract during the first month of cooperation.  
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LiveChat ARPU (USD) 

 

 
 

LiveChat ARPU and initial ARPU (USD) 
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ChatBot ARPU and initial ARPU (USD) 
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Number of clients and churn 

Among our clients are companies operating in virtually all sectors of the economy, universities, and institutions 

from around 150 countries around the world. The most important geographically markets, both in terms of the 

number of customers and generated revenues, are the English-speaking countries: USA, Great Britain, Australia, 

and Canada. North America's share of the Company's recurring revenue (MRR) at the end of the financial year was 

43%, and the above-mentioned English-speaking countries together generated nearly 60% of recurring revenue. 

MRR geographical split 

 

At the end of March 2021, the number of paying LiveChat customers was 32,864 and ChatBot 1,719, an increase of 

14.2% and 69.1% percent year-on-year, respectively. The largest increases in the number of customers took place 

in the first quarter of the financial year, i.e. in the period April - June 2020, which was directly related to the 

introduction of epidemiological restrictions in individual countries, including the United States.  

“Customer churn”, the customer churn rate, was over 3% throughout the financial year (monthly). The value at the 

level of 3% or even significantly higher are normal in the SaaS model and depend, inter alia, on industry and 

customer base (churn is usually significantly higher in the small business segment). From a business point of view, 

more important is the "net MRR churn", which is a similar indicator for recurring revenues. In our case, it is 

significantly lower and during most of the months it was significantly lower than 1%. 

Within a year, we observed changes in the 'customer churn'. The "Lockdown" and other effects of the pandemic 

translated into business problems for many LiveChat customers, which was especially visible in the first quarter of 

the financial year. As a result, in April 2020, we recorded a very high level of the churn rate, which amounted to 

approx. 4.5%. However, already in the following months, the churn fell to levels slightly above the historical average 

of around 3% per month and remained at this level for the rest of the financial year. 
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CUSTOMER ACQUISITION 

In the process of acquiring customers, the Company uses many channels, including partner channels (affiliate and 

reseller), content marketing, which translates, among others, into high position in search engine rankings, presence 

in the websites such as Shopify, Big Commerce and others, integration with other solutions and others. In 2019, a 

sales department was created to support the implementation of the strategy assuming, inter alia, acquiring more 

clients of the "enterprise" class. 

The sales team focuses on concluding “enterprise” contracts with particular emphasis on agreements for more than 

one product. In the fourth quarter of the financial year, approximately 40% of contracts concluded by this team 

concerned more than one product. During this period, the sales team struggled with a significant number of COVID-

19 cases, despite the following: 

- A long-term contract was signed with one of the largest clients of the Company (a logistics company with a global 

reach), thanks to which the value of cooperation was increased by 200%. 

- An agreement was concluded with a government agency from one of the US States, under which LiveChat is used 

for contacts by people seeking psychological support. 

- ChatBot was up-sold to important customers who already use LiveChat, incl. a global financial services company 

and one of the world's largest gaming companies. 

- An "enterprise" class agreement was concluded with a leading company in the online betting segment. 

- A long-term agreement was concluded with a North American company (from the retail industry) that 

implemented integrated products: LiveChat, ChatBot and SnapCall (external voice solution). 

- Cooperation with one of the world's most famous brands in the cosmetics industry has started. 

- A 3-year contract was signed with a telecommunications operator, which replaced the existing cooperation 

without an agreed time frame (based on monthly payments). 

CORPORATE EVENTS 

In June 2020, the Company, simultaneously with the annual report, presented its "Constitution" - a document 

describing the vision, mission, and key values for the Company. According to it, the mission of the Company is to 

help People and Businesses communicate better and fully express themselves, and the Group's vision is Customer 

communication without barriers". The document entitled The LiveChat Software Living Constitution also presents 

values relevant to the Group. 

On August 11, the Supervisory Board of LiveChat Software decided on the composition of the Management Board 

for the next term (2020–2023). The Supervisory Board appointed Mr Mariusz Ciepły and Ms Urszula Jarzębowska 

into the Management Board. At the same time, Mariusz Ciepły was appointed the Chief Executive Officer, and Ms 

Urszula Jarzębowska became a Board Member. 

An Ordinary General Meeting was held on August 18, resulting, in the decision on the distribution of profit for the 

financial year 2019/2020. Following a proposition of the Management Board approved by the Supervisory Board, 

the unconsolidated profit of LiveChat Software S.A., which amounted to PLN 75,828,987.97, was divided as follows: 

• PLN 11,968,987.97 for the supplementary capital of the Company; 

• PLN 63,860,000.00 for the dividend paid to the shareholders,  

which means that the amount of dividend per share was PLN 2.48 (including the advance dividend payment made 

in January 2020 and the second advance dividend payment paid in August 2020 – the amount of the first payment 

as well as the second payment was PLN 0.60 per share,). The dividend covered 25,750,000 shares of the Company. 
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The date for the determination of shareholders entitled to receive dividend was specified as August 25, 2020, and 

the date of payment of the dividend – September 1, 2020, when the remaining PLN 1.28 per share was paid out. 

 

In December 2020, the Company received information about the registration by the US Patent Office (USPTO) of 

the patent "method and system of displaying greetings or dedicated messages to end users based on qualifiers". 

The patent was granted in the United States and the Company is entitled to legal protection for a period of 20 

years. A patented solution is used in LiveChat to display a custom message to the end user based on the qualifiers 

stored in the database. The Company conducts processes aimed at obtaining similar protection for subsequent 

solutions. The Company does not rule out similar activities on other geographic markets in the future. 

On December 1, 2020, after revoking the consent from the Supervisory Board, the Management Board of the 

Company adopted a resolution on the payment of an advance dividend against the expected dividend for the 

financial year 2020/2021, with the following parameters:  

• the amount of the advance payment towards the expected dividend: PLN 22,917,500.00 - which amount 

is not more than half of the net profit of the Company divided in the financial company as at September 

30, 2020 and was audited by a certified auditor, 

• advance payment covers all 25,750,000 shares of the Company 

• the amount of the advance payment per share was PLN 0.89.  

The advance payment was made on 11 January 2021. 
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SUMMARY OF PRODUCT DEVELOPMENTS 

 

In April, the Company launched integration with Apple Business Chat, thanks to which users can contact companies 

via LiveChat using the "Messages" application available in Apple products. The integration was based on the API of 

the LiveChat platform. It is especially dedicated to those companies that focus on the omnichannel approach while 

developing customer service. 

During the financial year, several new solutions and integrations were introduced to the Company's "marketplace", 

including with MailChimp, WhatsApp, Zoom, SnapCall (voice solution), 2way (allowing sending SMS) and many 

more. Many initiatives were also carried out to improve the operation of the solution, including: the migration of 

customers to the new version of Chat Widget (the chat window) was completed, a new version (1.13) of the mobile 

application was introduced, and the possibility of using emoticons in the chat by agents was added. 

In June 2021, LiveChat's Chat Widget received a major update introducing significant accessibility features. Thanks 

to it, the chat section of a given website is accessible via the keyboard and friendly to text readers. Additionally, all 

default color settings selected by users in chat have a contrast score of 4.5 or higher. As a result, the solution is now 

fully compliant with WCAG 2.1 (levels A and AA).  

 

 

In terms of ChatBot product development, redesigning the redesign of ChatBot’s Visual Builder was the most 

important release of this financial year. From the very beginning, we wanted our builder to be accessible for users 

with no technical background and help them create chatbots without coding. The improvements introduced this 

year address both the needs of our users and the current market.  

What we changed:  

• The new structure of the builder’s interface helps users complete their chatbot projects faster 

o Two navigation modes: mouse and trackpad 

o The possibility to add blocks right on the tree or by using a drag and drop editor 

o The new search option that helps the user to locate a particular interaction on a tree 

• The improvement of the Filter mechanism and the option to add filters right on the conversation tree 

• The improved Question action 

• The new keyboard shortcuts that facilitate the building process  

• The option to rename the block directly on the tree  

• The new dark mode option that enables the user to switch between the light and dark interface to reduce 

their eye strain  

Customers who have built their chatbots using the previous version of the software can easily migrate their Stories 

to the new builder. They can also access the API documentation for the new Visual Builder.  

The new builder also offers an A/B test action. It lets the customer try out up to five different chatbot flows at once. 

They can experiment with different copy, images, or response formats to verify which of them achieves the highest 
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engagement and conversion rates. As a result, the customer can consciously develop their chatbot Stories to get 

much better results.  

Throughout the year, we also added the version history feature that lets the customer keep track of all the changes 

they’ve made to their chatbot Story over time. They can now jump between the previously launched versions, edit, 

and restore them when necessary. 

We’ve released the new version of our in-built Testing Tool. It lets customers test their bot scenarios and offers 

features that speed up the testing phase. We added:  

• Automatic interaction tracking - the tool shows a tested interaction on a conversation tree. 

• The option to test a bot scenario from any moment in the Story. It means that the user no longer must 

test their Story from the beginning to verify the last interaction. 

• The user can now turn on/off the typing indicator that appears between the bot’s messages. This helps to 

speed up the testing phase.  

• The redesigned widget of the Testing Tool - the new version was polished to resemble the actual ChatBot’s 

Chat Widget.  

We have also added a new improvement to our native Chat Widget that collects additional information about end 

users. This update helps our customers create more personalized and complex chatbot scenarios that are based on 

user data. 

The changes in the product also included refreshing the popularity of interactions metrics, a better onboarding 

process, possibility to upload images in rich messages, and undo and redo actions used while creating scenarios. 

During the pandemic, we partnered with Infermedica, a provider of AI-driven solutions for preliminary medical 

diagnoses, to help scale up the COVID-19 crisis response. The result of this cooperation is the COVID-19 Risk 

Assessment Chatbot that we share for free. The solution helps businesses self-evaluate the risk of infection, share 

verified information about coronavirus symptoms, and take on protective measures after getting back to work. 

The chatbot asks a series of questions and quickly analyzes reported symptoms. Depending on the interview results, 

it guides a person on whether and where they should seek medical assistance. It also gives contact information to 

local healthcare organizations. The chatbot’s content is based on WHO’s guidelines and was prepared in 

cooperation with Infermedica’s medical team. 

 

During the financial year HelpDesk has been build based on the strategy of 4 pillars: 

• to create of strong and clear basic features. In this area, including also features for the team collaboration.  

• to build automated workflows. As the first release of automatization received a warm welcome from the 

users' side, the full editor, with a lot of actions and triggers was shipped in, in order save agents’ time and 

automate as many tasks as possible, also templates were made available to agents. 

• ready for integrations. HelpDesk can work for our customers together with other apps via Zapier (very 

easy to set up the integration with thousands of apps) and through API. The first dedicated integration 

has been made for Shopify, to build a new distribution channel, which is the Shopify marketplace, with 

millions of customers with their own shops. 

• to integrate Helpdesk with Global Account and Product Suite. Integration with Global Account has been 

finished at the beginning of the 2021 financial year, thanks to which Helpdesk clients can access multiple 

LiveChat Software products from one panel. 
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In the LiveChat Partner Program, two important integrations for the LiveChat product were released in the last 

financial year - in May 2020 for the Shopify platform and in August 2020 and January 2021 for the BigCommerce 

platform. Both integrations profile the use of LiveChat for e-commerce customers, which in practice translates into: 

 

agents using the LiveChat application can see in the LiveChat application what and how 

many products the customers with whom they chat, have in the basket; 

 

 

during such conversations, agents can send product recommendations directly via chat, 

without having to search for links to individual pages; 

 

 

agents have an overview of the order history and status for each logged in customer; 

 

 

in the case of users who are not logged in, agents can view the entire history of purchases 

in their store and at the customer's request they can quickly and efficiently check the order 

status. 
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Impact of the pandemic on the Company’s situation 

In connection with the outbreak of the pandemic and the epidemic in Poland, in the week of March 9-15, 2020, the 

Company, out of concern for the safety of its associates, introduced a model based 100% on remote work. In July 

2020, the company re-opened the office, however, introducing several precautions and limitations (number of desks 

were excluded from use, the number of people in the office was monitored, disinfectants were made available, etc.). 

At the same time, the Company informed its associates that remote work is the preferred form of cooperation and 

intends to maintain this organizational model in the future. This is due to the positive reception of changes by 

colleagues and very good results in terms of effectiveness. Due to the worsening of the epidemic situation in Poland, 

in October it was decided to close the office in Wrocław again. The office was again (while maintaining the 

precaution measures above) made available to colleagues from May 5, 2021. 

Despite the worsening of the epidemic situation and the quarantine of individual associates of the Company, the 

negative effect of COVID-19 and the related limitations on the Company's business development, continuity and 

quality of services or development works remain unproven. The exception is the situation in the sales department, 

where a large number of COVID-19 cases were recorded in the fourth quarter of the financial year, which could 

have had a negative impact on the result of this team in this period but should not translate into subsequent 

periods. The pandemic situation makes recruitment difficult, but the introduction of procedures related to the 

transfer of this process online enables the Company to continue increasing employment. Due to the change of the 

operating model to remote work, more and more people from outside Wrocław cooperate with the Company - 

both from other Polish cities and from abroad (e.g. Boston, London). 

The Company's business indicators are simultaneously affected by many factors, including the economic situation 

in the key markets (e.g., the US, UK, Canada), product changes, marketing activities, competitors' activities, and 

many others, which makes it difficult to accurately calculate the impact of the pandemic on business. Nevertheless, 

in March and April 2020, the Company recorded, undoubtedly related to the pandemic, an increase in churn 

(customer churn rate), which, however, began to decline in May and returned to levels close to the historical average 

of approx. 3% monthly. In the third and fourth quarter of the financial year, the churn remained at the level of over 

3% - which could also have been affected by the pandemic negatively affecting the financial situation of many of 

the Company's customers. The number of new so-called trials (potential customers testing the LiveChat solution) 

remained in the reporting period generally at a higher level than in the corresponding period of the previous year 

and the first months (January, February) of 2020. from the increased demand for online communication solutions 

during the pandemic. At the same time though, there was a seasonal impact on the number of new "trials" - an 

increase in the number in the period October - November and a significant decrease during the holiday season, 

and then another increase in March 2021. 
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1.6. Other events 

LiveChat Software encourages the self-improvement of its employees and implements measures designed to 

strengthen the sense of community among the personnel. The coronavirus epidemic has not stopped these 

initiatives, which took place in the virtual space. Examples of such measures include the following: 

LiveChat Academy 

 

A series of lectures during which successive team members of the Company share their experiences and help other 

team members learn useful skills.  

Side Project Day 

 

Side Project Day is a day dedicated only to working on your own ideas, which can then be incorporated into the 

Company's work plan. The main topic of the third edition of "Side Project Day", which took place completely 

remotely in February 2021, was remote work and remote communication. Two days of work, fun and joint 

integration of 100 people in 21 teams contributed to the creation and presentation of ideas for new solutions in 

the field of remote work. 
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Rebranding 

 

In April 2020, LiveChat Software presented the new logos of its products: LiveChat, ChatBot, KnowledgeBase and 

HelpDesk. They are unified by their graphical style, which emphasizes their mutual compatibility and the fact that 

they have been designed by the same team. The “speech balloon” is an allusion to the iconic LiveChat logo designed 

in 2002. 

The Company has always preferred simplicity, both in communication and in the visual aspect. Presently, it also 

emphasizes the connections between the individual products – all of them are a part of the ecosystem built by 

LiveChat Software. The companies that use them can easily integrate the individual products to enhance their 

performance and provide the best possible support to their own customers. 

The new logos represent a major change, but that change is a part of the broader marketing strategy of LiveChat 

Software. In recent years, the Company has been acquiring domains relevant to its business – it now owns the 

websites corresponding to the individual products: www.livechat.com, www.chatbot.com, www.helpdesk.com and 

www.knowledgebase.ai. 

Success by LiveChat 
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In accordance with the marketing strategy that provides for the generation of own valuable content, from April 

2020 the Company has been running a multimedia blog platform "Success By LiveChat". 

A characteristic feature of this project is the fact that it is based on video productions made at the Company’s 

own recording studio. The platform also contains guidebooks, studies and, knowledge resources, but also 

interviews with guests conducted by the ambassador of the LiveChat brand - Marcos Bravo.  

Assistance Program 

 

In June 2021, the psychological support program (EAP24) was launched at the Company. As part of it, the 

Company's associates and their relatives were given the possibility of anonymous and free of charge support from 

psychologists and therapists. The launch of the program is part of the Company's activities aimed at supporting 

the mental health of its associates in a situation where it is based on remote work. 

“LiveChat for Nonprofits” 

 

We support non-governmental organisations from around the world by making its products available to them free 

of charge. The organisations supported in this way by LiveChat include: the Movember Foundation, the Lifeline 

Children Services and the National Multiple Sclerosis Society. 
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1.7. Description of the organization of the LiveChat Software Capital 

Group 

LiveChat Software S.A. creates a capital group, which includes as a parent company and a subsidiary of LiveChat 

Inc. based in the USA, in which it holds 100% of the capital and 100% of votes. LiveChat Inc. subject to full 

consolidation. The Company has no branches. 

 

 

Investor Relations 

The Company has an internal, two-person Investor Relations department, which reports directly to the CEO. Contact 

with investors is provided through a number of communication channels, including "LiveChat" on 

investors.livechatinc.com, mail (ir@livechat.com), telephone and LiveChat IR on Twitter. 

One of the team's priorities is to ensure equal access to information for all investor groups. 

During the financial year, the IR department participated in such investor conferences as: DM PKO BP Top Picks 

2021, "Conviction Equity Investors Conference" Erste Securities, Wood's Winter EME Conference, Emerging & 

Frontier Markets Virtual Investor Conference (Auerbach Grayson), Erste CEE Innovation Conference, Wood's virtual 

Stock Essentials: EM Consumer & Industrials Conference. In May 2021, the department represented the Company 

at the Central & Eastern European Virtual Conference organized by regional exchanges and Daiwa Capital Markets. 
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In April 2021, LiveChat Software, as the first company outside of Scandinavia, made a presentation for the 

community of individual investors gathered around the Inderes.fi website. 
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2. Description of the activities of LiveChat Software Group 

2.1. Strategy 

We are distinguished by the fact that we feel responsible for the quality of communication on both sides of this 

process. We support companies in more effective communication, but our goal is also to provide the best 

experience and improve the quality of services for millions of people who use our solutions every day. 

Product and services 

The products and services we provide are to meet all of our client's communication needs. In the current 

environment, it is not the brand but the customer that dictates the rules of communication. Our products enable 

contact with the company at a time and place he chooses through any communication channel and freely express 

himself and his emotions. 

We will also be able to maximize the number of interactions carried out through our solutions. 
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Target markets 

Our clients are companies of all sizes representing all industries. One of our significant competitive advantages is 

a very effective, automated sales process for small and medium-sized companies. 

We intend to maintain this advantage while focusing on medium-sized companies. Maintaining a strong position 

in the small business segment will help us generate new leads. Increasing the number of corporate clients will 

translate into increased predictability of our business and its even greater stability. We believe that we have the 

technological and organizational capabilities needed to provide services for this market segment. Despite this, 

further work is required in order to adapt products, marketing, and build a sales department to achieve this goal. 

 

 

We offer our clients not only technological solutions but also our expert knowledge accumulated thanks to 18 years 

of supporting online communication. 

We focus on the US market, which is the largest for us in terms of sales value and future growth potential, but also 

sets trends for the entire industry. 
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Economies of Scale 

Our solutions are used by thousands of companies and millions of end-users. It gives us data and experience that 

we use for further growth - development of our current products and designing new ones. We focus on 

implementing projects with the highest potential. 

 

Focus on data 

Looking for opportunities for further growth, we will rely on available data and invest in their analysis. 

Open Infrastructure and products 

Our products are to be open and easy to integrate with other solutions provided by external suppliers. Even our 

API (Application Programming Interface) becomes a product. 
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2.2. Description of the activities of the Group 

LiveChat Software is a developer and a global provider of LiveChat software. Its corporate portfolio includes also 

solutions such as ChatBot (a chatbot building platform), HelpDesk (ticketing system) and KnowledgeBase (a 

knowledge base application).  

 

The Company is a developer and a distributor of products sold in a Software-as-a-Service model), used in business-

to-consumer (B2C) and business-to-business (B2B) text-based communications. At present, LiveChat Software 

focuses on the development of new products and on perfecting the ones already on the market, offering top-

quality customer service (users of LiveChat product can contact the Company on a 24/7/365 basis) and the 

development of new customer acquisition channels. 

 

The Company has a proven business model with a marginal, close to zero customer acquisition cost. The relatively 

low level of recurring expenses and the marginal ultimate variable cost of new clients coupled with the absence of 

the need for additional CAPEX, gives LiveChat Software a high degree of scalability of its business while retaining 

strong profit margins. 

 

Leveraging the right marketing policy, including pricing, LiveChat product is addressed primarily to SMEs, but the 

Company is also reaching out to corporations which operate on a larger scale, through product development, 

introduction of new features and pricing schemes. A progressive price list gives the Company an opportunity to 

generate higher revenues from clients who use a greater number of LiveChat functionalities. 

LiveChat Software also runs a number of other projects, whose joint trait is the potential to accelerate customer 

acquisition growth rate. Its solutions are dedicated to business users from all industries. At present, IT companies 

account for the greatest number of clients. Other large sectors represented among clients include retailing, 

education, marketing, gaming and gambling, automotive, entertainment, financial services, health care and tourism. 
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2.3. LiveChat 

LiveChat product is a tool for quick contact between clients and the Company using a chat application embedded 

on the company’s website. The solution is used mainly for customer service and online sales. 

The company offers mobile application and desktop versions of the product and it is also possible to use it in a 

browser-based form. This gives users of the product an ability to chat with clients virtually anywhere and anytime. 

Examples of the product’s use are very varied. LiveChat solution can facilitate sales processes in e-commerce, serve 

as a recruitment supporting tool in education and HR and as a contact channel in industries which require 

personalized communications, such as real estate. 

LiveChat offers numerous functionalities, not just facilitating conversation with clients, but also making 

communications management easier. Users are offered features which engage their clients (e.g. automatic 

invitations to start a conversation), a ticketing system (which makes it possible for clients to leave a message after 

hours), tracking the behavior of website visitors and an analytical panel. All the data collected using the LiveChat 

application are an attractive source of knowledge, to be used in the sales, service and customer support process 

The product’s structure makes it possible for users to integrate it with other instruments, vastly expanding its 

usability. 

 

LiveChat as a communication platform 

The idea to change the direction of the LiveChat product development is a response to the growing number of 

individual user requirements for the application. In order to meet and exceed customer expectations, LiveChat 

Software builds an ecosystem around its solution. 

Changing the business model to the platform, in the long run, will accelerate the development of solutions created 

by the Company, as well as facilitate the introduction of new functionalities to them. The platform enables the 

creation and sharing of new functions not only by the Company's employees, but also by external units (developers, 

software companies, partners, and users themselves). Thanks to the platform and the tools made available on it, 
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everyone from outside the company has the opportunity to create their own extension or application based on the 

LiveChat product technology. In this way, it is possible to introduce solutions that are not included in the product, 

and which are crucial for a given user. 

The platform around the LiveChat solution consists of closely related parts. The first is the Development Console, 

on which the Company provides appropriate tools (manuals, API documentation, code examples), thanks to which 

it is possible to create plugins and extensions. 

 

The next part is the Marketplace, which is the "place" where all created products are stored and made available to 

users of the LiveChat product (in paid and free versions). The third part is the community of all its participants, as 

well as the Company's clients, built around the platform. The goal of the community is to exchange experiences, 

jointly create applications and establish mutual relations. 

 

The main benefits of product development in the platform model are that the solutions become more flexible, 

which makes it possible to almost freely adjust their functionality to the users' requirements. This makes the user's 

relationship with the product stronger, making it more difficult for him to give up using it. The platform also allows 

you to discover previously unknown use cases of a given solution and share these experiences. 
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In the financial year 2020/2021, the value of revenues from the sale of applications made available in the Company's 

marketplace (both own and developed by external partners) exceeded the level of USD 500 thousand. In March 

2021 alone, revenues from this source amounted to nearly USD 75 thousand. 

 

ChatBot 

 

ChatBot is a product which allows the creation of conversational chatbots to handle various business scenarios. 

Their main goal is to automate corporate communications and to improve the effectiveness of customer service 
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teams by addressing repeatable customer inquiries. The solution, introduced to the market, fits into the Company’s 

strategy to develop the offering of products for text-based customer communications. At the same time it responds 

to the now popular trend towards automation of communications using AI-based mechanisms.  

Bots are created by preparing a detailed conversation scenario in the form of a 'tree'. It is based on the drag & drop 

method, it is intuitive and simple, and therefore also available to people who do not have specialized programming 

knowledge. 

Chatbots, created by ChatBot, are based on two systems of matching phrases during a conversation with the user. 

The main one - machine learning, which analyzes the entire phrase entered, and the second one based on keywords. 

They can be used alternately or even combined within one scenario. 

ChatBot is integrated with the LiveChat solution, but also with other tools, such as Facebook Messenger. In addition, 

the user can connect the created bot with the internal system, which allows, among others to verify and send data 

obtained by the bot during the conversation to other systems in the company. ChatBot's integration possibilities 

are virtually unlimited due to the company's API application. 

The Company promotes its solutions through cost-free activities, organically increasing the ChatBot user base. At 

the same time, ChatBot sales are also handled by the sales team - common to all products. The solution has been 

available on the market since June 2017 (in the open beta version, from February 2018 as a complete product). The 

customers of the product include companies such as Boston University, Kayak, Adidas, UEFA and Intuit. 

HelpDesk 

 

HelpDesk, an application that enables companies to simplify their team efforts when it comes to running customer 

service via email. 

The HelpDesk solution enables customers to leave a message for a company by using dedicated email addresses. 

It’s also possible for team members to create a ticket if a customer’s query came from other communication 

channels, such as LiveChat, Facebook Messenger, WhatsApp or a phone call. In the further development stages, the 

application will gather customer queries on its own no matter where they come from. 
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All the inquiries are collected as tickets and assigned with the appropriate statuses and categories within the 

application. Ticket statuses or categories help to navigate through collected messages and manage them in a more 

effective way compared to an email inbox. What’s more, knowing which of the tickets are open, pending or solved 

makes the customer service team’s job seamless and much more efficient. 

HelpDesk also supports team collaboration with an assignment feature which enables a user to assign a ticket to a 

group or a particular person. HelpDesk then sends email notifications to let the team members know it’s something 

they need to take care of. 

To speed up the response time, a user can provide canned responses. They are templates that simplify dealing with 

repetitive questions and are instantly available for the whole team. 

In the next development stages, HelpDesk will also be enriched with reports that include the number of new tickets, 

the first response time, the number of solved tickets and their resolution time. 

HelpDesk is available as a desktop and mobile application. 

KnowledgeBase 

KnowledgeBase platform lets companies create their own knowledge bases, which can be accessed by both their 

employees and clients.  

Thanks to KnowledgeBase, articles relating to, for example, technical assistance, are all gathered in one place. This 

way, an employee doesn’t have to switch between various browser tabs to seek out an answer to the question while 

dealing with customer service, but merely seeks out the information in the knowledge base. This boosts the 

efficiency of the customer service and speeds up communications with clients. At the same time, it lets clients seek 

out solutions to their problem by themselves. 
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2.4. Other activities 

Examples of some additional activities contributing to the organic growth of the number of customers on which 

the Company's team works in dedicated teams: 

Affiliate Program - the goal of the partnership program is to build new sales channels based on cooperation with 

companies from various industries or freelancers. The program consists of models: 

- an affiliate in which partners earn a commission on every sale of a product made through them 

- solution partners, assuming the possibility of adding our product (and services around it) to the partner's offer 

portfolio and independently shaping the pricing policy 

Activities undertaken in the project: 

- expansion of the website and blog (strengthening the organic traffic and the number of entries interested in 

cooperation) 

- expansion of the partnership panel (dashboard) giving partners access to advertising materials, analytics and tools 

for creating and managing LC licenses created in this model 

- Partner program API - enabling tracking and optimization of project activity and the automation of many activities 

within the project 

Content marketing activities 

The company puts a lot of work into the content created for the website, which allows it to generate high incoming 

traffic to websites and high positions in browsers. 

Partnerships - activities involving cooperation with other software development companies. They are based on 

cooperation on various levels: mutual promotion, creating joint integrations, listing in marketplaces. 

2.5. Description of the situation on the market for SaaS services and the 

segment of live chat type of software 

The SaaS (Software-as-a-Service) software market is the largest and dynamically developing part of the Cloud 

Computing market, consisting in the provision of services and products in the area of information technology 

through the use of cloud computing. The Cloud Computing market includes the private cloud segment, which is 

used by large enterprises to optimize their own resources, and the public cloud segment, aimed at small and 

medium-sized companies, which allows greater control over expenses and the possibility of spreading them over 

time. According to estimates by the analytical company Gartner, the value of the public cloud amounted to USD 

270.0 billion in 2020. 

According to forecasts, the value of the public cloud market will grow by 16.1% annually to USD 692.1 billion from 

2019 to 2025. Solutions offered in the SaaS model dynamically replace traditional software, allowing customers to 

optimize the resources used, increase the reliability, scalability and flexibility of the solutions used. The following 

markets are also distinguished within the Cloud Computing market: 

● IaaS (Infrastructure-as-a-Service) - providing IT infrastructure, 

● PaaS (Platform-as-a-Service) - selling a virtual programmer's work environment, 
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● BPaaS (Business-Process-as-a-Service) - business process outsourcing, 

● BaaS (Backend-as-a-Service) - a common backend database for the processes of many applications 

● Daas (Data-as-a-Service) - remotely delivered data at the user's request 

● FaaS (Function-as-a-Service) - a platform that enables the development, testing and commissioning of individual 

functions in the cloud 

In 2021, the value of public cloud services is foreseen to grow by 23.2% to USD 332.3 billion, which was mainly due 

to the outbreak of the COVID-19 pandemic and greater openness of IT managers to virtual solutions, and SaaS 

services constitute the largest part of the public cloud, exceeding USD 122 billion. 

According to data provided by Datanyze research company, over 200 different technologies are present on the live 

chat solutions market. A large number of suppliers offer their solutions in the freemium model. In the opinion of 

the Management Board of LiveChat Software, the monetization of customers who have started using free services 

is a very difficult and ineffective process. The "LiveChat" solution distinguishes, among others, number of available 

functionalities, options and integration possibilities. The quality of customer service is also crucial, as it far exceeds 

the capabilities of most other providers. 

For these reasons, free solutions are not treated as direct competition, because LiveChat is addressed to more 

demanding customers with larger and more advanced needs, both in terms of available service functions, as well 

as the speed and efficiency of customer service support. The leading global providers of live chat solutions are 

relatively stable. In addition to LiveChat Software, they also include: LivePerson or Zendesk Chat. Other more 

important live chat solutions available on the market are Intercom, Drift, Olark, JivoChat, Tidio, or Tawk.to (free 

model). The Facebook Customer Chat Plugin solution is also available on the market. However, the company 

estimates that its direct competitors in the premium segment are mainly Zendesk and Intercom. 

In 2018, the Company added the ChatBot solution to its offer, which allows for the automation of communication 

with customers. Forecasts and assessments of the value of this market vary widely. According to a report by Kenneth 

Research, the value of the Conversational Artificial Intelligence market, including virtual assistants and chatbots will 

grow on average by 30% annually in the period 2019-2024 to reach a value of $ 15.8 billion at the end of this 

period. However, according to the forecast of Grand Review Research, the value of the chatbot market itself will 

amount to USD 1.25 billion in 2025 (which assumes an average annual growth of 24%). 



  

 40 

 
  



  

 41 

2.6. Information about the agreements signed 

 

 

Agreement with the payment gateway service provider 

A subsidiary of the Issuer LiveChat, Inc. It uses the services of www.authorize.net, owned by VISA, which acts as a 

technical intermediary for the payment by credit card on the Internet. Agreement between the above-mentioned 

parties was concluded by joining the Authorize website on the basis of the general terms and conditions of 

contracts used by Authorize and did not take the form of a document. 

Subject to the above terms and conditions, the legal relationship between you (including LiveChat Inc.) and 

Authorize is governed by the laws of the State of California. Authorize does not guarantee the full functionality of 

its services provided via the website. By entering into the contract, the user confirms that he is aware that the service 

will be provided via the Internet, which makes it vulnerable to possible infrastructure failures resulting from various 

reasons such as network attack, power outages. 

Authorize is also not responsible for any damage resulting from the use of its services, in particular, it is not 

responsible for data loss, unauthorized access to data sent via its website, such as credit card details. The above 

limitation of liability does not depend on the cause of the damage - both hacker attacks, accidents and negligence, 

including gross negligence, cannot constitute grounds for raising claims against Authorize. The user waives any 

claims that may arise from the use of Authorize services and declares that the use of Authorize services is at his 

own risk. If, however, it were found that Authorize was due to pay any compensation to Livechat Inc, its amount 

would be limited to the equivalent of the salary for the last 30 days or to the amount of $ 100. 

In addition, the user undertakes to release Authorize from liability for any claims raised against it by third parties, 

which are related to the use of Authorize services by users. 

The contractual conditions may be changed by Authorize unilaterally, the use of the website services after the 

change of the conditions means acceptance of the change. Likewise, Authorize may unilaterally terminate the 

provision of services, subject to prior notice. Also, the termination of the contract may not result in Authorize's 

liability for damages. 

Agreement with the provider of payment clearing services 

A subsidiary of the Issuer LiveChat, Inc. uses the services of the www.recurly.com website, which acts as an entity 

that calculates fees from the Issuer's customers and collects them automatically from customers' credit cards. 

Agreement between the above-mentioned parties was concluded by joining the Recurly website on the basis of 

the general terms and conditions of contracts applied by Recurly and did not take the form of a document.  

This Agreement is governed by the laws of the State of California. 

The service is provided by Recurly for a commission calculated on a monthly basis on the transaction value 

expressed in dollars, the amount of which may be changed by Recurly upon 30 days' notice. Recurly is not 
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responsible and does not return the commission charged in the event of, for example, a request for a refund by 

the Issuer's client, or fraud committed by the client on the Issuer. Recurly also does not provide cash storage 

services. 

Recurly is not liable for any damage, also in the form of lost earnings, data or other intangible goods on the part 

of the user, regardless of the reason for its occurrence - whether the damage will result from the use of Recurly 

services, unauthorized influence on the content of the service, actions or statements of any kind third parties. 

Regardless of the above reservations, the liability for damages between the parties was limited to the amount of 

the remuneration paid under the contract. 

Recurly is provided by LiveChat, Inc. a license to use its logo, name and other rights to use them on websites to 

identify the service provider. Similarly, LiveChat, Inc. licenses to any content posted on Recurly. 

The agreement provides for a one-year limitation period for all related claims. For the provision of services, Recurly 

charges fees depending on the turnover. 

Agreement with Comerica Merchant Services (Worldpay from FIS)  

This agreement was signed on December 21, 2011. Based on the agreement, LiveChat, Inc., a subsidiary, is using 

Visa and MasterCard payment processing services. The agreement is subject to standard terms of use for credit 

card processing used by Comerica. Card processing includes in particular the settlement of Visa and MasterCard 

transactions in connection with Livechat product. The terms of use state that LiveChat, Inc. will be handling any 

claims and complaints made in connection with sales made via these cards on its own. LiveChat, Inc. is also 

responsible for compensating any damages incurred by Global Payments Direct and by Comerica Bank in 

connection with sales paid for by card and for any associated claims (including claims by third parties). 

The agreement contains provisions which release Global Payments Direct and Comerica Bank from responsibility 

for the violation of such terms. Furthermore, the liability of Global Payments Direct and Comerica Bank is limited to 

the average monthly payment for services in the preceding 12 months, or, if such period is shorter than 12 months, 

from the signing of the agreement. Global Payments Direct and Comerica Bank will not be held liable for the loss 

of profits or for transactions using other cards, if such cards are to be processed at the request of LiveChat, Inc. at 

the agreement of Global Payments Direct. Also, Global Payments Direct and Comerica Bank are not responsible for 

damages if it has not been notified within 60 days of the violation of the agreement, or 90 days from the date of 

specific billing document in the event of billing errors. 

The agreement is renewed automatically every month after the first year unless it is terminated by LiveChat, Inc. on 

terms indicated in the agreement (with the provision that in the event of termination due to violation of the 

agreement, LiveChat, Inc. will be responsible for payments calculated based on terms set in the agreement). 

LiveChat, Inc. may also terminate the agreement in the event of a violation by the other party if such violation is 

not remedied. Global Payments Direct may also terminate the agreement, including without notice, in the event of 

a violation by LiveChat, Inc. 

Terms of the agreement also describe in detail the rules for charging LiveChat, Inc. with transaction amounts in 

specific cases, in particular when a card owner is questioning the transaction, setting up a reserve account to secure 

claims against LiveChat, Inc., the principles concerning LiveChat’s liability for damages suffered by financial 

institution which carries out an order to withdraw funds at the request of Global Payments Direct and Comerica 

Bank, the principles of deducting funds from that account and associated settlements, and sets out a one-year term 

for the expiry of the claim by LiveChat, Inc. to return any funds remaining on such account. Terms of the agreement 

also set forththe rules on the establishment of a security on specific accounts and on naming  

a custodian to manage a LiveChat account for the settlement of agreement-related liabilities. 

The agreement is subject to laws of the State of Georgia. Disputes relating to the agreement will be heard by courts 

of the state of Georgia designated in the agreement. 

The agreement also grants a limited license for the use of the Discover Program mark (which identifies the Discover 

cards). 
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The price list for services is set out in the relevant price schedule.  

Agreement LiveChat, Inc. with American Express Company  

A subsidiary, LiveChat, Inc., is using the services of https://merchant.americanexpress.com in order to process 

American Express cards. This agreement was made by signing up for the services on the basis of terms and 

conditions it offers and is not made in a document form. 

Fees charged to LiveChat, Inc. in connection with the use of this service are set as a percentage of its turnover, at 

2.89-3.20%, according to the current fee schedule. The terms of use include a number of waivers which exclude 

American Express Company from liability to its users. In particular, these terms exclude the liability of American 

Express Company for any indirect damages and for the loss of profits in connection with the use of the service. 

According to the terms, American Express Company will not be held responsible for services offered by service-

providers via the service in question, or for information and products offered through the service or through 

websites connected to the service via a hyperlink. 

American Express Company may change the terms of use unilaterally. The terms of use are subject to the jurisdiction 

of the State of New York. 

2.6.1. Information about material transactions with related parties 

Agreement with LiveChat, Inc.  

LiveChat Software has a contract with LiveChat, Inc., in which the subsidiary has agreed to further resell access to 

LiveChat system to end users. 

According to the agreement, LiveChat, Inc. purchases access to LiveChat system from LiveChat Software and then 

resells it to end users at a price set by LiveChat Software. LiveChat, Inc. is not generating profits on the resale of 

access to LiveChat system. 

LiveChat Software refunds all expenses of LiveChat, Inc. in connection with the activities conducted and listed in 

the budged accepted by LiveChat Software, based on invoices issued by LiveChat, Inc. According to the agreement, 

LiveChat, Inc. has the right to add a 5% margin to selected expenses it incurs in connection with the sale, i.e. the 

cost of handling credit card payments, cost of banking services, accounting and marketing expenses. 

These payments are made on a monthly basis based on an invoice issued by LiveChat, Inc., corresponding to the 

amount of expenses plus the above margins. LiveChat Software remains the owner of all intellectual property rights, 

including its trademark. 

This agreement was signed for an unlimited period of time, with a 14-day notice. 

The agreement restricts LiveChat Software’s liability to the amount paid on behalf of LiveChat, Inc. over the past 12 

months.  

In the reported period, the Company concluded transactions with a consolidated entity LiveChat, Inc. As a result, 

the following balance sheet and result categories appeared: 

- Receivables from LiveChat, Inc. in the amount of PLN 1,475,110.18; 

- Obligations to LiveChat, Inc. in the amount of 0.00 PLN; 

- Sales revenues to LiveChat, Inc. in the amount of PLN 178,603,708.76 ; 
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- Costs of services purchased from LiveChat, Inc. in the amount  34,455,481.17 PLN. 

The above transactions were excluded in the consolidated financial statements. 

Information about the transactions with related parties at terms other than market terms 

There were no such transactions. 

Loans made or terminated  

The Company had no loan agreements in the period  

Loans granted 

The Company has not made any loans. 

Guarantees made or received 

The Company has not made or received any guarantees in the course of the reporting period.  

Bonds subscription agreements 

In the period the Company did not have any bond subscription agreements. 

Insurance contracts 

Chubb Tech Pro Insurance - Professional Liability Insurance concluded with the Chubb European Group Sp. z o.o. 

Branch Poland for the amount of PLN 4 million (Poland) and USD 1 million (USA) and the Insurance of Damages As 

a result of claims related to the Liability of Members of the Company's Governing Bodies for the amount of PLN 15 

million concluded with Colonnade Insurance SA. 

Description of conducted court and administrative proceedings 

In the reporting period, the Group was not a party to any court or administrative proceedings. 

2.7. Market growth prospects 

The Software as a Service sector, in which the Company is active, is growing very rapidly. The live chat for business 

software segment is not the same as the SaaS market. Some of the Company’s competitors are offering their 

services in a less effective, traditional model. However, in the opinion of the Management Board, the SaaS model 

has by far the best growth prospects and therefore the market share of companies which offer their services using 

that model is expected to grow. This creates huge growth potential for the entire sector. 
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2.8. Group’s growth strategy 

Product development 

The Issuer's development strategy assumes constant and sustainable expenditure on further development of the 

LiveChat product, in particular on: 

a) functional development of the application; 

b) new communication channels: 

• development of the "ticket" system consisting in collecting information from various communication 

channels with the customer to one customer service management system; 

• the functionality of the system will allow customers to further improve the customer-seller relationship, 

and ultimately, increase sales; 

• mobile systems; 

• social media; 

• integrated communicator; 

c) tools for larger companies, the so-called "Data driven". 

Growth of the customer base 

The company assumes further dynamic growth in the number of customers based on: 

• Automation of marketing activities and inbound marketing; 

• Continuous strengthening of LiveChat's position in the area of customer service; 

• Further development of the affiliate program; 

• Development of new channels for acquiring new users. 

Mergers and Acquisitions 

In the longer term, the Company is not excluding growth through selective acquisitions of entities from customer 

service industry. 

Factors affecting the Company’s results  

In the long run, the Issuer's results will be significantly influenced by the global e-commerce and SaaS (Software as 

a Service) market. In the short term, the results may be significantly influenced by e.g. USD / PLN exchange rate, as 

well as the fiscal policy of the state. 

2.8.1. Risks and key factors affecting the Group's growth prospects 

The Company's development prospects are influenced by a number of factors related to the prospects for the 

development of the global Internet network, the e-commerce sector, the Software as a Service (SaaS) segment, and 

in particular the demand for solutions supporting sales and live chat customer relations. 

The increasing popularity and availability of the Internet and the resulting popularity of e-commerce positively 

affects the demand for live chat solutions. An important factor is also the desire of LiveChat Software customers to 

maximize conversion, i.e. a situation in which as many visits to their websites as possible lead to a real transaction. 

The implementation of a live chat solution clearly contributes to the improvement of conversion. Live chat solutions 

are very competitive in terms of efficiency and cost compared to traditional customer contact methods. 
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According to the observations, traditional methods of information exchange on the customer-seller line, such as 

telephone services, website content and e-mail messages, are gradually being replaced by tools for direct and 

immediate communication with the customer, e.g. live chat services. They allow for the opening of a completely 

new customer service channel alternative to traditional forms, including call-center. The use of such a tool 

significantly increases the efficiency of people involved in customer service by enabling the simultaneous service of 

several users. 

Apart from changes in the way of communication between the client and the seller, the natural factor determining 

the popularity of live chat software is the value of the market of sales made over the Internet. 

Risk of volatility of exchange rates 

The Company is exposed to the risk of volatility of foreign exchange rates, in particular the Polish currency in 

relation to the US dollar (USD). The currency risk results directly from incurring most of the operating costs in PLN 

and from sales on foreign markets, which is realized in USD. 

The volatility of exchange rates affects primarily the changes in the value of the Company's revenues and receivables 

converted into PLN. Therefore, there is a risk of the appreciation of the Polish currency, which will cause the 

reduction of the Company's price competitiveness and a faster increase in the volume of sales than in revenues 

from export sales expressed in PLN, thus reducing the profitability of sales. 

The reduction of the Company's exposure to the risk of exchange rate fluctuations is affected by bearing a part of 

the costs in USD. 

As at the date of this report, the Company does not hedge open currency positions, and the Management Board 

does not perceive the currency risk as a significant threat to the level of operating profitability. 

Risk related to competition  

Due to the fact that LiveChat generates the vast majority of revenues in the United States, the risk from the 

competitive environment occurs primarily in the said market. The SaaS market in the United States is characterized 

by dynamic development and an increasing level of competition. There is a risk of a more innovative or more cost-

effective solution appearing on the market and the risk of competitors allocating significantly higher funds to 

promote available solutions or enter the market of entities with access to a wider customer base. There is also a 

risk that the Company will not be able to react quickly and effectively to the changing market environment, and as 

a consequence the offered solutions may be considered less competitive, and the Company may lose its competitive 

position. Such a situation may have a negative impact on the sale of the Company's products and services and, 

consequently, on the achieved financial results. 

Risk related to product distribution channels and reaching new customers 

The Company implements a marketing strategy focused on minimizing the external costs of acquiring new 

customers. Due to that, the Company has consistently maintained high profitability of its operations. At the same 

time, the Company remains sensitive to changes in the channels used to reach customers, which in the case of 

introducing aggressive monetization mechanisms may be used less by the Company to acquire new customers.  

 In the first months of 2018, the Company experienced a drop in the growth of the number of new customers, which 

derived from changes in the business model of on-line price comparison websites (e.g. Capterra or GetApp) and 

higher costs of presence and promotion on such websites. Through this channel of reaching the customer, the 

Company generated over a dozen percent of new customers. Currently, the Company is carrying out works that will 

both allow it to build new, low-cost channels to reach customers, as well as is investigating the business 

effectiveness of using methods associated with higher costs of customer acquisition.  

 Currently, due to the acquisition of customers through free activities and at the same time related to the long-

term building of coverage, relations and image, the Company has no direct control over the number of customers 

acquired in specific months. The Company effectively uses the available tools and channels of reaching, at the same 
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time expanding new channels, thus minimizing the risk in this area, which in the long-term translates into a 

consistent growth in the customer base. 

Risk related to technical failures   

The sale of software requires maintaining the IT infrastructure and using the services of external server solution 

providers. In connection with the above, the operations of the Company are exposed to software, electronic devices 

and IT infrastructure failure risks.  

In order to minimise the risk of failure in the IT infrastructure for which current operation LiveChat Software is 

responsible, procedures have been introduced and actions undertaken to ensure archiving and generation of 

backup copies of most of the data processed by the Company.   

Risk related to the occurrence of a breakdown or hacker attack  

The Issuer provides its services based on computer software and internet connection.  

In addition, it uses infrastructure belonging to third parties, for example to store data (hosting).  

Such a business model is associated with the risk of failure not only on the part of the Company, but also individual 

entities performing at least technical roles in the provision of services by the Issuer.   

The above risk is limited by the selection of appropriate partners, guaranteeing the appropriate quality of services. 

In addition, the important factor is the care for the use of appropriate technical measures, their maintenance or 

replacement.  

Moreover, the activity consisting in the exchange of data in the ICT system may become the subject of a hacking 

attack, which may lead to difficulties or prevent proper provision of the service by the Issuer.  

In order to limit the possibility of risk occurrence, the Issuer applies appropriate security tools, cooperates with 

entities that apply appropriate safeguards, and monitors the functioning of the system.  

Risk related to product concentration  

LiveChat Software generates almost all revenue from the sale of LiveChat product which is a key element of the 

Company's business model.  

In the event of a significant decline in market demand for live chat products and directly the Company's product, 

e.g. as a result of a loss of competitive advantage, market failure or other negative external or internal events, the 

Issuer is exposed to the risk of decreasing revenue. 

In order to minimise the above risk, the Issuer conducts advanced work on expanding the scope of current 

technology applications and extending the product offer and, as a consequence, increasing the diversification of 

revenue.   

Risk of Customer loss  

As part of its operations, the Company focuses on providing the highest quality of services, however, due to the 

possible increase in the competitiveness of the market, the risk of a significant outflow of customers cannot be 

ruled put. The factor described above may have a material adverse effect on the Issuer's financial position.  

Risk related to contracts concluded with Customers  

LiveChat Software, operating in the software segment, sells its product mainly through its website. The Customer 

starts using the services of the Company after accepting the "general conditions", but they are not bound by any 

fixed-term contract and are not subject to notice periods.  
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Reputational risk  

The effectiveness of LiveChat Software's operations and the ability to compete on  

the market is to a large extent related to the good reputation of the Company and the services it offers. The Issuer 

notices the possibility of appearing negative information about its products, which may have a negative impact on 

the Group's development by limiting the possibility of acquiring new customers, and may thus affect the decrease 

in the value of revenue. The company makes efforts to limit the possibility of such situations, mainly through the 

care for the highest quality of products and systems placed on the market, however, it cannot guarantee full 

effectiveness of these activities.  

The risk related to the public law burdens on the Issuer's operations  

The operations of LiveChat Software and the transactions concluded by the Company are subject to numerous 

public and legal burdens in various jurisdictions, mainly in Poland, the USA and in the EU. These burdens have the 

nature of taxes, and in foreign trade with countries other than EU states - also duties and similar charges. The results 

of the Company's operations are therefore to a large extent dependent on the proper implementation of the 

relevant tax law. Incorrect application of the tax law provisions may involve excessive fiscal burdens or unplanned, 

adverse consequences in the form of additional interest charges or administrative or criminal sanctions that may 

be faced by the Issuer in the event of understatement (including through no fault) of levies. The Company must 

also take into account the nuisance related to the procedures for the calculation of the above public fees and 

controls carried out by authorized bodies.  

Trademark risk   

The Issuer uses the name "LiveChat" in trade to define the products it offers. There is a risk that competitors may 

use terms that may be associated with the name used by the Issuer and thus the use of the Issuer's market position 

to sell competing products.  

There is also a risk of products on the market with names similar to the name used by the Issuer, whose quality will 

be lower than the Issuer's products. In case of mistaking by the target recipient of both products, due to the 

similarity of names, the Issuer could suffer the reputational damage.  

The company registered a word and figurative mark containing the phrase "LiveChat" as a trademark in the USA. 

The word and figurative mark "LiveChat" was also registered by the Patent Office of the Republic of Poland. 

Risk related to the protection of the Group's intellectual property and business secrets  

The activities of LiveChat Software and its competitive position depend on ensuring comprehensive protection of 

the uniqueness of technical solutions of the Company. Within the available legal instruments, the Group undertakes 

actions to protect the intellectual property of the Company.  

Risk related to infringement of a copyright to intellectual property used by the Company. 

Infringement of copyright to computer programs may occur as a result of using, within the framework of the offered 

Internet communication program, entire programs or parts thereof, the rights to which are vested in third parties. 

The above circumstance may occur both as a result of the original unauthorized use (also unconscious) of programs 

subject to legal protection as well as due to the subsequent expiry of the right (e.g. due to the expiration or 

termination of the license). The above comments also apply to legally protected databases used in programming.  

It should be noted that the above risk is not a risk characteristic exclusively for the Issuer, but also applies to a wide 

range of entities operating in the same industry as the Issuer.  
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Risk related to the operation of entities using patents to enforce compensation (patent trolls)  

The Issuer operates on the market of innovative technologies and IT solutions. The above market has become the 

object of the so-called "Patent trolls" - entities acquiring patents solely for the purpose of claiming compensation 

for their alleged or actual violation. These entities do not use patents to protect their products, which are usually 

missing, thereby using the patent system contrary to its intended purpose, though within the limits of the law. The 

above situation is favoured by the specificity of the US patent law, which is willing to grant protection also to 

solutions of a small degree of innovation, which could not be protected under the European legal system.  

Therefore, there is a risk of raising claims against the Issuer in relation to the alleged patent infringement. The above 

may give rise to possible defense costs or expenditures related to the settlement or payment of the compensation 

demanded by the Company. It should be noted that the above risk is not a risk characteristic only for the Issuer, 

but also applies to a wide range of entities operating in the field of new technologies.  

Risk associated with the creation of intellectual property  

There is a risk related to the legal form on the basis of which the team members provide services to the Company 

in the area related to the creation of intellectual property. At the moment of preparing the Report, none of the 

team members provides services to the Issuer on the basis of an employment contract. This means that the effects 

of the work of these people are not subject to the rule resulting from the provisions of copyright law that the 

employer, whose employee created the work as a result of the performance of duties under the contract, acquires 

copyright property rights at the time of accepting the work, and that property rights to the computer programme 

created by the employee as a result of the performance of duties under the employment contract are attributable 

to  the employer. It means that the transfer of proprietary copyrights to works (including computer programmes) 

created by members of the Company's team takes place subject to the general principles resulting from the 

copyright law requiring the conclusion of a relevant agreement regarding the transfer of rights. At the same time, 

the provisions of the copyright law exclude the conclusion of the contract for all works or all works of  

a specific type of the same creator to be developed in the future. However, the doctrine of copyright law and 

jurisdiction permits the transfer of rights to works to be created in the future, as long as it does not violate the 

prohibition of contracting all works or all works of a certain type. In practice, therefore, in relation to cooperation 

with persons creating works subject to copyright, there is thus a problem of such determination of the designation 

of a future work, so that the contract in this respect is effective. Otherwise, if a member of the Company's team 

creates a work needed by the Issuer in its activity, for which work no contract has been previously concluded, it will 

be necessary to conclude an individual contract with the person, which also depends on the will of that person, and 

thus may give rise to a potential dispute on the basis of copyright for a given work.  

Risks of US law and proceedings in the US and the costs of these proceedings due to the concentration of 

doing business in the US  

The Issuer earns revenue from sales performed by a subsidiary company LiveChat, Inc. in USA. The US law to a large 

extent does not have the nature of a statutory law, especially in the scope of pursuing claims arising from contracts 

and torts. In connection with the above, lodging against the Issuer, in particular LiveChat, Inc., claims for example 

related to the malfunctioning of LiveChat system, cannot be completely ruled out.  

In the event of losing such a case, the Issuer may be exposed to negative financial consequences. In addition, in 

the light of laws securing economic turnover in the US, it cannot be ruled out that an American entity would directly 

sue also the Issuer with recognition of the jurisdiction of the US courts and US law. Notwithstanding the above, 

conducting such proceedings may involve significant costs for the Issuer.  

In order to prevent such risks, the Issuer provides services on the terms presented on its website, which exclude its 

liability for disturbances in the use of the LiveChat system. However, there is a risk that such exclusions may prove 

ineffective, in whole or in part. 

 

 



  

 50 

Risk of limitation or exclusion of contractors' liability from material contracts  

A subsidiary of the Issuer, LiveChat, Inc., is a party to contracts (concluded through Internet procedures) for hosting, 

settlements, payment gateways, etc. Providers of these services in the terms of providing services available on their 

websites exclude their liability for irregularities in operation. Therefore, in the event of a breakdown or other 

disturbance, there is a risk that the Issuer will not be able to claim compensation. However, the Issuer would like to 

indicate that services of this type are widely available and it is easy to migrate to another service provider.  

In addition, the Issuer diversifies service providers, especially in the field of data protection.  

Tax risk related to transfer prices, especially under the US law  

The Issuer's revenue come from sales to the subsidiary, LiveChat, Inc., which further sells the LiveChat system to 

end customers. The adopted model of cooperation foresees that revenue of LiveChat, Inc. are taxed in the US and 

the Issuer's revenue in Poland. This model is based on the current agreement between Poland and the USA on the 

avoidance of double taxation. However, it cannot be ruled out that the US tax authorities will treat this issue 

differently. On the assumption that the Issuer owns a facility, in tax terms, in the US in its extreme form the entirety 

of the Issuer's revenue would be taxed in the USA. However, it is not a foregone conclusion that the total tax burden 

due to taxation of the Issuer's revenue in the USA would be significantly higher than currently. At the same time, in 

the case of unfavourable decisions of tax authorities, it is possible to shape the sales model differently, in the most 

appropriate way also in the context of taxation.  

Financial instruments in the area of price and credit risk, significant distortions of cash flows and loss of 

financial liquidity to which the entity is exposed: 

The Company does not use financial instruments to limit the above risks.  

The adopted financial risk management objectives and methods, including the methods of securing 

significant types of planned transactions for which hedge accounting is applied. 

The company does not apply hedge accounting. 

Risk related to the macroeconomic situation. 

The operations of the Company depend on the macroeconomic situation prevailing in the markets in which services 

are provided or will be provided, primarily in the United States. The volume of sales and, indirectly, the Company's 

financial results depend, inter alia, on the rate of economic growth, consumption, fiscal and monetary policy, 

inflation level as well as the level of expenditures on IT solutions in those countries.  

In order to minimize the risk of adverse impact of the above-mentioned factors on the business conducted, the 

Company undertakes actions to increase its competitiveness through the technological development of the product 

and services offered.   

Risk related to the development of the industry 

The global SaaS market is at the stage of rapid development, which is associated with dynamic changes in services 

and products available on the market, as well as high volatility of industry standards.  

Therefore, there is a risk that the Company will not be able to adapt to rapid market changes, which may result in 

a deterioration of its competitive position and financial situation.  

Due to the external nature of the phenomenon described, the Company is not able to actively counteract the trends 

prevailing in the SaaS industry. At the same time LiveChat can effectively adapt its business model to the trends in 

the industry. The company conducts ongoing monitoring and analysis of operating markets, adjusting the offer 
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and development strategy to the expectations of users of technologies and discovered market niches, 

simultaneously developing the developed product.  

Risk related to the availability and acquisition of specialists 

The activities of the Company and its development prospects largely depend on the availability, knowledge and 

experience of people cooperating with the Company. Due to the fact that the IT industry in Poland is developing 

very dynamically, the availability of a sufficient number of specialists with developer competences is limited. In 

addition, the opportunities that have opened up as a result of the COVID-19 pandemic in the field of remote work 

additionally mean that specialists from Poland are also sought after by foreign companies. 

The activities of the Company and its development require continuous recruitment processes and acquiring new 

associates. Limited employment opportunities or even the lack of them may affect the quality and timeliness of the 

work performed by the Company and, consequently, the development and financial results of the Group. 

Risk related to key team members 

One of the key resources of the Group, which translates into the development of the Company and the Group, is 

the Company's team composed of both the management staff and specialists cooperating with the Company. The 

change of people in management positions as a result of factors beyond the control of the Company (such as 

random events) or changes resulting from individual decisions to resign from the position held may affect the 

direction of the Company's development, including the quality and timeliness of the work carried out by the 

Company, and, consequently, development and financial results of the Group. 
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3. Financial situation of the Group 

 

3.1. Consolidated results 

Income statement 

[PLN] 2020/21 2019/20 Change 

Sales 179 010 471 130 867 175 +36.8% 

Costs of goods sold 27 906 611 17 459 676   

Gross profit (loss) 151 103 860 113 407 500   

Cost of sales 31 617 368 19 804 242   

General management and administration 12 287 202 11 631 606   

Profit (loss) on sales 107 199 291 81 971 651   

Other operating income 30 214 12 975   

Other operating expenses 116 213 61 751   

Operating profit (loss) 107 113 292 81 922 875 +30.7% 

Financial income 4 734 68 682   

Financial expenses 13 668 114 071   

Profit (loss) before tax 107 104 358 81 877 485   

Income tax 6 944 444 5 758 641   

Net profit (loss) 100 159 914 76 118 844 +31.6% 



  

 53 

Commentary on factors influencing financial results: The main impact on the results recorded in the financial 

year was the increase in the number of paying customers of the Company's products, especially LiveChat and 

ChatBot, combined with an increase in ARPU (average revenue per customer) in both of these solutions. On the 

other hand, there was an increase in costs, which resulted both from the need to provide the infrastructure needed 

to service the greater demand, but above all from the increase in employment and pressure on wages. 

Income statement – Q4 (unaudited data) 

 

[PLN] 2020/21 2019/20 Change 

Sales 48 052 670 36 013 795 33% 

Costs of goods sold 6 258 923 3 491 071   

Gross profit (loss) 41 793 747 32 522 725   

Cost of sales 8 430 839 6 803 210   

General management and administration 3 809 184 2 024 285   

Profit (loss) on sales 29 553 725 23 695 229   

Other operating income 12 240 3 000   

Other operating expenses 34 706 42 514   

Operating profit (loss) 29 530 259 23 655 716 25% 

Financial income 0 0   

Financial expenses 99 064 95 935   

Profit (loss) before tax 29 432 195 23 559 780   

Income tax 1 917 489 -5 661 853   

Net profit (loss)* 27 514 706 29 221 640 -6% 

 

* In the fourth quarter of 2019/20 of the financial year, the full effect of the application of the IP Box program was 

recognized, in the financial year 2020/21 it was spread over all quarters. 
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Balance sheet - assets 

 

 

[PLN] 31 March 2021 31 March 2020  Change 

Fixed assets 37 168 459 33 071 399 +12.4% 

Intangible and legal assets 33 083 172 28 422 501  

Fixed real assets 3 657 319 4 321 082  

Long-term receivables 181 915 181 915  

Deferred income tax assets 244 043 145 902  

Long-term prepayments 2 011 -  

Working capital 85 149 683 54 557 415 +56.1% 

Inventories - -  

Receivables for goods and services sold 802 439 485 832  

Cash and cash equivalents 59 233 049 38 681 765  

Short-term prepayments 108 648 60 472  

Total assets 122 318 142 87 628 815 +39.6% 
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Balance sheet - liabilities 

[PLN] 31 March 2021 31 March 2020  Change 

Own equity 107 370 057 78 680 663 +36.5% 

Initial equity 515 000 515 000   

Supplementary capital 28 547 392 16 578 404   

Net profit (loss) for the fiscal year 100 159 914 76 118 844   

Advance payment for a dividend (22 917 500) (15 450 000)   

abilities and provisions  14 948 085 

  

8 948 152 +67.1% 

Long-term liabilities 1 535 876 2 338 711   

Deferred income tax 

169 424   

Short-term liabilities 13 412 209 6 609 441   

 

Trade payables 6 821 486 4 855 563   

 

Current income tax 5 482 501 687 329   

Other payables 305 642 239 891   

Total liabilities 122 318 142 87 628 815 +39.6% 
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Cash position 

[PLN] 2020/21 2019/20 Change 

Profit/loss 107 104 358 81 877 485   

Total adjustments. including: (610 791) (6 060 007)   

Depreciation and amortization 9 782 381 6 489 791   

Cash flow from operating activities 106 493 567 75 817 478   

Sale of intangible assets and tangible fixed 

assets 

- -   

Investments in intangibles and in real fixed 

assets 

(13 788 126) (17 489 621)   

Cash flow from investing activities (13 788 126) (17 468 225)   

Dividends paid (71 327 500) (51 757 500)   

Net cash flow from financing activities (72 154 157) (52 291 857)   

Total net cash flow 20 551 284 6 057 396  +239,3% 

Cash at the beginning of the period 38 681 765 32 624 369   

Cash at the end of the period 59 233 049 38 681 765  +53,1% 
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Dividend policy 

In accordance with the current dividend policy described in the Company's Prospectus, the Management Board of 

LiveChat Software S.A. recommended to the General Meeting the payment of the maximum (in accordance with 

applicable regulations) part of the profit for the previous financial year in the form of a dividend. 

The Management Board, with the consent of the Supervisory Board, is entitled to make decisions regarding the 

payment of advances against the expected dividend. 

Description of the significant off-balance sheet items 

The Group does not have any significant off-balance sheet items. 

Financial forecast 

Managing Board of the Company has not published financial projections. 

Description of the use by the Company of the proceeds from issued capital 

In the reported period the Group did not issue any shares. 
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3.2. Presentation of separated results 

Income Statement 

[PLN] 2020/21 2019/20 Change 

Sales 179 010 471,47 130 867 175,42 +36.8% 

Costs of goods sold 25 514 510,49 18 385 410,93  

Gross profit (loss) 153 495 960,98 112 481 764,49  

Cost of sales 31 939 404,05 20 046 223,92  

General management and administration 12 349 171,76 11 679 480,80  

Profit (loss) on sales 109 207 385,17 80 756 059,77  

Other operating income 30 213,98 12 974,62  

Other operating expenses 116 212,59 61 751,30  

Operating profit (loss) 109 121 386,56 80 707 283,09 +35.2% 

Financial income 4 734,22 883 782,02  

Financial expenses 2 405 768,59 3 436,33  

Profit (loss) before tax 106 720 352,19 81 587 628,78  

Income tax 6 944 444,33 5 758 640,81  

Net profit (loss)* 99 775 907,86 75 828 987,97 +31.6% 
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Balance sheet - assets 

[PLN] 31 March 2021 31 March 2020  Change 

Fixed assets 34 831 828,67 29 908 111,71 +16,5% 

Intangible and legal assets 33 083 171,79 28 422 500,88  

Fixed real assets 1 319 031,73 1 156 138,12  

Long-term receivables 181 914,69 181 914,69  

Deferred income tax assets 244 042,73 145 901,56  

Long-term prepayments 246 054,00 145 901,56  

Working Capital 83 336 044,53 53 163 887,17 +56,8% 

Inventories 61 385,03 26 869,34  

Receivables for goods and services sold 1 445 110,18 658 216,23  

Other receivables 25 211 600,19 15 311 493,94  

Cash and cash equivalents 56 509 300,76 37 106 835,22  

Short-term prepayments 108 648,37 60 472,44  

Total assets 118 167 873,20 83 071 998,88 +42,2% 
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Balance sheet – liabilities 

[PLN] 31 march 2021 31 march 2020  Change 

Own equity 105 920 799 77 472 392 +30.9% 

Initial equity 515 000 515 000 

 

Supplementary capital 28 547 392 16 578 404 

 

Net profit (loss) for the fiscal year 99 775 907,86 75 828 987,97  

Advance payment for a dividend -22 917 500,00 -15 450 000,00  

Liabilities and provisions  12 247 073,73 5 599 607,27 +118.7% 

Long-term liabilities 0 0  

 

Deferred income tax 168,89 424,39  

Short-term liabilities 9 087 505,14 3 301 563,84  

 

Trade liabilities 9 087 505,14 3 301 563,84  

 

Due to remunaration 302 780,90 235 700,62  

Accrued liabilities 3 159 399,70 2 297 619,04  

Total liabilities 118 167 873,20 83 071 998,88 +42.2% 
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Cash position 

[PLN] 2020/21 2019/20 Change 

Net profit (loss) 99 775 907,86 75 828 987,97  

Total adjustments. including: 4 742 183,78 -1 601 491,80  

Depreciation and amortization 8 955 723,35 5 856 802,11  

Cash flow from operating activities 104 518 091,64 74 227 496,17  

Sale of intangibles and in real fixed 

assets 

0,00 21 395,57  

Investments in intangibles and in real fixed 

assets 

13 788 126,10 17 489 621,03  

Cash flow from investing activities  -13 788 126,10 -17 399 571,16  

Dividends paid 71 327 500,00 51 757 500,00  

Net cash flow from financing activities -71 327 500,00 -51 760 936,33  

Total net cash flow 19 402 465,54 5 066 988,68 +283.0% 

Cash at the beginning of the period 37 106 835,22 32 039 846,54  

Cash at the end of the period 56 509 300,76 37 106 835,22 +52.3% 
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3.3. Shares and shareholders  

Structure of the initial equity 

As of the date of this report, initial equity of the Company consisted of 25.750.000 (twenty-five million, seven 

hundred and fifty thousand) ordinary shares issued and fully paid up, including 25.000.000 (twenty-five million) 

series A shares and 750.000 (seven hundred and fifty) thousand series B shares. Par value of each share is equal to 

PLN 0.02 (two grosze). 

Changes in the shareholding structure  

There were no significant changes in the Company’s shareholding structure in the first half of the financial year. On 

22 October 2020, the Company received a notification from Mariusz Ciepły and Maciej Jarzębowski (“Selling 

Shareholders”) that the Selling Shareholders had commenced the accelerated book building process (“ABB 

Procedure”), the purpose of which was to sell up to 1,287,500 shares of the Company held by the Selling 

Shareholders, representing a total of 5% of the share capital of the Company and carrying 5% of the total number 

of votes at the General Meeting of the Company.  

The procedure was completed the next day, and on October 28, 2020, the Company received notifications from 

shareholders regarding changes in the share in the total number of votes at the General Meeting 

According to those notifications, as a result of the transfer of the Company’s shares on 28 October 2020, following 

the conclusion of block transactions by the Selling Shareholders, a total of 1,287,500 shares of the Company were 

sold as part of the accelerated book building process: 

- Mariusz Ciepły’s share in the total number of votes at the General Meeting of the Company decreased from 

15.57% to 13.07%;  

- Mr Maciej Jarzębowski’s share in the total number of votes at the General Meeting of the Company decreased 

from 11.69% to 9.19%; and  

- the total share of the parties to the Shareholders Agreement (Mariusz Ciepły, Maciej Jarzębowski, Jakub Sitarz, 

Urszula Jarzebowska, Szymon Klimczak, Krzysztof Górski) in the total number of votes at the General Meeting of 

the Company decreased from 46.90% to 41.90%. 
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4. Governance 

4.1. Composition of the Management Board 

As at the date of the report, the Management Board of LiveChat Software S.A. consisted of two persons and included 

the following individuals: 

First and last name Role 

Mariusz Ciepły CEO 

Urszula Jarzębowska Member of the Board 

Mariusz Ciepły is one of the Company’s founders and core shareholders of LiveChat Software. He was elected 

President of the Board on 2010. He has a university degree (with an M.Sc. degree in computer science); he graduated 

from the Faculty of Electronics at the Wrocław University of Technology (specializing in information system 

engineering). He is also a member of the supervisory boards of such companies as Brand24, Venture Inc. or 

TimeCamp. 

Urszula Jarzębowska has been working in LiveChat Software since 2002 and since 2010 she has been a member 

of the Board. Urszula Jarzebowska has a university degree; she graduated from the Oskar Lange University of 

Economics in Wrocław in the Faculty of National Economics where she defended her master’s thesis in the 

Department of Accounting and Company Controlling. During her professional career, she completed postgraduate 

studies in Controlling at the Wroclaw Schools of Banking and in International Accounting Standards (IAS/IFRS) at 

Kozminski University in Warsaw. She has gained her professional experience in, among others, Bankier.pl ad Internet 

Works. 

4.2. Remuneration 

Remuneration of members of the Management Board of LiveChat Software S.A. in the reported period. 

Person Role 2020/21 FY  

remuneration in PLN 

2019/20 FY 

remuneration in PLN 

Mariusz Ciepły CEO 995 961,04 891 251,69 

Urszula Jarzębowska Board member 850 707,72 594 167,82 

TOTAL - 1 846 668,76 1 485 419,51 

During the reporting period, members of the Supervisory Board received remuneration in the total amount of 

PLN 56 thousand gross. 
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4.3. Supervisory Board 

As at September 30, 2020 the composition of the Supervisory Board of LiveChat Software S.A. consisted of the 

following persons: 

First and last name Role 

Maciej Jarzębowski Chairman 

Marcin Mańdziak Independent Member 

Jakub Sitarz Member 

Marta Ciepła Member 

Michał Markowski Independent Member 

Maciej Jarzębowski is one the co-founders of LiveChat Software. Earlier he was one of the co-founders of 

Bankier.pl and CEO of that company. He also served as CEO of company Internet Works. 

Jakub Sitarz has a Master degree. He graduated from the Faculty of Computer Science at the Technical University 

of Wroclaw. He is a co-founder and shareholder of LiveChat Software. Currently, he is also CEO of listed private 

equity fund Venture Inc. 

Michał Markowski has extensive experience in accounting and finances. He served as the director of the 

Department of Strategy and Analysis at the Warsaw Stock Exchange, where he was responsible for the development 

of a strategy, which resulted in an increase of the WSE’s stock price by 26%. He also worked at Deloitte Advisory 

and InsERT. Mr. Markowski also served for over two years as the chief economist and minister’s counsel at the Polish 

Ministry of Treasury. Since October 2016, Michał Markowski is conducting M&A transactions at ProService Finteco. 

Marta Ciepła is a graduate of the University of Life Sciences in Wrocław and postgraduate studies in the field of 

human resources management. For over ten years, she has been related to the IT market in terms of recruitment 

and selection of IT staff. HR manager responsible for advising on building teams of individual departments of the 

companies. 

Marcin Mańdziak  has a higher education degree program. He graduated from the Faculty of Law, Administration 

and Economics of the University of Wroclaw. For 10 years associated with the capital market. He was a co-founder 

and a long-time vice president of the board of M.W. Trade SA, which first moved quotations from NewConnect to 

the WSE main market. From 2013 chairman and main shareholder of EFM SA. At the same time he runs the company 

Arandela Marcin Mandziak, providing advisory services. Member of the Supervisory Board of Venture Incubator SA.  

The table below presents the number of shares held by members of Management and Supervisory bodies as of the 

date of the report. 

 

Frst and last name Role Number of shares 

Mariusz Ciepły CEO 3 366 250 

Urszula Jarzębowska Member ot the Board 1 210 250 

Maciej Jarzębowski Chairman of the Supervisory Board 2 366 259 

Marcin Mańdziak Member of the Supervisory Board 2 538 

Jakub Sitarz Member of the Supervisory Board 3 010 000 
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Information about the employment 

At the end of the financial year 2020/2021, the Company permanently cooperated with 212 people. The most 

numerous group are product teams consisting mainly of programmers, and the customer service department, 

working in the 24/7 model. A large team is the marketing department, as well as a team of administrators 

managing the IT infrastructure. There are also teams in the structure of the Company: sales, finance and 

administration or legal, as well as investor relations. The two-person Board consists of people who have been 

working on the LiveChat project for many years. The so-called CXO (directors). Currently, there are seven people 

associated with the Company for many years. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Important remarks and disclaimers regarding this document. 
 

 

The report is a translated and abridged version of the document prepared in Polish. 

In the event of any discrepancies, the report in Polish is the binding version. 

 

Corporate documents, the Articles of Association, information on the principles of 

operation of the Management Board and Supervisory Board are available at website: 

investors.livechatinc.com. 

 

The signed statements of the Management Board and Supervisory Board form part 

of the report in Polish. 
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