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Because most people always have their smartphones within reach, these statistics aren’t surprising. What is surprising is the amount 
of untapped potential SMS messaging holds for contact centers.

Below are the top five uses for SMS:

SMS is a conversation starter. Expand SMS to 2-Way interactions as a way to make service available right to your 
customer’s fingertips 24/7. SMS is one of the fastest-growing channels for business communication, because 
it’s great for building customer relationships. It’s also the perfect tool for streamlining everyday processes and 
introducing automation.

Two way messages are an easy way to create a personalized experience by leveraging what you already know 
about your customers. You can use the data you collect with each interaction to build on that value and generate new 
opportunities for more meaningful conversations.

Studies show that consumers are actually willing to provide more information if they know they will receive more custom 
offerings. Sending a welcome SMS + personalized offerings during the service on-boarding is not only a chance to 
create a relationship with your customer but also gain insight into additional value adds you may be able to provide

Automatic text reminders can help you reduce delinquency risk and encourage customers to bring accounts up to 
date on time. 85% of texts are opened within 5 minutes of receiving them, so agent efficacy will skyrocket with the 
increase in the number of customers contacted per minute. The average length of time for an account resolution call is 
6 minutes. The average length of time to receive and respond to a text is 90 seconds. That’s a 5X savings. What could 
your agents do with that time?

To build your SMS messaging database, you first need consent to engage with a consumer. To do so, you essentially 
need to ask permission from the consumer. Built-in consent mechanisms help you maintain consent across channels 
in real-time.

You can leverage SMS as an alternative to waiting in line. Unlike voice where the service ratio is 1 to 1, SMS allows agents 
to handle multiple interactions at once, increasing the chance of faster service times for the consumer and enabling 
them to go about their day without waiting by the phone.
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AVERAGE HANDLE TIME

292 million people in North America text daily.
That’s 80% of the continent’s population.

5 billion people send & receive text messages every day.
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