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Disclaimer
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This presentation and the statements of the panelists do not constitute legal advice. 

We urge businesses to consult with their own experienced legal counsel to independently review the topics 

covered on today’s event and independently evaluate any compliance measures they undertake.
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Today’s Speakers



© LiveVox 2020PROPRIETARY AND CONFIDENTIAL4

What We’ll Be Covering Today…

• The implications of the TCPA for outbound activity today

• The landscape of SMS and Voice in the context of the TCPA

• How Human Text Initiator (HTI) does for SMS What HCI did for Voice

• Human Text Initiator Use Cases

• Messaging best practices: what to say, how to respond.

• Q&A and Other News
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Post-Facebook, still risk and uncertainty

• Footnote 7

• Panzarella v. Navient

• SMS more settled than voice

Proliferation of wrong-number lawsuits resulting 

from aged leads and servicing portfolios

Consider Human Text Initiator (HTI) as 

mitigation on TCPA risk, including wrong 

number lawsuits.

5

The Implications of the TCPA 

for Outbound Activity Today
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The Landscape of SMS 

and Voice in the Context 

of the TCPA

In the current landscape, there is 

more exposure for voice

You can achieve more certainty with 

text than you can with voice

With the proper safeguards in 

place, SMS is generally more 

defensible than voice.
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Human Text Initiator 

(HTI)

Without consent to contact cell numbers, 

texting can be complicated and risky. 

LiveVox’s HTI enables you to engage with 

unconsented cell phones more productively while 

mitigating risk.

HTI is built to maximize outbound 

engagement while also minimizing regulatory 

risk—leveraging the same productivity and 

compliance principles that have made HCI® 

unbeaten in the courts.
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Creating Targeted Campaigns

How HTI Works

Create custom 

texts

Filter 

based on 

consent

Segment and 

schedule based on 

custom filters



© LiveVox 2022PROPRIETARY AND CONFIDENTIAL9

Agent-Initiated Workflow

How HTI Works

An HTI campaign is created 

from Contact Manager & 

loaded to an HTI service

A dialogue box is 

presented allowing an HTI 

agent to confirm the 

launch of each SMS

Any consumer response is 

routed to an inbound queue for 

review & processing (using the 

same process as normal 

transactional SMS)

1 2 3

LiveVox provides the ability for agents to send HTI SMS messages by clicking individual numbers and using a 

pre-determined template.
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Human Text Initiator (HTI) Collections Use Cases

Payment 

Reminders 
Delinquency 

Alerts

Letter 

Replacement 

Strategy

Call Center 

Volume Deflection



© LiveVox 2020PROPRIETARY AND CONFIDENTIAL11

That’s Not All - More HTI Use Cases 

Sales Process 

Optimization

Alternative 

Support 

Channels

Proactive 

Customer 

Service

Fraud Alerts

Marketing

Employee 

Communication

Promotions

Application 

Processing
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The Case for HTI and SMS

Why is SMS so effective?

The average American spends more than 3 hours 

a day on a smartphone1

Customers engage with SMS faster than any 

other channel; it takes approximately 90 seconds 
for someone to answer a text1

SMS Texts have a 2.8% Spam rate compared to 

E-mails at 53% 2

The average open rates for SMS are around 

98%.3

HTI Success Stories So Far…

Increase in self-service
and inbound traffic for payments

Significant Cost Savings
From a letter replacement strategy

90% Read Rate
Within 2 minutes of texts being received 

vs. a 10-12% live answer rate on voice

(1) https://www.forbes.com/sites/forbesagencycouncil/2021/01/20/why-sms-is-the-marketing-tool-of- the-future /?sh=3548f5d87012

(2) https://www.textmagic.com/blog/what-is-sms-and-how-is-it-differen t-from- text-messages/ 

(3) https://www.comparitech.com/blog/informa tion-security/phone-spam-statis tics/#:~ :text=Robocalls%20make %20up%2060 %25 %20of ,for %2060%25 %20of%20all %20calls.
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Handling Responses

What to Do With Responses You Receive

• Don’t pass messages straight to your agents!

• Use bots to handle stops, balance inquiries and 

payments etc.

• Only messages from customers that are 

genuinely trying to engage should be routed to 

agents.

Key Mechanisms You Need 

In Place:

• Opt-out

• Consent Capture

• Consent revocation
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Messaging Best Practices

How to Prepare Your Agents

• Ensure you have qualified agents 

on hand and properly resourced 

to handle incoming responses

• They will need the need access to 
the technology that allows them 

to handle multiple interactions 

simultaneously on customers’ 

channels of choice.
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Q&A
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Useful Resources

Solution Brief:

LiveVoxHuman 
Text Initiator 

(HTI)

Product Brief: 

LiveVoxHuman 
Text Initiator 

(HTI)

Tip Sheet: SMS 

Best Practices 
for Collections

Reduce TCPA 

Exposure and 
Amplify Outreach 

with HTI

https://info.livevox.com/hubfs/Solutions%20Briefs/LiveVox%20Solution%20Brief_HCI-and-HTI.pdf
https://info.livevox.com/hubfs/Solutions%20Briefs/LiveVox%20Solution%20Brief_HCI-and-HTI.pdf
https://info.livevox.com/hubfs/Product%20Briefs/Product%20Briefs/Product-Brief_-HCI-and-HTI.pdf
https://info.livevox.com/hubfs/Tip%20Sheets/2021%20Tip%20Sheets/Tip%20Sheet-SMS-Best-Practices-for-Collections.pdf
https://info.livevox.com/hubfs/Product%20Briefs/Product%20Briefs/LiveVox-Product-Brief_HTI.pdf
https://info.livevox.com/hubfs/Product%20Briefs/Product%20Briefs/LiveVox-Product-Brief_HTI.pdf
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The LiveVox + Salesforce integration

In other news…

The LiveVox + Salesforce integration is now live

Provides a single, seamless UI that enables agents to access inbound and outbound voice functionality 

right from the Salesforce CRM

Advantages include:

• Click-to-dial campaigns can happen in Salesforce

• Inbound calls can be immediately associated with the correct records

• Easier Dispositioning 

• Automatic Call Logging

• Integration with QM and analytics tools is in place by default
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To learn more, please reach out to your 

LiveVox Account Team or Customer Care

Call: 844.207.6663

Email: customercare@livevox.com

Visit: livevox.com

This webinar is being recorded and will be distributed 

to all registrants via email.

mailto:info@livevox.com

